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SCENE SETTING
LOGISTICS IS A DIGITAL 
ECOSYSTEM

The supply chain is a result of linear 
thinking, as the name suggests.  For 
decades the logistics chain has been a 
relay race – suppliers pass the baton to 
manufacturers who pass it to logistics 
companies who pass it to retailers. 
The reality in a world of connected 
data is that it actually looks more like a 
network than a chain.   

A fundamental shift from a linear way of 
thinking to a networked and systems-led 
way of working is becoming the norm.  

We need a networked view of data 
through the cycle - only then can 
we achieve the lightning speed and 
flexibility that is expected of logistics.  
The roots of the business network can 
be traced back to Japan where the 
keiretsu operated with the support of 
a major bank, clustered around a large 
company with massive supplier contracts 
(Fukayama, 2007).  The supply network 
of the future is moving from a linear flow 
of goods from factory, to distribution 

centres, to stores, to products 
moving across a complex network of 
interconnected-facilities, including 
stores, distribution centres and click and 
collect points.   

As well as our biological existence, our 
communications and our professional 
and social lives depend on networks.  
Understanding them is essential 
to successfully navigating the 21st 
century.  

“A digital ecosystem is an 
interdependent group of actors 
(enterprises, people and things) 
sharing standardised digital platforms 
to achieve a mutually beneficial 
purpose…  A digital ecosystem’s 
mutually beneficial purpose can be 
commercial gain, innovation, common 
interest, etc.” 

(Gartner, 2017 CIO Agenda: Global 
Perspectives on Seizing the Digital 
Ecosystem Opportunity, February 2017)

The networked enterprise is the next 
evolutionary step, allowing organisations 
to transition from an inward-facing single 
company view to a holistic view of the 
enterprise as part of a wider ecosystem 
of interconnected partners.

It’s impossible to own everything, so 
partners and collaboration within the 
ecosystem are vital.  

Success in logistics will increasingly 
be determined by which ecosystem 
you choose to participate in and how 
ecosystems compete against each 
other.

Gartner, Supply Chain Maturity Assessment For Logistics, 2017
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Uber is the biggest 
taxi company that 
owns no cars

Airbnb is the biggest 
hotel company that 
owns no rooms

The trend away from 
ownership towards sharing 
and collaboration has been a 
breathtaking one in recent years. 

The sharing economy will also 
bring benefits to logistics as it 
allows participants to share fixed 
costs, and companies to make 

several smaller investments 
rather than a single large 
investment which could consume 
a firm’s entire budget.

At Wincanton, we have many 
collaborative ventures between 
our customers’ value chains, 
where transport and warehouse 
assets are optimised for mutual 
benefit.

The main applications for 
logistics will be in sharing 
cost-intensive physical assets, 
notably warehouses and freight-
transporting vehicles.

A network of true 
partners enables rapid 
experimentation and 
response, which is why 
we are building such an 
ecosystem.

The digital ecosystem, 
like any other, requires 
diversity to create 
abundance.

“Future supply chains will be built on 
collaboration and sharing.”  

Marcos Hart, Business Optimisation & 
Transformation Director

Wincanton
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The ecosystem 
flourishes  with a 
variety of specialisms, 
not uniformity.

SCENE SETTING
OUR ECOSYSTEM 
PERSPECTIVE

To understand and influence our 
ecosystem we have searched for 
partners who can help us solve 
problems.  We have identified and 
partnered with a number of these 
technology solutions.

We have configured solutions that use 
existing physical or digital products (or 
components) partnering with beneficial 
technology solutions.  

Traditional siloed supply chains leave 
gaps in visibility but a technology 
enabled ecosystem provides visibility 
throughout. The transition from linear 
chain to supply network requires us to 

embrace a new way of linking physical 
and digital assets.  As a logistics leader 
we cultivate long-term relationships and 
mutual learning to combine the power of 
control with the potential of co-creation.  
This is only possible by shifting from a 
single company focus to an ecosystem 
perspective.

In the digitised supply chain, the 
essential goals of traditional supply chain 
management do not go away. But they 
are increasingly augmented by new 
imperatives – like learning, agility, and 
renewal.
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A future comprising 
customer centricity with 
the right ecosystem of 
optimisation tools, will 
be able to provide better 
solutions than today’s 3PL 
suppliers.

“Companies need to re-think their 
supply chains to operate as a circular 
series of events, not a predominantly 
one-way  pipe to market..”  

How B2B Companies Can Learn From 
B2C To Build Better Returns Processes 

And Improve Customer Service, 
Gartner Report: 28 February 2017

DIGITAL INNOVATION PARTNER 
NETWORK

To make our vision of the digitised supply 
chain a reality for the customers we serve, 
we are committed to investing in the very 
best technology.

We have created a network of like-minded 
partners to help us meet our customers’ 
needs now and in the future.

From strategic partnerships, engaging with 
those offering the very latest technology 
and continued investment in the W2 Labs 
incubator programme to nurture new 
product development, we aim to offer a full 
range of agile, easy to adopt technologies 
to help our customers create a truly 
digitised supply chain.
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SCENE SETTING
FULFILLING 
EXPECTATIONS

As a customer centric business, we 
know that omnichannel is more than a 
front-end strategy unconnected from 
the rest of the business.  Customer 
satisfaction is critical for every aspect 
of customer loyalty and repeat orders.  
Fast, relevant delivery with clear 
communication to the customer are 
critical factors in matching expectation 
with experience.

While retailers are excited about making 
sales, many have struggled with their 
returns policy.  Any failure to integrate 
an efficient and hassle-free return policy 
could have a serious backlash on present 
and future sales.  Many supply chains 
have simply not been designed to cope 
with this and struggle to adapt to what 
a 2017 Gartner report calls the ‘circular 
supply chain’ whereby returned items 
are efficiently fed back into warehouse 
stock ready to be re-sold, or dispersed to 
other process for cost recovery.

To be able to support the move to the 
circular supply chain, Wincanton has 

developed an efficient eFulfilment 
proposition. This modular approach 
takes care of everything from the point 
of order through to customer delivery, 
and managing returns to create a 
seamless circular supply chain. 

What makes Wincanton’s approach 
unique is the ability for a retailer 
to source products from an online 
marketplace of approved suppliers, 
who not only carry the stock outside 
of the retailers own supply chain 
but also arrange delivery direct to 
the end-consumer.  This is due to 
Wincanton embracing an ecosystem 
of partners, which it controls to give 
incredible flexibility with the confidence 
that comes with 90 years of logistics 
experience.

To make this possible, Wincanton has 
developed six core elements for this 
integrated eFulfilment service:

1. FLEXIBLE COLLABORATIVE 
WAREHOUSING 

Your customers are increasingly 
demanding a wider range of 
products and a greater variety 
of delivery options.  The agility 
and flexibility to meet these 
needs at an acceptable cost is an 
increasingly complex logistics 
challenge.  From dedicated 
warehousing to collaborative 
space-sharing solutions, we can 
provide a bespoke multichannel 
warehousing solution to meet 
the changing expectations of 
your customers. 

2. GREAT CARRIER 
MANAGEMENT SOLUTIONS 

We work with all leading 
carrier providers to deliver the 
optimised solution for your 
business needs.  

In order to keep pace with 
the latest innovations, we are 
working closely with an intuitive 
and easy-to-use delivery 
management platform which 
enables us to offer the latest 
agile technology.  This gives 
you fantastic delivery efficiency 
plus full traceability whichever 
carrier you use and allows us to 
seamlessly accommodate spikes 
in volume by swiftly integrating 
new carrier services to give a full 
range of delivery options.
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3. TRUSTED PARCEL CARRIER 
MANAGEMENT PARTNER 

Whether your customers prefer 
home delivery, store delivery, 
drop box or click and collect, 
we have the most capable 
partners for the job.  Our close 
working relationship with 
respected delivery providers 
enables us to offer an efficient 
managed service.  This makes 
for the best possible traceability, 
proactive communication, 
returns flexibility and ultimately 
the highest level of customer 
experience. 

4. BEST-IN-CLASS TWO-MAN 
HOME DELIVERY 

A bespoke two-man personal 
service is a Wincanton speciality 
trusted by many market leading 
furniture and home retailers.  
This option can be enhanced 
with a value added service 
such as ‘room of choice’, full 
installation by home delivery 
technicians skilled in premium 
grade assembly, and/or 
packaging removal.  

We can also act as a customer 
contact centre, making 
pre-delivery checks and 
handling early stage returns 
inspection and management. 

6. EFFICIENT AND EFFECTIVE 
RETURNS 

The efficient management of 
returns is fast becoming a crucial 
component for the success or 
failure of any retail operation.  
Refunds must be swiftly 
processed and stock recycled to 
ensure maximum sales potential, 
and we work closely with 
major retailers to offer highly 
customisable returns logistics.  

We can maximise product 
disposition through our 
extensive relationships and offer 
tailor-made event management 
to deal with unforeseen product 
recalls or range changes as well 
as providing extensive root 
cause analysis.

5. SCALABLE SUPPLIER TO 
CUSTOMER (S2C) SOLUTION 

Our managed S2C service is an 
innovative solution delivering 
from suppliers direct to the end 
consumer.  

We remove your requirement 
for storage of products and the 
costs associated with that stage 
of the delivery process. 

We manage your suppliers 
and communicate with your 
customers to provide one single 
point of contact throughout the 
customer journey.  This allows 
you to expand your business 
into new and existing markets 
without the confines and 
costs associated with holding 
additional stock. 
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NEXT WEEK

Visibility of individual assets in the supply chain and the ability to 
track them from inception to finished product, affords us a level of 
traceability not known before.   Yet, this requires collaboration across 
companies, sectors and geographies.

This chapter considers the role of Blockchain in this process and looks 
at where it is already driving change.

3.
VISIBILITY 
ACROSS 
THE  
NETWORK
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