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ARE RETAILERS GETTING 
CLOSER TO TRUE CHANNEL 
CONVERGENCE?

Retail Systems Research (RSR) set out to find the answer. 

After analyzing channel convergence among retailers today, a key finding 
was uncovered: 

What differentiates retail “WINNERS” from the 
rest is a focus on the customer, not the product. 
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IT’S UNANIMOUS! A SINGLE BRAND 
IDENTITY IS IMPORTANT.

• While this consensus 
is encouraging, the 
downside is only 32% 
have achieved this goal.

“Retailers have defined the problem. They may still struggle with educating certain executives, and…trying to 
integrate a legacy portfolio of supporting technologies. But they understand what needs to be done.”

— Nikki Baird and Brian Kilcourse, RSR

• Across the board, retailers 
finally agree: Maintaining a 
single brand identity across all 
channels is “very” important.

• Findings show that 100% of 
responding retailers believe 
the multi-channel shopping 
experience should be 
converged for a consistent 
experience. 
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Retailers report not having 
a single view of customers 
across channels is the leading 
inhibitor; this is especially 
true for retail winners. 
Meanwhile, their peers are 
still struggling with adapting 
store systems.  

Retailers’ biggest challenge lies in 
how to merge digital and physical 
realms into one compelling and 
seamless omnichannel experience 
that moves beyond multi-channel 
retailing.

WHAT’S BLOCKING THE ROAD 
TO PROGRESS?

55%

“WINNING”
retailers say…
Not having 
a single view 
of customers 
across channels 
is top inhibitor

55%

“LAGGARD”
retailers say…
Adapting store 
systems for 
omnichannel is 
top inhibitor



FOLLOW ME!
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The strongest differentiator between retail 
winners and their peers is this: 

WINNERS FOLLOW THE CUSTOMER. 

Retail winners have a relentless focus on the 
customer, and 100% plan to consolidate the 
shopping experience, loyalty programs, and 
social and digital marketing across channels.
 
Winners also feel more strongly (88%) 
that consolidating customer data is a 
prerequisite to prioritizing the development of 
new cross-channel processes and systems.
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FORMULA FOR SUCCESS.

WINNER

WINNER LAGGARDS

Define the brand as customer engagement •	 Define the brand as product availability

Prioritize process opportunities directly related to              
customer experience

•	 Prioritize process opportunities related to inventory   
and fulfillment

Believe marketing plays a vital role in advancing 
convergence strategy (88%)

•	 Still hold more value in IT’s role in pushing cross-
channel initiatives (68%)

Focus on technologies that illuminate the customer, i.e. 
enterprise-wide customer visibility (88%)

•	 View cross-channel strategy through product lens, i.e. 
inventory visibility (76%)

Retail winners also differentiate with newer omnichannel-focused platforms and processes. Along 
with customer focus, this helps them rise above the rest.
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√
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VS

Unwavering 
Customer 
Focus

Platform/Process 
to Execute 
Customer-Centric 
Strategy
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INTEGRATING CHANNELS IS 
HARD WORK.

It’s clear an integrated cross-channel 
model requires significant changes to both 
processes and systems. And, internal IT 
organizations are too constrained to take 
on an even heavier load.  

Retail winners aren’t mastering channel 
convergence on their own—they are 
smart enough to ask for help. 

Findings show the MAJORITY OF 
WINNERS have a greater willingness to 

work with outside integration partners 

than in the past (56% compared to 25% in 2011.)
56%

25%
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FOR RETAILERS, THE FUTURE
IS NOW!

The converged retailing experience is no longer a vision for the future—it’s here today. But have no 
fear, NCR’s c-tailing™ is here. 

With NCR converged retailing (c-tailing) solutions, retailers can provide consumers a ubiquitous 
experience based on where and how they want to interact. 

NCR’s portfolio of c-tailing solutions— including the NCR Enterprise Preference Manager, NCR 
Advanced Marketing Solution, self-checkout personalization, and point-of-sale software and services—
enables seamless consumer interactions, whether at home, on the go, or in the store.



NCR Corporation

3097 Satellite Boulevard . Duluth, Georgia 30096 . USA 

Visit www.ncr.com/retail, contact your NCR representative or e-mail retail@ncr.com.

Click Here to 
Tweet This 

We can help you deliver on a strategy for converged retailing. 
CONTACT US AT RETAIL@NCR.COM to speak to an NCR Sales 
Representative.




