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Are you ready for today’s retailing?

It’s not just about what consumers want to buy. It’s about how they want to shop. 
Increasingly, people want to explore products at their own convenience—online  
or on their smartphones and tablets—and buy items without waiting for help. 
Although it goes without saying, we’ll say it anyway – your customers expect their 
retail experience to be amazing every time, no matter how they shop.

Welcome to today’s digital retailing. You’ll face a range of exciting opportunities  
to drive sales by going digital—as well as a fair share of challenges.

Read on to learn about trends that are rapidly gaining traction, key opportunities  
for retailers as these trends hit mainstream, and special concerns you may have to 
cope with when going digital.

1 Digital retailing: putting theory into practice

2 New possibilities through omnichannel commerce

3 The charms of mobile and self-service

4 It’s getting personal

5 Beware the hazards of digital retailing
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Digital retailing: putting theory into practice

A number of high profile market trends – 
related either directly or indirectly to digital 
retailing – have been around for quite a 
while now, specifically in areas related to 
omnichannel and mobile interaction, as well 
as to extended self-service possibilities. And 
yet, though certainly not new, some are only 
now beginning to take on practical form for 
many retailers.

You can expect to see more 
retailers realizing digital retailing 
in 2014, as they take advantage 
of the following options,  
among others:

• Mobile payment

• Digital coupons

• Mobile loyalty programs

• Self-service channels

Why? Because the technology that works behind the scenes has 
made big strides in recent years, and has become more efficient 
and affordable. And widespread adoption of digital retailing 
is sure to change the face of the industry as a whole, with new 
opportunities to be capitalized on, and challenges to be addressed.
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New possibilities through 
omnichannel commerce

There isn’t just a single place or way to reach 
people anymore. Think of how shoppers want 
to interact with you—over mobile, online, brick 
and mortar, direct mail… maybe even all at once.

Some retailers are already using software platforms that take 
shoppers on sophisticated shopping journeys. Take, for example, 
“click-and-collect” scenarios, in which you can enable shoppers 
to locate what they want online—on their computers or mobile 
devices—then allow them to pick up product in your stores.

Another good example is the “endless aisle” strategy, which is 
becoming more and more practical. Let’s say your customer orders 
an item in your store, and it’s out of stock. You can order that item 
and let the customer choose to receive it either at the store or at 
home when it’s ready for delivery.

The omnichannel platforms supporting such scenarios effectively 
help you offer shoppers more choice, while empowering them to 
shop the way they like most.
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The charms of mobile and self-service

It sounds like something out of a James Bond movie, 
but it’s just another delight in the world of technology. 
Soon, your customers will actually be able to wear touch 
points, like smart watches and digital eyewear. These 
(not so) futuristic devices may become as common as 
smartphones and tablets before we know it.

What does this mean for you? Well, you can learn a 
lot about shoppers coming into the store, who have 
so far remained anonymous. You can also gain access 
to additional interaction possibilities, through these 
personal wearable devices.

For example, you can bring typically online experiences 
into physical stores.

Imagine a customer walking into your store and seeing 
something he likes. He looks at his smartphone and it 
gives him recommendations, such as “you may also  
like . . . ” and “your friends on Facebook bought . . . ”

These ways of interacting with shoppers have previously 
been limited to online commerce. Tomorrow, they could 
be working for you right at your store, combining the 
best of both online and in-store worlds for the best 
possible shopper experience.
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It’s getting personal 

We all know that personal 
communication can win 
customer loyalty and boost your 
bottom line.

Shoppers are getting used to the idea of 
Web pages that dynamically adapt to their 
preferences and search patterns. Now, 
they’re starting to expect similar experience 
in the real world.

Consider the possibility of getting your 
message across with dynamic digital displays, 
digital signage and even networked 
communication technology that identifies 
shoppers by their smartphones and tells you 
exactly when they’re in your store.
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Beware the hazards of digital retailing

So far, digital retailing sounds pretty good. However, it’s also likely 
to present its share of challenges. After all, everything about the 
way we shop in stores is soon bound to change, and retailers will 
have to find creative ways to adjust.

1 Security Concerns

Think back to the last time retailers had to deal with issues of 
similar impact, in the early 20th century, when grocery stores 
shifted from having clerks stand behind counters, and pick and 
pack goods for customers, to offering shoppers the convenience 
of self-service picking. Now fast forward 100 years – shoppers are 
now also increasingly being given the option to scan and check out 
items on their own.

This new reality brings with it new security challenges. Retailers will 
have to quickly and effectively address potential hazards, such as 
customers appearing to have paid via their smartphones while not 
actually having done so.
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Beware the hazards of digital retailing

 Big data challenges

Think customer data is complex now? Just wait until you see what 
big data brings. Personalized communication with consumers, 
whether in the store or on online channels, is bound to become 
increasingly complex as big data trends enter the picture. To really 
gain an edge from the richer information that’ll be coming your 
way, you’ll need to employ highly responsive, real-time processing.

Expect only some of your data to be structured. The rest will be 
streamed from countless new sources, such as social network 
communications. It will take agile thinking—new ways of 
managing and sorting data—to make sense of all this.

Need an example? Merging shoppers’ online and offline personas 
on the basis of a variety of sources – from past purchases to 
Facebook likes – is a good one. That’s how you’ll be able to create 
the most personal and relevant offers, leveraging big data not only 
derived from interactions with shoppers, but also aggregated and 
consolidated from a range of additional new sources.
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NCR Retail: delivering the digital experience

The near future will be an exciting time to be in retail. You will have to look for capable vendors who truly 
understand digital retail opportunities and can help you prepare for the challenges they present. Know what 
solutions can enrich your customers’ shopping experience with greater convenience and independence, and let 
them shop the way they like. That’s what will make you stand apart—and be the place your customers and  
their friends come back to time and again.

Looking for a partner and advisor you can trust? We have retail experts ready to help you prepare for and 
capitalize on the future of digital retailing, while employing just the right blend of digital and brick-and-mortar 
technologies. From omnichannel readiness, through innovative offerings and all the way to self-service  
realization – we’re here to make digital retail easier for you.

For more information on NCR retail 
solutions visit www.ncr/retail
or contact us at retail@ncr.com

Contact us

Learn more
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