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British Heart Foundation, the charity providing 
pioneering research, vital prevention and quality 
care for people living with heart disease, will be  
implementing The Retail Suite in the New Year. 
Cornerstone to an initiative to increase revenues 
and drive efficiencies in store, phase one will see  
The Retail Suite – Store rolled out to over 580  
British Heart Foundation charity shops nationwide. 

The new system is expected to drastically reduce 
the many paper-based processes associated with 
charity retailing – freeing staff time and supplying 
much tighter, auditable, management information. 
Itim will also supply much simplified screen layouts, 
assisting ease of uptake, particularly for volunteers.  

The biggest win for the Foundation will be 
the improved efficiency and administration 
processes around Gift Aid – the tax relief on 
money donated through customer purchases. 
An integrated module will uplift sign up  
rates to the initiative and enable donations  
to be processed faster and more efficiently 
than at present.  

Keen to continue using technology to drive 
extra revenues, the charity is also reviewing 
ideas such as in store media for streaming key 
sponsor advertising and customer education 
screens to replace space and cost consuming 
paper-based display areas – all available  
in The Retail Suite. 

Itim, who work with other charitable trusts such 
as The Royal Academy, The Royal Collection 
and The National Trust, are delighted to also  
be contributing to this valuable charity effort.

   

 
 
 
 
 
 

In the last Itim Additions we announced the 
launch of our new branding – Adding Retail 
Value. This dedicated mission to adding real, 
bottom line returns through all our solutions 
couldn’t have been better timed, or be proving 
more valuable to our customers, than in the 
current challenging trading conditions. 

With profits under the cosh, businesses are 
looking for new ways to improve operational 
performance to protect margins. IT budgets 

are challenged, but retailers need to continue 
to invest, not least to become PCI compliant. 
Many retailers are struggling with the inflexibility 
of their legacy systems, but also with a lack 
of integration across platforms and channels. 
Promotional management is a common issue 
raised by many people I talk to. All too often, 
blunt promotional instruments are applied 
across ranges and channels. These don’t have the 
desired impact and lose retailers valuable margin 
in segments that don’t need to be discounted. 

We’ve made tremendous strides with our 
Software-plus-Services solution for retailers – 
The Retail Suite. I’m delighted to announce 
Version 3, which has exciting new developments 
specifically targeted at helping retailers become 
more efficient and effective at managing ranges 
and promotions, and taking rapid actions on 
under or over performing product lines. 

Since our launch earlier this year, I’m delighted 
to say that we now have five new customers 
using The Retail Suite and we expect three 
more retailers to be on board in the next  
few months. For retailers struggling for cash, 
The Retail Suite’s subscription model is 
proving to be very attractive in the current 
economic climate. 

Borders UK is now live with The Retail Suite. 
This browser based, fully integrated end-to-end 
solution is already proving to drive a substantial 
return on investment – in the case of Borders’ 
full systems replacement project – in less than 
3 months!   

I hope you will enjoy reading this newsletter 
where we’ll share more examples of why Itim’s 
mantra and commitment to Adding Retail 
Value is delivering returns for our customers.

Simon Curtis 
Managing Director 

“Having evaluated all supplier options  
and the possible benefits for our charity,  
I am looking forward to the improved  

business efficiencies that Itim will  
generate for our cause.”

Steve Biddle, Finance Director, British Heart Foundation 

The Retail Suite raises the beat  
at British Heart Foundation

Why not support the British Heart Foundation by shopping with 
them this Christmas? For an extra-meaningful gift, take a look 
at their just launched ‘Something New’ range, now available  
in store and at www.bhf.org.uk/christmas   



In 2002, Itim implemented the UK’s first, fully 
functional mobile EPoS solution. The hardware 
device it was delivered on was a Casio. Today, 
Casio are not only a valued partner but our 
customer also, now using The Retail Suite 
– Store in their UK flagship on Carnaby Street.

The Retail Suite – Mobile is now implemented 
on Casio devices in a number of businesses 
including Borders, Roche and, most recently, 
at successful family owned toy business –  
The Entertainer.

Stock related checks and marking up product 
pricing in over 50 shops was an area of 
The Entertainer’s business that hadn’t yet 
benefited from new technology. Placing 
stickers on individual products was an 
inefficient, time-consuming approach and 
posed problems when delivering competitive 
initiatives such as price changes and 
promotions. Many manual activities, such 
as working from printed lists and rekeying 
information into back-office computers, were 
inefficient too. As their POS provider, The 
Entertainer turned to Itim to supply a solution.

Hanging-tag labels are now produced and 
staff can easily perform the required central 
merchandising system checks that go alongside 
maintaining accurate pricing displays. Staff 
can now also check stock positions on the 
shop floor or in the stock room, in nearby 
stores or in the warehouse. By simply scanning 
any product, latest price and availability 
information is instantly presented on the  
Casio device. Whether for the purpose of 
restocking, pricing or dealing with customer 
product availability queries, The Retail Suite 
– Mobile has delivered a far easier, faster and 
more reliable solution than was available before. 

Staff time has been enormously freed up  
and customer facing time and service has  
risen accordingly. All told, the Itim/Casio 
solution has enabled the goals of better 
service, and the time and money savings 
required to ensure store administration costs 
fall within budget. In the New Year, Goods 
Receiving will also be implemented, removing 
the further paper stream and inefficiencies 
associated with stock transfers and deliveries.

Partner and Customer

We’re seeing great benefits 
already and now have the 
technology platform to 
deliver future initiatives.

Ian Pulsford, The Entertainer

ANNOUNCING VERSION 3 In the last Additions newsletter, we launched The Retail Suite. Since then, five retailers have 
understood and signed up to the value that this brand new approach to retail technology 
delivery and payment can bring to their business. Today, because it can be implemented so 
quickly, we already have real proof that The Retail Suite is delivering the impact on retailers’ 
profitability that we promised. This is not only a fully integrated end-to-end solution delivered 
through a browser, but a unique Software-plus-Services proposition, and the depth and 
breadth of its functionality is expanding rapidly.

The Retail Suite Version 3 arrived into production in December this year and is packed  
with new, exciting modules and existing functionality enhancements, all aimed at improving both  
the effectiveness and efficiency of running today’s retail enterprises.

The diagram below sets out the extended retail processes that are now addressed by The Retail Suite. 
To find out more, take a look at ‘What’s new’ opposite, visit www.theretailsuite.co.uk, or contact Itim.
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Lipsy gets dressed for first retail outing 

What’s new in Version 3 
In this release we’ve focussed our efforts on helping 
retailers deal with the increasing number and churn 
of products that go through a retail enterprise in this 
increasingly multi-channel world. We’re therefore  
delighted to announce four retail process developments 
that will provide even greater value to our customers.

External Catalogue Workbench helps  
retailers import data from supplier catalogues 
through easy-to-use mapping and integration 
techniques, eliminating much of the normal effort 
associated with creating new products. Once 
created, these supplier catalogues are held in a 
separate area of The Retail Suite. Products can 
then be easily incorporated into the retail catalogue 
and enriched with supplementary information. 
External Catalogue Workbench takes all the pain 
out of dealing with product information and permits 
flexible, rapid decision-making on what to sell.

Product Action List recognises that a common 
problem with retail systems is that they are structured 
to work in a predefined, unrealistic data entry 
sequence. Our solution takes into account the way 
that retail business processes are actually sequenced. 
The Retail Suite helps you create lists of products 
on which to take action, either by filtering on 
performance selection criteria, or by direct import 
from spreadsheets. Typically, you might use selection 
criteria to help identify all the products across a group 
of categories that have less than a certain number of 
weeks cover, for example, or those that are amongst 
your top performing products. Once created, Product  
Action Lists can be used for your key retail buying, 
merchandising and inventory management processes.

Buyers Worksheet has been designed to help 
retailers determine what to order, based on previous 
sales performance for the same, or a like product. It 
then enables progression of these buying intentions 
directly through to Purchase Orders, at the click of 
a button. Worksheets can be created from Product 
Action Lists and orders created, either for delivery 
into the Warehouse, or direct to stores.

Merchandising Core Profiles is an  
enhancement to our existing Allocation and 
Replenishment functionality. It enables sophisticated 
grading of stores by merchandise hierarchy, product 
core status, and/or flexible store based parameters 
such as rate of sale and store turnover. Products 
can be managed right through their buying lifecycle 
and can easily inherit min/max and weeks cover 
parameters from both their status and position in 
the hierarchy. Changes can be made at the click 
of a button by reviewing product Key Performance 
Indicators such as weeks cover and stock turn 
against ideal stock levels.

Designed with rapid implementation in mind, The Retail 
Suite – Store has a fully integrated EFT module, fulfilled 
via a pre-accredited, PCI-DSS certified, managed service. 
Bypassing the lengthy accreditation process associated 
with new installations meant booming fashion brand 
Lipsy could implement the solution in just four weeks, 
ready for the opening of their high street debut store  
in Brent Cross this October. Itim is delighted to have 
contributed to the cost-effective smooth start of Lipsy’s 
latest retail venture.



Hot technology topics may appear to come and go but truly ‘hot’ topics never really disappear. 
Initially they turn up as specific developments for the forward-thinking retailer. If proven to add 
value, they then turn up in development roadmaps of forward-thinking suppliers. Ultimately 
they become core functionality that every good system should have. Itim excels at picking out 
hot topics, defining clever solutions early and moving these through the development lifecycle 
quickly and cost-effectively. This is precisely how we at Itim seek to add value. So, what’s ‘hot’ 
now and how could it sizzle? Here’s what we think…

The days when software was only available 
on CD to install locally are long gone. 
Software as a Service (SaaS) means 
businesses can use software on a pay as  
you go basis over the Internet. Microsoft’s 
vision for SaaS and on-premise software, 
called Software-plus-Services, offers the 
choice between delivery models depending 
on business needs.

 
In this issue Simon Gautrey, Software-
plus-Services Lead at Microsoft shares 
his thoughts on the benefits of this latest 
initiative in the retail industry:

The ability to provide Software-plus-
Services requires lots of storage capacity, an 
interconnected network of different devices 
(mobiles, PCs, PDAs etc) and large central 
data centres with remote Internet access. Itim 
now provides all of this with The Retail Suite. 
Now, compared with the traditional way of 
buying and consuming software by installing 
an application locally, managing it ‘on-
premise’ and paying for it up front, retailers 
can access an enterprise systems via the 
Internet, they don’t have to manage it, and 
they can conserve cash by subscribing to it.

Applications and data accessed over the 
Internet in this way have been dubbed as 
‘SaaS’. Popularity for SaaS is indeed growing, 
but will not render on-premise software 
obsolete. There remains a requirement to 

provide both options, which The Retail Suite 
also does. This model goes beyond packaged 
software to provide increased flexibility and 
choice in deployment options, including on-
premise, over the Internet, or hybrid solutions 
that deliver the best of both worlds. 

Having this choice delivers the following 
benefits to retailers:

Focus: Retailers want to spend their time 
selling products, not contending with the  
day-to-day requirements of in-house systems.

Flexibility: Rapidly changing businesses 
need options and can’t be bound by inflexible 
software. The rapid deployment and agility  
of Software-plus-Services solutions provide 
this flexibility.

Assistance: Software-plus-Services opens 
up access to external support teams to  
bolster the often-limited bandwidth of  
internal IT departments.

Managed expansion: Easily manage  
the cost-effective expansion of store estates,  
or business and IT strategies – such 
as facilitating the merger of two retail 
businesses in a neutral IT environment. 

Employee productivity: Cloud services 
enable access to core business information  
on the move.

Temporary infrastructure: For events, 
Christmas trade, in store training, or 

collaboration between merging businesses, 
hosted services are an ideal solution. 
Software can be easily and affordably 
procured, deployed, and managed to fit  
the retailer’s needs. 

Agility: Providing the opportunity to try 
out new technology before an upgrade or 
migration, hosted Software-plus-Services 
solutions remove barriers including lengthy 
implementation schedules, budgetary 
constraints, and limited IT resources. 

There is no doubt that the uptake of 
Software-plus-Services is growing at a rapid 
rate. Research by AMI-Partners shows that 
traditional packaged software spending 
will average 6% annual growth versus 
14% for ‘in the cloud’ applications. I hope 
my explanation here has gone some way 
to explaining why I believe that the retail 
industry will be no exception in experiencing 
this trend.

Hot Topics in Retail Technology
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Borders achieve Return on Investment  
in under 12 months
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In the last Itim Additions, we announced the start of our project with Borders (UK) Ltd. The Retail 
Suite has now been fully delivered in an astounding seven and a half months. The project has 
enabled Borders’ strategic objectives to be met – replacing all systems from their former US parent  
within a very tight schedule whilst also shaking up the new business and eliminating unnecessary 
costs. The Retail Suite was key to these efforts under three pillars of change:

The Retail Suite saved Borders 40% against 
their budget. Furthermore, supplied on a 
monthly subscription basis, Borders did not 
incur capital costs, saving cash instead for 
other important initiatives.

The Retail Suite is the first Software-plus-
Services, end-to-end solution for retail. Borders 
now benefits from the significant reduction 
in fixed annual costs that only this innovative 
delivery and payment mechanism can bring.

Even under normal expenditure terms Borders 
has achieved Return on Investment in less  

than one year – impressive considering  
the project has turned a cost of acquisition  
exercise into a self-funding programme that  
is now the foundation for future opportunities 
and improvements. 

In Software-plus-Services terms however, this 
initiative has truly enabled a benefit now, pay 
over time advantage. There are numerous ways 
in which to account this, but there is no hiding 
from the financial benefits. If simply taken  
over a five-year payment term, ROI has  
been delivered in just 2.34 months. 

	 SUPPLY CHAIN  
	 AND STOCK HOLDING 

Borders’ inherited central distribution model 
was impacting margins. The Retail Suite 
enabled daily replenishment direct from 
suppliers. This addressed customer demand, 
made for a more responsive, cost-effective 
business, reduced stock by 20%, liberated  
cash and increased sales. Now, replenishment 
against 300,000 products across 41 stores  
is automated and runs daily, in minutes.  
EDI orders are now with suppliers within 20 
minutes, and stores use HHTs to book in stock 
directly and create GRNs, which are centrally 
matched against invoices and their associated 
POs. The whole process is now automated 
and exception or algorithm based, requiring 
minimal clerical intervention. 

	 HEAD OFFICE  
	 PROCESS STREAMLINING

UK business processes, all mirroring  
the former ‘USA way’, were completely  
re-engineered. In particular, the Buying  
and Merchandising processes for 300,000  
stocked products and an extended in-print 
catalogue of over 3,000,000 titles were 
untenably resource hungry. Three world-class, 
streamlined, workflow modules were  
created in response – Catalogue, ‘Front List’ 
Ordering, and ‘Back List’ Replenishment 
Management. These pull related product 
information together, enabling concurrent, 
common work on multiple products, and 
providing both micro-management and  
rules-based volume automation tools,  
in one application. 

	 SYSTEMS INDEPENDENCE AND 		
	 AFFORDABLE MANAGED SERVICE

To fulfil their independence objective, 
Borders had to meet an inflexible timeline, 
but within a stringent budget. Traditional 
ERP could meet the former, a component 
based solution the latter. Being fully  
.Net, web-based and hosted, The Retail  
Suite enabled cost effective, rapid 
configuration and development around 
new, ‘best-for-Borders’ processes, and 
unprecedented implementation speed.  
The time/cost compromise was removed  
and the objective fulfilled – the timely 
delivery of a fully integrated, PCI certified,  
end-to-end solution to streamline core 
business processes, thereby cutting  
Borders’ costs.

“�We’re extremely impressed and the 
business can’t fail to be delighted  
with the results. Our short listing for 
Retail Week’s Technology Initiative of 
the Year is just further testament to the 
extraordinary success of this project.” 

	 Simon Thomas, Borders

1 2 3




