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The John Lewis Story
finger on the pulse of the supply chain
Company founder John Lewis would not be able
to believe his eyes were he to see just how his
company – founded at 132 Oxford Street in 1864
– has changed. Today, the British company with a
long-standing tradition is UK’s leading omni-channel
retailer and has undergone rapid change in the
past 10 years reflecting the developments taking
place throughout retail. With double digit growth
in the omni-channel area, a perfectly functioning
supply chain with intelligent automated processes
is becoming more and more important. Come along
with us on a tour through the Magna Park campus,
the heart of John Lewis omni-channel fulfilment, and
get a taste of what a strong partnership means for an
optimal supply chain.

Facts
Location

Milton Keynes
UK
Sector

Retail
In operation since

Spring 2016
Application

Ominchannel Fulfillment
Up to 3 million articles
per week
Specials

Operation 24/7,
Resident Engineers
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john
Wanted: strong partner for automation
In 2005, when the e-commerce sector was still in its infancy, John Lewis decided to re-orient its supply
chain. The goal was to build a stable foundation for future growth, to be able to respond flexibly to
changes in business and to offer the customer a unique shopping experience. To handle this new
supply chain area, John Lewis invested in a new distribution centre: Magna Park I in ideally situated
Milton Keynes. John Lewis decided on a partnership with KNAPP to equip the new super-warehouse
with automation technology.
The rest as they say, is history. Here is an overview of the most important milestones:

2006
John Lewis commissions
KNAPP to build an
automation solution
for the Magna Park I
distribution centre. At
the time, it is the largest
project in KNAPP history.
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2009
The automation solution
starts as planned
and on budget after 2
years of construction.
The system uses the
latest generation of the
KNAPP software KiSoft
WMS. The warehouse
is primarily designed to
support deliveries to the
John Lewis stores.

2010
Thanks to the growing
online business, John
Lewis handles Directto-Customer Fulfilment
(D2C) at Magna Park I.
An OSR Shuttle™ with
four rack line systems
is integrated into the
warehouse.

2011
The service Click &
Collect allows customers
to order online and pick
up their order the next
day at a John Lewis
store. John Lewis
receives the Chartered
Institute of Logistics &
Transport’s Annual Award
for Excellence in the
category of ‘Materials
Handling Equipment and
Technology’.

nlewis.com
2012

2014

To gain more picking
capacity, the company
builds a 9,290 m2
mezzanine. Another OSR
Shuttle™ is added to
provide optimal support
to the growing online
business. The system is
scalable and can grow as
the company’s business
expands. The current
system includes 12 rack
line systems and can be
expanded to include up
to 16.

With the construction
of Magna Park II, John
Lewis considerably
expands its capacity in
preparation for projected
growth. John Lewis
receives the European
Supply Chain Excellence
Award Retail and E-Tail.

2016
An automatic overhead
conveyor system and a
3D-capable automatic
small parts warehouse
by the KNAPP group
start operation. They
support the supply of
the John Lewis emporia
and the strong growth in
online retail.

2017
On peak days, 251,000
items are processed
for online orders and
450,000 items for
delivery to the emporia.
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Growing together and designing the future together
A strong partnership has connected John Lewis and KNAPP for 13 years, marked
by openness, communication between equals and the courage to forge new paths
together. John Munnelly, Head of Operations at John Lewis and Anton Tschurwald,
Director, Business Unit Retail at KNAPP in conversation.

We both have a passion for high quality and
high standards in customer
service. Thanks to the
KNAPP system, we can
provide this high quality
and great service to our
own customers.
John Munnelly,
Head of Operations, Magna Park Campus

Why did you choose to work with KNAPP?
John Munnelly: Back in 2005, automation was a
completely new world for us. From the beginning, we were
looking for a partner for our logistics with whom we could
learn and grow together. KNAPP convinced us that they
wanted to grow with us and with our business, that they
were flexible and sharp enough to respond to changes
and that they would also be capable of accompanying
us through difficult times. Furthermore, the technology
portfolio was very convincing, above all, the OSR Shuttle™
with which we are satisfied to this day.
John Lewis and KNAPP have been working together
in partnership for 13 years. In such a long time, you
must have certainly experienced quite a bit.
Anton Tschurwald: Absolutely! In 2006, we could not
have foreseen the extent of the extraordinary business
developments for John Lewis, the changes in the
business and the resultant demands on the DC and our
automation solution. Over the years, our collaboration with
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John Lewis was marked by finding just the right solutions
to these challenges. Experiencing these things together,
John Lewis also influenced how KNAPP developed, both
in terms of process and system development and viewing
the customer as a long-term partner. John Lewis holds a
very special position with us as a partner.
How has business changed for John Lewis in the past
10 years?
John Munnelly: One can say that the business has
changed beyond belief. 10 years ago, we had 26 stores
and an online business that comprised about 5 percent
of annual sales. Today we have 50 stores and sales have
almost doubled to about 4.6 billion pounds sterling. Above
all, our online business has grown unimaginably. In short,
the business is completely different from what it was 10
years ago..
From the perspective of the partner in automation
– what is the approach in the face of such drastic
change?

Anton Tschurwald: Our objective is to
design logistics solutions that support
the customer’s business, regardless
of how it changes and grows. In order
to map out the immense growth of
John Lewis, including a long-term
strategic perspective, we regularly
got together to plan and implement
steps in the expansion. In this way,
John Lewis is set up to quickly make
the right decisions as well as to stay
in tune with the latest in technology
and logistics. We established this
approach together, which has in the
meantime become the standard at
KNAPP for designing future-proof
intralogistics solutions.
How do customers benefit from
a
smooth-running
logistics
solution?
John Munnelly: They benefit
directly – without the constant further
development of the solution here in
Magna Park, we would not be able
to offer our customers the service
that they now expect. Customers
always expect a greater selection,
better service and speed. All these
demands are covered by the KNAPP
solution.
The logistics solution grows
alongside John Lewis’s business
and is continually expanded and
adapted – usually during ongoing
warehouse operation. What is
important in such a case of “open
heart surgery”?
Anton
Tschurwald:
Planning,
planning, planning. A plan that is
extremely detailed, that has been
closely coordinated with all the
participating specialists from John
Lewis, our team and also the subsuppliers is the basic prerequisite
for performing “open heart surgery”.

There is also a great deal of
experience now on both sides for
implementing these projects which is,
of course, incredibly important.
What are the biggest challenges
the future holds?
John Munnelly: For that we’d need a
crystal ball. One challenge is certainly
being able to understand where the
growth in e-commerce is going. In my
opinion, the world is going to shift more
towards online commerce. I think that
in the future it will be challenging
keeping pace with the speed of
growth in e-commerce. Online trade
will also come with higher costs – to
supply a traditional store is clearly
less expensive because, for example,
you save picking and packaging for
individual customers.
How is the logistics solution
helping to keep pace with these
demands?
Anton Tschurwald: As John Lewis’
technical partner, it’s our job to have
the best possible technologies and

solutions at our disposal. The first
rule is to listen – to get down all the
requirements and to understand what
the end customer’s requirements
are. Based on this knowledge, we
not only constantly develop new
products and solutions, but also
concern ourselves with promising
technologies that are available on
the market in order to provide the
best possible portfolio.
Which values and philosophies do
John Lewis and KNAPP share?
John Munnelly: From my perspective,
this is easily answered – we both
have a passion for high quality and
high standards in customer service.
Thanks to the KNAPP system, we
can provide this high quality and great
service to our own customers.
Anton Tschurwald: I totally agree,
but would also add the drive to be the
best in the business. Innovation not
only comes from tradition, but from
partnerships!

Our objective is to design
logistics solutions that support
the customer’s
business,
regardless of
how it changes
and grows.
Anton Tschurwald
Director Business Unit Retail,
KNAPP AG
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On its way at the Magna Park campus
Chances are good that an article
purchased at a John Lewis store or
ordered online through johnlewis.
com has travelled through
the KNAPP system at the
Magna Park campus

1a

1b

2

Magna Park I
60,395 m2 + 13,935 m2 mezzanine
1
Receiving
Approximately 3,500 suppliers supply
the Magna Park campus with goods.
In receiving, every article is registered,
counted and checked by KiSoft WMS
and allocated to the perfect storage
location.

2
Repacking
Over 90 percent of the goods are split
into single selling units and repacked
into containers at 52 ergonomic work
stations. By doing so, John Lewis
drastically reduces the space required
and can recycle more material.

3
Storage
The warehouse area has 379,128
storage locations and includes 12
aisles of automated high-bay racking
and 24 OSR Shuttle™ rack line
systems. The KNAPP software can
move the stock dynamically between
the high-bay racking system and the
OSR Shuttle™, which provides John
Lewis with extra flexibility.
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4
Picking
Deliveries for stores as well as D2C
orders are processed in different
areas. The software solution supports
the employee in the efficient and
error-free preparation of the goods
and ensures highest quality and
customer satisfaction.

5
Dispatch buffer
Deliveries to the John Lewis stores
are temporarily stored in another
OSR Shuttle™ with 10,816 storage
locations and are brought out in
correct sequence for dispatch.
This type of shop-friendly delivery
greatly reduces the workload for the
employees at the store.

6
Packing and shipping
Dispatch cartons for customer orders
are automatically reduced in size to
the level of the contents and closed.
This saves John Lewis both packing
material and space in transport
vehicles, which is also environmentally

friendly.

7
Control room
In the control room of the Magna Park
campus, KiSoft SCADA visualizes all
the processes of this giant system on
monitors and provides information
about important KPIs and any errors.
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Magna Park II
62.710 m2
3

2
Hanging goods
The hanging goods area includes
various overhead conveyor systems
by the KNAPP subsidiary Dürkopp
Fördertechnik. Trolley-free overhead
conveyors transport the goods on
hangers in a static storage area for
1.4 million articles. A downstream
dynamic buffer area with roll adapter
technology can transport a wide
variety of hangers. Matrix sortation
provides precise sortation of the items
before dispatch from the warehouse.

Resident Engineers & Hotline

1b
Flat Fashion

1a
Pallets
An automated high-bay warehouse
provides space for 11,544 pallets. The
pallet conveyor system connected
to the warehouse was provided by
KNAPP subsidiary, KNAPP AB from
Sweden.

Flat fashion, for example, filmwrapped T-shirts – are stored in
a 3D-capable automatic storage
system by KNAPP Industry Solutions.
The shuttles in the system move
lengthwise and crosswise in the
racking and can also change levels;
72 shuttles supply 3 ergonomic work
stations according to the goods-toperson principle. By adding more
shuttles, John Lewis can scale the
system performance precisely as
needed.

Proactive maintenance is the key to
trouble-free operation and maximum
system availability at minimum cost.
Unplanned downtimes can have
significant effects on the supply
chain. That’s why a team of Resident
Engineers from KNAPP is on site at
John Lewis, taking care of ongoing
maintenance, troubleshooting. 24/7
Hotline support is also available for
the KNAPP software system.
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Up to 3 million articles per week
Seven days a week – 365 days a year
shop-friendly delivery
600 employees – 1,300 during the Christmas period
732 shuttles
Click & Collect
Fulfillment of international online orders
KNAPP AG
sales@knapp.com
knapp.com
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