Executive Summary

A home improvement retailer recognized customer service was suffering when a local
store would be out of stock on a particular item and an order was placed with the central
warehouse. The customer left the store thinking their purchase would be delivered in a
day or two, only to be later notified that the delivery would be delayed a week or more.

In some cases, this would lead to the order being canceled and both the retailer and
customer left with negative views of the process.

By implementing the powerful combination of data quality and location intelligence
offered by the Pitney Bowes Software Spectrum™ Technology Platform, the retailer
standardized their address validation process, while improving their stock recognition
and delivery processes.

Business Challenge

The retailer’s stock recognition and delivery processes had ranged between
average and mediocre. The retailer needed a way to drastically improve the way
they could verify customer information, locate stock merchandise, and deliver
products. Specific issues included:

e Understanding the true cost of time, effort, and mileage needed to deliver
merchandise to customers

e |dentifying the closest network stores from which to deliver merchandise
e Reducing truck load and delivery time

e Improving customer satisfaction and in-store experience

This retailer turned to Pitney Bowes Software for their address quality,
routing, and mapping expertise.
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CUSTOMER PROFILE

* One of the largest home
improvement retail chains
in the world

¢ Serves millions of
customers through
thousands of retail stores

¢ Sells leading brands of
home appliances, tools,
hardware, lumber, building
materials, paint and
flooring, garden supplies

THE SPECTRUM ADVANTAGE

¢ Enterprise scalability

e Modular architecture

e Centralized configuration
® One-click publishing

e Common rules repository

== PitneyBowes
Software



Solution CASE STUDY

The retailer implemented the powerful Pitney Bowes Software Spectrum Technology
Platform for data quality and location intelligence.

Spectrum enables the retailer to standardize and verify addresses for over 220 countries TECHNOLOGY USED
within a single, unified interface. A rich, wide universe of referential data sets, including
postal and non-postal data, ensures address accuracy at the highest level. Spectrum
ensures that the customer’s address is correct and deliverable at the start of the
ordering process, thereby eliminating delivery questions and problems which ultimately * Location-based web services
result in delays and dissatisfaction. for location intelligence

e Spectrum Technology Platform
for data quality

The addition of on-demand location intelligence enabled the retailer to:

e | ocate and check the stock of the closest store to the delivery address, drastically
reducing delivery times

e Provide itineraries and truck-loading instructions based on optimal delivery routes,
saving time and resources

e Deliver detailed maps and directions to drivers, eliminating confusion, frustration,
and delays

Results and Benefits 4 pjtney Bowes Software

The built-in address validation and spatial analysis has significantly improved the continues to receive

home improvement retailer’s organization by increasing productivity, improving recognition for its strength
customer service, and reducing expenditures. in global name and address

standardization and
validation, matching-related
capabilities (including

o Verifies stock availability in advance—reducing instances of customer dissatisfaction [inking and dedup[ication )

¢ Cleans, matches, and consolidates all customer data

¢ Leverages the most up-to-date, complete view of customers across the organization

and geocoding.””

Gartner, Magic Quadrant
for Data Quality Tools,
July 28, 2011
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