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Self-checkout - the new
standard for retail

Across many sectors in the world of retail,
self-checkout has become a standard. As
consumers contfinue to value efficiency,

o
flexibility, privacy and payment type options 85 /co Of consumers
in their daily fransactions, the empowering o
functions of the self-checkout have led up ﬁnd self-CheCkoulI.
to 40% of US grocery chains to employ SCOs mor fﬁ i n.l.
in store. Some retailers, including Walmart ore e cie
and Kroger have even trialled SCO-only ‘I'hq N Cqshiers
stores, playing their part in an expected SCO
compound annual growth rate (CAGR) of Source: Forbes

13.4% from 2023 to 2030. One recent survey
found only 3% of consumers refuse to use
self-checkouts entirely. In the UK, roughly
eight in 10 sales in a typical supermarket
now go through self-checkouts, according

to industry publication The Grocer. Less than

10 percent of shoppers identify as non-self-

checkout users. Despite heavy adoption, a Yet, with the increased adoption of self-

third said using self-checkout felt like doing checkout technology comes new risks. Since

work for the retailer. staff members are often required to monitor
large banks of machines, and SCOs rely on
customers to accurately scan and pack their
own items, shoplifting opportunities have

risen fast. A recent ECR survey found SCOs
account for as much as 23% of total unknown
store losses, with malicious losses representing
48%, while two-thirds of respondents state
SCO-related losses were becoming more of a

problem in their businesses.

Similarly, customers are easily frustrated

with SCOs if items are not being scanned or
recognised correctly, leading to increasing
numbers of shoppers abandoning their baskets
and walking out without paying. And if retailers
employ more targeted camera capabilities

or face recognition software in response to
criminality, that can raise questions of privacy
for consumers and staff alike.
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https://www.grocerydive.com/news/self-checkout-grocers-shoppers-catalina/636087/
https://www.grocerydive.com/news/self-checkout-grocers-shoppers-catalina/636087/
https://www.grandviewresearch.com/industry-analysis/self-checkout-systems-market
https://www.raydiant.com/blog/the-state-of-self-service-checkouts?clreqid=d57fda91-47fb-46fd-adb6-aa43f4f4ebac&kbid=111697
https://www.thegrocer.co.uk/technology-and-supply-chain/proof-that-self-checkouts-are-causing-a-decline-in-customer-service/680954.article
https://www.ecrloss.com/research/global-study-on-self-checkout-in-retail
https://www.forbes.com/sites/forbestechcouncil/2023/03/10/mind-your-queues-the-many-hats-of-self-checkout/?sh=41425778ebed

We have reached a crucial juncture in the development of self-checkouts: as their presence
becomes the norm, retailers must find new ways to secure their stores, reassure their customers
of their efficiency, and ensure SCO deployment fit with their corporate values.

Thankfully, there are solutions. New developments such as RFID tagging, Al-assisted computer
vision, mobile scan and go and QR codes mean retailers can empower their staff and reduce

the fears of their customers. Retailers are trialling, despite negative press, a variety of different
approaches to find the right balance including restricting basket size and requiring loyalty
program membership to restrict accessibility to SCO lanes. The question is what to deploy where?

We believe there are three factors to consider:

Managing SCO effectively will be about
balancing often competing priorities —
improving customer service and convenience
against limiting retail losses. To achieve

this outcome, retailers will need to ensure
that there is a cross-functional approach in
place, a clear agenda for innovation, and an
appetite for investment.

Source: ECR Global Study on Self Checkout in Retail, 2022
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https://cdn.nrf.com/sites/default/files/2022-09/National Retail Security Survey Organized Retail Crime 2022.pdf
https://www.ecrloss.com/research/global-study-on-self-checkout-in-retail

Experience at the

endpoint

While self-checkouts promise a fast and

fluid experience for customers, the reality
doesn’t always match up to expectations.
Misidentified items in the bagging area, slow
scanning, poor item recognition and out of
order signs can all lengthen queues and
ultfimately lead to shopper frustrations.

Fortunately, there are options to keep SCOs
flowing smoothly and customers satisfied.

On the low-tech end of the spectrum, ECR.
research has shown that large, playful visual
cues to alert shoppers when a kiosk is out of
order or limited in functionality can help reduce
frustrations, while similarly large on-screen
icons for scanned items can help alert staff if
there is a discrepancy between the bagging
area and bill.

In more advanced developments, RFID tags
are a new option for faster scanning. Retailers
such as Decathlon and Uniglo have been
embedding their products with small, hidden
RFID tags, each featuring a unique code that
is read by the self-checkout without the need
for individual scanning. Shoppers can instead
place all their items in the bagging area and
wait for itemization - upon payment the tag
is disabled and they are free to walk out with
their items.
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https://www.raydiant.com/blog/the-state-of-self-service-checkouts?clreqid=d57fda91-47fb-46fd-adb6-aa43f4f4ebac&kbid=111697
https://www.retailitinsights.com/doc/tips-to-avoid-losing-customers-to-long-lines-0001
https://www.ecrloss.com/research/self-checkout-loss-increasing-participation-and-scan-accuracy-through-design
https://www.ecrloss.com/research/self-checkout-loss-increasing-participation-and-scan-accuracy-through-design

Computer vision can also help shoppers
accelerate purchases. Rather than having to
spend time manually inputting the identity

of certain items, such as loose produce,
computer vision cameras can identify
products automatically, leaving customers to
choose from a set of options with the highest
probability of accuracy. Since customers are
slower at scanning than cashiers, averaging
85 seconds per basket at best, computer vision
can ultimately help produce touchless, smooth

transaction flows.

Finally, mobile scan and go systems can
provide a minimal infervention solution for
retailers looking to create a queue-free
shopping experience. Used by major grocery
retailers such as Marks & Spencer, Waitrose,
Tesco and Asda, these apps allow customers to
use their own devices to scan items, pay online
and walk out of the store without any need for
interactions with staff members. In a hybrid
landscape of online and physical transactions,
mobile scan and go systems can be a viable
option for many retailers.
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https://www.vox.com/2015/2/20/8070989/self-checkout-machines
https://www.vox.com/2015/2/20/8070989/self-checkout-machines

Shrink — the biggest
threat to retail?

Since the return of in-person shopping after the Covid lockdowns, criminality has

soared. Shop thefts have in the UK over the past six years, while
in the US shrink accounted for $112.1 billion in losses, up from $93.9 billion in 2021.
Self-checkouts can become a key contributor to this retail theft epidemic, with
criminals employing tactics such as product switching (choosing a cheaper item to
place on the weighing scale than the one taken), barcode switching (multi-scanning
a barcode for different, more expensive items) and simply walking away with
baskets of items without paying.

Retailers are fighting back. As well as increasing security personnel and cameras in-
store and encouraging greater police interventions, there are several technologies
that can be employed to help cut losses.
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https://www.theguardian.com/uk-news/2023/sep/15/its-organised-looting-uk-in-grip-of-a-shoplifting-epidemic-say-store-owners
https://nrf.com/media-center/press-releases/retail-crime-accounted-over-112-billion-industry-losses-2022-according
https://nrf.com/media-center/press-releases/retail-crime-accounted-over-112-billion-industry-losses-2022-according
https://nrf.com/media-center/press-releases/retail-crime-accounted-over-112-billion-industry-losses-2022-according

Al-assisted camera scanning can also
produce behavioural alerts on suspicious
shoppers. Front-facing cameras can
deter criminal activity, according to
Coresight Research, since a video feed
plays back dishonest behaviour in real
time to perpetrators, while computer
vision item recognition can display
alerts on the kiosk if an incorrect item is
placed in the bagging area and make
mis-scanning more visible, as well as
detecting non-scanning.

Over 60% of staff believe they cannot
cope with the number of self-checkout
machines they are assigned to manage

— ECR Working on the Frontline of Retail Self-Checkout Report

With staff attention often overstretched across banks of kiosks, real time data can be

invaluable to spot unusual behaviour. Mobile scan and go technology can provide updates on
scanned items to staff terminals and customisable algorithms can trigger alerts when there

is a discrepancy between what is scanned and bagged, allowing for security interventions if
necessary. Visual receipt checks before customers leave the store can also ensure that they have
paid for the correct items through their app, while QR codes can be employed when customers
have completed their transactions, producing a unique image that is then scanned at exit gates
and enabling them to leave the store.
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https://coresight.com/research/loss-prevention/#:~:text=Item%20scanner%2Ffront%2Dfacing%20camera.&text=Although%20the%20video%20feed%20is,deter%20some%20would%2Dbe%20thieves
https://www.ecrloss.com/research/working-on-the-front-line-of-retail-self-checkout

Safe, ethical
shopping

Additional cameras and data fracking

purchases might make for a more challenging
environment for thieves, but it can also have
knock-on consequences for consumers and
staff.

Highlighting increased incidences of potential
crime can lead staff to act and potentially
put themselves in harm’s way. With levels

of retail violence and abuse reaching over

850 incidents per day in the UK according

to the latest research, the constant vigilance

There is also the question of data. Mobile
scan and go apps might produce a thorough

required of staff can seriously affect morale,
as well as lead to feelings of frustration,
helplessness and discomfort as they might

record of purchases that retailers can monitor,
but that poses the question of how to store

. . . . . and deal with this information once the
be required to remain passive while criminal

activity takes place. Detailed training policies
therefore need to be put into place, so staff

transaction has been completed. With a recent

UK government report finding that over half

of the population feel they know only a little or
can remain safe and know when to intervene pop Y Y

. nothing about how data about them is used
or when to refer to security personnel.

and collected in their day-to-day lives, leading
to feelings of concern about security, retailers
must not risk sacrificing their customers’ trust
over data considerations.

Equally, heightened surveillance across
4 63 stores can lead to a negative experience for

shoppers, who might feel unjustly suspected.
[ J
Exabytes:
0 of shoplifting, creates a negative atmosphere,”
The d(]lly amount Angela Y. Lee, a consumer psychologist, told
of data produced the New York Times. “If you're freated like a

potential thief, you’re going to have a bad

“From the consumer’s perspective, the feeling
that everyone is watching you, suspecting you

by companies and

individuals globally to shop there”

by 2025 Safety is therefore key - not only in protecting
retailers from shrink, but also in keeping staff

experience, which will then make you less likely

s MecKinsk secure and ensuring customers that their
ource: McKinskey
data is protected as much as their shopping

experience.
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https://brc.org.uk/news/operations/brc-crime-survey-2023/
https://brc.org.uk/news/operations/brc-crime-survey-2023/
https://www.mckinsey.com/capabilities/mckinsey-digital/our-insights/data-ethics-what-it-means-and-what-it-takes
https://www.gov.uk/government/publications/public-attitudes-to-data-and-ai-tracker-survey
https://www.nytimes.com/2023/08/10/opinion/shoplifting-urban-safety.html
https://www.nytimes.com/2023/08/10/opinion/shoplifting-urban-safety.html

Equally, heightened surveillance across stores can lead fo a negative

experience for shoppers, who might feel unjustly suspected. “From the

consumer’s perspective, the feeling that everyone is watching you,
suspecting you of shoplifting, creates a negative atmosphere,” Angela Y.
Lee, a consumer psychologist, fold the New York Times. “If you're treated
like a potential thief, you’re going to have a bad experience, which will
then make you less likely to shop there”

Safety is therefore key — not only in protecting retailers from shrink, but
also in keeping staff secure and ensuring customers that their data is
protected as much as their shopping experience.



https://www.nytimes.com/2023/08/10/opinion/shoplifting-urban-safety.html

Go forward with Flooid

Each of these three vital factors - experience, loss prevention and ethics — can be tackled in
different ways. But the amount of differing and sometimes costly solutions can be overwhelming
for retailers to consider. Businesses need guidance on the latest technology but also to understand
potential ramifications of adoption for their specific business and clientele.

One way retailers can stay ahead is to work with a partner that has a longstanding history of
helping the world’s biggest brands tackle the latest developments in the fast-moving world
of retail.

Flooid has nearly four decades of experience as a trusted advisor and technological expert,
helping retailers make the decisions that work best for them. Our modular, composable solutions
put the retailer in the driving seat, by providing the ability o quickly make significant business
changes with low impact on resources. Refailers trust us to keep on top of the latest developments
and to give an objective take on their efficacy, allowing them to trial new technology and build an
ROI case for its implementation through our unified, customisable framework.
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“Composable
commerce leads to
& || world class customer

f@ ml [@ engagement and

&) experiences — keeping
consumers loyal and
spending more for the
long-term.”

Flooid Pr t Man r, Andy Bourk
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https://www.flooid.com/uk/blog/accelerating-change-with-composable-commerce/

flooid
Empower

Flooid’s Empower app also enables associates
to remotely monitor and respond to self-
checkout issues in real-time and from the

palm of their hand. Instant alerts allow staff

to understand who needs help, meaning
customers are no longer left waiting and
employees can catch non-payment activities.
Data analytics and a customisable algorithm
additionally enable a real-time summary

of scanned items and transaction values,

giving staff the ability fo check whether a
customer’s bag matches their bill. Wide-ranging
compatibility means Empower can be deployed
across self-checkout, cashier operated
registers, convertible lanes, kiosks and the new
generation of mobile POS devices.

1

As well as sharing our own experience,
platform and expertise, we work with industry-
leading partners such as Blueseed Retail

to provide a psychological understanding

of retailer strengths and challenges, rather
than just an IT-focused perspective. Merging
psychology with business process and
technical expertise, we can provide a holistic,
lasting approach to business transformation.

Ultimately, we care about your priorities. With
our in-depth knowledge of new technology
and real-world examples of self-checkout
evolutions, Flooid can help retailers scale with
frictionless efficiency and minimal risk. Through
working together, we can think carefully and
adapt to change with due regard to risk and
reward.

If you are interested in learning how Flooid’s
solutions can help make your self-checkout
systems more efficient, cost-effective and
safer, please speak to a member of our team.
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flooid

a GLORY company

About Flooid

Flooid, a Glory company, is the leading unified
commerce platform provider that enables retail and
hospitality brands to sell to customers flexibly and
consistently, wherever they are and however they
choose to shop. Our scalable cloud-native composable
solution and services portfolio includes assisted and
self-service experiences, an open API services platform
and operational business analytics as well as estate
management solutions that enable retailers to select the
right mix of services and technology partners to facilitate
the selling journey that’s right for every customer.

One composable, unified commerce platform.

Unlimited innovation.

flooid.com
Ingenuity House +44 (0)24 7669 4455
Bickenhill Lane marketing@flooid.com
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