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The COVID-19 pandemic during 2020 forced retailers to pivot from 

-

-

• Moving the Store to the Cloud

Looking forward to 2021 What’s 
inside?
4

Customer Engagement

Moving the Store to 
the Cloud

The Store Remains the Central 

Conclusion

Current State of Store

Planned Replacement of

5
6
7
8
9

10
11

2



What’s 
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Customer
Engagement Priorities

52%

41%

-

Experience

41%

33% all Channels)

Top Business Priorities

Moved or Moving to the Cloud

Unified Commerce

85%
Digital Commerce

67%
Customer 
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Top Business Priorities 
for 2021

Store Remodeling

85%

67%

52%

26%

26%

22%

15%

7%
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Business Priorities for 2021

-

increased retailers focus on digital commerce and exposed 

-

-

-

85% of Retailers say 
Growing/Enhancing 
Digital Commerce is 
their top Business 
Priority.
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Customer Engagement Priorities for 2021

-

-

-

-

self-checkout lanes and self-service kiosks for product informa-

-
-

-
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52% of Retailers say 
that additional 
Customer 
delivery/pickup 
options is their top 
Customer 
engagement Priority.



Top Customer Engagement Priorities 
for 2021
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Top POS Priorities for 2021
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Top POS Priorities for 2021
-

-

-

-

-

A common commerce platform for store, 
mobile, and web (i.e. Unified Commerce)

Implemented and Working Well

 

11%

11%

11%

41%

26%
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67% of Retailers say that 
adding and enhancing OMS 
integration is their top POS 
Priority.
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Current State of Store Technology

-

-

-

-

-

  

-
-

-

11% of POS 
hardware is less 
than 2 years old.
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Current Technology Age Planned replacement timeframe
< 12 Months

8

Planned Replacement of Store Technology
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30% of Retailers 
Plan to Replace POS 
Software in 2021.



moving the store to the cloud

Workforce Management

Task Management

Order Management

Pricing 

CRM

Special Orders

Returns Processing

Plan to Move to Cloud
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-
-

-

-

-

-

-

Moving the Store to the Cloud

Implemented & Working Well

Cloud-Based POS Platform
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-

-

The Store Remains the Central
Customer Experience Hub

Future Growth Plans

Brick and Mortar Stores

Pop-up Shops

Mall Kiosks

56%

48%

44%

26%

22%

19%

11%

7%

7%

56% of Retailers 
Plan to open stores 
in 2021.

OPEN
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Conclusion

-
-

-

-

• Self-Service

Survey Methodology

-

-

Other

General Merchandise

$100M to $499M

Over $10B

Company Type

Annual Revenue

Omni-Channel

Single Channel

Current Channel Integration
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