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* Passionate about enterprise social and
“the connected company”

* Microsoft MVP and Subject Matter Expert and
Strategist for Fortune 500 companies

* With Rightpoint since 2008- An independent
customer experience agency with technology at
our core — visit me!

* Follow me and Tweet “Listening to
@jwillie rant and rave about the digital
workplace @rightpoint “ #IntranetGlobal
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Our Point of View




32% of the world’s
workforce 1s actively
engaged at work



-Gallup



em-ploy-ee en-gage-ment
/fem'ploié in'gajmant/

noun

1. One who is fully involved in and enthusiastic about, his or her work.

2. The property of the relationship between an organization and its
employees. An “engaged employee” is one who is fully absorbed by and
enthusiastic about their work and so takes positive action to further the
organization’s reputation and interests.

Source: Crim, Dan and Gerard H. Seijts (2006). "What Engages Employees the Most or, The Ten C’s of Employee Engagement"
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Consider the Vast Platforms you have...

HOW ARE YOUR USERS NAVIGATING THIS?




Our Vision

A digital workplace experience that connects people and
information through multiple destinations that meet
employees where they work, gaining instant access to

news, tools, knowledge, and the expertise | need to do my

job. Anytime. Anywhere.



What if your Digital Workspace could...

» Personalize your experience based on your role in the organization

» Anticipate the information you need and bring that to your immediate attention

- Be available anytime, anywhere, on any device

 Allow you to search (and find) information via structured and unstructured methods
» Surface key business metrics seamlessly and contextually

« Serve as a communications hub across the organization

* Reduce repetitive inquiries across your support organizations

« Serve as a technology gateway, bringing the right tools at the right time to your employees

What could this look like?
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RIGHTPOINT

Digital Workplace Trends
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What is a World Class Intranet?

A world class modern intranet
is a digital workspace.

Communities
and Projects

More than a company communications
site, it must enable end users to:

« Connect with colleagues and stay
Digital informed about the company and their

Workspace area of it

» Get work done with colleagues across
work teams, communities of interest,
and projects

Tools and . o
Applications « Gain knowledge and insights; access

common tools and applications

© 2017 Rightpoint; all rights reserved.



What is a World Class Intranet?

2017 key focus areas for best-in-class intranets at global companies,
compiled from published articles and consultation with Gartner, Forrester, Neilson Norman

Group, and Ragan Communications:

 Personalization  Mobile/Responsive
Experience should be targeted to the Embracing smartphone and tablet —
user’s profile and needs by default. and mobile usage patterns — as a

. Search & Navigation primary design initiative

Must be intuitive and efficient — main « Enterprise Social
complaint is users can’t find what More than a buzzword, intranets are
they are looking for. using social tools to drive

engagement and productivity at a
site level and within online
communities.

« Sustainability
Ongoing initiatives to drive continued
adoption and align with needs are
critical — users must “be heard”.



Approach: Vision

1. Requirements Gathering

|

Define Opportunities and
Main Capabilities

Vision Near, Mid, Future
State Ideas

e
o

Refined Capabilities

Week 1-3
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2. Initial Prioritization

Business Value Based on:
Goals determined from project
charter, weighted by
importance

Technology Ranking
Based on:

Complexity

Buy/Build/POC
Foundational Dependencies

Week 4

3. Phasing Considerations

Technical Operational Customer
Sequencing / Impact Experience
Timing Evolution Impact
Requirements

Work Efficiency Natural Grouping
(Rework of Work

Minimization)

|

Prioritized Phasing Plan

Week 5
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For today

 Introduction to Loblaw

* (fyi...we are not a law firm...)

* Our Background & challenges with out digital
* Tour & Deep Dive
Summary & Advice...

Companies
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A family business that goes back many years...

"ﬂ\i‘" .
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Limited



Overview of Loblaw Companies Limited

2017

$46,385 billion

E—;;"é‘—_/ in revenue

’17’/// $3,852 million

= = in EBITDA

Nearly
$45,384 million
200 y OOO employees %Q%/// in retail segment sales

Canada’s fOOd £/ 1\ S AN //|\\ 77T\\

& pharmacy b ogn O NEEEA i p) %The nation’s
esder. " 2,500 LARGEST

corpor_ate, franchised qnd retailer
Associate-owned locations




Best in Food, Health &

Live Life Well* Beauty

Our purpose supports the needs ‘“ ’ ? Oudta CQ .

& and well-being of Canadians

Health & Wellness

List

offers (18)

. M
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. AL = 200 pts
For every $1 spent on Apples
Loblaw
Companies
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Our challenge...

Loblaw
Companies
Limited
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fllp is...

their information.

Necessary.

— Platform currently 10 years old.

divisions.

Loblaw
Companies

About modernizing the intranets through which
stores and store support receive or retrieve most of

Addressing a demand from ALL colleagues.
— Single Source, Management of stores

Mobile & modern.

— Colleague expectations are changing. They want to
retrieve/receive information through a modern and mobile-
capable platform. They want to collaborate within & across

- rp
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fllp is also (and most importantly)...

H MYSHOP  FOOD v HOME&LIFESTYLE v ALYER&DEALS  RECIPES LINE

' CLICK&COLLECT

ONLINE SHOPPING. EASY-PIEKUF.

SHOPPING FOR GROCERIES ONLINE IS AS EASY'AS1,2:3

2 3
WE'LL DO PICK UP AT YOUR
THE'SHOPPING PREFERRED TIME
Our shoppers pick We'll| ur order
the fresh@st produce into ar ¢
for you afid youriamily.

One experience. One entry point.

Being strategic with our communication channels & deliver
an experience for colleagues on par with our customer
experience

Loblaw
Companies

About reaching the
under served majority
Right the first time!
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We listened...and identified eight areas of opportunity

Opportunity Business Benefit

1. Store Management | Decease admintime

. v" Reach th d d jorit
2. Front Line v Unlock acoess to tools & information
Colleagues
3 Moblllty v Anywhere; Any device

Decrease search time
Increase self-service

ANERN

4. Intuitive Navigation

AN

Serve most relevant content first

5.Personalization
6.Search
wEE 7 Online

Please...
Pretty please...

Two-way communication

Increase engagement & Eroductivitx

‘\\ ANERN



We needed to personalize...and reinforce how we work
(that’s you shared services...)

Direction of majority of communication

Store Support Merchant Operations Store Frontline
* - inc. Exec. * - inc. Exec. * - inc. Exec. Management Colleague

Office Colleagues Field Colleagues

Knowledge Worker - Access to company technology

Task Worker - Limited

Associated Roles: Associated Roles: Associated Roles: Associated Roles: Associated Roles:
= Support VP’s » Merch VP’s = Regional VP’s = Store Managers = Store Colleagues
= HR Team = Category Directors = District Managers = ASM’'s = Distribution Centre
= |T Team = Category Managers = Customer Experience = Department Managers Colleagues

= Merchants Specialists = Franchisees

Direction of majority of feedback

Loblaw
Companies 28
Limited



Every individual in the organization is mapped to these five personas

Dl Store Support Merchandising

* - Inc. Exec * - Inc. Exec
Market N/A
Discount N/A
SDM N/A
Joe Fresh N/A

PC Financial

Shared Services

Loblaw
Companies

Store
Operations

* -inc. Exec

Store .
Front Line
Mgmt (Store and DC)
(SM, ASM, Dept.)
N/A N/A
N/A
]

Persona
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Information and tools are targeted/secured by division and role.

Amazing content
relevant across the
enterprise

flip

Loblaw
Companies
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Information and tools are targeted/secured by division and role.

Amazing content — m
relevant across the |

enterprise
Unique content & Market ] FINANCIAL |
ﬂ!p relevant to divisions
and leaders Welcome
fo 2017

A Message from
By Garry Senecal Barry Columb

Loblaw

Companies



Information and tools are targeted/secured by division and role.

Amazing content —
relevant across the

enterprise
i [ EY VRIS | FinanciaL
Unique content PREA | Wwelcome
fll e e to 2017
.p relevant to divisions e
and leaders
- Store Support
Targeteq content and < Moo
messaging by - Store Operations
- Store Management
r0|e/per30na - Front Line

Loblaw
Companies




Top rail is common across all personas. Content underneath is both targeted and
secured.

Loblaw ]
fllp Compan @LIFE & CAREER WORK RESOURCES MESSAGE CENTRE COMPANY &) EN | FR -+ $63,64 $0.27 (0.43%)
L v -

A 5
| 1

Features —

PC Holiday Insiders
Collection
17/10/2015 - 19/11/2015 sgm O
The Wizarding World
of the NSC
17/10/2015 - 19/11/2015 5-
|
b%?n?ov;nies We're not Monkeying

PC Holiday Insiders
Collection

Around About Caring...

17/10/2015 - 1

33



Quick links surface frequently used tools. This is targeted by division and persona
as well to ensure a relevant experience for our colleagues.

Loblaw

Companies

Loblaw )
fllp omi LIFE & CAREER WORK RESOURCES MESSAGE CENTRE COMPANY _ EN | FR T $6364 $0.27 (0.43%)

I NEED TO... v

Happening Now —

‘o

PC Holiday Insiders
Collection

34



Search works...(what else do you want to know?)

Loblaw
fl | p Companies LIFE & CAREER WORK RESOURCES MESSAGE CENTRE COMPANY @ EN | FR + $63.64 +$0.27 (0.43%)
.

Project Flip Nam|

Intranet: | People: | Google: Advanced Search This Site I AV

SAP I NEED TO...

Features —

N\
workday PC Holiday Insiders

Collection
17/10/2015 - 19/11/2015 S N>

AR

The Wizarding World

of the NSC
f‘ 17/10/2015 - 19/11/2015 ]

Loblaw , .
qupgnles We're not Monkeying PC Holiday Insiders 39
e Around About Caring... Collectiony
17/10/2015 - 19/11/2015 sgm o e




The “l need to...” menu is a feature used to surface information / tools / pages that
are pertinent at the moment.

@ EN | FR + $63.64 +$0.27 (0.43%

fl Loblaw
lp Compan LIFE & CAREER WORK RESOURCES MESSAGE CENTRE COMPANY
: ‘

Features — IR0~

PC Holiday Insiders Submit an expense report ..

Collection

17/10/2015 - 19/11/2015 5-0

The Wizarding World

of the NSC

17/10/2015% 19/11/2015 5-
Lobl . : : el :
C%m%vgnies We're not Monkeying g g ; ) PC Holiday Insiders

% o O g O Collection

Around About Caring...
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The communication team has various content tools available to engage colleagues.

@ EN | FR + $63.64 +s0.27 (0.43%

fl Loblaw

lp Compan 8 LIFE & CAREER WORK RESOURCES MESSAGE CENTRE COMPANY
: 1

|

Features —

PC Holiday Insiders

Collection
17/10/2015 - 19/11/2015 5- °

The Wizarding World
of the NSC

17/10/201%

Loblaw
Companies

We're not Monkeying e 7 3 & e, \ V& o B
Around About Caring... e NI s " ggul;g::gﬁy Insiders

17/10/2015 - 1

37



The experiences are targeted with content. The ‘look and feel’ is targeted as well.
This has been important to drive engagement within the divisions.

. .46 +$1.05 (1.47%
fl | p “ MARKET LIFE AND CAREER WORK RESOURCES MESSAGE CENTRE COMPANY @ EN | FR —mzdn ke )
.

as of 3/23/2017 3:35 PM

3/23/2017 | Period3 | Week12 | 82R

fl!p . DlSCOUNT LIFE & CAREER WORK RESOURCES MESSAGE CENTRE COMPANY & EN | FR i $63.64 +$0.27 (0.43%)

1/12/2017 | Period11 | Week2 | 12R

Happening Now —

Welcome home.

I NEED TO... v

PC Holiday Insiders =N Jo s m— .
Collection Lo e fi : . o Happening Now —

17/10/2015 - 19/11/2015

e e, |

A New Happening

v

: 3:40 PM
S g

The Wizarding World

of the NSC

17/10/2015 - 19/11/2015

Loblaw 4 We're not Monkeying

Companies Around About Caring... PC Holiday Insiders 38
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Our next challenge...do the unthinkable! Reach those
colleagues that ACTUALLY serve customers...

N\

( Loblaw \
200,000/

Companies

39



Our next challenge...do the unthinkable! Reach those
colleagues that ACTUALLY serve customers...

40



Our next challenge...do the unthinkable!
colleagues that ACTUALLY serve customers...

Reach those

DISCOUNT

'WEST REAL CANADIAN SUFERSTORE (C)

EXTRA FOODS [CIF)
NOFFILLS WEST (F)
MOFRILLE ONTARIC [F)
OMTARKD SUPERSTORE ()
MAXI (F)

MAXI & CIE {F)

NOFRILLS ATLANTIC [F)

MARKET
Y3 WEST (F)

LOBLAWS (C)

FORTINDS (F)

¥IE ONTARIC (F)
VALL-MART (F)

ZEHAS (C)

PROMIGO (CF)

DOMIKION ()

ATLANTIC SUPERSTORE [C)
¥IE ATLAMTIC (F)

WHOLESALE
LIJUORSTORE (C)

RETAIL ACWC [C)
WHOLESALE WEST (C)
WHOLESALE ONTARIO [C)
WHOLESALE QUEBEL [C)
WHOLESALE ATLANTIC (C)

SDM

SHOPPERSPHARMAFPRIX (F)
MLURALE (C)

SHOPPERS HOME HEALTH CARE (C)
WELLWISE (C)

MEDMSYSTEM ()
SPECIALTY HEALTH NETWOREK (G)

JOE FRESH
JOE STANDALONE [C)

Il SUPPLY CHAIN

Loblaw
Companies

NiA
0 STOnE 09 734
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.
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Our next challenge...do the unthinkable! Reach those
colleagues that ACTUALLY serve customers...
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Our next challenge...do the unthinkable! Reach those
colleagues that ACTUALLY serve customers...
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Our next challenge...do the unthinkable! Reach those
colleagues that ACTUALLY serve customers...

44



We want to engage with Serena because it should be good for
business...but that doesn’t align with what is important to her!

| just want My
Schedule on my

Change my phone

ch for a
| person_al | policy
information
— Read about
Do training company news

Check inventory /
supply / order
product etc.

Get help with IT




fl!p leads with the functionality Serena wants and provides a
“gateway” to tools and information with a common experience.

My Schedule

Change my personal
information

Search for a policy

Read about company news

Do training

Get help with IT

Check inventory / supply / order
product etc.

46



Further research helped us frame voice, content & interest from
this “new” segment of colleagues.

The Employee Share Ownership Plan (ESOP)
colleaque perks and benefits at-a-glance

program launches and events
current issue management
store operations
community news

company news and information
executive messages
colleague profiles
Yammer

Green = Relevant (with bold and underlining meaning very relevant)
Red = Not Relevant

Loblaw
Companies
Limited




So that’s why we stock milk at the back of a store!

Next Shift  ——

NOVEMBER

22 Tue, 09:00-17:00

l Jump to Schedule




Some advice...Listen...a lot!




Some advice...Protect the experience...




Digital Workspace Lunch & Learn:
Real-world Success Stories

Combine leading collaboration technology from Microsoft with business

enablement to create digital workspaces and collaboration strategies that
empower employees and drive business value.

HOWITWORKS

The session is

: _ We come
complimentary Lunch is to your ﬁ
and education— provided.

The

duration
is 60-90

minutes.

: office.
not a sales pitch.
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Richard Windross
Richard.Windross@loblaw.ca

Jetf Willinger
jwillinger@rightpoint.com
1.312.622.2300

@jwillie



