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TRACY ISSEL: MICROSOFT

As shopping habits have evolved, so has the need for
modern point of sale (POS) systems. These systems
must support multiple payment methods and the
omnichannel system that connects retailers’ digital
and physical channels. In this issue, Brendan O’Meara
tells us how Microsoft is empowering retailers across
the globe, enabling them to deliver a friction-free,
end-to-end shopping experience that delights the
customer with relevant and personal engagement.
Also in this issue, we find out what to expect from
the upcoming RBTE event and also discover how
Microsoft Azure, Office 365 and Windows 10 are helping Mars to mobilise employees and foster real-time
collaboration among its 80,000 employees worldwide.
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INTERVIEW

Modern systems
for modern shoppers
Microsoft’s Brendan O’Meara outlines the benefits of modern cloud-enabled POS
systems and explains how they can help retailers to stay top of mind with customers
BY REBECCA GIBSON
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research, evaluate and choose the products they
want long before they ever enter a physical store
to buy them – or they simply order them online
or via a mobile app. They’re effectively on a perpetual shopping journey.”
Now that customers can shop online, via
mobile apps and in physical stores, retailers can
no longer operate a traditional standalone POS
system that simply runs at in-store cash registers,
says O’Meara.
“Modern POS systems must support multiple
payment methods and the omnichannel system that connects retailers’ digital and physical channels – and they must be available on
mobile devices,” he explains. “This allows store
managers and sales associates to instantly access
customer and inventory data, so they can greet
shoppers personally, answer queries, recommend products and complete orders or transactions anywhere on the shop floor. In addition,
POS systems should connect to consumer-facing
mobile apps so customers can access product
information, navigate stores, request help, or
even pay without having to queue.”
O’Meara recommends retailers move from
their legacy-based POS systems to a modern
cloud-enabled POS solution. However, this
requires a major architectural change, which is
where solutions from Microsoft Dynamics and

“A modern cloud-enabled
POS system connects
and unifies digital and
physical channels”

Hickory Farms

n the last five weeks of each year, Hickory
Farms opens and closes around 500 retail stores
across the US and Canada to meet demand for
customers wanting to buy food gifts for the holiday season. The company generates 90% of its
annual revenue in this short period, putting a
strain on its 65 full-time staff, more than 4,000
seasonal employees, and its multiple sales and
order fulfilment channels.
To enable it to scale up quickly and accommodate this annual dramatic upsurge in business,
Hickory Farms recently replaced four disparate
legacy business systems with an enterprise resource
planning system built on the Microsoft Dynamics
365 Operations on Microsoft Azure platform. Now
that all mail order, online, wholesale and in-store
operations are integrated on a single platform,
Hickory Farms has a 360-degree overview of its
catalogue, mail, online and in-store sales channels.
It has also improved inventory management, order
fulfilment, merchandising and forecasting. Perhaps
most importantly, Hickory Farms has also boosted
sales by installing hundreds of new connected POS
systems in its stores to enable customers place
online orders via the digital kiosks.
Hickory Farms is just one of many retail companies worldwide that has replaced its legacy
systems with an end-to-end POS system that
meets the demands of modern consumers.
“In the past, consumers started and finished
their entire shopping journey in the physical
store, so traditional POS solutions are built on
legacy-based systems that centre around fixed
cash registers at a checkout counter,” says Brendan
O’Meara, managing director of Worldwide Retail
at Microsoft. “Today, consumers use online
sites, social media and perhaps even chatbots to
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Microsoft’s cloudenabled POS systems
streamline retail
business processes

partners like Store Works, Orckestra, Episerver,
NCR Corporation and SKIP can help. They are
developing the cloud platforms, core capabilities and mobile apps retailers need to put realtime data in the hands of both store assistants
and shoppers. Central to these solutions is the
Microsoft Azure cloud platform.
“Microsoft Azure delivers the services that
power an omnichannel experience across all customer channels, while providing in-store employees with a 360-degree view of customers and a
near-real-time view of inventory, sales and other
in-store and online data,” O’Meara says. “We
can implement a hybrid Microsoft Azure-based
POS system, where most business functionalities
reside in the cloud, but key POS components are
also localised on the mobile devices and cash registers in a physical store. This means staff can still
process transactions if the network goes down,
rather than having to close their store.”
All of this is backed by enterprise-grade security of Microsoft’s Windows 10 operating system.
“Windows 10 provides the highest possible level
of security, so retailers can rest assured that their
core data and systems are safeguarded,” comments

O’Meara. “The operating system also provides the
ideal platform for rapidly developing and deploying consumer- and employee-facing mobile apps
that run consistently on any form factor.”
Before modernising their POS system, O’Meara
advises retailers to take a customer-centric view
of the shopping experience to ensure they are providing consumers with the ability to research, buy
and receive products via their preferred channels.
“Retail is competitive and success rides on
providing more than just the basics – it centres on delivering a friction-free, end-to-end
shopping experience that delights the customer
with relevant and personal engagement,” says
O’Meara. “Once retailers implement a modern c
loud-enabled POS system that connects
and unifies their digital and physical channels,
they can take advantage of capabilities such as
in-store digital kiosks, interactive screens in fitting rooms, and beacons that connect with consumer-facing mobile apps to deliver wayfinding
services and personalised offers. By doing this,
they can create enjoyable shopping experiences
that keep them top of mind whenever and wherever customers start their shopping journey.”
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EVENT PREVIEW

What to expect from
RBTE 2017
Matt Bradley, event director at RBTE, gives us a sneak preview into this year’s
conference which takes place at Olympia in London from 8-9 May

RBTE is now in its seventh year. What makes
the event so popular?
The team behind RBTE has never rested on its
laurels. The retail industry is constantly evolving
and, in turn, RBTE needs to adapt to ensure it
remains a relevant event. We do a lot of exhibitor
and visitor research at the show and post-show
and this allows us to make sure we are delivering
a valuable event for all involved.
How does RBTE help retailers address the
challenges of operating in the industry today?
RBTE benefits from the guidance of a steering committee made up of leading retailers, who help shape
the show ensuring that it remains relevant. We’ve
also invested a lot in giving attendees the ability to
network with peers and exchange ideas, plus there
are numerous consultants and exhibitors on hand
to provide practical solutions and demonstrations.
Plus, visitors can attend conference sessions, hear
success stories, then go onto the exhibitor floor and
find suppliers who can help them.
What can delegates expect from this
year’s event?
This year we have two keynote conference theatres, and the ever popular payments theatre makes
a welcome return. This year our speaker line-up
includes Cathy McCabe from Jaeger; Frank Muzika
from Toys R Us; Martin Goldstein from River
Island; and Steve Moore from Dixons Carphone.
There’s also over 370 exhibitors to see and
retailer visitors can take advantage of the K3
Retailer Lounge, a vendor-free networking zone
and the perfect place to relax with a coffee. The
Innovation Trail and Awards, sponsored by Aptos
are also a popular feature at the show. Exhibitors
get the opportunity to submit their most innovative products and solutions, with the very best
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ones selected by a judging panel made up of
retailers. The winner is announced at the REPL
Champagne Bar at the Big Party, hosted by Dilax.
What are you most excited about for
RBTE 2017?
I always look forward to finding out what the key
themes and trends will be for the year ahead. It’s
also exciting to see so many retail heavyweights
at the show. Our co-located events, Retail Design
Expo and Retail Digital Signage Expo, together
with RBTE give a holistic view of retail, so we
get visitors coming in big teams and it’s great to
hear our exhibitors telling us that they’ve had big
groups from famous retailers on their stands.

VIEWPOINT
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Making travel personal
ENDA CURRAN: HPE ENTERPRISE SERVICES

HPE Enterprise Services’ Windows 10 mobile applications and solutions are
empowering airports and airlines to enhance the customer experience

T

oday’s travellers are powered by mobile
internet access and they demand low fares,
better information and superior products
and services, making customer service delivery
an important key differentiator for airports and
airlines. Travel service providers must move
to greater self-service solutions to improve
the customer experience, as well as front- and
back-office automation systems to streamline

business operations. This requires digitised business processes to connect crews, agents and partners to drive customer engagement and increase
employee productivity.
HPE Enterprise Services (HPE ES) can help
providers to enhance the travel experience
and maximise every touchpoint by combining
customer information, business resources and
digital technology on a flexible, mobile and
m-commerce platform. The HPE ES Passenger
Service Solutions suite of business-critical solutions cover all aspects of airline and airport
operations, putting information in the hands

of people who need it and empowering them to
personalise the passenger experience.
Our end-to-end Connected Traveler Solution
delivers a seamless travel experience, from the
moment passengers book their travel, to when
they are in the airport, on their flight and when
they arrive at their final holiday destination.
Geo-location technologies linked to a back-end
data analytics platform interact with passengers’
mobile devices as they pass through the airports,
providing them with personalised journey information and customised retail or dining offers.
The same platform links airport and airline
operations, and back- and front-end business
processes, enabling staff to monitor passenger
movements and quickly react to changes.
Airlines can also streamline the way their cabin
crew interacts with customers and enhance
their in-flight services by adopting our Mobile
Airline Crew Solution. Meanwhile, the HPE
ES Irregular Operations Solution automatically
notifies relevant airport staff about flight delays
and cancellations so they can re-route passengers and baggage as quickly as possible. Not only
does this help airport agents to immediately get
operations back on track, but it also makes the
airport experience smoother for passengers by
preventing further delays.
HPE ES’ secure industry solutions all leverage
Microsoft Azure cloud services and are available
on all mobile platforms, including Windows 10.
This makes it easy for companies in the travel
industry to transform into modern enterprises
that place the customer and employee experience at the centre of their operations.
Enda Curran is the worldwide mobile applications
services lead at HPE Enterprise Services
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PROFILED: MARS

Putting employees first
Microsoft Azure, Office 365 and Windows 10 help Mars to mobilise employees and foster
real-time collaboration among its 80,000 employees worldwide
Mars

F

ounded as a confectionery company in 1911,
Mars now manufactures and sells products
across 60 food, beverage, confectionary,
pet care and biomedical research brands. Mars
attributes its expansion and US$35 billion global
sales record to its employee-centric culture.
To equip employees with the tools they need to
remain connected and productive wherever they
are, and achieve 100% growth over the next decade, Mars has adopted several Microsoft enterprise platforms. These include Microsoft Office
365, Azure, Windows 10 Enterprise, Surface Pro
devices, and other key Microsoft services.
Working with Microsoft Services and
Microsoft partner VDX, Mars began rolling out
Windows 10 Enterprise and Office 365 to more
than 80,000 associates in 400 locations across
78 countries in February 2016. By early 2017,
the corporation had deployed Windows 10 to
12,500 seats and will complete enterprise-wide
adoption before December 2018.
Field associates and high-level mobile executives
have also received Microsoft Surface Pro devices so
they can remain productive and serve customers
while on the go. Employees can also use Yammer,
Microsoft’s enterprise social network, to collaborate in real time with colleagues. Meanwhile, globally dispersed teams use Skype for Business to host
live video meetings, which has reduced travel costs.
“With Windows 10, Mars associates finish
things on the road instead of waiting until they
get back,” says Joe Carlin, director of Technology
Service Delivery at Mars. “For example, field
associates use their Surface Pro devices in store
walk-throughs, and if necessary, use Office 365
to connect with other team members and resolve
display issues in one day instead of a week.”
Mars deployed a Windows-as-a-service model, so
it receives automatic web-based operating system
updates and a constant flow of new tools and capabilities. In addition, Mars moved more than 100
workloads to Microsoft Azure and will transfer up
to 500 in 2017. This will save millions of dollars on
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future full-scale upgrades, and
around US$250,000 on third-party
licencing and maintenance annually.
“Initiatives like Windows 10 and our new
digital workplace help Mars direct IT investment dollars towards unlocking greater potential across our organisation,” says Jonathan
Chong, Mars’ director of Digital Workplace
and Corporate Systems. “Rather than tying up
investment and time to just get through the next
product release, we can focus on enhancing key
aspects of our culture at a digital level, across
divisions, borders, and time zones. We can preserve what is special about Mars and help all our
associates be more productive and agile.”

Windows 10, along
with Office 365 and
Microsoft Azure, is
enabling Mars to
digitally transform

PROFILED: WILLIAM HILL AUSTRALIA
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A powerful partnership
Avanade helps Australia’s largest telephone and online betting company to
streamline online operations and enhance the customer experience

William Hill

W

illiam Hill Australia (WHA) was created
through the acquisition of Sportingbet
(including Centrebet) in March 2013
and tomwaterhouse.com in August 2013. The
combined group is now one of Australia’s largest
telephone and online betting companies and has
around 247,900 active customers.
Following the acquisitions, WHA needed to
consolidate the three companies’ disparate technology platforms onto a single platform and
establish a new web presence. The company also
wanted to internalise its intellectual property
and application development, rather than continuing to outsource to third parties.
To do this, WHA engaged Avanade as a managed services provider. It took just three months
for WHA and Avanade to create and launch a
new online platform.
“When we initially launched it as a proof of concept to our customers, it immediately had revenue
impacts,” says Rob James, CIO at WHA. “That
was really exciting for me because it meant it was
contributing to the business. With the growth of
this technology, the revenue increases we have are
now representing 20% of our bottom line.”
A key benefit of collaborating with Avanade, says
James, is that the company has the capacity to find
and solve problems. For example, Avanade developed a click-to-call functionality that made it easy
for online customers to place bets over the telephone during a sporting event. This enabled WHA
to process more than two million transactions and
maintain 100% up time on Melbourne Cup Day,
the highest revenue sporting event in Australia.
Avanade also migrated WHA from the bespoke
system that ran most of its business operations
processes to Microsoft Dynamics CRM. This
has automated manual processes, improved
company-wide information access and delivered real-time mobile access for the sales teams,
increasing operational efficiency.
“It was almost a given that we were going to
work with Avanade because of past experiences,”

says James. “Avanade has helped us implement
a new Microsoft Dynamics solution that has
fundamentally changed how we deal with all our
customer interactions.”
WHA plans to continue working with Avanade
to accelerate its transform into a digital workplace.
“As a digital business, we don’t have any shop
fronts, so it’s important for us to get the technology right when it comes to the product
offering,” comments James. “What we bring to
the table is knowledge of the industry, and what
Avanade brings to the table is technology leadership. Working together we can solve some
real problems.”

Wiliam Hill Australia’s
new CRM platform has
automated manual
processes and improved
access to information
across the business

“It was almost a given that we
were going to work with Avanade
because of past experiences”
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