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Introduction 
As digital transformation takes over the world, retailers everywhere 

need to change to survive, developing new capabilities that can drive 

competitiveness and growth. But what does this really involve and 

how do you succeed? In this paper, we discuss the opportunities for 

the retail industry to grow, adapt and evolve to address the changing 

needs of customers and capture new business potential, and how 

First Solution can help accelerate digital transformation. 

 

A rapidly changing landscape 
Customer satisfaction and operational excellence have long been the outcomes 

that retailers seek to achieve. And while these priorities haven’t changed, the 

means to attain them is changing significantly. 

In today’s digital world, disruptive technological innovations and other market 

forces—the empowered consumer, fierce global competition for share of wallet, 

merchandising and inventory changes, rapid shifts in workforce demographics 

and new modes of work—have catapulted the retail industry into a new era, 

where the standard of superior customer engagement and business performance 

has shifted. 

With technological advancements like the Internet of Things (IoT), the cloud, and 

advanced analytics now being part of every discussion we have with our global 

retail customers, we look at what’s really changed, and how organisations can best 

take advantage. 

 

Transforming your business 
For the first time in decades, technology has outpaced the evolution of business processes. Increasing volumes of data, 

advancements in data analytics and intelligence, and the ubiquity of cloud computing have shifted both what customers expect 

as the result of being armed with information in a way not previously possible, as well as what companies can deliver to meet 

those expectations and reinvent the value they offer. 

As retailers navigate these new consumer expectations, what worked in the past in terms of increasing margins and creating 

customer loyalty isn’t going to mean success in the future. It’s not enough to just digitise paper-based processes and stich 

together solutions that cover the seams between the digital and physical. To stay relevant and compete in this evolving industry, 

retailers will need to re-imagine their customer experiences and business processes from the ground up. 

We call this digital transformation—implementing technology in new ways as well as cultural changes that help improve customer 

engagement, empower employees, optimise operations and transform products, and ultimately drive growth and opportunities 

for the business. 

To succeed, this includes rethinking how your organisation operates and how it generates value, starting with the shopping 

journey and how you interact with your customers. It also means transforming your business processes with systems of 

intelligence that draw better insights out of data to inform more intelligent actions. 

It’s also important to remember it isn’t simply about technology. Systems of intelligence represent the technology, process, and 

people that define an organisation’s competitiveness and ability to change the entire industry landscape. This involves giving 

employees the flexibility and tools they need to easily collaborate with colleagues, partners, and customers around the world. 

As Managing Director of First 

Solution Technologies 

Limited, Nigel Church leads 

First Solution’s sales, 

services, marketing and 

strategy efforts for the Retail, 

Leisure and Hospitality 

industries. He is responsible 

for delivering optimal value for 

client’s and  strong  business 

results for these industries. 



The promise of digital 
 

 

transformation 
When information technology and operations technology converge, when 

products, processes and systems become connected, and when people are armed 

with data-driven intelligence, revolutionary things can happen. Retailers can take 

their business in directions never before possible. 

First Solution believes that true digital transformation in retail will re-invent the 

customer journey, providing consumer-centric experiences that transcend 

consumers’ perceptions of how shopping works. This new, personalised customer 

journey requires transformation at all levels of a retail organisation—from how the 

customer experiences and interacts with the brand, to how it equips its employees 

with the information and tools they need to be most productive, to how it uses 

data and analytics to act on opportunities and evolve business practices. 

And the opportunities to translate this into higher margins and new revenue are 

significant. Organisations that take the steps to embrace digital transformation 

to evolve how they leverage data, analytics and the cloud generate an average of 

£100 million more operating income each year than those who lag behind.1
 

 
So what role does First Solution play in digital transformation? 
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"First Solution helps clients 

realise their desired business 

outcomes through simple, 

secure, and affordable IT. 

For business that means a 

digital transformation." 

NIGEL CHURCH 

Managing Director, First Solution 
Technologies Limited 



Capitalise on digital transformation 
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opportunities with First Solution 
First Solution’s mission is to helps clients realise their desired business outcomes through simple, secure, and affordable IT. 

We build agile platforms and services so others can innovate, build their own technology, and create new solutions that make 

things happen. This platform approach has always been the cornerstone of First Solution’s strategy to deliver technology in ways 

that help our customers succeed. 

Digital transformation represents the application of First Solution’s values—Helping you to reduce cost and lower risk through 

the effective use of technology and putting customers first with technology solutions that engage at a personal level. We 

simplify and consolidate a business’s people, processes and tools by providing cloud solutions designed to increase your IT 

operational maturity and cyber security defences. Our ambitions guide our unique approach to helping businesses along their 

transformation journey— ultimately changing the way they engage with customers, empower employees, optimise operations 

and transform their products to create better customer outcomes. 

In retail, First Solution’s mission and outcomes enable you to deliver personal, seamless and differentiated experiences by 

empowering people, enabling the best of online and offline, and capturing insights to drive growth. Our offerings are delivered 

on a common platform that can span both digital and physical environments, which means that retailers can benefit from 

seamless connectivity between solutions across all aspects of their business. All built on one platform for ease of integration. 

In the next section, we’ll look at the four ways First Solution’s and Microsoft’s trusted cloud helps reinvent the customer journey 

and accelerate transformation, as well as showcase leaders in retail that are seeing meaningful results. 
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In today’s digital world, it’s all about putting customers first with technology 

solutions that engage at a personal level. Until recently, personalised 

experiences and information were difficult to offer customers in physical 

environments. Targeted advertisements, offers and recommendations have 

proved successful for retailers online and via mobile devices, but bridging the 

gap to physical environments was difficult. 

Today, sensors and screens, connectivity to devices, and the cloud and predictive 

data analytics are creating seamless experiences for people in physical stores as 

well. In today’s customer journey, personalised experiences that span both digital 

and physical environments will be critical to meeting consumers’ expectations, and 

the brands that can provide these experiences will set themselves apart among 

the competition. Retailers can use First Solution and technologies to create  

differentiation in the following ways. 

 

Predict what customers want before they tell you. 

With predictive analytics solutions that let you cost-effectively track demand and 

manage inventory levels (even from mobile devices) and locations, you can be sure 

that when customers visit your retail store, you have the right stock and your store 

associates can access accurate inventory information—for an optimum customer 

experience that lets them try before they buy. Tools like Azure Machine Learning, 

Microsoft Dynamics, Office, Power BI, SQL Server, and Microsoft Social Engagement 

make this possible. 

 

Bridge the gap between in-store and digital experiences 

through a unified commerce strategy. 

Today’s digital native customers expect multiple ways to order, purchase, and 

receive merchandise and products—and you can meet these expectations with 

an end-to-end solution that integrates world-class, omnichannel experience 

management capabilities with operational commerce technologies, giving you 

real-time data insights for a deep understanding of customers’ preferences, 

wants, and needs. 

 

Deliver meaningful engagements across all  

touchpoints. 

Take advantage of the shopper’s smartphone as well as interactive in-store 

components (kiosks, digital signage) to enable customers to get extended 

information on products using capabilities such as NFC, beacons, and image 

recognition, and push relevant offers based on their interests and location in 

the store—all while gathering valuable information about consumer in-store 

shopping behavior. 

Case Study: 

Infiniti Retail Group 

Infiniti, the UK’s largest 

automotive retailer, wanted to 

create a store environment 

that would encourage a truly 

personal connection between 

people and technology. 

With Windows 10 and the 

Universal Windows App Platform, 

Infiniti and First Solution 

developed a solution around 

innovative “tap and 

take” cards, which use near field 

communications (NFC) to help 

customers build a personalised 

digital brochure by simply tapping 

the card on their selected product 

or service on digital kiosks in store. 

Infiniti also uses Microsoft Power 

BI to analyse customer traffic and 

offer a better mix of products. 

The new customer experience 

has led to an increase in sales, an 

upturn in visits to the stores, and 

an improvement in how customers 

rate the experience. 
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Engage your customers 

 
 

 

Drive your customer experience strategy by identifying 

various touchpoints of consumer path to purchase. 

We help you capitalise on technology solutions like mobility, bots, virtual reality, 

cognitive intelligence, visual analytics, and unified commerce to provide an 

exceptional customer experience and personalisation that deepens customer 

engagement and fosters loyalty and retention. 

 

 

Engage consumers and profit from optimised 

engagement through social and digital channels. 

Customers are using social and digital channels to research products and 

services, express their opinions, and search for deals. For organisations with the 

technologies to monitor customer sentiment, quickly respond to complaints, and 

engage customers in marketing activities and ongoing conversations, this trend 

presents enormous opportunities.

 
“Windows 10 is a great 

platform for helping our 

people use small and large 

devices to be faster, more 

efficient and provide that 

seamless customer experience 

we’re aiming for.” 

CONTACT NAME 

Director of Retail Operations, 

Infiniti Retail Group

 

 
“Becoming more engaged with customers 

includes predicting what customers want 

before they know they want it, based on data 

intelligence, and offering it to customers in 

a way that’s natural.” 

NIGEL CHURCH 

Managing Director, First Solution Technologies Limited 
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Why First Solution 
First Solution has a track record of helping retailers realise the business value of digital transformation. We do this by first 

learning about your organisation with a curious mind; understanding your industry, business strategies and needs; and 

bringing unique insights that help unlock new opportunities at the intersection of business performance improvement, 

differentiated experiences, and technology integration. 

First Solution and Microsoft’s holistic platform and advanced technologies, open and flexible approach, enterprise-grade 

solutions, and partner ecosystem help you build on your existing technology investments and deliver results quickly and cost-

effectively. Working with First Solution brings a distinct set of business advantages that no other provider offers: 

 

A trusted, flexible, and open cloud platform. 

Today, the Microsoft cloud infrastructure supports more than one billion customers in more than 140 countries. With this unique 

experience and scale, Microsoft cloud services can achieve higher levels of security, privacy and compliance than most customers 

can on their own. Azure has received more compliance certifications than any other cloud provider, including major global, 

national, regional and industry standards and regulations. Microsoft’s extensive global datacenter footprint covers more regions 

than any other provider, to better meet data sovereignty requirements. Azure is the only platform that supports a fully hybrid 

architecture, giving retailers complete flexibility and control of data and applications delivered between public and private clouds. 

The Microsoft cloud works with any operating system, database, middleware, and application framework, enabling you to use the 

tools and platforms of your choice. 

 

Comprehensive, enterprise-ready solutions. 

First Solution span’s the full spectrum of business needs from data access, high performance computing, advanced analytics, 

visualisation and business process automation. Windows 10 offers unprecedented universal application capability across devices, 

including innovative devices like Surface, Surface Hub and HoloLens. Individual and enterprise productivity is increased by 

ensuring that the right information is provided to the right people at the right time for actionable insights and decisions. This is 

accomplished through a holistic suite of collaboration, knowledge management, work process, mobility, business insights, and 

advanced analytics capabilities. 

 

Industry-specific retail solutions. 

To ensure you get the most value out of your investment in technology and accelerate digital transformation, we also provide 

best practices, end-to-end solution design, and delivery services for common retail industry scenarios including Advanced 

Planning; Employee Productivity & Collaboration; Inventory Optimisation; Modern Point of Sale & Service; New Product 

Introduction; Personalisation; Predictive Maintenance; Retail Execution; Retail Management System; and Multichannel Content 

Management. 

 

Advanced technologies designed for ease of use. 

By building technologies such as Power BI, Cortana Analytics and Azure IoT Suite for users with wide-ranging skills, First 

Solution helps enterprises apply advanced technologies to business challenges once deemed too costly or complex to solve. For 

example, IoT capabilities enable retailers to ingest and combine data from any source—from proprietary, structured data like a 

loyalty program, to unstructured data like customer reviews or social media posts, to in-store monitoring of customer behavior, to 

external factors like weather; apply machine learning models and data visualisation; and integrate those results into collaboration 

and work process solutions. This drives informed actions, as individuals take advantage of tailored, actionable insights to make 

better business decisions and deliver better business outcomes. 



 

 

// 

Commitment to retail standards. 

At First Solution, we believe there is a critical set of work our industry must undertake in order to make sure we deliver the right 

set of platforms and services to realize today’s digital transformation opportunities. That’s why First Solution has been a longtime 

supporter of standardisation organisations like the Association of Retail Technology Standards (ARTS) which will play a critical role 

in driving the technology interoperability needed for today’s systems of intelligence. 

 

Largest ecosystem of industry-leading vendors. 

First Solution has a broad ecosystem of prominent systems integrators and independent software vendors. This ecosystem 

takes advantage of existing technology investments and offers the flexibility to select the best solutions for each business. We 

design and deploy innovative, industry-focused solutions built on a Microsoft foundation, so you get best-in-class technology 

coupled with deep industry expertise. 

No other technology provider offers a comparable end-to-end portfolio as well as an open and flexible approach. Together, it’s 

this unique perspective that helps First Solution drive digital transformation across all aspects of your retail organisation and 

change the way you engage with customers, empower employees, optimise your operations, and transform products and 

services. 

 
 
 
 
 
 
 

 
  
 
 
 
 
 
 
 
 
 
 
 
 

 
 
  

                       
 
 
 

 
© 2018 First Solution Technologies Limited. All rights reserved. This whitepaper is for informational purposes only. 

FIRST SOLUTION  MAKES NO WARRANTIES, EXPRESS, IMPLIED OR STATUTORY, AS TO THE INFORMATION IN THIS DOCUMENT. The descriptions of other companies in this document, if any, 

are provided only as a convenience to you. First Solution cannot guarantee their accuracy, and the companies and products may change over time. Also, the descriptions are intended as brief 

highlights to aid understanding, rather than as thorough coverage. 

This document is provided “as is.” Information and views expressed in this document, including URL and other Internet website references, may change without notice. You bear the risk of using it. 

This document does not provide you with any legal rights to any intellectual property in any First Solution product or service. 

1 Keystone Strategy interviews Oct 2015 – Mar 2016. Based on interviews with 340+ leading enterprises comparing data platform maturity with business performance, controlling for company size 

and industry. Incremental operating income of £100M is based on median company revenue of £3.4B. 

Get started today 
Through a series of mission-driven engagements, First Solution can help you extend and develop solutions that will transform 

your business today. Use our knowledge and expertise in a business outcome workshop, deeper solution session, private preview 

or customer focus group—or develop a proof-of-concept or pilot to drive the right implementations and solutions that meet 

your specific business needs. 

No matter how you start, you can count on First Solution to provide the solutions and resources to help you reinvent the customer 

journey and drive digital transformation in all areas of your business. For more information, visit our Retail Industry Solutions 

webpage. 

https://www.firstsolution.co.uk/industries/retail-leisure-and-hospitality/
https://enterprise.microsoft.com/en-us/industries/retail-and-consumer-goods/

