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Handling challenges and
leveraging opportunities in the
modern retail industry
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Building a better
working world

Retailers must address current data
management challenges and adapt to
growing customer expectations

Trends

e Existing retailers need to adapt quickly to the new market
to stay relevant. The modern retailer should be able to
offer its customers a seamless shopping experience
across all channels simultaneously.

Pain points today

e Businesses are finding it tough to integrate convenience,
speed and efficiency seamlessly and invisibly into
consumers' lives in order to gain their loyalty.

Consumer needs are not being served in a sufficiently
specialized way. Moreover, consumers are spoiled with
choices that in turn results in more competition and loss
of loyalty.

More and more companies are focusing on insufficient
technologies with no customer-centric touchpoints to
push their offerings. As a result, this often diverts
attention from the more important issue: the customer'’s
end-to-end journey.

EY Retail Intelligence solution benefits

» Facilitates the complete customer journey, from initial
contact and shopping experience to personalized targeting
and evaluation through one solution and one data bank

» Integrates all customer touchpoints and helps buyers to
resume all activities through any customer touchpoint at any
time whether it's an online store, mobile app, physical store
or call center

» Leverages state-of-the-art technologies such as artificial
intelligence (Al), image recognition and analytics to collect
data across all channels and turn them into valuable insights

» Helps all channels access the same data about customers,
suppliers, products, finances and logistics in real time,
guaranteeing a 360° view

»  Shows flexibility to be easily extended with additional
Microsoft Dynamics tools such as field service or marketing
to integrate social media, campaigns and additional services

» Helps retailers to overcome challenges and make the most of
opportunities in the modern retail environment

» Demonstrates adaptability in being able to replace parts of
an existing system landscape or be set up as an additional
layer

Helping create exceptional customer experiences

The EY Retail Intelligence solutionis a multi-channel, customer oriented sales and service
solution covering mobile apps, online store and in-store solutions. This solution helps
clients to:

e Simplify the entire customer journey, from initial contact through the shopping
experience to personalized targeting and direct evaluation through one solution and one
database

e Implementinnovative retail solutions and achieve step change improvements in
decision-making support and efficiency

e Replace parts of an existing system landscape or set up an additional layer

Key functionality

New technologies are also creating new types of retailers with new ways to serve the new
consumer. With leading technologies — Microsoft Dynamics 365 Sales, Service and
Marketing, Dynamics 365 F&O, Dynamics365 Commerce, Microsoft Power Platform:
Power automate, Power Bl, Power virtual Agent, Power Apps, Microsoft Azure: Azure
SQL database — retailers have the opportunity to anticipate the future and devise
strategies to reduce the effects of any adverse events in the future. The following
features of the EY Retail Intelligence solution help clients in handling challenges and
leveraging opportunities in the modern retail industry

e Seamless integration of devices and systems
e Proactive customer service

e Exceptional experience

e Sustainable features and transparency

e Flexible purchase options
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EY Retail Intelligence solution in action

The client is an internationally active trading group and one of the largest food retailersin Germany. The retailer focuses predominantly on the

German market. In the German-speaking region, the trading company is one of the largest employers in Germany. EY contact:
Client challenges Client benefits
The client was facing the following challenges: e Increased usage of the retailer's app.

e The client wanted to improve the customer experience on their O
existing digital platforms through innovative functionalities.

e |n addition, to better understand the customer and personalize the O
customer experience, they wanted to build in consistent analytics
across all customer touchpoints.

e As customer demand for sustainability information continues to grow,
the client was forced to make sustainability information easily
accessible. With additional functionalities such as the Al-based product
scan, the retailer has scaled up its online offerings.

Improved customer loyalty through personalized offers and use of
customer insights

Optimized marketing of the retailer's sustainability efforts by providing
"sustainable" product information in the app and in the online store.

Microsoft contact:

EY and Microsoft: Work Better. Achieve More.

Every day, throughout the world, businesses, governments, and capital markets rely on EY business ingenuity and the power of Microsoft

technology to solve the most challenging global issues.

EY and Microsoft bring a compelling formula to spark the potential of the cloud and unlock the power of data. We solve our clients’ most
challenging issues by blending trusted industry expertise with innovative cloud technology. Our strategic relationship draws on decades of

success developing visionary solutions that provide lasting value.

Together, we empower organizations to create exceptional experiences that help the world work better and achieve more.

For more information, visit: ey.com/Microsoft.



https://www.ey.com/gl/en/about-us/our-alliances/ey-microsoft-alliance
mailto:ricardo.e.jahn@de.ey.com
mailto:jenny.kirsch@de.ey.com
mailto:cindy.frank@de.ey.com
mailto:jodise@microsoft.com
mailto:sabine.marschall@microsoft.com

EY | Building a better working world

EY existsto build a better working world, helping to create
long-term value for clients, people and society and build
trust in the capital markets.

Enabled by data and technology, diverse EY teams in over
150 countries provide trust through assurance and help
clients grow, transform and operate.

Working across assurance, consulting, law, strategy, tax
and transactions, EY teams ask better questions to find

new answers for the complex issues facing our world today.

EY refers to the global organization, and may refer to one or more, of
the member firms of Ernst & Young Global Limited, each of which is a
separate legal entity. Ernst & Young Global Limited, a UK company
limited by guarantee, does not provide services to clients. Information
about how EY collects and uses personal data and a description of the
rights individuals have under data protection legislation are available
via ey.com/privacy. EY member firms do not practice law where
prohibited by local laws. For more information about our organization,
please visit ey.com.

Ernst & Young LLP is a client-serving member firm of Ernst & Young
Global Limited operating in the US.

2022 Ernst & Young LLP.
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