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and how to face them:
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POST-COVID SHOPPING EXPERIENCE: ONLINE-MERGE-OFFLINE

Customers demand a frictionless experience,
from adding to cart to returning a product — the
whole customer journey needs to be redesigned.

The “last mile” part of delivery, a pain point
that emerged during the lockdown period, can
be addressed by partnering with companies
(mostly startups) focusing on this specific aspect.

Costs of brick & mortar stores can be cut by
optimizing their operations: Customers must
have the opportunity to pay at the store and
have the goods in their home, in an hour or two.
The local store could act as a starting point, but
connected to the company’s central logistic
system it could also become an e-shopping
alternative. The customer can try a product in a
smart mirror and place an order, even if there is
no stock in the store, receiving it at home later.

Omnichannel should be implemented in all
parts of the journey.

THE GDPR BARRIER

By offering incentives such as discounts or loyalty points, consumers are
more willing to provide their data, while the retailers follow all regulations.

As legislation is stricter in Europe, compared to the US and China, retailers
must push for policy changes that do not limit their service offerings.
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THE NEXT BIG SHAKE: GENERATION SWAP

The closer the retailer
comes to the Gen Zers,
the easier the purchase.

Retailers must offer
more options tailored
to Gen Z needs, even in
payments (BNPL is a
rising preference among
them).

TRANSFORMATION IS NOT INNOVATION

It's a matter of culture: both retailers and
customers must be re-educated.

A lot of companies are participating in
European-funded R&D programs. A new
generation of retailers will be a welcome
outcome.

Business owners have to think long-term and
set clearer goals. Innovation should not be
driven just by competition or cost-optimization.
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PRODUCT RETURNS: A TRILLION-DOLLAR PROBLEM

Accurate site descriptions and

photos minimize the risk of not PURCHACE
) , RETURN

meeting the customer’s

expectations. 4

Augmented reality applications
can help a consumer imagine an
object in their space or try on
virtually.

Automated solutions could
streamline processes. A “Return
bar” could be a dedicated space
for faster returns.

Focus and invest on first sales
and customer satisfaction &
loyalty.

>
FUTURE

JUSTIFYING THE RETURN OF INVESTMENTS (ROI)

ROl

All solutions proposed should be
cost-saving and ROI-focused.

Partnerships between solution
providers can result in service
packages offered at lower costs
to small retailers.
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THE ONE-MAN SHOW BUSINESSES: CAN THEY INNOVATE?

Big players innovate and By trying innovative
small players adopt the technologies, even if
innovation. Adoption of they don’t buy them,
cutting-edge retailers become early
technologies is not the adopters, keener to
solution for small try an innovation
retailers, but they can again in the future,
always try small scale and help establish
innovation, at a low cost. market trends.

WHAT ARE THE NEXT STEPS FOR THE RETAIL COMMUNITY?

Solution providers, vendors and
experts are encouraged to develop g I_I — g
industry-focused partnerships that LI LI

CUSTOMER RETAILER

will best address the retailers’ needs. |_k |

All parties of the retail sector are
invited to participate in an open |
dialogue, to help draw more O

5

insights from the retail industry and
to highlight innovative practices.

Culture change is a top priority for 97/ O J-

both retailers and customers. '

: :  IT.1
Retailers seek cost-saving and | |
ROI-focused solutions — all g 11 Q
innovation proposals must meet this SOLUTION | I—

PROVIDER EXPERT
need.
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cardlink

aWorldlinebrand

Cardlink, part of Worldline, is active in the
field of electronic payments and especially
in the acceptance and management of
card transactions, both in physical and
e-commerce. The company operates the
largest network of POS terminals in
Greece, serving with safety and speed
businesses and consumers in carrying out
their daily transactions.
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The Retail Innovation Hub by Cardlink is a
regional platform with the ambition to facilitate
the evolution of retail in the digital era. It is
created by Cardlink, the biggest provider of
electronic payments solutions in Greece, and
the innovation experts of Found.ation. It is a
place where retail experts and technology
leaders shape the future of the industry,
exchange knowledge and insights, learn how to
adjust to the digital transformation landscape
and keep up with the latest developments.

1st Tech Communities Workgroup

Powered by Found.ation, the Retail Innovation Hub hosts a series of initiatives with the goal of providing state of the art
knowledge to the wider retail tech ecosystem. The Tech Communities Workgroup, the second initiative of this partnership, was an
interactive online event organized on April 13th 2022. Through a round table discussion, selected tech retail experts from the
Greek innovation ecosystem had the opportunity to share their experience and opinions. The Retail Insights Memo was created
by Found.ation based on research and analysis of the conclusions of this workgroup.

Co-Hosts

Chris Andreikos
Partner, Found.ation |
Partner and General
Manager, Pixelocracy

Giannis Kordonis
Head of Product
& Innovation, Cardlink

Moderator

Filippos Zakopoulos
Managing Partner,
Found.ation

Participants
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Xenia Bania
VP Head of Sales - Global
Services, iIKnowHow

George Chatzopoulos
Co-founder & CEO,
Stonewave

Agathi Galani
Innovation Manager,
UniSystems

Nikos Giannakakos
Business Development
Executive, UniSystems

Costas Gritsis

Sr. Digital Advisor (Customer

Transformation & Innovation,
Industry Solutions), Microsoft

Maria Karampela

Senior Research Consultant -
Innovation Funding &
Ecosystem Development
Department, Unisystems

Konstantinos Kopanidis
Co-Founder & Managing
Partner, Quintessential

Vassilis Koulianos
CEO, Blastup & Reactive

Margaritis Malioris
Technology Director, Cardlink

Antonis Prentzas
Co-Founder & CEO, Finloup

Stefanos Prokos
Associate Partner, Consulting
Services, EY

Isidoros Sideridis
CEO, Pobuka

Erietta Tosidou
Partner Development
Manager, Amazon Web
Services (AWS)

Orestis Tzanetis
Founder, Intale

Stavros Vassos
Co-founder, Helvia.io

Giorgos Vintzileos

Director, Business
Development & Integration,
Cardlink

Read more about the transformation of the industry by downloading the 'Retail is changing' Insights Report:
https://cardlink.gr/innovation/insights-report/



