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HEMA in het kort

11 landen, 3 continenten

~100% merkbekendheid in NL

99,9% producten zijn ‘eigen HEMA merk’

775 winkels
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19,000 collega's



Een beter

allerdaags leven

in een mooiere

wereld





Verhogen klantervaring én 
omzet 
door relevantie 
in assortiment en 
communicatie



onze aanpak



We zijn gaan 
luisteren naar de 
klant
• meerHEMA loyalty program

• 8 miljoen bezoekers per week (winkel en web)

• HEMA.com en app

• Markt en consumenten onderzoek

• Customer service

• Product ratings & reviews
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Relevante data zijn we 

veilig gaan vastleggen



data beschikbaar
voor mens en
proces

2017

● IT eigenaar data

● Business zeer beperkt toegang tot data

● Focus op reporting

● Data narrow & shallow

Vandaag  

● Business en IT gezamenlijk eigenaar

● Data is toegankelijk

● Focus op verbeteren prestaties HEMA

● Data is holistisch / 360 views



Digital

Head of Data

Kantoor Winkels

Engineering BI Science

Data community

Analytics

ambacht 
bij 
ambacht



data mining = gold 
mining 



samenwerken 
met collega’s
we helpen onze collega's 
om geïnformeerde 
beslissingen te nemen



HEMA customer data 
framework



Data & Analytics Decisioning Engagement

Omnichannel 
Data storage 

& analytical tooling 
Analytics & data science  Value for customer, value of customerDigital 

HEMA customer data framework



Data & Analytics Decisioning Engagement

Omnichannel 
Data storage 

& analytical tooling 
Analytics & data science  Value for customer, value of customer

HEMA.nl
Personalized website on clicks and buys

Email
Personalized content based on 

interactions & transactions

Online advertising
Personalized ads

Stores 
Relevant products on key locations

Digital 

Use cases als uitgangspunt
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Verzamel data obv de use cases

HEMA app

HEMA web

>20 other

Loyalty

Stock

Stores

Transactions

Google

AWS

HEMA.nl
Personalized website on clicks and buys

Email
Personalized content based on 

interactions & transactions

Online advertising
Personalized ads

Stores 
Relevant products on key locations



Data & Analytics Decisioning Engagement

Omnichannel 
Data storage 

& analytical tooling 
Analytics & data science  Value for customer, value of customerDigital 

Creatie van 5 data producten tbv beslissingen

HEMA app

HEMA web

>20 other

Loyalty

Stock

Stores

Transactions

Google

AWS

Single customer view

Product recommender

Product sales forecast

Promotion dashboard

Media Mix Modelling

HEMA.nl
Personalized website on clicks and buys

Email
Personalized content based on 

interactions & transactions

Online advertising
Personalized ads

Stores 
Relevant products on key locations



Maak inzichten, segmenten en triggers 
beschikbaar

Data & Analytics Decisioning Engagement

Omnichannel 
Data storage 

& analytical tooling 
Analytics & data science  Value for customer, value of customerDigital 

HEMA app

HEMA web

>20 other

Loyalty

Stock

Stores

Transactions

Google

AWS

DCL

Single customer view

Product recommender

Product sales forecast

Promotion dashboard

Media Mix Modelling

B.I.

HEMA.nl
Personalized website on clicks and buys

Email
Personalized content based on 

interactions & transactions

Online advertising
Personalized ads

Stores 
Relevant products on key locations



Stel marketeers in staat zelf de beslissingen te maken

Data & Analytics Decisioning Engagement

Omnichannel 
Data storage 

& analytical tooling 
Analytics & data science  Value for customer, value of customer

HEMA.nl
Personalized website on clicks and buys

Email
Personalized content based on 

interactions & transactions

Online advertising
Personalized ads

Stores 
Relevant products on key locations

Digital 

HEMA app

HEMA web

>20 other

Loyalty

Stock

Stores

Transactions

Google

AWS

DCL

Single customer view

Product recommender

Product sales forecast

Promotion dashboard

Media Mix Modelling

B.I.

Customer
Triggers, segments, RFM, purchases

Product
Omnichannel offer decision engine

Channel
Media mix modelling

Promo
Promo dashboard

Store operations
Top 5 product categories



Automatiseer via headless CDP

Data & Analytics Decisioning Engagement

Omnichannel 
Data storage 

& analytical tooling 
Analytics & data science  Value for customer, value of customerDigital 

HEMA app

HEMA web

>20 other

Loyalty

Stock

Stores

Transactions

Google

AWS
DCL

Product recommender

Product sales forecast

Promotion dashboard

Media Mix Modelling

B.I.

Product
Omnichannel offer decision engine

Channel
Media mix modelling

Promo
Promo dashboard

Store operations
Top 5 product categories



hoe ervaren onze 
klanten deze case 
in hun dagelijks 
leven?



HEMA weet wie ik ben
Data Candy Land

Klant deelt data, HEMA verrijkt deze 
data en verbeterd de klantervaring



HEMA weet wat ik wil
Personalisatie van communicatie via website, email en online advertenties



Probleem/uitdaging

Ik vind wat ik zoek én 
wordt positief verrast

goed assortiment

Trending product 
recommender stores



altijd op de hoogte van 
het leukste HEMA nieuws

media mix modelling



Trek klanten naar de winkel 
door focus op de 25% beste 
promoties

HEMA heeft goede promoties



NPS 2019

baseline

NPS 2020

+13

NPS 2021

+11




