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Technology has been an integral part of retail since its inception. 
What started as a trend in the retail industry has suddenly 
been thrust into the limelight as an essential, accelerated by the 
pandemic. Retailers across the globe, who had thus far been using 
only basic technology to attract consumers have realised that they 
now need much more to convince the consumer to come to them. 

COVID-19, apart from teaching retailers that a casual approach 
towards technology is no longer enough to ensure sales, has 
brought with it enormous business opportunities both on digital 
and technology front. It has literally drawn every brand out of the 
comfort zone and has forced them to adopt technology in their 
business structure, in each department. 

The cover story of the August e-edition (IMAGES Retail) talks 
about this  ip side of the pandemic. In what can be seen as a 
change from surviving to thriving, a step towards how retail 
businesses will be conducted in the future as well, retailers 
across the spectrum are investing in technology to provide a safe 
shopping environment as well as to promote social distancing. 
The feature showcases technological changes made by Indian 
retailers to provide a safe and convenient shopping environment for 
consumers.

The e-issue also features an analysis on how the salon industry is 
coping up with the crisis and also how it’s giving itself a makeover 
by adopting the new norms of hygiene and keeping consumer 
safety at the center of their operations. Finally, rounding off with 
the positive news story of the month, the issue features an expert 
article on the festival season which is around the corner, the mood 
of consumers and what retailers can do to attract them.

Do log on to our website www.indiaretailing.com for more on 
the current crisis. We hope to keep bringing you relevant content to 
help preserve your organisations in these trying times.
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As retail industry continues to open up in phases, many brands are slowly coming 
back to track in terms of business and revenue...
By IMAGES Retail Bureau

UNLOCK 3.0: CINEMA HALLS, BARS TO REMAIN 
CLOSED TILL AUGUST 31, OTHER CATEGORIES 
SLOWLY RETURN TO NORMAL

RELIANCE GROUP SET 
TO EMERGE AS THE 
LEADER IN THE INDIAN 
RETAIL LANDSCAPE: 
GLOBALDATA

Reliance Industries Limited 
(RIL) is grabbing every single 
opportunity, be it collaborating 
with technology companies, 

acquiring leading retailers or adding 
physical stores or its entry into the online 
retail space for gaining access to advanced 
technologies, to gain a dominant position 
in the Indian retail landscape, says 
GlobalData, a leading data and analytics 
company. Reliance Retail, which is 
already a front runner in the Indian 
retail industry, had reportedly sold over 
20 million electronic units, 160 million 
garments, 2.6 billion grocery units during 
the FY2019 ended in March 2020. In the 
same year, the retailer had also added 
1,500 stores and over 30 percent to its 
total retail space. In April 2020, Facebook 
paid US$ 5.7 bn for a 9.99 percent stake 
in India’s Reliance Jio Platforms. In July 
2020, Google agreed to invest US $4.5 bn 
for 7.7 percent stake in Jio Platforms. 

Vijay Bhupathiraju, Retail Analyst at 
GlobalData, comments, “RIL’s recent 
collaboration with technology businesses 
such as Facebook and Google will help 
it gain access to advanced technologies 
and valuable consumer data, which 

can be leveraged in its retail platforms.
RIL is looking to acquire Future Retail, 
an Indian retail conglomerate that 
owns renowned retail chains such as 
Big Bazaar, HyperCity and More. The 
deal, if it works out, will complement 
Reliance Retail’s massive reach in the 
country by adding an additional 1,500 
stores to its already substantial network 
of over 11,784 stores across the country. 
Similarly, Reliance Retail is reportedly in 
talks with Arvind Fashions Ltd to buy 
two of its denim brands Newport and 
Ruf & Tuff.”

The company is also betting big on 
India’s fast-growing online grocery 
market. In August 2019, it announced 
its entry into the online grocery retailing 
via a new e-commerce platform, JioMart, 
and subsequently started a pilot for 
the same in Mumbai in January 2020. 
The value chain created by JioMart 
connects local of  ine retailers on a large 
scale with its merchant point of sale 
(POS) solution, where it provides user 
friendly digital platforms for inventory 
management, customer care services and 
other services required by the retailers. 
The Facebook partnership has enabled 
JioMart to leverage the WhatsApp 
platform to accelerate its growth.

RBI MOVE TO ALLOW 
LOAN RESTRUCTURING 
TO SUPPORT RETAIL 
INDUSTRY: RAI

As per, the Retailers 
Association of India (RAI) 
said the Reserve Bank of 
India’s (RBI) move to permit 

a one-time restructuring of loans amid 
the ongoing COVID-19 crisis will support 

the retail industry that has witnessed 
signi  cant disruption over the past few 
months.

It said banks have made huge 
investments in the retail sector, and 
if the sector struggles to get back 
on its feet, a signi  cant portion of 
that investment could turn into non-
performing assets. RAI also hoped that 
the new panel that looks into one-time 
restructuring would extend a helpful 
scheme to the industry.

“Permitting loan restructuring will 
support the retail industry that has 
witnessed signi  cant disruption over the 
past few months. The current retail sales 
have been around 40 percent of last year. 
Restructuring will help retail industry 
get back on its feet to  ght the economic 
crisis. We hope the new committee that 
looks into the one-time restructuring, 
headed by veteran banker K V Kamath, 
will extend a helpful scheme for loan 
restructuring to the retail industry ,” said 
Kumar Rajagopalan, CEO, RAI said in a 
statement to PTI.

RAI said the Coronavirus pandemic 
has resulted in a severe  nancial 
stress for the Indian retail industry. 
The closure of business during the 
lockdown resulted in the loss of revenue, 
which has rendered some retailers 
unable to pay salaries to their staff.  
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Retailers are taking new initiatives, triggered by post-COVID realities, which focus 
on increasing customer walk-ins and building a special place for the brand in the 
customer’s heart. While many of these integrate technology, they are also rooted in a 
customer centric mindset as they address need gaps for customer delight and bring 
closer connect with the brand…
By Jacqueline Mundkur

Festive Season Shopping: 
The Light Amidst the COVID-19 Darkness

loyalists and build positive equity for 
their brands. What holds promise is that 
the slew of initiatives being launched 
or in the of  ng can be not only relevant 
for this festive season but will serve as 
building blocks to being future  t for our 
customers!

This feature covers some of the 
initiatives triggered by post-COVID 
realities which focus on increasing 
customer walk-ins and building a special 
place for the brand in the customer’s 
heart. What’s heartening is while 
assuredly many initiatives do integrate 
technology, they are de  nitely rooted 
in a customer-centric mindset as they 
address need gaps for customer delight 
and bring closer connect with the brand.  

Let’s start with the opportunity of 
reinforcing your brand image as one 
who cares. Today it is important to  rst 
understand and address customer’s 
apprehensions before inducing them 
with month watering deals. In response 
to the customer’s silent query, ‘sure you 
have a great product but tell me how 
has your company can make my buying 
experience safer?’ Many organisations 
have now re-designed their go to market 
strategies. The results are visible where 
the world of shopping includes services 
like ‘shop by appointment’ where you 
can call in, chat or message and book 
your time of visit. 

Remember pre-COVID, this 
personalised service reserved only for 

Excitement is in the air with 
the festive season around the 
corner! In India the festive 
season which starts from 
August extends until January 

and holds much promise and hope. 
The big difference this year is that it is 
the  rst after the pandemic struck and 
is expected to de  ne how successfully 
we can gear up to cope with this new 
normal and hopefully come out tops. 
Around us while we see a buildup in 
momentum where customers take their 
tentative steps into the outside world and 
physical social watering holes are slowly 
opening up, the world of retail has 
been innovating and creating a host of 
solutions to draw customers out, reward 

ABOUT THE AUTHOR

Jacqueline Mundkur is 
a CX practitioner and 
Thought leader and 
works with organizations 
to improve customer 
journeys or integrating 
technologies for better 
CX. She can be reached at 
jmpmundkur@gmail.com
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While sales have been nothing short of a bad dream over the last  ve months, the 
industry is  nding new ways and innovative platforms to connect with the consumer. 

In order to satisfy the consumer’s craving to shop, retailers are investing in technology 
to provide a safe shopping environment as well as to promote social distancing. It’s 

a change from surviving to thriving, a step towards how retail businesses will be 
conducted in the future as well…

By Sandeep Kumar

The Flip Side: 
How COVID-19 Has Accelerated the 
Adoption of Technology in Retail

The COVID-19 pandemic 
is reshaping the global 
business environment and 
the crisis is estimated to hit 
the world economy beyond 

any analyst’s imagination. UN anticipates 
that the crisis will result in a $1 trillion 
hit to the global economy in the current 
 nancial cycle. 

Without minimising the devastating 
impact of COVID-19, one cannot ignore 
the sight of business opportunities both 
on digital and technology front which are 
emerging right in its wake.The pandemic 
has forced the retail industry to embrace 
technology. It has literally drawn every 
brand out of the comfort zone and has 
forced them to adopt technology in their 

business structure, in each department. 
Technology was never a problem for 

big retail players, but a major portion 
of the Indian retail industry is run by 
local brands and retailers who have been 
working with the most basic of tech 
know how up until now. The pandemic 
and the mandatory lockdown have 
changed all that. Today, even the smallest 

Cover Story_Technology.indd   14 24-Aug-20   5:45:49 PM



24 IMAGES RETAIL AUGUST 2020Customer Experience

Customer Experience

As more consumers turn to the digital way of life, brands have the 
perfect opportunity to connect with them directly and deliver a 
better customer experience...
By Charu Lamba

Subscription Boxes: 
Taking Personalisation One 
Notch Higher

While COVID-19 has impacted 
businesses drastically, it has also 
allowed brands to re  ect, re-
evaluate, and rethink strategies. 
It has given them the chance 

to dig deeper into what their customers need to get 
them through these new times. As more consumers 
turn to the digital way of life, brands have the 
perfect opportunity to connect with them directly 
and deliver a better customer experience. 

Making the most out of the pandemic, FabAlley 
introduced ‘Fab Fix’ - a data-driven product 
recommendation platform that curates fashion boxes 
suited to a customer’s individual style. This new 
solution housed on the brand’s website aims to give 
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The industry has been greatly affected by not just the 
lockdown, but also the pandemic itself since it works on 
the principle of physical contact. However, salons have 
decided to take the initiative and educate customers 
on the hygiene and safety measures they are taking to 
ensure consumer and employee health and wellbeing…
By Charu Lamba

Salons Get a Makeover 
as Hygiene, Safety Take 
CenterStage in Unlock 3.0

W hile the Covid-19 
lockdown 
has adversely 
impacted the 
entire economy, 

the ensuing Unlock stages have 
helped ease restrictions in many 
geographies of the country, allowing 
businesses to open in a phased 
manner provided they follow safety 
and hygiene protocols set down by the 
government. 

One business vertical, which has 
been unable to welcome customers 
till very recently has been the Salon 
business. The industry has been 
greatly affected by not just the 
lockdown, but also the pandemic 
itself since it works on the principle 
of physical contact. This means that 
even though limitations have been 
eased, customers are cautious, not 
yet willing to go to salons which are 
frequented by many. However, salons 
have decided to take the initiative and 
educate customers on the hygiene and 
safety measures they are taking to 
ensure consumer and employee health 
and wellbeing. 

The Lockdown Impact
“The lockdown brought the industry 
down to zero for some time. However, 
we are now seeing customers come 
back, although cautiously. For the 
 rst four months of the year, we 
are looking at a 90 percent shortfall 
as compared to the last year,” says 
Krishna Gupta, Co-Founder & 
Managing Director Lloyds Luxuries.

However, despite a physical 
lockdown, salons such as True  tt and 
Hill and Enrich Salons have ensured 
have worked to ensure that there is an 
undisrupted supply of their DIY self-
care products on e-commerce portals – 
either their own or by partnering with 
e-retail giants.
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