LL
ia
S
_I
O
-
e
_I
v
<
s
LL
<
_I
L
)
O

<
O
2]
Q
<
LU
o
LU
(@]
LU
S
>
oc
LU
>
L
-
=
(a8
-
=
O
18]
<
(2]
X
S
-
A
O
(a8
®)
<
L
O
LUl
-
—
!
LU
o
LLI
L
-

i k ARV AR I AR ARNPARENVARS

_VAANVANNVANN VANVARVAN

» EEEEEE VANVANNVAN




Why The
Retall Tech is the

If shoppers can feel your infrastructure, something’s wrong.

The best store experiences are eerily quiet at the operational level.
Pricing just works. Queues flex and shrink. Payment choices are
there when customers need them. Staff are calm and present.

No one is whispering “the system won’t let me” or apologising for a
kiosk that won’t recognise a promotion.

In short: the invisible bits are doing their job.

Yet most transformation energy goes into whatever’s shiny and
customer facing. We talk about Al personalisation, apps, and sleek
new checkouts; we spend less time on the plumbing that makes them
reliable at scale.

If customers notice your
The result? infrastructure, it’s usually
Beautiful pilots that fall apart under real world complexity: mismatched beca use It broke

promotions, loyalty misfires, cash discrepancies, and that creeping
frontline frustration that slowly erodes service quality.

It’s time to reframe innovation through the lens of quiet
infrastructure - the interlocking systems that quietly carry the
weight of store performance.

Nail these and everything else gets easier — for customers, for
colleagues, and for your bottom line. Let’s look at how to
strengthen the parts shoppers never see, but always feel.




Self service that
actually serves

Self service is no longer just
about throughput. Done well, it
reduces routine tasks, speeds
journeys, and creates space for
colleagues to focus on exceptions,
care and advice. Done badly, it
becomes a frustration engine —
from promotion mismatches to
awkward age verification delays.
The difference is orchestration,
not hardware.

Why the trio matters

The Quiet Infrastructure Framework

Cash that
manages itself

Cash remains operationally
relevant across many segments
and regions, not least for
resilience. But the manual lifecycle
— counting, reconciling, preparing
floats, calling CIT — consumes
time, creates stress and invites
error. Automating acceptance
and recycling at the edge, and
standardising reconciliation in the
back office, converts a labour
drain into a predictable rhythm.

Quiet infrastructure is a system, not a single tool. Its strength comes from three pillars working together.

One operational truth

Unified commerce is the
connective tissue. It provides a
single, real time truth for items,
prices, orders, payments and
identity that every channel (store,
kiosk, app, call centre, storeroom)
draws from. When that truth is
shared, prices match, loyalty
applies consistently, baskets move
seamlessly across channels, and
refunds and exchanges don't fall
between systems. When it isn't,
processes become brittle.

Self service without a unified backbone risks mispricing and loyalty misfires. Cash automation without a shared tender

ledger creates reconciliation gaps. A unified backbone without automation and service design leaves truth in the cloud
but friction at the counter. Together, the three pillars produce calmer stores, faster checkouts, fewer errors and happier
teams — which customers feel as confidence and ease.




Self Service That Actually Serves —
Designing For Humans,
Not Just Throughput

The Problem

Too many kiosks and SCO deployments
push volume without addressing reliability or
human flow. Price and promotion mismatches

between staffed lanes and kiosks quietly Kill
' trust. Loyalty that works on mobile but not on

self checkout forces escalations. Poor layouts

isolate devices and slow interventions. The

outcome is “self service” that demands more
staff time, not less.

The Shift

Treat self service as a service, not a
machine. Start with parity: same items,

» prices, promotions, tenders and loyalty as
staffed lanes - every time. Add thoughtful
journey design: clear prompts, graceful
error handling, and easy human escalation.
Equip colleagues with tablets and

playbooks so they can intervene quickly
and positively.

Automation should make
space for more human
moments, not fewer.



Self Service That Actually Serves —
Designing For Humans,
Not Just Throughput

What good looks like
Hybrid checkout:

Kiosks and SCO handle routine tasks; colleagues
cover exceptions, advice and complex transactions.
Age verification becomes a swift, friendly hand off,
not a queue blocking event.

Smart orchestration:

Dynamic menus surface popular items at the right times.
Guided flows reduce confusion. Loyalty is recognised in
real time; digital receipts and easy returns come standard.

Operational design:

Devices sit within sightlines. Intervention zones are clear.
Staff tablets display live alerts (e.g., “promo misapplied”,
“gateway re routed”), not just beeps.

/"\ Where the other
. ]
\_® pillars help

Unified truth: One source of items, prices, promotions, identity and
tenders ensures kiosks match staffed lanes.

Cash automation: Kiosk cash acceptance and recycling reduce
reliance on manned tills at peaks. End-of-day counts don’t devolve
into manual workarounds.

KPIs that show it’s working
Kiosk/SCO completion rate 4

Abandonment at self service

Intervention rate = targeted to exceptions,
not preventable misfires

Queue time variance ¥
Attachment or uplift via recommendations

Complaints involving self service \ Z




Cash That Manages Itself

Manual cash handling quietly eats your day.

It ties up skilled colleagues in counting and

recounting, creates back-office bottlenecks,

and introduces shrink risk and stress. Peaks
' and outages amplify the pain; new staff churn

compounds it. Meanwhile, finance teams wait

on unreliable totals and late reconciliations.

Treat cash as a first-class payment rail in both
process and platform. Automate acceptance
and recycling at the edge. Standardise
reconciliation and reporting at the core.
Design the human role around oversight and
service, not handling.




Cash That Manages Itself —
Retail’s Quietest Efficiency Win

What good looks like

At the front end:

Automated acceptance at staffed lanes and kiosks.
Intelligent float management that anticipates demand by
time of day. Tamper evident audit trails as the default.

In the back office and HQ:

Real time visibility of cash position by store. Day end
reconciliation that happens in the flow, not after hours.
Policy driven CIT scheduling to reduce visits and risk.

For people:

Lower stress, fewer awkward moments, less time in the
safe. Colleagues spend more time with customers, less
time with coin trays.

f‘» Where Unified
R_@ Truth Helps

A single tender ledger means split tenders and partial refunds
behave consistently across staffed lanes and kiosks. Returns that
involve cash don’t require manual overrides. Day end becomes a
tick box, not a time sink.

KPIs that show it’s working

Cash handling time per shift J
Discrepancies per 1,000 transactions
CIT visits per store/month J

Day end duration

Colleague satisfaction with cash processes A




Unified Commerce -

Keep this simple and practical. Unified commerce is not a silver bullet - it’s the fabric that stops your innovations

from unravelling.

What is Unified Commerce?

Unified commerce is a real time operational backbone
for items, prices, orders, payments and identity that every
channel uses — store, kiosk, mobile, marketplace, call
centre. Unlike traditional omnichannel, which typically
syncs separate systems, unified commerce provides one
live truth so journeys don’t break at hand offs.

What good looks like

API first, event driven services

that decouple front ends from back-end change.

Edge + cloud deployment:

logic close to the checkout for speed; cloud for
consistency and scale.

Omnichannel vs Unified Commerce

Omnichannel: channels cooperate; data syncs periodically;
mismatches creep in under load.

Unified commerce: channels share the same services;
changes propagate instantly; parity holds at scale.

Simple governance:

Promotions, catalogue, tender rules and identity
managed centrally; consumed locally.

Operational telemetry:

Live health indicators for payment rails, content
updates and device status so stores can act, not wait.




Unified Commerce — The Connective Tissue, Not the Hero ”

/’\ Why it matters
.\" for quiet infrastructure

Cash automation:
Treats cash as a first-class tender with consistent rules and KPlS that ShOW it,S Working

reporting across touchpoints; reconciliations land in the same
orders/payments ledger as cards and wallets.

Promo misprice incidents

Self service:

Price and promotion parity becomes the default; loyalty applies
consistently; payment routing and fallbacks behave the same
everywhere.

Refund/exchange exceptions
Payment failure reroute success 4

Resilience: Downtime impact on sales

If a gateway fails, routing shifts in real time. If the network wobbles,
stores keep trading safely offline and sync cleanly later — without
accountants chasing ghosts.

“Please wait” moments at checkout




Why Store Digitalisation Fails —
and How to Fix It

What good looks like

Foundations ignored

New experiences are deployed on top of fragile POS,
manual cash, and inconsistent data. In pilot stores — often
hand picked and over supported — they shine. Under real
world variety, they sputter: promotions misapply, loyalty
doesn’t recognise customers, kiosks need constant
intervention.

Tech without process

Tools land without updated standard operating procedures
(SOPs) or labour models. Self service is expected to “just
work” while colleagues absorb extra cognitive load. Cash
processes remain manual even as volumes shift. No one is
clear on who owns promotion set up, kiosk content, device
health or payment rules.

People under invested

Training arrives late. Early glitches erode trust. Colleagues
learn the quickest workaround, not the right one.

Leadership celebrates the launch; frontline teams live with
the consequences.




Why Store Digitalisation Fails

Stabilise cash

Standardise the cash lifecycle (acceptance, recycling,
reconciliation) with automation at the edge. Treat cash
like any other tender in your data and reporting.

Standardise self-service

Enforce parity with staffed lanes; design for easy human
escalation. Equip colleagues with clear intervention
patterns (age checks, mis-scans, accessibility support).

Unify the truth Human outcomes to track
Centralise catalogue, pricing, tenders, loyalty and orders . -
" in a unified layer consumed by POS, SCO and kiosks. Associate cognitive load W

Make offline trading safe and resync clean. _
“Awkward checkout moments” (price

mismatches, loyalty misses, payment
failures)

Time redeployed to service tasks 4>

NPS/CSAT and colleague engagement 4



Win Where
Shoppers Can’t See

Modern retail isn’t won on the
shiniest front end; it’s won in
the quiet reliability of what sits
behind it.

Self service that truly helps, cash that manages
itself, and one operational truth that keeps prices,
orders, payments and identity in sync — together, these
pillars form the quiet infrastructure your customers will
never talk about but will always feel.

Strengthen these and stores get faster, calmer and
safer. Colleagues find the time and headspace to be
more human - to guide, reassure and sell with
confidence. And your transformation stops relying on
luck and heroics, and starts compounding.

Start where shoppers can’t see, but always feel.
Stabilise cash, standardise self service, and unify
your operational truth. From there, let everything

else get quietly better. i3 3
To discover how Glory’s full spectrum of ! ‘ ,__':i 2 A
retail solutions can help you build a ‘ N M T 8 o ‘

stronger foundation for your

operation across these three key ] info@Qu k.glory-global.com

pillars, have a chat with our team.
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