
New Shopping 

Habits change 

your Customer 

Relations

Nancy van Kleef



Only a year ago

Fleuroselectmeeting 2015





The new shopping

Through a 360º customer view, data drivencommunicationwith all customers. 

Customers(B2B) needmore content, more information & inspirationto reachout 

to their own customers(B2C), to bind them andto keep them.







How to interact nowadays

ɀEssentialelementsare:

o The formerƳŀǊƪŜǘƛƴƎ tΩǎ ŀǎ ƛƴΥ 

product, price, place

ɀAddingvalueis the new 

selectioncriteria:

o Support in services as in:

Å Content

Å Software

The new retail is blurred, creativeand dynamic



Conversational commerce 

ÅCHATBOT

ÅARTIFICIAL 

INTELLIGENCE



Experience :

Emotion, commitment, community





Itõs the value , not the product



So much natural emotion & 

value

The productgroupsin our sector have somuchnaturalemotionalvalue. We offer so
muchto eachchain, especiallyto the consumer. {ƘƻǳƭŘƴΩǘwe cooperatein order to
underlinethe power of:
ɀ Nature:

o Comfort, relaxation, hobby

ɀ Colour
o Happiness

ɀ Scent
o Wellbeing

Cooperation to tell, share and realizeconversion



Convenience:

Easy, quick, lean& mean





Omni -channel
Whichservices, productsdo you

offer for everytouchpoint that your

customershave with the consumer?



Please help me Ą GUIDANCE

But whereto plant?
How does it grow?
Whatdoes it need?
What to combine with it?
How muchdo I need?



New reality
- Controlling the supply-chain -

In our sector ǿŜΩǊŜnot

controlling the supplychain. 

Maybewe shouldpresent usan

whole propositioninsteadof 

fragmentedchains





What do we offer to support?
If sales take placethroughonline conversation, or by offeringanexperienceor the
most convenience, what do we offer in this customer journey


