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Etude IBM : les consommateurs font évoluer la grande distribution grâce aux
nouvelles technologies

Paris - 22 janv. 2010: Selon une étude menée par IBM auprès de 32 000 personnes dans le monde, les
consommateurs ont acquis un nouveau pouvoir grâce aux technologies,  incitant les distributeurs à s'adresser à
eux de façon plus ciblée, avec des promotions et des offres personnalisées.

Les clients utilisent les nouvelles technologies pour s'informer avant d'acheter, s'échanger des informations, et
acheter au travers de différents canaux de distribution. En parallèle, l’utilisation accrue des technologies a
permis aux consommateurs de faire entendre leurs souhaits et leurs besoins. 79% des participants à l'enquête
disent vouloir participer à la conception des nouveaux produits et services qui correspondent le mieux à leurs
attentes. 

L'étude d'IBM montre également que les consommateurs souhaitent adapter l'utilisation des canaux de
distribution selon leurs besoins :

- 79% veulent utiliser les sites web pour recevoir et imprimer des coupons ;

- 75% veulent utiliser leur téléphone portable pour trouver le magasin le plus proche ;

- 66% veulent savoir quels produits sont disponibles en stock avant de se rendre dans le magasin.

Les consommateurs estiment que les distributeurs doivent améliorer leur performance en termes de
promotions personnalisées et de disponibilité des produits. 61% des personnes interrogées disent qu'elles
dépenseraient davantage dans une enseigne si ces deux domaines étaient satisfaits.

Pour permettre aux distributeurs d'optimiser leur efficacité opérationnelle, IBM ouvre un Centre de
Compétences pour la distribution qui fournira une expertise approfondie dans les domaines des business
analytics (analyse prévisionnelle et optimisation des activités métiers), de la connaissance du client et du
merchandising.

Pour connaître les enjeux du secteur de la distribution selon IBM, consultez la vidéo “Enjeux Distribution :
centrer son entreprise autour du client” : http://www.youtube.com/watch?v=Atw4PvJlQD4

Lire  l’étude «Meeting the demands of the smarter consumer» (anglais) de l’IBM Institute for Business Value.
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IBM Survey: Tech-savvy Shoppers Setting The Pace For the Future; Retailers Must Follow their Lead

New Competency Center to push industry adoption of smarter merchandising and analytics solutions

NEW YORK; - 10 Jan 2010: A new IBM (NYSE: IBM) global survey of over 32,000 consumers reveals that
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technology is giving shoppers a new source of power -- pushing retailers to engage them more directly via
increased use of personalized promotions and offerings.

The changing economy has given rise to the smarter consumer– one who uses technology to make more
informed buying decisions, exchange information with peers, make purchases on-the-go and shop across
multiple channels.  At the same time, the increased use of technology has empowered consumers to become
more vocal and demanding about their wants and needs. Not only are consumers becoming more demanding,
but they are also more willing to help.  79 percent of respondents said they want to work with retailers to co-
design new products and services that better meet their personal needs. 

The study also revealed that while shoppers are showing increased demand for multiple technology channels,
they want to use different technologies for different activities.  

- 79 percent want to use websites to access and print coupons

- 75 percent want to use mobile phones to find out where the nearest store is located

- 66 percent want to see what goods are in stock before going into the store. 

From the consumers’ eyes, the top areas of improvement for retailers were around delivering customized
promotions and ensuring product availability. The good news is that 61 percent of respondents said they would
spend more with a retailer if they got these two areas right. 

To help retailers address these operational mandates, IBM is today launching a new Center of Competency
(CoC) for Retail that will provide deep industry expertise in the areas of business analytics, customer insights
and merchandising. By bringing together top talent and technology assets from across the company and around
the world, IBM’s new center will help retailers make the best use of technology to streamline costs, reduce
inefficiencies, aid product development and speed go-to-market activities, while also helping retailers build new
capabilities to better understand, track and respond to consumer preferences. 

“We are in a shopper’s market today, because consumer access to technology and information gives them all
the power,” said Jill Puleri, IBM Global Industry Retail Executive, IBM Global Business Services. “Retailers cannot
afford to sit still as this digital revolution happens. They must engage plugged-in consumers in new and
different ways, on their terms, and with more bi-directional feedback and dialogue.” 

While IBM’s analysis shows that consumers are increasingly ready to use technologies to interact both with
retailers and with other consumers, this trend is even more pronounced in growth markets. Consumers in India,
China and Brazil, are almost twice as willing to use multiple technologies for shopping and making purchases.
This is primarily because the uptake of new technologies is often faster in emerging countries. 


