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Are you a modern retailer?

We are a leading global technology consultancy that 
integrates strategy, design and software engineering 
to enable enterprises and technology disruptors across 
the globe to thrive as modern digital businesses.

Are you a 
modern retailer?
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Are you a modern retailer?

Are you ready to be a modern retailer? 
What’s holding you back? 

We know the usual culprits. Internal silos. Legacy systems 
gobbling up resources like the dinosaurs they are. IT and 
business teams that speak different languages. Fear of change.
Fear of not changing. 

So what’s your plan? 
Do you have an airtight strategy; enthusiastic leadership buy-in; 
a knowledgeable, fully-equipped team and abundant resources? 
Or is it a daily battle to get ahead as big questions keep you up 
at night?

•	 How can we be faster to market? 
•	 Are we keeping up with our customers? 
• 	 Are we keeping up with technology? 
• 	 How can we test ideas more quickly?
• 	 Can we afford to innovate? Can we afford not to?
• 	 Do we have the right organizational design and structure 
	 for what’s coming?
• 	 Are we ready and capable of handling more complexity 
	 in our business?
• 	 Are we asking the right questions?
• 	 Who can we trust?
• 	 Where do we begin? 
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Are you a modern retailer?

Success tip #1

Ready.
Set.
Go.
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Are you a modern retailer?

Speed up your speed to market. 

What comes to mind when you think “Modern Retailer”? 
Beacons sending perfectly personalized promotions to 
connected customers as they wirelessly scan products, twirl
in front of magic mirrors, pay with the wave of a hand and drive 
home knowing their purchases will be delivered at precisely 
the moment they arrive home? Yes... and no. 

Being a Modern Retailer isn’t about having all the latest 
technology, but it’s nice to have options.

Legacy retailers are like cargo ships in a speed-boat race. 
They can’t accelerate or maneuver, so they try to catch up
by dumping weight off the top: cutting costs, closing stores 
and downsizing staff. But this isn’t sustainable. To be a Modern 
Retailer, executives need to rethink how to be more nimble, 
responsive, engaging and relevant to the changing needs 
of tomorrow’s customers.  

Got a need for speed? It’s not good enough to have a faster 
engine if all the other parts aren’t built to move. It starts 
with a culture that embraces rapid experimentation, iterative 
development and fast pivots. How to keep up the pace? 
Sustainable speed is enabled by business, organization 
and technical agility that isn’t slowed down by bulky legacy 
systems or outdated structures.
 
The good news? You can get going faster than you might expect.   
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Are you a modern retailer?

Success tip #2

Build loyalty 
inside out
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Are you a modern retailer?

A modern retailer is characterized
by four critical capabilities:

•	 Contextual Customer Understanding
•	 Product Insight
•	 Seamless Commerce
•	 Unified Inventory

These aren’t things you plug in or install. You can’t buy them 
off the shelf. Think of them as the four engines that drive your 
business forward, fueled by data and built upon a Platform 
for Growth.  

A Platform for Growth allows you to think fast, try fast and pivot 
fast. With a Platform for Growth, you’re not just ready to adopt 
what’s next; you have the speed, agility, and freedom to design 
what’s next. 

You’re poised to create loyalty-building, category-shaking, 
business-booming customer experiences. 

And leave your competition in your wake.

Let’s take a closer look...
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Are you a modern retailer?

Loyalty-building customer experience

Personal, relevant and meaningful

Contextual customer 
understanding

A personal, unified 
view of the customer 

across time, place and 
touchpoints

Product insight
Real-time visibility 
to unique product 

attributes and 
information

Seamless commerce
Fluid, secure, anytime, 
anywhere, any device 

transactions

Transparent data
Accessible business and operational 

data and actionable insights

Platform for growth
An adaptable technical architecture and responsive 
organization to support rapid change and innovation

Unified inventory
A holistic, seamless 

view of inventory 
across the retail value 

chain
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Are you a modern retailer?

Success tip #3

Context is 
everything
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Are you a modern retailer?

Dig deeper than demographics.
Go beyond also-bought-algorithms. 

It’s not just about understanding what, when or where your 
customer buys. This deeper understanding emphasizes your 
customer’s purpose for buying.
 
Contextual Customer Understanding allows you to understand 
and engage your customer as an individual, not as a number. 
It’s the difference between marketing to moms and delivering a 
customized experience that Kate, yoga-fanatic, mother of twins, 
midnight shopper and weekend-wine enthusiast with a not-so-
secret Snapchat obsession will love and share with her squad. 

This has profound implications not only for how you serve Kate, 
but also for how you determine what products to carry and 
services to offer in the first place.
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Are you a modern retailer?

Success tip #4

Know your 
stuff
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Are you a modern retailer?

How well do you really know your
products?

What would they tell you if they could talk? Their place of origin? 
Their carbon footprint? Their important features? Their benefits 
and why they each matter to your customers?

What characteristics are most valuable? How can this product 
be better tailored to serve your customer’s needs? 

True Product Insight gives visibility into the unique attributes 
and information that can help you understand (and predict) 
why one item flies and another flops.

Combine Product Insight with your Contextual Customer 
Understanding and things really start clicking: you can deliver 
the right set of products best suited to your customer’s unique 
tastes, needs and circumstances. You can give your customers 
the power to co-create products and bundles and options that 
really matter and make a real difference in their lives. And most 
importantly, you can give them something your
competitors can’t. 
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Are you a modern retailer?

Success tip #5

Make payments 
painless
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Are you a modern retailer?

Seamless Commerce means fast, fluid, 
secure, anytime, anywhere, any device 
transactions. 

Without lines, clicks or confusion. With cash, credit or bitcoin.

Whether with the wave of their watch or from the comfort of 
their payment-enabled automobile, customers want to pay 
quickly, efficiently and confidently without entering information 
multiple times, in multiple places on multiple devices.
 
Seamless Commerce removes the friction and allows your 
customers to transact and receive products how they want 
to, using the tools and level of interaction that are most 
comfortable and convenient for them.

Making it all work across channels, devices and geographies 
is just the beginning. But you say “my payment processes are 
working just fine, thanks”? Well, what about tomorrow? What 
happens when your company buys its closest competitor? What 
if data security regulations change, again? How will you connect 
to all those connected devices that make buying so easy? 

Suddenly, selling isn’t so simple. But it could be. 
And it should be. 



14

Are you a modern retailer?

Success tip #6

Be everywhere
or anywhere
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Are you a modern retailer?

How much are stock outs, shortages 
and surplus merchandise costing you? 

No matter how well you know your customers or how perfect 
your offer may be, it doesn’t matter if customers can’t get it. 
You need to know where everything is, where it’s headed and 
how to get it where it needs to be in the most efficient, logical 
and customer-oriented way.
 
Unified Inventory offers a holistic, unified view of your inventory 
across the supply chain, in real time. So you get the right thing 
to the right customer at the right time. Every time.
 
Because unless you’re a bespoke manufacturer or you trade in 
one-of-a-kind merchandise, your customer knows at least ten 
other ways they can get the goods. Unified Inventory makes 
sure it’s your brand that delivers. 



16

Are you a modern retailer?

Success tip #7

Begin where 
you are
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Are you a modern retailer?

Modern retail is retail in motion.
Fast, flexible and virtually limitless.

It won’t slow down while your culture catches up, it won’t wait 
for your ducks to get in a row and it won’t look the same in a 
year. Are you ready to get going?

Modern Retail is built upon a Platform For Growth, an adaptable 
technical architecture and responsive organization that support 
rapid change and innovation. 
 
We can start your transformation toward becoming a Modern 
Retailer today, without shutting down or tearing out your 
existing technical architecture or uprooting your organization.
 
We will help you start small, think big and move fast; creating 
incremental change that has a multiplier effect across your 
organization. And if you’re not even sure where to begin, we can 
start there too.

Talk to us about what a Platform For Growth looks like for your 
business and how it can ignite innovation that propels you 
forward, fast.
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Are you a modern retailer?

Get in touch with us
contact-uk@thoughtworks.com

About Thoughtworks
Thoughtworks is a global technology consultancy and
community of passionate purpose-led individuals,
9,000+ people strong across 48 offices in 17 countries.
Over 27+ years, we have helped our clients solve
complex business problems by integrating strategy,
design and engineering to drive digital innovation.

For more information visit: thoughtworks.com

Thoughtworks Ltd.
First Floor
76-78 Wardour Street
London, W1F 0UR
United Kingdom

mailto:contact-uk%40thoughtworks.com?subject=Interested%20to%20know%20more%20about%20modern%20retail
http://thoughtworks.com

