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     Megatrend: SoLoMo 

   Conclusion 

 New shopping behavior via new devices  

Source: comSore 2012, State of the U.S. Online Retail Economy in Q3 2012 

1 in 10 retail e-Commerce dollars are now spent via mobile device (i.e. smartphones and 

tablets), U.S. market  
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 Megatrend: digital commerce continues to grow 

Source: Forrester‘s Research 
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E-Commerce growing at double-digit rates 

J.P. Morgan Global eCommerce Revenue Forecast, Jan 2011 

CAGR  

2011-13e 

+16% 

+12% 

+24% 

+29% 

Citigroup, CIRA’s Global E-Commerce Report, May 2012,  share of non-food retail 2011 

Online retail‘s share of total retail is on the 

rise 



5 | GC| ASY | Global Commerce| 2012-04-11 

Bertelsmann – international leading 

media- and service company 

Facts & Figures 

 15,3 bn € turnover* 

 Over 100.000 employees 

in more than 50 countries
 

 More than 1.000 legal entities 

*FY 011 

The No. 1 European 

broadcaster 

The world's largest 

book-publishing group 

Europe's biggest 

magazine publisher 

Internationally 

networked 

outsourcing provider 
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arvato – internationally networked  

outsourcing provider 

Facts & Figures 

 5,4bn € turnover* 

 Over 68.000 employees 

in 36 countries 

 More than 20.000 employees  

in Germany 

*GJ 2011 

 Serving  150 million consumers in 30 

languages 

 200 million calls per year  

 More than 650 million shipments per year 

 More than two billion mailings per year 

 Service provider for 200 publishing 

companies 

 Strong IT & consulting capabilities 
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Customer  

Contact Centers 

Order  

Management 

Customer Loyalty-/ 

CRM-Programs 

Purchasing 

Bundling/ 

Packaging 

Print on Demand 

Merchandise  

Planning 

Pick and Pack 

Warehousing 

Carrier 

Management 

Returns 

Management 
Software Updates 

Repairs 

Swap 

Reverse Logistics/ 

Hotline 

Corporate  

Debit 

Online Clearing/  

Cash Collection 

Credit Check/ 

Ratings 

Technical  
Support/ 
Activation 

Invoicing/ 
Factoring/ 

Central Settlement 

Production 
Logistics 

Services 

Customer Care 

& CRM 

Financial 

Services 

After 

Sales 

Publication 

Data Assembly 

Data Creation 

Data Storage 

Content 

Management 

Integrated IT-Landscape & IT services 

arvato offers integrated  

business process outsourcing solutions 

Full Service Outsourcing:  Physical goods/ Digital goods  
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Companies that Trust arvato 

Telco 

Energy 

Auto- 
motive 

Health- 
care 

Airlines/ 
Tourism 

IT/Hightech 
Finance/  
Insurance 

Fundraising 

Media 
Consumer 

Goods 

large 

search 

engine 

http://www.gazprom-germania.de/
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arvato is able to manage international 

projects 

 Take over of 10 Telekom service 

center sites  

 1,500 employees  

 One of the largest BPO-Deals in 

Germany 

 

 BPO of different CRM- services 

in 15 countries 

 Consulting, product scouting, 

international sourcing, 

monitoring, logistics, customer 

service 

 Take over of a complex net- 

work of services for Lufthansa 

 Support for over 15 Mill. 

Members, 200 countries in  11 

languages 

 Consulting, print, letter shop, 

customer service, logistics,  

 

BPO of different services in 21 

countries, 28 languages 

 Customer service, supply chain 

management, product activation, 

support and training, CD and DVD 

production 

Arvato is largest outsourcing 

partner of Microsoft. 

 

 BPO of Financial services for a 

search engine company  in over 

100 countries 

 Credit and risk management, 

payment processing, accounting 

and reporting 

 

very large search engine 

 BPO of 9 service areas of East 

Riding of Yorkshire Council 

 Transfer of 500 employees 

 Numerous awards for „Best 

Public Private Partnership” 

| 9 

http://images.google.de/imgres?imgurl=http://upload.wikimedia.org/wikipedia/de/thumb/7/7f/Deutsche_Telekom-Logo.svg/800px-Deutsche_Telekom-Logo.svg.png&imgrefurl=http://cgi.ebay.at/Telekom-T-Sinus-62S-ISDN-schnurloses-Telefon-NEU-NEU_W0QQitemZ310091208961QQihZ021QQcategoryZ107469QQcmdZViewItem&usg=__jAvuLuAYqpLGCnD8aQVWprksFOM=&h=198&w=800&sz=23&hl=de&start=1&um=1&tbnid=ckFBeEutpWXc8M:&tbnh=35&tbnw=143&prev=/images?q=logo+deutsche+telekom&um=1&hl=de&sa=N
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Kitchener 

USA: 
Berryville 
Dallas 
Dulles 
Duncan, SC 
Horsham 
Louisville, KY  
Mountain View 
New York 
Pleasant Prairie, WI 
Reno 
Valencia, CA 
Weaverville, NC 

Bogota (M,L,C) 

Buenos Aires (A, L) 

Singapore 

Bangkok 

Port Elizabeth 

Casablanca 
Marrakesh 

Beijing 

Shanghai 

Hong Kong 

Guangzhou 

Hangzhou 

Xiamen 

Shenzhen 

Lisbon  
Porto  

Spain: 
8 locations 

Dublin 

Changchun 

Belgium: 
Antwerp 
Brussels 
Zaventem 

Netherlands: 
Abcoude 
Hilversum 
Venlo 
Venray 

Poland: 
Plewiska 
Szczecin 
Poznan  
Blonie  
Warsaw 
Gadki 

UK: 
Beverley/ Willerby 
Birmingham 
East Riding 
High Wycombe 
Liverpool 
London 
Twickingham 

France: 
19 
locations 
  

Manila 

New Delhi 

Gurgaon 

Switzerland: 
Adligenswil 
Baar 
Pratteln 
Rotkreuz 
Schlieren 

Bergamo Athens 

Turkey: 
Ankara  
Diyarbakir 
Istanbul  
Izmir 

Malmö 

Tallinn 
Yaroslavl 

Vienna 

Budapest 

Czech Republic: 
Brno Prague 
Mlada Boleslaw Stochov 

Sydney 

São Paulo (M,L,C,F,E) 

Guarulhos (L) 

Hortolândia (L) 

Manaus (M) 

Germany:  
57 locations 

arvato 
Our global footprint 

Mexico DF (M,L) 

Monterrey (C) 

Juarez (L) 

Vancouver 

Lima (C) 

M – Manufacturing 

L – Logistic 

C Customer Service, BPO 

F – Finance 

E – E commerce 
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arvato Systems 

IT for Better Business.  

 System integrator offering 

comprehensive IT services: 

 

Facts & Figures 

 ~ 260 Mio. € turnover* 

 ~ 2.500 employees* 

 > 400 SAP experts,  

 > 400 e-commerce experts 

> 600 IT Infrastructure experts  

> 400 media experts 

 More than 30 years of experience in IT-business 

 Locations in Europa, North-America and Asia 

*GJ 2011 

confidential  © arvato systems GmbH  
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arvato Systems Portfolio 

 Media Sales  

 Production Planning 

 Digital Media 
Management 

 Channel Management 

 Business Intelligence 

 Media Research 

Broadcasting 
 Asset Management 

 E-Publishing 

 SAP IS Media 

 Klopothek Solutions 

 

Publishing 
 Industries 

Utilities, 
Manufacturing  

 Services  
CRM, IT-Outsourcing 

 Expertise 
Dynamics AX, 
Microsoft CRM 

 

Microsoft 

 IT backbone along 
value chain 

 Webshop 

 Ordermanagement 

 Business & IT-
Consulting 

 

E-/Crosschannel 

Commerce 

 Business Application 
Services 

 Workplace Services 

 Communication 
Services 

 Security Services 

 Platform, Computing, 
Network Services 

 

IT-Outsourcing 

 Industries 
Utilities , Logistics, 
Trade, 
Manufacturing,  

 Services  
Hosting, Outsourcing 

 Expertise 
SCM, CRM, HCM,  
BI, FiCo 

SAP 

arvato systems GmbH – confidential Information 

http://fronttowardsgamer.com/wp-content/uploads/2011/12/microsoft-logo.jpg
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Run: Hosting and APM services 

Strategy  

Application Management 

Set Up 
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e-commerce: support companies on their 

journey to an increasingly digital businesses 

http://www.youtube.com/watch?v=GdsfiY93VwY
http://www.galeria-kaufhof.de/sales/aktionen/catdetail.asp?FLEXID=0&Sub=1&Sub1=36523
http://www.gazprom-germania.de/
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Cross Channel Commerce can lead to challenges in 

the backend 

Market Innovation 
 Customer centric and touchpoint 

optimized apps 

 Rapid innovation cycle 

 Continuous rollout of new 

services 

Execution 
 Service partner ecosystem 

 Internal and external partners 

 Optimized processes 

specialized services such as 

logistics, payment 

Mobile/ Tablet PoS Store Marketplaces Social Media Call Center Self-Services Webshops 

Logistic Drop Shipper Debitor Mgmt Call Center Direct FC Payment 3PL 
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A modern cross channel commerce architecture 

makes use of a middleware 

Market Innovation 
 Customer centric and touchpoint 

optimized apps 

 Rapid innovation cycle 

 Continuous rollout of new 

services 

attention inform Order Get Pay service 
re-

purchase 

Execution 
 Service partner ecosystem 

 Optimized processes 

specialized services such as 

logistics, payment 

 Internal and external partners 

Logistic Drop Shipper Debitor Mgmt Call Center Direct FC Payment 3PL 

Mobile/ Tablet PoS Store Marketplaces Social Media Call Center Self-Services Webshops 
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IT architecture: Middleware enhances flexibility 

 as.aroma  

Order Management Hub 

Touchpoints 

Service Network 

Retailer 

 WEB SHOP 
 Catalogue 

 Pricing 

 Order entry 

 Marketing 

PIM 

ARVATO SERVICE 

GATEWAYS 
 risk gateway 

 payment gateway 

 banking gateway 

 market places 

 price comparison 

 carrier gateway 

 banking gateway 

 government reporting 

 export compliance check 

 

FINANCE 

MANAGEMENT 
 Debtor management 

 Dunning 

 Collections 

LOGISTICS 

 
 Warehousing 

 Pick & pack 

 Returns 

DROP SHIPPERS 

 
 Web-based order 

delivery  

management 

POINT OF SALES 

 
 Web-based order 

management for 

brick & mortar 

order processing 

MOBILE SHOP 
 Catalogue 

 Order entry 

 Marketing 

Service 

Center 

Portal 

PoS 

Portal 

Drop 

Shipper 

Portal 

ERP 1 
 

ERP 2 
 

ERP 3 
 

ERP 4 
 

arvato business interface 

fraud/ paymt. 

video & AR 

diff. partners 

market places 

price SE 

further modules 

possible 

recommen- 

dations 

…  orders 

 customers 

 products 

 inventory 
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arvato systems provides a proven middleware for  

cross channel commerce: aroma 

Touchpoints 
Mobile 

Tablet 

web shop Call 

Center 

POS 

Store 

Social 

Media 

Market 

Place 

 

Self- 

Service 

Service Network 

Logistic Drop 

Shipper 

Debitor 

Mgmt 

Call 

Center 

Direct 

FC 

Payment 3PL 

Modules 

attention inform Order Get Pay service Return 
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Customer 

and Order 

Journey 

aroma 

aroma 

 central data hub: all orders, customer data, 

inventory data, product data 

 cross channel commerce business logic 

 Connect various sub systems easily via central 

data hub 

 Minimize changes to existing systems 

(Integration of legacy IT) 

 Enable easy exchange of suppliers (Overcome 

lock-in effects) 

 Launch new countries fast 

 Optimize stock levels and flow of goods 

International Customers trust arvato 

systems 

http://www.adidas.com/de
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Example: middleware enables location based services 

Analytics:   Capture web-style analytics on the physical store and mobile campaign success 

Triggered after QR code scan 

for Painting Furniture video:  

”Updating a vintage piece? 

Don’t forget to pick up 

some primer!”  

In-Store:      Engage with your customers as they enter, browse and exit your stores 

Entry Message to Parking Lot:  

”Just 2 Days until holiday 

decorating season begins: 

Save 10% on any outdoor 

lighting purchase!” 

Demand:     Drive customers to your stores with offers that are personalized time- & location sensitive 

Special event message to 

Woodlawn neighborhood:  

“Hurricane Season: stop 

by Lowe’s to protect your 

home” 

Spring Saturday Sale 

Message to Bloomfield 

neighborhood:  

“Stock up on annuals 

today & save 20%” 

Daily Data for Lowe’s Outreach 

#1 

10/7/12 through 10/19/12 

 

Messages delivered            856 

Messages opened              154 

Resulting visits to Lowes      43 

Foot traffic conversion       5.02%   

Daily Data for Lowe’s Store #138 

10/7/12 through 10/19/12 

 

Store visits 3,562 

Avg Dwell Time 27 min 

Peak Visit Hour 9-10am 

Avg Repeat visits/month 1.7 
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For example adidas works with an arvato systems 

solution in the US and Europe 

screen shot 

- real 
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Metro uses responsive design 

mobile internet > desktop internet in 

2014 

% of US retailer with a mobile site 

Touch point usage 

Front-end design  

http://www.gymnasium-wuerselen.de/images/stories/metro_logo01.jpg
http://www.gymnasium-wuerselen.de/images/stories/metro_logo01.jpg
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Arvato systems order management hub for  

MediaMarkt and Saturn in Europe 

3. Dezember 2012 | 27 

 as.aroma order management system 

orders, customers, inventory, product data 

 Enable international roll out scenarios with 

minimal IT support 

 Support and enable multi-channel 

scenarios including POS integration 

 >40% “pick up in store business” at Saturn 

 Hosting in arvato systems data centre 

 High scalability and availability 

 Communicate with an array of systems 

both internal and external, central and 

decentral 

 Accounts receivables  management 

 Non-arvato logistic provider connected 

 

© arvato systems GmbH – vertrauliche Information 

 

http://www.digitalinfluencer.com/wp-content/uploads/2010/04/WEBsphere-Logo.gif
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Global eContent Program P&G 

 Global product data management for 

eCommerce content 

 

 Support for P&G-specific product maintenance 

process for product enrichment and market 

localization 

 

 eRetailer-specific integration to P&G eStore 

and Taobao in China 
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Selected case study - Avid 

 Online in more than 150 countries 

 Physical and digital distribution 

 aroma order management system 

 Various target group specific stores 

 Numerous currencies, payment 

methods, fraud prevention measures, 

and tax rules 

 Superstore in multiple languages  

 Marketing is enabled to add new 

stores and change content with 

minimal or no IT support 

 Logitics management and stock 

reconciliation across continents 

 Finance management 

 International customer care in 

numerous languages 

© arvato systems GmbH – vertrauliche Information 
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Selected case study – Galeria Kaufhof 

 End-to-End ecommerce services: 

frontend – backend – fulfillment-hosting 

including: web-shop, PIM, order 

management, risk management, 

payment services, debtor management, 

customer care, warehousing, returns 

management, carrier management 

 using arvatos newest multi channel 

commerce suite 

 drop ship portal 

 cross docking 

 very wide range of products (more than 

100,000) 

 hybris PIM with strong arvato 

enhancements 

 Business consulting 

 application management 24x7 

© arvato systems GmbH – confidential Information 
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benefit cosmetics global eCommerce Platform 

 arvato Provides: 
 Fulfillment 
 Financial Services 
 Customer Service 

 
 Global Product Catalog 

 
 Gift Wrap/Messaging Option 

 
 Multiple Ship-To’s  

 
 Global Order and Customer Data 

 

 Solution Implementation 
 

 Launched in China, US, and UK 
 

 Global Operations 24/7 Support 
 

 Managed Hosting Services 
 

 Integration to:   
 Local Payment Service Providers 
 ExactTarget 
 Content Delivery Nework 
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Arvato systems value add for your commerce 

connected commerce: plan buid run enhance 

Global solutions with local teams and expertise 

Middleware AROMA 

Save time, save costs, ride the learning curve 
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arvato systems GmbH        

An der Autobahn 200 

33333 Gütersloh  

  

martin.anduschus@bertelsmann.de 

Tel.: +49 (0) 52 41 / 80-41326 

Fax: +49 (0) 52 41 / 80-641326 

Cell: +49 (0) 170 45 16 123 
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