
Retail 2.0

A strategic retail improvement program

Executive Summary
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The Retail 2.0 improvement program’s systematic approach develops measurements, 
actions and projects end-to-end. It furthermore ensures implementation governance.
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Objectives and KPIs set the basis for operationalizing the reviewed retail strategy.
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Improvement metrics are based on the Company’s strategic requirements. The
actual KPIs depend on the Company’s situation, defined objectives and current gaps.

Topic Area Topic Area Topic AreaTopic Area Topic Area Topic Area Topic Area

Retail 2.0
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One-stop-
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The comprehensive gap analysis serves as baseline for developing improvement 
levers, programs and projects.
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Improvements activities are categorized into quick fixes, transformation and 
innovation programs/projects.

Fix

Transform

Innovate

Fix mostly existing technical issues.
Add urgent non-technical features

Transform existing non-technical dimensions* to 
improve customer experience in shops

Develop innovative future technical and non-
technical innovations to improve customer 

experience in shops

„Quick wins“

„Change step in performance“

„New way of operation“

*Technology will be included as enabler for non-technical dimensions
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The solutions tackle all relevant retail areas such as HR, organization, processes, 
technology and financials.

Fix

Transform

Innovate

Solution 
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Process
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Human/ 
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Fix
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Not in scope



1/26/2015 Connecting Portfolio Management and Successful Strategy Execution 8

Furthermore, solutions are designed to tackle specific issues, and look at the
greater picture for more revolutionary approaches.

„Greater picture“ solutions
(Radical improvements)

Issue-specific solutions
(Incremental improvements)

A

B

C

E

F



Shortcomings identified in the “Baseline” phase are developed to solution (program) 
pillars. Responsibilities are clarified for cross-entity programs via a RACI Matrix.
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Retail 2.0

ILLUSTRATIVE
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Duration Start End

1 Direction Vision 2015 Shop  satisfaction Understand current retail vision and key retail trends

Define elements of new retail vision and draft new retail vision statement

C C C C C C A/R C C

28 days 29/01/2013 27/02/2013

2 Direction Review franchise model Shop  satisfaction Describe current franchise model

Review current franchise model to confirm current model or recommend new 

model

R R A/R C C C

88 days 01/07/2014 29/09/2014

3 Direction Digitize retail (devices & in-store info) Innovation  perception Scout and evaluate the latest trends

Define elements/touch points to be digitized

Define future process and responsibilities in digitized environment

C C C R C C A/R C C R C R C

57 days 01/07/2013 28/08/2013

4 Direction Operational model & organization Shop  satisfaction Review current operational retail model within Mobily context and

Organizational shortcomings and gaps

Develop target operational model for future retail organization

C C C A/R

360 days 01/01/2013 31/12/2013

5 Direction Integrated retail financial plan 

(CAPEX/OPEX)

Shop profit Review current financial structure, P&L and profitability planning & reporting 

of retail as a whole (in context of new operating model)

Set retail revenue and profitability targets in context of Mobily financial 

C C C C C C A/R

60 days 31/07/2013 30/09/2013

6 Direction Retail branding strategy Look & feel  perception Describe current retail brand positioning

Describe future retail brand strategy in context of overall branding strategy

Describe future retail brand positioning and highlight gaps compared to 

C C C C C C A/R

37 days 21/05/2013 28/06/2013

7 Footprint Define formats One-stopshops List retail formats today and identify gaps

Carry out market feedback concerning customer format and channel usage 

preferences 

C C C C C C A/R C C

59 days 28/02/2013 29/04/2013

8 Footprint Service offerings per format One-stopshops List current  services available per format

Define future services available per format

R R C R R C A/R C
29 days 01/07/2013 30/07/2013

9 Footprint Define footprint & one stop shops One-stopshops Develop footprint optimization criteria 

Develop future business requirements for own and franchise format in terms 

of efficiency, reach, control

R R R A/R C C

29 days 01/07/2013 30/07/2013

10 Footprint Footprint costing / budgeting Footprint  optimization Calculate retail expansion costs (CAPEX/OPEX)

Calculate retail reallocation costs (CAPEX/OPEX)

Calculate retail re-design costs (CAPEX/OPEX)

R R R R A/R R

88 days 25/02/2014 23/05/2014

11 Footprint Footprint expansion and reallocation 

plan

Footprint  optimization Review/confirm future site selection criteria

Define Retail outlet locations (coordinates)

Develop retail outlet rollout and migration plan based on footprint rollout 

R R A/R

117 days 31/07/2013 27/11/2013

12 Look & Feel Define in-store experience and 

innovation per format

Innovation  perception Describe customer journey and current elements of in-store experience

List in-store experience requirements and gaps

Describe future Retail fun/entertainment elements

C C C C A/R C C C

42 days 29/08/2013 11/10/2013

13 Look & Feel Retail outlet redesign Look & feel  perception Describe current retail look & feel baseline and illustrate benchmarks 

Develop future retail look & feel concept and outlet mock-up per format 

element

C C C C A/R C C

175 days 29/08/2013 24/02/2014

14 Look & Feel Landmark concept Innovation  perception Develop Landmark format objective, concept and value contribution

Develop Landmark positioning and branding elements

Define Landmark format key elements (what distinguishes Landmark from 

C C C C A/R C C

40 days 02/05/2013 12/06/2013

15 Look & Feel Visual merchandising & experience zone 

(demo)

Look & feel  perception Develop future visual merchandizing requirements

Develop future visual merchandising governance and key processes

Develop future visual merchandising budget

C C C C C A/R C

28 days 29/08/2013 27/09/2013

Pillar/
Program

Project

Responsibilities 
across Company 

(RACI)

Deliverables

Program 
Timeline

Impacted
KPI
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Monitoring of KPI impact, project progress, Program ROI and risks is an integral part 
to the systematic Program reporting.
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Impact-oriented monitoring relies on KPI tracking, milestone plans ensure the 
necessary activities are completed on time.
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Plan how to 
implement
targets and 
objectives

Define how to 
measure
strategy 
execution 
success
(“metric 
system”)

Initiatives, projects, 
actions

Timelines

Milestone plans
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Input Operational KPIs Align Finalize

 Understand 
objectives

 Understand 
already defined 
strategic KPIs

 For themes and 
programs

 Initiatives 
(where 
appropriate)

 Aligned with 
Strategy, 
Performance 
Management 
and top 
management

 Finalize

 Communicate 
(“Charter” and 
Kickoff)

+
Strategy & 
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tation
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Execution

Transformation 
Management 
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The central dashboard summarizes the situation. Detailed dashboards for each KPI 
integrate KPI performance and program progress into one view.
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Central Dashboard

Detailed Dashboards

ILLUSTRATIVE
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Retail 2.0 Program Framework
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Full program governance clarifies PM and line management roles in terms of decision 
taking, escalation management, implementation and issue management.
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Program Lead

Steering Committee

Project Project

Project

Project Project

Project

Project xxx Project xxx Project xxx

Project Project

Project

Align

Program 
Steering

Program 
Monitoring

Program 
Communication

Program Admin

Program Management

• Alignment of top-level 
strategic content

• Highest escalation point • Review progress and impact
• Decision taking
• Escalation

• Operationally steer and 
manage program

• First level of escalation; 
escalate further if necessary

• Accountable for impact 
delivery of the initiative

• Accountable for progress 
of the initiative

• Accountable to manage 
projects within initiative 

Escalate

Steering,
Monitoring
Issue mgmt,

Support

Deliver
Impact

Em-
power-
ment
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