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Enhancing customer experience 
through digital transformation
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Enhancing customer experience



The engine that powers the UK 
economy is the commercial 
sector. It combines the best 
in business leadership with 
innovation and technology 
to ensure that UK businesses 
continue to be highly respected 
around the world. And at 
the heart of the commercial 
sector’s success is the advanced 
utilisation of all aspects of 
digital technology.

Businesses successfully reap 
the benefits of technologies 
such as digital transformation 
and hybrid cloud technologies 
for significant competitive 
advantage. SCC, backed by 
over 40 years in the IT industry, 
knows the commercial sector 
intimately and has enabled 
organisations to capitalise 
on the benefits of these 
technologies through the 
provision of an enviable portfolio 
of IT products and services.

The key to SCC’s success 
has been the lasting working 
relationships we develop 
with our commercial sector 
customers - integrating 
ourselves into their operational 
processes, to ensure that the 
robust IT solutions we deliver 
provide genuine business 
value. We strive to remain 
at the leading edge of new 
technologies and how their 
effective implementation can 
drive forward real change. We 
are now introducing the exciting 
next chapter of ‘Industry 4.0’ 
technologies to our customers 
including AI, machine learning, 
5G and IoT. The commercial 
sector never stands still and 
neither does the technology that 
underpins it.

At SCC, we want to continually 
see our customers succeed 
in their chosen marketplace 
through the powerful use of 
technology that we provide. That 
passion is the ethos on which 
SCC was built and it continues 
to drive us forward.

The retail market was already 
undergoing the fastest pace 
of change in its history before 
COVID-19 emerged. The 
pandemic and its after-effects 
will only accelerate this further, 
and change the face of retail 
forever.

Retail CIOs are investing heavily 
in digital transformation, driven 
by the core requirements to move 
closer to the consumer, increase 
brand loyalty, understand 
buying behaviours and capture 
greater wallet spend. The use 
of artificial intelligence and 
data analytics to harness and 
mine consumer data from 
social media, location-based 
trending and buying behaviours 
is helping top retailers provide 
a more immersive shopping 
experience, one that is tailored 
to the individual in order to yield 
greater spend.

Technology adoption and 
flexible, scalable services will 
play a core part in the retail 
revolution, enabling the omni-
channel shift and delivering 
on the ever demanding needs 
of consumers – consistency of 
service and of experience for 
both staff and the public, whilst 
maintaining the standards of 
security that are expected.

SCC delivers transformational 
IT to our retail customers 
from distributed store front 
environments through to the 
core infrastructure and now 
embracing the changing 
demands of self-service and click 
and collect. SCC’s capabilities 
mean that retailers can be 
confident of their technology 
foundations and can build a 
scalable, agile environment with 
trusted services from the data 
centre through the supply chain 
and to the store front.

SCC also continues to build our 
knowledge and experience in this 
ever-changing sector through 
engagement with customer 
stakeholders at all levels, to 
develop strong partnerships with 
our retail customers.

Introduction

Adam Clark, National Sales Director

scc.com/retail

Richard Locke, Head of Commercial - South West
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A turbulent business landscape

How retailers adapt to the 
changes generated by the 
COVID-19 pandemic will be 
the defining challenge of this 
decade across the sector. In 
the short-term, most retailers 
have had to close their physical 
spaces for several months due to 
lockdown restrictions, with those 
organisations who already have 
scalable, flexible online channels 
able to pivot and refocus their 
attention online and capitalise 
where as others have faltered.

However, in the longer term, 
many consumers’ buying 
habits may permanently pivot 
towards digital, especially if 
restrictions to minimise the 
spread of coronavirus remain 
in place for a prolonged period. 
This change means all retailers 
will have to rethink how they 
balance physical and online 
trade, and what the purpose of 
their physical space is. Making a 
successful transition that allows 
retailers to remain competitive 
against emerging online-only 

challenges may be essential 
in order to survive and secure 
meaningful market share.

What hasn’t changed through 
the pandemic is that retail 
organisations are facing a 
consumer environment where 
margins are increasingly under 
pressure from rising costs, lower 
prices and there is an increasing 
need to invest in digital 
transformation. Technology 
is becoming a potent enabler 
that will revolutionise both the 
consumer experience and drive 
effective operations in-store, 
online and in the back-office.
Retailers will also still need to 
navigate through the extra 
complexity of supply chain and 
regulatory obstacles posed by a 
post-Brexit world. The prospect 
of increased bureaucracy and 
costs associated with acquiring 
and moving stock across 
countries has the potential to 
delay shipments and deliveries 
and to add additional costs 
to products, both of which 
will significantly impact the 
customer experience.

This transforming landscape is 
challenging retailers to develop 
a clear future strategy which 
addresses whether they will 
lead the market, follow fast or 
manage defensively by delaying 
any changes. They have to 
create sufficient agility in their 
organisations business model 
in order to rapidly adapt to 
change and future uncertainty.

Key Retail Challenges

Enhancing customer experienceSector: Retail
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Changing customer 
expectations

Consumers now interact with 
brands and retail organisations 
in a variety of ways, with 
customers expecting to receive 
the same experience online 
and offline, regardless of the 
time, their location or device. 
And with so much commerce  
moving online due to COVID-19, 
customers will expect all their 
previous experiences in-store to 
be replicated digitally as much 
as possible.

For years, retailers have 
been indirectly collecting 
data about their customers 
that could provide valuable 
insight into their customer 
purchasing behaviours and 
lead to a truly personalised 
customer experience. A better 
understanding on how to 
harness and interrogate this 
information can allow retailers 
to develop a truly 360-degree 
view of a customer to make 
their shopping experience 
much more personal, both in 
store and online. Amazon are 
the market leaders in this field, 
with a PwC report stating 
that 35% of all Amazon global 
sales come from personalised 
recommendations to customers, 
based on artificial intelligence 
insight that leverages their 
viewing and purchase history.

With increased competition to 
secure market share, customers 
have more options of where 
to spend their money, making 
customer loyalty harder to 
secure and even harder to keep. 
Satisfying their customers’ ever-
expanding requirements is key 
to remaining competitive.
 
Improve Productivity through 
Digital Transformation

Retail organisations are 
increasingly looking to digitally 
transform their operations 
through new innovative 
technologies, so that they 
can differentiate their brand 
and customer experience 
from competitors and drive 
market growth. Although 
trying to accelerate their 
business transformation, 
many are struggling to reach 
their full digital potential 
due to balancing the need to 
transform with the absolute 
imperative of supporting their 
legacy IT environments.

Retailers need to drive 
innovation into their online 
and physical stores, be 
industry thought leaders, and 
provide service excellence to 
customers to ensure they gain 
and retain their competitive 
edge. It is essential that they 
are able to both manage 
the transformation to a new 

digital environment whilst 
simultaneously supporting 
existing operations.

Using the opportunities created 
by innovative technologies such 
as process automation, data 
acquisition, digital analysis 
and predictive technologies 
will enable retailers to 
deliver a more personalised 
customer service through 
data-driven insight. This will 
result in a significant change 
in the employees’ roles with 
product knowledge, customer 
personalisation and long-term 
relationship building becoming 
core to delivering an enriched 
customer experience.
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Enhancing customer experienceSector: Retail

Key Retail Challenges

Protecting Customer Data

Transforming operating models 
due to digital disruption is 
challenging many existing 
retail organisations, who often 
rely on legacy applications 
and infrastructure that are 
problematic to transform. As 
digitisation, connectivity and 
IoT devices start to proliferate 
in retail organisations, and as 
IT and supply-chain systems 
become more integrated, 
retailers’ networks will become 
more complex and therefore 
exposed to cyber threats.

To stay ahead of attackers and 
respond to evolving threats, 
retailers must do much more. 
According to Action Fraud, 
contactless payment fraud has 
increased by 65% in 2018, and 
so extra precautions must be 
taken around this, especially as 
contactless payments are likely 
to become more commonplace 
post-pandemic due to the lack 
of physical contact needed.

Threats and attacks on data 
infrastructure have surged 
over the past decade, and the 
potential repercussions for 
business’ brand reputations 
are significant, such as the 
breaches at Vision Direct and 
British Airways in 2018 where 
consumer payment data was  
compromised. Digital security 
firm Gemalto reported that 
seven out of 10 UK consumers 

would stop doing business with 
a brand that suffered a breach 
of a customer’s financial or 
personal data.
 
Embracing Innovation and New 
Technologies

With warehouse and product 
management costs accounting 
for one third of all supply chain 
costs, up to 89% of retailers 
are working on automating 
many of these processes to cut 
costs (Capgemini). Embracing 
process automation and smart 
data analytics by deploying 
new technologies such as 
artificial intelligence (AI) and 
the Internet of Things (IoT) is 
essential to driving efficiency 
and delivering operational 
cost savings to the retail 
organisations of the future.

Today’s always-on culture, 
combined with the pandemic-
enforced shift to digital, is 
driving retailers to deploy 
same-day delivery. Some 47% 
of customers expect same-
day delivery options from 
supermarkets (Capgemini), but 
as last mile delivery is one of 
the most expensive elements of 
the supply chain for retailers, 
increasing the speed and 
breadth of this will likely 
increase costs even further.

Nevertheless, retailers need 
a clear strategy on how they 
will streamline their delivery 

processes, as Amazon raises 
the bar even further by offering 
some products for one-hour 
delivery and expanding 
into food retail. Without 
embracing new technologies 
and processes, smaller retail 
organisations will find it 
increasingly challenging 
to embrace the benefits of 
developing an interconnected 
supply chain.



Our Eight Key Solutions for Retail

At SCC, our depth of 
experience, knowledge and 
insight has allowed us to 
develop a deep appreciation 
of the key challenges faced 
by our customers in the 
retail sector. Applying this 
understanding to our broad 
portfolio of services and 
solutions, we have identified 
eight solution areas that can 
directly and positively address 
the key challenges faced by 
the sector today:

• Document Services
Improved data management,
accessibility and
collaboration through
document digitisation.

• Managing Hybrid Workloads
Matching cloud services
from a variety of cloud
providers to the needs of the
organisation.

• Transforming Workplaces
Device and location
flexibility that helps deliver
secure, modern, more
collaborative ways of
working while protecting the
organisation’s infrastructure.

• Efficient Product Supply
Supporting legacy IT
environments through
best-in-class infrastructure
services.

• Software Asset Management
Improving control over
software usage to increase
compliance and make costs
more predictable.

• Network and Connectivity
Prepare for business
transformation by delivering
efficient, flexible and reliable
network services.

• Protect and Secure
Security and event
management that
proactively monitors, alerts,
and manages threats to the
organisation’s infrastructure.

• Service Desk
A blend of traditional and
innovative service desk
options with access to
specialist support

Enhancing customer experienceSector: Retail
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Maximise revenues, customer 
experience and loyalty by 

developing customer insight
Digital skills gap with  

retention issues & retirement
Tension between delivering 
services & cost reduction

Improve efficiency by 
transforming retail workers 

into knowledge workers

Mitigating the risk of 
cyber-attacks to secure 

customer data and protect 
against reputational damage

Increasing pressure to reduce costs 
across supply chain, drive efficiency 

and maximise margins

How to take advantage
 of process automation 

in the supply chain

Increase agility and flexibility to react 
to changes in client demand, fiscal 

pressures and legislation

SERVICE
DESK

DOCUMENT 
SERVICES

SOFTWARE
EFFICIENT 
PRODUCT 

SUPPLY

MANAGING  
HYBRID  

WORKLOADS

TRANSFORMING 
WORKPLACES

RETAIL

NETWORKING & 
CONNECTIVITY

SECURITY

scc.com/retail
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The challenge
As a major holder of sensitive 
customer information and 
their purchasing habits, retail 
organisations have to maintain 
the security of the data they 
hold about their customers, in 
whatever format it is stored. In 
addition, retailers also need 
to protect and manage the 
data they receive and handle 
through their supply chain 
via invoices, orders, shipping 
information and receipts. And 
all this must take place against 
a backdrop of increased 
regulation and the growing 
threat of cyber-attacks and 
fraud.
 
The solutions
Our range of Managed 
Document Services equip 
organisations with innovative 
digital document management 
solutions that support more 
integrated, agile ways of 
working. These fully managed 
services give organisations 
access to SCC’s specialist 
managed print resources, 
without the requirement 
for recruiting or retaining 
additional in-house skills:

Managed Print Rooms 
These specialist resources and 
operatives help organisations 
move away from paper-based 
processes and workflows, 
towards digital transformation 

strategies that help messages 
be conveyed more effectively. 
By removing the burden of print 
management, vital IT resources 
can refocus on core operations 
and innovation.

Managed Post Room 
Our digital post rooms and 
processes minimise the 
processing time of inbound and 
outbound mail, while improving 
its quality at the same time. 
These managed services help 
support the adopting of quicker, 
more agile and more efficient 
working practices organisation-
wide.

Secure Scanning Services 
Secure record scanning 
services, smart digital working 
methods and highly skilled 
resources can be deployed to 
reduce overall print volumes 
and improve accessibility to 
important data. Documents 
can be stored on-premise, or in 
the cloud on SCC’s own secure, 
resilient solution to ensure 
safety for data and to support 
compliance with GDPR. With 
a complete, indexed view of 
all its data, an organisation 
can eliminate data silos, and 
promote a working environment 
that encourages collaboration 
and communication.
 

The benefits
These services enable retail 
organisations to:

• Streamline workflows and 
processes

• Create a single, integrated 
view of data

• Rationalise property assets

• Support sustainability 
agendas

• Increase information 
accessibility, including 
historic documentation

• Enhance protection and 
security of sensitive data

Document Services

Enhancing customer experienceSector: Retail
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Managing Hybrid Workloads

Enhancing customer experienceSector: Retail
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The challenge
An omni-channel approach 
to retail demands working 
practices and the supporting 
infrastructure to be 
modernised, so that they can 
remain flexible and agile to the 
changing expectations of retail 
customers who are increasingly 
shopping online. More digital 
retail means more customer 
data, including personal and 
payment information but also 
increasingly their behavioural 
and shopping habits. The 
recent increase in cybercrime 
and data breaches in retail 
organisations demonstrate the 
value of this data, so retailers 
have to have confidence 
in how their platforms and 
environments are supported 
wherever they reside to 
minimise their organisational 
risk.
 
The solutions
SCC provides two key services 
to support the transformation 
of organisations across the 
sector. The first is Oworx, a 
subsidiary business to SCC 
that provides a complete suite 
of cloud enablement and 
cloud management services. 
These include cloud readiness 
assessments, health checks, 
migration, tooling, architecting, 
deployment and more, along 
with first-class 24/7 support. 
Utilising the scalability and 
agility of Public Cloud is 
critical in the fast paced, 
and ever changing retail 
landscape of the future - Oworx 
also manages these Cloud 
environments using automation, 
and agile practices in order to 
allow our clients to focus on 
their core business operations.

The second key service is 
Managed Colocation, a secure 
and flexible arrangement 
where organisations can host 
their own infrastructure and 
hardware in SCC’s accredited 
data centres. This is ideal for 
organisations who want to 
support a legacy infrastructure 
with SCC’s expertise in 
core, production, test and 
development, backup and 
disaster recovery. By sharing 
data centre space with other 
tenants, organisations can 
minimise costs in power and 
cooling capacity, and more 
easily explore the potential of 
new innovations.

In addition to these, we also 
provide a wider range of 
technical services and facilities 
to ensure organisations get a 
hybrid cloud solution perfectly 
suited to their needs. These 
include:

Data centres 
We operate three Tier-3 data 
centres in the UK

Hyperscale partnerships 
Our strong relationships with 
Microsoft Azure and Amazon 
Web Services expand the 
breadth of our offering

Network operations centres 
We support 24/7 infrastructure 
monitoring and management 
from bases in the UK, Romania 
and Vietnam

Consultancy 
We work with organisations to 
determine their ideal solution, 
based on our extensive public 
sector experience
 

The benefits
These services and solutions 
enable retail organisations to:

• Consume cloud services 
rapidly and securely

• Transition to an 
infrastructure with at least 
99.9% availability

• Increase future agility 
and scalability of the IT 
environment

• Enable and accelerate 
effective workload 
provisioning

• Right-size support levels, 
from simple maintenance to 
full managed service

• Cut costs through 
shared platforms and 
infrastructures

• Improve cost visibility 
through consumption-based 
reporting

scc.com/retail
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The challenge
Organisations that invest 
in modern technology and 
processes will enjoy improved 
workplace productivity that 
generates business stability, 
growth and success. That’s 
because employees have 
everything they need to work 
anywhere, any time and on 
any device. However, making 
this happen requires careful 
consideration to be given to 
funding, adoption, data security 
and compliance, accessibility 
and user training. Enabling 
users to access their information 
and applications instantly, 
wherever they are, helps create 
a transformational culture 
where retailers can continually 
improve their working processes, 
collaborating across the whole 
of their business.
 
 
The solutions
We leverage all our 40 years of 
expertise, and our status as a 
long-standing Microsoft Gold 
Certified and Competency 
Partner, to help our customers 
transform their productivity, and 
transform how their Microsoft 
environments enable that 
productivity:

Windows 10 Transformation 
Our consultants engage with 
our customers to develop 
solutions and strategies that 
revolutionise user experiences. 
We design, test and deploy 
Windows 10 and Office365 
platforms that include unified 
communications strategies, 
enterprise collaboration 
platforms and application 
integration. We then design 
complementary technology 
adoption programmes that 
encourage user adoption of new 
technologies and processes. 
We provide strategic advice, 
architecture and design, 
deployment and delivery 
programmes to support the 
transformation objectives of an 
organisation, and can deliver 
fully managed services to 
manage and support the future 
workplace, if required.

Microsoft Evergreen 
Our Microsoft Lifecycle as a 
Service (MLaaS) facility makes 
it easy for organisations 
to maintain and securely 
manage all of their Microsoft 
environments. This managed 
service looks after all the 
necessary updates and 
upgrades, using Microsoft’s 

management platforms and 
fully integrated with the 
modern toolsets of InTuneTM 
and AutopilotTM. We can advise 
on appropriate strategies 
on adopting cumulative 
updates to minimise business 
disruption, and maintain and 
update operating systems and 
applications throughout their 
lifetimes.
 
The benefits
These services enable retail 
organisations to:

• Design and deploy your 
future workplace with world-
class professional services

• Leverage the latest Microsoft 
technologies

• Use established, proven 
processes around 
deployment

• Support future workplace 
environments with cost-
effective managed services

Transforming Workplaces

Enhancing customer experienceSector: Retail
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The challenge
Retail organisations are 
constantly looking to improve 
their productivity and to reduce 
their cost base including within 
the management of their IT 
asset estate. However, many 
organisations are struggling to 
take advantage of new ways of 
working and transform digitally 
because they cannot afford to 
refresh their estate, or because 
the management of their IT 
supply chain is inefficient and 
complex.
 
The solutions
SCC offers flexible options to 
ensure our customers always 
have the right devices, at the 
right time, with security, viability 
and sustainability always in 
focus:

Device as a Service (DVaaS) 
Deploying DVaaS simplifies 
the purchasing, management 
and refresh strategy of an 
organisation’s devices. We 
provide state-of-the-art devices 
chosen from a mutually agreed 
service catalogue, and collect 
them for secure wiping at the 
end of the term. Through DVaaS, 
devices are provided as part 
of an all-inclusive, managed 
solution that includes full 
support, maintenance and 
administration, covered by a 
single contract to maximise 
cost-effectiveness. Each stage of 
the solution is provided by our 
in-house teams and managed 
by our experienced customer 
service team, to ensure the 
highest levels of support 
throughout the service lifetime.

Supply Chain Services 
We provide a comprehensive 
service across all six key 
stages of the supply chain: 
Procurement, Configuration, 
Data Security, Storage, IMAC 
Services (Installs, Moves, 
Additions and Changes) and 
Recycling. This is based around 
our Lifecycle TM catalogue 
tool where customers can 
conduct product and service 
transactions online, our 
Commissioning Centre for 
all types of hardware and 
peripherals, and our zero-landfill 
Recycling Service for secure 
data erasure and destruction of 
end-of-life devices. Collectively, 
these functions deliver 
efficiency, cost reduction, rapid 
delivery, and peace of mind 
regarding treatment of sensitive 
data.
 
The benefits
These services enable retail 
organisations to:

• Enjoy a fully managed asset 
lifecycle service

• Benefit from our 
accreditation with Tier 1 
manufacturers

• Manage costs effectively 
through our internal 
financing solution

• Meet sustainability goals 
through refurbishment and 
recycling services

• Maintain a secure, up-to-
date, flexible estate of assets

Efficient Product Supply
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The challenge
Retail organisations must 
respond to increased 
competition by changing 
business models, adopting IT 
innovations and creating market 
differentiation, all whilst trying 
to minimise costs and maximise 
margins. However, many end up 
with a complex software estate 
that can be time-consuming 
and expensive to manage. Many 
organisations are devoting 
disproportionate resources to 
that management, reducing the 
time available to drive savings, 
and so a more simplified, 
reliable approach to licence and 
software asset management is 
needed.
 
 
The solutions
SCC’s Software Asset 
Management (SAM) service 
involves working with 
organisations to evaluate 
their technology and licensing 
contracts, assessing software 
usage and identifying any 
issues and commercial 
risks. Providing insight into 
their software estates puts 
organisations back in control 
and highlights areas of 
rationalisation to provide 
savings, while ensuring 
compliance with both vendors 
and legal regulations.

SCC’s SAM Maturity Assessment 
identifies any gaps in existing 
tools, policies, processes and 
governance to help deliver 
control over software from 
requirement to retirement, 
with deliverables including 
a gap analysis, next step 
recommendations and priorities. 
The aim of the assessment is to 
determine risk and assess the 
impact this would have on the 
business.
 
A plan can then be documented 
which advises how to minimise 
exposure, increase management 
and control and deliver value. 
By identifying how software 
and applications are used, 
SCC can map this against 
the organisations’ license 
history to identify savings that 
can be made through license 
consolidation. We review market 
trends together with licence 
metrics and price changes to 
help our customers secure the 
right product, at the right time, 
under the right terms.
 
To ensure our customers can 
achieve optimum value from 
their software estates, we deliver 
clear management reports and 
recommendations for improving 
efficiency and mitigating 
risk. We can also provide 
best-in-class tools to monitor 

and track usage effectively, 
ensuring compliance with 
vendor licensing requirements, 
where non-compliance 
carries significant fines and 
reputational risk.
 
The benefits
These services and solutions 
enable retail organisations to:

• Encourage new ways 
of interacting with other 
departments, partners 
and stakeholders

• Gain complete visibility and 
control of the software estate

• Predict software spend 
accurately

• Enable collaboration and 
cost certainty with a common 
multi-agency software 
platform

• Increase compliance and 
licence optimisation

• Reduce costs through SCC’s 
buying power and licence 
optimisation

Software Asset Management

scc.com/retail
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The challenge
Having resilient network 
connectivity is absolutely 
critical to the efficient operation 
for retailers as they transform 
their business models to take 
advantage of innovations and 
new technology that needs 
‘always-on’ connectivity. 
Ensuring the availability of 
their network is essential 
to retailers protecting their 
brand reputation and ongoing 
revenues, as any unplanned 
downtime or prolonged outages 
bring operations to a halt, 
generate negative customer 
experiences, and damage the 
organisations’ brands and 
credibility in the market.
 
The solutions
SCC’s range of services can 
significantly improve network 
capabilities, keep them up-to 
date and reduce complexity 
across the whole network 
infrastructure. We provide the 
path to the intelligent digital 
platform that will underpin 
the organisation’s digital 
transformation strategy, 
including:

Network Assurance 
SCC can assess the critical 
components of the network 
and validate their fitness for 
purpose. Our expert team 
can provide an overview of 
the network infrastructure, 
analysis of its current and future 
performance and investigate its 
security posture. They can then 

evaluate current technology 
platforms and provide insight 
to customers into how network 
components are performing, 
what actions need to be taken to 
improve performance, and what 
future direction the network 
infrastructure needs to follow.

Network Solutions 
We can identify future needs, 
taking into account future 
bandwidth, resilience and 
availability, identifying the 
technologies that will work best 
for the organisation. We offer a 
range of local area network and 
wide area network solutions, 
and can build and deploy a 
bespoke networking solution 
and strategy that supports the 
future of the organisation.

Network Managed Service 
From an initial assessment 
through to design, 
implementation, managed 
and optimisation services, 
we take our customers on a 
journey of modernising their 
network infrastructure and 
then provide ongoing support 
that covers areas such as Local 
Area Networks (LAN), Wireless, 
Wide Area Network (WAN), 
data centre and security. 
This managed service spans 
monitoring that ensures optimal 
running, updates that keep 
the network protected, change 
management so the network 
meets new business needs, and 
dedicated support.
 

The benefits
These services and solutions 
enable retail organisations to:

• Deliver robust and reliable 
network infrastructures 
that underpin business 
transformation

• Eliminate potential downtime 
by proactively identifying 
and resolving outages

• Improve network 
performance levels

• Reduce business risk by 
enhancing network security

• Enable on-going technology 
adoption, training and 
optimisation
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Network and Connectivity

we secure.
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Protect and Secure

Enhancing customer experienceSector: Retail

The challenge
With cyber threats and attacks 
on the rise, businesses in this 
sector must take a proactive 
approach to finding and 
resolving vulnerabilities. 
Achieving this is critical to 
minimising any risk to customer 
data, the business’s financial 
standing or its reputation. A 
shortage of skilled security 
resources makes this a very 
difficult task for organisations 
to undertake independently, 
meaning a managed service 
model, working in partnership 
with an expert provider, is often 
the best option.
 
The solutions
SCC helps customers develop a 
comprehensive security strategy 
that encompasses every stage 
of the security lifecycle. Our 
portfolio of consultancy and 
managed services lighten the 
load on in-house IT teams, 
releasing internal resources 
while maintaining robust 
security at the same time. This 
portfolio spans four vital areas:

Predict 
A consultative approach where 
we work with our customers 
to assess and evaluate their 
current security position. This 
looks at people, processes, 
technologies and regulations 
to identify any security gaps 
and potential risks to the 
organisation.

Prevent 
In the current marketplace, 
changing business models 
can indirectly cause an 
organisation’s attack surface 
to grow. We collaborate with 
customers to define, supply and 
implement the right solutions 
and services, across cloud 
environments and on-premise 
infrastructure.

Detect 
SCC’s Cyber Security Service 
(CSS) ensures customers get 
access to best- in-class threat 
detection services, delivered by 
a dedicated and experienced 
operations team. Powered 
by a full Security Information 
and Event Management 
(SIEM) service, CSS delivers a 
complete view of visible and 
‘invisible’ threats to an entire 
organisation, reducing detection 
times and improving defence 
capabilities.

Respond 
We provide incident response 
services and remediation tasks, 
so that customers can prepare 
for security breaches, minimise 
their impact, and take their 
protection and risk management 
to the next level.
 

These services and solutions 
enable retail organisations to:

• Protect the reputation 
and productivity of the 
organisation

• Secure valuable confidential 
information, software and 
networks

• Cut the cost of security 
monitoring, risk assurance 
and in-house skills

• Enable a proactive approach 
to cyber security

• Tailor a service to the 
maturity of a particular 
security strategy

• Support ongoing compliance 
strategies
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Service Desk

The challenge
Every day, employees in 
the retail sector challenge 
their organisations to deliver 
an improved service and 
resolve problems rapidly 
and permanently, so that 
organisations can focus on 
their core objectives rather than 
the day-to-day maintenance 
of their infrastructure. To do 
so, organisations need strong 
support mechanisms which can 
react quickly and scale in times 
of peak demand.
 
The solutions
Our service desk offering 
combines traditional and next-
generation services with our 
own innovative virtual agent 
platform:

Service Desk 
SCC’s Service Desk, built 
on 20 years of experience, 
blends modern technology 
with standards-based, proven 
service management practice 
to ensure that our services align 
to an organisation’s objectives, 
culture and infrastructure. Our 
Service Desk offerings are multi-
channel, multi-lingual, meet best 
practice for ISO 20000 and ISO 
27001 (Information Security), 
and can be tailored for a mix of 
services.

It can act as a single public- 
facing point of contact to ensure 
reliable service delivery across 
telephone, email, chat, social 
media, our ServiceNow web 
portal and our virtual agent, 
TrinITy (see below). These strong 
support mechanisms help 
government departments react 
quickly, scale appropriately and 
release resources to focus on 
their core objectives.

TrinITy Virtual Agent 
SCC’s affordable virtual agent 
gives users interactive, AI-based 
support through access to 
instant, automated self-help 
services. TrinITy can understand 
complex enquiries and 
deliver clear answers that are 
personalised to the individual 
user, while learning over time to 
constantly improve the service 
it can deliver. It’s accredited to 
ISO 20000-1, ISO 9000 and ISO 
27001 for Information Security, 
can be deployed across up to 
nine different languages, and 
ultimately increases the number 
of incidents resolved through 
automation. A scalable agent 
that can be run 24/7/365 if 
required, TrinITy is available on 
a per-interaction basis so that 
organisations only pay for what 
they use.
 
The benefits
These solutions enable retail 
organisations to:

• Scale as required and only 
pay for what they need

• Drive continuous service 
improvement through 
ongoing learning and 
knowledge base development

• Access new services quickly 
through rapid transitioning

• Right-size support, from 
consultancy to a full 
managed service

• Use solutions accredited to 
ISO 20000-1, ISO 9000 and 
ISO 27001 for Information 
Security

scc.com/retail
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SCC simplify the complexSector: Retail
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Customer Testimonials
At SCC, we have decades of experience of dealing with all 
types of retail organisations. These examples of our successful 
partnerships demonstrate the potential for modern IT and 
technology to transform operational efficiency and improve 
service delivery:

Enhancing customer experienceSector: Retail
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The COVID-19 pandemic will 
generate long-lasting change 
within a retail sector that was 
already transforming due to 
Brexit and the acceleration 
of online shopping as the 
defaqto mode of shopping 
for many consumers. The 
general shopping habits of UK 
consumers will fundamentally 
change, and so the 
importance of effective digital 
transformation in enabling a 
personalised, omn-ichannel 
customer experience has 
become a top priority amid 
the economic turbulence we 
currently face, and in the 
changes the industry faces in 
the future.

Moving towards a retail model 
that places greater emphasis 
on digital can yield exciting 
opportunities, especially in how 
customer data gained from 
multiple touchpoints can be 
analysed, and how the resulting 
insights can help retailers meet 
the ever-increasing demands 
of their customer base. For 
Retailers to differentiate and 
move ahead of the competition 
they must act on insight gained 
from their customers, building 
richer, and more meaningful 
brand relationships at all levels 
of the customer experience 
At the same time, challenges 
around security of customer 
data and payment information 
must not be overlooked, at a 
time of growing threats from 
cyber-attacks and increased 
regulation from the likes of 
GDPR.
 
SCC’s solutions and services 
for retail are designed to 
help businesses rise to 
this unprecedented set of 
challenges. Built on a wealth 
of expertise, they allow 
organisations to adjust their 
business models and embrace 
technological innovation, 
and leverage flexibility to put 
in place solutions that are a 
perfect fit for their future needs 
and goals.
 

A rich heritage and a bright 
new era

With decades of experience 
in the retail sector, we’ve 
built a reputation both as a 
trusted advisor and a leading 
aggregator of innovative 
technologies. Invaluable 
partner relationships allow us 
to harness and deploy best-in-
class technology solutions right 
across the financial spectrum 
- and we continue to invest in 
the sector today to establish 
increased relevance and value 
for our customers.
 
As technologies emerge and 
evolve at a rapid rate, we 
continue to shape our portfolio
of services to incorporate the 
very latest capabilities, pushing 
the boundaries of technology to 
take the sector into an exciting 
and connected new era.

Summary

Grafton Group plc is a publicly 
quoted distributor of building 
materials, trading from 603 
branches across the UK, Ireland, 
the Netherlands and Belgium. 
The manufacturing segment 
of Grafton Group plc operates 
the market-leading dry mortar 
business in Britain, with ten 
production plants across the 
country and a Dublin-based 
plastics manufacturing facility. 
In 2017 their turnover stood at 
£2.716 billion with a profit before 
tax of £157.2 million.

“Grafton Group and SCC 
have worked together as a 
true partnership on the major 
IT projects required to realise 
our vision of a true Group IT 
approach. From assisting us 
with hosting our major ERP 
investment, through the rollout 
of Microsoft Office to our 
9,000 users, SCC have taken 
a professional and detail-
orientated approach to each 
and every challenge we have set 
them. We trust their advice, their 
judgement and their processes 
and look forward to working with 
them more as a trusted adviser 
and partner in the development 
and expansion of our business.”

Nathan Bishop, 
Group IT Services Director, 
Grafton Group plc

The Co-operative Group, 
trading as the Co-op, is a 
British consumer cooperative 
with a diverse family of retail 
businesses including food 
retail and wholesale; financial 
services; insurance services; 
legal services and funeral care, 
with in excess of 4,200 locations 
and over 70,000 employees.

“SCC have been a trusted IT 
partner to the Co-op for more 
than decade, helping us to 
succeed in a number of our most 
critical programmes of work. 
They have great experience 
and knowledge across all 
aspects of IT, providing great 
support to us from data 
centres through enterprise 
infrastructure onwards into 
end-user computing. SCC are 
currently right at the heart of 
our programme to step change 
our colleague technology estate 
through the implementation of 
Windows 10 and Office365, key 
changes that will significantly 
benefit the way in which we 
support our customers and 
members.”

Edward Newton, 
Infrastructure and Service 
Delivery Director, 
The Co-Operative Group

Find out more 

Hopefully this guide has given 
you a flavour of what we have 
to offer. Why not get to know us 
a little better? 

Connect with us.

       linkedin.com/company/scc

       twitter.com/scc_uk

       instagram.com/scc_uk

       facebook.com/ 
       specialistcomputercentres

       vimeo.com/sccuk

Email: online@scc.com
Visit: scc.com

https://www.linkedin.com/company/scc/
https://twitter.com/SCC_UK
https://www.instagram.com/scc_uk/?hl=en
https://www.facebook.com/specialistcomputercentres/
https://vimeo.com/sccuk
https://www.scc.com

