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Retailers are rapidly adjusting
new ways of selling

to

Over 100 retailers responded to our recent LinkedIn poll asking:
Where are you now, a year into the pandemic? One-quarter
responded that they’re still 100% focused on survival, 35% can
see light at the end of the tunnel, 31% are past survival and
looking ahead, and 9% are requesting a do-over (by erasing
everything that’s happened over the last year).
Unfortunately, there are no do-overs. However, the other three responses correspond
closely to the stages laid out in the Rethink Retail guide, which we published earlier as an aid
to retailers as they struggled with the disruptions caused by the COVID-19 pandemic.
It’s safe to say that no matter where you position yourself as a retailer right now, whether
you are classified as essential or non-essential, you’ve had to adjust and adapt quickly to
survive. And there are still challenges ahead. That’s why it’s important now to take a practical
approach to what’s happening in the retail marketplace.
This guide looks at three immediate challenges facing most retailers:
1. How do I empower my frontline employees to respond to ever-changing customer
demands and needs?
2. How can I better know my customers so that I can seamlessly deliver up-to-date
order and inventory information across all channels?
3. How do I use data and analytics to create a centralized system to gather and assess
real-time information about my supply chain?

Now, let’s look at pragmatic solutions for each of these challenges.
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Challenge 1:

Workforce empowerment
Maximize worker safety, efficiency and engagement, while upskilling your staff to respond to everchanging customer demands and new contactless delivery/pickup options.
By equipping them with digital and collaboration tools,
like Microsoft Teams, along with knowledge systems and
training, will make it easier for workers to handle both
remote and customer-facing challenges.
But it goes beyond the immediate situation caused by
the pandemic. A workforce cultural transformation is
long overdue and warranted. Employees should feel
empowered and valuable so they can become the brand
ambassadors you need them to be and customers want
them to be. Consider reskilling so your employees can
more quickly scale and adapt to changing business needs.

Typical retail workplace scenarios
•
•
•
•
•

Protect: Provide tools to ensure ongoing health
and well-being of employees.
Adapt: Train and reskill employees to maintain
successful operations that can quickly scale and
adjust to meet changing business needs.
Collaborate: Facilitate on-the-ground
communication among employees, customers and
partners with digital collaboration tools.
Evolve: Embed agility across teams to maintain
consistent, safe operations while reimagining
processes and operating models.
Accelerate: Enable rapid deployment and training
of basic Teams features to handle both remote and
customer-facing challenges.

Business outcomes based on the report from
Incisiv, Microsoft and Avanade
•

•

•

•

Retailers classified as leaders are 60% more likely
to provide collaboration and productivity tools
to their frontline workforce.
Leaders demonstrate a greater focus on enabling
store associates and store managers through
mobility and analytics.
Leaders report a 26% improvement in employee
retention through investments in technology
and training.
A retailer with $1 billion in annual revenue could
save $110 million annually by enabling its frontline
workforce with modern technology and training.
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Examples of employee experience
and workplace solutions
Retailers are implementing solutions to protect their people and
productivity, while managing costs.
•

Marks & Spencer breaks through barriers to Smarter Working
by promoting better and easier access to conference calls and
instant messaging.

•

We implement a first-time curbside pickup strategy for a global fuel
retail chain.

•

90,000+ employees at one of the biggest department stores in Europe
now have access to corporate services, information and training.

•

OKQ8’s employees get modern tools and insight so they can adapt to
a digital future.
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Challenge 2:

Customer care
You need to better understand customer preferences and behaviors to deliver up-to-date order, inventory and
safety information across channels while building high-quality, engaging experiences that differentiate your brand.
Microsoft’s “Retail Trends Playbook 2021” notes that
“As consumers adjust to life in a new normal, they’re
looking to retailers to offer more than business as
usual. Customers seek greater choice, transparency
and control in how they shop without compromising
on the level of personalized sales and service
they expect.”

Typical customer care scenarios

Business outcomes

•

According to a report by The Economist Intelligence
Unit on industries in 2021, price and convenience
will remain key considerations for consumers. Other
customer-related issues you need to address include:

Our intelligent store solution addresses this challenge
by offering a reimagined experience where retailers
are afforded the opportunity to be as multifaceted
as shoppers themselves, serving up capabilities
that meet these constantly evolving customer and
employee expectations.

•

•

•
•

Communicate: Deliver store, order, inventory and
safety information to customers in real time across
channels (online, in-store, etc.).
Engage: Provide uninterrupted omnichannel
services and high-quality, engaging experiences
that differentiate your brand.
Integrate: Ensure that service offerings remain
unified and actionable, even during disruptive
events, with data-based insights.
Adapt: Redefine your e-commerce strategy and
roadmap based on new shopper demographics,
behaviors and preferences.
Innovate: Rethink the shopping experience
to include stores, click-and-collect, distribution
centers, curbside as well as cross-channel and
contactless payment methods.

•
•
•
•
•
•

Accommodate the move to e-commerce; 10
years of growth in just a matter of months.
Meet demands for shorter delivery time,
better order tracking.
Respond to evolved customer shopping
experience preferences (how, when, where).
Recognize and promote safety first for shoppers
and employees.
Address the demand for human-value
shopping (sustainability, environmental, social,
governance and responsible retail).
Respond to last-mile delivery options (curbside,
BOPIS, BOPAS, etc.).
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Examples of customer
care solutions
As customers demand more control over their shopping experiences,
retailers are implementing solutions to provide them with the best care.
•

Venca takes control of its digital marketing campaigns by using data and
predictive analytics to enhance the customer experience. Improving crossselling abilities has increased the average order value by 20%.

•

Subway doubles its digital order volume by reworking its loyalty program,
giving customers a consistent omnichannel user experience.

•

Fabiana Filippi’s organizational overhaul improves the quality and speed of
customer service. Now sales information and supply chain processes are fully
consistent and efficient.

•

Unibail-Rodamco-Westfield’s new platform optimizes web traffic and
customer experience and increases web traffic by over 25%.

•

We help COOP develop an innovative vision and solution for “Next
Generation Retailing,” giving customers control of personalized interaction
(when, where, how, what, why).
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Challenge 3:

Supply chain resilience
To address current disruptions while optimizing operations, you must integrate data and analytics to
improve supply chain visibility and control while rapidly deploying targeted, modular solutions.
Among Fortune 1,000 companies, 94% experienced
supply chain disruptions due to COVID-19.
In fact, the supply chain is viewed by many as retailers’
Achilles’ heel, the area where they’re most vulnerable.
Long-term retail value chains should be redesigned to
scale for a number of disruption scenarios. That means
building more flexibility into your supply chain through
partnerships and local/regional/national product
alignment. More immediately, you should be using data
and analytics to recognize out-of-stocks and product
replacement and to manage inventory, tracking and
delivery by using transparent, accurate information.

Typical supply chain scenarios

Business outcomes

•

According to Forbes, “Supply chains are usually
focused on supplying value and quality. Having a direct
conversation about streamlining your costs or seeking
to reduce costs for a period of time, or all together,
may benefit you in the long haul.” Other benefits from a
resilient and thoroughly imagined supply chain include:

•

•
•
•

Expand: Offer more and easier access to products
while fulfilling orders in new ways and providing
new delivery and payment options.
Automate: Use data and analytics to automate
more decisions around demand planning,
forecasting and pricing, inventory management,
fulfillment and distribution.
Collaborate: Build more flexibility into the
supply chain through regional/local diversification
and partnerships.
Analyze: Take a data-driven approach to enable
end-to-end supply chain visibility as well as
merchandise and assortment optimization.
Evolve: Redesign your value chain to quickly scale
and adapt to meet changing business needs.

Here are some additional benefits:
•
•
•
•
•

Increased efficiencies and insight.
Improved demand forecasting to provide
better predictions.
Faster ability to respond to customers’ needs
Increased scalability to rapidly launch new
products/services.
Improved inventory and returns management.
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Examples of supply chain
resilience solutions
Innovative, agile solutions are helping retailers rethink their operations and drive differentiation.
•

Seattle Goodwill’s retail thrift business was using aging and disconnected business solutions
supported by manual processes. We implemented a new platform covering the back office,
stores and warehouses.

•

We provided project management support to Duluth Trading Company for a Microsoft
Dynamics implementation.

•

The Felix Project needed our support as a trusted digital transformation partner to achieve
their goal of distributing 100 million meals a year.

•

At Breville we implemented one of the first agile implementations of Dynamics 365 for
Finance and Operations where we built a minimum viable product to introduce incremental
functionality improvements and facilitate change management. Customers can now
determine what products are available as well as when they will be shipped and delivered.

•

Avanade is helping this global cleaning products vendor use the cloud and predictive
analytics to improve its customers’ safety practices and identify corrective action. A new
machine learning model uses product purchase history to predict, with great accuracy, the
outcome of health department audits.
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Retail: Achieve your business outcomes quickly
We’ve designed solutions to help you resolve your most immediate challenges. We have the experience and
expertise to help deliver your business outcomes with the speed your business expects and needs.
Challenge

Options

Workforce
empowerment

EX Envisioning Workshop
• A workshop that aims to help you understand the “art of the possible” around Viva and Employee Experience Platforms (EXP)
• Ideate together with your stakeholder group to understand pain points and explore opportunities to inject business value through an overarching EXP vision
• Explore the potential of each Viva module, meeting your pain points head on with rapid ideation and wireframing to accelerate your EXP journey
• Demo prototype and record potential future enhancements, build your value case and roadmap to drive your EXP journey forward at speed
• Outcomes include:
• A full read out of your current EX state and concrete definition of your EXP vision
• Prototypes, wireframes and technical requirements for your EXP
• An EXP roadmap, with a comprehensive value case and detailed financial estimates
Delivered as a 10-day virtual sprint

Customer
care

Retail Modern Loyalty Management solution
• Connects Microsoft Dynamics 365 to Adobe Experience Manager to enable super-targeted, hyper-personalized content tailored to customer preferences
and location, all powered by Azure AI
• Outcomes include:
• One unique omnichannel solution that merges your loyalty, sales and management platforms into one
• Reports and dashboards for KPIs, campaign performance, marketing dashboards
• More effective marketing campaigns that result in greater customer sales, loyalty and responsiveness
6-8 weeks

Supply chain
resilience

Smart Inventory accelerator
• Uses the latest sensor hardware technologies and advanced analytics to provide detailed inventory tracking
• Outcomes include:
• Improved availability and accuracy of supply chain metrics, including inventory, on-shelf availability over and understock and shrinkage
• Near real-time visibility into physical assets and products from warehouse to store to employee to customer
10 weeks proof of concept
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Our expertise
We work with more than half of the world’s largest retailers.
We have access to the most advanced Microsoft technology
platforms and Accenture’s global retail expertise.
We’re here to help you transform faster and smarter; we also have
the experience and capability to help you determine your long-term
goals and initiatives as you move ahead.
Contact us today to help your organization identify the best
solutions to address your immediate retail challenges or visit
www.avanade.com/retail for more details.

North America
Seattle
Phone +1 206 239 5600
America@avanade.com

South America
Sao Paulo
AvanadeBrasil@avanade.com

Asia-Paciﬁc
Australia
Phone +61 2 9005 5900
AsiaPac@avanade.com

Europe
London
Phone +44 0 20 7025 1000
Europe@avanade.com

About Avanade
Avanade is the leading provider of innovative digital and cloud services, business solutions and design-led experiences on the Microsoft ecosystem. With 39,000
professionals in 25 countries, we are the power behind the Accenture Microsoft Business Group, helping companies to engage customers, empower employees,
optimize operations and transform products, leveraging the Microsoft platform. Majority owned by Accenture, Avanade was founded in 2000 by Accenture LLP and
Microsoft Corporation. Learn more at www.avanade.com.
© 2021 Avanade Inc. All rights reserved. The Avanade name and logo are registered trademarks in the U.S. and other countries. Other brand and product names are
trademarks of their respective owners.
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