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Ahold Delhaize: who we are

Ahold Delhaize is one of the world’s largest food retail groups

Our family of great local brands serve 60 million shoppers every week in the United States, Europe
and Indonesia. Each brand shares a passion for delivering great food, value and innovations, and
for creating inclusive workplaces that provide rewarding professional opportunities.

Our family of great
local brands
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Ahold Delhaize: who we are

Meet the Ahold Delhaize family: 19 great local brands

Ahold Delhaize is a family of great local brands serving millions of customers each
week in the United States, Europe and Indonesia.
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Delhaize is Belgium's leading supermarket chain

1867 962 120 830

Established in Averages sales area per store Pick-up points Stores
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The challenges
- Providing a seamless WiFi user experience in our stores

- Uniquely identify customers for personal promotions (and avoiding
MAC randomization)

- Own your customer data
- Fully embedded in our app

- Leverage on what you have
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Cisco BelLux Innovation Challenge 2019

Co-creation in action

«-: GisSCO Innovation Challenge
L

3-day hackathon

BUSINESS CHALLENGE

Help customers enjoy a more
efficient shopping experience, by
bridging online & offline together
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What is Customer Engagement?

Qur vision

1. Customer enters the store as usual & gets in range of
access points

2. Device seamlessly connects with Wi-Fi (via
OpenRoaming)

3. A personalized push notifications is received within
+Tmin

4. Possible messages could include promotions, e-deals,
etc

B My Delhaize * 5m

Almost Lars

Spend €99 this month & benefit from -
10% on fresh food next month with Nutri-
Score A&B




Digitization journey ﬁ
From loyalty card to loyalty app
DELHAIZE
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The OpenRoaming vision: Intelligent Multi-Access

Seamless roaming across enterprise and service provider based on context and policy

Access providers

Identity providers

Public >
Ent. Guest

WiFi6  5G
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< Service-based

Converged Access for People and Things
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Driving

Corporate
office

Customer Visit to the secure
call in the car warehouse

Coffee shop

Football
match

To use all wireless stacks better, we need...

Seamless Handover

Seamless Interworking

Policy-based path selection for

Roaming between Wi-Fi (private)

and cellular (public) Loosely coupled Access Networks



How? OpenRoaming ldentity Federation
Opening the Wi-Fi Ecosystem to new experiences & business models

Leverage Identity Federation to scale and
Access providers facilitate relationships Identity providers

Enterprise

Healthcare Join >

Retail

MNO

< Join SO

Web/Cloud

Hospitality Device

Education , Enterprise
Technical:

Discovery, Legal:

Smart City

Roles and terms

Policy, Security of service

Venue / Loyalty
& Privacy
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Cisco Events App
Your OpenRoaming experience

Sustair
Zone
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World of Solutions Map

Cisco Showcase

World of Solutions
Sessions

Sustainability Zone

DevNet Meeting
Zone Zone

Evhihitrmres—

354

Things To Do
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Interactive ‘
Quiz Challenge

lgcaau Media Hub

Sustainability
Zone

Meeting
Zone

Cisco Showcase [}

Walk-in Capture
Labs the Flag

Technical Assistance
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OpenRoaming

Inclusive
Future

Leadership
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IT Core Retail — Stores & Technology

@ Sgﬂgize Store connectivity maturity map as guiding light for way forward

Store-connectivity Maturity Map and Roadmap

ion integration

Increasing

Increasing connectivity maturity and business .

valve customer QOO Customer @QOO Customer @@O Customer @@O© Customer @O@®
Associate @OO Associate @QOO Associate @@O Associate @@O Associate @O@



IT Core Retail — Stores & Technology

@ Sglﬂgize Store connectivity maturity map as guiding light for way forward

Level 1: Enabling associate operational efficiency

Enabling associate operational
efficiency

ion integration

Basic Wi-Fi
for Operational Efficiency

No integrations

Increasing

Increasing connectivity maturity and business .

e Customer QOO
Associate @OO

* Associates’ handheld & mobile devices leverage Wi-Fi hotspots to support operations
e Customers need to rely on (often limited) indoor coverage of 4G for internet access



: IT Core Retail — Stores & Technology
23 Ahold o . R
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Level 2: Enabling basic customer analytics via own networking infra

Enabling basic behavioral
customer data

Basic Data Analytics
Enabling associate operational

c

'% efficiency Basic Customer Hotspot
g

< Basic Wi-Fi Basic Wi-Fi

3 for Operational Efficiency for Operational Efficiency

Captive Portal & Landing Page
without integrations

Increasing

Increasing connectivity maturity and business .

value Customer @OO
Associate @OO

Provide Wi-Fi connectivity to customers through own network infrastructure instead of enhancing 3" party 4G coverage
Key driver is ownership of data: Wi-Fi keeps the data in-house, allowing basic data analytics (eg; # connected devices)
Customers need to manually connect to Wi-Fi via a captive portal & landing page each time they visit a store
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Level 3: Enabling seamless connectivity

A Enabling seamless connectivity
for customer experience
Enabling basic behavioral
customer data

Basic Data Analytics Seamless Connectivity

Enabling associate operational

< For Customers & Associates
'% efficiency Basic Customer Hotspot

@ (OpenRoaming)

< Basic Wi-Fi Basic Wi-Fi

E for Operational Efficiency for Operational Efficiency

w SDK integration between Cisco
g Spaces and Loyalty app

Increasing connectivity maturity and business .
value Customer @@O
Associate @@O

Based on a certificate installed through the loyalty app, customers enable OpenRoaming to seamlessly connect to Wi-Fi
The underlying SDK integration between Cisco Spaces and the Loyalty app solves the challenge of MAC address
randomization, paving the way to customer identification



Connecting Delhaize customers

Leverage Identity Federation to scale and

Access providers facilitate relationships Identity providers

Retail

Join > @J Ahold

x0 Delhaize

N\ J

Scan me om de My Delhaize-app

te downloaden
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QV\? Delhaize Store connectivity maturity map as guiding light for way forward

Level 3: Enabling seamless connectivity

A Enabling seamless connectivity
for customer experience
Enabling basic behavioral
customer data

Basic Data Analytics Seamless Connectivity

Enabling associate operational

< For Customers & Associates
'% efficiency Basic Customer Hotspot

@ (OpenRoaming)

< Basic Wi-Fi Basic Wi-Fi

E for Operational Efficiency for Operational Efficiency

w SDK integration between Cisco
g Spaces and Loyalty app

Increasing connectivity maturity and business .
value Customer @@O
Associate @@O

Based on a certificate installed through the loyalty app, customers enable OpenRoaming to seamlessly connect to Wi-Fi
The underlying SDK integration between Cisco Spaces and the Loyalty app solves the challenge of MAC address
randomization, paving the way to customer identification



Customer Onboarding & Opt-In/Opt-Out

1118 [ EROR N "} 11
== My card -
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Hello!

Learn more >

100/

= /0
available

on fresh A&B

T

Ebedding OpenRoaming

Help us save paper

= switch to digital receipts >
GDPR: Opt-In & Opt-Out e
‘ :\\;rkkhe‘t‘e;u start your digital savings card. While 5
Save for SMEG
General g oomen
Data Tue 7 Nov, Home Dilbeek
P . L
Protectlon Select your Slot
Regulation
Best promos
5 : = o
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IT Core Retail — Stores & Technology

@ églﬂgize Store connectivity maturity map as guiding light for way forward

Level 4: Enabling real-time personalization via customer identification

Enabling real-time hyper
personalized promotions

Customer Detection & Engagement

loT

—

Seamless Connectivity
For Customers & Associates

(OpenRoaming)

APl integration between Cisco
Spaces, Azure DL and Salesforce

2 . o y
@Increasing application integration

»

Incredsing connectivity maturity and business value L
Customer OO0 Customer @OO Customer @@Q Customer @@O©
Associate ~ @OO Associate @OO Associate @O Associate ~@@QO

e Further (out-of-the-box) integrations between Cisco Spaces and the Salesforce backend opens new possibilities
* Customer detection & engagement: send personalized promotions in real-time when the customer enters
* Capture loT data through the available Wi-Fi infrastructure (Wi-Fi or BLE) without parallel networks



Customer Engagement under the hood
The Architecture

Goal: Sending real-time push notifications

* Influence customer purchasing behavior (increase

cIsco : . :
shopping basket) by providing relevant and personalized
SPACES A
i i e s o promotions

Cramar: 10T taam & Ckeo Chamiar: ADP team

* Adding areal-time aspect to the hyper-personalization

(M) Mulesoft initiative ongoing at Marketing side
[t] = = * Presence detection is done by leveraging available
bybris oo oss Lo ion components: integrating the Wi-Fi infrastructure (Cisco
S o — Spaces) to the DLL backend platforms (Salesforce) using

out-of-the-box connectors

» High Wi-Fi adoption is a key prerequisite, enabled
by “OpenRoaming”
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Level 5 (future): Enabling granular positioning in real-time & gamification

Enabling real-time positioning
& gamification

Wayfinding for Customers
Enabling real-time hyper

personalized promotions In-door positioning for Associates
Customer Detection & Engagement Customer Detection & Engagement
A Enabling seamless connectivity
for customer experience loT loT
Enabling basic behavioral
customer data
Basic Data Analytics Seamless Connectivity Seamless Connectivity Seamless Connectivity
< Enabling associate operational For Customers & Associates For Customers & Associates For Customers & Associates
'% efficiency Basic Customer Hotspot
ga (OpenRoaming) (OpenRoaming) (OpenRoaming)
8
< Basic Wi-Fi Basic Wi-Fi
for Operational Efficiency for Operational Efficiency
hvs Ultra WideBand “UWB” for
&
a localization & wayfinding?
Increasing connectivity maturity and business value —_—

Customer @O®
Associate @@®

Increasing granularity of customer detection/positioning through new technologies (UWB) has further applications:
* In-door positioning for associated, which can be assisted for re-stocking (e.g. job students)
*  Wayfinding for customers if they search an item

* Real-time marketing: e.g. wine promotion when you are in front of the wine
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Store connectivity maturity map as guiding light for way forward

Where are you on our store-connectivity maturity map?

integration

Increasing

Incréasi

Enabling associate operational
efficiency

Basic Wi-Fi

for Operational Efficiency

No integrations

ing connectivity maturity and business value

Customer QOO
Associate ~@OQO

Enabling basic behavioral

customer data

Basic Data Analytics

Basic Customer Hotspot

Basic Wi-Fi
for Operational Efficiency

Captive Portal & Landing Page
without integrations

|-
»
Customer @OO
Associate @OO

Enabling seamless connectivity
for customer experience

Seamless Connectivity
For Customers & Associates

(OpenRoaming)

SDK integration between Cisco
Spaces and Loyalty app

Customer
Associate

Enabling real-time hyper
personalized promotions

Customer Detection & Engagement

loT

Seamless Connectivity
For Customers & Associates

(OpenRoaming)

APl integration between Cisco
Spaces, Azure DL and Salesforce

000

Customer
Associate

Enabling real-time positioning &
gamification

Wayfinding for Customers
In-door positioning for Associates
Customer Detection & Engagement

loT

Seamless Connectivity
For Customers & Associates

(OpenRoaming)

Ultra WideBand “UWB” for
localization & wayfinding?

Customer @O®
Associate @
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The bigger picture on in-store networking for a grocery retailer like us

Access Points become communication HUBs, and support integrations with business applications

1.
Customer
detection & )
- engagement .
. Digital customer &a8 Customer analytics a
experience Seemiltass fifErme: (# customers, dwelling a Insights &
connectivity for time, ...) efficiency
customers 3.
(via OpenRoaming)
Wi-Fi
Self-scan
application } : r/
-l X
~
Cisco Access Point
(Communication h;
Wi-Fi
Electronic
shelf
labeling

4,

Mobile in-store
communications

® Digital 5.

associate
engagement

Many use cases exist to improve the experience of the
customer, the associate or to improve insights & efficiency

In terms of underlying technologies, these use cases all use a
different mix of connectivity and add-on software

Today’s access point points already natively support many of
these technologies, the current focus lies on a subset of use
cases touching

— Internet connectivity for customers & associates
(in use today)

— ESL (in use today)

— Customer analytics (available today)

— Customer detection & engagement (pilot ongoing)

— Self-scan application (not available today)

The new generation of Cisco access points in the stores expand
support to all listed technologies, effectively unlocking new use
cases. The access point changes from being a “Wi-Fi access
Point” to becoming a “wireless communication hub”

Lifecycling access points is driven by feature functionality and
business opportunities



Conclusions

1. Engage early with the business & focus on the customer

2. Use what you have

Leverage your existing (WIFI) infrastructure to get more for the business

3. Integration is key :

From traditional WIFI AP to a true Wireless communication HUB to enable the business

4. The future is data & analytics

With OpenRoaming, you own your data.

5. Start small (MVP)
Eg: Use the Cisco OpenRoaming app
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