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Non-Food specialist formats

For almost all specialist formats, the 2017 financial year was dominated by the symbiotic combination of 
offline and online trading. The strategic importance of this development was reflected in the success of 
the specialist formats: from its specialist formats alone, the Coop Group generated net sales totalling 
over 7 billion francs in 2017. The Coop Group was able to maintain or expand its market share in all areas. 
Coop remained particularly strong in the home electronics segment, which comprises the specialist 
formats Interdiscount, Microspot.ch, Dipl Ing. Fust and Nettoshop.ch. In the four formats, net sales 
totalled around 2 billion francs, which is an increase of 2.6% year on year. Consequently, the Coop Group 
was also able to expand its market leadership in this area.

Modernization of sales outlets continues
The modernization of sales outlets in offline trade was again a dominant theme for the specialist formats 
in 2017. In the year under review, Coop-City’s Zürich St. Annahof branch and the ground floor of the 
branch in Winterthur were redesigned according to the “Bellacasa” store concept. A total of seven Coop 
City branches have now been brought into line with the new store concept. Moreover, as part of the 
remodelling work in Winterthur, for the first time a Coop to-go restaurant was incorporated in a Coop City 
department store, resulting in a marked rise in customer footfall. The household goods, cosmetics, 
perfume and bodycare departments at the Coop City branches in Winterthur, Fribourg, Zurich St. Annahof 
and Zurich Bellevue were given self-service checkouts. In Bern Ryfflihof, the “Shirt Competence Concept” 
was launched. It boasts a wide selection of different brands, with a focus on strong range segments.  
As part of its reorganization, Christ remodelled the branch at Zurich Airport, implementing its new store 
concept for the first time. This was followed by the new store at SBB Zürich Shopville station and refur-
bishments in Zurich Sihlcity and Basel Pfauen. Import Parfumerie further refined its store concept and  
is giving its branches a bright and colourful look that is consistent with the world of cosmetics and 
perfumes. Four branches underwent a makeover in 2017. Building & Hobby introduced a new customer 
management system, info points, a new service concept and new work clothing. Fust modernized ten 
branches this year and Interdiscount over 70 branches. In Villeneuve, a new Toptip branch was opened 
and a modernized branch was reopened in Spreitenbach.

Digitalization: omnichannel services and launch of “Track & Trace”
Coop continued to consolidate its expertise in online trading in 
2017. The new online shops of Microspot, Christ Watches & 
Jewellery and Coop Vitality, for example, were given a striking, 
updated look. The online shops in the home electronics sector 
generated sales of around 432 million francs. Microspot in 
particular was praised by influential blogs for its bold and 
directional design, characterized by its responsiveness across  
all platforms, the use of an innovative navigation structure and 
impressively quick loading speeds. Year on year, Microspot 
increased its sales by 17.2%. 

The combination of online and offline trading and over 1 100 Pick-up stations is also taking on a new 
dimension at Coop: the online shops of Coop Building & Hobby, Import Parfumerie, Toptip, Lumimart, 
Coop@home, Siroop, Coop Vitality, Christ Watches & Jewellery and The Body Shop now deliver orders 
to the stores of other formats. For example, customers can order their perfume from Import Parfum-
erie to be sent to a Coop supermarket and collect it during opening hours. In 2017, the sales teams at 
Fust, Christ Watches & Jewellery and Import Parfümerie were given tablet computers to assist them 
when giving advice and making sales. Moreover, at Fust, IT-based shipment route planning enables a 
paperless service to be provided to customers, with up-to-the-minute information on the delivery date 
for their order.

The “Track & Trace” app provides even greater transparency in online shopping: in 2017 all Pick-up  
sales outlets were equipped with “Track & Trace” smartphones, to record individual processing steps at the 
sales outlets, such as parcel receipts and handovers. Employees at the branch are thus able to check the 
status of an order at any time, keep track of the individual shipping stages and provide customers with 
better information. As soon as the parcel is ready for collection at a sales outlet and has been scanned, 
the purchaser receives a message by e-mail or text message. This is done via a server operating in the 

over CHF  432 m

sales in online trading 
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background, with which the app communicates in real time. The status on the Pick-up website is also 
regularly updated via this server. The system provides Coop employees with additional information, 
enabling them to offer even better support with customer enquiries.

First e-day@Coop in Zurich
The first e-day@Coop was hold in Zurich in June, attended by around 100 managers from online shops 
and from the Coop Group’s digital marketing department. The event kicked off at Google in Zurich and 
continued at Schloss Sihlberg, with productive workshops and stimulating panel debates. Key trends and 
developments in e-business, the sharing of experiences and learning about best practices in different 
e-commerce disciplines were the focus of the event.

Highlights from the Non-Food specialist formats
The table below lists the highlights during the year under review, along with a factsheet on each specialist 
format. For more information about the Coop Group’s specialist formats, visit 
www.coop.ch/einkaufen.

Factsheet

Number one in the 
Swiss consumer 
electronics market

•  Further gains in market share
•  Growth in sales of around 42% for online orders
•  Upgrading of more than 70 branches
•  Complete overhaul and updating of advertising presence
•  Strong growth in sales to business customers
•  Expansion in service portfolio due to collaboration with Mila
• Completion of new logistics centre in Jegenstorf
• Positive customer evaluation based on mystery shopping and 

customer survey (Net Promoter Score)

Factsheet

The second-largest 
department store 
chain in Switzer-
land

• Gains in market share
• Implementation of new “Bellacasa” store concept in Zurich 

St. Annahof and on the ground floor in Winterthur
• Relaunch of own-label brand Nulu
• Expansion of natural cosmetics range
• New advertising presence and new labelling concept
• According to mystery shopping, customers rate Coop City 

positively
• Introduction of self-service checkouts for cosmetic and 

hygiene products in Zurich St. Annahof, Bellevue, Fribourg 
and Winterthur

• New shirt concept

Factsheet

Switzerland’s 
leading building 
supplies store

• Market position consolidated as No. 1 in Swiss DIY stores
• Increase in sales
• Expansion of online shop to over 57 000 products and strong 

sales growth of 47%
• Rollout of new sales outlet design (new customer manage-

ment and information system, info points and service com-
munication)

• Introduction of new work uniform for sales staff
• Running of a competition to cosmetically improve a child day 

care facility under the claim “We help you get it done”
• Modernization / extension of the two flagship stores in  

Rickenbach and Heimberg: construction of new Rümlang and 
Feuerthalen sales outlets

• Positive customer feedback on all relevant positions based 
on a mystery shopping sales conversation

http://report.coop.ch/app/uploads/Factsheet_Interdiscount_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Interdiscount_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Coop_City_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Coop_City_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Bau_Hobby_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Bau_Hobby_EN.pdf
http://www.coop.ch/einkaufen
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Factsheet

The professional 
home furnishings 
store

• Strong sales growth of 39% at online shops
• Huge gains in sales of customizable products
• Introduction of digital furniture design tools in online shop 

Toptip.ch 
• Opening of new store in Villeneuve and reopening of  

refurbished and modernized Spreitenbach branch
• Lumimart celebrates its 25-year anniversary
• According to market research (customer satisfaction survey), 

customers rate Toptip / Lumimart positively

Factsheet

Switzerland’s 
leading provider of 
prestige perfumes 

• Market leader in perfume market
• Sales growth of 63.9% in the online shop 
• Sales growth in body care and make-up: expansion of range 

(Lancôme) and new brand (Estée Lauder)
• Establishment of multi-channel concept with online ordering 

in branches by sales staff, Click & Collect and Pick-up; 
expanded range in branches (line extensions) 

• Tablet computers introduced as an electronic sales aid
• Further development of store concept at four branches 
• New advertising presence 
• Customer survey reveals pleasing assessment

Watches & Jewelry

Factsheet

The prime destina-
tion for watches 
and jewellery

• 75.7% sales growth in online business 
• Relaunch of online shop and introduction of Click & Collect 

and Click & Reserve in branches
• Successful implementation of a new store concept at Zurich 

Airport
• Opening of new store at SBB Zurich station and refurbish-

ment of Zurich Sihlcity and Basel Pfauen branches
• Customers expressed positive opinions in a survey 

Factsheet

The market leader  
in Switzerland,with 
a wide network of 
Coop filling stations

• Further gains in market share 
• Planning applications submitted for hydrogen filling stations 

in Frenkendorf, Dietlikon and Bern Eymattstrasse
• Installation of the first photovoltaic units in Frenkendorf, 

Root and Magliaso in preparation for possible energy 
surcharges in light of the Energy  
Strategy 2050

Factsheet

For warmth and 
well-being

• Launch of a new online shop; number of online orders 
increased by 7.4% to 34.9%

• The percentage of customers purchasing low-emission eco 
heating oil increases to 58.6%

• New services thanks to partnerships in the areas of tank 
cleaning and remediation

http://report.coop.ch/app/uploads/Factsheet_Toptip_Lumimart_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Toptip_Lumimart_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Import_Parfumerie_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Import_Parfumerie_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Christ_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Christ_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Mineraloel_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Mineraloel_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Heizoel_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Heizoel_EN.pdf
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Factsheet

Just the job: 
number one for 
electrical house-
hold appliances 
and upgrading  
your kitchen or 
bathroom

• Gains in market share
• Net sales again top the billion mark: 1.1% sales growth 

compared with previous year
• Fast-growing online business of 69.5% with direct collection 

options at all Fust branches
• Introduction of digital route planning in home delivery 

service
• IT infrastructure rebuilt based on SAP
• Construction work starts on extension to logistics centre in 

Oberbüren
• Ten more sales outlets modernized
• Positive customer evaluation based on market research by 

GfK and own customer survey (Net Promoter Score)

Factsheet

Everything that  
is good for your 
health, from 
prescription 
medicines to 
beauty products

• Gains in market share
• Increase of over 4.1% in net sales
• Over 129.5% sales growth in online business 
• Introduction of Click & Collect for OTC medicines too
• Expansion of pharmacy network with six new locations in 

Winterthur, Rorschach, Wohlen, Mendrisio, Flims and 
Lenzburg

• Introduction of Ear Checkup service 
• Exclusive launch of Phyto and Lierac brands
• Customer survey reveals positive customer evaluation

Factsheet

The natural and 
sustainable cos-
metics company

• Over 25% sales growth in online business
• Launch of “#LYB25” customer club for under 25’s
• L’Oréal sells British subsidiary The Body Shop International 

to Natura Cosméticos SA 
•  Modernization of one more sales outlet
•  Start of “Forever Against Animal Testing” campaign
•  Launch of “World Bio Bridges” mission
•  25th anniversary of body butter
• In a customer satisfaction survey, The Body Shop Switzerland 

achieves very good scores overall

 

Factsheet

Coop’s hotel group • Opening of completely modernized Hotel Savoy in Berne 
following renovation work lasting 16 months

•  Recertification of all three hotels to standard ISO 9001:2015 
and first-time certification of Hotel Savoy in June 2017

•  Investment activities undertaken in Europe parking garage /  
Fire protection measures to the façade of Hotel Victoria

•  Participation in the sustainability project run by the Sapocy-
cle foundation: soap is recycled and given to families in 
need, to improve hygiene

 
Factsheet

The travel agent 
owned by Coop  
and Rewe – number 
one in Switzerland 
in direct sales  
of beach holiday 
packages

• Increase of 6.5% in net sales
• Relaunch of “Holiday Hits” with more tours and cruises
• Launch of new website with responsive design for mobile 

devices
• Introduction of dynamic production, electronic link to a 

broad portfolio of flights and hotels

http://report.coop.ch/app/uploads/Factsheet_Fust_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Fust_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Coop_Vitality_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Coop_Vitality_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Bodyshop_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Bodyshop_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Bale_Hotels_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Bale_Hotels_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_ITS_Coop_Travel_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_ITS_Coop_Travel_EN.pdf
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Factsheet

Leading fitness 
provider in  
German-speaking 
Switzerland

• Gains in market share
• Opening of eight more locations
• Branches in ten cantons
• Membership growth of 23.7% to over 32 100
• 200 new employees

Factsheet

Greenhouses with 
restaurants

• The restaurants in the greenhouses in Wohlhusen and 
Frutigen were each awarded 14 Gault-Millau points, and 
Wohlhusen was awarded the Bib Gourmand by the Michelin 
Guide

• Frutigen: 15% increase in sales of fresh products and 
caviar; 3% rise in net sales; construction of a quarantine 
facility for incoming juvenile fish; halogen bulbs replaced 
with LED lighting

• Wolhusen: Successful special exhibition “Jambo Africa”; 
positioning as exotic event location established; further 
development of products: relaunch successfully imple-
mented, range further developed, first Fine Food product

 

Factsheet

The leading online 
supplier of con-
sumer electronics 
and household 
equipment

• Market position expanded
• Increase of 17.2% in online sales
• Successful launch of new online shop with optimized 

functions and exceptionally fast speeds
• Further consolidation of position as price leader in online 

trading
• Integration of range on Siroop.ch within microspot.ch
• Completion of new logistics centre in Jegenstorf
• Positive customer feedback based on customer survey 

 

Factsheet

The biggest online 
shop for household 
appliances with 
personal advice and 
service 

• Gains in market share
• Increase of over 10.5% in net sales
• Introduction of home delivery in the evenings and on 

Saturdays
• Expansion of range in western Switzerland and Ticino
• According to market research by GfK, customers rate  

Nettoshop positively 

 

Factsheet

Switzerland’s  
first open online 
marketplace

• Market position in German-speaking Switzerland consolidated
• 500 merchants and around 1 million products available on 

Siroop.ch 
• The widest product range from local, regional and national 

merchants in Switzerland
• Expansion of products and services in western Switzerland
• Greater brand recognition
• Positive customer evaluation based on customer survey 

(Net Promoter Score)

http://report.coop.ch/app/uploads/Factsheet_Update_Fitness_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Update_Fitness_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Tropenhaus_Frutigen_Wolhusen_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Tropenhaus_Frutigen_Wolhusen_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Microspot_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Microspot_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Nettoshop_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Nettoshop_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Siroop_EN.pdf
http://report.coop.ch/app/uploads/Factsheet_Siroop_EN.pdf



