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Did self-checkout help IKI overcome  
long queues and improve service?

IKI
An NCR SelfServ™ Checkout Case Study



With more than 250 stores in Lithuania and Latvia, IKI is  

Lithuania’s second largest grocery retail chain. IKI wants 

to become the leader in its market, with a vision to be the 

first and the right choice for everyone. To ensure a pleasant 

shopping experience and to contribute to its reputation as 

the store of choice, IKI stores focus on fresh and high-quality 

products, an exclusive range of goods, a cosy and modern 

atmosphere, state-of-the-art retail fixtures and attention to 

and respect for each customer.

The company’s new slogan, “Just a minute—it only takes that 

long to shop at IKI,” is an apt fit with its name, which means 

“see you” or “see you later,” in Lithuanian.

IKI stands apart as a modern retail chain where customers  

will always find modern technology that offers faster and more 

efficient service. The chain takes pride in implementing new 

ideas ahead of competition. In February 2008 IKI became the 

first retailer in the Baltic states to implement self-checkout, 

offering customers the option to scan, bag and pay for goods 

themselves.

Back in 2007 however, IKI faced challenges. At the same  

time the chain was dealing with staffing shortages, IKI  

stores experienced increased customer traffic, with consumers 

spending a higher proportion of their income on groceries. 

As a result, IKI suffered from long checkout queues, which in 

turn affected customer service, loyalty and sales levels. These 

challenges prompted IKI to look at improvements to  

its technology solutions.

To ensure IKI continued living up to its “brand promise”  

of being a fast and convenient place to shop, the IKI board 

decided the company urgently required a solution that would 

reduce dependency on staff availability and shorten queues.

IKI evaluated all the vendors on the market. IKI takes pride  

in always seeking perfection and looking for better solutions. 

After five months of evaluating the comparative technologies, 

IKI chose the NCR SelfServ Checkout solution.

The customer The challenge
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Industry/Market:•	  

Food/grocery

Challenge: •	

IKI faced staff shortages and long checkout queues, 

which affected customer service, loyalty and  

sales levels.

Solution: •	

o NCR SelfServ Checkout 

o NCR Services 

Results: •	

o 96% of first-time users would use it again. 

o 88% enjoyed the experience. 

o 4.5 million customers used NCR SelfServ  

 Checkout in the first year. 

o 42% of customers now opt to use  

 self-checkout rather than assisted-service lanes. 

o Customer throughput at peak times has risen  

 by 8%.



With NCR SelfServ Checkout in place, one IKI employee  

looks after four or more self-checkouts and assists customers, 

allowing other employees to work the assisted checkouts and 

keep shelves fully stocked.

According to IKI Chief Executive Officer Marcel Haraszti,  

“NCR, as the global market leader in self-checkout technology, 

excelled against its competition. NCR and its local partner 

NEW VISION really focused on our business needs and 

challenges. NCR’s consultancy approach involved all levels 

of our business from store staff to senior management, and 

ensured that they really understood how we needed self-

checkout to work for us now and in the future.”

Haraszti added, “Furthermore, NCR’s technology was far 

superior. NCR’s investment and human factors engineered 

design makes it a much easier self-checkout system to use.”

IKI launched self-checkout to customers through national 

and local media coverage, an online video and in-store 

promotional marketing campaigns.

IKI Director of Communication Tomas Vaisvila explains, “The 

aim of the different campaigns was to try to change the way 

people shop, encouraging shoppers with a small number of 

items to use our fast and easy self-checkouts.  In fact, customer 

acceptance exceeded all expectations.”

A trial of NCR SelfServ Checkout took place in 2008 at an IKI 

store in Vilnius, Lithuania’s largest city and capital, and was a 

resounding success. Customer research there highlighted that 

96% of first-time users would use it again and 88% enjoyed 

the experience.

Within a year, IKI had installed 100 NCR SelfServ Checkout 

systems in 16 stores, as customer popularity exceeded all 

expectations. An astonishing 4.5 million IKI customers used  

the new self-checkouts in the first 12 months. In fact, around 

42% of IKI customers opt to use the self-checkouts rather than 

the assisted-service devices. What’s more, customer throughput 

at peak times has risen by 8%.

Haraszti comments, “Our customers really enjoy using NCR 

SelfServ Checkout. This technology has helped us overcome 

staffing problems and long queues, while improving customer 

service levels significantly.”

Haraszti concludes, “We are benefiting from the competitive 

advantage of being first to market. It even created an 

opportunity for us to adopt a new company slogan—‘just 

a minute, it only takes that long to shop at IKI.’ No wonder 

it’s so popular—in one day alone in January 2009, a massive 

26,000 IKI customers used self-checkout in 16 stores. We 

expect many more to do so in the future.”

The solution The solution benefits

“Our customers really enjoy using our NCR SelfServ Checkout. 

This technology has helped us overcome staffing problems 

and long queues, while improving customer service  

levels significantly.”

- Marcel Haraszti, IKI Chief Executive Officer
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With over 125 years of retail experience, NCR is a leading 

global provider of assisted- and self-service solutions. We 

help our clients around the world improve their customer 

interactions, implement change quickly and proactively, and 

transform their businesses to become leaders and change 

agents. We can help you, too.


