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A TIME FOR CHANGE

The retail industry has long been under pressure to 
embrace digital transformation. Highly competitive 
and with a customer base that increasingly expects 
digital options for accessing goods and services, 
businesses that entered 2020 without a clear focus 
on their digital strategy were at risk of being left 
behind – and that was before COVID-19.

The global pandemic has accelerated the shift to 
digital, with a decade’s worth of eCommerce growth 
unfolding in the space of months and retailers 
and consumers forced to quickly adapt to the new 
landscape. While no one could have predicted the 
events of the past year, it is the retailers that are 
agile to consumers’ changing needs and wants that 
are giving themselves the best chance of continued 
success.

The Australian Retail Industry Today

Total retail turnover 
$330 billion

Number of businesses 
134,535

Number of employees 
1.32 million

Median weekly earnings  
$750 per week

Top 10 Retail Occupations - Australia

Sales Assistants 
357,500

Retail Managers 
139,900

Checkout 
Operators/

Office Cashiers     
130,000

Shelf Fillers 
68,000

Retail Supervisors 
34,600

https://www.statista.com/statistics/653638/australia-annual-retail-turnover/
https://www.statista.com/statistics/932646/australia-number-retail-trade-businesses/
https://lmip.gov.au/default.aspx?LMIP/GainInsights/IndustryInformation/RetailTrade#:~:text=Retail%20Trade%20employs%20approximately%201%2C322%2C000,increased%20by%203.1%20per%20cent.
https://lmip.gov.au/default.aspx?LMIP/GainInsights/IndustryInformation/RetailTrade#:~:text=Retail%20Trade%20employs%20approximately%201%2C322%2C000,increased%20by%203.1%20per%20cent.
https://lmip.gov.au/default.aspx?LMIP/GainInsights/IndustryInformation/RetailTrade#:~:text=Retail%20Trade%20employs%20approximately%201%2C322%2C000,increased%20by%203.1%20per%20cent.
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EMBRACING DIGITAL 
TRANSFORMATION

According to Forbes, few sectors of the economy have been as affected by COVID-19 as the retail 
industry. Stores were forced to close for extended periods. Demand shifted online. Food-based retailers 
enjoyed booming sales as people stocked up and did not eat out as much.

At the same time, few industries have experienced such an 
intense eCommerce boom. Data from Australia Post showed 
that in late 2020 – little more than six months after COVID-19 
was declared a global pandemic – online shopping purchase 
growth was tracking at 72.9% year-on-year. Between March and 
October of 2020, more than 8.5 million households shopped 
online, representing an increase of 13.7% compared to the same 
period a year earlier.

Successful retailers have always been cognisant of the 
catchphrase ‘evolve or die’ but it has never carried more weight 
than now. Technology and the role it plays across all aspects of 
business – from internal systems and processes to providing 
customers with options to shop when and how they want – is 
one of the key factors in determining future growth within the 
retail industry, so much so it has earned its own moniker.

Retail 4.0 has emerged as the term to describe the massive digital transformation unfolding across the 
industry.

“Retail 4.0 promises to be a near-
total transformation in how people 
shop, how retailers operate, how 
products are distributed and how 
brands manufacture and market … 
the digital transformation will prove 
to be breathtaking in its scale, 
scope and speed."

-Gary Hawkins

https://www.forbes.com/sites/adigaskell/2021/01/26/how-covid-has-changed-the-retail-workforce/?sh=79be8e8931ac
https://www.michaelpage.com.au/advice/market-insights/market-updates/australian-retail-predictions-2021
https://retailtouchpoints.com/features/executive-viewpoints/the-acceleration-of-retail-4-0-amid-covid-19
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As various studies have highlighted, business leaders are well aware of the need to prepare for such 
change.

59% of IT decision makers 
are accelerating their digital 
transformation efforts due 
to pressures arising from the 
pandemic

52% of global GDP will be 
driven by “digitally transformed” 
enterprises by 2023

70% of enterprises will deploy 
hybrid/multi-cloud management 
across their digital infrastructure 
by 2022

Sees influencer 
use product

DIGITAL DIGITAL DIGITAL PHYSICAL & DIGITALPHYSICAL PHYSICAL

Sees ad while 
travelling

Talks about 
product with 

friends

Receives email 
with personal 

offer

Searches nearest 
store with stock

Buys product in-
store with offer

To best position themselves for digital transformation success, 
retailers need to be conscious of the technology that has already 
arrived and prepared for trends set to emerge. Without understating 
it, their future depends on it.
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KEY RETAIL DIGITAL 
TRANSFORMATION TRENDS

The days of online battling with brick-and-mortar stores are over. Today’s retailers need to offer value 
to customers across all touchpoints and the key to doing so is offering a multi-channel approach. From 
shopfronts and traditional websites to incorporating desktop and mobile apps, brands need to develop 
omnichannel strategies that offer a more seamless, integrated customer experience and allow shoppers 
to find and engage with them in a personalised and convenient manner. Managing an omnichannel 
approach can be difficult and time-consuming but solutions are available to provide additional support 
for employees, while simultaneously helping to improve customer experience.

Physical retail lockdowns created an instant need to service 
customers in new ways, with contactless options such as 
Click-and-Collect quickly cemented as solutions that were 
here to stay. Along with Drive-and-Collect, where staff 
deliver goods to a customer’s car, the concept has merged 
the online and offline worlds and is playing a key role in 
converting people to the digital shopping experience by 
reducing the cost, uncertainty and time for home delivery.

According to Juniper Research, annual spending on AI in retail is tipped to reach $7.3 billion by 2022. 
That will come as no surprise to the likes of Amazon, which is investing heavily in AI and machine 
learning technologies to help predict the context of customers’ search queries and improve online 
product discovery on its platform. With the use of conversational AI technology, such as chatbots and 
virtual assistants, retailers can also transform the customer experience by streamlining less complex 
customer enquiries and letting contact centre agents focus on more demanding, time-intensive calls. 

1. Omnichannel

2. Click-and-Collect

3. Automation and Artificial Intelligence
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Voice shopping is forecast to account for $40 billion in US consumer spending by 2022, which would 
see it join web and mobile as the key online channels for shopping. With one in five American adults 
having turned to voice assistants during their shopping journey, the likes of Google Home, Amazon Alexa 
and Apple’s Siri have become synonymous with a faster, more accessible, hands-free way to search. 
Omnichannel retail strategies are all about providing consumers with the opportunity to shop as they 
choose and retailers have no choice but to optimise their offering for voice search. 

In a highly competitive environment, reducing costs is just as important as growing revenue and IoT 
devices offer great potential for the retail industry to streamline operations and cut down on manual 
labour. With research showing the number of global IoT devices passed the 30 billion mark in 2020, such 
technology is delivering improvements via the likes of automated checkouts, robot employees, smart 
shelves and the automation of warehouse and supply chains. 

4. Voice Assistants

5. Internet of Things
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