
SIMPLIFYING YOUR RETAIL IT 
ENTERPRISE WITH PREEMPTIVE SUPPORT

Understanding failures before they happen is the best way to avoid 
losing business between the cup and the lip. Preemptive support 
provides the means.
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ABSTRACT

Retail businesses today are operating in a highly competitive 
environment with multiple challenges that have an impact 
on revenue, margins and customer satisfaction.  The main 
challenge today for a retailer is loss of revenue due to not-
very-well-defined IT in stores, productivity loss in stores 
and distribution centers due to non-optimized IT resulting 
in overall customer dissatisfaction. Retail enterprises lose 
customers to their competitors in case of unpleasant past 
experiences like long waiting queues, wrong prices at 
checkouts, etc., while shopping. This makes it important for 
retail enterprises to be preemptive in providing support to 
the stores and distribution centers improving productivity of 
the staff and overall availability of devices that are customer-
facing. 

PROBLEM STATEMENT

Retail enterprises that operate on the brick and mortar concept 
are spread across the region of operation and provide limited 
visibility to the central / head office on the issues that impact 
the day-to-day operations in stores or distribution centers. 
Most of the issues are reported by the staff (after performing 
the basic troubleshooting for a problem – a process that 
prevails in matured retail enterprises) to the help desk after 
noticing the problem. This would result in productivity loss 
or an instance of bad customer experience, both of which 
are irreversible.

IMPORTANCE OF CUSTOMER EXPERIENCE

Retailers that consistently deliver a great customer 
experience have realized measurable business benefits far 
beyond improving customer loyalty and margins.  

Retailers focusing on end-to-end customer journeys across 
multiple touchpoints in a store or channel (for omni-channel 
retailers) can build significant competitive advantage. 
This consequently helps in reducing customer churn, 
differentiating their brand from competitors, increasing 
market share, improving sales effectiveness and converting 
customers into promoters and repeat buyers.

REACTIVE OR PREEMPTIVE

The ability to identify instances or cases that are predicted 
to ‘turn bad’ way before they happen and initiating the 
required intervention early to make sure it never does, is the 
emerging competency to provide preemptive support. This 
level of service has the potential not just to surprise and 
delight customers, but also to drive internal efficiencies and 
business performance of the overall retail enterprise.

Let us take the example of a customer walking to checkout 
with some set of items as a part of his / her shopping trip. 
Some of the items when scanned at the checkout resulted in 
‘Item Not Found’ error on the screen. So the customer would 
either walk out of the store without buying those items or 
the checkout assistant helps the customer to complete the 
transaction manually or follow a set of processes defined 
to complete the transaction. This might result in loss of 
revenue, productivity and/or an unpleasant experience for 
the customer. In today’s world, a dissatisfied customer is 
always lost out to one of your competitors.

The same issue could have been avoided by a preemptive 
support model which would ensure that all the items 
available on the shelf for sale are available at the checkout 
counter as well. This could be identified and fixed before the 
store opened for trade on any given day.

PREEMPTIVE MONITORING
Proactive monitoring of the various 
endpoints in the retail enterprise would 
help in identifying, flagging and fixing 
problems to avoid potential revenue 
leakage, productivity loss and negative 
customer satisfaction index.
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DOWN TO THE DETAILS

So, what are the various aspects in a store that have an 
impact on the customer experience?

DIRECTLY IMPACTING

 
 for the past one year which are still stocked and kept for  
 display on the shelves can be identified to save inventory  
 holding costs and optimize shelf space. The same can be  
 utilized for a new upcoming product that would attract  
 more customers

 
 peripherals like pin pads and scanners attached to them  
 in addition to the Point Of Sale (POS) software. Malfunction  
 of any of  these would disrupt the checkout operations 
 resulting in long queues and most often failing to  
 complete the transaction.

 
 Label (SEL) should match with the price of the product  
 at the time of checkout. The SELs are changed on a day-  
 to-day basis for items that require a price confirmation  
 from the head office where the price is controlled. 

 If this price doesn’t match with the one at the checkout it  
 would result in legal / penalty charges apart from reduced  
 customer satisfaction.

 
 Applications that drive membership have to be made  
 available to the customers at all times. Non-availability of  
 these applications would have an impact on the customer  
 satisfaction index.

 
 stores from the central head office.  Products available  
 on shelves for customers but unavailable at checkout can  
 result in potential loss of revenue / productivity resulting  
 in negative customer satisfaction.

 
 

 (MSL) requirement that needs to be met in the stores  
 before selling. Products that do not meet MSL  
 requirements would cause customer unhappiness and  
 may even lead to license cancellation.
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INDIRECTLY IMPACTING

Happy store staff would have a direct impact on the customer 
experience in a store. ‘Happy Staff – Happy Customers’. The 
below aspects would impact the happiness of the store staff 
and indirectly influence the customer experience at the store.

 Back-office application availability: Applications that  
 are used for product counts and gap analysis not being  
 available would require a lot of manual effort leading to  
 loss of productivity in stores.

 Availability of handheld devices / Portable Data Terminals:  
PDT/Handheld devices used in the back office to receive  

 products at the store have to be made available. If not,  
 the inventory details would have to be manually entered  
 until such time that the application is back and running  
 which again impacts happiness of the store staff.

 Issues in supply chain: Some of the top-selling products  
 are received at the stores directly from the supplier. If  
 the information regarding these products doesn’t flow  
 from the supplier to the store on time, it would require a  
 lot of manual effort to be put in by the store staff.

Store staff need to perform their day-to-day operations and 
any additional manual work that needs to be taken care 
of, resulting in them spending more time at the store than 
stipulated. This subsequently would have a negative impact 
on their happiness index.

GO PREEMPTIVE TO PROVIDE 
SUPERLATIVE CUSTOMER EXPERIENCE

Preemptive support gives visibility of issues in the store 
prior to its incidence. Fixing the same proactively would 
reflect directly on the customer satisfaction resulting in the 
following benefits: 

 High availability: Proactive monitoring of checkouts  
 prevents revenue loss and increases customer satisfaction 

 Mean time to repair: Issues can be resolved 5x faster than  
 before resulting in better productivity

 Reduction in helpdesk calls: Calls to the helpdesk are  
 reduced by 30% consequently saving telecom call costs

 Dispatch reduction: 60% reduction in the number of  
 engineers / technicians dispatched for onsite break-fix  
 issues. Problems that only need hardware mending are  
 taken care of by dispatching a technician. 

 Reduction of price integrity penalties: 90% reduction in  
 instances of price mismatch. Anomalies are identified and  
 fixed by comparing store products and prices with master  
 product and pricing list everyday.

To summarize, preemptive support enables retailer 
enterprises to provide great customer experience and build 
better and lasting relationships with customers and staff. 
This in turn helps to significantly increase revenue and 
productivity within the stores.

 
 
 

ABOUT THE  AUTHOR

Phani Kishore Burre  
Associate Vice President – 
Head of Retail Technology 
Solutions, CSS Corp

Phani is a senior management professional with over 16 years of experience in Retail, Supply 
Chain & BFSI domains having gained valuable expertise in managing end to end products and 
projects. He has strong knowledge of defining future roadmaps. He has rich retail experience 
in providing service delivery for store POS systems across the globe for one of the top 
retailers, involved in architecting and developing a thin client POS used by few jewelry 
retailers in North America. He is an excellent communicator and has contributed extensively to 
the industry in the form of thought leadership articles. At CSS Corp, he heads the retail 
technology solutions function.


