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Retail is leveraging IT and its prowess in all possible dimensions, be it breadth, depth or the stature that

technology is increasingly commanding in the shopping aisles. Here's a glimpse
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mbling on that well-stacked and well-glossed aisle on a |
Aweekend shopping trip,little do shoppers know what hap-

pens when they pick up a shirt for the wardrobe or a

ketchup bottle for the kitchen. Just by laying hands on that SKU |
(Stock Keeping Unit, in the retail parlance), can trigger a technol- |

ogy cascade. The particular unit, whether it is just being fiddled
with for evaluation, or put into the venerable shopping cart, sets
forth a series of IT functions. The CRM would quickly record the
size,color and other nuances to update its insight on the customer.
The inventory system would immediately put in place mecha-
nisms to replenish that unit and inform various entities in the
chain right till the warehouse accordingly. The supply chain, in
turn, would get into action likewise and so would the employees
and PoS (Point Of Sale) entities. To a shopper, it might be a just
another routine, but look around and we can see a full-fledged

24/7 1T backbone and nervous system that runs to ensure a prof-

itable, customer-delight oriented and efficient retail operation.

Take Megamart for example, the apparel retail chain from the

Arvind group that runs 115 small stores across 41 cities in the |

country and three large format stores. Its legacy system,back end |

SAP system and a front-end sales information system etc work in
tandem, so that all sales data is fed centrally by midnight and the
respective management points can have a consolidated sales re-
porthandy by 10 AM the next day.

Theinformation is diced from all angles, brand wise, category
wise and size wise to serve an automatic replenishment model so
that the warehouses can supply back the particular categories as
and when the sales happen. Its supply chain is further equipped
to raise alarms whenever required and add to the dynamic pric-
ing policy that helps the retailer push a particular product when-
ever required.

IT is being used right from the time retail majors like Shop-

per’s Stop look at potential properties to set up stores, collaborate
between external and internal teams while the stores are coming
up, planning merchandise, filling the store, replenishments man-
agement, supply chain, collaborating with vendors, and doing
personalised promotions. In fact as Ranjit Satyanath, GM, Tech-
nology admits that he would be hard pressed to think of an area
where the company does not use technology.

SCM, CRM and RFID

On areas like CRM, Megamart has a legacy system called Voyager
that helps in analyzing customer behavior and buying patterns.
It expects to take it further by tailor-made offerings and loyalty
programs based on CRM data that is possible in a year's time.

The range is wide at chains like Shopper’s Stop. From retail
ERP implementation, already deployed are applications for cus-
tomer loyalty management, data mining & business intelligence
and warehouse automation applications. "Our CRM currently
manages our First Citizen's Club which has a base of over a mil-
lion customers. Through this application we are able to track the
preferences of our customers, which helps us offer them the prod-
ucts they want. Customers also receive promotions tailor made for
them e.g. we have a "Choose your sale day" for our Gold Card
members." Ranjit Satyanath, who is spearheading IT at the retail
chain, tells.

Over the last two years there have been technologies deployed
for collaboration, Wi-Fi, advanced payment systems, server vir-
tualisation and employee self service.

"To further improve the availability of merchandise through
the supply chain we have recently Wi-Fi enabled all our distribu-
tion centers (DCs) and equipped our logistics personnel with ap-
plications on handhelds. This initiative has not only helped our
DCs deliver merchandise to the shop floor faster, they canalso >
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