
C o n t i n e n t e  O n l i n e

Leveraging
knowledge



ENGAGING CUSTOMERS 
REQUIRES DEEP KNOWLEDGE

#  C O N T I N U O U S  M A R K E T  

A N D  C O N S U M E R  R E S E A R C H



2007 2008 2009 2010 2011 2017

2.8M
2.9M

3M 3.1M 3.7M

# Active Loyal Accounts
with purchases in the last 12 months

2.4M

UNIQUE LOYALTY PROGRAM

W i t h a  c u s t o m e r d a t a b a s e c o v e r i n g 8 0 % +  o f p o r t u g u e s e  

h o u s e h o l d s

REACH: 88% of sales performed
using Continente Loyalty Card / 
app

ECOSYSTEM: selected partners
brands (2k+ stores)

SIMPLICITY: euro as currency (not
points)

≈3,9M



CUSTOMER JOURNEY MAPPING



WINNERS WILL BE THOSE WHO BEST ADAPT TO CHANGING CONSUMER PREFERENCES

WHAT
they buy

Po r t u g u e s e  c o n s u m e r s i n c r e a s i g n l y f o c u s e d o n…

WHERE
they buy

HOW
they buy

HOW MUCH
they PAY

#  F R E S H E R

#  H E A L T H I E R

#  P R O X I M I T Y

#  O M N I C H A N N E L

#  C O N V E N I E N T

#  E X P E R I E N C E

#  V A L U E

#  C H O I C E S



Personalization: 
products and
promotions

Self-scanning, checkout 
and on+offline shopping 
cart

Shopping lists and
voice assistants

Shared shopping 
experiences

GPS check-in



CONVENIENCE AND EXPERIENCE



ANYTIME, ANYWHERE, ANY DEVICE



HOME DELIVERY, CLICK&COLLECT (STORE AND OTHER), DRIVE-IN



EXTRA CONVENIENCE



FRESH(EST): OUTSTANDING VALUE PROPOSITION



B2C SOLUTIONS ON TOPTRADITIONAL LOGISTICS

Ambient Chilled/frozen



BLURRED WORLD: ORCHESTRATION

Mix&match models to increase
service and efficiency

Stores, DCs and suppliers deliver to 
the customer

Other venues as collection points to 
increase reach and convenience

Partnerships: 3PLs, Food service, …



UNLOCKING VALUE

OFF only ON only

OMNI



OMNI-CHANNEL



KEEPING IN MIND…

DATA & 
INTELLIGENCE

BUSINESS AS 
UNUSUAL

SPEED ECOSYSTEMS & 
PARTNERSHIPS

ALWAYS 
THE

CUSTOMER



CONTINUE 
LEADING…

... CUSTOMER 
EXPERIENCE


