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THE CURRENT LANDSCAPE:
MEETING DIGITAL-FIRST
EXPECTATIONS

In today’s hyper-competitive retail environment,
convergence of advanced technologies and shifting
consumer behaviors is redefining the rules of
engagement. Retailers are no longer just selling products;
they are curating experiences.

As digital-first expectations reshape the landscape,
retailers must leverage cutting-edge solutions to deliver
seamless, personalized, and scalable interactions
across every customer touchpoint, by switching from
traditional manual customer service models. At the
heart of this transformation lies Conversational Al and
chatbots—technologies that are fundamentally altering
the way businesses engage with customers, streamline
operations, and unlock new avenues of value.
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MACRO TRENDS
SHAPING THE VALUE
CHAIN

As Al integrates into these areas of the retail
value chain, several broader industry trends are
emerging, reshaping how retailers approach
customer engagement, operations, and
technology adoption. These trends highlight
how Conversational Al is not just a response

to current challenges but a key driver of future
retail innovation.

1. Al-Driven Personalization & Automation
Al-powered tools, such as augmented reality mirrors, automated kiosks,
and robotic inventory management, are improving personalization and
streamlining operational processes. Retailers are leveraging these
innovations to create a more dynamic, interactive shopping environment
while reducing labor costs.

2.Omnichannel Integration
Consumers expect a unified experience across online and offline
channels. Al-driven solutions are enabling seamless omnichannel
experiences, such as click-and-collect services and mobile-based in-
store interactions, ensuring consistency in customer engagement
regardless of the platform.

3.Data-Driven Insights & Predictive Analytics
The ability to harness data from customer interactions, supply chains,
and operational processes is critical for driving insights and optimizing
performance. Advanced analytics are enabling retailers to make more
informed decisions on inventory management, labor allocation, and
personalized customer experiences.




KEY TECH TRENDS BEING WITNESSED IN THE RETAIL INDUSTRY

Al-Driven Personalization

Customers expect highly
tailored experience with
limitless choices

Tech Driven Customer Journey

AR, VR, loT to redefine how customer
interacts with brands for a more
connected shopping experience

Conversational Commerce

_ Chatbots and messaging apps like
PR =~ o WhatsApp, to engage customers with
L real-time offers and support
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Seamless Omnichannel
Retail

Integrated online & offline
shopping with frictionless
transactions and quick
deliveries

Evolving Store Role

Physical stores to adapt
to new purposes as
online engagement
grows




UNLOCKING UNREALIZED POTENTIAL ACROSS THE RETAIL VALUE CHAIN

Despite technological progress, key challenges still hinder customer engagement in
retail. Outdated systems and weak API integrations constrain retailers from delivering
seamless, modern experiences. Reactive rather than proactive engagement limits
customer satisfaction, while a lack of personalization results in generic interactions.

Looking at the value chain of a retailer...

Dema.nd Forecasting & Procurement & Sup.plg./ Chain & Sales & In-store Custo.mer
Planning Supplier Management Logistics Experience

Prediction & trend Supplier selection & Merchandising & store
analysis contract negotiation layout

Forecasting with Performance Distribution & last mile

Suppliers monitoring delivery

Real-time demand Return & reverse
monitoring logistics

...indicates plethora of activities in retail stores are typically manual in many
traditional retail operations, involving human decision-making, coordination,
and physical execution, leaving an opportunity for embedding Al into key
operations. Select parts of the value chain (as highlighted above) are prime
for automation through conversational Al and chatbots.




Across the value chain, Al can augment the value chain as:

1. Sourcing & Supplier Management 4. Pricing & Promotion Optimization
Al-driven chatbots streamline procurement Al-driven dynamic pricing keeps retailers
processes by automating routine supplier competitive by adjusting prices in real time
communications, such as order confirmations based on demand, market trends, and
to stock checks, thus reducing manual work, inventory, and further boost conversions by
freeing teams to focus on strategic initiatives. delivering personalized promotions & pricing
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2. Inventory Management & Supply Chain optimization

Chatbots integrated with inventory 5. Customer Support & Checkout Automation
management systems provide real-time Chatbots automate routine inquiries on
visibility into stock levels, by automating order status, returns, and product availability,
replenishment alerts, minimizing stockouts reducing wait times, thus streamlining
and reducing excess inventory, ensuring checkout, by assisting payments and
optimal stock management. managing post-sale interactions as well.

3. Customer Journey Mapping & Engagement 6. Personalized Marketing
Al-powered virtual assistants offer Al analyzes customer data to deliver
personalized shopping assistance and hyper-personalized recommendations and
product recommendations based on real-time promotions and engages customers with
behaviors, enhancing customer satisfaction tailored offers, fostering deeper customer
and delivering seamless online or in-store relationships and driving long-term loyalty.
experience.

Thus, by integrating Conversational Al, retailers unlock significant unrealized potential across the value
chain. From automating routine tasks to enhancing personalized customer interactions, these Al-driven
solutions streamline operations, boost engagement, competitive service, transforming how retailers deliver
value at every touchpoint.
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UNLOCKING
UNTAPPED POTENTIAL
WITH CHATBOTS &
CONVERSATIONAL Al
USE-CASES

Chatbots and conversational Al can transform retail
and fill whitespaces through several high impact
use cases:

Conversational Commerce: Simplifying purchases through chat
interfaces, making it easier for customers to buy directly

Personalized Sales Support: Chatbots provide tailored
recommendations & upsell opportunities based on real-time
customer behavior.

Customer Service Automation: Routine queries, such as order
tracking, can be automated, freeing agents for complex tasks

Digital Concierge: Acting as virtual assistants, chatbots guide
customers through their shopping journey with personalized
suggestions

Hyper-personalized product pages: Al dynamically adapts product
pages to real-time customer preferences, enhancing experience

Customer churn management: Predictive algorithms identify at-risk
customers and chatbots offer them personalized incentives.




CUSTOMERS USE CHAT THROUGHOUT THEIR SHOPPING JOURNEY

Why have you used text-based support to get help from a company or brand in the past 12 months? ’ ’
(Multiple responses accepted)

It was faster than waiting on the phone to get help

To get more information about a product

| had questions about the delivery status or options

| had a question about the product after | made a purchase

To find a product

To set up an appointment to speak with a store associate or someone who could help me
To pay a product

To make a purchase decision

| needed help returning the product

To change my order after making my purchase




TH E FUTU RE Looking ahead, Conversational Al is set to redefine the future of retail, providing those who
embrace it with a distinct competitive advantage. Retailers that integrate Al-driven solutions
OF RETAl LZ will not only scale personalized customer experiences but also streamline internal operations

for improved efficiency and cost-effectiveness.
CONVERSATIONAL P /

Al AS A STRATEG|C Embedding these technological interventions can be a win-win for both retailers and
customers. By automating routine inquiries, Conversational Al can significantly reduce service

IMPERATIVE costs, freeing human agents for higher-value interactions. At the same time, chatbots can
boost revenue by delivering personalized, real-time recommendations that elevate customer
satisfaction and loyalty.

The true power of Al lies in its ability to provide actionable insights into customer preferences,
helping retailers refine their marketing strategies and tailor offerings to meet evolving
demands. This data-driven approach can ensure retailers stay ahead in an increasingly
dynamic and competitive environment.

Ultimately, the future of retail depends on delivering seamless, personalized experiences at
scale, and Conversational Al is the key enabler. To thrive, retailers must strategically deploy Al,
focusing on high impact use cases, seamless integration, and continuous optimization. Those
who do will not only enhance customer engagement but also future proof their operations in a
rapidly changing industry.

Unlocking Digital Performance. Delivering Measurable Results.

At Sutherland, we are a leading global business and digital transformation partner. We work with iconic brands worldwide in Healthcare, Insurance, Banking & Financial Services, Communications, Media & Entertainment, Technology, Travel & Hospitality, Logistics, Retail, Energy & Utilities industries. We bring our
clients a unique value proposition through market-leading technology and business process excellence. Leveraging our advanced products and platforms, we drive digital transformation, optimize critical business operations, reinvent experiences, and pioneer new solutions, all provided through a seamless
“as a service” model. For each company, we tailor proven and rapid formulas to fit their unique DNA. We bring together human expertise and artificial intelligence. In short, we do digital chemistry. It unlocks new possibilities, great client partnerships, and transformative outcomes.
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