HOW TO ACHIEVE
ECOMMERCE SUCCESS
Five proven steps for
supermarket executives
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Grocery shoppers looking
for fast, easy ways to get
their orders delivered are
increasingly turning to their
digital devices. Grocers who
leverage new technologies
are in a position to
increase their sales volume
as well as customer
satisfaction and loyalty.
The process of “going digital” — or
improving your existing digital technology
— can seem daunting. That’s why we’re
providing the following overview explaining
all the essential tools and processes to put
you on the road to eCommerce success.
We’ve broken the process into five steps that
will show how our clients have achieved
the largest online weekly sales and largest
online basket sizes in the industry, as
shown in a recent Brick Meets Click study.
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1

CHOOSE THE RIGHT
DIGITAL PARTNER
Choosing the right company to partner with in setting up your
digital marketplace is probably the most important factor in
achieving consistent success. It’s not enough to build a website
with a shopping cart. In order to be successful, you must create
an omni-channel experience for your customers. What should
you consider when choosing a digital technology company?

TO BE SUCCESSFUL,
YOU MUST CREATE
AN OMNI-CHANNEL
EXPERIENCE FOR
YOUR CUSTOMERS.

A CONSISTENT, SEAMLESS TRANSITION
Your customer’s shopping experience should be consistent,
whether they shop in-store, on your website or on
your app. Your branding, weekly specials and loyalty
program must be consistent across all channels.

A NATIVE APP
Four or five years ago, only about 15 percent of our clients’ orders
came from mobile devices. Now that number is over 50 percent and
growing. So having a native app is a must in today’s environment.
The app should have an integrated scanner so that if a customer
wants to replenish her pantry with Domino sugar, for example, the
app scans the product barcode and adds the item to the customer’s
shopping cart, saving time by eliminating the need to browse multiple
pages of similar items. Or when a customer in your store is trying to
find a certain product, he should be able to locate the item using
the same app. This is another example of omni-channel shopping.

HIGH-SPEED BROWSING

OVER 50%
OF ONLINE GROCERY
ORDERS ARE
COMING FROM
MOBILE DEVICES.

Website visitors tend to care more about speed than about
all the bells and whistles we might be tempted to add. Even
fractions of a second can make a difference. Browser speed is
one of the most important attributes of your digital platform.
To illustrate the point, Google conducted an interesting experiment
with page load times: They asked web surfers if they would rather
see 10 or 30 search results at a time. The users agreed that 30 results
per page sounded like a good idea. Google then implemented
this on some of their results pages. The shock came when traffic
to pages that displayed 30 results dropped an astounding 20%.
Google then tested the page loading time difference between
the 10 and 30 result pages. They found that it was just half
of a second. So, page loading time has been shown to be
a crucial factor in user retention, and it is also becoming
a more important factor in search engine rankings.
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HIGH QUALITY PRODUCT IMAGES
High-definition, mouthwatering pictures make a big difference when
it comes to food shopping. Many website owners display only product
images obtained from content databases. These databases don’t
include all the images you may need, and image quality is inconsistent
and often poor. The time and effort invested in high quality product
photography to ensure that every product you carry is available
online and has a beautiful image pays good long-term dividends.

SHOP BY RECIPE
Customers are constantly looking for creative ideas to keep their
meals fun. With a Shop by Recipes feature, they can browse a library of
recipes, find a recipe that they like, then click and send any ingredients
they may need directly to their shopping cart. The more interesting it is
to browse your online store, the more customer traffic you will attract
and the more customer traffic you have, the more actual sales result.

CUSTOMERS ARE
CONSTANTLY LOOKING
FOR CREATIVE
IDEAS TO KEEP
THEIR MEALS FUN.

WEEKLY DIGITAL CIRCULARS
Shoppers love saving. Your technology partner should either create
and send digital circulars to your customers on your behalf, or give
you the tools to do so. Digital circulars are simply digital versions of
your weekly in-store specials. We see a very high opening rate on
emails containing such circulars. Each email, in addition to reminding
your customers of your existence, gives them an opportunity to add
the products they want right into their digital shopping carts.

FULFILLMENT APP
Smart fulfillment app is a must for being able to fulfill online orders
quickly and efficiently. Features such as shopping route and
item locator help minimize errors and maximize productivity.

SMART FULFILLMENT
APP IS A MUST FOR
BEING ABLE TO
FULFILL ONLINE
ORDERS QUICKLY
AND EFFICIENTLY.

DELIVERY SOFTWARE
Integrated delivery software tells drivers the order in
which boxes should be loaded and integrates with GPS
navigation to calculate optimal routes. Managers can
track truck locations and estimated delivery times.

ANALYTIC AND REPORTING TOOLS
Good analytic and reporting tools should give you the ability to analyze
your sales as well as measure personal shoppers’ performance.

COMPLIANCE
It’s hard to be successful if you are not compliant with
various laws. Make sure that your provider builds your digital
platform according to the PCI and ADA standards.
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EVOLVING WITH NEW TECHNOLOGY
As eCommerce technology rapidly evolves, make sure your digital
technology partner is evolving as well. Ability and willingness to
create custom features to address your store’s unique operational
needs, and constant development of new features to improve
shopping experience, are signs of a good technology partner.

SEARCHABILITY
Finally, to make your eCommerce project a success story,
you’ll need expert search engine optimization (SEO). More than
ever, customers are searching online to see who is offering
digital shopping in their neighborhood. Many shoppers also
do research online before visiting a store. Ranking high on
Google may bring you many new customers. Many grocery
platforms are not well optimized for SEO; make sure yours is.

That sums up the first, and probably the hardest, step in creating a
successful eCommerce presence. Since there are many providers who
claim to be the best in the field, our suggestion to you is to reach out to
a few existing clients of a given provider and ask them about the pros
and cons of working with that company. The good news is that once you
have the right technology partner, the next steps will be relatively easy.

2

INTEGRATE ALL DIGITAL
TECHNOLOGIES
Your technology partner will first create integration with your
POS provider to get the products and pricing data from your
brick and mortar store into your digital shop, as well as online
sales data back into your POS for easy service and reporting.
Your technology partner will also integrate with your
credit card processor and loyalty program.
Content data providers are usually not sufficient to provide
all the images and descriptions of all products in your
store, as we mentioned above, but they can be useful in
providing at least some of the images. Your eCommerce
provider will set up such integration as well.
Whether you choose to manage deliveries in-house
or outsource it to a third party, your digital partner
should set up all the necessary integrations.
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3

SET YOUR STORE POLICIES
FOR MAXIMUM SALES
Here you will need to make few business decisions. You will
need to decide on the minimum online order dollar amount.
It can typically range from as low as $30-40 to $100.

$30 — 100

You will also need to decide whether you will be offering only clickand-collect service, or combine it with home deliveries. Our clients’
data show that only about 10 percent of online orders are processed
for in-store pick up; the other 90 percent request delivery.

THE TYPICAL
RANGE FOR MINIMUM
ONLINE ORDER
DOLLAR AMOUNT.

However, the split can differ based on the area and
demographics serviced by the supermarket. Whatever
you decide, your technology partner should support your
operations by providing you with the right tools.
Studies have shown that you can safely charge your customers
up to $10 for local deliveries without losing many sales, if any.
In-store pick-up should cost customers less. And depending
on how aggressive you want to promote your online shopping,
you may want to offer a free service in the beginning to
get more customers to try your new program. You will also
need to decide on a return policy for the online orders.
4

CREATE A MARKETING PLAN
THAT TAKES ADVANTAGE
OF DIGITAL CHANNELS
Once everything is set up and ready to go, your technology partner
should help you develop a good marketing plan for your new service.
Since you are offering online shopping, the easiest and
most cost-effective way to market your new service is
through social media and other digital channels.
Digital circulars and recipe email blasts are both excellent ways to
provide value to your customers. They can begin shopping in your store
by simply clicking on the item on special or on the Shop by Recipe
button in the email, a benefit to them as well as to your sales figures.

THE MOST COSTEFFECTIVE WAY TO
MARKET YOUR NEW
SERVICE IS THROUGH
SOCIAL MEDIA.

And let’s not completely forget conventional marketing.
Nicely designed posters on your storefront and inside your
supermarkets informing visitors about your new service will
capitalize on the foot traffic you already have. Magazine ads
may be effective as well, depending on the demographics.
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5

FULFILL ONLINE ORDERS EFFICIENTLY
WITH THE LATEST TECHNOLOGY
Once you have successfully completed these four steps
and orders begin to come in, you will need the right tools,
provided by your technology partner, to quickly and efficiently
fulfill online orders, keep your customers satisfied and
keep your overhead expenses as low as possible.
One such tool is the Personal Shopper’s app, which shows the
location of products and automatically sorts all the items based on
the store’s layout, minimizing the time it takes to fulfill each order.

DELIVERY SOFTWARE
INTEGRATED WITH
A GPS CREATES THE
MOST EFFICIENT
ROUTE.

Once an order is shopped, the app should indicate whether
it needs to go on a delivery vehicle or be held for customer
pickup. If the order contains items that must be refrigerated,
the app should remind your staff of that as well.
When a delivery vehicle is ready to be loaded with several orders,
software integrated with a GPS can create the most efficient route,
taking current traffic into consideration. It should also tell the driver
which boxes to load first and which last, based on the delivery route.
After the first order is delivered, that customer receives a
notification. The next delivery customer is notified that the
driver is on the way, along with the expected delivery time.

We’ve just summed up the best practices for creating a successful
digital system for online grocery shopping. It’s important to
remember, however, that while choosing the right digital partner
will make your expansion online a relatively easy process and
lay the groundwork for winning the eCommerce race, achieving
success requires a strong commitment from store management
on all levels: Executive, Marketing, and Operations.

319 Kingston Avenue, Suite 300
Brooklyn, NY 112113
718 480 5000
info@mycloudgrocer.com
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My Cloud Grocer is an award-winning eCommerce solution designed to
help supermarkets thrive in a competitive digital world. Offering a robust,
customizable virtual storefront, My Cloud Grocer’s top-rated white label
platform powers and integrates the full shopping experience, from initial order
to the customer’s door. Our clients see lower operational costs and consistently
outperform competitors, enjoying the largest weekly sales and online baskets
in the industry.
My Cloud Grocer has helped both single stores and prominent grocery chains
grow their sales, increase lifetime customer value, and become leaders in the
grocery retail space.
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