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What Are Physical Store Retailers Waiting For?
Adaptability can make the difference between going back to business and going out of business. What are physical store retailers waiting for?
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Customers usually enjoy the shopping experience by sensing or getting the feel of the whole process. While shopping for a
garment the customer touches it to feel the texture; sees the dimensions of the garment and makes sure about its fit. Even in
the grocery section customer chooses the best possible products by touching and smelling. All five senses namely, sight, sound,
smell, touch, and taste are used by the customer devoting reasonable time in-store before making the final decision about the
product s/he intends to buy. However, everything changed since the pandemic- social distancing becoming the new norm, “No
touch” is a new buzzword and transaction through cash is a dirty word. This implies physical retail format is changing,
experience and memories at store are not same as earlier. While entering the store now we are greeted with hydro-alcoholic gel
to wash our hands; the smiles of sales associates are hidden under the masks, and customer is touching the products with
gloves. What is this, Is a new Retail emerging?

 It is indeed a challenging proposition for the retailers as the old normal is unlikely to get restored. Physical stores had been
facing competition from contactless retailers like Amazon and other online players mainly on account of convenience in terms of
shopping time, transportation cost, and delivery at door. The pandemic intensified the whole process. What used to be the
practice limited to a narrow base because of convenience has now become a compulsion due to pressure of maintaining social
distance leading to horizontal expansion of the base. Retailers or brands need to adapt themselves to the new retailing norm.

A recent study by McKinsey pointed out the changes in customer behaviour as they prefer to stay at home relying on online
shopping mainly to avoid visiting stores. Retailers can’t afford to be in a wait-and-watch mode. Retail stores that somehow have
managed to survive the lockdown and now eager to have customers back with the changes changes in the way the store is
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connected with the latter. It’s the time for retail stores to introspect about reopening strategy in which Customer Experience is
the key element and health, safety, and omnipresence is the new mantra. 

Online shopping has never been the priority of many customers. Despite the ease at which online services are provided to the
customers through portable applications and other innovative processes including voice-initiated shopping, most of the
customers may still be looking forward to the tangible experience offered by the offline(physical) stores. It is time to rejuvenate
the physiological capabilities of human beings towards the physical world of retail and build a new positive perception. Retail
companies are anxious about customers’ positive attitude in the post-COVID 19 and win back their trust proactive customer
relations. Getting customers back to the store requires some effort. A recent study on Customer Lifetime Value by Klarna points
out that customer is looking forward to an in-store experience, thus retailers should rethink about strategies for brick and
mortar.

Retailers need to build an entirely digital model after choosing the level of digitization required w.r.t their merchandise and
customers. In-store shopping, limited contacts, BOPIS, curbside pickup, robot delivery, or unmanned store are the new level of
digitization stores can implement. Retailers have to automate shopping experiences in such a way that the customer needs to
put almost no time and energy into buying what (s)he needs. Convenience is something that every customer demands, looking
at the current scenario retailers should focus on transactional convenience. One of the best transactional convenience has been
observed at Alibaba’s Hema Supermarket for their frictionless and transparent experience to customers. Where the customer is
getting the complete backstory of the product, like where the product was manufactured, processed, and delivered at the time
of scanning the product. Such activities communicate the safety standards adopted by organizations for customer health.
Installing sanitizer-dispenser is not the solution, retailers have to communicate their hygiene standards beyond that. No-contact
delivery is what the service industry is already following, even automotive industries are also using VR technology to showcase
their range. Physical stores have to bring this contactless engagement in-store either by creating an online sales assistant or use
of AR and VR. It’s time to leverage the power of AR QR codes by providing a safe engaging channel for customers to learn more
about the product without any human touch. All Smartphone users can easily unlock the high-quality Web AR content about the
product and retailers can use this innovation to deliver an AR experience without any worry of app adoption. Retailers or brands
have to find new ways to create a touch-free environment with the use of AR and VR.

Customers have changed a lot in the past few months leaning towards the digital options. Retailers have to position themselves
as experience hubs by offering customers a new way to choose their products. The pandemic has pushed retail stores towards
uncertainty but also provided fantastic opportunities to meet future challenges. Time is up now for physical stores to respond to
customer expectations and adapt to the breakneck speed of technology. Adaptability can make the difference between going
back to business and going out of business. What are physical store retailers waiting for?

Disclaimer: The views expressed in the article above are those of the authors' and do not necessarily represent or reflect the views of this
publishing house. Unless otherwise noted, the author is writing in his/her personal capacity. They are not intended and should not be thought
to represent official ideas, attitudes, or policies of any agency or institution.
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3 Reasons Why You, Unlike Ravi, Probably Won’t
Make 130 Crores In A Single…

Stock Market Daily Updates: 20 Sep 2021
The market volatility is likely to continue as traders remain cautious over the uncertainty regarding the global economic recovery, US economic relief, the fallout of Afghanist
worsening corona virus crisis.

Read More  

Punjab Politics: Charanjit Singh Channi To Take Oath As CM Today
The swearing-in ceremony of Channi is going to be held in Chandigarh. This is the first time Punjab is going to have a Dalit CM. Channi is a three-time Member of the Legislati
the Chamkaur Sahib constituency.

Read More  

Congress Releases List Of Additional Office-Bearers For U.P. Unit
The party also appointed 11 additional general secretaries and 28 secretaries in the State unit.

Read More  
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☞ Accenture Announces Intent to Acquire BENEXT,
Independent French Product Management
Consulting Company

☞ Wipro and Securonix Announce Partnership to
Deliver Managed Security Services

☞ Towards Intelligent Digital Transformation

Read More »

☞ GOFRUGAL Eyes Expansion In Tier II & III Cities;
To Open Offices In Thane, Noida

☞ Wardwizard, EV Maker To Invest Rs 150 Cr In
Next 6 Months

☞ mCaffeine Eyes Rs 700-Cr Revenue By FY''24, To
Ramp Up Hiring

☞ Gehlot Government rejigs 25 IAS

☞ K Kailashnathan appointed as Ch
Secretary to Gujarat Chief Minister

☞ Meghalaya CM Conrad K Sangma 
“MyMeG- A Citizen Engagement Init


 
 
© Copyright BW BUSINESSWORLD 2018. All Rights Reserved.
 Magazine Issue Advertise With Us/ Careers/ RSS Fe/

Vodafone Idea Claims To Record Peak 5G Speed Of 3.7 Gbps During Trials In Pune
The DoT had approved applications of Reliance Jio, Bharti Airtel and Vodafone in May, and MTNL later. The permission has been granted for six-month trials with telecom gea
Nokia, Samsung and C-DOT.

Read More  
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