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Petz was at APIX 2022 telling about how digital 
transformation helped build a connected ecosystem.

The largest pet shop chain in Brazil and 
specialized in services and sales of products for 
pets and domestic animals.

Fernando Diniz 
Head of Digital Products Engineering 
at Petz

Strategy was very omnichannel. Since 2013, we 
started to observe this more digital side and, 
in 2019, we were already prepared for an online 
transformation of our business”.
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For Diniz, the omnichannel strategy, in fact, came in 

2019, connecting 100% of all Petz stores. 

“The company has managed to scale 
e-commerce to the present moment, reaching 
the level of one-third share of sales and gross 
revenue of the company”, he explains. 

“We have reached an 87% omnicanality index. 
That is, for every 10 orders in which we have 
a digital channel, practically nine orders are 
directed to a store - and of these, 90% are 
delivered within one business day. It ends up 
being very hybrid, in the end,” says the Head. 

In 2015, Petz began building the company’s 
omnichannel platform. It is possible to communicate 
the entire logistics structure with the stores and 
all channels, digital or physical, in relation to the 
distribution logistics processes.

It is worth pointing out that, today, Petz 
has a total of almost 1 million active 
users in its main application.
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With a clear vision of the future, Petz started to have 
the great objective of becoming the main player 
in the pet market worldwide. To this end, they also 
accelerated the omnichannel business strategies with 
e-commerce and worked to promote new customer 
experiences, seeking new functionalities and journey 
processes, expanding more and more multichannel 
functions

Unlike other sectors, 2020 was a very 
productive year for us. We managed to greatly 
advance our e-commerce and, since then, 
we have continued working on experiences, 
new functionalities, new journey processes, 
expanding more and more omnichannel 
functions, such as express delivery, reducing 
the waiting time for product withdrawal in the 
store and also enabling new digital channels,” 

adds the executive.

He also points out that Petz’s other brands began 
to “appear” through a series of acquisitions that the 
company initiated during the pandemic.

“We had a close look at the surroundings, 
at what went beyond the common part of 
Petz. We paid more attention to ‘Seres’, the 
veterinary part of the company, as well as the 
Aesthetic Center - with a bath and grooming 
structure. When we looked at the moment of 
the pandemic, we also invested more heavily 
in the Adoption Program”, adds Diniz.

Ecosystem design and digital 
journey integrations
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Omnichannel strategies in 
building a solid journey  

Ultimately, the brand acquisitions were the drivers for a 
move toward better customer experience.

“We realized that it was possible to transform these 
digital journeys and couple them with e-commerce, all 
with hybrid journeys. Everything is connected to digital, 
with an omnichannel strategy, we are still going very 
far”, comments Diniz.

In this digital transformation process, they began to 
look at the customer journey in-house and created 
digital journeys that connect with existing e-commerce 
journeys, and went in search of what else was needed 
for this journey to be increasingly complete.

In this journey of digital transformation of 
ecosystem building they started a process of 
acquiring new companies and the first one 
that was acquired was Cansei de ser Gato 
and with this is Petz it begins to bring new 
channels and new consumer experiences”, 
he concludes.
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“What drives us to work and build is the 
company’s vision, which is to be globally 
recognized as the best ecosystem in the pet 
segment by 2025”.  

The governance of APIs in this journey was essential, 
we developed together with Sensedia the API 
exposure standards, the necessary rules and 
standards being supported by a Gateway, partner 
Amazon Web Services (AWS), and that could be used 
as a marketplace and could be used by all tribes of 
Petz digital products.

With the creation of microservices, it 
was possible to connect this entire Petz 
ecosystem, in all the journeys that the 
customer could initiate with us, from 
the Adopt-A-Pet to the Aesthetic Center, 
joining journeys from the physical channel 
to the digital channel.
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Collaborative culture of 
technology and business 

The mission was to connect the entire Petz ecosystem 
and its journeys, today Petz has more than 27 
microservices supporting this digital journey and with 
exposure to be able to connect, 8 applications already 
integrated into the ecosystem and with 5 million API 
requests per month that is growing month by month.  

More important than just building APIs, microservices, 
having a Gateway for governance and API responses, 
the collaborative culture of technology and business, 
working together, is the great differentiator for defining 
technologies.

Today Petz has more than 1 million monthly active 
customers (MAUs) in its app.

Digital sales represent more than 33% of 
the company’s gross revenue and more 
than 67% of online sales are made through 
the app. Petz has 178 stores (data from the 
first quarter of 2022) and offers a series of 
microservices: e-commerce, pet adoption, 
veterinary services, as well as economical 
delivery of orders in 1 business day or delivery 
in stores or fast delivery in up to 2 hours.

Click here to learn more about the content 
presented at APIX.

https://www.youtube.com/watch?v=PTKlnEKnEyU
https://www.youtube.com/watch?v=PTKlnEKnEyU


For more case studies, click here:

Enabling a more digital, 
connected and open world.

Client’s Stories

https://www.sensedia.com/sensedia-clients-stories
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