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How a good customer

bu

positively influence



Agenda nexmart
Our topics for today

Your navigation system will start
The typical Customer Journey.
You exceed the speed limit..
COVID-19, Generation X-Y-Z, and
all the different channels.
Turn around if possible.
nexmart solutions within the Customer Journey.
You have reached your destination.

Best Practice.
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neXmart

Your navigation system
will start.



Your navigation system will start. nexmart
What is a Customer Journey?

The Customer Journey Is a marketing term that
defines the stages a customer goes through before
deciding to buy a product or service and beyond.



Your navigation system will start. nexmart
What is a Customer Journey?

Landing
Page

Social
Media /
Ads

PPC/
Search

ONLINE

Online
Display

Awareness Consideration

Direct
Email

TV /
Radio /
Print

OFFLINE

Store /
Branch
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Your navigation system will start. nexmart
Your route 10 years ago.

1. Visit the retailer with the most appealing advertising.

2. Problem description and requirements 1

4. Buying decision

©2022 | nexMart GmbH & Co. KG | www.nexmart.com



© 2022

Your navigation system will start.

And: Your route today
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neXmart

You are exceeding the
speed limit.



The customer journey
The factor COVID-19

of German respondents say
COVID-19 has accelerated their
company's digital transformation
- 78% even say it has
accelerated it a lot.

new channels have been
created by German companies
during COVID-19 in order to

, communicate with their
customers.

©2022 | nexMart GmbH & Co. KG | www.nexmart.com

The respondents see the digital

transformation in their

company as still emerging or

developing.

COVID-19 accelerated the
digital communication
strategy of German
companies by 7.2 years.

Japan
Germany
Singapore
France
Australia
USA

UK

Spain
Italy

Total

neXmart

of respondents consider it very
important to redesign digital
communication to meet the
new challenges.

7,5

I 2
7,2

6,7

6,6

55
53
4,5

Twilio Inc., 2020, Digital Engagement Report



The customer journey neXmart

Online or offline?

Online On Site
0 50 100

3

Advice about product features
Information about current offers/promotions
Information about current prices

Information about product availability

Information

Information about user notes/usage
Information about delivery times
Ordering of regularly needed products

Ordering of new products never needed before

Buy

Information about order status

Complaint management I

After-
Sales

Returns processing

INFO: n = 529; mean values given (on a scale from 0 "Online preference" to 100 "In-person preference").

There is no universal preference in any of the Customer Journey phases. Which channel is preferred depends on the issue and need.

10 ©2022 | nexMart GmbH & Co. KG | www.nexmart.com ECC 2021 - The customer journey
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The customer journey nexmart
Where to find?

Regular search for information

Online stores 57
Website of the manufacturer 54
Search engines 52
Online marketplaces 46
Price comparison sites 38
Supplier search engines 27
Information platform 26
social networks 15
Video portals 14

Other 2

INFO: n = 452; figures in % (B2B buyers who obtain information online)

Digital points of contact push the competition.

©2022 | nexMart GmbH & Co. KG | www.nexmart.com ECC 2021 - The customer journey
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The customer journey
How do younger generations behave?

Smartphone share in information search Smartphone share in procurement

Gen Z (up to 26 years) Gen Y (27-41 years) Older (from 42 years) Gen Z (up to 26 years) Gen Y (27-41 years)

=)
O O O O

neXmart

Older (from 42 years)

Q Desktop PC / Laptop / Tablet Q Desktop PC / Laptop / Tablet
INFO: B2B buyers who obtain information online, Gen Z: n = 70, Gen Y: n = 167, older buyers: n = 215; INFO: B2B purchasers who buy online, Gen Z: n = 63, Gen Y: n = 165, older people: n = 204, figures in
figures in % (mean values given in each case) % (data from the respective mean values)

Classical websites are still used by the majority, but responsive becomes more relevant for the future.

©2022 | nexMart GmbH & Co. KG | www.nexmart.com

ECC 2021 — The generation Y and Z
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The customer journey
Do channels change?

One third shop online at least once a week
(Have you purchased anything online in the last 12 months?)

“ 37% shop at least 1x per week:
16-29 Years 43%
30-49 Years 53%
\E’ Yes 50-59 Years 28%
° ° 95% 60 Years and older 15%
. —— )

Represents 84% of the population aged
16 and over and 58 million German
citizens.

= 3% No, my last purchase was more than
12 months ago

= 2% No, | have never bought or booked
anything on the Internet.

1% No answer

INFO: Internet users aged 16 and over (n =1,109)

neXmart

How has your shopping behaviour changed
compared to the beginning of the corona pandemic?

And how likely is it that you will
“ continue to shop online?*
rather very
43% likely 51% 36% 87%
E buy more :
55 on the unlikely . 10%
internet
since
Corona
17% | buy significantly more. 26% | buy a little more.
1% I don't know / no answer. 52% | buy just as much as before
= 4% | buy rather less. = 1% | buy significantly less.

INFO: Online shoppers aged 16 and over (n = 1,048) |
*Respondents who have bought more online since Corona (n = 451)

Online purchased increase. No matter of age!

©2022 | nexMart GmbH & Co. KG | www.nexmart.com

Source: Bitkom Research 2021



The customer journey nexmart
Does that change strategies?

What are the three most important fields of action? Strategy
Customer Experience 27,7 Leadership Control
Business process 24,1
Products & Services 21

Technology 8 Customer Products & Business
Culture 8 Experience Services proecess

Employees 5,6
Control 4,9

Strategy 3,1 Culture Employees

Leadership 0,6

Technology

The strategy house is getting bigger and customer oriented — new fields become more important.

14 ©2022 | nexMart GmbH & Co. KG | www.nexmart.com Mind Digital 2022 - The formula for success of the digital pioneers



The customer journey nexmart
Where to focus on?

Digital pioneers transform the whole company

Strategy
Technology Leadership
Employees Control
Culture Customer Experience
Business process Products & Services
—a— Digital Masters Digital Experts Digital Advanced

Strategy and Customer Experience are key to built a great Customer Journey.

15 ©2022 | nexMart GmbH & Co. KG | www.nexmart.com Mind Digital 2022 - The formula for success of the digital pioneers
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The customer journey
And your website?

The manufacturer's website Is
still the most trusted element
on the Internet.

neXmart

Google — ZMOT



neXmart

Turn around - If possible.
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Turn around - if possible.
nexmart solutions at the relevant touchpoints.

THE CUSTOMER JOURNEY

[====] — —
Online InfofConsulting  After Sales c—2o

Face to Face Impuls Print Touchpoint

©2022 | nexMart GmbH & Co. KG | www.nexmart.com
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m data Abo
©° data View
) retail Connect

s sales App

B documents to EDI
—_
B  EDI Connect

—

extranet Channel

online Market
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Turn around - if possible.
nexmart in the customer journey

Customer Journey &
e
W,
Manufacturer

Website

85 %

e -~

\\

Specialist
End customer Retailer
informs himself Onlineshop

SEO, SEA, Re-targeting

Based on analytics data, Marketing
Cookies and optimization

©2022 | nexMart GmbH & Co. KG | www.nexmart.com

) retail Connect

Lg—_'c data View

Ej data Abo

Buy now

Dropshipment capability
Online & on site availability
Multi article basket transfer

Best in class data at the POS
Up- and cross-selling

Virtual manufacturer stock
Unigue content support

neXmart

€
<

N

End customer
buys

A

v

Analytics data
e. g. views, clicks,
conversion etc.
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Turn around - if possible. nexmart
Excerpt of our customers

} @D AEG

mvesm  ASSA ABLOY E:_Eﬁc)o BeA® % | BKS; - BOSCH "“’%“““"'@ .

Security Tech Garmany POWERTOOLS " _smart technology,
‘ : . G Dresselhaus o j Zeffeft ) EjOT ([EMAG) Sl
ggEcl;g ‘© Collomix I ]; . Z! E i dormakabar« DREMEL ot DPBQH‘FI(:)) !3BE1HQHE e ASARBIOY aeis EJ FELMeG.

EVB

EXACT  EJEEEEID restoo.. FHB,

M GU cuoo I Bl mm 55 heler .2 Hixow IEE

WERKZEUGE FURS LEBEN
RFORMANCE POWER TOOLS
by FEIN & GRETSCH-UNITAS GUNZBURGER SCHRAUBEN get a bit more HettICh

=3 rrisAps =av.ALEEmTs  GEDOREP  GESIPA

Strigerhrit

IMI<I

KARCHER KAEII_" KFV . ‘ @ Kkranzie  &ooLs) @ |_u|( _5 LESSMANN® >uinbpstrRéEm
Ein Unternehmen der SIEGENIA GRUPPE ,QA'NGSPO“ EEEEEEEEEEEEEEEEEEEEE

(il csfen m ] e s onitfisk  NwanorowesT [\ ¥ ocnsvore €SB PARADOR

NORRES Finish. First.
PFERD & SUAME
54¢ PICARD =probst oot A pennsTEIG ROHM  \ RotHENBERGER  F'  RUKOD

RYOBI 5“ Bu AB RAS ‘I V E S SChrauben halnfeld M SENEU v ﬁ:‘fgfsl\tlolﬁ 5”8”‘3” m

llllllll

sTapILA i STANLEY

TRUMPF

starmix Os=m 422 il oy B uvex waso jusses Mwera wihae [Bl -@zEPHYR

ZARGES TOOL GROUP

©2022 | nexMart GmbH & Co. KG | www.nexmart.com



Turn around - if possible. nexmart
Worldwide scalability

J’,;»\.,

'&s

(® nexmart branch offices nexmart branch offices under development Country operations managed
from Germany

21 ©2022 | nexMart GmbH & Co. KG | www.nexmart.com



neXmart

You have arrived at
your destination.
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You have arrived at your destination.
Best Practices: BOSCH & BAHCO

Objectives before project start
Establish a consistently positive digital user experience
International scaling with a central buy-now solution

Integration of all offline and online touchpoints into the sales
strategy as a basis for sustainable growth

©2022 | nexMart GmbH & Co. KG | www.nexmart.com

neXmart

Objectives before project start
Accelerating sales and driving commercial efficiency

Leveraging data-driven insights to develop better products and
services

Making it easier for our end users to buy our products

RS

BAHCO




You have arrived at your destination. nexmart
Best Practices: BOSCH & BAHCO

24 ©2022 | nexMart GmbH & Co. KG | www.nexmart.com



retail Connect
Basic features

You gain an additional sales channel
Easy, instant sales
Your store is promoted

Traffic to your website and stores increases

N ”H RN N

More opportunities to make additional sales

©2022 | nexMart GmbH & Co. KG | www.nexmart.com

nexmart

@[UsENv
®
e e r Search Q 2 =] bs Distributor Login B 0 article - $0.00
APPLICATIONS ™ PRODUCTS ™ PLATFORMS ™ COMPANY ™ DOWNLOAD CENTER ™ NEWS CENTER & PRESS ™ KNOW HOW & FAQ™ CONTACT™

Home > Professional > Product lines > WT Line > Soldering irons & sets

Soldering irons and'sets

in: Soldaring irons| x

WT compatible article: 18 page: |1 - Perpage: |20 -

Con

Silver Line heating WSP80
element technology / B Soldering iron 80 W,
= o 24V with Silver-Line

(g
Ona
CJon

Heating Technology

Desoldering

TECHNI-TOOL Testequity LLC Stock
Don
Interworld Highway. LLC. stack .
Tequipment
ESD-safe
oen mMsC MSC industrial Supply Co. stock @)

Soldering

s 16100

www.weller-tools.com



https://www.weller-tools.com/professional/USA/us/Professional/Product+lines/WT+Line/Soldering+irons+and+sets

retail Connect
Basic features

Wholesale availability

transfer to closed pure B2B players & shops

ideal for craftsmen and installers with an existing

account at wholesalers' shops

forwarding of a basket in the ELBRIDGE format e.g. -

SONEPAR

©2022 | nexMart GmbH & Co. KG | www.nexmart.com

PRODUKTE ~ LOSUNGEN  KARRIERE

> >

Art.-Nr. 2273-203

Verfiigbarkeit

=] Rexel Germany GmbH & Co. KG

semmse  Distrelec

e Conrad Electronic SE

UNTERNEHMEN

COMPACT-Verbindungsdosenklemme; fiir eindrahtige Leiter; max. 2,5 mm2; 3
Leiter; Gehdusefarbe transparent; Deckelfarbe orange;
Umgebungstemperatur max. 60 °C (T60); 2,50 mm?

Kauf im Handel

KUNDENSERVICE

neXmart

Y, Kontakt | & Anmelden

Preis und Verfugbarkeit nach Anmeldung

VPE (UVPE): 1000 (100) Stiick

W Inden Warenkorb

Q Kauf im Handel

|
g
+

attals PDF

ads als ZIP

‘hen

*

rieren

www.wago.com



https://www.wago.com/de/installationsklemmen/compact-verbindungsdosenklemme/p/2273-203#service

retail Connect nexXmart
Basic features

>LINDSTROM Search entre websRe here Q & LINDSTROM cLUB I

Ad d Itl 0 n al SerVI Ces an d Cap ab I I Itl es PRODUCTS ~  INDUSTRIES »  CUSTOMIZE MEDIA »  NEWS

utters > Precision Diagonal Cutters with Oval Head & ESD Safe Handle

+ (to the previous slide) T
SOURCE.. =
Best Value. Better Service. fmeliotil

M nexmart support for retailer integration

M Data provisioning through data View and data ‘ “
Abo also possible for the perfect data and TECHNI-TOOL —
customer journey | | =

Precision Diagonal Cutters with Oval Head & ESD Safe Handle 8130-8162

PRODUCT DETAILS

« Ideal for wire harness work and standard printed circuit board assembly

« High performance alloy steel

« Exacting induction hardened cutting edges 63-65 HRC

* ESD safe mono material handles in synthetic material with leaf springs

« Precision screw joint that minimizes friction and maximizes alignment of cutting edges
« Cutting capacity is listed for solid copper wire

* Phosphated finish

m-sm'@

www.lindstromtools.com

_—
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https://www.lindstromtools.com/us_en/ergotm-precision-diagonal-cutters-with-oval-head-pb_rx8130-rx8162_.html

retail Connect neXmart
Dropshipment capability

Additional services and capabilities

+ (to the previous slide)

M Manufacturer availability is used for selected dealers in addition to dealer availability. The
result is a significantly higher availability of available dealers on the manuf REIDL BN - &~ ™

> Alle Kategorien + Top-P + Gratis Versand innerhalb Deutschlands ab 50 € + Schnelle Lieferung

Fischer Montageschaum PU S 1/500 ml B2 beige (MDI-haltig)

Marke: Fischer
Herstellernr.: 040300
Artikelnr.: 208734
EAN: 4006209403006

2 Artikel

Ihr Warenkorb

@ Alle Artikel aus dem Warenkorb entfernen

8,91€

inkl. MwSt zzgl. Ve

©® Gefahreninformation @ Produkidetails

[A Datenblatter

Herstellerinformationer

- 1 -
k Weitere Artikel aus der Kategorie Montageschaum anzeigen = Merkliste m

fischer Universaldiibel

Mindestabnahmemenge: 1 Dose
e Artikel-Nr. 094721 ]i[ Die Lieferzeit betrigt aktuell 2 - 3 Werktage.
UX5x30 )
D Kostenlose Retoure bei Bezahlung mit
. PayPal*
o :: Menge Einzelpreis Ersparnis
= S ab12 891¢€
= fischer Pistolenschaum . - ab120  866€ 28%
i“ Artikel-Nr. 040302 0] X e
= PUP S 750 B2
] ab 780 Ine 135%
-
Auf Lager
. Standort: Zentrallager 100
Deutschland Dosen
zur Handler-Auswahl —_—

28 ©2022 | nexMart GmbH & Co. KG | www.nexmart.com


https://www.fischer.de/de-de/warenkorb
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retail Connect
Shopping cart capability

Additional services and capabilities
+ (to the previous slide)

M Multiple items from a Manufacturer's website can be transferred
directly to the basket (cart) on your website for immediate sale.

> automotive systems > fischertechnik

fischer=x

mnovate soutons.

> Consulting > LNT Automation > Karriere

> fischer group

Produkte Service Schulung Lasungen fiir \’ Suche nach.

Home | Warenkorb

Warenkorb

fischer Universaldiibel UX 5 x 30

Artikel

Artikelnummer ei

Suchbegriff Q
Ne LE %
Anzahl
Fischer Univer Ubel UX 5 x 30 -
3 v

Artikel-Nr.: 194578

Fischer DUOPOWER 5x25 - 100 Stiick
Artikel-Nr.: 203015

Fischer DUOPOWER 6x30 - 100 Stiick
Artikel-Nr.: 203016

ot

Clich habe einen Gutschein

Versandkosten >

Details

3 v
3 v
Summe:
Versandkosten:
Gesamtsumme:

Gesamtsumime ohne MwSL

Priifen Sie Verfiigbarkeit und Handlerinformationen

alle Produkte verfiigbar

B fischer DUOPOWER 5 x 25
e
R fischer DUOPOWER 6 x 30
sy
3 Produkte

@ zur Handler Auswahl

Items from shopping basket
on Manufacturer’s website

©2022 | nexMart GmbH & Co. KG | www.nexmart.com

| ===  fischer Universaldubel UX 5 x 30
@i fischer DUOPOWER 5x 25

@i fischer DUOPOWER 6 x 30

myToolStore

Lieferarten

MyToolStore GmbH

Abholung im Ladengeschaft des
Fachhandlers, Standard Versand

Zahlungsmittel  PayPal, Kreditkarte, Vorkasse

nexmart

® 1 Meinkonto ? 6165¢*

Stiickpreis

701 € 2103 € x
625 € 1’75 x

T29€ 2187¢+ x

6165€*
490€*

66,55 €
5593 €

: Warenkorb = Basket (aka Shopping Cart)

www.fischer.de



https://www.fischer.de/de-de/warenkorb
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retail Connect
Benefits of retail Connect

Additional services and capabilities

+ (to the previous slide)

M In store stock availability additionally to online availability.

BOSCH Kontakt
Technik furs Leben Bosch Professional Elektrowerkzeuge & Zubehor
Produkte ~  Service ~  Angebote  Bob Forum Q

chlaibo ubar 3SB 18V-60 C Professional ©  Handlersuche

Akku-Schlagbohrschrauber
GSB 18V-60 C Professional 229,00 EUR

7= e Unverbindliche Preisempfehlung ohne MwsSt

= =2 EEA
der 18-Volt-Klasse von Bosch - mit biirstenlosem
Motor und Schlagbohrfunktion

Produktvariante wihlen:
GSB 18V-60 C, 06019G2103, 229,00 EUR

Preise im Detail

e Verfiigbar in 9 Onlineshor

neXmart

o
urg Frankfurt

am Mair
Paris ~Z
® ;7 @

X
Akku-Schlagbohrschrauber
Bestes Verhaltnis zwischen Leistung und GroBe in der 18-Volt-Klasse von Bosch — mit
biirstenlosem Motor und Schlagbohrfunktion
229,00 EUR
§ Unverbindliche Preisempfehlung ohne MwSt
ONLINE BESTELLEN VOR ORT KAUFEN
9 Handler gefunden Y Filter 7 Handler gefunden Y Filter
s Stuttgart, Deutschland @
nnnnn
r Hamburg ‘
o \
C:Bdirgkt e Verfiigba Amsterdam r’l Be‘hn'x:’ Polen
ondon Blederiande ) Warse
) ® Py L
N 9'“;‘59",:*9 eutschland S
ot PY 1a ) N,
\

R
) Tschechien
fichen W

—0sterreich

@lm e Verfiigha Kaufen

~ B

Frankreich

¢ Kartendaten  Nutzungsbedingungen

Verfiigbarkeit vor Ort priifen >

© Jetzt kaufen

) Drucken

©2022 | nexMart GmbH & Co. KG | www.nexmart.com

Real time check - stock availability in store

https://www.bosch-professional.com/



https://www.bosch-professional.com/de/de/products/gsb-18v-60-c-06019G2103

retail Connect nexmart
Social media integration

Additional services and capabilities
+ (to the previous slide)

M Social media integration in Facebook / LinkedIn e.g. as a direct.

| fischer group

" Gesponsert- @
awmes fiSChE group (DE) -
suonees fisCher group (DE) swawes fischer group (DE) Gesponsert- @ Clever Aufhangen & Kleben & Reparieren & fischere=x Produkte  Service  Schulng  Losungenfur Y8 2
o el PPARL-D Beim Bohren mochte man Elektrokabein besser GA -
NZ OHNE WERKZEUG
Hassliches Bohrioch in der Wand? Spieglein, Splegiein an die Wand ki fichtzu nahe kommen % ¥ = “ Home | Produkte | GANZ OHNE WERKZEUG | CLEVER AUFHANGEN
ausgestoBene Ecken? Kein Prob¢ MONTAGEBAND. Mit zauberhafter | Warum den Haken zum Aumangen der Lampe: Lerne jetzt alle unsere praktischen Produkte kennen! e 2

diesem REPARATURSPACHTEL is ' Und GANZ OHNE WERKZEUG. nicht einfach ankleben? Geht schnell und hait
wenigen Sekunden repariert - GA
WERKZEUG &

sicher. Und sogar GANZ OHNE WERKZEUG. .
Kategorien CLEVER AUFHANGEN
VAKUUM PAD (2)

VAKUUM PAD KLETT (1)

BAD KLEBER(1)
KLEBE HAKEN (1)

ibmh‘ HAKEN (2)
LDER KRALLE (1)

MAG!

3 Produktfamilien und 11 Varianten gefunden

(

KRALLE (1)

AND (1)
E STREIFEN (1)

»y

; =

fischerde fischerde

Rscherde
Volle Kiebekraft voraus (& 1 So hangst du in 15 Minuten [ WEAR DAz |
mn" ; a""‘ e [ Hande sind das beste Wereug [: alles auf, ohne zu bohren -
VAKUUM PAD VAKUUM PAD KLETT BAD KLEBER
©© % 25 227 Kommentare 009 10 Kommentare %z 14 Kommentare 10 Mal geteit
wieder neu Anbringen oires befestigen, ohne zu
Gefaltmir Kommentoren Teilen Gelaltmir  Kommentieren  Tellen ‘ (

Gefaltmir Kommentieren Tellen

CLEVER AUFHANGEN ¢ KLEBEN ¢

o Gefallt mir (D) Kommentieren 2> Teilen

Facebook posts Facebook Ads fischer Website

31 ©2022 | nexMart GmbH & Co. KG | www.nexmart.com
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retail Connect
Mobile App integration

Additional services and capabilities

+ (to the previous slide)

|

Mobile integration capability
on Android or i0OS

& BOSCH
Technik fars Leben

Elektrowerkzeuge und Zubehor

169,00 EUR
r e Pre ,
Leistungsstarker 18V-Bohrschrauber der Einstiegsklasse mit biirstenlosem Motor von Bosch

Produktvariante wihlen:
GSR 18V-55, 06019H5203, 169,00 EUR

Preise im Detail

Verflgbarkeit vor Ort prifen

© Jetzt kaufen

Echf JBosc!H! :

G Drucken

©2022 | nexMart GmbH & Co. KG | www.nexmart.com

15:12 Donnerstag 1. Okt

Bosch Toolbox App

Elektrowerkzeuge und Zubehor

ONLINE BESTELLEN VOR ORT KAUFEN

4 Hindler gefunden

Purchase from mobile App

myToolStore

neXmart

@ BOSCH

Technikfors Leben

55 W
Echt Bosch!

www.itunes.com



https://apps.apple.com/de/app/bosch-toolbox/id497324032#?platform=iphone

You have arrived at your destination. neXmart
Best Practices: Some results for BOSCH and BAHCO

Results with retail Connect: Results with retail Connect:
Relaunched the website and reduced clicks and increased Ensured an uninterrupted customer journey with our end users
conversion
Generated +30k retail connect forwards from our SNAE brand sites
Global rollout runs successfully (1st year)
Avalilability increase at POS as offline retailer appear now online Gained deeper understanding of end users and applications

retail Connect has been pivotal to build some momentum in
sales whilst at the same time become stronger, faster and more
dynamic.
,»Miguel Gallastegui — Digital Director*

RS

BAHCO
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Best Practice neXmart
Make the purchase as easy as possible for your customer by ...

Cross-channel
thinking

oriented to the customer also in relationship 05
building.

Iﬁi

sSuccesses

at every touchpoint 04 control them, learn from

as well as learned them and build on them.

customer expectations.

35 ©2022 | nexMart GmbH & Co. KG | www.nexmart.com



neXmart

,» 1 he key to tomorrow’s success
IS paying attention today.”

Google



