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THE REAL COST OF NOT ENABLING

YOUR FRONTLINE WORKFORCE

A retailer with $1B in annual revenue could save $110M annually by
enabling its frontline workforce with modern technology and training.
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The rapid march in technology combined with a natural
generational shift has resulted in a retail workforce
that is highly adept technologically.

GenX 18%

22822

GenZ
21%

GenY
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Technology is an important factor
Generations X, Y, and Z for 82% of workers below 34 years
make up 79% of the retail of age in determining whether
workforce they want the job

Their expectations from enterprise technology are driven by
their experience as consumers with
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Retailers are unable to engage and enable their frontline
workforce to deliver on the promise of a great
customer experience.

o o o
of frontline retail workforce average turnover for of frontline workers are
is 'actively disengaged' or part-time retail frontline unable to fulfil in-store
'not engaged' at work workforce orders that are out of stock

A retailer arming its frontline with tools and training
is the exception, not the rule.

Frontline Workforce Enablement Industry Benchmark
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LAGGARDS LEADERS

> Mobility and analytics are the greatest gap areas
between laggards and leaders.

How Laggards How Leaders
Perform Perform

Deliver store performance reports o ?0
tostoremanzgers [N 437 100%

Store managers are able to perform back
room activities on mobile

Store managers are able to manage
schedules on the fly

Provide mobility to store
associates

Utilize analytics to make key store
management decisions

Arm store associates with predictive
analytics of consumer behavior

Leaders outperform their peers in 3 key areas: =
Collaboration Customer Turnover and
and Productivity Experience Retention
Leaders are ©0% Leaders demonstrate Leaders report a 26
more likely than Laggards a greater focus on improvement in
to provide collaboration enabling store associates employee retention
and productivity tools and store managers through investments
to their frontline through mobility and in technology and
workforce analytics training

By enabling their frontline workforce through modern
technology and training, Leaders create enterprise value
through an improvement across key performance areas.

9% 164 124 9% 26%

Customer In-store Customer Workforce Workforce
Facing Time Conversion Satisfaction Productivity Retention

Combined, this means a 10%
improvement in revenue and profit, or

$110M annually

for a retailer with $1B in annual
revenue.

Dig Deeper

Insights presented in this infographic are based on Incisiv’'s benchmarking
study of 120+ retailers from DE Q- Detailed findings are
available in the ebook: “What Digital Forgot: The Retail Frontline”

Download the eBook
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https://www.avanade.com/~/media/asset/point-of-view/modern-retail-workforce-pov.pdf
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