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1 Introduction

This is the second annual survey of EPOS adoption and use among small and medium retailers,
commissioned by Actinic and conducted by pfa Research, www.pfa-research.com.

The research was based on interviews performed in April 2006 with a total of 109 retailers. These
comprised a random sample of 98 companies, of whom 39 had an EPOS system; plus an additional
top-up sample of 11 selected for having EPOS systems. Altogether 50 companies with EPOS systems
were interviewed in detail.
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2 Summary

2.1 Channel activity and technology adoption

¢ The adoption rate of EPOS technology among small and medium businesses is around
40% - the same as the proportion that have a web site, and that accept mail orders.

40% of companies have an EPOS system
38% of companies have a web site

46% accept orders by mail

44% accept orders by fax

38% accept orders by email

O O O O O

¢ A much higher proportion of companies accept credit card payments (81%) and telephone
orders for home delivery (69%)

2.2 EPOS suppliers and pricing
e Use of off-the shelf EPOS solutions rose to 54% in 2007, compared with 37% in 2006

®  95% of retailers used a third party to install their EPOS system. 60% of these used an EPOS
specialist

® The average cost of a system was £5,200.

2.3 EPOS attractions and disaffections

¢ The reasons most commonly given for EPOS adoption were stock control (21%), to increase
sales / profitability (13%), to modernize (13%) and to make life easier (11%0)

e 71% of EPOS users did not encounter any problems with their system, and 54% were
completely satisfied with it. But 8% criticized their system for poor reliability, and 8%
criticized their supplier for poor support. Other problems encountered included difficulty in
learning the system, inflexibility, and the time needed to set up and maintain it.

2.4 Future plans and aspirations

¢ Among non-adopters, 5% have firm plans to implement EPOS, 56% have decided against
and 39% are undecided

e Two-thirds of users required no additional features or services from their EPOS system.
The remaining third wanted a wide range of enhancements, particularly

o Improvements in customer care (1 in 5)
o Additional trade-specific features (1 in 5)
o Chip and PIN (13%)

® 46% of users had their EPOS system integrated with their accounts system, and 24% their
web site. Only 6% had plans to add such integrations
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3 Channel activity and

technology adoption o0%
80% A
70% 15 B
3.1 Summary |
60%
Two-thirds of businesses accept orders by 50%.] ||
telephone for home delivery, but only 40% by [ =
other methods. 40% 1 [ f | |
80% of businesses accept credit card payments, 80%
and all but 8% of those have an electronic swipe 20% 1 (1] mln
machine. But only 40% have an EPOS system, 10% A IH H oy
the same percentage have a web site, and only
18% have an ecommerce facility. 0%

3.2 Adoption by company size
Whereas 40% of companies overall have an EPOS system

®  Only 37% of single-store businesses have EPOS
® 86% of companies with 3 or more shops have EPOS

EPOS adoption - by no. of shops

10+ 3-9 2 1
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4 EPOS suppliers and pricing

4.1 Type of solution and source of supply

54% of companies chose an off-the shelf
EPOS solution over a bespoke system,
compared with 37% in 2006.

95% of installations were carried out by a
third party. And six out of ten third party
installations were carried out by an EPOS
specialist

Which of the following best describes the type
of EPOS solution you have?

Customised/bespoke
solution specific to us

Off-the-shelf solution

2007

If you used a third party, how would you describe the

type of installer you used?

Other
Local IT supplier

IT supplier

Friend / Colleague

EPOS specialist |

|

1

]

|
Own company / head office

1

Till provider |

0% 10% 20% 30% 40%

50% 60% 70%

4.2 Pricing

The average price paid for a system was £5,200.
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5 EPOS attractions and dissaffections

5.1

Across all interviewees, both adopters
and non-adopters of EPOS, by far the
leading perceived benefit was stock

Benefits

control (31% of responses)

Others were:

1. Control of the business (10%)

2. Accounting / reporting (10%)

3. Speed (9%)

4. Ease of use 8%()

5.2 Reasons for EPOS

adoption

The most popular reasons
given for adopting EPOS
were:
1. Stock control (21 %)
2. To increase sales /

profitability (13%)
3. To modernization (13%)
4. To make life easier (11%)
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Stock control
Security (staff)
Reliability [
Ease of use |
Ease of price changes [0
Checkout speed 7:|
Control of business |
Barcode scanning 7:|
Speed 7:|
Accounting/ reporting |
Less cash handling 7:|
Manage multiple stores / branches 7:|
Accuracy [
Efficiency 7:|
Makes things easier [
Saves time / money 7:|
Price control 7:I
Onlyfor large companies [
If lots of people buying small things 7:I
If have turnover 7:|
1

Less paperwork

0% 5% 10%

15%

20%

What do you think are the main benefits of
EPOS? (both adopters and non-adopters)

25% 30% 35%

I

I

Why did you decide to implement an EPOS system?

0%

5% 10%

15%

20% 25%

Stock control
Control of business

Analysis and visibility of data

Il

Accounting and financial

Make life easier
Improve accuracy
Customer accounts

Improve efficiency

—
—
—
—

Increase sales / profitability

Given trial or special offer |

Security - generally (4%), own staff (2%)

To modernise / get up to date

Competitive pressure, keeping ahead
Recommended
Group decision

User friendly |

Pricing |

m il
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5.3 Problems with EPOS systems

71% of EPOS users had not had any problems with their system. Among those that had, the most
commonly encountered issues were difficulty in learning it, inflexibility, and the time needed to set

up and maintain it.

20/, 2%

5%

3%

| Inflexibility

O Useability

O Learning curve

5% O Hardware failures

O Slow running

W Stock control problems

O Networking & communication

B Time to set up and maintain

5.4 User satisfaction

Users rated their
EPOS systems
highest for:

1. Functionality
(4.4/5)

2. Ease of use
4.4/5)
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How would you rate your current EPOS solution for

the following?

Future-proofing

Hardware warranty

Technical Support

Ability to add more stores and head office functions

Ability to cope with large volume of transactions

Reliability

Functionality

Look /image of the system

Ease of use

Value for money

32 34 36 3

.8

4

42 44 46
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6 Future plans & aspirations

6.1 Future intentions Future Intentions

Only 5% of companies with an EPOS

system have plans to replace it. Without EPOS - % that positively
decided notto implement it |

Only 5% of companies without an EPOS ]

system have plans to implement one. Without EPOS - % planning to
implement it :I

Of those with no plans to implement EPOS,
only just over half (56%) have positively With EPOS - % planning to
decided against it. replace system within 12 months :I

0% 10% 20% 30% 40% 50% 60%

6.2 Aspirations

What additional features or services do you think would

Two-thirds of users needed no give you greater benefits from your EPOS system?

further features or services from 7%

13%
their EPOS system.

Of those that saw room for
improvement:

¢ 1in5 wanted improvements
in customer care

7%

7%

7% 79, = 7% 20%

¢ 1in5 wanted an additional
trade-specific feature

e 13% wanted Chip and PIN @ Real-time stock display
@ Integrated Chip and PIN

(7% = one individual) O Trade-specific features. 2nd-hand (7%), music (7%), repairs (7%)
O Refund / sale in same transaction

| Staff login

O Phone support (7%) better customer care (7%) better training (7%)
m Depts accessible by more than one operator in separate locations
O Let customers search for themselves like Argos

W Hand-held device integration

@ More improved version

0O Nothing
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6.3 Integrations

Almost half of EPOS systems are also integrated with an accounting system. No other integration was
required by more than about 1 in 5 users.

Only a minority planned further integrations to their EPOS system.

Which of the following do you have, or do you plan to add?

Integration w ith sales & marketing database

Integration w ith customer service system

]11“1

Integration w ith Mail Order system

W have

O plan

Integration with w eb site for online ordering

Integration w ith separate inventory system

Integration w ith accounting system

0% 10% 20% 30% 40% 50%
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7 Comments

“I can ask for information such as the day's takings and it gives me it in a few moments”
“If we have price changes we don't have to rip a load of labels off”

“It is simple to use and has good reporting. It keeps good track of our stock”

“Staff understand it because it is easy to use, and it changes prices automatically”

“All the information we require at the press of a button”

“The software is not updated regularly enough”

“It’s easier for the staff and faster and they don't have to remember the prices”

“We don't need it. We are a small menswear shop and I make a note of everything I sell”

“It costs loads of money and doesn't take money any faster than the existing till”
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