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Between customer expectations and an experience that delivers, there’s a bridge
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Presentation Notes

Quick overview
Challenging few years
“Forced Innovation” 
Pivot rapidly to changing business landscape and 
– Challenging with typically aging technology we see in many retailers

Over this time we have seen a lot of “forced innovation”. In many cases retailers have needed to quickly pivot in response to a rapidly changing business landscape, regulations and consumer expectations, and have quickly deployed solutions to meet their customers’ needs. Some of those innovations are here to stay, others may decline over time. 
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Changing the Conversation
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• #1 Labor

• Actionable store insights

• Rich personalized experiences

• Store automation

• Safety, Security & Compliance

• Sustainability

Retail care-abouts

Presenter Notes
Presentation Notes
Emphasis on interconnection between these
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V⋅I⋅A

Visibility Insights Action
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• Personalized consumer engagement
• Online-to-Offline experience
• Digital merchandising
• AR/VR
• Appeal to the next-gen associates

Rich engagement

Presenter Notes
Presentation Notes
Personalization = up to 40% larger basket

Seamless experience between online and offline for known consumers

What about the anonymous consumer?

Engagement isn’t just for the consumer
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Rich Digital Engagement
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• Consumer behavior
• Associate engagement
• Operational insights

Actionable store 
insights

Presenter Notes
Presentation Notes
Visual inventory, fixture blockages
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Drive-Thru Automation
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Consumer Behavior
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• Notification

• Electronic shelf labels

• Visual inventory

• Robotic inventory

• Autonomous stores

Store automation
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• Loss prevention & fraud detection

• associate & consumer safety

• Surveillance & compliance

Safety, security & 
compliance
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Loss & Fraud Detection
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• Responding to market demands

• Consistent with Brand goals

• Save operating costs
• Reduce inventory levels
• Decrease waste
• Reduce utility consumption
• Support hybrid work
• Fewer truck rolls

Sustainability
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Customer journey
Mobile engagement

Digital displays and labels

Intelligent contact center

Customer experience 
management

Associate experience
Assisted selling

Associate engagement

Mobile POS and line busting

Flexible fulfillment

Physical and cyber security
Safety and surveillance

Loss prevention and 
fraud detection

Secure connectivity and 
optimization

Threat defense

Intelligent operations
Wireless and video analytics

Digital experience management

Enabling secure hybrid cloud

Equipment monitoring

Smart and sustainable facilities

Distribution and 
fulfillment
Occupational safety

Distribution automation

Order fulfillment

Presenter Notes
Presentation Notes
Improving the shopper’s experience before, during and after the shopping trip delivered through every channel, service, store, aisle and associate.
Enhancing the effectiveness and productivity of associates in the stores by ensuring they have the right information, at the right time, for whatever the customer might need. 
Safeguarding digital and physical assets, protecting customer and associate safety, and building loyalty by securing consumer data and privacy.
Keeping a retailer’s physical and digital enterprises available to effectively deliver the best customer and associate experiences.
Providing the insight and automation necessary for efficient, safe, and proactive management of distribution and fulfillment centers.
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Between customer expectations and an experience that delivers, there’s a bridge.
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(1:20)

So, to summarize, the top 5 areas I would focus on are:
Developing a clear understanding of customer behavior in and around the physical stores, to help identify and respond to those behaviors and predict future behavior. 
Provide compelling, reliable experiences that deliver value to the customers. 
Facilitate truly omnichannel experiences and processes that allow customers to engage over their channel(s) of choice, whenever they want and from wherever they may be.
Deliver accurate consistent data from any relevant sources that an be  consumed by anyone, or any system, who may need it. 
We need to do all of this using a reliable, scalable, secure platform for innovation.

I hope my perspective on the retail industry has been useful – and has help define “what” you need to be thinking about. I will leave it to my friends on the technical side of the house to talk about the “How”

I appreciate your interest and thank you for your time. 
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