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Leading brands in Europe fueled by eCommerce & Digital
Unique ecosystem in BeNeLux creates opportunities to drive growth

• Ahold Delhaize Europe is in a unique position to win

• Europe eCommerce business is growing by 30% this year

• Albert Heijn, Delhaize and bol.com form the leading retail ecosystem in BeNeLux

• We will leverage scale to invest in innovations & new capabilities to widen our lead



15 / 7
retail brands / countries  

~4,700
stores

€25b
sales in ‘18

4.4%
CAGR  ’15-’18

1.7b+
transactions a year
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Excellent positions in Europe with unique position to win 

Europe eCommerce & Digital

1 Pro forma numbers, 2015 excl. week 53

Great local brands, >30m customers, strong alliances for scale 

1

Leading
online positions

€2.7b
online sales in ‘18

30%
online sales CAGR ’15-’18

18m
website visits/week

50m
online orders in ‘18

2 Net consumer sales (Gross Merchandise Value)

2
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Excellent positions in Europe with unique position to win 
Great local brands, >30m customers, strong alliances for scale 

Europe eCommerce & Digital
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1 Pro forma numbers, 2015 excl. week 53 2 Net consumer sales (Gross Merchandise Value)
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Leading retail ecosystem in BeNeLux with great local brands
Serving & reaching 90% of all Dutch & Belgian households 
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20 million 10 million 1.3 million 0.8 million

6 million 3 million 0.5 million

Netherlands

Belgium

11m
inhabitants

#1 #1 #2 #1

#2 #3 #6

Market position in main segment Weekly visits (stores+online)[..] million#..

Europe eCommerce & Digital

Weekly
visits

Weekly
visits

17m
inhabitants
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2012 2018E
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Bol.com is the largest eCommerce platform in BeNeLux 
Fast sales growth and EBITDA positive in 2018

Outperforming marketbol.com sales1

€ in billion YoY growth %

Customer base

# million unique customers

+13%
CAGR

x5

16m 
products

Free delivery
for Select members;
others >€20 spend

6,500
click & collect

700m
web visits

Europe eCommerce & Digital

1 Net consumer sales (Gross Merchandise Value)

35%
30%

17%
14%

2016 2018E

bol.com Market



Bol.com is a major growth driver for the BeNeLux with 
improving profitability

8Capital Markets Day 2018

Average order 
value

Frequency
per customer

Order growth

Customer 
satisfaction

Active customers

Fulfillment costs
per order

+ 14%

+ 2%+ 2%

+ 33%

Comparing Q3 2018 with Q3 2017

2018E

• Sales ~€2b

• EBITDA positive

2019E

• Double digit RoC
and growing

Europe eCommerce & Digital

+ 16%

- 3%



2016 2018E 2021E

3rd party sellers platform is a key growth engine for bol.com

9Capital Markets Day 2018Europe eCommerce & Digital

3rd party seller sales 2016 - 2021

~50%
CAGR

~30%
CAGR

29% ~40% >45%

Preferred platform for sellers

• 20k sellers; 40% sales  

• Highest volume retail website

• # partners using fulfillment by bol.com up 80%

Share of 
sales %
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Ah.nl is leading in food eCommerce with proven expertise
With well over 50% market share and growing rapidly

Europe eCommerce & Digital

Our winning proposition

• Most complete assortment with 25k SKUs

• Share of online fresh sales >55% 

• State-of-the-art user interfaces & solutions

• Home delivery and click&collect with 90+ slots per week

• Unmatched online - store integration

Ah.nl sales growth

+23%
CAGR

Click
&Collect

Min order: €0

Subscription
Monthly Fee € 8-13

>100k
orders/week

`

Delivery
Min order: €50-70

€ in billion

0.4

0.6

2016 2018E



Store only Omnichannel
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Ah.nl is key to our ecosystem so we continue to invest
Omnichannel customers spend significantly more at Albert Heijn

Europe eCommerce & Digital

Subscription Service everyone Business to Business

• Subscription base spends 4x  

• Grow members 50% per annum
with 90% renewal rate

• Sales share of 50% in 2019

• Average B2B spend 3x B2C

• Profitable segment

• Expand assortment & services

• 86% reach; ambition ~100%

• Flexible fulfillment model

• Optimizing minimum order value
& fee

ah.nl

2x
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Our ecosystem works together for our customers… 

Europe eCommerce & Digital

>850 bol.com click & collect points at AH Drinks platform bol.com with Gall & Gall Ah.nl platform: one stop shop

Airmiles savings & redemption partners Joint subscription offering Single sign on with bol.com credentials



... and captures spend at various points of a customer’s journey
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The week of…



Video



Digital & eCommerce innovations in our customer’s journey
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The week of…



Offline Online
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Ecosystem of complementary brands that strengthen our market position
Category example – Personal Care in the Netherlands

Europe eCommerce & Digital

Personal Care – Offline vs Online Sales AD Market share Personal Care NL1

+180 bpsFlat

+50% 
CAGR

2016 2017 2018E 2016 2017 2018E

1 Ahold Delhaize internal analysis 

2016 2017 2018E

.nl



0.4

~2

2012 2018E 2021E

We will invest to drive continued growth at bol.com
Create the best network for our 3rd party partners
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Investment Priorities

• Bol.com Fulfillment Center II with state-of-
the-art mechanization

• Expand fulfillment & service solutions for
bol.com partners

• Expand Select subscription membership
benefits

Bol.com sales 2012-2021

x5

€ in billion



We will invest to drive continued growth at ah.nl
Continue to remove barriers and attract more customers
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Investment Priorities

• Remove key barriers shopping online 

• Scale up infrastructure for ambitious growth

• Develop new mechanized fulfillment solution 
and last mile proposition

Ah.nl sales 2016-2021

+23% 
CAGR

.nl

0.4

0.6

2016 2018E 2021E

€ in billion



7%
10%

>15%

2016 2018E 2021E

Stores Online

Drive our eCommerce sales to >15% of our Europe sales
Opportunity to build & roll out scalable solutions across markets in Europe
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Driving eCommerce share of sales in Europe to >15% • Leverage BeNeLux capabilities & partnerships 
to scale eCommerce & Digital in rest of Europe

• Build scalable IT, Infrastructure and Tech 
solutions to support growth across the group, 
e.g.

• Mechanized eCommerce fulfillment solutions

• AH Tap to Go payment & loyalty solutions

• Data & analytics across network

• Talent exchange

% of net consumer sales



`

Leading brands in Europe fueled by eCommerce & Digital
Unique ecosystem in BeNeLux creates opportunities to drive growth
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• Ahold Delhaize Europe is in a unique position to win

• Europe eCommerce business is growing by 30% this year

• Albert Heijn, Delhaize and bol.com form the leading retail ecosystem in BeNeLux

• We will leverage scale to invest in innovations & new capabilities to widen our lead



Cautionary notice 

This communication includes forward-looking statements. All statements other than statements of historical facts may be 
forward-looking statements. Words or expressions such as will, to grow by, driver, 2018F, 2019F, (will) continue to, 2020F, 
wining proposition, ambition, to 2020 or other similar words or expressions are typically used to identify forward-looking 
statements.

Forward-looking statements are subject to risks, uncertainties and other factors that are difficult to predict and that may 
cause actual results of Koninklijke Ahold Delhaize N.V. (the “Company”) to differ materially from future results expressed or 
implied by such forward-looking statements. Such factors include, but are not limited to the risk factors set forth in 
the Company’s public filings and other disclosures. Forward-looking statements reflect the current views of the Company’s 
management and assumptions based on information currently available to the Company’s management. Forward-looking 
statements speak only as of the date they are made and the Company does not assume any obligation to update 
such statements, except as required by law.
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APPENDIX



Europe eCommerce & Digital

APPENDIX



A peek into the customer’s journey through our ecosystem
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Food & cooking inspiration from Allerhande
The Netherland’s most loved recipe & cooking inspiration platform
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2.5m unique
visitors/month

2m prints/month

Europe eCommerce & Digital



Personalized offers, services & experience  
Digital services, Bonus program & benefits
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4m MyBonus members
0.5m unique Appie app users

650m personal offers

Europe eCommerce & Digital



Digital integration in store
Relevant & dynamic product information & online ordering
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Electronic shelve tags in
~10% of AH stores in ’19, 
digital screens in ~40%

Europe eCommerce & Digital



Shopping services when you need them
Mobile, web, app, voice services
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• Find your products 
in store

• Algorythmic support 
to help customer 
shopping list building

• Appie voice assistant 
through multiple 
partners & interfaces

Europe eCommerce & Digital



Easy check-out enabled by variety of payment options
Scan & go, handheld, mobile
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20% of transactions 
in all 1,000 AH 

stores in NL & BE

Europe eCommerce & Digital



Cashier less shopping in <30 seconds
Tap To Go technology platform – rolling out in stores
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Easy online pick up services in store
Pick-up pre-ordered online groceries and bol.com packages  
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2.0m pick ups 
at AH stores

2017 figures for Netherlands 

Europe eCommerce & Digital



Delivery into your kitchen with ah.nl, when you want it
Home delivery with 90+ slots per week, reach 86% of households
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>55% sales in fresh
Home delivery to 86% 

of NL households

Europe eCommerce & Digital



Inspire to eat better and make healthy choices
Personalized nutritional dashboard for Bonus members
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Appie Today: 1st social online TV channel by a supermarket 
Inspiring our customers & associates with on trend videos & formats
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Reach 60% target group
18-35 year

25m views; 35% >30 seconds

https://www.appietoday.nl/

Europe eCommerce & Digital
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