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Elastic Path™ Case Study:
Hockey Canada and Elastic Path team up to score a winning
ecommerce launch

“Hockey Canada has worked with numerous vendors, and from that perspective, our experience with Elastic Path
has been nothing short of phenomenal. With their ecommerce and online marketing expertise, the team helped
us from concept, structure, and design through to the intricate details. Trusting our ecommerce operations to a

one-stop shop ecommerce partner was paramount to our success.”
— Dale Ptycia
Senior Manager, Licensing at Hockey Canada



Company at a glance:

Name: Hockey Canada
Industry: Sports
Year Founded: 1914

Headquarters: Calgary, AB,
Canada

Annual revenues: $14.0M

URL: www.hockeycanada.ca

Business Goals:

To find a partner to launch

and manage a Hockey Canada-

branded online store

About Hockey Canada

In 1914 the Canadian Amateur
Hockey Association was formed

as the national governing body for
hockey. The inaugural meeting
brought together a number of
representatives from across Canada’s
hockey community and signified

the resolve to primarily oversee
uniformity of playing rules, the
assembly of national championships,
registration of players and
representation at international
events.

Today Hockey Canada is the
country’s National Sport Organization
(NS0) and governs ice hockey from
entry level through to Olympic and
World Championship teams. It is
also responsible for a wide array

of education and development
programs, national and international
events, participant insurance,
etc.—all leading to positive hockey
experiences for all participants,
volunteers, and athletes.

Business Goals

Hockey Canada was seeking a
partner with ecommerce and

online marketing expertise to help
guide their ecommerce strategy

and manage a robust online store.
Previous bricks-and-mortar vendors
were not nimble or agile, and their
small internal team at Hockey
Canada had limited knowledge
about ecommerce. Hockey Canada’s
brand was relegated to a status
one-addition league brand that
consumers could choose from.
When shopping for Hockey Canada
products, fans would be directed

to a third party site in order to
complete their purchase. Not only
did this hand off the customer to a
third party vendor, the vendor also
advertised products from competing
leagues and brands.
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This provided the customer with
many opportunities to choose
alternative products or abandon their
cart, thus lowering conversion rates
for Team Canada (Canada’s national
hockey team) product purchases.
Compounding the ecommerce
shopping experience, consumers

had numerous other online vendors
offering Team Canada merchandise.

Selecting an Ecommerce
Outsourcing Provider

Hockey Canada found a perfect fit in
Elastic Path for several reasons:

One-stop shop

Hockey Canada could fully outsource
the entire ecommerce operations

to one vendor. This included

store operations, merchandising,

call center, fulfillment, hosting,
consulting, and development
services.

Ecommerce and online marketing
expertise

One of the unique differentiators
Elastic Path offered was their strong
knowledge of ecommerce from a
technical and operational side as
well as the online marketing side.
Many vendors could set up a store,
but Elastic Path also provided the
online marketing best practices to
increase traffic and conversion rates.

Consistent branding

Elastic Path really understood
branding through their experience
dealing with official licensed
merchandise. Elastic Path could
provide design services for a Hockey
Canada-branded site. The fans’
entire experience from click to
purchase would carry to the Hockey
Canada brand.
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Services

From concept to launch, the new
online store took three months of set
up and work.

Development

Elastic Path created the online store
for Hockey Canada from the ground
up. This included web development,
integration with third party tools, and
creative design that was consistent
with the brand. Elastic Path worked
closely with Hockey Canada’s
managers to implement custom
ecommerce features that would
provide a dynamic online shopping
experience.

Store Operations and Customer Care
The entire store operations from
setup to day-to-day management

were handled by Elastic Path:
e brand management

e catalog management

e  visual merchandising

e cross sells and upsells
e product promotions

e demand generation

e marketing services

e conversion optimization
e product reviews

e |ocalization

Elastic Path provided a ready team
of customer service representatives
who were fluent in both national
languages of English and French.
These customer service reps handled
phone and email inquiries, live chat,
fraud detection, and also processed
returns, exchanges, and refunds.

Meed Help? 1-877-564B8-RINK [TLA5)
& Click to chat

o

Merchandise Management

The Hockey Canada team was able to
focus on day-to-day operations of the
sports organization while the Elastic
Path team managed merchandising,
purchasing, vendor management,
and fulfillment of the Hockey Canada
online store.

Consulting and Marketing

Elastic Path helped plan and execute
an online marketing strategy that
was aligned with the wide array of
Hockey Canada marketing initiatives
and events. There were seasonal
events, retail events, and special
events such as the World Junior
Hockey Championships. Hockey
Canada created special edition
green jerseys for The World Junior
Hockey Championships and needed
to promote this special item on the
online store.

Elastic Path:

e  Website Development,
Hosting, Store Operations,
Customer Care, and
Merchandise Management

Results:

e Smooth launch of an
online store that helped
strengthen and build
relationships with
current and new fans
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Elastic Path developed all the components of this “green jersey” marketing campaign:

e Email campaign including design, copy, and distribution

e  Store banner ad

e Product photography and copy for the online catalog

e Pre-sale functionality to allow fans to purchase before the green jersey was available

Store banner ad

THE ULTIMATE GIFT
FOR HOCKEY FANS

YAMCOUYER 2010 OLYMPIC
TEAM CAMADA JERSEY

COLLECTIBLES

Great gifts for
any heckey fan! *

SHOP HOW!

r

Product photography and copy for the online catalog

IIHF World Junior Championship Canada
Replica Green Jersay

080 LINF et Samiar Chanspianip Toom Canads Raplies disan Ssmay Cansda's Masanal Jusisn
Taam el pooudly wadr @ Al 88in AR §mey QUG B4 2000 1 Wond Jursi
Chamgiani®ip, in Beaoui of B peeghe of Sakaichestn and 41 8 181l B e prosings. Tha 2010
BSF Wearid Juniss Chimaionamip will mak the Sl s ihe iramamest i baing hesiad s 1 sneen
BEsdlan o Magind Bnd At

Vs wafy e @ plaes o Salety didl shani Eanaidd's Nabandl duiies Teds wh b i bed far & slslly
wtaatarttas Gabd MRal Raday wickiry This Taarm sell s ar the grasn jamipn bsice = shcs in @

e immpetiion gesa and veow duiing tha chamgipnibip

P A 10 praialie A prwonie eely pel ot De pralaiy A sroeewel Pre Tl sess of
SAREY, SR I0

For are (TIRTITANIT, (88 CORTTRCT CAC R T 87 F AT ] TGl

Ewpd =ogiw




elasticpath

Results

Hockey Canada wanted another channel to nurture their relationship with their current and new fans as well as service their
microdemographics—coaches, referees, volunteers, and trainers. An online store would allow them to strengthen these ties
as well as create a supplementary revenue stream. With their limited internal resources, Hockey Canada wanted to rely on a
partner who could launch and manage their ecommerce business end to end.

Elastic Path launched the Hockey Canada online store (English version at www.store.hockeycanada.ca and French version at
www.boutique.hockeycanada.ca) in October 2009 after only a few months of development. The store immediately created
excitement within the fan base with special merchandise and offers. Hockey Canada was able to bring a seamless customer
experience from the arena to their online store.

Having worked with many major global brands, the Elastic Path team also brings Hockey Canada fresh ideas for numerous
future ecommerce initiatives:

Bundled products

Special online-only products and promotions
Social marketing initiatives

Custom jersey builder

Fan reviews

2-page checkout to streamline the buying process
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About Elastic Path

Elastic Path Software provides an extendible platform, hosting, outsourcing, and consulting to help
clients achieve success with ecommerce. No other vendor provides the flexibility to move between
these models at any time. Decide how much control you need—from full access to source code to
outsourcing your entire ecommerce business. Major global brands such as Virgin Media, Time Inc
and Sony Ericsson rely on Elastic Path. For more information, please visit

www.elasticpath.com.
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