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Customer Strategy 
 

Deliver Amazing 
products with style 
attributes she wants 

   
 
 

Branded House 
 

FIT clarity across 
brands, drives easy 

shopping experience 
 
 

 

1.0 

FAMOUS FOR FIT - Strategies to Drive Sales 

Comfort 
 

Customers consider 
comfort a deciding 

factor on “fit” 
 

Fit Solutions 
 

Customers seek 
solutions that hide 
body flaws or add 

comfort 

Consistency 
 

Fit consistency within  
a Brand by 

Style/Fabric/ Color 

2.0 
Fit Marketing 

 

Clear & Simple  
Fit messaging  

Drives Brand affinity 

 
Fit 

 

Amazing fit & size 
consistency drive 
customer loyalty 

 

Famous for Fit Initiative started in 2015, designed to update and create internal processes to deliver a great Fit.  We continue to 
evolve and incorporate more customer feedback and drive greater consistency across the house.  

Presenter
Presentation Notes
Research Objectives:•Understand what “great fit” means•Understand how Kohl’s fit compares to competition•Determine the factors that most affect a positive experience with fit•Research Outcomes:•Customers told us that it fits when it is comfortable•Customers want size consistency•Style and fabrication significantly impact the perception of fit•Kohl’s brands often rated higher than competitive brands in a blind fit assessment•In all categories, there are opportunities to improve fit rankingsCustomers are looking for fit solutions (curvy, slimming, tummy control, tall, etc.)



FIT VERIFICATION POINTS 
● Analyze / Align with Competitive 

Body Measurements 

 

Body Chart 

Dress Form 

Align Sizing 

Fit Analysis 

Update Block 

Grade 

Consistency 

● Develop form to reflect realistic 
body shape 

 
● Align Sizing into Fit Camps to 

drive Consistency among Brands 

● Review Core Fit Blocks against 
Competitors for opportunities 

● Develop and proof new pattern 
block(s) to drive best fit 

 

● Adjust Grade to align with Sizing  
& Calibrate size range(s) 

● Execute and Audit to deliver 
consistency in fit 

 

Womens/Petite/Plus Jr’s/ 7-16 Girls Kids Mens/ YM* 

*Boys 8-20 not started 
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Presenter
Presentation Notes
Aligned on body specs for Womens, Petite & Plus between NY and MKE Tech TeamsDevelop updated body shape: 8 new Dress forms & new Models for Women’s - Reg, Petite, PlusAligned Sizing across where possible (8/10= M) Update grade table to ensure sizing accuracyTrained Fit expectations for NY, MKE Teams, Vendors & DI’sDelivered Tools to drive consistency in fit/grading for Vendor Assist and DI’s on Proprietary Branded garmentsTrained Kohl’s TDs & Vendor Certified Tech Designers (CTDs)to new standardsEstablish standards to deliver consistency in fit by Brand, Product & ComfortVisual tools Benchmarks & Fit KeysCreate/ Publish Fit (block) Library and Body Landmarks



WOMEN’S 



BRAND LANDSCAPE - FIT CAMPS 

 
 
 

 
 
 

 
 
 

 
 
 

Brands with the most ease*  
10/12 = M 

Brands with moderate ease* 
8/10 = M 

Brands with less ease* 
& Curvy  
8/10 = M 

         $466M                                               $381M         $506M       $118M         $195M          $77M              $82M            $110M                      $129M 

*ease = amount of extra fabric built into the fit 

Moderate ease*  
8/10=M 

Sized Smaller 

Brands align by a single Fit Camp = Shape & 
Size 

Presenter
Presentation Notes
Through the Women’s Brand Growth Initiative, the Brand Landscape brought Clarity on “how” to align fit intent with Brand DNAFit Camps illustrate alignment of body chart, body shape, size &  grade Consistency by Brands. Any necessary differences would beDriven by Brand DNA/Silhouette & Styles



GRADING ALIGNMENT - Women’s  8/10 = M 
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S                  M                           L                             XL 

S                  M                             L                               XL 

Grading Comparison against Competitive Retail Set 

Presenter
Presentation Notes
Link to the chart: https://docs.google.com/spreadsheets/d/1zSB0HvKnSH9s-qZeZu_MTAYTlqhvGXWPTUtODS6HHWc/edit?usp=sharingNOTES:�- Overall Kohls Missy sizing is in line with its benchmark competitors across most of the size range�- There is some discrepancy at the top of the range (XXL) between Kohl's and Competitors that most likely relates to how Competitors align their Missy grade with their Plus grade�i.e. Target's XXL is is closer to Kohl's XL however Target starts their Plus 0X smaller than Kohl's�



DRESS FORMS - Women’s Regular  
NEW                                  OLD                              NEW               OLD                                NEW                             OLD 
 
 



GRADING ALIGNMENT - Women’s 10/12 = M 
C

he
st
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       S                          M                                       L                                   XL 

S                            M                                     L                                   XL 

Grading Comparison against Competitive Retail Set 

Presenter
Presentation Notes
Link to the chart: https://docs.google.com/spreadsheets/d/1zSB0HvKnSH9s-qZeZu_MTAYTlqhvGXWPTUtODS6HHWc/edit?usp=sharingNOTES:- There is some discrepancy at the top of the range (XXL) between Kohl's and Competitors that most likely relates to how Competitors align their Missy grade with their Plus grade�i.e. Target's XXL is is closer to Kohl's XL however Target starts their Plus 0X smaller than Kohl's�- Kohl's M(10/12) stands a little outside of the range and will be perceived by the customer as being easier/looser fit. a.k.a. vanity sized��



GRADING ALIGNMENT- Women’s Plus 1X=18w 

            0X                              1X                                  2X                              3X                                   4X Chest 

Hip             0X                              1X                                  2X                                  3X                                 4X 

Grading Comparison against Competitive Retail Set 



DRESS FORMS - Plus 18W 

NEW                                        OLD                                NEW                   OLD                                    NEW                                   OLD 
 
 



SVVW DENIM: WV73D105P 

TAKEAWAY: 
- Style best accommodates Less Curvy, More 

Curvy, & Very Curvy shapes. 
- Overall fabric & fit allowed for a comfortable 

and flattering fit on a variety of shapes and 
body types. (Fabric has a lot of stretch)  

 
- LESS CURVY: Flattering & Comfortable fit. 

Notes: Model’s favorite denim sample! 
- MORE CURVY: Flattering & Comfortable fit. 

Notes: Model’s favorite denim sample! 
- VERY CURVY: Flattering & Comfortable fit.  

Notes: Model’s favorite denim sample! Very slight 
gapping at back waist, but acceptable.  

Fit Bucket: Universal 

Samantha                                  Elizabeth B.                                Anne                                                      
         sz. 18                                   sz. 18                                    sz. 18 

LESS CURVY                       MORE CURVY                    VERY CURVY 

Presenter
Presentation Notes
LESS CURVY: Susan: Has purchased several pairs!! Favorite pair of jeans! Back Rise: Was shortFront Rise: Was okayHip: Was fuller but still flattering onThigh: Was fuller but still flattering onInseam: Was goodJennifer: Likes & ownsVERY CURVY: Anne: Looks nice on. Slight gap at bk waistNBB60177981     GV Amanda Average length (replen colors so there should be plenty of options)308-9074, 308-9068, 308-9007  	  Lee Total Freedom Denim236480007, 236480010, 236480009 Levi 414 Classic Straight  Will need to buy online236490004, 236490005, 236490007 Levi Relaxed boot  Will need to buy onlineInternalKAYO LONG: WC73D250P, X250PKELLWOOD PERFECT FIT/CURVY TROUSER: WC73X902PKELLWOOD PULL ON: WC73X901PKELLWOOD SUPERSTRETCH ANKLE: WC73X903PMillennium -  WA63X218PSVVW Denim - WV73D105PUtility -  WS63J001P



MEN’S 



BRAND LANDSCAPE - FIT CAMPS 

 
 
 

 
 
 

 
 
 

4” Grade 
C&B 

40/34 = M 

4” Grade 
Apt 9, Sonoma & RR 

40/34 = M 

3” Grade 
Marc, Tek Gear, Fila & YM 

40/34 = M 

*ease = amount of extra fabric built into the fit 

Brand built with most ease Brand built with close to body some 
silhos with slim ease 

Brand built with close to body some 
silhos with slim ease 

Presenter
Presentation Notes
????



GRADING ALIGNMENT - Mens 

● Body charts : 4” to 3” 
○ Kohl’s Men’s Body Chart = Average Build Customer/Trapezoid 

 
 

 

Presenter
Presentation Notes
IMPACT BETWEEN 3” 4” - TAKE FOR EXAMPLE THE XLFOR SOME CUSTOMERS THE XL ON THE 4” GRADE MAY COME ACROSS AS TOO MUCH EASEFOR SOME CUSTOMERS THE XL ON 3” GRADE MAY COME ACROSS AS TOO SMALL/SLIM. CAUSING CUSTOMERS TO SIZE UPCUSTOMER ON THE CUSP- BETWEENBody charts : 4” to 3”Kohl’s Men’s Body Chart = Average Build Customer/TrapezoidReference size XL in ORANGE to Customer Build as TrapezoidSize 46= low end of XL on 4”Customer may perceive fit is “Too Big/Relaxed”Size 46= high end of XL on 3”Customer may perceive fit is “Too Small/Slim”



BODY SHAPE - determined by Chest to Waist difference 

Type 1: The 
Average Build 

Chest to Waist drop = 6 

Type 2: The 
Inverted 
Triangle 

Chest to Waist drop = 7+ 

Type 3: The 
Rectangle 
Slim build 

Type 4: The 
Triangle 

Chest to Waist drop 
less= <6 



DRESS FORMS - Men’s / YM 40/34 = M 
NEW                                    OLD                                          NEW                  OLD                                   NEW                                   OLD 
 
 



5 STAR REVIEWS 



What Constitutes a                             Review?                                    
In a recent survey our customers ranked the 15 attributes of quality they desire 
most when shopping for apparel.  
 
How can we use this information to predict a 5 star outcome?    

 

18 

Presenter
Presentation Notes
Explain each attribute by customer perception of importanceComfort/ cozy/soft….Easy care is important for AdultsMoms look for durability as well as fit consistency.  Fit consistency is VERY important for AdultsLow shrinkage = high quality perception and meets their expectations



What Constitutes a                               Review?  

Comfort and easy care are top features customers  
look for when shopping in all five categories.  

19 

Presenter
Presentation Notes
All these attributes are important, but have different merit weight.
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Online customer reviews reveal similar attributes that customers 
find desirable and deserving of a 5 star review:  

*Total Apparel 5 star reviews compiled  
180 days from July 2017 to Feb 2018 

What Constitutes a                               Review?  

Presenter
Presentation Notes
Explaining the result on the right side from Bazzar Voice & how this parallels to the earlier slide from a Customer SurveyNotice key word repeat with very siimilar expectations



Great Fit, Comfortable and Soft 

CUSTOMER FEEDBACK: 
 
● Was looking for a cute stylish lounge top and this is 

perfect! It is lightweight yet still warm...ordered a size 
large and it’s a perfect loose and comfortable fit 
without being too oversized. I ordered the maroon 
‘Tawny port’ color and I love it So much I am now 
ordering it in the gray!  

● The shirt is very comfy, the color is beautiful and it fits 
really well. 

● This is a very comfortable top and I felt the quality 
superb. 

● True to size and picture. Cozy 
● My 13 year old daughter loves this sweatshirt. It is super 

soft and kind of light weight. She has the black and 
grey tie dye looking one. She said she got a bunch of 
compliments from friends on her cool shirt. 

21 Lace-Up Sweatshirt 

Presenter
Presentation Notes
MM- The reoccurring theme that we see over and over again for styles with 5 star reviews is that the same key attributes and keywords are important for all customers of all product types.  you will see in the following 5 star reviews the same words over and over again- comfort, quality, cozy…..



Quality, Comfort & Great Fit 

Pull-On Skinny Dress Leggings 

CUSTOMER FEEDBACK: 
 
● Very cute! I really love the fit and quality of the material. They are 

not a super thin material like most leggings which is what I prefer.  
● Love these leggings. I was skeptical when first saw these, but after 

trying them on I love them. They are superior quality stay put 
when on and don't sag a bit. They are a bit pricey, but well worth 
it.  

● Leggings fit great and stay up at waist. Comfy and cute style. I 
got several pair after trying the first pair out. They seem to be 
made out of fabric that doesn't seem as if will pill or pick easily.  

● Warm, Comfortable, Stylish!! These are my second pair. My title 
says it all. I am 5' 1", 107 lbs and ordered xs. I also ordered xs long 
as i like them to puddle at the bottom, i like the detailing pockets. 
love these pants. So comfortable they wash well. 

 
 

Top rated product 
on Bazaarvoice 

22 



Quality= Durability 
CUSTOMER FEEDBACK: 
 
● I love the the versatility of the leggings. I love the assortment of 

colors, prints, and designs. She loves them because they're 
comfortable, and she can put them on and take them off by 
herself. So these are perfect! Easy to care and easy to wear. 

● These are so cute and the quality is good. 
● These leggings hold up well and run true to size. Some leggings 

run a little small but I've been happy with these. We bought white 
and they wash up well. Great value as well. I will definitely 
purchase again. 

● I got these for one of my great niece’s birthday. She loved them! 
The fit is perfect and the material a great thickness. Great price. 

● Fit just like I thought they would and my niece loved them. 
● They are adorable, I loved the color. It fit my daughter perfect 

she's a 6 and I purchased a size 6 so it's true to size. The material 
is stretchy 4% spandex. Definitely will be purchasing more in the 
future. 

● Love these for my toddler! Nice and stretch so perfect for running 
around, we’ll see how well they hold up. The length is perfect and 
the waistband fits snugly so no drooping drawers. 

23 
 

 

Long Leggings 

 

Presenter
Presentation Notes
they want to purchase multiples when they are highly satisfied with a style.  



Great Fit, Great Quality and Comfortable 

 
 
 
 

True Comfort Classic-Fit  

Flannel Button-Down Shirt 

 

CUSTOMER FEEDBACK: 
 
● GREAT FIT- Finding clothes to fit my 6'6, ~220 pound boyfriend is 

extremely hard. Most clothing ends up being either much too 
wide (& just the right length), or too short (& fits everywhere 
else). These shirts were the happy medium! The XL Tall was a 
perfect fit. 

● Fits Well and Attractive. I wanted a decent looking flannel shirt 
for the colder months, but didn't want to pay a fortune for the 
trendy name brands. You all know the names. I mean who am I 
trying to impress when I am more concerned with warmth and 
comfort. This shirt is made of a good quality material that is 
both stitched well and is tastefully colorful without being loud. 
It also fits me very well and feels good on. I particularly like 
that. 

● The fabric feels nice and soft. Seems to be good quality. 
● This shirt is so soft and comfortable! True to size and high 

quality. I bought it on Black Friday so I got an amazing deal on 
it. 

● Loved it … Bought three of these shirts for my son to wear for 
work.  

25 



         Low Ratings = Low Sales 

27 27 

Presenter
Presentation Notes
so, just as we found common attributes and key words for the 5 star styles, we can see that low rated styles also have common attribute s and keywords.   



Poor Quality= Disappointment 
 
 
 

 

Classic-Fit Stretch Crew Neck Sweater 
 

CUSTOMER FEEDBACK: 
 
● Pathetic quality- I was looking for lightweight crew neck 

sweaters and thought I had found exactly what I was looking for. I 
have purchased C&B sweaters in the past but these were inferior 
to past purchases. It pilled up and there was burgundy colored 
lint everywhere. I returned it along with 4 others that were still 
unopened.  

● Poor quality, poor fit-I purchased 4 of these in different 
colors in size large. One had a major fabric flaw, All hung 
loosely at the bottom, backs were shorter than the front. 
They will all be returned. Disappointed in a Croft & Barrow 
label. They have been good products in the past. 

● I got this for my husband, and it just hung on him. There is really 
no elastic around the bottom to make it look like the model in 
the picture. 

● This product is great but returned. Ordered 4 colors in Medium 
cotton-blend. The issue is the sizing was too big out of the 
package. Would fit a Large sizing. I wear Medium in cotton-blend 
tops & Large in 100% cotton for shrinkage.  

28 

Presenter
Presentation Notes
This customer ordered 4 colors but when he received the garments and tried them on he was not satisfied with the fit.  This highlights how costly it can be to Kohls when we do not meet customer expectations. 



Poor Fit, Brand Inconsistency  

CUSTOMER FEEDBACK: 
 

● I ordered 3T and wish I would've ordered 4T. They fit my son but 
they're snug. He won't be able to wear them long. If you like your 
boy in skinny pants then you'll like these. 

● I tried these on my boys at the store and I️ could barely get 
them on them. The legs are so ridiculously narrow. They 
looked like leggings. Please bring back the regular loose fit pants. 
Not everyone wants their kids to look like little hipsters. 

● The pant ran small and short.... unusual for this brand. They 
were hopefully mismarked... or the brand is changing. 

29 Toddler Boy Fleece Jogger Pants 

  

Presenter
Presentation Notes
The product did not meet customer expectations due to poor fit intent communication from Kohl’s.  Customer did not understand this fit intent nor did she like it.  



Small, Thin Fabric, Long” Description Misleading 

Juniors'  CUSTOMER FEEDBACK: 
 
● I agree with some of the other reviews that these leggings 

are very thin. 
● Bought these in a medium for my 12 yr old and they are too 

small! need to order two sizes up. 
● Run very small but cheap should have ordered a size 

bigger 
● My daughter is 5'8" and 110lbs. Tall and thin. These XL long 

leggings didn't even come close to being long enough 
for her... 

● This brand of leggings says they are so long. But they are 
not long enough for my daughter who is only 5‘7“. 

● Ordered a medium and they fit like a small. Material 
very thin, returned. 

● I feel like there was a mix up because no way these are 
juniors. They are too tiny. 

● These leggings are extremely cheap-made and are see 
through. You better order a size or two up or they 
won’t even fit. 

30 Long Leggings 

Presenter
Presentation Notes
the fabric seemed thin due to garment being too tight and inconsistent sizing compared to the size she would normally buy.    The description was not as intended.  



32 

How We Can Turn a              

to                         ?   

Refocus on Consistency and Quality, by taking ownership 
to resolve issues 



❏ Leverage customer feedback to recommend fit/construction 
adjustments to elevate the product 

❏ Execute consistency of fit by brand. Provide pattern blocks to ensure fit 
consistency across multiple vendors and fabrics. 

❏ Request size sets and wear tests to acquire feedback prior to finalizing 
high volume programs. 

❏ Highlight critical points of attention in tech packs to ensure focus on 
potentially critical production issues. 

Kohl’s Tech Teams (CTDs & KTDs) 

Action Plan 

Presenter
Presentation Notes
Christy & Ron to speak to GPS team blurb.  



❑Proactive involvement in all the aspects of the product life cycle from 
initial development thru end of line quality management to ensure 
superior quality. 

 

❑Evolve the CTD program to secure top talent with the right people in the 
right places, supporting them with continuous training. 

 

❑Use Dynamic Costing to provide options supporting superior quality at a 
cost/value relationship  leveraging Vendor expertise and production 
competencies. 

 
 

 
 

Action Plan 

Li & Fung and Vendors/Factories 

35 
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