
EXECUTIVE SUMMARY Challenge
When Wallace Waite, Arthur Rose and David Taylor opened their first shop at 263 
Acton Hill, West London in 1904, they could not have known that they had started 
one of the UK’s most successful retail chains. In 1937, The John Lewis Partnership 
acquired the business, opening the first Waitrose supermarket 18 years later. Today, 
Waitrose is one of the country’s largest grocery retailers with over 270 branches, 
dedicated to offering quality, value and customer service.

Top priorities for Waitrose are to drive efficiency, while improving price perceptions 
and developing integrated multichannel offers. But unlike many retailers, Waitrose is 
not solely focused on profit. The company is also committed to making a difference 
to local communities. An online manifesto, ‘The Waitrose Way’, sets out the 
retailer’s core values. These values include championing British produce, sourcing 
responsibly, treating people fairly, and building long-term relationships with farmers 
and suppliers. 

Deeply embedded within this culture is a strong environmental ethos. The company 
makes every effort to reduce its packaging, waste, and carbon dioxide (CO2) 
emissions. In keeping with these values, all Waitrose departments are encouraged 
to come up with their own green initiatives. All loose and packaged food waste, for 
example, is converted into gas that is burned to generate electricity.

Solution
In 2011, the company started to look at alternative ways of hosting a grocery 
supplier event. Among the options considered was to hire a venue to allow 
suppliers to attend a briefing on the retailer’s plans.

“Our aim was to tread lightly on the environment,” says Matthew Frost, head of 
grocery at Waitrose. “Naturally, with a physical conference, you have people travelling to and from the venue. That inevitably 
increases CO2 emissions. Then there’s the issue of wastage. Catering has to be laid on for the delegates.”

Eager to learn more about collaborative technologies, Waitrose turned to its trusted partner, Cisco. After looking at various 
options, the company decided to implement Cisco WebEx® Event Center. “Cisco WebEx ticked all the boxes,” says Gavin Jones, 
technical architect at Waitrose. “It provided the ideal one-to-many broadcast solution, with rich functionality, offered at the right 
price point.” 

Customer Case StudyBoosting Balance Sheets 
and Carbon Scorecards

UK retailer places Cisco WebEx at centre of supplier communications, cutting costs and harmful 
emissions and deepening relationships.
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Customer Name: Waitrose

Industry: Retail

Location: United Kingdom

Number of Employees: 46,000

Challenge
•	Reduce impact on environment 

•	Reducing costs for event attendees

•	Provide platform for greater dialogue 
and interaction 

Solution
•	Cisco WebEx Event Center

Results
•	Significant reduction in CO2 emissions

•	Elimination of travel and accommodation 
costs for delegates 

•	Greater and more consistent Supplier 
understanding of Waitrose strategy

http://www.waitrose.com/home/inspiration/food_issues_and_policies/waitrose_way.html


Specifically designed to make online events more effective and engaging, Cisco® 
WebEx Event Center: 
•	 Delivers messages anywhere, anytime, worldwide
•	 Tracks results and monitors event effectiveness
•	 Saves employees and suppliers time and money on travel

The product was used by Waitrose to support the supplier web and audio 
conference for the first time in October 2011. Almost 200 delegates participated 
in the online seminar, which was hosted from Cisco’s Executive Briefing Centre at 
Bedfont Lakes.

“Cisco did a fantastic job of hosting the event,” says Frost. “Remote producers were 
on hand to answer any queries from delegates. Some of the attendees didn’t know 
how to use the audio and needed a helping hand. The team at Cisco went the extra 
mile and ensured that the event went exceptionally smoothly.”

Results
The supplier event proved to be a triumph. Attendees found the content to be 
engaging and fast-paced. Many were delighted that they didn’t have to travel to a 
physical event. Others were pleased that the WebEx seminar took so little time out 
of their day. One delegate commented: “This was a much better use of my time. I 
didn’t have to commute for four hours and still got all of the key messages.” Another 
simply said: “Great. No traffic!”

After the event, delegates were asked if they would attend another WebEx seminar. 
Virtually all said they would. One delegate said: “It’s very likely that I would attend 
again, because it’s great for fitting into a busy schedule.” Another attendee said he 
would be more likely to participate again and planned to invite colleagues. Others 
cited the cost and environmental benefits of conducting an event online. One 
said: “It’s more likely that I’ll attend another event. There is less cost and impact 
on the environment.”

Waitrose was also delighted with the results. As well as attracting a sizeable number 
of senior directors, the WebEx seminar also produced a high level of delegate 
involvement. “Normally, only five or six people will raise questions during a Waitrose 
supplier event,” says Frost. “We received far more questions using WebEx. And there 
was much more interaction between the participants and Waitrose.”

Waitrose suppliers are based throughout the United Kingdom and mainland Europe. 
Travel to and from events can cost them hundreds of pounds. Waitrose also has to 
supply food and refreshments for its seminars. All these costs have been removed, 
allowing Waitrose to host fully carbon-neutral events in the future. Cisco WebEx also 
provides Waitrose with the ability to record and email a link to the event, increasing 
potential reach and audience size further still.

Next Steps
Using Cisco WebEx, Waitrose is already looking to develop more targeted 
supplier events. 

In addition, the John Lewis Partnership also plans to deploy WebEx across the group, 
enabling employees to build closer relationships with co-workers and suppliers.
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Product List
•	Cisco WebEx Event Center

For More Information
To learn more about Cisco Collaboration and WebEx, go to: www.cisco.com/go/webex
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