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At Sonae, we say that all are given the privilege  
and the responsibility of innovating.
Innovation resides in each and every employee and happens
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WE INNOVATE BECAUSE 
WE BELIEVE THERE  
IS ALWAYS ROOM  
FOR IMPROVEMENT.
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WE CREATE CHALLENGES. 
WE EXPERIMENT. 
SOMETIMES,  
WE MAKE MISTAKES.  
WE ALWAYS LEARN  
AND ONCE AGAIN  
COME uP WITH 
MORE CHALLENGES.  
THIS IS THE CYCLE  
OF INNOVATION.

At Sonae, we say that all are given the privilege and 

the responsibility of innovating. Innovation resides in 

each and every employee and happens every day: 

both during great disruptions and during the 

important improvements that we are constantly 

introducing in our processes. And it is with great 

satisfaction that we see the massive participation  

of employees from all areas of the company. 

Participating in challenges, sharing ideas and above 

all else witnessing the implementation and outcomes 

of these ideas.

 

Challenges are one of Sonae’s innovation core assets. 

We strive to achieve ambitious goals and it is such 

journey that leads us to continuously reinvent 

ourselves. We innovate because we believe there is 

always room for improvement: nothing is impossible.

 

We don’t walk alone. We don’t underestimate the value 

of sharing knowledge and developing ideas together. 

As such, we have strengthened our partnerships with 

suppliers, with the academia and with other retailers. 

We opened our doors, providing insights on our way  

of working and found invaluable collaboration 

opportunities. We create challenges. We experiment. 

Sometimes, we make mistakes. We always learn and 

once again come up with more challenges. This is the 

cycle of innovation. A story that is being experienced 

from day one and being told, in a book, for 5 years now.

 

This book registers some of the stories lived during 

2013. Come meet them.

Luís Filipe Reis | President of FINOV*

* FINOV - Innovation Forum of Sonae Companies
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 IPCTN
To assess the Research and Development  
activity of the Portuguese companies  
and institutions, the Portuguese  
Government issues the *yearly  
Enquiry on the National Scientific  
and Technological Potential.  
In 2012 Sonae invested 70,8 Million Euros.  
A total of 3212 workers were involved  
in R&D actions, equivalent to 500 FTE.

COTEC
The COTEC Innovation Scoring places  
Sonae in a maturity level that is  
considered by COTEC to be excellent.
This self-diagnosis enquiry has been  
carried out annually since 2008  
with the objective of doing a quantitative  
assessment of the evolution of innovation  
at Sonae. This enquiry is filled out  
by the top management and the members  
of the Innovation Committee.

Investment M€

FTEs

COTEC Innovation Scoring

70,8

* In 2006 the Portuguese Government did not issue the Enquiry  
on the National Scientific and Technological Potencial.

719 
2013

2005 2007

52 100 116 227 

21,7 M€ 29,7 M€ 35,2 M€ 52,7 M€

2008 2009
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SIFIDE
SIFIDE, Portugal’s System of Tax Incentives  
for Research and Development in Business,  
awards Sonae tax credits - an important  
way of acknowledging our R&D activity.  
Sonae has submitted applications every  
year since 2003 and so far has received  
tax credits in excess of 11 Million Euros.

11M€

356 414 500 

719

54 M€ 63,3 M€ 70,8 M€

2010 2011 2012 2013 TOTAL
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Vision over the



The book you hold in your hands represents the five-

year landmark from the first edition of the Innovation 

Book from Sonae retail companies.

5 years later, we reinforce our strong commitment in 

innovation. We continue to create value for our 

customers. Innovative actions are varied and striking, 

having a positive impact in our innovation culture. 

Our employees continue to be a fundamental source 

of creativity at Sonae.

Throughout these last years we tested several ways 

to boost innovation culture at Sonae. By continu-

ously transforming our organization we are able to 

efficiently solve our daily challenges.

We are proud of the significant internal capital of 

creativity. We will continuosly foster the involvment 

of our employees in innovative activities.

 

  We have conducted dozens of Creative Problem 

Solving Sessions, with hundreds of employees 

actively contributing with ideas for real problems;

  In 2013 we created ShineOn, an idea collection 

model in which employees answer to specific 

challenges and then present them to the Board of 

Directors in a special format, the “ignite” way;

  In 2012 we promoted BizShare and Experiences 

events, forums for the sharing of knowledge and 

experiences between employees in different 

businesses of the company;

  We launched Academy2Business in 2013, to work 

closer with Portuguese universities;

    Under the war name of Agile Marathon, we organized 

an hackathon, that gathered 130 students from 

Faculdade de Engenharia, Universidade do Porto 

(Faculty of Engineering, University of Porto), for 29 

hours non stop, with the objective of creating app 

prototypes for the ecosystem of Continente Online.

 

The success of these initiatives and the even greater 

challenges ahead increase our responsibility.

We will continue to work with great effort and rigor to 

justify the access to the funding sources available for 

innovation projects.

Our customers will always remain the main motivation 

and purpose of all of our activity. We are committed 

to decisively contributing towards improving life.

João Günther Amaral | Head of Innovation
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We believe a descentralized model of innovation  
management with central facilitation is the best way  
to achieve results. This way everyone is involved  
and feels the responsibility to
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SONAE IS A COMPANY 
OPEN TO THE WORLD, 
LOOKING FOR NEW 
WAYS TO SATISFY AND 
SURPRISE CONSUMERS.
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WE ENCOuRAGE  
THE PARTICIPATION  
OF ALL EMPLOYEES.

Through our mission we aim to create value by 

supporting the generation and testing of new ideas 

and solutions, supported by the relationship with 

employees and partners.

Innovation Management is structured across five per-

formance areas: 1) to create collaborative networks, 

2) to generate ideas and knowledge, 3) to experiment 

and develop, 4) to fund and report and 5) to recog-

nize and communicate.

Innovation Committee

The Innovation Committee, coordinated by the 

Innovation Management team, gathers innovation 

representatives from all retail areas of Sonae. It is 

responsible for the promotion of the innovation 

activity across the company.
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Creating and developing collaborative networks with 

several partners from a wide array of areas, is a critical 

success factor for innovation.

At universities, we found partners open to collabora-

tion that go beyond conventional wisdom; students 

and researchers have enormous intellectual and cre-

ative potential to help us solving our challenges.

We are also quite aware of international retailers with 

whom we collaborate and exchange experiences.  

We evolve through this relentless search for knowl-

edge, continuously challenging industry’s interna-

tional best retail practices.

TO PROMOTE  
THE INVOLVEMENT  
OF ALL EMPLOYEES  
IN CREATING A CuLTuRE 
OF INNOVATION. 
TO FIND THE RIGHT 
PARTNERS TO SPEED uP 
INNOVATION.  
 
TO SEARCH FOR 
ACADEMIC KNOWLEDGE.
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Innovation is a critical driver to competitive advantage.

We seek, therefore, the involvement of our employ ees 

to create, develop, improve and introduce new concepts, 

products and services, thus harnessing their creative 

potential. We do this through creative and knowledge 

sharing workshops among employees across all func-

tional areas, levels of career, and seniority. And now we 

have broadened the spectrum by involving external 

elements to Sonae, with their collaboration in the 

aforementioned initiatives.

In the future, we will seek to increase our collaboration 

with other sectors, so we can learn and create value 

from this exchange of experiences.

TO FIND IDEAS THAT 
STAND OuT.  
TO BOOST CREATIVITY. 
TO PROMOTE LEARNING 
AND CREATION OF VALuE.
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We firmly promote the implementation of new 

concepts and solutions. We do it as a consequence of 

the need to monitor the reality of the retail industry 

and to surpass the challenges we impose upon 

ourselves to transform Sonae’s vision into reality.

We are implementing a laboratory for testing new 

technologies, combining the knowledge of academic 

institutions and companies in the technology industry 

with our ability to implement and experiment.

Thus, we began a process to take on an active role in 

the development and application of new technologies.

TO FOSTER  
THE CONSCIENCE  
OF INNOVATION.  
TO STIMuLATE  
THE SEARCH FOR  
NEW SOLuTIONS  
AND TECHNOLOGIES.
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The annual investment in Research, Development, 

and Innovation exceeds 70 Million Euros, with more 

than 500 employees involved in these activities 

spread across various functional areas.

Centrally, we gather information on these activities 

and we report it to all stakeholders, internal and 

external. We also bridge the process of applications for 

funding and incentive programs.

TO EFFICIENTLY DISTRIBuTE 
RESOuRCES. TO ALLOW 
GLOBAL ACCESS TO 
PROJECTS DEVELOPED.
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TO ENCOuRAGE 
INNOVATION.  
TO AWARD 
GROuNDBREAKING IDEAS.  
TO AWAKE THE NEED  
TO INNOVATE.



The impact of our innovation activity in the business 

has reached thresholds of excellence. Therefore, it is 

important to recognize the merits and effort of our 

employees for their involvement and leadership.  

We do it through Sonae Companies Innovation 

Awards and the Chairman’s Award. These awards are 

also an excellent way to foster our values   and culture 

of innovation.

Annually, we receive multiple awards from third-

party entities, both national and international, as a 

clear recognition of Sonae as a driving force of 

innovation in Portugal and across the retail industry 

all over the world.
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Sonae believes in the effort, initiative
and commitment of all employees,
internally rewarding innovation and the power of
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The Chairman’s Award is a very special 
and charismatic prize, since it is  
a recognition to be personally chosen 
and given by the Chairman of Sonae 
Companies, Belmiro de Azevedo. 
 
After collecting applications from 
employees coming from all Sonae 
companies, the winner is chosen  
for the initiative, innovating degree  
and positive impact generated  
by the innovation introduced.  
The award is given during the FINOV* 
event, the greatest innovation event 
transversal to the group’s companies.

* FINOV - Innovation Forum of Sonae Companies. 
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Chairman’s Award Winner 2013 
NEW FuNCTIONALITIES OF THE PICKING 
CART AT CONTINENTE ONLINE 

During the operation to collect orders from clients 

made via Continente Online, we use a patented 

picking cart developed internally. Through the daily 

use of the cart, a small team of employees of 

Continente Online identi fied the opportunity to 

introduce new functionali ties into the existing cart.

After assessing needs we adapted the picking  

cart and introduced new functionalities, including 

supports for fruit bags, enhanced visibility of the 

touch screen and increased loading capacity. The 

results are very positive. The remodeling has been 

extended to 150 carts. Changes have resulted in a 

30% increase in cart capacity, with a 10% direct 

increase in the operator’s productivity, due to a 

improved ergonomics and decreased effort during 

the collection of items.
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Sonae Companies Innovation Awards 
are given annually to the most 
innovative project in each company  
of the group. 
 
Every year, dozens of projects apply  
for this award. Since 2012,  
these distinctions are awarded during  
the annual conventions of senior officers 
from retail companies, kindling the spirit 
of belonging, the recognition of teams 
and the culture of innovation.
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Sonae SR Innovation Award Winner 
BERG INNOVATION: OuT TO CONquER  
THE WORLD

Our Berg team has created highly innovative 

products with the objective of representing the 

brand abroad. The team and its internal and 

external innovation forums have enabled the 

production of five original products.

The product development process brought five 

innovations to light: technical shirt, waterproof jacket, 

sleeping bag, Peugaiter sock and backpack for trail-

running. All these articles are totally distinct of those 

found on the market and reinforce the brand’s avant-

garde image.

The promotion of the brand internationally with  

the creation of unique products has produced very 

interesting results and for the past year and a  

half Berg was honored with five awards – four 

internationally.

Sonae MC Innovation Award Winner 
FuTuRE HYPERMARKET:  
A STORE FOR THE 21ST CENTuRY

We have ambitiously decided to invest in a deep 

remodeling of the area and marketing of 

Continente’s store in Cascais. But, more than a 

remodeling of this particular store, we have driven 

this brand towards the future, rethinking the entire 

concept from scratch.

The new concept is marked by an organization of the 

space inspired by traditional markets and warehouses, 

with neutral colors and urban graphics. We’ve invested 

in communicating the products and prices, making 

the purchasing experience more dynamic. We’ve 

introduced new concepts, such as the lounge area 

and sushi restaurant, and we have reformulated 

others, such as the wine section.

Results show the strength of this investment: a 14% 

increase in net sales by m2 and 8.4% more customers. 
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Sonae MC Innovation Award 
Honourable Mention
REMODELING OF THE LINEAR OF THE HOME 
PRODuCT RANGE

We have innovated the product exposure of the 

Home Product Range in Continente stores, using 

moldings as windows and thus making the space 

more appealing.

This project was born from a simple, creative and 

inexpensive idea: marketing the product in the 

stores’ moldings, a concept that allows frequent 

renewal and an even more interesting shopping 

experience. The Home Product Range is now exposed 

in a more emotional, humanized and organized manner, 

allowing the customer to choose in a more simple 

way. We present the range in a cozy environment, 

bringing the Continente stores closer to the concept 

of a specialized retail store.

As a result, the Home commercial direction’s contri-

bution increased 2.5 Million Euros in only four months.

Sonae MC Innovation Award 
Honourable Mention
NEW E-COMMERCE PLATFORM

We launched a new platform for Continente Online 

ensuring a complete redesign of systems  

architecture. The new site features a more func-

tional and attractive layout that leads to a faster 

and easier navigation. We increased the exposure 

and highlights given to the products; we also in-

creased cross-selling and strengthened customer 

benefits. Additionally we implemented a new sys-

tem of mobile picking, simplifying the daily tasks of 

our pickers at stores.

The development of this platform included a new 

CRM and back office module and allows experimenta-

tion through the creation of new online stores in 

lesser time. The new Continente Online became a 

reality due to the efforts and collaboration of 400+ 

employees within the company and more than 6,500 

hours of training.

Results are quite positive: 75% decrease in the 

purchasing time on the site and 25,000 new users in 

45 days of operation, with an increase in sales.
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Sonae MC Innovation Award 
Honourable Mention
PARTNERSHIP CONTINENTE AND GALP: 
EVEN MORE ADVANTAGES FOR CuSTOMERS

Obtaining and using discounts of the Continente-

Galp partnership is now easier and more convenient.

Since this partnership was launched in 2003, the 

discounts were based in two discount vouchers 

transported by customers between Continente 

stores and Galp gas stations. With this reformulation, 

we now issue one only discount voucher and the final 

value is given in Continente’s loyalty card.

Results exceeded all expectations: in the first eight 

months, 20 Million Euros of discounts were purchased 

by more than one million customers. These values 

demonstrate the success of this initiative and how 

much we improve the lives of Portuguese families.
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Sonae SR Innovation Award 
Honourable Mention
ZIPPY POP uP SHOP: A NEW LOW-COST 
STORE CONCEPT

We developed a new concept of Zippy store, 

temporary and flexible, which allows the store to 

adapt to the venue and time of year, occupying 

spaces in shopping centers where the brand was 

not physically present.

This new store concept is harmonious with the most 

recent trends in retail and wants to adapt the offer, 

store dimension, marketing and team. Thus, it was 

possible to create a new sales area with a controlled 

investment and to test the business in new locations 

and with new audiences for three months. The 

customer is lured in by the strong visual component 

of this type of store but also by its temporary 

character. 

Total sale results exceeded all expectations, proving 

that customers approve this new format. 
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Sonae SR Innovation Award 
Honourable Mention 
COMMuNICATION PROJECT - WORTEN TDI

We have simplified the communication process  

between the central structures and Worten stores 

in Portugal and Spain. The creation of a specific 

communication platform, TDI - “Tabelas dinâmicas 

de Informação”, organized information and drasti-

cally reduced the number of emails and administra-

tive tasks of the stores’ employees.

This solution features a new communication man-

agement function. It acts as a filter of the exchanged 

messages, reducing the quantity of emails ex-

changed daily from over 200 to 40. By simplifying 

messages, it was possible to reduce the time spent in 

managing email messages by 85%. The new model 

increased visibility to information that is critical for 

the business. The employees now have more time 

for a better customer service.

Sonae SR Innovation Award 
Honourable Mention
WORTEN TRAINING FAIR WITH SuPPLIERS: 
PORTuGAL AND SPAIN

At Worten Training Fair, 500 employees were able 

to deepen their knowledge on consumer electronics, 

as to provide better customer service.

The fair included a partnership with suppliers and 

experts. Approximately 3,400 hours of training were 

taught during the two days of the initiative, in an 

environment promoting the sharing of practices and 

knowledge, always focused on better ways to meet 

and exceed our customers’ expectations. 

Given its success, this event was already held twice  

in Spain.
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Sonae is a company open to the 

looking for new ways to satisfy and surprise consumers.
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Driven by a relentless desire to improve 
we invest highly in the innovation of our 
own brands across all retail formats, 
either by introducing new products  
or by improving them substantially. 
 
Inspired by our trips around the world 
and having our customers in our minds, 
we redesigned spaces, changed how 
products are presented and created  
new store concepts.
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MO: IMAGE CHANGE AND SPACE 
REMODELLING AT LOW COST 

The challenge was launched: remodelling more 

than one hundred Mo stores in a short amount of 

time and with a low budget. The result leaves no 

one indifferent.

The chain of Mo stores needed to be updated and,  

to that extent, we decided to homogenize the differ-

ent spaces. Applying an innovative refurbishment 

method we reformulated over 100 stores in a record 

two months and at low cost. We have improved the 

store’s basic elements and the space for circulation 

and exhibition, creating a single layout for all stores. 

We have also invested in communication inspired by 

the customer, more attractive and trendy, valuing 

products and the shopping experience.

The feedback we’ve collected from our customers 

is very positive and proven by the 15%-increase  

in sales.
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BOM BOCADO: NEW CAFETERIA CONCEPT

The new Bom Bocado spaces were conceived to be 

cozy as urban cafeterias. These spaces are more 

modern and comfortable. Our customers stay 

longer with us, always attesting the quality of the 

coffee  of pastries and of the bread we produce.

The new Bom Bocado spaces now have a more 

comfortable and intimate environment. They are 

equipped with an outdoor terrace, favouring the 

natural environments. We used natural and traditional 

materials such as wood, marble and glass and a 

palette of bright and sunny colours. The service 

counter was designed to be close to the eyes of the 

customer. The areas for customers are diverse, with 

high tables, wooden chairs and low tables with 

armchairs. Most of the materials used for the finishes 

and the furniture used are produced in Portugal.

This project became a reality with the opening of the 

Bom Bocado spaces at Portimão II, Lagos and Sines.

YäMMI: YOuR BEST FRIEND IN THE KITCHEN

At Continente, we always have the Portuguese 

families in mind. With the introduction of Yämmi, 

became the second distribution brand in the world 

to launch a multifunction cooking machine. It is an 

“all-in-one” ally, turning the customer into a true 

chef and providing healthier and funnier meals for 

the entire family.

The “all-in-one” multifunction cooking machine is the 

most versatile friend of all families and the greatest 

ally in a healthy lifestyle, since it cooks with precise 

temperatures, avoiding the saturation of fats and 

preserving the nutrients of ingredients. Economic 

and practical, this machine replaces almost a dozen 

small appliances and kitchen utensils, saving time, 

space and energy.

Yämmi is a precious help with meals that we never 

thought possible to cook so quickly and so well. Now, 

cooking is a pleasure!
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SPORT ZONE STORE AT VASCO DA GAMA: 
THE THRILL OF SPORTS 

The Sport Zone store at Vasco da Gama is the most 

recent Sport Zone store with cutting-edge technol-

ogy in a space guided towards capturing all the ex-

citement of sport and encouraging interactivity 

with the customer.

Customers are surprised by the many innovations 

introduced at this store, as an interactive screen with 

audience analysis, incorporating worldwide reference 

brands and our private labels and a more appealing 

spatial organization using multimedia content.

A key benefit of this project is that it allows employ-

ees more time for technical advice and product sales 

support.

NEW CONCEPT OF COMPuTER 
AT WORTEN MEGASTORES

Following up on the great growth in the tablet 

market and thinking about the preferences of our 

customers, we’ve created a new concept for the 

computer unit at Worten stores.

 

Our stores now have a more innovative and appealing 

Computer area that has more attractive furnishings, 

greater product variety and greater convenience in 

purchasing. We managed to improve customer service, 

given that the stores’ teams now have the entire 

ecosystem assembled to meet the customer’s needs 

when purchasing hardware. 

With this project we have unequivocally increased 

the sales of tablets.
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MYLABEL: LAuNCH  
OF NEW PRODuCT RANGES 

We have created three new MyLabel product ranges: 

Naturals, Hydra and Sensitive Skin. All new products 

were developed in partnership of the respective 

supplier, as to ensure a great quality offer.

We have conceived these ranges according to 

rigorous criteria to better please our most demanding 

customers. We presented new hair and body scented 

product, with natural ingredients. To take care of the 

skin in depth, we made the Hydra range available, 

characterized by the presence of moisturizing 

agents. Finally, and thinking about specific needs, we 

have launched products for sensitive skin that 

contain treatment-like characteristics, anti-cellulite 

creams, relieving leg heaviness and atopic skins, 

among others.

MyLabel is the first retailer’s private label to launch 

products for this segment.

CONTROLLED BRANDS  
OF THE ELECTRONICS DIVISION

We have clarified the strategic role of the brands 

controlled by the commercial direction of electronics 

and we have reorganized the portfolio of private 

labels and exclusive brands. As a result, we now 

have a more advantageous value proposal, which  

 is easily understood by customers.

We have defined new positions, segmentation, vision 

and mission for each brand, developed new graphics 

and launched brands in various areas, including 

Matizcore (printer cartridges), GOODIS (portability 

accessories) and the sub-brand Becken (personal 

care). With the goal of globalizing those brands, the 

new packaging of the brands Mitsai, Becken and 

Kunft now speaks 13 languages  .

With this project, we have increased the Private 

Labels Busines Unit turnover in 2012 by 33% and 

achieved a level of total penetration of 12%, a value 

of international reference.
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NEW PRODuCTS: BETTER quALITY, 
PRACTICALITY AND MORE FLAVOuR

Continente always tries to present tasty novelties in 

high-quality products. Our customers now have 

new options to bring to the table, which will surprise 

everyone’s taste buds.

Over this last year, we have highlighted in the 

charcuterie the alheira appetizers and sliced porco 

preto products, handmade at Barrancos. Cheese 

lovers can look forward to an innovative proposal with 

five varieties: Saloio Curd, Original Palhais, Rustic 

Palhais, Special Selection Original Alavão and Três 

Igrejas. For customers who prefer lighter meals, we 

relied on the help of Chef Castro e Silva and created 

five innovative and distinctive salads, different from 

the supply found in the market. 

NEW RANGES OF CONTINENTE PRODuCTS

Portuguese families have been relying on 

Continente to experience innovative products. In 

2013, there were plenty of new products that the 

customers were able to try, of which we highlight 

popcorns, chips, yoghurts with 100% of Portuguese 

fruit and private label supplements. 

For customers with a sweet tooth, we launched a 

range of popcorns in all colours and for all tastes!  

We also offer variety in chips, selling four tasty 

options: slices, shoestring potatoes, with sunflower 

oil and with olive oil.

Thinking about more practical and quick meals, we 

have developed a range of pre-fried savoury dishes, 

ready after some minutes in the oven.

Innovation has also reached yoghurts, with new 

flavours of Portuguese fruit: apples from Alcobaça, 

Rocha pear and Azores’ pineapple.

We also offer a new range of supplements for children 

and adults.
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CONTEMPORAL SELECTION:  
THE BEST WINES IN CONTINENTE 

We have created a range of wines with the signa-

ture of winemakers and a special collection with 

distinctive and differentiating characteristics. Thus, 

we continued to push our major goal of bringing the 

best products to Portuguese tables.

We challenged one renowned chef and three 

winemakers to develop wines with gastronomic 

characteristics for the Contemporal brand, which  

are distinguishable for being the best in this range.  

A chef selected the gastronomic lots, together with 

the winemakers, to ensure a harmonious relation 

between the meal and the wine. Four lots were 

created, with wines from three Portuguese regions: 

Vinhos Verdes, Setúbal Peninsula and the Alentejo.

We have also innovated the wine’s label by creating 

the caricature of each winemaker. 

Pastel de Nata: INVESTING  
IN THE HISTORY OF TASTE, INNOVATING  
IN THE PRODuCT

We have recreated one of the best recipes for pastel 

de nata. After that, we took part in the “Best Pastel 

de Nata” competition, held by Confraria do Pastel 

de Natal in Lisbon, 2013, reaching a prestigious 

second place!

The first step was choosing and developing the 

recipe. Sixty samples later, we had found the ideal 

recipe. Our pastel de nata is made in a very artisanal 

and handmade manner, being cooked in non-

industrial furnaces.

With the introduction of the new recipes, sales  

of such product have increased more than 300%.
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SEASONED FISH

We want our customers to have a well balanced 

diet, including fresh fish coming from our stores. 

Since we know that cooking fish is not a task for 

every cook, we’ve simplified it, ensuring that meals 

taste even better.

Especially considering younger generations, for 

whom eating fish during their meals can be a 

challenge, our customers now have the option to 

season the product at the time of purchase.

Three spices, adapted to the consumer’s taste, are 

available. The customer may choose his favourite 

cut, from fish fillets, steaks, dices or loins seasoned 

with onion, herb or oriental sauce.

This service is currently available in five Continente 

stores.

TAKE-AWAY: PRODuCT DEVELOPMENT  
IN PARTNERSHIP WITH SuPPLIERS 

We have studied the development process of chilled, 

ready-to-eat meals in partnership with suppliers to 

ensure that such meals arrive more efficiently to 

customers. This study led to the optimization of the 

development process of new products and resulted 

in a 14% reduction in time-to-market.

Apart from reducing time-to-market, this new 

process allowed these products to have greater 

sensory quality, improved packaging and information 

available to the customer. One of the products that 

resulted from this process was the Fácil e Bom 

Francesinha, already tested and approved by our 

customers!
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Innovation in services is one of the most 
differentiating factors in retail. 
 
Services associated with products confer 
them more added value, becoming  
a major purchase decision-making 
factor for the customer. 
 
We have also conceived services  
that are offered without an added cost 
with the objective of boosting customer 
loyalty to our growing value offer.
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TRACER: TRAILBLAZER EquIPMENT 

We have introduced in Well’s Ótica Stores new 

equipment that accelerates the exchange of 

prescription lenses.

With Tracer, debuted in Well’s Ótica Stores, a quick 

read of the design and the curvature of the eyeglass 

frame is performed. The features are then sent to 

the supplier, enabling the sending of the lenses 

already cut to size. We thus managed to decrease the 

lenses’ delivery time in half.

So far over 1,000 orders of our customers were 

delivered this way.
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“PARENTS HELPING PARENTS”: ZIPPY 
BRINGING FAMILIES CLOSER

At Zippy, we are always aware of our customers 

and we know that parents and parents-to-be are in 

a moment of their lives in which they crave 

information on how to better raise their children. 

Thus, we’ve created “Parents helping parents,”  

a free online space where they can share ideas, 

opinions and advice.

At the new “Parents helping parents” Facebook app, 

they can help each other deal with uncertainties and 

difficulties. Here, it is possible to share doubts and 

information freely and to narrate experiences in an 

open and common space. The parents who participate 

more or who provide better advice during the month 

are given discount vouchers. The winners are 

considered “Parents of the Month.”

“I’M FREE – I’M OFF THE PACIFIER”: ZIPPY 
RECORDING SPECIAL MOMENTS 

After some years of great friendship with the 

pacifier, there is always the very special moment in 

every child’s life when they step away from it. With 

the project, “I’m free – I’m off of the pacifier,” Zippy 

is helping parents reward their children for this 

momentous occasion.

The idea came after we received several opinions on 

the “Parents helping parents” forum on pacifiers. 

Zippy then decided to offer “I’m free” t-shirts to 

customers that want to highlight this great stage  

of their child’s life.

The t-shirt includes a code, which can be inserted 

into the brand’s Facebook page and which allows 

parents to offer an official diploma. In the Facebook 

application, this diploma can be personalized with the 

information about the date and “story” of this 

moment. At the end, the diploma is sent automatically 

by email. In Zippy’s wall, there is an honour roll  

of those little heroes.
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TRANSPORTATION DASHBOARD

We developed an online dashboard for Continente 

Online that fully monitors the entire delivery 

process. Following up on service levels we foresee 

potential delays, enabling our employees to act 

quickly whenever deviations are detected.

The solution developed allows the transportation 

team to preventively identify stores, routes or parcels 

with problems. The integration with web services and 

online updating ensures a faster response that help 

to minimize the impact on customers.

With this project, we control transportation while 

reducing the contacts between the contact centre 

and the transportation operational team. 

CONTACT LENS: CONTACT LENSES ONLINE

Contact lenses are a fragile product and of utmost 

relevance for our customers. For convenience in the 

purchase of this item, we build a virtual store on 

Continente Online, where customers can purchase 

their lenses and related products.

We have expanded our product portfolio at 

Continente Online with the launch of a new Well’s 

website for the sale of contact lenses and related 

products. To facilitate the shopping experience,  

the site offers a guide so that customers are able  

to find exactly what they need. Advice for use is  

also available. 
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INK CARTRIDGE FILLING MACHINE  
AT WORTEN RESOLVE 

We have created a printing ink service, allowing our 

customers to refill their ink cartridges at a low cost.

We have made available, at our Worten stores,  

low cost ink cartridge filling machines, developed  

together with Safitel. Cartridges are refilled instanta-

neously, which allows customers to immediately take 

home the refilled cartridge, with the commodity  

of a service that separates us from the rest.

We have reduced equipment costs by 90%, being 

only available in Worten Resolve stores, with expert 

technicians. In Portugal, we have already refilled 

34,000 cartridges and in Spain we have already 

surpassed 7,200.

OFFERS CLOSER TO OuR CuSTOMERS

We want to accompany our customers in all their 

needs. In that sense, we have developed a new 

multi-channel strategy for Continente, which takes 

advantage of each available communication tool, 

such as email, snail mail, phone and cashiers.

 

One example of such a strategy has materialized in 

the SMS Reminder. This is an example of communi-

cation that reminds customers that they have a dis-

count voucher to use through a text message sent to 

the customer’s mobile. The message itself can be 

used as a substitute for the discount voucher.

With these actions, we ensure greater ease and con-

venience to our customers so they can make pur-

chases while knowing which opportunities are better 

opportunities and with access to the best deals.
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ORDERING OF PARTS AND ACCESSORIES - 
WORTEN RESOLVE/SOLuCIONA

In Worten’s new website, customers are able to find 

pieces and accessories for products of all brands, 

directly and with the best prices. We have 

developed, in partnership with Safitel, a platform 

that integrates customers and suppliers, for the 

creation and delivery of orders for parts and 

accessories in physical stores and online.

This new service was implemented across Worten 

stores in Portugal and Spain and allowed customers 

to find solutions for their equipment, regardless of 

the purchase location. The ordering of pieces and 

accessories allows customers to increase the 

longevity of their equipment. As a result, we satisfy 

the needs of our customers while reducing logistics 

and structural costs.
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SMART TV 

We developed a more attractive and interactive 

store concept, allowing customers to become more 

familiar with the Smart TV offer at Worten stores. 

The result is an innovative in-store experience that 

offers our customers a window to the future.

We created a collection of Smart TV experiences  

in our stores where customers can test the 

functionalities provided by a growing set of brands. 

Exhibition murals developed and tested at the stores 

in San Sebastián de los Reyes and San Fernando, 

both in Spain. Also, we highlighted televisions of 

great dimensions so that the customer can compare 

products more easily and effectively.

Not only did we create more emotion in the store for 

our customers, we managed to increase our market 

share by 4%.

PARTNERSHIP CONTINENTE AND SOLINCA: 
ADVANTAGES AND WELL-BEING FOR OuR 
CuSTOMERS

Our customers can also rely on Continente to stay 

healthy and in good physical shape. To this end, 

Continente has partnered with Solinca and together 

they offer more advantages by betting on a proposal 

of significant value for customers.

When signing up for a membership on Solinca gyms, 

our customers get a 50% discount on their 

membership fee, which will be redeemable in 

Continente’s loyalty card.
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GIFT FINDERS: FINDING THE PERFECT GIFT 
FOR YOuR LOVED ONES

Choosing gifts for the people we love the most is not 

always an easy task. Considering such a fact, we’ve 

created gift finders at Continente Online.

We developed this integrated application at the 

Continente online store to give customers an 

innovative option to shower their loved ones with 

gifts. By filling some data on the profile of the person 

the customer would like to give the present to, we 

offer several suggestions that are the ideal solution 

for those who do not know what to buy but still want 

to surprise their loved one.

In 2013, we provided this service on Valentine’s Day, 

Father’s Day and Mother’s Day.

REMITTANCE SERVICES

We have brought frontiers closer: together with 

Moneygram, Continente’s customers may now send 

money to other countries.

The immigrant community in Portugal has grown 

over the past few years. We offer our customers a 

remittance service from our Continente stores, 

places of great convenience and extended open 

hours. During the first year, we conducted over 

16,000 transactions, worth six Million Euros, which 

shows the success of this partnership.

We are the first national retailer to provide such 

service.
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WALKING & RuNNING SPORT ZONE 
CATALOG IN MOBILE APP

Keeping up with the current communication trends, 

we have developed a catalogue for Sport Zone’s 

Walking & Running range, for iOS and Android 

devices.

The app, developed together with Pawels, features 

an interactive, dynamic and innovative catalogue, 

when comparing to traditional printed catalogues.  

We were thus able to present the technical Walking  

& Running range, giving our customers the possibility 

of accessing updated catalogues anytime and 

anywhere, since it is portable and easily searchable, 

offering more support contents for the purchase, 

such as videos, 3D images and technical information. 

CHEF ONLINE: NEW WEBSITE  
AND WINDOWS 8 APP

Three years after its launch and many recipes later, 

we’ve decided to innovate and to improve the Chef 

Online website. We’ve also created a smartphone 

app so that our customers have more meal options, 

anytime, anywhere.

The new Chef Online website is more intuitive, has an 

area dedicated to children (“mini-chefs”) and offers 

articles by Continente Magazine with the possibility of 

creating a cookbook with the preferences and even 

the option to plan weekly meals for the entire family.

During the first half of 2013, the Chef Online page at 

Facebook surpassed the threshold of 500,000 fans.
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WELL’S DENTAL TREATMENTS

It is already possible to have dental treatments in 

Well’s stores, conveniently ensuring a high-quality 

service.

Together with Malo Clinic, we created service offices 

to provide this medical service. So, you can enjoy 

high quality dental services with all the convenience 

of time and place and together with a permanent 

25% discount on Continente’s loyalty card. In case of 

need for surgery, customers are directed to the Malo 

Clinic benefiting from special conditions.

PLAYNIFY: MORE SPORTS CLOSE TO OuR 
SPORT ZONE CuSTOMERS

We entered into a partnership with Playnify, a tech-

nological start-up determined to connect people 

across the world through sports. We became allies 

in this concept so that our customers may practice 

even more sports, individually or collectively.

Playnify is an online platform where people plan 

sporting events while interacting with other athletes 

and sharing their sporting life. This platform supports 

over 20 different sports (e.g. football matches, tennis 

or running), allows the creation and management of 

amateur teams, simplifies the organization process 

for the games and also allows the online booking  

of pitches.

With this partnership, Sport Zone promotes the 

practice of sports and a healthier lifestyle.
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Innovating in Marketing is all about 
improving how we involve the customer 
in their rational, emotional, 
social and recreational dimensions. 
 
We develop new promotional  
activity and ways to relate  
with the communities in which  
the stores are set.
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BIGGEST SuNSET PARTY EVER ORGANIZED 
BY CONTINENTE

We organized the largest Sunset Party of Portugal 

and one of the largest in Europe. This show, which 

took place in July, at Praia do Relógio, Figueira 

da Foz, was attended by 30,000 people.

Motivated to once again amaze our customers, in an 

atmosphere of sun and plenty of beach, we set up a 

structure of 10,000 m2 with bars and restaurants and 

an attractive decor. At Continente Sunset, the MyLabel 

brand was present with a product display area and 

makeovers. Customers were photographed and the 

photos were later uploaded to the Beleza Online site.

We also brought together the greatest current DJs for 

more than eight hours of dance music for whom 

participated in this great party.
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CONTACT PROGRAM: GuERRILLA 
MARKETING ACTION

Within the Contact Program, a guerrilla marketing 

action was streamlined in some Portuguese univer-

sities. The initiative had a very positive impact of 

reputation among the students and a viral video.

We came up with the slogan “We push you higher, you 

take the leap,” which highlighted in a brochure 

explaining the Contact Program, which was delivered 

by a promoter when students approached the place 

where the action was being developed. To generate 

the surprise effect in students, we placed a trampoline 

on the floor and the legs of a mannequin were placed 

on the ceiling, which gave the impression that a 

student had gone through the ceiling, further 

underlining the “leap” that students might take 

towards the universe of Sonae companies.

With this action, we attracted the curiosity of 

hundreds of young students from Faculdade de 

Engenharia (Faculty of Engineering) and Faculdade 

de Economia (Faculty of Economics) of Universidade 

do Porto (University of Porto), Universidade Nova de 

Lisboa (New University of Lisbon) and ISCTE, and 

strengthened the position of Sonae as one of the 

companies that is engaged in the quest for talent in 

the university world.

PERISHABLES SCHOOL WORKSHOP 

Aiming to surprise readers of the Continente Maga-

zine, we offered workshops at Perishables School.  

It was a unique opportunity for our customers to put 

forth questions and issues to an expert team formed 

by our Perishables School.

Readers of the Continente Magazine had the oppor-

tunity to participate in a workshop at our Perishables 

School. We held two workshops with 26 customers. 

During one morning, we offered a culinary experience 

filled with tricks, tips, trivia and recipes that will make 

their daily lives easier. The themes were cheeses and 

sausages, pastry, butcher and fishmonger.

The feedback collected was extremely positive  

and anticipates the repetition of this action.
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POPOTA: PLENTY OF SMILES  
FOR THE YOuNG

Popota became even more alive and a part of the 

life of children. The world is enchanted by the pink 

mascot, who no longer belongs only to the Christmas 

time, thus giving children yet more reasons to smile.

Our Popota, the favourite mascot of the Portuguese, 

has grown and is now present in events as a celebrity, 

is present in social networks and is making headlines 

in the media. The mascot that only lived during 

Christmas time took to the streets to delight kids and 

adults alike.

We have developed new food products, stuffed 

animals, games and clothing items with Popota’s 

image so that children can take her home and having 

her present in all moments of their days.

BOOK.IT - WRITTEN PORTRAIT 

We have developed a unique experience at book.it’s 

stand at Lisbon’s Book Fair. Our customers had the 

opportunity to take a little bit of book.it home: a 

poetic and original keepsake, created to their image.

The atmosphere between the writer and our 

customer is intimate. The canvas is a sheet of paper, 

the brush is a typewriter and the painter is the writer 

André Pereira. After a few minutes observing the 

person and his/her character and behaviour,  

the writer writes a few sentences about the person, 

which invariably sees itself in its meaning.

A creative, simple and unique idea allows the 

customer to take a unique keepsake home, held at 

that moment.
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AuGMENTED REALITY AT WORTEN

At Worten, we’ve implemented the concept of 

augmented reality to better communicate with 

customers, demonstrating a fairly new technology 

at the market, not familiar to most customers.

The challenge was communicating contents from 

Visão and Marketeer magazines. Through Worten’s in-

teractive ads, using augmented reality, it is possible to 

access information on products and promotions, vide-

os and special effects of the image on paper through-

out several weeks during which the ads were running.

With this communication, we’ve gathered the potential 

of new technologies of augmented reality, applied  

to the concept of mobility and written media.

WELL’S SEGMENTATION: BETTER 
COMMuNICATION WITH OuR CuSTOMERS

We have segmented Well’s customers as to better 

communicate the promotions we offer them. 

Therefore, we ensure that each customer gets the 

most convenient offers. Now, customers receive the 

offers corresponding to their preferences. 

Customer satisfaction increased, which translated to 

a 20% rebate rate for coupons.

Not only did we increase customer loyalty, we also 

managed to add 45,000 new customers during the 

four months of the campaign.
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CONTINENTE MAGAZINE: NEW RuBRICS 
THINKING ABOuT OuR CuSTOMERS

We are aware of the interests of our customers and 

we want our Continente Magazine to correspond to 

their tastes and expectations. For such a reason, 

we’ve created two new rubrics, keeping up with 

current trends.

With the new rubric “Weekly Meal Planner,” the cus-

tomer receives a shopping list with weekly meals and 

recipes at a reduced cost. It is possible, with little over 

15 ingredients, to create five 15-minute meals. 

Across the pages of this rubric, we offer a small shop-

ping list for the ingredients of the five weekly meals.

Under “Orchards,” we keep up with the current trend 

of growing food in cities. As far as savings and 

returning to the land goes, the magazine wants to 

raise ecological awareness and provide monthly 

information that accompanies the seasonality of 

species grown.

 

Our customers can also rely on Continente for their 

domestic economy and to make decisions on what to 

bring to the table.

ANIMAL CHARITY BANK

We have developed a charity initiative in partnership 

with Animalife and 90 associations of animal 

welfare, with the aim of collecting items for pets.

It entailed the collection of goods for abandoned 

animals, especially food. Following a similar concept 

from the Food Bank, this initiative is unique in 

Portugal. The first edition took place in 2012 and was 

carried out in all Continente stores. In 2013, it was 

extended to Continente Online.

The results are surprising: in two years, we were able 

to collect more than 400 tons of animal food, which 

corresponds to more than two million meals.



RETAIL BOOK OF INNOVATION 2013

MISSÃO SORRISO (SMILE MISSION):  
SMILING ALSO HELPS

We wanted to involve more people in the cause of 

Missão Sorriso and thus ensure donations without 

customers having to offer money. How? We simply 

asked our customers to smile! 

We have innnovated the way to donate for a noble 

cause in Portugal by creating the app “Gallery of 

Smiles” at this initiative’s Facebook page. For each 

picture with a smile added to the gallery, Continente 

gave 25 cents of Euro to Missão Sorriso.

The results are surprising: Missão Sorriso had a 

donation of 50,000 Euros from Continente, while 

increasing the number of fans on Facebook.

GOSH BRAND MANAGEMENT

Well’s manages and markets the Gosh cosmetic 

brand. This is the first time in retail in Portugal that 

a supplier brand is completely managed by a 

retailer as if it was a private label.

We developed an annual communications plan that 

includes advertising, promotion, release, public rela-

tions, activation and online presence. A Gosh section 

was launched at Continente Online and also a Face-

book page was set up, which already has nearly 30,000 

fans. Over 100 makeup classes at Well’s stores were 

taught and 15 product collections were launched.

In 2012 sales reached amazing values and huge 

reputation, having received dozens of requests for 

marketing this brand in stores outside the group.
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CONTINENTE GETAWAYS

We want to offer new experiences to our customers 

and to ensure leisure options with a good price-

quality ratio. We have innovated by adapting the 

concept of the vacations we already offered to our 

customers by increasing the range of offers but 

keeping it in line with the current economic reality.

In 2013, we offered trips to the Azores and the Schist 

Villages, both with a 20% discount using Continente’s 

loyalty card. This was the result of the development 

of various partnerships with different entities to 

ensure quality experiences to our customers and 

sales exceeded our expectations.

MYSTERY OF THE EASTER EGGS

Chef Online’s Facebook page became sweeter and 

offered several awards during an Easter campaign. 

The page was “invaded” by the “Mystery of the 

Easter Eggs,” an app that took advantage of the 

gamification principles.

With this app, users had access to several prizes, 

according to invites received from friends at that 

social network. After the discovery of one of the 

winning eggs, the participant would have to present a 

creative and original sentence, which included the 

words “Easter” and the respective prize and the best 

sentence would win the prize.

This action was widely participated in by fans of Chef 

Online’s page and it was a great opportunity to  

bring our customers closer and to provide them a 

sweeter Easter.
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CONTINENTE’S BRAND PRODuCTS 
AT FACEBOOK

Our customers’ opinion is essential to develop our 

brand. This initiative asked the fans of our Facebook 

page to select their favourite Continente brand 

products.

At the Chef Online Facebook page fans are invited to 

review four Continente brand products. The three 

participants who invited the most friends to vote and 

review all these products earned €50 in Continente’s 

loyalty card. This action has a continuous and very 

dynamic character, since every month four new 

products are selected to be highlighted and reviewed 

by our respective customers. In just one month, we 

got over 600 entries, 161 comments and 29 useful 

suggestions for the development of our products.

MERCADO DE SABORES 2013 (FLAVOuRS’ 
MARKET 2013): THE MuSIC AND THE TASTE

Mercado de Sabores 2013 (Flavours’ Market 2013) 

took place at Alfândega do Porto and transformed 

the kitchen into a stage and the stage into a kitchen. 

This two-day event, focused on the pleasure of taste, 

offered plenty of entertainment options together 

with a showcase of products from Continente’s 

Producers Club.

This edition of the Flavours’ Market innovated the 

concept and was transformed into the largest national 

mixing table, combining 100% Portuguese flavours and 

sounds to inspire the daily lives of visitors even more. 

We put together music and food, chefs and national 

musicians, interacting together on a stage-kitchen.

This year we opened a seafood restaurant for the first 

time at the event and operationalized a butcher out-

side of our stores. The smiles of those who attended 

the event are the best results of this project.
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MEGA PICNIC: ONCE AGAIN, WE MANAGED 
TO AMAZE

The fifth edition of Mega Picnic gathered more than 

650 thousand people at Terreiro do Paço, which 

was transformed into a huge farm. This year we 

highlighted the innovative way Continente, MyLabel 

and Contemporal brands presented their products 

at the event.

The brand itself was present in an innovative way 

with a pop up Continente store, a stand selling 

sandwiches, drinks and snacks, itinerant sales of 

drinks, berliners and popcorn. MyLabel created a 

lounge area with two areas for activities: one with 

product display and another with promoters (make-

up artists, hairdressers and manicurists), who carried 

out makeovers on site.

Throughout the event, and to ensure the safety 

of all visitors, promoters were present to provide 

solar care products.

MARATONA DO CÃO (DOG MARATHON)

We know that our customers have strong bonds 

with their pets. Therefore, this time dogs took the 

leading role and families lived a day filled with 

leisure and learning activities.

The first dog marathon in Portugal was organized by 

Continente and was attended by 35,000 visitors. 

During one day, we developed activities such as dog 

running and walking, search and rescue, disc throw 

and agility demonstrations with dogs from the 

Special Forces of Portuguese Police (PSP). It was a 

day filled with entertainment, workshops, and 

pastimes, exhibition of Portuguese breeds and even 

demonstrations of therapy with dogs for people with 

special needs. Animal welfare associations were 

present as well, including Associação de Criadores e 

Raças Nacionais, Animalife, Sociedade Protetora  

dos Animais and Clube Português de Canicultura. 

Due to its originality and interest for the general 

public, the event was broadcasted live on TVI’s show 

“Não há bela sem João.”
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Innovation in processes is fundamental 
to ensure continuous improvements in 
productivity and business profitability. 
For this reason we innovate not only  
in what we do but also in how we do it. 
 
These improvements affect the whole 
company in a positive way, ranging  
from our stores to the central teams  
and warehouses.
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touchless: GREATER EFFICIENCY IN THE 
INVOICING PROCESS
 

Of the more than 2.8 million invoices received 

annually, 80% are already in electronic format. 

With the introduction of the Touchless process, 

most of these invoices are now recorded, verified, 

approved and made available for payment 

automatically.

The existence of deviations and delays in the recep-

tion, processing and approval of invoices called for a 

high number of employees to perform these tasks. 

With the implementation of this new process, now 

more than two million invoices are completed auto-

matically, without human interaction. We managed 

to reduce the time of direct and indirect work spent in 

the processing and approval of invoices and reduce 

paper invoices, which involve physical storage space. 

We further improved the quality of financial reporting 

on purchases and suppliers.

The total cost savings is estimated to surpasses  

12 Million Euros per year.
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INTERNATIONAL TRADE PORTAL:  
SEARCH SOLuTION

The International Trade Portal allows one to record 

the contacts of potential suppliers around the world, 

as well as the respective proposals of products for 

sale in our stores. We have developed a technological 

solution to increase the efficiency in information 

search.

We have developed a new search functionality 

through this portal that is more powerful and covers 

new attributes of information and new filters. This 

solution has increased productivity of teams and has 

reduced costs regarding the procurement process. 

Today, we can find all the information related to 

suppliers and products that are on the portal and it is 

possible to detect contents contained within the 

attached documents.

The implemented solution received the Best Search 

Solution of the prestigious European SharePoint 

Community Awards.

SYNTHETIC WICKER FRuIT BASKETS

The production of synthetic wick came from our 

need to find alternatives to the current natural 

wicker baskets used at Continente stores since, 

despite being quite resistant, they are not compliant 

with hygienic norms.

After analysing the advantages of synthetic wick, 

we’ve decided to collect information from various sup-

pliers. Then came the idea to develop these types of 

baskets with Portuguese craftsmen, combining need 

with social responsibility and with the leverage of  

national production. This was followed by the develop-

ment of synthetic yarn, finished with natural wick  

aspect and the construction of baskets with this mate-

rial, complying with the standards of food hygiene.

Over 200 thousand meters of yarn have already 

been produced. domestically, with 16 people already 

recruited at the Job Centre. 
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DOCuMENT MANAGEMENT

Our documental archive is quite vast and dates back 

to the 1980s. We have challenged ourselves to make 

more than two million pages available in a platform 

that ensured the maintenance and continuous 

feeding of documents to the Corporate Centre.

The solution that has been developed allows informa-

tion to be centralized and organized more efficiently, 

concentrating the essential pillars of an effective doc-

ument management: findability, searchability, share-

ability and productivity. The information that was pre-

viously inaccessible is now easily identifiable and 

consulted with significant improvements in efficiency 

and productivity.

This project was distinguished with the Kofax Trans-

form Award 2013, which distinguishes the best imple-

mentations of document management systems 

worldwide.

CONTINENTE REVIEW: PRODuCT FEEDBACK

As part of our continuous effort to find better 

products of the Continente brand, we tried to collect 

opinions from customers. With Continente Review, 

we managed to collect precious information from 

our own employees.

An internal challenge was made to our employees of 

information systems, as to develop a new process for 

surveying opinions on Products. The process should 

be efficient, easy to use and should allow users to 

share their opinions in a use context.

Thus, the Continente Review was created, a smart-

phone app. After identifying the products by scan-

ning its bar code, users are able to write a text with 

their opinion on the product and a quantitative  

assessment for predefined axes according to the 

type of product.

After the “proof-of-concept” phase, the app was 

improved, under a practical course at Faculdade de 

Engenharia, Universidade do Porto (Faculty of 

Engineering, University of Porto). 

The final app is to be released in february 2014 to all 

Sonae employees.
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PARTNER BOOKLET: A GuIDE  
FOR THE PuRCHASING PROCESS

Aiming to provide the best value proposition for  

our customers of Mo and Zippy, we conducted a 

thorough procurement process worldwide.

The lack of a single specifications document de-

creased the efficiency of the buying process from 

suppliers. We have created a unique and transversal 

tool to all teams, adapted to the target audience and 

translated into the language of all major partners, 

such as English and Mandarin.

A brochure containing all necessary information to 

coordinate the purchase process, resulted from a 

global clarification of the process for the Fashion 

Division and its partners. With this project, we’ve 

achieved greater speed and fluidity in the process, 

ease in the introduction of new partners, reduction  

of logistics costs and a better response to an 

increasingly global market.

SEARCH ENGINE OPTIMIZATION

The Search Engine Optimization project fomented 

the learning and application of these principles to 

Continente Online. As a result, we increased the 

number of visits, ensuring that customers can easily 

find the store via search engines.

The majority of online experiences begins with a 

search engine: in the case of Continente Online, 70% 

of traffic originates at Google. With this project, we 

aimed to maximize the traffic from this engine, as 

well as other search engines, and to increase the con-

version of visitors into customers. We also imple-

mented several optimization measures in microsites 

(with positive results in visitors, average position  

in search engine results and daily impressions) and 

developed redirect actions for the change of platform 

(in which links would no longer exist).



P | 87INNOVATIONS

SPORT ZONE: PRIORITIZATION OF ORDERS

Sport Zone’s sales at the end of the week (Friday, 

Saturday and Sunday) represent more than 60% of 

total sales, which becomes a much greater challenge 

for an efficient stock reposition. We’ve implemented 

a tool to support this process, as to understand the 

real demand and supply flows. 

This application, simple and intuitive, is based on an 

automatic algorithm that allows the management 

and optimization of provision as to optimise stock 

reduction and breakage. In parallel, an effort was 

made for the qualification of urgent orders for the 

store, to which the warehouse distinguishes orders 

between “urgent” and “non-urgent” according to the 

colour of the shipping box being used.

Thus, we managed to halve (24 hours) the reposition 

lead time of urgent items. We have increased stock 

availability for sales, reduced logistics costs by in-

creasing efficiency and the store employees are now 

much more available to provide customer service.

TAKE-AWAY RECIPES COMPETITION

We challenged future chefs to create recipes of 

traditional Portuguese cuisine for our take-away 

section. Two of the winning recipes are already 

being sold at our Continente stores.

We always try to find new ways to attract talent to 

create value. Thus, we promoted a competition 

directed at students of Lisbon’s Hospitality and 

Tourism School, who were challenged to create 

traditional Portuguese meals that would later be sold. 

The challenged also included the need to make meals 

while using ingredients of the Continente brand. 

The future chefs stepped up to the plate and created 

meals of excellent quality and taste, such as the puff 

pastry of black pork sausage and spinach, cod à la the 

Alentejo or breaded cod bits with mashed sweet 

potatoes and onion sauce. The jury awarded six 

recipes of which two are being sold in our stores. 
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TICKETS FOR THE NATIONAL FOOTBALL 
TEAM: EMOTION TO THE VERY LAST MOMENT

We know that our customers support the national 

football team and we always guarantee the best 

seats to the best matches. The new service allows 

customers to purchase tickets at the last minute, 

quickly and withdrawing them in a convenient 

location.

We have created a service tailored to the needs of our 

customers. They can now book them through 

Continente Online, afterwards receiving a message 

on the phone stating the location where they can 

pick up the tickets, typically at the shopping centres 

closest to the stadiums where the game will be held. 

Payment can be made   at the time of withdrawal.

In addition to the benefits generated with the 

reduction of delivery and operation costs, we have 

reduced the delivery time of the tickets from 48 

hours to 4 hours.

ECOCALOR

Traditionally, the heat generated by the compres-

sors at the cold centres of Continente stores was 

dissipated in the environment. We have developed  

a device that takes this heat to the HVAC system  

of the sales area, reducing energy costs.

In partnership with suppliers of HVAC and refrigeration 

equipment solutions, we have developed a system 

that allows the use of heat energy dissipated by cold 

centres. We changed a part of the air conditioning 

system to receive the released heat energy from the 

cold centres and injected it directly into the sales’ area.

With this innovation, we reduced the energy con-

sumption of Continente stores.
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AuTONOMOuS NOCTuRNAL uNLOADS  
IN FOOD RETAIL

With the introduction of the conception of autono-

mous unloads, we have eliminated the need for em-

ployees of the stores, at night, to intervene  

in the goods’ reception process, when the store  

is closed.

The driver of the truck arrives at the unloading dock 

and, by combining an individual code to deactivate 

the alarm and a passkey, unloads goods completely 

autonomously. With this development, we were still 

able to maintain the usual high standards of quality 

and safety.

This process was implemented in seven stores and 

provided a significant reduction in operation costs, 

with an annual savings above 120,000 Euros.

We are currently the only food distribution company 

in Portugal utilising this practice.

INNOVATION AT THE FISHMONGER’S 
CuSTOMER SERVICE

Always trying to surpass our customers’ expecta-

tions, we have altered the fishmonger’s counter at 

our stores. We have divided the service into two dis-

tinct areas, according to the task performed: choice 

of product and preparation of chosen fish.

During customer service, always accompanied by  

our employees, the customer chooses the fish and 

how he wants it to be prepared. The employee sends 

the chosen fish to be prepared through conveyor 

belts. While the fish is prepared, the customer is able  

to continue with his shopping. At the end, he goes to 

the refrigerated cabinet where he collects the 

prepared product.

This innovation allows us to offer a counselling ser-

vice with a smaller waiting period and also the com-

modity of allowing customers to continue with their 

shopping while the product is being prepared. These 

teams obtained more efficiency and greater produc-

tivity, less pressure and more smiles.
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WIRELESS DOOR SENSOR

We have developed a solution that allows the remote 

detection of the improper opening of doors of trailers 

and the increase of safety and control of the goods 

carried in our fleet of trucks.

As to increase the safety of transported goods, our 

trailers were installed with open door sensors. When-

ever a door is improperly opened, such information is 

sent via a wireless data connection, which provides 

timely information on situations deviating from 

norms and this allows rapid action.

This solution is not only more technologically 

advanced, it also allowed for a reduction of the high 

costs of maintenance with traditional sensors.

WEIGHT CONTROL FOR GREATER 
RELIABILITY OF LOGISTICS

As to ensure the total quality of shipments made by 

warehouse to Worten, Worten Mobile and Worten 

Gamer stores, we now use the goods’ weight as an 

indicator for the detection of deviations.

With this innovation, we now weigh all pallets leaving 

the warehouse of the Electronics Division and are 

able to detect deviations comparing their actual 

weight with the theoretical weight.

When entering the store, a reweighing is conducted 

to ensure that what left the warehouse was delivered 

loss-free. We managed an optimal allocation of check 

resources when leaving the warehouse and elimina-

tion of the check on the stores, simplifying adminis-

trative processes and ensuring correct stocks.

This process allows one to efficiently implement 

corrective measures and is highly innovative in the 

retail industry. 
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FISHMONGER’S ZERO RuPTuRES

The fishmonger’s business unit of the Perishable 

Goods Commercial Division was concerned about 

improving customer service. To assure the right 

product at the right place, at the right time, we’ve 

implemented a solution that guarantees the 

provision of the product by several vendors, always 

guaranteeing its existence in stores.

Before the implementation of this project, it was 

possible to experience stock-out due to logistic 

incompatibility. To solve this problem, we have 

reconfigured the system improving the supply 

management of this category of products. The 

results are expressed both through increased sales 

and customer satisfaction.

ACCESS CONTROL 

We have implemented a solution that makes 

controlling the access of light and heavy motor 

vehicles at the entrance of the warehouses more 

efficient. With this development, we put an end to 

the use of paper to control such access locations.

We have innovated the entire process of control of 

suppliers’ arrivals and departures at warehouses.  

To that extent, we’ve designed and developed an ap-

plication internally. Acting as a repository of all the 

information regarding movements, it allows the anal-

ysis of schedules and reception and anomalies 

caused by suppliers, purchase orders, and items and 

provides this information and levels of service across 

all areas.

By increasing efficiency in this process, we managed 

to reduce the number of security elements in  

all entrances of the warehouses and to eliminate 

paper costs.
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Sonae is constantly reinventing  
and organizing itself so as to better 
serve its customers and to better adjust 
to ever changing market conditions. 
We strongly believe in the importance 
of training our staff so that they have all 
the necessary tools to help us build  
a successful company.  
Innovate in training is a fundamental 
commitment toward the future.
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ACTIVE SALES COuNTERS AT WELL’S  
AND BOOK.IT STORES

We are focused in improving customer service.  

To achieve such, we built a new type of counter, 

which reduced the amount of movements made by 

employees. This way, employees spend more time 

facing customers, decreasing their waiting time.

Within the “Improving Our Work” initiative, we have 

concluded that employees spent a great deal of time 

with their backs turned to the customers, carrying 

out too many processes. To solve this issue, we 

examined the operator’s processes and developed 

new counters that allow all tasks to be done more 

efficiently.

The new active sales counter resulted in more 

efficient service and increased productivity of 

employees of these brands.
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LAuNCHING OF CONTINENTE 
OPERATIONS SCHOOL

The training and development of our people is a 

strategic pillar for our human resources manage-

ment policy. Continente’s Operations School was 

born with the mission of creating a benchmark cul-

ture regarding the competences of our employees 

at the stores, contributing to an excellence in per-

formance with the objective of creating satisfied 

and loyal customers.

We created a school of “practical knowledge” because 

we are convinced that knowledge is in the operation. 

To this school, we invite the best specialists of the 

company to present their vision across various topics. 

The work is divided between knowledge (know-how) 

and consolidation of knowledge and transferring them 

to the workplace, through practical training given by 

the management (skills and attitudes training - know-

how and know how to be). Thus, we promote opportu-

nities for active learning, in which the school becomes 

closer to the trainees.
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SONAE PORTRAITS 

Sonae Portraits promotes public interaction with 

the new logo and image of Sonae.

With this technology, we invite the public to interact 

with contents such as messages, photos and images 

of Sonae. Using a camera, it is possible for users to 

integrate the brand by uploading photos into its 

graphics. This concept aims to bring the brand of its 

internal and external public closer to the company, 

reinforcing values   and attributes. It also allows the 

adaptation of contents, by, for instance, introducing 

variations in each presentation context.

Sonae Portraits is present at Sonae’s events, poten-

tially creating a fun and differentiating relationship of 

employees with the brand and values of the company.

RETuRNABLE SuPPORT SERVICE CENTRES

The transportation of pallets and boxes represented 

a huge financial cost in the logistics area, since a 

truck of empty plastic containers is, after tobacco, 

the most expensive product transported. The 

challenge was to optimize this process and make  

it more cost-efficient.

At the Sonae warehouse, we created a specific area for 

pallets and boxes, allowing that when suppliers deliver 

goods, they can pick up the pallets and, for our part, 

after the goods have been delivered to the stores,  

we return those to the returnable service centre.  

The benefit surpasses 1.4 Million Euros per year.
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HELPDESK WELL’S: COMMuNICATING  
MORE EFFICIENTLY

We have improved the communication flows, as far 

as quality and organization go, of Well’s stores  

by creating a Helpdesk for Well’s.

The communication between the stores and the 

central structure was based on sending a thousand 

emails daily. The complexity of the information,  

its high volume and dispersion in various media made   

us implement this new solution. We managed to 

reduce the amount of e-mails exchanged by 40%  

and to decrease the time spent on processing emails 

to about an hour per day per store employee. OPERATIONAL EFFICIENCY:  
ANTI-MuDA TEAM

Within the Kaizen program in our stores, internally 

known as Implementation System of Improve-

ments, we have created a team to combat waste 

aimed at increasing the productivity of operators in 

completing tasks.

We used ideas from employees working in the field and 

who are well aware of the operation to create an anti-

Muda team (anti-Waste, in Kaizen vocabulary) in a 

direction of operations of Continente stores. We aimed 

to identify improvement actions at three levels: 

section, department and division. Whenever points of 

waste are identified in the workplace or in the work 

organization and management, this team devises a 

plan of action that seeks to eliminate it.

The action plan outlines the problem identified,  

the action to undertake, those responsible for the 

action, the priorities and the dates defined for its 

implementation.



P | 97INNOVATIONS

Book shariNg: SHARING SCHOOL BOOKS 
AMONG EMPLOYEES

The wellbeing of our employees and their families is 

a daily concern. The book sharing initiative aims to 

create an online stock of textbooks, through which 

employees can provide textbooks that they no 

longer use to others who need them.

Under difficult economic circumstances, we seek to 

find solutions that benefit our employees. We’ve 

developed an online tool to promote the reuse of 

school textbooks for their children, while promoting 

good practices of social and environmental 

responsibility. On the one hand, employees are able 

to offer textbooks they no longer use; on the other, 

employees can search for books that they need for 

the new school year.

We brought our employees closer together and we 

positively contributed to reduce these costs, a hefty 

expense in the family budget. This initiative was 

launched in Portugal and Spain.

SHINEON: THE GLOW AND THE VOICE  
OF OuR EMPLOYEES IN A MAGICAL STAGE

Once innovation is part of our DNA, the ShineOn 

initiative, gave stage to our employees and their 

ideas on a given challenge.

This innovative program for collecting ideas has al-

lowed any employee, from all areas, to share his/her 

ideas. After being analysed, the chosen ideas were 

presented, by the employee, to the Executive Boards.

ShineOn took place in special moments of Sonae MC 

and Sonae SR. In both events, 22 employees present-

ed their ideas in 5 minutes, with presentations of 20 

slides that automatically advance every 15 seconds. 

In the end, the Executive Boards had the tough task 

of selecting the ideas to be implemented.
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AGILE MARATHON: ONE HuNDRED 
STuDENTS INNOVATING WITH SONAE  
FOR 29 HOuRS

We believe in the talent found in universities and in 

what we can learn from students. Released in 

October, the Agile Marathon for E-commerce chal-

lenged FEuP (Faculty of Engineering of university 

of Porto) students to develop an application that  

allowed the transference of the service of the  

Continente online store to mobile devices with in-

novative features.

The event was organized in partnership with the 

Centre of Skills of Innovation and Development  

of Products and Services (CiPS), Faculdade de Enge-

nharia, Universidade do Porto - FEUP (Faculty of 

Engineering, University of Porto). The partnership 

has made possible the realization of an event that 

combines creativity with the use of the most 

appropriate pedagogical tools, leveraging learning 

throughout the process.

This challenge aimed to reinforce, stimulate and sup-

port innovation projects in the company’s e-com-

merce area, fostering open innovation practices. Over 

a hundred students lived a marathon of creativity, 

enthusiasm and innovation. During those 29 hours 

sleep was not at all missed. The workrooms were 

filled with motivation to achieve the ultimate goal 

and the adrenaline of the countdown resulted in ex-

cellent applications. There were plenty of awards to 

recognize the most innovative applications, but the 

sparkle in the eyes of all students is the best  

result we could have achieved.
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ADMINISTRATIVE, AuDIT  
AND SPORT ZONE ACADEMIES

We have introduced three new Academies integrat-

ed into Sonae Retail School: Administrative, Audit 

and Sport Zone. These have the goal of promoting 

personal and professional development of our col-

leagues at those teams, leveraging their careers’ 

sustainably and materializing goals of their func-

tional areas.

The new academies aim to foster the development 

of skills sustained by training in specific areas and by 

deepening the gradual acquisition of knowledge, 

respecting the professional development of each 

employee.

Specifically, the Sport Zone Academy is focused on 

the acquisition of knowledge about products, on in-

creasing full sales efficiency and consequent loyalty 

of consumers. Having an Iberian reach, the training 

may be conducted by e-learning or in person.

The Administrative Academy is oriented to employ-

ees in need of technical knowledge in accounting and 

administrative areas. This academy aims to leverage 

such skills and competences and is based on individ-

ual educational roadmaps, allowing for different 

rythms of knowledge acquisition.

The Audit Academy ensures the alignment of good 

internal Audit practices with the international stand-

ards of the Institute of Internal Auditors (IIA), grant-

ing a certification as Sonae Internal Auditor.

People are the heart of our success, so we strive to 

provide the best conditions to ensure exceptional 

performance. We have the persistence and ambition 

of our teams to build Sonae Retail School and thus 

continue to be a reference.
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