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The Retail Visibility Gap:

\What Comes After
Cloud Migration




Whether you're still on-prem or testing the cloud,
the challenge remains the same: too many systems,
too little clarity.

Legacy platforms kept operations running, but they
weren’t built for the speed or scale of modern retail.
And while many have already made the move to the
cloud, migration isn’t the finish line; it’s step one.

Real transtormation happens when every conversation
across stores, warehouses, and HQ connects,

turning communication into insight and operations
into advantage.
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Why Visibility (Not Just Cloud)
Defines Success

Cloud migration is an important milestone, but it’s
not the full story. Some retailers are still making that
move. Others already have. But across both groups,
the challenge remains the same: connecting
communication patterns across stores and systems
to see what’s really happening in the business.

The Retail Visibility Gap



The retailers pulling ahead aren’t just migrating; they’re
unifying. They’re building a connected infrastructure
that bring every interaction, from store floors to HQ,
iINto one secure, intelligent platform.

That’s the visibility gap. It’'s not about being in the
cloud; it’s about having a connected communications
foundation that turns everyday operations into
actionable intelligence. And it’s the difference between
managing distributed operations and orchestrating
them with confidence.
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\What Is The Retalil
Visibility Gap?
Here’s the disconnect: 4972 of multi-location retailers

report that fragmented systems slow down decision-
making and negatively impact the customer

experience. But that stat doesn’t capture the full story.

\When store teams rely on separate tools to access
back-office operations, or IT can't see performance
trends across locations, the business operates in the
dark. Every new store launch becomes a manual
exercise. Every service delay can be traced back to
disjointed systems.
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You’re not just dealing with inefficiency; you're running
a distributed operation without a nervous system.

The result? Store managers can't get answers fast
enough to solve problems. You can’t identity patterns
until they’ve already impacted customers. Expansion
strategies are built on incomplete data because
communication isn’t connected to insight.

Modern leaders don't need better tools; they need
a foundation that turns everyday conversations into
strategic intelligence.

The Retail Visibility®Gap




How Do Leaders Close
The Gap?

Forward-thinking leaders are redefining what
communications infrastructure should actually do.
It’s not just about connecting people. It’s about
powering better decisions across the business.

Why every conversation matters
(when you can see it)

Your associates, managers, suppliers, and support
teams are already having thousands of conversations
every day. Peak call volumes at certain locations.
Response-time patterns between stores and HQ.
Support trends that reveal training or system gaps.
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When communication lives on a single platform, every
interaction becomes visible. Store-to-HQ response
times, call quality during busy periods, and adoption
trends, all in one place. You can identity bottlenecks,
measure the impact of training, and pinpoint where
stores require additional support without the need for
weeks of manual reporting.
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LSH Auto turned this visibility
iNto results

e Call answer rates jumped from 6074 to 9072 at
peak times.

e Average wait times dropped by 507.

e Call volumes decreased because more inquiries got
resolved on first contact.

That's what happens when you can see (and act on)
communication patterns in real-time.

Read the case study

Call answer rates jumped
from 60% to 907 at
peak times
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How to scale retail infrastructure
without disruption

Peak season doesn’t wait for IT to be ready. New store
launches don’t pause for manual configuration. Your
infrastructure has to move at the speed of retail.

With 8x8, you can scale instantly and securely using
zero-touch provisioning and centralized management
to bring new stores online in days—not weeks.

\When you need to scale for Black Friday or spin up
a new market, your infrastructure simply works.
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\What retail communication
intelligence actually means

Many retailers still treat communication data as
plumbing: essential, but not strategic.

The retailers leading the way treat every interaction
as an opportunity for insight. Every store-to-HQ call,
supplier check-in, and customer inquiry feeds a single
source of truth about performance, experience,

and opportunity.

The Retail Visibility




Analytics turn those patterns into intelligence:

e Peak call volumes highlight which locations
need support.

¢ Response-time trends show where processes are
breaking down.

e Quality metrics surface training opportunities before
they affect customers.

Custom dashboards track uptime and compliance,
giving IT the visibility to act before issues
become problems.
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The true cost of fragmented
retail systems

When Kathmandu unifled communications across all
locations, they didn't just simplity their tech stack; they
cut telecommunications costs by 607 and gained the
consistency they’'d been missing.

That’s the hidden cost of fragmentation: redundant
licenses, siloed maintenance, and unpredictable
spending that scales poorly.

A single platform with unified management brings
predictability, efficiency, and total visibility. IT spends
less time fixing integrations and more time driving
what matters most—exceptional in-store experiences
and the infrastructure to support growth.

Read the case study
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\We now have consistency across all
locations, and we’ve reduced our total
telecommunications costs by 607.

IT Infrastructure Manager,
Kathmandu
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\What Does "Better"
Infrastructure Look Like?

Modernization isn’t the goal; it’s the foundation.
The retailers gaining ground today are building
infrastructures that let them move faster than

the market.

That means three things:

Reliability that scales consistent 99.99972 uptime SLA for all
]_ site-level deployments backed by 35+ global data centers,
so Black Friday doesn't become a crisis.

Security that protects. Enterprise-grade security across every
)  location, with the ability for store associates to reach help
instantly when retail crime incidents occur.

Control that simplifies. One admin console, one platform, one

3 source of truth—giving you the visibility to act fast and the
flexibility to adapt without disruption.

The Retail Visibility Gap 15



As Chantelle's Helpdesk Manager put it: "The system's

more stable, and we're no longer afraid to make
changes. Time savings are another big benefit that's
really helped improve team morale.”

That's what a proper foundation gives you. Confidence
to adapt without fear of breaking something.
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Three Questions You
Should Ask

1 Can you see performance patterns across every location in
real-time, or only after issues appear?

2 Can you activate new stores or scale for peak season in days”?

3 Are your communications feeding a unified intelligence layer?
Or hiding insight in silos?

Modern retail leaders build connected foundations that
bring every store, and team together—simplitying and
unifying their operations, and giving them the visibility
and confidence to act faster across the organization.
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Key Takeaways: Closing The
Retail Visibility Gap

The bottom line

& Whether you're in the cloud or on your way there,
unifying communications turns infrastructure into
strategic intelligence.

What changes

V4 Every conversation across stores, HQ, suppliers, and support
becomes visible, measurable, and actionable, turning daily
interactions into operational insight.

Why it matters

v Retail IT leaders gain the visibility to identify issues before
they impact customers, the agility to scale without disruption,
and the confidence to support growth with clarity.

The next step

v Build a foundation. Move from legacy systems to a cloud
unified communications platform that connects your brand,
creating a single source of truth across your entire operation.
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Ready to connect your stores?

N, Explore 8x8's retail solutions to see how unified
communications create strategic advantage.

N, Schedule a platform demo to understand how this fits
your environment.

N, Talk to a retail infrastructure expert about building
a foundation for growth.

The Retail Visibility Gap
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https://www.8x8.com/about-us/contact-us

Why 8x8 Platform For CX”~?

The 8x8 Platform for CX brings together
communications and collaboration on a single, reliable
foundation. With a unified architecture and centralized
management, it simplifies complexity and helps retail
IT leaders modernize their operations at their own
pace, laying the groundwork for greater visibility

and smarter decision-making as they evolve.

One platform. Total visibility. Strategic control.

Learn More >


https://www.8x8.com/platform

