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Today’s retail environment has never been tougher. Retailers large and

small are under constant pressure to improve customer satisfaction

and loyalty, while at the same time controlling operational and capital

costs, managing human resources, and optimizing both sales and bottom-

line profits. Retailers therefore need every competitive edge they can find,

and in-store technologies are proving a powerful competitive tool. 

When properly managed, store systems – from scanners and registers

to data, voice, and other automated systems – can enhance the shopping

experience, improve sales and reduce costs, and support broader retail

business goals. But to generate maximum return from those assets, retail-

ers must address their entire lifecycle, from staging and implementation to

long-term maintenance and support. That is why forward-looking retailers

are now taking a ‘big picture’ lifecycle view of asset management.

Traditional asset management
Retailers have tried a number of methods to rollout and manage in-

store systems. When technologies were simpler, retailers relied on store

employees for basic maintenance, service and even some installation tasks.

Then as retail systems became more complex, many retailers formed in-

house service departments to manage those assets. But full-time techni-

cians are costly to train, often underutilized between major rollouts, and

expensive to move from store to store. By building internal support struc-

tures, retailers also risk losing focus on their core business mission. 

Some retailers call on equipment manufacturers to install and repair

new store systems. Traditionally, OEMs stock large regional inventories of

replacement parts, a strategy that can be costly. OEM technicians are usu-

ally limited to working on their own products. They also naturally focus on

selling new equipment or fixing only the immediate problem, as there is lit-

tle incentive to extend the life of a retailer’s systems. 

Other retail operations rely on multiple vendors to handle various

aspects of asset management. This approach, however, requires a higher

level of oversight and does not provide a ‘single source’ of responsibility for

asset management.

A lifecycle approach
In direct response to the competitive pressures of

the marketplace, retailers are replacing those tradi-

tional approaches with a more complete, outsourced

asset management solution. 

This ‘total lifecycle’ strategy provides a complete

range of product and service solutions,

from system staging and implemen-

tation to long-term maintenance and

support. This turnkey approach can

be leveraged to manage virtually any

store system, from registers and point of sale scanners to in-store voice

communications, specialized data systems, wire-

less communications, and other retail automa-

tion technologies.

When delivered by an appropriate service

provider, these outsourced solutions can also

include a wide range of inventory management capabili-

ties, such as pre-installation planning, configuration and

resource tracking. 

Expertise and personnel are key concerns in the

management of retail equipment and, rather than

build costly internal service teams, many retailers

now rely on qualified, certified professional out-

source service teams. The best of these special-

ized providers offer both highly skilled mobile

Tier 1 teams (deployed to plan and execute more

complex asset rollout projects) and local teams

(capable of implementing technology solutions

quickly across the country and providing ongo-

ing maintenance support). 

Taking a lifecycle approach to in-store systems.

Seeing the

The best lifecycle firms offer inherent structural benefits: reduced total
cost of ownership, improved store efficiency, advanced inventory
management, state-of-the-art reporting, and single-source accountability
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By specializing in retail asset management, lifecycle service firms support

new, legacy and mixed equipment portfolios, and manage the staging of assets,

system rollouts and installation, and everyday asset maintenance and refur-

bishment. They can also provide objective advice in the selection of retail sys-

tems, and have a strong incentive to help retailers extend the useful life of their

retail technologies. 

Through these lifecycle firms, retailers are also adopting innovative

maintenance strategies. One choice strategy is to ship refurbished, pre-con-

figured assets for install by the next business morning. By replacing an

entire system unit and returning the defective equipment for complete

refurbishment and restocking, rather than performing break and fix on-site

repair, retailers cut overall costs, increase the asset life and reduce repair

time and the number and frequency of repairs. This results in greater con-

trol, longer asset lives and reduced pipeline inventory.

In addition to core services, the best lifecycle service firms have invested in

advanced asset management technologies, including web-based asset tracking

systems and powerful reporting capabilities. These tools allow retailers to

review event history, monitor asset performance trends and oversee their

assets. They also support a growing regulatory climate including Sarbanes-

Oxley regulations. 

Clear benefits
Retailers can reap a number of benefits by adopting a broader lifecycle

approach to in-store asset management. As described here, comprehensive

staging, implementation, and maintenance services can measurably reduce the

total cost of ownership of key store systems. Those savings are achieved pri-

marily by reducing personnel, system downtime, maintenance costs and inven-

tory expenses, as well as by extending the useful life of these important retail

assets. 

Reliable service solutions can dramatically improve in-store efficiency,

while allowing retail chains to deliver more consistent and manageable perfor-

mance across business and geographical markets. Flexible and highly profes-

sional outsourced service teams can manage the pace and scope of nationwide

retail equipment rollouts, while providing reliable and cost-effective everyday

maintenance support. Independent providers bring a far broader range of

expertise to the challenge.

Specialized providers invest in advanced inventory management and

reporting systems, which give retailers improved visibility and greater control

over in-store assets. By calling on a turnkey ‘lifecycle’ provider, retailers simpli-

fy store asset management and establish a single point of responsibility for

these important tasks. �

A lifecycle alliance
AutoZone is the number one auto parts supplier in America, operating over

3500 stores in the US and 73 stores in Mexico and selling an extensive line of

parts, chemicals and accessories for cars, SUVs, vans and light trucks.

To maintain its market leadership, this Fortune 500 retailer has deployed a

powerful array of store systems, including POS scanners and registers, hand-

held inventory management devices, communications and innovative parts

lookup, ordering and inventory data systems. The retailer had traditionally

implemented and maintained those store systems using an evolving mix of

store personnel, internal teams and independent service firms.

But, as AutoZone’s in-store technologies grew in scope and complexity, and

as the firm added store locations, the company embraced a more

comprehensive approach to manage its in-store assets. Today, AutoZone relies

on a specialized outsourced solutions provider, CrossCom National, for a

complete range of services.

By adopting a ‘lifecycle’ approach to asset management provided by

CrossCom National, AutoZone has streamlined its inventory, reduced the time

and cost of maintenance and repair, and allied with a service firm capable of

handling staging, new store rollouts, chain-wide system deployments, and

everyday maintenance.

“We view our in-store technology as an opportunity to gain a competitive

advantage,” says Ken Brame, CIO of AutoZone. “It’s one thing to deal with a

couple of hundred stores, but anytime you manage systems in nearly 3600

locations, it is a challenge. In one short 12-month period, CrossCom National’s

solution touches virtually every one of our stores. So yes, it is a competitive

advantage for us.”

A comprehensive solution 
In today’s competitive marketplace, retailers face significant pressure to

enhance the customer shopping experience, control capital and operating costs,

drive new sales and maximize profits.

In-store systems provide the competitive edge, but to achieve the highest

performance from those assets, retailers must optimize the management of

these systems. Traditional management methods such as using in-house

personnel and OEMs to implement and maintain these technologies often

proved expensive and ineffective. Now a comprehensive ‘lifecycle’ approach to

in-store asset management has emerged. This provides a turnkey, outsourced

solution for staging, implementation and long-term maintenance. By adopting

this strategy, retailers can maximize the return on their technology investment,

and stay one step ahead of their competitors.

Top lifecycle service firms have advanced
asset management technologies that
allow retailers to review event history,
monitor asset performance trends, and
oversee their assets


