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A Word From the Founders
Here at ROC Associates, we've always held two core values at the heart of how 
we engage with each other and with our customers. We say it all the time, 
"Family First" and "It Takes A Village", meaning if something happens at home, 
it has to be the priority, and the rest of the team steps up and steps in to help. 
These sentiments ring even more true during these uncertain times. We've 
heard it from all corners of the world, We Are In This Together.  

The world we knew seemed to change overnight and attempting to pivot our 
daily lives, our work, our shopping habits and social interactions felt like an 
impossible task. 

ROC had the unique opportunity to open an autonomous/frictionless store in 
March of this year, which was a very poignant and significant accomplishment 
during this unprecedented time, where the consumer experience 'needs' to 
limit human interaction. As part of this project we were fortunate to evaluate 
many low touch, no touch emerging technologies. Everything from Scan and 
Go, Click and Collect, Food Robotics and of course Computer Vision solutions. 

The urgency for these technologies has changed overnight, in fact it's become 
the path to not just survive, but to thrive in terms of meeting the new COVID 
consumer's demand for safety when visiting our essential businesses. 

Our customers have stepped up to remain open and ready to serve, but have 
become more than essential to their communities. They have placed more 
emphasis on taking care of their employees safety, financial recognition for 
the local heroes they are, but also to help those less fortunate through 
donations and ensuring families in need are fed and cared for. This embodies 
our Family First and It Takes a Village approach. 

It's our turn to step up and help our customers rapidly deploy these emerging 
technologies to meet these consumer demands for low touch shopping, 
allowing you, our customer, to continue being the heroes in the communities 
you support. 

We are in this together.  

Fiona Harris 
CEO

Josh Carr 
COO
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Coronavirus has driven more change in one month than 
we’ve seen over several years. This change is unprecedented 
and has even made some of the latest innovations obsolete 
overnight, think kiosks. Convenience, grocery and food 
service sectors are rapidly adopting new strategies to stay 
relevant during the era of ‘social distancing’. As the world 
adjusts to the new norm, consumer experience expectations 
are accelerating the adoption of digital. E-Commerce and 
contactless solutions, combined with an emphasis on health 
and wellness for guests as well as our frontline heroes, will 
be required business practices in the months and years to 
come. Essential business are already providing us a glimpse 
into the future of retail.

The Current Shift in 
Consumer Mindset

-50%

0%

50%

100%

150%

200%

Jan 05 Jan 19 Feb 02 Feb 16 Mar 01 Mar 15 Mar 29 Apr 12 Apr 26

North America
Europe
APAC
Other

E-Commerce Retail Revenue Trend Since Jan., 2020

E-Commerce revenue 
has increased 129% in 
North America year-
over-year1

Spending on Meal 
Delivery Service is up 
70% year-over-year3

More than half of 
Americans are now 
using contactless 
payment methods4

While the full extent of the impact of COVID-19 remains 
unclear, the need to adapt is clear. ROC is here to help  
empower your retail genius. Our approach is centered 
around existing and emerging technologies that tackle the 
issues of hygiene, re-imagining shop & pay to decrease the 
friction and touch that stems from social distancing, and 
reducing the dependencies on human capital, while 
introducing leading edge concepts.

Walmart, Target, and 
Kroger have adopted 
social distancing 
measures5

Amazon places new 
grocery delivery users 
on waitlist due to 
growing demand2

1 COVID Commerce Insight. “Online Transaction Trends by Location”,  3 May 2020, https://ccinsight.org/trends-by-location/#regional-trends 
2 Reuters. “Amazon stops accepting new online grocery customers amid surging demand”, 13 April 2020, https://www.cnbc.com/2020/04/13/amazon-
stops-accepting-new-online-grocery-customers-amid-surging-demand.html 
3 Savits, Eric J. “Food Delivery is Soaring Because of Covid-19.”, 24 April 2020, https://www.barrons.com/articles/food-delivery-from-doordash-uber-eats-and-
grubhub-is-soaring-because-of-covid-19-51587752806 
4 Mastercard. “Mastercard Study Shows Consumers […] Seeking Touch-Free Payment Experiences ” , 29 Apri l 2020, https: //
mastercardcontentexchange.com/newsroom/press-releases/2020/april/mastercard-study-shows-consumers-globally-make-the-move-to-contactless-
payments-for-everyday-purchases-seeking-touch-free-payment-experiences/ 
5 Hanbury, Mary. “Sneeze guards, social distancing markers, and shopper limits […]”, 6 April 2020, https://www.businessinsider.com/walmart-costco-target-
adapt-stores-prevent-coronavirus-infection-2020-3
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Once your guest enters, high 
visibility signage will inform the 
consumer of the steps you are 
taking to sanitize the space and 
place their health and safety as a top 
priority. ROC will provide your stores 
with antimicrobial agents that can 
be applied to all touch-points 
making your guests feel more 
comfortable in high-touch areas. 
These solutions are low-cost and 
effective for up to one-year.  
In the front-of-house autonomous 
cleaning robots will be a welcome 
sight for your guests and they will 
receive instant gratification seeing 
the steps being taken to keep them 
safe . Non- invas ive low-power 

computer vision cameras wil l 
automate compliance checks in the 
back-of-house to ensure safety 
protocols are being met. These 
features are added to your current 
camera inf rastructure for rapid 
deployment.  

No-touch/low-touch experiences 
with reduced friction will increase 
speed of service, reducing the 
perception of long lines from social 
distancing, and offer consumers 
alternative ways to shop and pay. 

A New Experience

Imagine, a guest arrives at your 
business and prior to entering the 
store, walks up to a check-in kiosk 
t h a t i d e n t i fi e s p r o p e r h a n d 
sanitization, captures temperature, 
and through computer vision, 
ensures a mask is being worn. An 
interactive screen will guide the 
consumer through the experience 
while capturing data points to send 
to your team in rea l - t ime i f 
intervention is needed.  

Employees will use similar devices 
integrated into existing labor 
management solutions maintaining 
a safe work environment before the 
employee even clocks in. Sick days 
are likely to increase as employees 
become increasingly concerned 
with their self-health and potential 
for exposure. A mix of automation 
and robotics will help to reduce staff 
dependencies.

ROC is re-imagining the new 
consumer experience through 
the lens of emerging technology.

More than a third of executive-level respondents in a 
recent EY Survey said they are accelerating their 
investments in automation as a direct result of COVID-196. [ ]

6 Krouskos, Steve. “How do you find clarity in the midst of the COVID-19 crisis”,  30 March 2020, https://www.ey.com/en_us/ccb/how-do-you-find-clarity-in-
the-midst-of-covid-19-crisis 
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Eliminate consumer touch-points like kiosk and credit card readers 
through Scan, Pay, & Go technology by putting the point-of-sale on 
the customer’s phone. Removing check-out lines ensures faster 
speed of service increasing your throughput and reducing queues for 
check-out.  

With mobile ordering on the rise, adding micro-fulfillment and ghost 
kitchens to your existing infrastructure will allow for rapid execution 
of orders. Further increase throughput by adopting robotics for 
automated food prep and fulfillment, providing quality and 
consistency while keeping up with demand.  

Mobile app adoption is becoming increasingly difficult as consumers 
are on app overload. Mitigate these dependencies by pivoting to 
conversational commerce and Progressive Web Apps. Platforms like 
Apple Business Chat, and soon Rich Communication Services will 
make mobile ordering as easy as a text message. This will provide 
new insights into consumer preference and make transactions feel 
more natural in a conversational style.  

As delivery aggregators continue to take up to 30% commission, 
autonomous robotic delivery is rapidly accelerating. When a guest 
orders from a restaurant or cafe, an autonomous vehicle will deliver 
the food guaranteeing a contactless experience. Streets will be 
teeming with autonomous services providing retail and food direct to 
consumers.

Ghost Kitchen 
Sound scary? 

Ghost Kitchens are optimized 
centralized food prep and 
cooking locat ions for a 
delivery-only business model.
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Consumers looking to pick up food will opt for 
food lockers so they do not need to walk into the 
retail establishment. Geolocation will identify 
when the customer is at the locker, enabling 
them to open their specific door through a 
mobile device and touch only their product.  

The adoption of computer vision stores will rapidly 
accelerate once Scan, Pay, & Go solutions are 
deployed. Think of Scan, Pay, & Go as a stepping 
stone to fully autonomous Shop & Pay. SP&G will 
transition the process of scanning product and 
paying for it to the customer, but full 
-fledged computer vision enabled 
retai l wil l el iminate that 
friction point for the guest 
by allowing them to 
use a contactless 
mobile wallet to 
enter the store. 
Computer Vision 
w i l l t r a c k t h e 
guest through 
the store as 
well as the 
products .  
This will allow 
them to grab as 
many products as they 
need and simply walk out, 
without the need for scanning. 
Deep Learning tracks the products, 
ties them to the customer’s basket, and 
charges their preferred payment types as they 
leave the store.  

Stores will be outfitted with artificially intelligent 
digital shelf tags allowing for the adoption of 
dynamic pricing during the in-store experience. 
Digital shelf tags will unlock a new era of 
immersive technology allowing for advertising 
dollars to become more effective through 
personalization and immediate conversion 
feedback. 

Personalization occurs through 
mobile experience and interactive 
shelving. Once a consumer selects 
their preferences, be it dietary or 
price sensitivity, digital displays will 
guide them through the store to 
help make informed purchases 

leading to increased throughput 
and basket size, while also 

p rov i d i n g a u n i q u e 
d i f f e r e n t i a t e d 

experience. 

Retailers 
will replace 

t h e i r e x i s t i n g 
monolithic customer 

relationship management 
tools with artificially intelligent 

ones. Scan, Pay & Go, Mobile 
Ordering, Click & Collect, and 
Computer Vision enabled stores will 
u n l o c k a c c e s s to c o n s u m e r 
shopping behaviors unlike ever 
before ushering in a new era of AI. 

Does this sound like a distant 
future? We assure you, it’s not. At 
ROC we have helped retailers 
f rom SMBs to Fortune 500s 
implement these capabilities 
already. We have simplified the 
new expectations of consumers 
into three strategies. 
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Consumers are looking for reassurance about what you are doing to reduce the spread so 
they feel safe during the shopping experience. Emerging technology will play a key role in 
strategies to comfort the new consumer. 

Antimicrobial Sprays 
Data from MasterCard showed that Americans are already thinking past 
human social distancing and are now focused on technology distancing with 
more than half of Americans using contactless payment4. The CDC has said 
that the virus can spread through touching a surface or object that has the 
virus on it.7 Consumers no longer want to touch devices that many others 
interacted with such as kiosks, self-checkouts, and payment terminals. A quick 
win to combat this fear will be to apply antimicrobial coatings to all shared 
touch-points. It will be equally important to market this to your consumers so 
they feel comforted during the shopping experience. 
 
Consumer Well Being 
Consumers want to be reassured they are not shopping with other sick 
customers. Temperature checks, hand sanitizing, and mask-wearing will be 
important visual cues to ensure consumers know they are safe to shop within 
your retail experience. This process does not have to be an invasive one. 
Leverage check in stations that coach your consumers on proper hand 
sanitizing methods, while taking their temperature at the same time. Have a 
consumer with a fever? The check in station will alert management, and 
operational procedures will be put in place to ask the consumer to come back 
when they are feeling better. 
 
Autonomous Cleaning 
The CDC has recommended increased cleaning as part of their COVID-19 
prevention guidelines for Grocery, Food, and Retail industries7. With employee 
call outs on the rise, it can be difficult to keep up with these demands. Robotic 
cleaning will allow you to clean more frequently, providing a differentiated 
visual cue to the consumer on what you are doing to reduce the spread. Not to 
mention, a robot never calls out. Having robotic cleaning as part of your 
strategy will be important to sustaining a safe shopping experience. 

Marketing to the Consumer 
Taking action to prevent the spread will not in itself increase consumer satisfaction 
and, therefore, traffic to your retail establishment. Making a consumer aware of the 
preventative measures will be the priority in order to ensure comfort during the 
shopping experience. Retailers will battle to market that they have the safest 
experience and those who do it early and often will be the ones that win over the 
consumer. 
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Prevent the Spread

7 CDC. “What Grocery and Food Retail Workers Need to Know about COVID -19”,  13 April, 2020, https://www.cdc.gov/coronavirus/2019-ncov/community/
organizations/grocery-food-retail-workers.html
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Emerging technology will fuel the contactless experience of the future. It is important to 
re-imagine how you engage the consumer and develop differentiated experiences. 

 

	 8

No-Touch / Low-Touch

Scan Pay and Go 
Scan Pay and Go technology will allow 
you to scale rapidly by requiring no 
infrastructure on site and allow you to 
engage with the consumer during their 
shopping experience. Scan Pay and Go 
provides infinite scale leveraging the 
consumers mobile device. Have 30 
customers? No problem, you now have 30 
self-check outs. Worried about theft? 
We’ll help you create a Scan Pay and Go 
exit strategy where an employee can pull 
up the order and validate before exit.

Click and Collect 
With e-commerce growing 129% year over 
year8, it will be important to implement a 
pre-order and pickup strategy. Click and 
Collect can be integrated with Scan Pay 
and Go to provide a seamless e-
commerce experience for the consumer 
without the need to have the consumer 
use different digital channels. Designated 
pickup areas will be required to make this 
a seamless contactless experience for the 
consumer and operator.

Mobile Food Ordering 
Social distancing inside a restaurant or 
QSR is a difficult task. Having a mobile 
ordering strategy will be key to ensuring 
your business can stay afloat. Delivery 
aggregators, while convenient, can be 
expensive . With 30% of beverage 
purchases coming through in-store 
impulse9, it is important to focus on your 
mobile food-order experience to ensure 
your average checks go up and not down. 
Having the right mobile platform and 
mobile strategy will be important to 
ensuring you can operate in a COVID-19 
world.

Computer Vision Frictionless 
Line management was difficult before 
Covid-19. Now, consumers are afraid to 
touch self-checkouts and payment 
terminals while standing 6 feet apart. 
Computer Vision enabled Frictionless 
stores will eliminate lines by allowing 
consumers to walk in and out of the store 
without ever needing to wait to check 
out. Amazon has already deployed over 
20 of these stores, and other competitors 
such as QuickEats10 in Southern California 
are popping up. Having Computer Vision 
as part of your strategy will be imperative 
to ensuring long term success of your 
retail experience. 

Robotics 
Food courts, universities and business 
offices will not return to pre-COVID-19 
traffic levels any time soon. Deploying 
autonomous robotic food solutions will 
allow you to serve hot, fresh food to the 
consumer 24/7, while keeping your labor 
cost down by not having to operate a full 
kitchen. Food will be prepared within a 
central commissary and distributed to 
the robots which will function similarly to 
vending machines. Pair food robotics with 
contactless payment and the only thing 
the consumer will touch is their own food. 

Locker pick up 
Retail food lockers will be important for 
having a successful click and collect e-
commerce experience. This will provide 
fl e x i b i l i t y t o t h e c o n s u m e r a n d 
efficiencies for the operator. Leveraging 
geolocation, the locker will know when a 
consumer is near, allowing them to open 
the locker with the touch of a button on 
their phone. This will ensure the everyone 
is socially distancing and the consumer 
only touches their own product.

8 Columbus, Louis. “How COVID -19” is Transforming E-Commerce,  28 April, 2020, https://www.forbes.com/sites/louiscolumbus/2020/04/28/how-covid-19-is-
transforming-e-commerce/#2d2e08323544 
9 Taylor, Kate. “A Seismic Shift […]”, 8 December, 2017, https://www.businessinsider.com/e-commerces-next-victims-could-be-coke-and-pepsi-2017-12 
10 NACS. “QuickEats Opens Frictionless Store”, 1 April, 2020, https://www.convenience.org/Media/Daily/2020/Apr/1/6-QuickEats-Opens-Frictionless-
Store_Tech
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Consumers and operators have never been more aware of their health and well-being than 
they are now. Focusing only on the consumer experience will put your employees at risk 
and could have a direct impact on your business. Our Employees are our heroes and we 
can’t imagine a world where they don’t feel safe coming to work. It is important we do 
everything we can to ensure their safety.  

Computer Vision Operations 
Employers are implementing safety 
procedures for staff: taking temperatures 
of employees prior to clocking in, ensuring 
they are wearing masks, and ensuring they 
are properly sanitizing 
their hands. Instead of 
applying labor to these 
t a s k s , a m o r e 
successful strategy 
will be to integrate 
computer vision and 
thermal imaging to 
the clock-in process. 
Computer Vision will 
ensure an employee 
is sanit iz ing their 
hands prior to clocking in and can alert 
them if they haven’t fol lowed the 
appropriate procedures. A thermal camera 
should be integrated to the clock-in 
procedure, not allowing an employee to 
clock in if they have a high temperature.  
Human eyes are trained to only be able to 
focus on one thing at a time. Computer 
Vision cameras should be outfitted in your 
kitchens or retail space to monitor 
employees wearing gloves, hair nets, and 
masks appropriately. Additionally, hand 
scanners should be placed by sinks to 
check employees’ hands for pathogens 
after hand washing to ensure they did a 
thorough cleaning. This data can be 
integrated to your labor management 
system to share metrics with your staff to 
make sure everyone feels safe coming into 
work. 

Robots & Co-Bots 
With employees afraid of returning to 
work, increased sick days, and consumers 
expecting a more digital retail experience, 
it is important to adopt robotic and co-
botic strategies. Robotics can take over 
repeat tasks in the kitchen, deliver product 
both in-store and direct to consumer, 
clean, scan shelf inventory, detect spills 
and much more. Co-bots will work in 
tandem with operators to make tasks 
more efficient. Meticulous Research 
predicts that Food Robotics will be a $3.1 
billion industry by 202511 and COVID-19 will 
only accelerate this timeline. Robotics and 
co-botics will be important to surviving the 
coming years. 

Ghost Kitchens 
As the consumer base shifts towards 
mobile experiences, the design of a store 
front will become less important. Pair that 
with the increase in employee call outs, 
ghost kitchens paired with robotics will be 
the right strategy to ensure your long-term 
success. A ghost kitchen is a central 
commissary where mobile orders are 
prepared from and sent for pickup or 
delivery. A ghost kitchen will reduce your 
up-front capital on building and designing 
a store and allow you to just focus on 
making quality food quickly. Pair that with 
robots and co-bots and you will have a 
consistently high-quality, reduced-waste, 
low-cost restaurant that can provide high 
throughput meeting the demands of the 
consumer. 
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Operations

co●bot●ics 
Collaborative Robots. They 
work in close proximity 
with humans to augment 
w o r k f u n c t i o n s . I n 
contrast to traditional 
robots designed to work 
autonomously.

11 Meticulous Research. “Report ID: MRFB-104256”,  March, 2019, https://www.meticulousresearch.com/product/food-robotics-market-4957



Micro-fulfillment 
Micro-fulfillment has already become a 
cornerstone of strategy for the grocery 
store and retail segments. This has been 
driven by an increase in e-commerce and 
direct-to-home demands f rom the 
consumer. With e-commerce increasing 
129% year over year8, having a micro-
fulfillment strategy will be key in staying 
relevant. In-store e-commerce fulfillment 
will become difficult and impact the retail 
consumer experience, causing reduced 
consumer satisfaction. As micro-fulfillment 
has matured, cost and scale have come 
down making this a viable option for not 
o n l y b i g b ox r e t a i l , b u t a l s o t h e 
convenience store segment. Micro-
fulfillment can have customer orders 
picked, packed and ready for pickup or 
shipment within minutes of an order being 
placed with limited employee overhead. 
Pa i re d w i t h ce n t ra l i ze d i nve n to r y 
management, this can also become a 
method to provide just in time delivery to 
your retail stores as well.  

AI and Deep Learning 
With contactless digital solutions poised to 
rapidly expand within the marketplace, 
retailers will have access to data they have 
never had before and in very large 
quantities. Having AI and deep learning be 
part of your strategy will be important for 
understanding consumer behavior and 
marketing directly to the consumer. 

At ROC Associates we drive transformation 
through innovation. With our extensive 
experience in operations and emerging 
technologies we provide a balanced 
approach to delivering on the demands of 
the consumer, employee, and client. We 
develop and rapidly deploy modular or full 
end-to-end solutions.
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For More information on how we can empower 
your retail genius, and a free one-hour consulting 


