E-COMMERCE

P L AY B O O K

We are extremely proud to provide SUPERVALU and its
Independent Retailers with a world-leading mobile and online
shopping system. By providing you with our game changing
technology and service, we are empowering you to not just
compete, but win in this fiercely competitive industry.

Delivering SUPERVALU retailers a
world class e-commerce solution.

Being better than your competitors is about relentlessly
focusing on & perfecting the detail when others won’t.
Our focus as a business is to ensure every detail is catered
for, whether it’s optimizing the color and shape of a button,
or answering a support call at 3am.
BRAD MORAN – FOUNDER / PRESIDENT
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A M A J O R P L AY E R
IN THE GLOBAL E-COMMERCE MARKET

NOQ PROVIDES YOU WITH A COMPLETE E-COMMERCE SOLUTION
C OMBINING THE V ERY BE S T CUS TOMER-FACING TECHNOLOGY A ND
F E AT U R E S W I T H I N T U I T I V E I N T E R N A L S O F T WA R E T O O L S T H AT
ENSURE THE MANAGEMENT OF YOUR ONLINE STORE IS BOTH
I N C R E D I B LY E A S Y A N D C O S T E F F E C T I V E .

NoQ is a public unlisted e-Commerce
company founded in 2010, specializing
in online and mobile shopping for the
Grocer y & Liquor Industries around the
world.
Our primar y focus is on providing
independent supermarket retailers with
leading-edge online shopping solutions
to compete in the significant, and rapidly
growing, online grocer y market.
We believe our strengths lie in our
core management team and company
philosophy of putting user experience
at the top of ever ything we do. We have
also thought meticulously about how the
interaction process of an online shopping
platform affects both your customers
and your store staff. Consequently,
our technology, regarded as one of the
premium solutions in the world today,
has resulted in a successful global tender
win with Westfield Shopping Group and a
significant investment from a major bank.

WHY A FAST APP IS IMPORTANT
0.1 of a second can mean 5% drop off.

As an independent retailer, you can
be sure we’re focused on providing
SUPERVALU and its stores with a complete
online shopping solution including an
integrated payment system, a native
mobile application, a digital ‘product
picking’ app, voucher and coupon
facilities, as well as point of sale and
loyalty integration.
At the centre of our core product offering
is a solution which provides you with
a custom (white label) designed, fully
responsive website and a native mobile
app, optimizing a customer’s shopping
experience, regardless of the device they
are using. And with more than 50% of
NoQ grocer y transactions being enacted
on a mobile device, the impor tance
of competing with a strong mobile
presence is considered essential for your
grocer y stores to remain relevant to your
customers.
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DOES YOUR BUSINESS NEED

ONLINE
SHOPPING?

E-COMMERCE
F O R G E N E R AT I O N S
A L R E A D Y U S I N G 		

55%

57%

WILLING TO USE

F A C T:

57%

Convenience still remains the #1 reason for consumer evolution.

48%
35%

ORDER ONLINE FOR
DELIVERY TO HOME

28%

A NATIVE APP
Means faster shopping.

22%

17%

9%

BABY
BOOMERS

SILENT
GEN

50-64

65+

8%

2%

GEN Z

GEN Y

GEN X

15-20

21-34

35-49

14%
ORDER ONLINE AND
PICK-UP INSTORE

30%

59%

17%

10%
59%

61%

48%

31%

In case you hadn’t noticed, your customers have
evolved. In fact, convenience was once described
as a store that stocked a vast range of commodity
items in a location close to your home. Nowadays,
thanks to same day couriers and the smartphone,
your customers can find a grocery store in their
pocket, that delivers to their door within hours.

This advancement in technology means
independent retailers are now asking themselves,
“Will I make online shopping an asset, or let it
become a competitor?”

F A C T:

Online grocery sales are predicted to reach $100 billion by 2019.
What you should ask yourself is this, “Is the above
a staggering prediction, or an inevitability driven by
customer behavior change?”
The market is ready right now, but you might still
be deciding:
•

whether online is right for your business

•

whether you need it yet, or

•

whether you believe you’ll lose customers this
year to online-only competitors.

As an example: the music and book industries
were both dominated by companies far larger
than independent retailers and were decimated by
fleet-footed technology companies who provided
a better, more convenient shopping experience.
While you should be concerned about onlineonly companies, if your store also provides your
customers an online shopping equivalent, you will
retain their loyalty by offering them both an in
store and out-of-store shopping experience.

If any of the above is the case, then it’s important
to compare your industry, to what has happened in
many others.
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W H Y PA RTNER
WITH NoQ?

Y E S T E R D AY

T O D AY

TOMORROW

Customers could only purchase
groceries by shopping in a physical
store.

Customers are rapidly shifting
to online grocery shopping and
the industry is seeing a rise in
non-traditional grocery players
taking significant marketshare off
traditional stores.

By 2019, more than 15% of
customers will shop for their
groceries online. By not providing
your customers with an online
channel, you could be losing
revenue of around $1.5m+ per year
to online competitors.

THE MARKET IS THERE
55% of Americans want to shop online.

We are internationally recognized as a world leader in developing
and delivering online and mobile e-Commerce shopping systems.
Add to this our skills in providing you with our partnership and
support expertise, and you’ll quickly understand what sets us apart
from the others. We are major e-Commerce technology partners to
global companies such as Westfield, MasterCard and independent
supermarket brand IGA.
We understand the pressure
you’re feeling from online grocery
competitors and customers
looking to change their buying
habits to cell phones, tablets,
laptops and computers. It’s why
we took a different approach to so
many other technology companies
when developing our product.
We decided to partner with

independent retailers, providing a
complete white-labelled product
from which any sized independent
grocer can benefit.
We’re not retailers and we don’t
try to be. We’re great designers,
programmers and marketers
and we stick to what we’re good
at — providing leading edge tools

that you as a retailer can benefit
from. And, more importantly,
providing you with an experienced
team of people to train, educate
and support you, so you are both
comfortable and successful with
our technology.
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P R O V ID IN G A N AT I V E M O B IL E E X P E R IE N C E I S

S O I M P O R TA N T

WITH THE ENTIRE CONSUMER
WORLD SHIFTING TO MOBILE,
O F F E R I N G A D E D I C AT E D M O B I L E
APP IS CRITICAL TO THE SUCCESS

Our mobile platform is one of our strongest competitive
advantages and competes head to head with any native
e-Commerce application in the global market.
By utilizing Apple’s native code base,
our intuitive iOS application makes use
of many native features, but none more
important than speed. Our industryleading development team have created an
application that not only delivers a feature
rich platform enabling unique features such
as geo location marketing and integrated
loyalty, but delivers real time data at lightning
speed.
As an independent retailer, you know that a
quality user experience is arguably the most
important feature your company strives to

THE MARKET IS WAITING
Only 9% of retailers provide online shopping.

achieve, yet it’s a feature many companies
undervalue. We pride ourselves on making
your customers’ online shopping experiences
intuitive and simple and something that will
keep them coming back time after time.
Your branded NoQ iPhone application
supports the two latest iOS software versions
and adopts many of the native software
libraries such as storing loyalty cards and
digital coupons (passbook integration) as
well as natively using the camera function to
scan product barcodes.

OF YOUR BR AND AGAINST
BIG GER , MOR E T ECH -S AV V Y
COMPETITORS. AND WITH MORE
THAN 50% OF NoQ’S GROCERY
PURCHASES BEING MADE ON A
MOBILE DEVICE, PROVIDING YOUR
CUSTOMERS A QUALITY MOBILE
EXPERIENCE IS NOW NO LONGER
A L U X U R Y, B U T A N E C E S S I T Y.
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AN INTUITI V E A PP

PAC K E D W I T H F E AT U R E S YO U R C U S T O M E R S W IL L L O V E

UP-SELL
promote high impulse products at the checkout
page to increase your basket size

ONLINE SPECIALS
Encourage your customers to shop online by
promoting specials only available online.

PURCHASE BY WEIGHT
Customers can select their ideal product weight
and set a preference whether they would prefer
UNDER or OVER their original weight selection.
Weight
Selection

Select
UNDER or
OVER

F E AT U R E S
T H AT M AT T E R
SH OP P IN G A S SI S TA N T
Our Personal Shopping assistant
automatically selects a shopping list for
customers based on budget, preferences
and dietary requirements, deriving the
ultimate convenience

FAVORITE ITEMS
Allow your customers to store a list of all their
favorite items, enabling a fast and personalized
checkout experience.

COUPONS
Allow your customers to store your coupons
in one convenient location and redeem
electronically in-store.

L O YA LT Y
Built-in loyalty features makes it easy for your
customers to participate.
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T H E C O N V E N I E N C E O F R E A L -T I M E C U S T O M E R

FEEDBACK

Real-time customer feedback is arguably
one of the most important features an online
shopping experience can provide. It not
only enables you to gauge your customer’s
satisfaction with your brand, it also enables
you to monitor your stores’ performance in
both customer service and food quality and
ensures you don’t lose customers because of
consistently poor experiences.
The real time feedback feature on your
branded NoQ app can be programmed
specifically to your stores asking your
customers up to 5 relevant questions at the
time of checkout. Topics could range from
staff service, overall online experience and
delivery/pickup punctuality, right through to
substitution feedback and picking accuracy.
Your questions can either be generic, or
designed to be relevant to specific stores.

Feedback not only allows you to receive more
data on your stores and analyze performance
trends, but it also allows you to identify and
quickly rectify any bad experiences your
customers may have had — more particularly if
problems are recurring.
Did you know it’s more than six times dearer to
attract a new customer than retain an existing
one? But with real time feedback, you’re
able to address bad feedback and rectify it
(maybe with a good faith voucher/coupon)
immediately and potentially saving one of
your valuable customers from being lost.
By inviting and embracing your customers’
feedback, you’ll find your customers will be
more engaged, and consequently, more loyal
to your brand.
Your customers will want to talk to you and
give you their feedback and this helps them to
feel like they are part of the end result.

NEW COMPETITION IS HERE
In 2014, 42 new tech funds pumped more than $1 Billion into Food Tech
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I T ’S T H E L I T T L E T H IN G S T H AT M A K E A G R E AT

Intelligent Suggestive Searching

USER EXPERIENCE
Convenient Filters &
Personalized Preferences

Whether it’s a simple pop up, drop down, finger swipe, speed or color,
we pride ourselves on providing an elite user experience, no matter what
device your customers use.
Our fully responsive website shopping platform and native
mobile technology are leading edge and we continually update
and improve their usability to ensure your customers shopping
experience is exceptional.
We are also continually investing, researching and employing the
best people to remain at the leading edge of industry best practices
and to keep your system world leading. It also means you can
compete with the big global brands on a level playing field and your
customers’ can continue to enjoy an online shopping experience
unlike any other.

TIME IS MONEY
Our fulfillment app can reduce picking time by more than 50%.
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EASY
CHECKOUT

A FA S T, C O N V E N I E N T C H E C K O U T,
CONVERTS MORE CUSTOMERS

CONVERTS MORE SALES

If your checkout process is not fast and simple you
may lose sales, or worse still, customers. To ensure
that you don’t, we have built a “one page checkout”
process so your customers convert every time.

Quick ‘Order ASAP’ checkout
— populates earliest pick up
and delivery time slot
Easy ‘Guest Checkout’
to avoid registration

FOCUS ON PERFORMANCE
Early adopters will appreciate speed before enhanced features
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YOUR CUSTOMERS’ EXPERIENCE IS ALL

ABOUT YOU

YOUR ONLINE
STORE
OPEN ANYTIME, ANY WHERE AND ON ANY DEVICE

Because our primary focus is as a technology
partner and facilitator, we’ve designed the
NoQ platform to be fully customizable, so
that the online shopping platform your
customers experience is all about your brand
and not about us.
In fact, every inch of the online and mobile
platform can be tailor-made to fit your brand.
Our design team will also ensure the system
compliments any existing website or digital
presence you currently have and remains
consistent with your brand guidelines.

DON’T DELIVER
Until you’ve mastered click and collect.

We understand the importance of a
consistent brand message across all of your
consumer touch-points and will work with
you every step of the way to ensure you,
and more importantly, your customers’
online shopping experience is a great and
memorable one. And, being a white label
service provider, means that your branded
NoQ site runs off your domains and that
the customer relationship, including any
information and data capture is owned by
you.

Customers are creatures of habit and if their first
experience with your online store is less than a
perfect one, the chances of converting them will
be significantly smaller.
Your branded NoQ fully responsive website will
allow your customers to order anytime of the day,
from any device, no matter where they are, plus
provide them with a seamless experience.

By optimizing your customers’ online shopping
experience to be perfect on any and every device,
regardless of manufacturer or operating system,
means that you have more chance of converting
them when they visit your online store.

W E L C O M E T O T H E N E X T G E N E R AT I O N O F IN -S T O R E

FULFILLMENT

AV E R AG E T I M E TA K E N T O P I C K 10 0 P R O D U C T S

TRADITIONAL
PA PER-BA SED
SYSTEM

NOQ GROCERY
PICKER APP
The number one barrier to entry into the online
shopping market amongst Independent retailers is
cost, and more specifically, the cost of fulfillment.
In fact, most online orders are still being fulfilled
manually using a paper-based system and therefore
incurring significant additional labour costs because
of its inefficiencies.

After more than a year of design and development,
we have created and patented the Grocery Picker
app for iPad — an easy-to-use tool for your staff that
differentiates it from competitive solutions and makes
online fulfillment, not just incredibly easy, but also
profitable.

22

40

MINUTES

MINUTES

We have spent more than 12 months learning from
independent retailers about the pitfalls and excessive
costs of such processes and set out to solve the
fulfillment problem.

THE L ARGEST INVESTMENT OF YOUR
O N L I N E S T O R E I S I N F U L F I L L M E N T.
P I C K A S O L U T I O N T H AT H E L P S YO U T O
B E M O R E P R O F I TA B L E .
STAFF ARE PIVOTAL
Utilise your most cost effective ambassadors
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S AV E T IME
A N D M O N E Y, P I C K M U LT I P L E O R D E R S AT O N C E

Time is money and we recognize this because the
greatest cost saving feature of our Grocery Picker
app is its ability to allow a single staff member to
pick up to four customer orders at once.
By grouping items from multiple orders together
based on category, it enables a staff member

to pick products from multiple orders whilst
only needing to travel once around the store.
Identifying the different orders by color provides
your staff members with an intuitive, easy-to-use
navigation system that reduces the risk of error
when picking customer orders.

T H E Q U I C K , E A S Y A N D C O S T- E F F E C T I V E
WAY T O S U B S T I T U T E

U N AVA IL A BL E
PRODUCTS
By far, one of the most important features of our
Grocery Picker app is its ability to perform product
substitutions. On average, between 5-10% of
products ordered online by your customers will
need to be substituted for various reasons, so
the ability to perform this action quickly and cost
efficiently is vital to your bottom line.

Electronically substituting an alternative product via
our Grocery Picker app will not only automatically
update the final credit card payment amount, but it
will also update the stock adjustment file sent to the
point of sale at the end of the picking process. This
means there is no additional data entry or credit
card adjustments.

ADJUSTING
THE WEIGHT
OF FRESH PRODUCTS MEANS YOU DON’T LOSE OUT

One of the unique user experience features of your
branded NoQ site is the ability for your customers
to order fresh products by weight. Along with the
ability to select a desired weight, your customer can
also set whether they’d prefer to receive “more than”
or “less than” the desired weight if the exact weight
is unable to be picked.
Along with its accuracy for your customers, this
feature was actually created with you, the retailer,
in mind. Traditionally, if an exact product weight
was unavailable, your store may generally pick
more than the original amount so as to maintain
customer satisfaction. The only problem is that you

IT’S THE LITTLE THINGS
That delight customers most of all.

end up having to absorb the additional cost, and in
some cases, this could be as much as a $3-$5 weight
difference, especially on a meat item.
By allowing your customer to select “more than”
as their preference, system ‘pre-authorizes’ an
additional 10% from the value of their credit card, so
that your store can adjust the final product price to
account for the increase in weight.
Our Grocery Picker app has a simple “adjust weight”
feature that allows your staff members to adjust the
final weight of the product once it has been picked.
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SCANNER GUN

MEASURE

B EC AU SE SP E E D A N D AC C U R AC Y M AT T E R

YOUR COSTS

Our integrated barcode scanner enhances
the speed and accuracy of your in store
fulfillment and ensures the correct
products are being picked for your
customers. We understand that staff
competencies can vary, which is why
providing staff with ‘fail-safe’ tools will
ensure you don’t need to worry whether
your customers are satisfied and that
accurate inventory has left the store.

WHITE LABEL
A platform to grow your brand not compete.

To make our picking process even more
efficient, we have selected a lightweight
bluetooth gun that can be easily strapped
to the top of a staff members wrist,
enabling the scanning and handling of
the product to be done in one motion.

Our Grocery Picker application makes it easy for your
management team to track the performance of each
staff member by recording the time taken to pick each
order. Along with providing comparisons between staff
members and reviewing their performance, this feature
enables you to clearly identify the costs associated
with fulfilling online orders against your P&L.

As well as being a great financial monitoring service,
this particular feature can be used as an incentive by
‘game-ifying’ the process and encouraging healthy
competition between your staff.

F I V E-S TA R
SERVICE AND NOTHING TO CHANCE

Our aim is to help you to be successful. Consequently, your
business is assigned an experienced team of people whose sole
purpose is to support and help you increase your market share.
ACCOUNT MANAGER
Your Account Manager’s sole role (KPI) is to grow
your new online sales and customer database.
We’ll provide you with plenty of ideas and
strategies which we know can work, along with
the most impactful and cost effective ways to
gain online market share. We’ll also manage email
marketing engines on your behalf, contribute to
campaign strategies and graphic design — it’s all
part of our service to you.

DEVELOPER
(TECHNICAL RESOURCE)
An experienced NoQ technical resource to fully
support your system is assigned to your business.
Not just at the beginning in the set up phase,
but for ongoing technical requirements and any
enhancements you may require further down the

ONE CLICK CHECKOUT
Speed captures the impulse at the time of abandonment.

line. The major benefit to you is that any technical
jobs you require are not put into long production
queues with a lot of other stores’ projects. It can
be evaluated and completed by your developer
immediately without wasting valuable business
time and money.

DATA /O P E R AT I O N S
The good news is your data resource will help and
support you and your team through the initial
setup phase, training key personnel, ensuring
you’re in control and maximizing your online
store’s potential. The even better news is the
technology is really easy to use.
Ongoing, your data resource will continually check
and review the functionality and data of your
online store. This ensures your customers are
getting the best experience every time they shop.
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YOUR SUCCESS
IS OUR SUCCESS

I T ’S A L L IN T H E ‘ D E TA IL O F
YOUR SERVICE’
There is an old adage that says, ‘the difference
between a 5-star hotel and a 4-star hotel is in the
detail,’ and it’s the same with online shopping —
it’s what can really make you stand out from your
competitors. We’ll invest the time into training and
sharing with you and your staff the little things you
can do as part of your service that will guarantee
genuine customer excitement.
And it’s these little things that will keep your
customers coming back, and more importantly,
talking about you to family and friends. Your
customers, in effect, become your greatest
advocates, and by doing the little things to better
your quality of service, they will increase their
weekly spend.
Remember, no form of advertising is as powerful
as word of mouth and we know how to increase it
within the online shopping marketplace.

CONTINUED INVESTMENT
Our sole focus is mobile and e-Commerce
technology for the Independent Grocery Industry
globally. Consequently, a major benefit of

partnering with us is that your system will reap
the benefits of all our product updates,
enhancements and evolutions over the
foreseeable future. Our plan is to remain a
world leader in online shopping systems, which
means you get to stay ahead of the industry
without having to risk any heavy re-investment.

SUCCESSFUL
MARKETING CAN MAKE ALL THE DIFFERENCE

We consider marketing support a pivotal point
of difference as your service provider. We know
how to be successful in the online grocery
shopping industry, we’ll provide you with the
marketing ideas and strategies we’ve seen work
to best promote your online store.

We have a broad understanding, honed from
years of marketing experience, particularly in
your industry, on determining the most costeffective ways to achieve online traction for
your store.

TRAINING
We will provide you with all the training your staff
requires ensuring your business maximizes the
benefits of your new online shopping system from
day one. And the good news? The technology is
really easy to use!
Fulfillment is probably the most important area
of your online business. It will determine how
profitable you’ll be servicing your customers.
It’s why we invested in the iPad Grocery Picker app
to streamline your fulfillment as much as possible.
Your team will be extensively trained and we’ll
share with you how other independent grocery
stores are successfully servicing their online
customers. Additionally, your account manager
can set up site visits and introduce you to other
independent grocers who are doing an amazing
job of managing their fulfillment.
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EVEN THE SMALL

What’s your basket size in-store compared to your basket
size online?
In-store my average basket size is $37 and online it’s about $147
- generally online customers are bigger weekly orders, shopping
once per week.

STORE S CA N PACK A PUNCH ONLINE

See how this regional store gained
new customers, more market share and
greater customer loyalty in just 3 months.

ONLINE
REVENUE GROWTH

STORE PROFILE
▶ 2800

transit area

▶ Now

I had been wanting to provide online shopping for years, I
wanted to be first in my region, because my direct area’s
population is quite small and very seasonal. I wanted
online shopping so I could reach new areas that I couldn’t
service with just a physical store. The technology on the
market wasn’t sufficient a few years ago either, NoQ’s
platform was the first I’d seen that was a complete system
that had really addressed the fulfilment aspect in detail
and made it profitable for me to sell online.

servicing new
areas via delivery

of the $21k is

New Revenue

from New Customers

WHILST
GROWING
@ 4%
INSTORE
PER ANNUM

130
App

Downloads

2015 VERSUS 2014 SALES

What was your biggest challenge to overcome after
you launched?
I haven’t found it too difficult, because the growth has
been quite steady, so I’ve adapted as it’s grown. Probably
the biggest challenge was setting up products to sell online
differently - for instance I sell Fruit and Veg online as single
items to make it easier for online customers, as opposed to
by-weight as I do in-store.

$147

$11K

$6K

What’s the one piece of advice you would give an
independent grocer wanting to launch an online store?

$4K
$37

MONTH 1

85%

I’ve certainly gained new weekly customers that I wasn’t getting
from just being a physical store that is a fact, I remember
calculating in just the first 3 months that I gained 36 new weekly
customers, I know even in these early days that it’s had a positive
impact on my bottom line - it should only grow from here.

population

▶ Regional

When and Why did you decide to launch an online
store?

in first 3 months

AV ER AGE
BASKET SIZE

What impact if any at all did launching an online store have
on your bottom line?

MONTH 2

MONTH 3

36

New Weekly
Customers

INSTORE

ONLINE

65%

Don’t go into it half hearted, both from a internal point of
view but also externally, promote, promote, promote. It has
to be an important focus of your business. Invest the time in
getting your products and images right online. Your customers
will know if you care about it or not, they need to trust you to
pick their weekly groceries and they need to see that you and
your staff are excited about it as well. Select your technology
partner carefully, choose a partner that actually understands
how grocery retail works and who will help grow your revenue
long term. I’ve appreciated that.

creating an additional

$9000/mo

of orders are from

mobile & tablet
devices

Which online customer buying habits have surprised

How big is your online team and what are their roles?

The time of day customers purchase surprised me, Tuesdays
and Fridays being the busy days with the time of ordering
scattered from early in the morning, right through to late at
night. Other pleasant surprises are that 90% of all purchases
are fresh produce, which generates a higher gross profit for
me and the average basket size being so much bigger online.

For the moment, I haven’t needed to employ new staff because the
picking process is quite fast and my staff can pick orders as well as
maintain their normal day jobs. In 6 months however, I’d like to have
a designated staff member to manage my online shopping business
to ensure consistency in picking.

What are your predictions for the online grocery industry
over the next 3 to 5 years?
It’s certainly going to grow and only faster as time goes on, it’s
still early days, but the opportunity is there to grab your market
share before other companies do. For independents it’s probably
our greatest risk but also our greatest opportunity. I certainly
predict the competition to get more fierce as time goes on,
particularly for city and metro stores. It feels like a race to me at
the moment, who gets in first and provides a great service along
the way will win. It’s very exciting.
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