
© COPYRIGHT 2011 SAPIENT CORPORATION   |   CONFIDENTIAL  1 
Dan Israel | November 8th, 2011!

The Evolving Multi-Channel Experience !
and Mobile Ecosystem Through the Lens of Retail!
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Overview of SapientNitro!
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Mobile & Multi-Channel Capabilities!

Mul$-‐Channel	  
Strategy	  

Mobile	  

Emerging	  
Ecosystems	  

Digital	  Signage	  

In-‐Store	  

Mobile	  Web	  
	  

.com	  
Op9miza9on	  
Across	  Devices	  
and	  Tablets	  

Websites	  for	  
Smart	  Phones	  

Applica$on	  
Development	  	  
(Consumer	  and	  
Enterprise)	  

Smart	  Phone	  

	  (Hybrid	  and	  
Na9ve)	  

Tablet	  	  

(Hybrid	  and	  
Na9ve)	  

Interac$ve	  Display	  
(Kiosks	  and	  Digital	  

Signage)	  

Kiosks	  	  

(Retail,	  Pop-‐Up	  
Retail)	  

Digital	  Signage	  	  

(Dynamic	  and	  
Touch)	  

Mobile	  
Adver$sing	  	  	  	  
and	  Loyalty	  

	  

	  

SMS	  

Campaign	  
Integra9on	  and	  

Analy9cs	  

Search	  

In	  App	  
Adver9sing	  

Entertainment	  
Apps	  

Content	  and	  Produc$on	  Work	  

Analy$cs	  



© COPYRIGHT 2011 SAPIENT CORPORATION   |   CONFIDENTIAL  4 

Our Mobile Capabilities across the Globe!

Office/Team  Strategy  UX  Development   

Toronto/Chicago    
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Boston     
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Miami    
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The Old (and Emerging) !
Customer Journeys in Retail!
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Buying was a Linear Experience!

Awareness! Familiarity! Consideration! Preference! Buy! Loyalty!Buy!
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New Enablers Have Emerged for Customer Engagement! !

Always On! Geo-
Location!

Socially 
Connected!

Tech and 
Mobile 
Device 

Powered!
Digital 
Native!

Internet 
Enabled!
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Now the Shopping Experience Has Evolved to This!

View 
Product 
on a PC!

Go to 
retail 
store!

“Like” 
product 

on 
Facebook!

Download 
app!

View 
mobile 

optimized 
website!

Watch 
video on 

tablet!

Share 
link on 

Facebook!

Join 
Loyalty 

Program!

Ask 
Friends 

on Social 
Media for 
opinions!

Check 
Twitter!

View 
Banner 

Ad!

Interact 
with a 
kiosk!

Text 
picture to 
a friend!

Add to 
Cart!

Buy!

View 
Digital 

Signage 
in the 
Store!

Interact 
with a 
Kiosk!

Read 
Blogs!

Read 
Ratings 

and 
Reviews!
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 !Because of Emerging Digital Experiences!

Mobile Wallet!

Branded 
Check-In!

Social Media
(Facebook, 

Twitter)!

Digital Display!

Augmented 
Reality!

QR Codes!

Interactive Kiosks & 
Spot Vending!

Smart Phones!

Tablets!
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Mobile Retail Trends!
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Trend 1:  Internet Access Anytime, Anywhere, and Beyond the PC!
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Source:  Macobserver, 9/11!

Trend 1:  Internet Access Anytime, Anywhere, and Beyond the PC!
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Trend 2:  Smartphones are for Research, Tablets are for Buying!
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Trend 3:  Retailers No Longer Have Home Field Advantage!

Online Only Retailers! Search! Consumer 
Packaged Goods!
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Trend 4:  Social is Now Part of the Customer Journey!

Previously:	  	  	  

It	  used	  to	  be	  that	  any	  customer	  

experience,	  	  

be	  it	  good	  or	  bad,	  had	  a	  limited	  ability	  to	  

affect	  your	  business	  in	  a	  drama9c	  way	  

Today:	  	  	  

In	  the	  age	  of	  Facebook,	  TwiRer,	  email,	  YouTube,	  

and	  other	  forms	  of	  social	  media,	  individuals	  can	  

broadcast	  their	  posi9ve	  or	  nega9ve	  customer	  

experience	  to	  a	  huge	  audience	  in	  lightening	  fast	  

speed,	  all	  of	  which	  can	  be	  done	  without	  

interference	  from	  the	  brand	  
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Trend 5: Contemplate How Mobile Wallets Will Impact Your Business!
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The Future of Retail Experiences!
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Tablet App / Loaner Station!

Endless Aisle!

Interactive 
Digital 

Signage!
Branded Check In!

In-Store!
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On-the-Go!

Mobile App and/or 
Mobile Web!

Tools!

SMS / MMS Alerts!

Cloud Based Offerings!
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At-Home!

Mobile Apps and/or 
Mobile Web!

Tools!

Offers and 
Information!
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Thank you!!
Dan Israel!
Senior Mobile Strategist!
404-664-5436!
disrael@sapient.com !


