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Winning Edge: How important are IT systems to
ensuring a good customer experience in the hospitality

and retail industry?

Rakhee Nagpal: Well firstly, the hospitality and retail
industries are two completely different industries. Our
customers in retail are concerned with managing their
stores and reducing the cost of their inventory, for
example. While in the hospitality industry, you're talking
about managing restaurants, delivery stations, waste

management and recipe management in the kitchen.

So though they are different from a business perspective,
they share a common feature with regard to customer
service, that is delivering to customers something that is
really suited to them. The way in which IT can help a
retailer understanding the customer better, is through the
data, which is captured at the Point-of-Sale (POS)
terminal. This is really the front end as far as the
customer is concerned. So the more data a retailer is able
to capture here, the more information he has on which
to base business decisions regarding segmentation,

promotions etc.

An IT solution provides features and functionalities at
the front end, and allows the head office to really put
together promotions which are far superior, and can
actually deliver to the consumer in real-time, as opposed

to a delayed response.

This is Business Intelligence or Business Analytics, and
here is the role that I'T plays. It’s not just a matter of
having a system that allows you to put together a
promotion. What I would need, as a retailer, is data that
tells me what should the promotion be. This should be

based on past historical data and sales.

An [T solution provides features and

functionalities at the front end, and allows the
head office to really put together promotions
which are far superior, and can actually deliver
to the consumer in real-time, as opposed

to a delayed response.

WE: Is retail automation limited to the large players? Do
you foresee a time when even one-shop retailers will

have IT systems?

RN: Let’s look at the 12 million retail outlets that exist,
and of them, only about 3 to 4% are organized. So
there’s a huge scope for the unorganized sector, and
there are many movements, with the industry
associations, to try and educate this sector, into

becoming a little more organized.

Now from my perspective, I feel that whether you’re a
single store, or a chain of 1000 stores, you have a
business, you have costs, and you have consumers. You

JUNE 2007






