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ABSTRACT

operational effectiveness and customer satisfaction.

Aim: The aim of this study is to investigate the need for intelligent automation in in-store pickup services and explore its potential benefits in improving

Objective: The objective is to analyze the existing literature on automation in retail, examine case studies, identify the challenges and solutions for
implementing automation, and anticipate the future of automation in the retail industry. By conducting a comprehensive analysis, the study seeks to highlight
the importance of intelligent automation in driving the growth and success of the retail sector.
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Introduction

The explosion of e-commerce has changed customer behavior
in the quickly changing retail space, drawing them closer to the
attraction of virtual transactions [1]. As mentioned above, the
shift has led to the emergence of in-store pickup services as a
significant aspect of the modern retail environment. Even though
picking up online orders in-store is unquestionably convenient,
a recurring issue has hampered its effectiveness: long wait times
and big lines, especially at large retailers like Apple and Walmart
[2]. To address a critical need in the retail industry, this study will
investigate how to include intelligent automation in the in-store
pickup procedure. With an emphasis on analyzing the complexities
of this problem, the study aims to reveal the unrealized potential
of technology-based solutions in resolving the persistent customer
discontent problem while improving operational effectiveness [3].
The study will shed light on how intelligent automation might
remedy the current problems by exploring the relationship between
technology and retail and providing a smooth and quick in-store
pickup experience. In light of changing consumer tastes and the
retail environment, this paper argues that intelligent automation
must be used immediately to bring in a new age of productivity
and customer happiness for the in-store pickup model.

Literature review

The literature on using intelligent automation to retail in-store
pickup services tells a captivating story of the hurdles and the
transformational possibilities. The extant literature highlights
the significant advantages of automation technologies for several
aspects of retail operations. Several studies show that when

intelligent automation is done well, it may have a revolutionary
impact on customer experience, operational procedures, and
overall business success.

Case studies from relevant sectors provide insightful examples of
how successful automation has dramatically simplified processes
and cut wait times. Incorporating automation into these situations
has improved overall customer satisfaction while streamlining
in-store pick-up services [4]. Automation yields efficiency
improvements that facilitate a smooth and speedy in-store pick-
up process, which aligns with modern consumers’ expectations
of convenience and timely service.

Though there is hope for intelligent automation in in-store pick-up
services, the literature also highlights ongoing difficulties in the
retail setting. As noted by researchers and indus- try professionals,
the integration of automation technologies is hampered by
several factors [3]. These include the requirement for worker
adaptability, initial investment expenditures, and technological
complexity. Despite being acknowledged, these difficulties offer
insightful guidance to academics and practitioners on navigating
the intricacies of integrating intelligent automation in the ever-
changing world of in-store pick-up services [5].

The Need for Automation in Big Stores

Customer satisfaction and retention: Any business’s ability to
survive and grow depends crit- ically on its ability to retain and
satisfy its customers. Significant wait times and large lines have
a seriously detrimental effect on consumer satisfaction [6]. Long
wait times can make customers unhappy and directly jeopardize
their loyalty when speed is essential in today’s competitive
market. Automation, such as mobile payment alternatives and
self-checkout

J Market & Supply Chain Managem, 2022

Volume 1(3): 1-4



Citation: Somil Nishar (2022) The Need for Smart Automation: Solving Customer Discontent in In-Store Pickup. Journal of Marketing & Supply Chain Management.

SRC/JMSCM-135. DOI: doi.org/10.47363/JMSCM/2022(1)119

Retail e-commerce sales worldwide from 2014 to 2025

in billion U.S. dollars

7,391

6,767
6,151
6,000 5,542
4,938
4,248
4,000
3,351
2,982
2,382
1,845
2,000 1,548
1 m I
0%

2014 2015 2016 2017 2018 2019 2020 2021 2022* 2023* 2024* 2025*

Figure 1: Online Market Turnover and Growth Rate between
2014 and 2021

kiosks, has proven to be a game-changer to combat this. By
streamlining the transaction pro- cess and significantly cutting
wait times, these technological advancements improve the client
experience. Effective automation has a lasting effect beyond
instant gratification [4]. It establishes a basis for a devoted
clientele. Long-lasting customer loyalty is fostered by satisfied
consumers’ propensity to return to businesses that appreciate and
value their time. Consequently, this devotion turns into a vital
component of long-term company success. Busi- nesses that
invest in maximizing the customer experience through technology
developments are better positioned to meet and surpass customer
expectations, assuring long-lasting satisfaction and retention in
the ever-changing world of consumer preferences [7].

Sales opportunities and revenue growth: Besides making consumers
unhappy, long wait times result in missed sales opportunities. Long
lines might discourage customers from mak- ing their planned
purchases, which can lower a store’s earnings [8]. Automation
immediately increases sales by expediting the checkout process
and reducing wait times. The efficiency benefits of automated
processes directly impact increased customer satisfaction and
sales.

Operational efficiency: Automation impacts large stores’
operational effectiveness beyond the components that interact
with customers. Using technology such as RFID, automated
inven- tory management systems allow for real-time tracking and
replenishment [4]. This lessens the likelihood that items would run
out of supply, guaranteeing that buyers can quickly get what they
need. Customers gain from the increased operational efficiency,
and store employees can concentrate on giving superior customer
care, which enhances the whole shopping experience [9].

Competitive advantage: Adopting new technologies is essential
to remain ahead in the cut- throat world of retail. Businesses that
use automation to improve customer satisfaction and efficiency
have a competitive advantage [10]. More tech-savvy customers are
drawn to businesses that use automation to improve convenience
and save time. Investing in automation is a smart move to present
a store as progressive and customer-focused, drawing on a broader
client base, in addition to being a reaction to modern customer
expectations [11].

Error reduction and cost savings: Errors can occur in manual
checkout and inventory man- agement procedures, affecting
price, order fulfilment, and stock levels. By minimizing these

errors, automation lowers the possibility that mistakes may lead
to consumer discontent [8]. Furthermore, merchants save money
because of the precision that automation achieves. Stores may
more effectively manage resources by reducing error-related
losses, adding to automation’s financial advantages in large retail
spaces.

Automation Technologies and their Applications
Automation technologies are essential to the transformation
of many corporate activities, and their applications are most
noticeable when it comes to in-store pick-up services. Robotic
mechanisms are utilized by Automated Storage and Retrieval
Systems (ASRS) to handle and retrieve items effectively [12].
This method streamlines storage, reduces retrieval times, and
improves operational efficiency. In addition to ASRS, shuttle
systems make it easier to transfer objects around in storage, which
speeds up the selection process even more. Automated vending
machines are a novel approach to consumer convenience [13].
These devices facilitate quick and easy transactions by providing
a smooth experience for cus- tomers picking up their orders. Real-
world case studies demonstrate the efficacy of integrating these
automated technologies into in-store pick-up services. Thus, their
integration is more than just theoretical [ 14]. Businesses that have
used this technology demonstrate faster order fulfilment times,
fewer mistakes, and higher levels of customer satisfaction.
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Flgure 3: Automated Storage and Retrieval System

Challenges and Solutions in Implementing Automation

There are obstacles when using automation in any environment,
and a few should be taken into account when considering retail or
other industries. The financial burden of implementing automated
systems is one of the main challenges. Certain firms may find it
financially burden- some to make considerable initial investments
in infrastructure and technology [15]. Another obstacle is the
compatibility of new automation with current systems, which
is limited by technology and necessitates careful integration
to prevent interruptions. Another significant obstacle in the
automation shift is employee training. Upskilling the workforce

J Market & Supply Chain Managem, 2022

Volume 1(3): 2-4



Citation: Somil Nishar (2022) The Need for Smart Automation: Solving Customer Discontent in In-Store Pickup. Journal of Marketing & Supply Chain Management.

SRC/JMSCM-135. DOI: doi.org/10.47363/JMSCM/2022(1)119

is necessary to run and manage automated systems in light of
emerging technology. The smooth adoption of automation may
need to be improved by employee resistance to change. Customer
acceptance is just as important as it affects the user experience
overall since specific customers can be nervous or inexperienced
with automated operations.
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Figure 4: Highlights of Robotics, Cloud Computing and Internet
of Things, which Merge into the Internet of Robotic Things

A staggered rollout method works well to address these issues.
Gradual integration allows companies to control expenses better
and makes transitions more straightforward for clients and staff.
Thorough training programs guarantee that staff members are
proficient in using auto- mated technologies [15]. Active customer
education programs assist in educating customers about the
advantages of automation, encouraging adoption and a favourable
view of technology improvements. Businesses may exploit the
revolutionary power of automation while reducing disruptions
and optimizing benefits by navigating these hurdles with practical
solutions.

Future of Retail Automation

When considering the future of retail automation, a forward-
thinking viewpoint reveals a scene of cutting-edge innovations
and revolutionary patterns poised to alter the shopping experience
entirely. The in-store pickup experience is one of the main areas
of evolution [14]. Emerging technologies have the potential to
completely transform this area by offering customers a smooth
and practical experience. Incorporating machine learning and
artificial intelligence (Al) into inventory management systems is
one of the cutting-edge technologies.

Thanks to this development, retailers can now more accurately
anticipate customer preferences and optimize the in-store pickup
process. Artificial intelligence algorithms can optimize inventory
levels, guaranteeing items are easily accessible for pickup, thus
improving client con- venience. And there’s more: improved
personalization is what retail automation promises to bring [15].
Thanks to advanced data analytics and Al-driven insights, retailers
can customize in-store pickup experiences according to individual
consumer preferences. This degree of personalization ensures that
every connection is not only practical but also fits the particular
needs and preferences of the customer.

Conclusion

Based on a comprehensive analysis of relevant literature,
empirical data, and case studies, this research paper concludes
that intelligent automation is crucial in improving in-store pickup
services. The retail industry is undergoing a transitional era, and
the strategic use of automation technologies is one of the most
effective ways to address ongoing issues and drive the sector into

anew age of increased productivity and customer satisfaction. By
leveraging automation, retailers can overcome challenges such
as long wait times, improve operational efficiency, enhance the
overall customer experience, and increase sales opportunities and
revenue growth. The integration of automation technologies, such
as Automated Storage and Retrieval Systems (ASRS), robotic
mechanisms, and Al-driven inventory management systems, offers
significant advantages including reduced wait times, decreased
errors, and improved personalization. While there are obstacles
to implementing automation, such as initial investment costs and
employee training, a staggered rollout approach and comprehensive
training programs can help overcome these challenges. Retailers
who embrace automation will be able to address current problems

and lead the sector into a new age of increased productivity and
happier customers [5]. Looking towards the future, the study
highlights the potential of cutting-edge technologies like machine
learning and artificial intelligence in transforming the in-store
pickup experience further, enabling retailers to anticipate customer
preferences and optimize the process for maximum convenience.
In conclusion, the research emphasizes that intelligent automation
is a critical pillar for the continued growth and success of the
retail industry.
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