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About IHL Consulting Group

	Who

We

Are
	IHL Consulting Group, a wholly owned subsidiary of IHL Services, Inc., is an independent business-consulting organization headquartered in Franklin, Tennessee.  We specialize in business consulting, professional and technology referral, market analysis and business planning for retailers and information technology companies that focus on the Retail industry.



	
	

	What

We

Do
	We provide market research and business consulting in the area of information technology as it is deployed in the Retail Industry.   Our customers are retailers, consulting firms, consumer products manufacturers and retail technology providers who want to better understand what is going on in the overall technology market, or wish to identify specific equipment needs for the retail market.



	
	

	When

We

Started
	Greg Buzek served as Product Development Manager for two Fortune 500 retail technology suppliers for 6 years. Faced with making recommendations to senior management based on spotty external research reports stuffed with technical jargon and unsubstantiated data, in 1996 he left to form IHL Consulting Group as an arms length consulting firm that delivers exacting research to corporate managers.  



	
	

	How

We

Work
	Reliable market analysis is essential for corporations to accelerate revenue and expand their market share.  Most research providers do not disclose data sources or statistically defend the validity of their assumptions. We do. We disclose in precise detail exactly how and why we reached our conclusions so that our customers can be comfortable with the data they are using.  



	
	

	What

We

Know
	Our associates and advisors have combined over 100 years of retail technology experience.  Our associates have worked as product managers, sales representatives, teachers, trainers and executives in the retail market.  We have the relationships, tools, and experience to meet your research and consulting needs.  
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	Introduction


Background and Objectives

This report addresses the various aspects of Workforce Management Systems, including Labor Scheduling and Time & Attendance, as applied to retailers. Specific key trends in both retail and technology are addressed, as are the pain points for retailers. Some of the specific Workforce Management issues facing retailers will be touched on and some examples of best practices will be presented.

Retail in the early part of the 21st century has been impacted by many factors, not the least of which is competition caused by some members of the GMS retailing group.  Mass Merchants in general and Wal-Mart in particular, are responsible for the margin pressure that every retailer feels. Wal-Mart’s supply chain system efficiency, coupled with their data warehousing capabilities and sheer size has allowed them the flexibility to pressure suppliers and increase efficiencies. In an effort to not just grow but to compete with Wal-Mart, other retailers are forced to compete differently; some with mergers or divestitures, others with targeting key demographics and focusing on increased service.  

Along with the retail trends there are key technology trends that continue to impact retailers as we approach 2005. Customers are becoming savvier as the use of the Internet increases. Security has been boosted at physical locations as well as over the Internet due to terrorism, virus, and hacking fears. In 2004, we have seen the continued consolidation of the retail software market, with at least two acquisitions of exclusively workforce management providers (Timera by JDA, Simplified Workforce Solutions by 360Commerce). The solution universe now includes browser-based applications that take their place alongside their “shrinkwrap” cousins. IHL’s Retail Technology Database currently shows many providers of software for Time and Attendance (214), Labor Scheduling (181), and Workforce Management (18). There has been a pent-up demand in replacing POS hardware and software among retailers and 2004 looks to be the beginning of several years of upgrades.  

Workforce Management Defined

For purposes of this report, we define workforce management as the solution set that includes Labor Scheduling and Time & Attendance. Typically, there may be other enterprise human resources applications involved (benefits, payroll, labor tracking, governmental reporting, etc), but those are beyond the scope of this report. In the case of retail, this pertains to not only the headquarters- and DC-based employees, but also the store management and associates, who typically experience higher turnover, a wider range of employment situations (part-time, seasonal, flex-time, etc), and possibly different branding (Pizza Hut, Taco Bell, etc). As such, the retail form of the solution must be more flexible and robust than, say, that for a pure manufacturing firm.

Labor Scheduling Defined

Labor Scheduling is a subset of the aforementioned Workforce Management solution. The specific tasks involved are related to the generation of employee schedules based on the labor requirements forecast, external regulations (minor laws, union policy, etc.), and employee preferences for time off and work hours. 

Time & Attendance Defined

Just as the name implies, Time and Attendance is that subset of Workforce Management that tracks the actual working hours of store employees.

	 Key Economic Trends Affecting Retailers


Rising Labor Costs

Labor costs, primarily driven by increases in employee benefits, are rising at a rate much faster than revenue and gross margin. Given the resulting significant wage pressure (for labor costs to remain stable with rising benefits costs, wages must decline), the retailer is driven to make hard decisions: “Do I cut benefits?”, “Do I suspend raises?”, “Do I reduce employees and cut service, potentially alienating customers?”, or “Do I try to trim out waste from the operation to maintain margin, or use some other technique?” Obviously, labor is needed to keep the operation going, but more importantly to create that human relationship and interaction that so many customers desire. It is necessary to create a positive shopping experience whereby the customer wants to return. Given the growing number of shopping alternatives, any negative experience can quickly lead to lost customers.

Union vs. Non-Union Labor

According to 2003 data from the Bureau of Labor Statistics, there is a significant disparity between average salaries of union vs. non-union employees. In 2003, full-time wage and salary workers who were union members had median usual weekly earnings of $760, compared with a median of $599 for wage and salary workers who were not represented by unions. This trend can be carried further when reviewing benefits. As the cost of benefits adds to the total cost of labor, there is a disparity in the benefits enjoyed by the non-unionized population. For the retailer, the obvious preference is to minimize the costs of labor and use non-unionized employees. Comparison of union vs. non-union can be viewed across market segments, highlighting the obvious conclusion that they playing field is not level if you have a unionized workforce competing against retailers who are non-unionized. When you are the largest retailer, like Wal-Mart, it is quite easy to understand why you do not want a unionized workforce.

	Union vs. Non-Union Benefit Comparison

	Percent of workers participating in selected benefits, by worker and establishment characteristics, private industry, National Compensation Survey, March 2003
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	All workers
	49%
	20%
	40%
	45%
	32%
	19%

	Union
	83%
	72%
	39%
	60%
	51%
	37%

	Nonunion
	45%
	14%
	40%
	44%
	30%
	17%


Lack of Available Workforce

At the retail level in North America we are facing a labor crisis in many regions. Although there are opportunities to grow the number of stores and outlets because of consumer purchases, the number of people available to staff these positions from legal U.S. and Canadian citizens is very finite. Even in the tough times of the last three years there have been plenty of positions available at retail stores in nearly every region. General population changes have led to these challenges and couples are generally choosing smaller families. 

From our analysis we are also seeing the beginning effects of the legalization of abortion on the labor market in retail.  According to US government statistics some 46 million legal abortions have been performed in the 31 years since Roe v. Wade in the US. This translates to a current labor pool that has been reduced by over 10 million employees for the starting level retail positions based on the figures from the Center for Disease Control (CDC). 

This is just one of several social and demographic changes that are providing labor challenges to retailers.  All of these changes put pressure on the technologies used for scheduling and time and attendance application developers.  
Lack of Workforce Loyalty

Tied to the lack of available workforce is also a lack of loyalty to the retailer. Although in some European countries it is common to have store level personnel (non-management) stay with the same retailer for years, this is simply a rarity in the North American retail market. Turnover in some segments among front-end employees now approaches 200-300% a year. It is very common for these employees to simply work until something happens in the workplace that they don’t like and they simply go across the mall or across the street. The plentiful options make it very difficult for retailers to retain workers, particularly at the store level. The generation entering the workforce today has never known an environment where employees work for a company for life. The concept of a pension has never been a part of their nomenclature. As such, the career option of starting low and working your way up in an organization is simply not something they consider. As retailers, you really have your work cut out for you in trying to recruit, motivate and maintain your employees as you grow. This makes workforce management an absolute critical component of your success.

Price Pressure

Wal-Mart is not just the largest retailer in the world; they sell 19% of all food in the US, making them the largest grocery retailer, according to Supermarket News. They also handle 16% of all pharmacy-drug sales in the US, with plans to increase that to 25% by 2008, making them the largest drug outlet in the world, according to Executive Intelligence Review. Further, according to Retail Forward they sell 32% of all disposable diapers, 30% of all film, 26% of all toothpaste, and 21% of all pain remedies. They are able to leverage the margins of items in their superstores so they can absorb lower profit on food items, drug items, clothing items, etc, thus driving down margins across all segments. 

This lower profit means that retailers will continue to focus their limited IT spending on improvements that can generate greater efficiencies and a stronger bottom line. According to a recently published report from F&D Reports (again, using supermarkets as an example), about 28% of the Kroger, Albertson’s and Safeway stores nationally now face some sort of direct competition from a Wal-Mart Supercenter or Neighborhood Market. In fact, a 2003 AFL-CIO presentation claimed that 60% of Kroger stores compete with Wal-Mart. While we don’t have representative figures for the likes of Walgreen’s, JC Penney, or Circuit City, we suspect they have a similar story. Obviously, with Wal-Mart exceeding their own stated 2004 strategic growth figures by July 2004 (50 new discount stores, 140 conversions of discount stores to Supercenters, and 70 new Supercenters for a total of 1,480 discount stores and 1,470 Supercenters), these and other retailers will continue to experience added pressure.

General Economic Conditions

At the time of this writing in 4Q2004, the US economy has rebounded from the “significant cyclical adjustment” (Alan Greenspan’s words) of 2001 and the terrorist attacks on the Pentagon and World Trade Center on September 11, 2001. Most economists waffled throughout 2002 and early 2003 concerning the direction of the economy, with confusion arising from concerns about war with Iraq. From 20 March 2003 until the time of this writing, the Dow Jones has risen more than 26% and consumer sentiment has taken a turn for the better. The past several years have had a dramatic impact on the way people shop. There is general agreement that President Bush’s recent electoral victory bodes well for consumer spending in the US. Further short- and long-term benefits to the economy may arise through the continued emphasis upon small business development as well as the potential for placing multiple Supreme Court justices who have a more conservative view of abortion rights.

Among the more promising news items were homeowners rushing to refinance with mortgage rates reaching 40-year lows, and consumers going out to spend the money put back in their pockets by the President's tax cut package. However, there were some not-so-good news items as well, including:

· Two appropriations totaling $166 Billion for the war in Iraq. 

· Snow in the Carolinas, flooding in Kentucky, wildfires in California, extra-heavy rain in Seattle, an early Nor’easter, Hurricanes Charley, Frances, Ivan and Jeanne in Florida and many states of the Southeast, and most recently mudslides in California brought about by heavy rains, which conspired to hammer the citizens of the continental US.

· Sprint’s Bill Esrey, Boeing’s Michael Sears, Healthsouth’s Richard Scrushy, Freddie Mac, Dennis Kozlowski, Dick Grasso, Martha Stewart, Putnam Investments, Strong Mutual Funds…… what more need be said?  Corporate scandals abound and this has resulted in Sarbanes-Oxley legislation that has fundamentally changed the way public businesses report finances and manage their employees. 

	Labor / Workforce Pain Points for Retailers


Challenging Labor Force 

Gone are the days where we have a well-educated, motivated work force in most retail stores where the checkout employees stay with the same company for several years. It used to be that turnover was less than 70% in an average year in retail. Today, however, turnover rates can approach 300% in some retail segments. Even in a tight labor market as we have seen the past few years, low-end retail jobs have been plentiful as the workforce simply moves from one employer to another if they don’t get the hours or the benefits that they want. Due to the heavy turnover, Improving Ease of Use and Speed of Training are going to be big motivators for replacing POS systems in the future. Eighty-one percent (81%) of the same survey respondents said that Improving Ease of Use was a high priority motivator. Retailers are continuously challenged with new features to POS systems as well as new people working the registers.  Both of these issues add to the need for their next system to be extremely easy to learn and use.

Training Needs 

Related to the previous section, in-store retail training in the 21st century is vastly different from when NCR first rolled out their cash register in the late 1800’s. PC-based POS systems that have more processing power than the Apollo spacecrafts are the norm now, and one study from 2001 stated that 92.1% of retailers provide training on Technology Skills. However, that same study showed that only 85% of those same retailers offered training on Product Knowledge, and less than 70% offered training in Brand Identity and Corporate Culture. This appears to be an obvious disconnect, since the most recent (2001) USDA Economic Research Service study showed roughly 65% of all households in the US have a PC, and 54% have Internet access.

Shrink is Home Grown 

Having addressed the challenges and needs of the labor force in the previous two sections, retailers might expect that they’re home free as far as their staff is concerned, right? Not so fast. The National Retail Security Survey from the University of Florida has detailed the levels and sources of inventory shrink in retail for the past dozen years. There has been a general downward trend in the shrinkage rate from 1.95% in 1994 to 1.65% in the most current report (2003). This is good news for retailers, especially those like Supermarkets where this rate exceeds their profit margin. There is a “however” associated with this data, however. Contrary to what one might normally expect, this study shows that the largest contributor to retail shrink is employee theft. This is easily explained since as retailers invested heavily in shoplifting deterrents (EAS, CCTV, lanyards, etc) the overall level of shrink has declined as shoplifting decreased. The level of employee theft, however, has not declined, hence making it the single largest contributor to shrink (47%, down 1% from 2002). Retailers are therefore faced with investing still more resources in those that they have already invested in to search for, hire, equip and train. Based on data from the FBI Uniform Crime Reports, current crime rates are 300% of what they were in 1960. We don’t expect this trend to decline by any appreciable amount in the future. 

Does it Translate to Retail? 

The term “Workforce Management”, or WFM, has historically been used for manufacturing plants and more recently for call centers, and has typically been the domain of an ERP-type player (such as Seibel or SAP) in the space.  Workers in these industries tend to be vested, centrally located and have regular and consistent shifts. As such, there has been a sense from retailers that the applications were less than flexible, applying almost a lockstep mentality towards workers.  Since workers in the retail industry are not centrally located, have more diverse hours and tend to experience higher turnover than other industries, this kind of WFM application really didn’t make headway into retail until recently.  With newly designed flexibility, WFM has shown up in just the past handful of years as a convergence of Labor Scheduling, Time & Attendance, and other HR-oriented applications. New options (ability to consider non-standard shift hours, divergent skill sets, higher turnover, etc) and increased forecasting and planning capabilities have resulted in a much more powerful tool set for retailers. The ERP-type players are present, however, with applications that they have retooled for retail.  The problem for retailers now becomes one of choosing which application and feature set is most applicable to their situation; no small task when IHL’s database shows over 200 companies that provide such components to retailers. 

Integration with Other Applications 

Real-time integration has become a necessity in many retail formats as the retailers “match” competitor’s prices and provide cross-channel integration services such as order online and pick-up at the store. In these situations a once a day batch processing of information is not adequate. Another aspect of integration has to do with a topic already discussed, namely, preventing shrink. Going back to the University of Florida study mentioned before, Administrative & Paper Error (15% of shrink) and Vendor Fraud (6%) have been declining the past handful of years, due in part to enhanced financial and reporting systems being integrated with supply chain systems. Given the successes in these two areas, as well as the reduction in shoplifting through EAS and the like, retailers would do well to focus on increased integration of their security technologies with the POS-based applications and Time & Attendance/Labor Scheduling when considering changes to their store technologies. Since 69% of the total respondents to the IHL/RIS News Unlocking POS study stated that Reducing Cashier Fraud was a high priority, retailers are realizing that the more their POS systems can interact with other applications, the more they can save on theft. Integration will be enhanced with the recent release of the IXRetail Worker Management Schema from NRF/ARTS. This schema focuses on basic needs such as set up, scheduling, pay rates and tracking. It also enables management of worker information such as availability, assignments and qualifications.

	Key Technology Trends Affecting THE WORKFORCE


Browser Based Design

One of the most significant development trends in recent years has been the emergence of browser-based design for applications like Worforce Management.  Designing the application to operate through a web-page design, software providers have provided for solutions that have much greater cross-platform functionality than in years past.  It is has also provided retailers with some fundamental options as to where the applications should be hosted.
HQ Hosted vs. Store-Based Server Location

As networking technology has advanced, so too have your options concerning how applications are architected, and how communications occur between headquarters and the store. There was a time that the real-time use of store-level data was usually overcome by events, as too much time would elapse from the time it was collected, batched to headquarters, processed (usually on a catch-as-catch-can basis) and delivered back to the store in an actionable format. Today, however, the technology is available to allow store- and headquarters-based managers to access near real-time data throughout the enterprise from anywhere they can launch a browser. For those retailers not wanting to relinquish any aspect of control for their own data, current applications may be hosted on an in-store server or on one at headquarters.  Currently, IHL research indicates that more than half of Tier 1 retailers have store-based (vs hosted at HQ) workforce management applications, but the research also indicates that this is changing rapidly towards a HQ-hosted scenario. Hosting the application at headquarters enables less complexity but more functionality at the store, and browser technology advancements enable managers to access data from anywhere they are: in their store, at headquarters, or on the beach. 

Staffing vs. Service Levels

As a retailer you are keenly aware of the impact of out of stocks on your business and most of the inventory and RFID initiatives are designed towards eliminating them.  A second key component is having the proper staffing to get that merchandise to the sale floor and for the personnel to know where it is in the store.  Shelves can only handle so much merchandise at a time.  If peak times cause potential out of stocks because you do not have the staff to pull the product from the back of the store, this is a big problem.  Workforce management packages that can provide alerts as these problems begin to arise and historical forecast input will allow retailers to optimize staffing.  Often during these peak times, it is not so much about not having enough labor in the stores as much as it is that labor not being optimally distributed for that peak time.  Labor forecasts and schedules assume that peak hours today will be the same as the last time.  But often this is not the case.  When integrated in real-time, these packages can alert managers when certain stock levels are low or certain areas of the store are understaffed, thus recommending shifting of personnel already in the store.

Broad Application Suites vs. Point Solutions

Although this report is specifically about Labor Scheduling, we would be remiss to not mention that there is a trend towards larger Workforce Management Suites that integrate HR, Time and Attendance, Payroll, Labor Scheduling and more recently – Task Management.  That being said there remain many retailers currently have packaged applications for all of these other functions while the Labor Scheduling component has often been an internally developed application in the past.  Our research shows that increasingly retailers are finding their internal applications (many 10 years old or older) are no longer adequate for today’s hypercompetitive market conditions.  
	Looking Ahead, What’s Next?


Are They Really “OS Agnostic”?

In the past three or four years, vendors have gone to great lengths to make their hardware and software solutions run on any OS platform that the retailer might have installed. The trend is related to the fact that retailers want to get away from being locked-in to a given vendor’s (proprietary) architecture. As open systems have enabled greater reach for hardware and software vendors, the industry has used the term “OS Agnostic” to mean that the hardware or software doesn’t care what operating system is running. While we take exception to the term “OS Agnostic” (agnostic, by definition, cites an inability to discern, not an apathy towards) and would prefer to use the more proper “OS Apathetic” (meaning the hardware or software doesn’t care what OS is running, it’s going to run just fine), the fact remains that this is an area where significant collaboration and innovation is occurring by and between solution providers. Especially in the Workforce Management arena (which is currently seeing a very rapid move from being on a store-based server to one at HQ), the ability for an application to run on Windows, or any other platform that might be encountered is important. Further, the traction that browser-based applications have made in the past few years is considerable, and we don’t expect that to decline anytime soon. As the aforementioned innovation makes its way to the workforce interface, OS-specific nuances will be removed, training will be simplified, and lower overall workforce costs will result (not to mention lower overall IT support costs). 

What About Hardware?

The PC technology advancements we’ve seen in the recent past will bleed over into hardware areas that impact workforce management. We expect the time clock as we know it to essentially disappear, as secure login at the POS coupled with biometric verification (fingerprints, etc) will begin to take hold.  When the store format is too large for everyone to clock-in at the POS, we expect to see employee kiosks running technologies like Microsoft’s Windows® Embedded for Point of Service (WEPOS) that provide access to employee portals, schedules, and benefits when not being used to clock-in.  We expect specialty keyboards to begin showing up more in retail with fingerprint scanners. We don’t anticipate an RFID-based Time & Attendance solution anytime soon (since we can think of several ways to defeat such a system), but Security and Access systems will see more biometric enhancement. As prices drop for wireless tablets, more store managers will be able to wander their stores and access backoffice systems, making inventory, task and staffing changes on the run. Larger retailers will begin to make use of blade technology for their servers (some of which will be in the stores), which will go a long way to reduce the footprint, support, power and A/C costs.

Application Enhancements Going Forward

It wasn’t all that long ago that most store managers were using pencil and paper to do their labor scheduling and time & attendance. In fact, just this past year we came across a major specialty hardgoods retailer that was using several different manual systems in their stores, and then faxing or emailing this data to headquarters where it was manually input to the payroll system. This retailer has since automated their processes, implementing employee self-service and for once having all employee information in one location. The really big step has already been taken by most retailers; namely, recognizing the need for change from the long-standing manual system and selecting a solution. The enhancements we see going forward are related to the area of integration with other applications. Current systems are making inroads to significant integration with existing POS systems (and in some cases deli scales and other embedded devices), which provide sales volume and inventory usage data. Next on the integration path should be HR and then traffic counting solutions. The HR integration will go a long way to assist with budgeting for sales/labor hour goals, and the traffic counting solution would allow retailers to see their traffic data as a function of time. Following these, we expect training (or, as some call it, “learning management”) and ERP solutions to be the next targets. 

A browser-based design will enable retailer-specific customizations and allow retailers and software developers to quickly adapt to new market challenges in a way never before seen in retail with systems that go across the platforms of different store systems. By enabling employees and HQ-based managers to access the application via the Web, retailers can free employees to indicate availability, review schedules and swap shifts, and HQ-based managers can work with data to take a more active role in labor planning. Further, we expect deeper integration with security systems (especially with the use of biometrics), promotions management, and specific task planning. The goal of all this is a sometimes misused term called “Workforce Optimization.”

Survey Said…What About 2005 and Beyond?

What does the future hold? Retailers will continue to adapt to a more widely diverse workforce; more diverse in culture, education and expectations. Immigration will ensure more and more of the world’s culture is represented in retail as well.  And retail workers will continue to have differing expectations about where they work (type of retailer, mall location, etc), when they work (shift choice, flexible hours, etc) and why they work (benefits, potential for advancement, etc). In retail today, those that succeed are those that are most adaptable to change. Technology is a big part of that equation, but it’s not the only part. Labor will continue to be a major part of the cost structure.  The application of technology, especially in the area of Workforce Management, will go a long way to keeping the variable costs involved in labor at a minimum.

	Best Practices Awards


Aramark – Providing Those Hot Dogs at the Game Just Went Hi-Tech 

Pennsylvania-based Aramark provides managed services — from catering and concessions to tourism and hotels — for some of the country's best-known sports facilities, convention centers, national parks and resorts. They partner with sports and entertainment venues throughout the United States with a focus on creating the ultimate fan experience and helping clients run cost effective, facilities. With more than 50,000 employees in the company's Sports and Entertainment Services division, Aramark has to balance labor expense for facility owners while ensuring adequate staffing and high-quality customer service.

Aramark's labor management foundation includes Kronos’ Timekeeper running on a Windows server network at each of its 17 sites. The system automates employee time collection at each site and transfers it to payroll for check processing. After Timekeeper terminals collect employee information, they automatically transfer the data to Aramark's corporate payroll system, eliminating the need for manual entry, saving time, producing accurate accountability, and safeguarding against errors.

Aramark needed to turn employee-related data into useful information. By using Kronos for frontline labor management, which includes automated labor scheduling, they were able to achieve the desired efficiencies in their labor management process. While Aramark does some scheduling now based on the information it collects from badge-based Timekeeper terminals, it will increase this capability by using Kronos' automated scheduling software. Aramark will then be armed with all the information it needs to properly schedule labor for events based on criteria fed into the system. 

Additional enhancements to the system include the planned use of the Kronos HandPunch, a biometric identification system. The employee enters a four-digit code via the keypad on the HandPunch and then glides her hand onto the HandPunch.  Her identity is verified in less than one second. 

American Eagle Outfitters – Labor Scheduling Takes Retailer to New Heights

American Eagle Outfitters is a $1.5 billion mall-based retailer sells casual apparel and accessories (shirts, jeans, shorts, sweaters, skirts, footwear, belts, and bags) aimed at men and women ages 16 to 34. Virtually all of the company’s products bear its private-label brand names: American Eagle Outfitters and AE. They operate more than 800 stores with over 17,000 employees in the US and Canada.

American Eagle Outfitters had been scheduling their staffs manually. Additionally, they recognized that many of their competitors were using labor scheduling packages, thus putting them at a significant disadvantage. “We wanted what many retailers desire in this area: to be more effective and more efficient through scheduling workforce talent to the business needs,” says Joe Kerin, executive vice president of store operations at American Eagle Outfitters. “Our business is fairly labor-intensive. Employee count and hours worked are significant relative to sales volume. We wanted to give managers at the store level – who may or may not be skilled in scheduling a retail calendar, with its many twists and turns in traffic patterns – a tool to save them time and develop the most effective schedule.”

“Managers worked with pen and paper, making a list of names, day by day, hour by hour, plotting it manually on a grid for stores of upwards of 70 people,” Kerin says. “Schedules were filled with flaws and based on emotion and guesswork. Managers didn’t have sufficient facts at their fingertips to make or qualify their judgment calls.” SAP StaffWorks automatically evaluates scheduling variables like customer traffic, floor coverage, employee skills and availability, point-of-sale data, workloads, budgetary constraints, and payroll objectives. The system then creates the optimal schedule for each location.

“We’ve had a 50% increase in schedule effectiveness using SAP StaffWorks. We are scheduling the right people at the right times and in the right quantities,” adds Kerin. “Our productivity this year is up nicely over the preceding year, and SAP StaffWorks is an important enabler of that improvement.” Not only is productivity up at American Eagle Outfitters – so are sales and customer service.
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Shrink losses totaled $33.6 Billion in the most recent University of Florida study.





“Labor scheduling initiatives deliver the number one, most consistently fast payback in retailing today.” 


(Gartner, 13th Annual Retail Technology Study)
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