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Keeping Up with the Big Players 
Real-time information gives smaller retailers the upper hand 

by LAURI GIESEN 

I n a w o r l d where b r i c k s - a n d - m o r t a r 

I merchants o f t e n struggle to keep u p 

w i t h o n l i n e retai lers , i m m e d i a t e access 

t o i n f o r m a t i o n can give a retai ler a real 

compet i t ive advantage. 

" O n l i n e retailers usual ly have m u c h 

better access to i n f o r m a t i o n about the i r 

customers and their sales t h a n w e have , " 

says V i v i e n B o h m e , f o u n d e r a n d C E O 

of B o h m e Inc . , a Salt L a k e Ci ty-based 

women 's c l o t h i n g store c h a i n . " I n the 

b r i c k s - a n d - m o r t a r stores, g a i n i n g access 

to th is i m p o r t a n t i n f o r m a t i o n is usual ly 

more c u m b e r s o m e . " 

But g a i n i n g access t o r e a l - t i m e 

i n f o r m a t i o n isn ' t c u m b e r s o m e at B o h m e , 

w h i c h has 16 stores t h r o u g h o u t the 

M i d w e s t . 

A t least not since Bohme began r u n n i n g 

the D o m o i n f o r m a t i o n system five years 

ago. N o w store management and employees 

alike can use a desktop computer or even a 

mobile phone t o get up-to-date sales figures 

and related i n f o r m a t i o n . 

Bohme believes t h a t a b i l i t y is c r i t i c a l 

t o her chain's g r o w t h . " A l o t o f stores i n 

o u r mal l s are seeing the n u m b e r of the i r 

customers d w i n d l e , but we've had the best 

year ever," she says. 

IMMEDIATE CHANGES 
Being able to c h a r t and compare store 

p e r f o r m a n c e is v i t a l to i m p r o v i n g service 

and increasing sales, B o h m e says. Before 

i n s t a l l i n g the D o m o system, the c o m p a n y 

used a m a n u a l process where corporate 

executives h a d to check the results of 

each store i n d i v i d u a l l y . O f t e n data was 

o l d a n d the process was " v e r y messy a n d 

c u m b e r s o m e , " according to B o h m e . 

" W e were desperate t o get data i n real 

t i m e , " she says. 

B o h m e f i r s t s tar ted using the D o m o 

system for p a y r o l l and personnel ; 

executives then began m o n i t o r i n g h o w 

m a n y employees were at each store a n d 

h o w p r o d u c t i v e they were . Eventua l ly the 

data access expanded t o include sales and 

i n v e n t o r y access. 

" T h i s a l l o w s us to m a k e the best 

decisions," she says. 

For example , the system a l l o w s 

management as w e l l as employees to 

compare h o w i n d i v i d u a l stores are d o i n g : 

M a n a g e m e n t can see i f c e r t a i n stores have 

higher s taf f t u r n o v e r t h a n others , a n d can 

l o o k at w h a t the stores w i t h l o w t u r n o v e r 

are d o i n g d i f f e r e n t l y and apply the i r 

techniques at other locat ions . 

T h e y can also l o o k at h o w i n d i v i d u a l 

stores are p e r f o r m i n g d u r i n g a 

p r o m o t i o n a n d suggest i m m e d i a t e 

changes t o u n d e r - p e r f o r m e r s . 

Store managers can also n o t only-

access their store's per formance data , 

but also see h o w other stores i n the cha in 
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compare . I f a store manager sees t h a t 

another l o c a t i o n i n the c h a i n is sel l ing 

m o r e o f a p a r t i c u l a r i t e m , they can t a l k t o 

t h a t store manager f o r t ips. 

"Store managers can b e n c h m a r k 

themselves against other stores to 

i m p r o v e , " B o h m e says. 

A n d because the system operates 

o n m o b i l e phones as w e l l as desktop 

computers , store managers can t r a c k the 

p e r f o r m a n c e of the ir stores on the i r days 

o f f v ia m o b i l e phone. 

W i t h rea l - t ime data , managers can 

make i m m e d i a t e changes. 

" W e can r u n p r o m o t i o n tests and 

get results w i t h i n h o u r s , " B o h m e says. 

" T h e n , i f w e are n o t satisfied w i t h 

the results, we can t r y s o m e t h i n g else 

i m m e d i a t e l y rather t h a n w a i t for several 

days to t r y s o m e t h i n g d i f f e r e n t . " 

TRACKING RESULTS 
E u r o p e a n W a x Center, a c h a i n of w a x -

based h a i r r e m o v a l salons w i t h m o r e t h a n 

600 franchise locat ions , is seeing s i m i l a r 

benefits f r o m using the D o m o system. 

D o m o a l l o w s E u r o p e a n W a x 

c o r p o r a t e executives as w e l l as 

franchisees a n d t h e i r employees to t r a c k 

t h e i r results as w e l l as those o f o t h e r 

stores i n the o r g a n i z a t i o n . 

I n c l u d i n g employees at the corporate 

center, franchisee owners and franchisee 

employees, a r o u n d 8 ,000 people have 

access to the data available t h r o u g h 

D o m o . M o s t managers a n d franchisee 

owners access data v ia b o t h computers 

a n d m o b i l e devices w h i l e salon w o r k e r s 

a lmost always access the data v ia m o b i l e 

phones, says B a r t Butler , chief technology 

of f icer for the O r l a n d o - b a s e d c h a i n . 

" O u r area reps as w e l l as franchisee 

owners can l o o k at h o w they are d o i n g 

a n d compare the i r results to other stores 

i n the region . Even at the w a x e r level, 

they can l o o k at ' H o w a m I d o i n g a n d 

h o w can I i m p r o v e ? ' " he says. 

E u r o p e a n W a x uses the i n f o r m a t i o n to 

b o t h i m p r o v e the guest experience as w e l l 

as increase sales o f products purchased 

by customers . 

One w a y managers use the data is 

to check o u t w h i c h employees are n o t 

accessing i t . T h e lack of such employee 

involvement w o u l d indicate they are n o t 

l o o k i n g to see h o w they can i m p r o v e their 

per formance . Managers can t h e n contact 

those employees and show t h e m h o w to 

use the data to i m p r o v e . 

A n o t h e r w a y E u r o p e a n W a x uses the 

data is to l i n k customer rat ings a n d 

reviews p r o v i d e d t h r o u g h R e p u t a t i o n , 

c o m . T h i s a l l o w s center managers t o 

l o o k at the i r p e r f o r m a n c e reviews a n d 

i m m e d i a t e l y make changes. 

" W e can react i n real t i m e , " Butler says. 

" I f a customer compla ins i n the m o r n i n g 

about the cleanliness of a center, w e can 

f ix - the p r o b l e m by the a f t e r n o o n . " 

M a n a g e r s at the corporate center also 

use the data to i d e n t i f y h igher per formers 

and send t h e m emails o f encouragement. 

I n the f u t u r e , E u r o p e a n W a x w o u l d l ike 

to use the system to manage supplies and 

i d e n t i f y locat ions t h a t are r u n n i n g l o w of 

a p a r t i c u l a r p r o d u c t . 

INVENTORY CAPABILITIES 
Butler a d m i t s tha t there was some 

resistance to the D o m o system by some 

franchisees at f i r s t . " W h e n w e f i r s t r o l l e d 

th is out I was g e t t i n g calls every day f r o m 

detractors c o m p l a i n i n g a b o u t i t . I was 

ready to p u l l the p l u g , " he says. 

" B u t management insisted t h a t th is 

was the r i g h t strategy. A n d n o w some o f 

the early detractors are some o f o u r best 

supporters a n d they're ask ing to do m o r e 

o n the system." 

T w o years ago, at a c o r p o r a t e - w i d e 

meet ing of franchisees, But ler had t o 

defend the D o m o system. T h i s year, he 

had franchisees d e m a n d i n g even m o r e 

access, he says. 

T h e D o m o system can connect t o 

450 d i f f e r e n t da ta sources, a c c o r d i n g 

to Jay H e g l a r , chief s trategy o f f i c e r 

at D o m o . I n f o r m a t i o n can t h e n be 

accessed v ia persona l c o m p u t e r s , iPads 

or s m a r t p h o n e s . Because the i n f o r m a t i o n 

is c l o u d - d e l i v e r e d , retai lers d o n o t need 

to increase t h e i r n u m b e r of servers. T h e 

system can leverage i n t o m o s t e x i s t i n g 

databases. 

I n a d d i t i o n to using the data to i m p r o v e 

per formance i n the stories, retailers 

have used the system to get up- to -date 

i n v e n t o r y reports . 

" W e ' v e had retailers t h a t connect to 

supply chains to f i n d o u t the status of 

perishable g o o d s , " H e g l a r says. " T h e y 

may decide to reroute the goods t o other 

locat ions so t h a t i t can be sold before i t 

spoi ls . " 

T h e system w o r k s for retailers o f a l l 

sizes: D o m o has w o r k e d w i t h retailers 

t h a t are F o r t u n e 50 companies as w e l l 

as shops that have o n l y a few employees. 

A n d w h i l e i t provides a lo t o f benefits t o 

b r i c k s - a n d - m o r t a r stores t h a t o f ten have 

a d i f f i c u l t t i m e accessing data o n l i n e , i t 

also can be used by onl ine retailers or 

those tha t have b o t h physical and onl ine 

presences, H e g l a r says. 

Some o f the biggest benefits are seen by 

the smaller a n d mid-s ize chains t h a t can't 

a f f o r d t o develop the i r o w n technology. 

" U s u a l l y , the benefits we get can f r o m 

D o m o can o n l y be achieved by big chains 

t h a t have a lo t of analysts to s tudy the 

d a t a , " B o h m e says. " N o w we can do 

w h a t Target or Sephora can d o at a c h a i n 

of o u r size." STORES 

Lauri Giesen is a Libertyville, lll.-based business 

writer with extensive experience in covering 

payment and finance issues. 
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