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Introducing Clipper
Clipper is amongst the leading providers of value-added logistics
solutions and e-fulfilment to the retail sector in the United Kingdom,
with an expanding business in Germany.
The Group provides thought-leading services within the online fashion
and non-food sectors to leading brands including ASOS, The John Lewis
Partnership, Asda, Argos, SuperGroup, Morrisons and New Look.
With a network of 40 locations in the UK and Germany and over
6.8 million sq. ft. of warehousing space, Clipper offers its clients
a comprehensive range of retail supply chain solutions.
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The FUTURE FORUM
Clipper launched its first Future Forum
event at the Langham Hotel in London
in 2013.

The group’s third event concentrated
on the growing retailer challenge of
dealing with returns.

Professionals from retail and logistics
attended the event, titled ‘Death of the
High Street?’, which provided an afternoon
of stimulating and insightful debate that
centred around the risks and opportunities
presented by multichannel retailing.

This year, the Future Forum greeted
experts from the world of retail to discuss
the current challenges and opportunities
presented by Click & Collect. It’s a service
now expected by the modern consumer,
but is proving tricky to provide due to
the difficulty of coordinating orders with
standard store deliveries.

Clipper’s second episode focused on
the benefits of port deconsolidation,
and gave valuable insights into how
retailers can lower costs from their
global supply chain.

This brochure gives an overview of the
topics discussed and the conclusions
reached during this year’s Future Forum.

Retail-focused
Click & Collect:
The new model
Click & Collect is now a recognised
customer delivery proposition – and for
lots of retailers, it’s the main route to
their customer base. Many companies
have, however, struggled to synchronise
their standard store deliveries with their
Click & Collect orders.

With this in mind, Clipper created a
bespoke solution for each of its clients,
aimed towards increasing efficiency,
reducing waste, and managing
customers’ increasing expectations.
Once again, Clipper is leading the
way in innovative solutions for the
latest industry challenge.

Ged Keogh- Peters
John Lewis, Click & Collect
The advantages and disadvantages of
Click & Collect for John Lewis.
Between January 2015 and 2016, Click & Collect accounted
for half of John Lewis’ online orders. The ‘convenience’ trend
consumers have now come to expect from shops and outlets has
changed what we once thought of as ‘traditional retail’ forever.

One third of John Lewis’s 4.5 billion
annual sales are created online.
In 2010, we delivered 0.8 million parcels,
rising to 7.1 million parcels in 2015. Click
& Collect made up 53% of our total
online sales in the year up to January
30th 2016 – with 70% of those being
collected from Waitrose outlets.
We started utilising Waitrose stores as
order collection points in 2010, where
there was an immediate uptake.
From here, it quickly became clear
Click & Collect was to become one
of our core offerings.
Click & Collect has had a massive
impact on our supply chain and our
customer expectations. As a retailer we
must focus on price, convenience and
availability, while providing our customers

with information every step of the way.
We must also learn how to balance
all our operations while streamlining
the fulfilment process to and from our
consolidation centres.
As our online sales rise, we need to be
able to develop new ways of maintaining
our high standards of operation.
Alongside this, we need to create a
sustainable business that will one day
become part of our ever-evolving future.
The evident trend of buying convenient
products means we must constantly
improve our solutions to help us stay one
step ahead of our customers’ shopping
habits – habits which have various
implications for the type of fulfilment
strategies that will be necessary
in the future.
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Activity through
the supply chain
Our network has an efficient framework with its own
unique returns loop. Ever-advancing technologies
have helped us to integrate IT systems directly within
Waitrose stores, so we can process orders and
deliver them pre-sorted, scanned and retail-ready
in their own cages.

Thinking differently
Now we can trace any outbound or returned
parcels, our Click & Collect solution has never been
simpler. By focusing on innovation and affordability,
we can use these key attributes to help us tackle
every retail-focused problem we encounter. This,
combined with our desire to give a consistently
positive service, has helped us build and maintain
a very trusting customer base.
Click & Collect plays a crucial role in the retail
industry – for retailers, logistics providers, software
companies, and ultimately customers. There has
never been a more important time for companies
to embrace innovative technology to keep ahead
of their customers.

Richard Ball
Clipper, Network and solution design
The fundamental elements of a retailer-focused solution.
After fully investigating the growing requirement to support
Click & Collect, and by working closely with John Lewis to
identify how best to support retailer needs, we launched
a trial of our ‘retail-focused Click & Collect’ offering during
the autumn and winter of 2015.

The trial focused on a third of the
Waitrose store estate and was created
to allow John Lewis online customers
to experience enhanced levels of
service when collecting parcels from
Waitrose stores.

The retail-focused solution
offers:

By combining Clipper’s retail logistics
‘know-how’ with John Lewis’ retail
expertise, we had the basis for the
solution. To ensure it was fully integrated
to both store systems and mobile
delivery technology we partnered with
M-Netics, Metapack, and Global Freight
Solutions (GFS).

• Seven-day delivery as standard

• A next-day service
• Efficient store handling with retail
caged deliveries

• Complete end-to-end integration,
with full parcel tracking throughout the
supply chain
• Great customer service
• Highly-visible, closed-loop returns
handling
• Full integration with the Clipper
Boomerang™ returns management
solution, which minimises the amount
of retailers’ working capital tied up in
returning stock and creates a best-inclass customer returns experience
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The trial period
The service initially focused on
119 Waitrose stores located within the
M25 and South Midlands. The automated
parcel sortation was handled by the
Clipper Swadlincote site with the Clipper
transport team providing the optimised
delivery solution.
The trial operation was a great success
and, pleasingly, delivered outstanding
results over the Black Friday weekend.
The success has resulted in a full roll-out
agreement with John Lewis to provide
the Click & Collect service in all Waitrose
stores from summer 2016.
The new operation is being supported
by a larger, more sophisticated parcel
sorter, which will work in tandem with
the Swadlincote operation to provide
national coverage and the ability to
support other retail customers with their
Click & Collect needs.

Mark Kerry and Marie Hamblin
Clipper and GFS
How does a new retailer join the network? Finding the
best integrated system and parcel labelling service.
Nowadays, one of the greatest mistakes a retailer can
make is to ignore technology; but with customers’ needs
being so diverse, they now have no choice but to
embrace it or risk losing their customers altogether.
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Mark Kerry, Clipper
At Clipper we’re very driven by technology,
but we’ve noticed many retailers that
seem to fear integrated IT. This can hinder
the progression of innovation in our sector.

How we integrate IT into
Clipper’s delivery proposition:
•D
 irectly through the warehouse
management system
• During the labelling process
•V
 ia data tracking and a web-based
customer portal
Our system had to cope with a high-level
flow of data, so we created a 30 touch
point system to increase visibility and
communication throughout the network. It
was essential that our data and the quality
of our tracking remained consistently
high throughout the process, and our IT
systems enabled end-to-end testing for all
technology.

Marie Hamblin, GFS
GFS is the UK’s premier parcel and carrier
management company. We have over
15 years of experience, 160 employees,
a turnover of £40m per annum, and ship
over 30m parcels a year.

Together with Clipper, our multi-carrier
despatch software, GFS Selector, prints
labels that allow individual parcels to be
tracked and traced anywhere in the world.
Customer delivery solutions used to be
a logistics problem, but this has since
developed into a marketing opportunity,
with speed and price replacing
convenience, information, and control.
50% of customers abandon their online
shopping cart due to delivery costs.
Click & Collect solutions can offer a safer
environment, revenue protection, and
improve margins while driving footfall
towards stores, and help retailers to
maintain their competitive position.

The benefits of using GFS
GFS gives customers a greater amount
of choice and improves delivery options
by using software that links directly to
retailers’ websites.
We can future-proof websites by giving
them access to over 40,000 Click &
Collect locations across the UK and
Europe; and we can also manage
instant changes to any website, like
altering delivery costs, running promotions,
or enabling and disabling carriers.

John Coon
M-Netics, Integration with store systems
How to create a seamless operation to enhance
the customer experience.
With new and emerging technology all around us, it can be
difficult to know which is the right one for your business. As a
leading mobile software and solutions provider, M-Netics also
specialises in maintaining and repairing technology.

We have a very strong retail presence
and a blue chip customer base, and we
operate in a wireless technology niche.
Our software offers companies full
visibility across the supply chain,
covering under-the-roof, on-the-road,
and in-store operations.
Each stage of our fulfilment process
has its own procedure, reducing waiting
times, parcel retrieval and handover
times, and increasing the capacity of our
Click & Collect storage facility.

The purpose of iM2
We developed iM2 software to help
us integrate operations, advance

technologies, and further enhance the
overall experience of our customers. iM2
aims to deliver:
• A quick, efficient, and accurate
process
• An increased Click & Collect storage
and handover capacity
• The best possible division of labour
• Increased engagement and
communication – helping customers
choose the best Click & Collect solution
for them
• An improved returns system including
handling, tracking, and following
parcels from hub to hand
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Andrew Kirkwood
JDA, Supply chain
market trends
How logistic innovations are evolving
the retail landscape.
The world’s biggest online shopping markets (the
UK, US, Germany and China) are expected to
double over the next three years from £320
billion to £645 billion. With British shoppers
spending almost £1 in every £5 via the Internet,
it is predicted that retailers will start investing more
heavily in digital operations in the future.

We are a leading provider of end-to-end, integrated retail,
omni-channel and supply chain planning with solutions for
over 4,000 customers worldwide.

JDA and Centiro Customer Pulse Report UK 2016
• Customers are becoming less tolerant of poor fulfilment
experiences because of rising expectations from major
retailers like Amazon and Argos
• 53% of UK adults have experienced an issue with online
orders over the past 12 months
• 73% of UK consumers have switched retailer after a
poor online experience
• 31% of online consumers switch retailers due to the
minimum order threshold for free delivery
• Click & Collect continues to grow with 54% of UK
adults having used the service over the last 12 months
• 45% of customers have had issues with Click & Collect
• The main reasons for Click & Collect’s popularity are
cost and convenience – so if you’re planning to charge,
the service must be seamless
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These days, customers know everything
about retailers; so if you want to drive footfall,
you must meet the individual needs of your
customers, and provide a positive experience.

Right now, the store is a fulfilment and selling
location, but in the future it will become a grid,
where there is no sense of flow and every path
is situational.

A rapid increase in delivery and collection
options has created a need for specific
delivery time slots. Customers now expect their
orders to be fulfilled within hours – or at the
latest, the next day.

JDA offers:

Store experience in the omni-channel age
has less space and more virtual elements,
enabling them to meet increasing consumer
demand.

Future innovation:
Robotics and automation are set to develop
into logistics and retail, reducing labour costs
and redefining the retail business model. These
advances mean our customers will have more
control, as all devices in the home and store
become connected.
Lots of companies use data to enhance
their customers’ experience. By tracking
their behaviour, retailers can properly
understand and engage with them and
provide a better experience.

• Planning systems at enterprise level, with all
channels validated from the top down
• A single, synchronised cross-channel
demand forecast
• A broken-down inventory plan
• Staff scheduling and task management to
ensure efficiency and cost-effectiveness
• A cross-channel, constraint-aware,
synchronised inventory plan for seamless
execution in physical and digital channels
• Future and real-time visibility of inventory
movement for all stages of the supply chain
• An intelligent customer order
management engine
• Macro and micro space planning to ensure
the best use of store space
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