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At a Glance: From Stores to Stories

4 in 10 retailers to 
open flagship 
stores in the next 
12 months

57%

Store Design & 
Branding: 

1 in 3 retailers provide 
personalized 
recommendations for 
customers on store 
associates' mobile
devices

Personalization:

57% of the retailers will 
move towards creating a 
common commerce 
platform across the store 
and online in the next 
24 months

Omni-channel Hub & 
Operations:

Intelligent Store:

33% of the retailers will 
deploy in-store customer 
location tracking tools in 
the next 24 months

33%

At a Glance:
FROM STORES TO STORIES

WHY?

SUPPORTING CAPABILITIES

THE KEY AREAS OF TRANSFORMATION

The role of stores will have to evolve to remain relevant in a constantly changing environment and 
attract customers’ loyalty and larger share of wallet

8 in 10 millennials prefer to shop in stores 
across all categories (except electronics)

Store technology budget to 
grow from 23% of the total 
IT budget in 2014 to 28% 
in 2017

Poor store analytics maturity 
- 57% of the retailers are only 
able to perform basic reporting 
and analytics

More than one-third of retailers 
do not have a single assigned 
person responsible for customer 
experience

31.6% premium that millennials will pay as a 
result of a good customer experience at a retailer

31.6%

Technology Capability: Customer Insights: Organizational Re-design:

57%

2014 2017

23% 28%
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Transformation Area: Personalization

Track and manage orders

Activities that store associates can perform on
their mobile device in-store

Activities that customers can perform on
their mobile devices in-store

Check-out a customer

Interact with social media

Receive shipments

Look up and update a customer pro�le

Get personalized recommendations
for customers

Track and manage inventory
across channels

Look up cross-channel pricing

Get details of competitive prices

Access personalized daily tasks list

Communicate internally real-time

Access training materials/documents

Give real-time coupons to customers

Mark attendance

Receive visual planograms and
report their compliance

Assign tasks

Track customer location in-store

35%

35%

34%

33%

32%

29%

29%

28%

23%

20%

17%

17%

15%

12%

10%

9%

8%

63%

43%

30%

Find product information

Check product reviews

Post reviews/product images online

Look up inventory

Call for customer service

Make payments

Access their shopping list

Compare prices with competitors

Receive and claim mobile coupons

Mobile loyalty card

Create gift and wish lists

Navigate the store

Schedule product pickup

Scan products into their shopping cart

Get product recommendations based
on their in-store location

29%

29%

28%

27%

25%

25%

23%

20%

18%

14%

9%

6%

Source: EKN 2nd Annual Future of Stores Study, 2014


































