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THE CONNECTED STORE 2.0

1. THE CONNECTED STORE 2.0

We are now in a digital age where technologies 
play an integral part of a customer’s life: they 
are omnipresent but are they omnipotent yet?               
A convergence of digital technologies is not to play 
one retailer off against the other but to holistically 
transform the customer shopping experience. Stores 
that serve to decode the customer sentiment and 
reinvent themselves are the ones that will survive. 

Customers want retailers to give them the best 
deals, save their time and most importantly, 
transport them to a virtual space with the best 
experience that they’ll ever indulge in. Let’s see why 
traditional stores are on the verge of extinction.

Traditionally a store used to be the only access 
point to a customer’s basic needs. As customers 
evolved and retailers vied for customer attention, 
digital retail technology boomed to the point of 
having one technology after another evaluating 
and implementing without actualizing the entire 
roadmap. Technologies like VR & AR were being 
experimented upon while the rest of the store 
spoke a different language. 

From the stats quoted in nchannel, 64% of 
people think that customer experience is more 
important than price. This customer engagement 
is not only achieved through an intelligent store 

associate but also through disruptive technologies. 
Advanced digital technologies answer the needs 
of the customer and should offer an all-in-one 
medium providing that unified experience. 

Customers would expect a seamless and faster 
check-out without the hassle of a long queue at 
the cash counter. 

Traditional stores are dying quickly and it is high 
time retailers transform their stores together with 
all their channels, platforms and data to usher in 
the new and close the doors of their traditional 
stores.

1.1 Why the Traditional Store Is Passe-
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THE CONNECTED STORE 2.0

So far we have seen stores bringing out 
technologies that individually impacted the retail 
industry. But we are yet to see these technologies 
coming together as one force providing a 
seamless unified experience.

The connected store 2.0 is the future of a new 
retail reality that both retailers and customers must 
realize to serve this hyper-convergence.

A survey conducted by Netsuite and RSR 
Research speaks about how 95% of Retailers 

strongly agree that offline and online 
experiences must be blended while 

78% also feel that rolling out disruptive 
technologies is a major challenge.

1.2 Need for the Connected Store 2.0
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MAPPING & TRACKING CUSTOMER FREQUENCY

Technologies in Retail have evolved, but has it 
evolved to the extent of driving more foot traffic? 
Influencing new customers who are in the same 
locality to come visit the store and buy products is 
still an area that needs improvement. 

To attract new customers, retailers need to 
adopt technologies like Customer-Sentiment 
Analysis conducted on social media to find out 
the interests of customers, Chatbots on websites 
to assist customers on the products online or in-
store, Geo-Targeted Mobile Ads which will drive 

customers who are in the same neighborhood 
to come visit the store.  These are some of the 
technologies that will help retailers discover 
potential customers. But will all these technologies 
be efficient enough?

As for existing customers, how many of them 
really take the effort in downloading the Retailer’s 
App? Even if they do, is the App efficiently 
being used? Only then can technologies like 
location-based marketing (beacons) be used to 
comprehensively ease marketing process.

TECHNOLOGIES/FEATURES:

2.1 Geo-Targeted Mobile Ads:

2. MAPPING & TRACKING CUSTOMER FREQUENCY

This technology 
is meant for the 

customers who are 
near the store, but 

who have no clue on 
the offers available
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MAPPING & TRACKING CUSTOMER FREQUENCY

These Digital Ads may possibly attract new 
customers and improve the foot traffic at the 
store. But before the retailers post digital Ads, 
they must have a target audience. They should 
conduct big data analysis, where huge data sets 
can be captured from social media like Facebook 
& Twitter and the customer sentiment analyzed. 
By doing this, retailers can find out the number of 
people desiring a particular product in a locality. 

But retailers play the relevance game well and 
mustn’t push too many messages thus losing the 
interest of their customers.

Brands like Starbucks combined the power of 
location and mobile services to let customers 

This will fairly bring in a lot of new customers. 
Research recently conducted by McKinsey found 
that “U.S. retailer supply chain operations who 
have adopted data and analytics have seen up 
to a 19 percent increase in operating margin 
over the last five years.” Data is clearly effective 
for retailers, but it’s about putting it to work in the 
right areas with predictive capabilities.

order before even stepping in the outlet so that 
they don’t have to hang around waiting for their 
order. This saved time & enticed the customers to 
visit the store again. Nchannel also said that 22% 
spend more at the store if digitally influenced.

2.2 Location-based marketing

This technology 
is meant for the 

customers who are 
aware of the store 
and who need a 

push notification of 
relevant offers from 

the retailer 
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MAPPING & TRACKING CUSTOMER FREQUENCY

Chatbot is a great way to connect with a customer 

both in-store and online, the automated bots 

will take care of the customer queries, provide 

customer service and potentially upsell shoppers. 

Forbes says machine learning & Artificial 

Intelligence (AI) are changing the face of 

customer service and how customers interact 

with it. 

It significantly influences customers both outside 
the store and inside the store. Beacon is still a 
technology that is not adopted by all, and there 
are challenges faced in using Beacons. The first 
challenge is Bluetooth, more than half of your 

Chatbot Magazine states that: “People prefer 
to receive information about the brands while 
they’re shopping, and Chatbot seems as product 
or service description and FAQ. It allows you to 
enhance your ROI, keeping your costs low.” Retail 
giants Sephora and H&M launched bots to help 
shoppers browse and buy their products. Experts 
expect bot usage to surge 57% to 177 million 
users by 2019.

customers are not reachable via beacon. The 
second is downloading the app; retailers have 
issues getting their customers to download their 
app. The third is ignored user experience; many 
customers turn a blind eye to the notifications. 

2.3 Chatbots

2.4 Beacons

This technology 
is meant for 

customers who 
need support 

with their product 
purchase
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These challenges can be easily avoided if retailers 
understand their customers well. Regular feedback 
will let them know if this technology is doing well 
in their store and enhancements can be made 
accordingly. Beacons certainly are a technology 
that will help the retailer on so many levels. 

RFID is another technology 
that is being popularly used 
in retail stores.  It provides 
an all-encompassing 
improvement to inventory 
accuracy, sales, margins, 
and expedited returns, 
according to a research 
study at Auburn University.

They can generate heat maps which is vital for 
increasing their sales. Some of the largest retailers 
in our study, such as Walmart, Nordstrom, and 
Target, are using (or testing) beacon technology 
to send personalized messages to customers while 
they’re shopping in stores. 

MAPPING & TRACKING CUSTOMER FREQUENCY

This technology 
is meant for 

customers who 
are in the vicinity 

of the store

Innovative retailer, Zara, 
has built their business 
around RFID. They are 
now able to conduct a 

physical inventory in their 
outlets in about 15% of 
the time it used to take.

2.5 RFID
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Activities RFID Beacons Geo fencing

Tracking Track products
Track customers using 
mobile devices

Track customers using 
mobile devices

Mobile dependency Not mobile dependent Mobile dependent Mobile dependent

Technology 
Compatibility

Needs special RFID 
reader and software

Compatible with 
Bluetooth/Wi-Fi and 
does not need different 
reader

Compatible with mobile 
network/GPS and does 
not need different reader

Operation 
dependency

Operated on radio 
frequency, electricity

Battery operated

Online mapping using 
satellites. Compatible 
with mobile tower 
frequency

Benefits
Effective in store, small 
distance

Effective in store, small 
distance

Covers more 
geographical area than 
RFID or Beacons

Cost Cheap Costly Costly

Difficulty Level Easy application Easy application
Complicated application, 
needs third party help in 
implementation

Shelf-life
Have been in use for a 
while

Relatively new In nascent stage

Permissions
Customer permission not 
required

Permission required 
to use device Wi-Fi or 
Bluetooth

Permission required to 
use GPS location and 
send push messages

Privacy No privacy concern
Customers may feel their 
privacy threatened 

Customers may feel their 
privacy threatened

Technology 
Dependency

Not app dependent Needs native app Needs native app

No Bluetooth or device 
dependency so doesn’t 
affect mobile network or 
battery

Drains mobile battery as 
it uses Bluetooth or Wi-Fi

Could drain mobile 
battery as it uses Wi-Fi or 
Bluetooth to send push 
messages

Reach Accuracy Mostly accurate
Depends on mobile 
tower availability

Depends on network 
accuracy

MAPPING & TRACKING CUSTOMER FREQUENCY
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Target customer promotion early in the customer journey

Gain new customers & retain the old customers

Track the customers’ buying pattern – Insights from the in-store behavior, purchase history & other 
activities on the app will help retailers create personalized offers and predict future trends

Heat maps – Using heat maps of shopper density, retailers can offer timely service & meet demand in 
real time

Gain better sales with more foot traffic

Business Benefits

MAPPING & TRACKING CUSTOMER FREQUENCY



© Copyrights 2018 Aspire Systems 11

IN-STORE CX

Customers definitely carry the experience they 
had in the store along with their products. And 
great customer experience is the sole reason 
for customer loyalty. 

The Retail industry is observing quick adoption of 
technologies, where retailers are seeking hi-tech 
solutions to keep their customers happy and to 
be on-par with the rest. Few retailers are testing 
technologies like Virtual Reality (VR), Augmented 
Reality (AR) and Mixed Reality (MR), while few of 
them have already adopted them. 

have a store of their own & who cannot afford to 
have one. This technology will allow retailers to 
give their customers a virtual experience of their 
store. It not only saves money for the retailers but 

says Sucharita Mulpuru-Kodali,

Vice President and Principal Analyst, Forrester.

This technology is predicted to be the next big 
thing in the world of commerce, because it 
eliminates the limitation of space and time. As we 
know there are a lot of online retailers who do not 

3.  IN-STORE CX

Good customer experience 
interactivity is the source of 
good sales. 2018 is all about 
customer experience for the 

retail industry 

 “

 “

TECHNOLOGIES/FEATURES:

3.1 Virtual Reality
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any smartphone into a virtual reality headset with 
two lenses and a magnet. Volvo used Google 
Cardboard & Lexus used Oculus Rift glasses to 
let customers take virtual test drive of their new 
models. Therefore, this technology has a lot of 
potential in the near future. Be it in Automotive, 
Fashion, Furniture, Home Designs, etc.

also saves time for the customers. Customers can 
experience brick & mortar shopping experience 
at the comfort of their home or any place. The 
drawback is that it requires hardware (device used 
for VR), which not many customers have at this 
point of time.

Many technologists are coming up with affordable 
solutions.  And Google Cardboard and Oculus 
Rift glasses are few of them. The device converts 

Progressive retailers like Rebecca Minkoff are 
adding digital mirrors to dressing rooms for 
a unique, personalized retail experience. This 
technology records footage of customers from 
all angles as they turn around and lets them play 
it back. The mirror also lets customers compare 
footage of different outfits side by side. 

Augmented Reality has been around for quite 
some time now. A lot of mobile applications are 
using augmented reality, right from Snapchat 
providing unique filters to games like Pokémon Go. 
And now customers desire AR in stores. According 
to research, Digital Bridge shows that 69% of 
consumers expect retailers to launch AR apps.

3.2 Augmented Reality

IN-STORE CX
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However, Augmented Reality and 
Virtual Reality are technologies 
that are in the nascent stage and it 
is vital that retailers remember that 
shoppers still like human contact, 
and without properly trained store 
staff or in-store promoters helping 
consumers to use the tech, it 
simply won’t be effective. 

     Augmented reality is going to change the way that 
the fashion industry creates, showcases and retails 

its products. The year ahead will see an explosion in 
opportunities for this immersive technology to totally 

redefine what we understand as fashion today,

said Matt Drinkwater,                          
head of the Fashion Innovation Agency.

Advantage of VR is that it eliminates the limitation of space and time which reduces operational costs 
and enhances customer satisfaction

Gain customer loyalty with AR and VR by providing personalized services for customers, which will 
help increase sales

AR facilitates intuitive usage as customers can visualize the product fitment in a chosen environment 
before purchasing

Business Benefits

IN-STORE CX

 “

 “
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ENDLESS SELF-SERVICE POSSIBILITIES

4. ENDLESS SELF-SERVICE POSSIBILITIES

The time has come for stores to be completely 
run by technology. These technology-run stores 
are basically self-service stores that give a myriad 
of benefits for both retailers and customers.            

Self-service stores are trendsetters in retail, or at 
least the self-service features like endless aisle and 
scan & go are most certainly trending in the retail 
industry trends right now.

An unmanned store looks like any other ordinary store with products stacked on shelves. But what 
is unusual is that the doors of these stores only unlock after a customer scans a QR code or via face 
recognition if the customer has registered with the store. 

EatBox, Takego & BingoBox are the few unmanned stores that are currently functioning in China. 
The idea of an unmanned store struck the Chinese only after Amazon announced its cashier-less 
Amazon Go store. Therefore hassle-free checkout is another advantage to add in the list of benefits for 
the unmanned stores. Another major advantage is that retailers can collect a lot of data about their 
customer’s preferences and buying habits.

However stores without human assistance are still a work in progress. At least there must be assistance 
until the customers gets adapted to such stores. Takego a store that only allows one customer at a time 
is said to open 100,000 stores across china within the next 3 years. The 2 features that are grabbing a 
lot of attention in an unmanned store are Endless Aisle and Scan & Go.

4.1 Unmanned Store 

SELF-SERVICE WITH PHYGITAL RETAIL
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Endless Aisle is one of the most talked about 
feature in stores. This feature adequately brings 
in more customers since the retailers go an extra 
mile to satisfy their customers.

When an aisle does not have a product the 
customer is looking for, this feature will help the 
customer to check out their preferred products 
through the screen placed near the aisle and lets 
them place an order immediately. It drastically 
reduces loss of sales. Forrester Research Inc says 
that about 10% of retail store sales are lost 

due to items being out of stock. This can be 
avoided with endless aisle.

The key benefits are increased sales conversion, 
reduction in sales loss, enhanced customer 
experience, better customer insights, inventory, 
etc.  In order to achieve all these benefits the 
inventory needs to be kept up-to-date, staff 
should be empowered, ordering should be 
made easy where it can be easily communicated 
and tracked.

4.2 Endless Aisle

ENDLESS SELF-SERVICE POSSIBILITIES
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ENDLESS SELF-SERVICE POSSIBILITIES

This feature has also been grabbing a lot of 
attention where customers don’t have to 
waste time at the cash counters but scan their 
products themselves, pay and walk out of the 
store. Walmart will expand its Scan & Go 

technology in another 100 stores across the 
U.S. this year. And Kroger announced it will roll 
out its “Scan, Bag, Go” service in 400 stores this 
year, according to Business Insider.

4.2 Scan & go (Unmanned Check-Outs)

Increase profit margins by reducing staff costs

Gain and retain customers by providing hassle free and enhanced shopping experience 

Capture better customer insights to understand your customer preferences

Business Benefits
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BEYOND THE IN-STORE EXPERIENCE

Chris Luo, VP of Marketing of loyalty 
technology company FiveStars said that 

A lot of customers get comfortable and shop 
frequently at a store once they know that they 
can completely rely on a retailer and has loved 
the experience offered. So what does a retailer 
have to do in order to retain their customers 
and go beyond the in-store experience for their 
customers? Well, a sound loyalty program is an 
absolute necessity.

Loyalty programs are influential in bringing back 
the old customers, retaining customer loyalty and 
impacting future buying decisions. 

Customer Loyalty is something very vital for 
retailers. It is vital for retailers to give all their 
customers that one-to-one interaction and 

maintain a close relationship. In today’s digital 
world, Omni-Channel engagement is very 
essential for brand loyalty.

5.  BEYOND THE IN-STORE EXPERIENCE

       Loyalty programs are proven 
to increase customer lifetime 
value by up to 30% or more 
by increasing visit frequency, 

increasing spend per visit, and 
winning back lost customers

 “

 “

5.1 New Age Techniques to Increase 
Brand Value & Customer Engagement
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And as for social media marketing, it improves 
Brand Recognition, Enhances Trust and Credibility, 
Referral Marketing, Increases Sales, Identifies 
Brand Ambassadors. People spend a minimum of 
30 minutes every day on popular social platforms 
like Facebook, Twitter, Pinterest, Reddit, LinkedIn, 
Instagram etc. It is thus a very effective means of 
online lead generation.

Omni-channel retail marketing paves the way 
for seamless customer engagement. Interacting 
with customers across platforms and devices 
with personalized messages will help retailers 
draw customer loyalty and maintain a good 
relationship. Monitoring customer interests and 
activity through AI and Big Data can easily identify 
what customers want and interest them to buy 
those specific products. 

5.2 Omni-channel engagement

BEYOND THE IN-STORE EXPERIENCE
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The unmanned check-out feature in the Amazon 
Go stores has been the talk of the town. All these 
days’ shoppers have spent a lot of time waiting to 
buy their products, but now they can walk out of 
the store with their products without any hassle. 

The retail industry is witnessing customer tracking, 
mapping, customer engagement/experience, 
self-service and loyalty programs dynamically 
converging into the smart connected store 2.0. 
Today’s tech-savvy shoppers are the driving force 

This seamless shopping experience is achieved by 
the Amazon Go App. The App seamlessly bills the 
product to the customer’s account as and when 
the customer picks up the product. This feature 
has won the hearts of the customers.

behind the need for the digitally connected 
stores and growing Omni-channel experience. 
PRIOS is one such solution that does the magic in 
retail stores providing seamless connected store 
experience.

6. REAPING THE SECRETS OF AMAZON GO 

CONCLUSION

REAPING THE SECRETS OF AMAZON GO

https://www.aspiresys.com/retail/phygital-store-solutions
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