Edcon

Edcon
South Africa - JHB
Retail

Edgars Consolidated Stores Limited
(Edcon) is the leading clothing,
footwear, and textiles (CFT) retailing
group in South Africa trading through a
range of retail formats. Since opening its
first store in 1929, Edcon, with more
than 20,000 employees, has grown to 10
retail brands trading in more than 900
stores in Botswana, Lesotho, Namibia,
and South Africa.

3fifteen streamlines Edcon’s Electronic
Business Platform (EBP) in order to
obtain proper reporting and to manage
its customer service initiative effectively.

Core:

Microsoft Commerce Server
K2.net Workflow

D/B:

Microsoft SQL Server 2000
o/s:

Microsoft Server 2003
Development:

Microsoft .Net

Microsoft Visual Studio 2005

fifteen

Sfifteen streamlines Edcon’s Electronic Business Platform

Edcon approached its Microsoft applications development partner, 3fifteen, to streamline its
Electronic Business Platform (EBP) in order to obtain proper reporting and to manage its customer
service initiative effectively.

Edcon made a strategic decision to in 2004 to standardise its e-commerce ICT infrastructure on
Microsoft technology. With the help of Microsoft Gold Certified Partner 3fifteen, it implemented and
integrated a standardised platform based on Microsoft Office System and Microsoft server software,
including Microsoft Office SharePoint Server 2003, Microsoft Content Management Server, Microsoft
Commerce Server, Microsoft Windows 2003 Server, and Microsoft SQL Server. The portal also uses
K2.net workflow technology to automate complex accounting and budget approval processes that
were previously managed manually.

Edcon required more control over its e-commerce call centre and the Fashion Hotline initiative. Until
now, the Company was unable to measure the customer service initiative within the business.

Fashion Hotline is a solution that enables customers to establish whether the retailer has stock of a
particular item in a desired size and colour, and to have that item delivered to a store of their
convenience, or to their home.

There was no way to co-ordinate deliveries between stores, with the result that single items were
being couriered between stores that could be hundreds of kilometres apart. And once the item
reached its destination, there was no guarantee that the customer who requested it would purchase it
— or even respond to the call informing them that the item has arrived.

To improve productivity and customer satisfaction, Edcon needed to be more proactive in canceling
orders in Fashion Hotline that did not meet the required criteria or that could not be fulfilled. Keeping
customers informed through accurate feedback would drastically improve the customer experience.

In order to do so, 3fifteen had to revamp the reporting structure for Fashion Hotline and also needed
to design various reports to track customer services initiatives. Furthermore, productivity in the e-
commerce call centre needed to be improved.

Effective management of Fashion Hotline requests through optimised processes and reports was
required to prevent unnecessary costs and prompt feedback to customers, thus improving the
customer experience and ensuring customer retention.

Edgars Consolidated Stores Limited (Edcon) is the leading clothing, footwear, and textiles (CFT)
retailing group in South Africa with a 31.4 per cent share of the CFT market. Listed on the
Johannesburg Stock Exchange since 1946, Edcon is a multi-brand retailer with a dominant sub-
Saharan footprint and stores in all major locations in South Africa, plus outlets in Botswana, Lesotho,
and Namibia. It comprises the retail clothing and footwear chains of Edgars, Jet, Super Mart;
homewares group Boardmans, and stationery and books chain CNA.

With a strong database of 4.1 million customers, Edcon has grouped its business into two broad
divisions based on the target markets they each serve: the department stores division including
Edgars, CNA, and Boardmans, which focuses on middle and upper-income consumers, and the
Discount division, incorporating Jet and Super Mart, aimed at the lower-income market. The 2005
Markinor/Sunday Times Top Brands Survey rated Jet and Edgars the top two clothing retail brands in
South Africa.

Since opening its first store in 1929, Edcon has grown to 10 retail brands trading in more than 900
stores. In 2002, Edcon began aggressively expanding through acquisition. It added top stationery and
houseware brands, as well as general merchandise stores - including cosmetics, books, fashion,
furniture, and household goods - to its CFT portfolio. It is still actively looking for new opportunities
both in Africa and worldwide.
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"The enhancements
enabled Edcon to
be more proactive
in canceling orders
in Fashion Hotline
that did not meet
the required criteria
or that could not be
fulfilled. This
improved
productivity and
customer
satisfaction
considerably."
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Edcon is supported by world-class IT and distribution systems, as well as efficient operating
procedures. Edcon Financial Services provides credit facilities and financial services products to the
group’s 4.1 million cardholders.

3fifteen revamped the reporting structure for Fashion Hotline and designed various reports in order for
the business to track their customer services initiatives. Productivity in the e-commerce call centre
was also improved as a result of the enhancements to the Electronic Business Platform.

The enhancements enabled Edcon to be more proactive in canceling orders in Fashion Hotline that did
not meet the required criteria or that could not be fulfilled. This improved productivity and customer
satisfaction considerably. Keeping customers informed through accurate feedback drastically improve
the customer experience.

Moving to a standardised technology platform, Edcon strives to provide its customers with the right
products and outstanding personal service. The company is also committed to creating wealth for the
benefit of all stakeholders by keeping its cost base as low as possible.

These twin business challenges require an IT environment that is both robust and able to grow with
the company, while guaranteeing enterprise-level integration and interoperability. Edcon requires a
technology environment that offers excellent functionality, but which also provides highly efficient
connectivity to overcome bandwidth constraints.

The interoperability between systems also hampered data integration, preventing enterprise systems
from communicating and sharing business critical information. Furthermore, the numerous systems

acted as a sizable hurdle to the rapid deployment of new applications, preventing the company from

reacting quickly to changing market demands and opportunities.

Versatility is the key strength of the company’s technology strategy. To date, the company has
deployed 12 applications that control business processes as divergent as wedding registries, finance,
product quality assurance, and travel bookings.

The speed with which these new tools have been developed, coupled with the efficiencies they have
brought to the group, have ensured that the company can meet its strategic objectives.

Employees are familiar with Microsoft applications and so they have adapted quickly to the new IT
environment. Consequently, Edcon has bypassed expensive training fees and quickly realised tangible
productivity gains.

Edcon has enjoyed rapid return on investment (ROI), low cost of development, and effective, group-
wide communication. By making its IT infrastructure an integrated part of its business strategy, the
organisation has a strong foundation on which to create and deploy new applications that boost
operational excellence and meet the ever-changing demands of customers.

With more than 900 locations across southern Africa, Edcon relies on clear and effective
communications to run its business efficiently. Sophisticated supply chain management, coupled with
real-time business management strategies, demand reliable and rapid communication between store
managers, senior managers at head office, and shop floor workers. Without fast and efficient
communication channels, business-critical developments can be overlooked, resulting in stores failing
to recognise new directives. In many cases, this will have a direct effect on bottom-line results.

Effective management of Fashion Hotline requests through optimised processes and reports has
prevented unnecessary costs and prompt feedback to customers, thus improving the customer
experience and ensuring customer retention.

The enhancements enabled Edcon to be more proactive in canceling orders in Fashion Hotline that did
not meet the required criteria or that could not be fulfilled. This has improved productivity and
customer satisfaction considerably. By keeping customers informed through accurate feedback has
drastically improved the customer experience.

Effective management of Fashion Hotline requests through optimised processes and reports has
prevented unnecessary costs and prompt feedback to customers, thus improving the customer
experience and ensuring customer retention.

Productivity in the e-commerce call centre was also improved considerably since implementing the
new enhancements.

GOL-D CERTIFIED brite

A DIMENSION DATA COMPANY

Page 2 of 2




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


