
The Art of Dissuasion 
Display system helps Canadian retailer cut theft and increase revenue 

by KAREN M. KROLL 

Like many retailers tha t offer smal l , 

high-value items, L o n d o n Drugs has 

struggled w i t h theft . To address s h o p l i f t i n g 

— p a r t i c u l a r l y " v e l o c i t y the f t , " in w h i c h a 

c r i m i n a l takes m u l t i p l e units at a t ime — 

the retailer implemented a system that was 

" f a i r l y successful f r o m a loss prevent ion 

perspective," says T o n y H u n t , general 

manager o f loss prevent ion . 

T h e downside? " I t d i m i n i s h e d o u r 

sales," he says. 

Customers f o u n d i t harder to access 

the p r o d u c t s they w a n t e d , and store 

s ta f f f o u n d i t d i f f i c u l t t o re-s tock the 

shelves. " A s a resul t , we r a n i n t o o u t -

o f - s tock s i tuat ions t h a t i m p a c t e d the 

customer exper ience , " he says. W i t h 80 

stores across C a n a d a , L o n d o n D r u g s 

focuses o n p h a r m a c e u t i c a l s , e lec tronics , 

housewares , cosmetics a n d a l i m i t e d 

select ion o f groceries . 

W h e n H u n t and his colleagues l o o k e d 

f o r easy-to-use ways to l i m i t t h e f t , they 

came across the InVue T 1 0 0 0 . I n V u e , 

a g l o b a l technology company , provides 

m e r c h a n d i s i n g , s o f t w a r e and security 

systems. T h e T 1 0 0 0 was designed to help 

retailers "balance the sales and s h r i n k 

e q u a t i o n " f o r h a n g i n g merchandise , 

says K a r e n Bomber , d i r e c t o r of p r o d u c t 

m a r k e t i n g . 

A BALANCING ACT 
It 's a delicate balance. Retailers w a n t to 

place as m u c h merchandise o n the sales 

f l o o r as possible. A t the same t i m e , the 

n u m b e r of store employees is s h r i n k i n g , 

w h i c h can leave p r o d u c t s m o r e vulnerable 

to t h e f t . 

Retailers have had t w o choices 

for decades, B o m b e r says: T h e y can 

lock e v e r y t h i n g u p , either b e h i n d the 

counter or i n shelf dispensers t h a t can 

be cumbersome t o use. T h e d o w n s i d e is 

an u n w e l c o m i n g customer experience. 

I f a p r o d u c t is locked u p and no sales 

associate is available t o offer help, 

customers are l i k e l y to w a l k o u t w i t h o u t 

purchas ing a n y t h i n g . 

A n o t h e r o p t i o n is to p u t the p r o d u c t s 

o u t w i t h no securi ty . I n t h e o r y , th is 
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leaves merchandise avai lable f o r honest 

customers . H o w e v e r , i f the p r o d u c t s 

are c o n t i n u a l l y s to len, they w o n ' t be 

avai lable , either. 

T h e T 1 0 0 0 is designed to c o m b a t 

o r g a n i z e d r e t a i l c r i m e t h e f t o f h i g h -

value , h i g h - d e m a n d p r o d u c t s l ike razors , 

batteries and skincare p r o d u c t s . I n an 

O R C t h e f t , a c r i m i n a l takes or "sweeps" 

m u l t i p l e u n i t s o f a n i t e m at a t i m e , o f t e n 

w i t h the i n t e n t o f se l l ing t h e m later. 

A c c o r d i n g t o N R F ' s 2017 O r g a n i z e d 

R e t a i l C r i m e Survey, O R C costs 

merchants m o r e t h a n $ 7 2 6 , 0 0 0 f o r each 

$1 b i l l i o n i n sales. Just as d i s t u r b i n g , 

retai lers r e p o r t t h a t O R C gangs are 

b e c o m i n g m o r e aggressive. 

T o access a p r o d u c t h a n g i n g o n a 

T 1 0 0 0 , customers m u s t push a b u t t o n , 

w h i c h t h e n dispenses the i t e m w i t h 

a t i m e delay. A l t h o u g h m i n i m a l , the 

delay is key, as i t can dissuade c r i m i n a l s 

f r o m engaging i n O R C . W h e n the Loss 

Prevent ion Research C o u n c i l s tudied 

the T 1 0 0 0 , i t s h o w e d the p r o d u c t t o 

14 i n d i v i d u a l s w h o ' d engaged i n O R C . 

N e a r l y t w o - t h i r d s said they w o u l d n ' t 

steal a p r o d u c t p r o t e c t e d by the T 1 0 0 0 , 

w i t h m o s t c i t i n g the t i m e r e q u i r e d t o 

access the merchandise . 

T h e T 1 0 0 0 " l i m i t s the r isk o f t h e f t , 

b u t keeps the merchandise avai lable a n d 

v i s i b l e , " B o m b e r says. 

L o n d o n D r u g s decided t o i m p l e m e n t 

the T 1 0 0 0 i n s l i g h t l y less t h a n h a l f o f 

its l o c a t i o n s , s t a r t i n g w i t h razor blades. 

" I t w o u l d a l l o w us to m a x i m i z e the 

cus tomer benef i t a n d be easier f o r o u r 

s taf f , b u t w o u l d m a i n t a i n the same level 

of s h r i n k p e r f o r m a n c e , " H u n t says. 

H e says some L o n d o n D r u g s locat ions 

are great ly chal lenged by t h e f t , a n d 

requi re a n even greater secur i ty p o s t u r e 

t h a n t h a t a f f o r d e d by the T 1 0 0 0 . 

Conversely , some stores w i t h fewer 

p r o b l e m s c o u l d m a i n t a i n c o m p l e t e l y 

o p e n shelves. 

" T h e I n V u e T 1 0 0 0 has a sweet spot 

tha t m a x i m i z e s sales a n d merchandis ing 

and is effective against a cer ta in level o f 

t h e f t v u l n e r a b i l i t i e s , " he says. 

CUSTOMER-FRIENDLY 
A n i m p l e m e n t a t i o n t e a m f r o m L o n d o n 

D r u g s w o r k e d w i t h I n V u e t o ins ta l l 

the T 1 0 0 0 i n a b o u t 30 stores w i t h i n 

several weeks. A t y p i c a l concern w i t h 

peg hangers is the ease w i t h w h i c h they 

can be removed f r o m the slat b o a r d . It 's 

a l i t t l e more compl ica ted t h a n s i m p l y 

s l ipping a peg o n t o a slat or peg h o o k 

hole , H u n t says, t h o u g h " t h e InVue's 

i n n o v a t i v e , s t r o n g , easy-to- instal l system 

a l l o w s i t to h o l d o n to the slat b o a r d a n d / 

or the p e g b o a r d . " 

A l t h o u g h the p r o d u c t is i n t u i t i v e , 

the L o n d o n D r u g s t e a m created a 

video w i t h s u p p o r t f r o m InVue to help 

staff f a m i l i a r i z e themselves w i t h the 

technology. M o s t employees c o u l d h i t the 

g r o u n d r u n n i n g w i t h the T 1 0 0 0 , H u n t 

says. S i m i l a r l y , m a n y consumers can 

f igure o u t h o w to use the T 1 0 0 0 w i t h o u t 

any assistance. " T h e y s i m p l y push a 

b u t t o n a n d w i t h i n a couple of seconds, 

the p r o d u c t pops f o r w a r d a n d they can 

remove it o f f the dispenser," he says. 

W h i l e the T 1 0 0 0 is larger t h a n a 

c o m m o d i t y h o o k , i t doesn't take up 

any m o r e space. Because of the w a y it's 

designed, a retai ler can place t w o TlOOOs 

n e x t to each other , whether side by side 

or t o p to b o t t o m . " W e are p l a n o g r a m 

c o m p l i a n t , " Bomber says. 

H u n t says L o n d o n D r u g s ' deployment 

of the T 1 0 0 0 has been a success. T h e 

stores have enjoyed modest increases 

i n sales and fewer out -of -s tocks , w h i l e 

s h r i n k has remained a b o u t the same. 

" I t ' s a net-posi t ive c o n t r i b u t o r to the 

customer experience a n d o u r sales and 

m a r k e t i n g , " he says. 

T h e best measurement o f the success 

of the T 1 0 0 0 is increas ing revenue, 

B o m b e r says. T h e L P R C r e p o r t f o u n d 

t h a t sales o f i n k i n a test store increased 

by 88 percent , w h i l e sales o f s h a v i n g 

supplies s k y r o c k e t e d by 144 percent . 

T h e s tudy does note t h a t the increase is 

n o t s t a t i s t i c a l l y s i g n i f i c a n t , due to the 

s m a l l sample size, a n d t h a t f u r t h e r s t u d y 

is r e q u i r e d . 

T h e T 1 0 0 0 is b e i n g deployed i n a 

range o f r e t a i l e n v i r o n m e n t s , m o s t l y 

f o r " h i g h - v a l u e , desirable merchandise 

that 's s m a l l and densely p a c k e d o n a 

w a l l , " i n c l u d i n g r a z o r s , pe t suppl ies , 

batter ies a n d s m a l l e lec t ronics , B o m b e r 

says. 

H u n t notes t h a t w h i l e L o n d o n D r u g s 

has tested the T 1 0 0 0 o n jus t one 

p r o d u c t , " w e believe t h a t th is is a m u c h 

m o r e i n t u i t i v e , c u s t o m e r - f r i e n d l y " 

m e r c h a n d i s i n g system t h a n m a n y o f the 

o t h e r loss p r e v e n t i o n t o o l s ava i lab le . 

O n e c a p a b i l i t y H u n t w o u l d l i k e added 

t o the T 1 0 0 0 s o l u t i o n is " a n n u n c i a t i o n . " 

T h a t i s , the T 1 0 0 0 w o u l d a le r t a n 

employee i f someone presses the b u t t o n 

m u l t i p l e t imes . 

H o w e v e r , a n n u n c i a t i o n requires p o w e r 

sources such as bat ter ies , a n d these 

o f t e n s t r a i n a reta i ler ' s resources. T h e 

T 1 0 0 0 was designed t o e l i m i n a t e t h a t 

inconvenience w h i l e p r o v i d i n g a s i m p l e , 

e f fect ive a n d l o w m a i n t e n a n c e s o l u t i o n . 

L o n d o n D r u g s cont inues to r e v i e w its 

d e p l o y m e n t of T lOOOs to d e t e r m i n e i f i t 

s h o u l d e x p a n d its use o f the device , b o t h 

w i t h i n the w e t shave ca tegory a n d w i t h 

o t h e r f a s t - m o v i n g , h i g h - t h e f t i tems t h a t 

h a n g , e i ther o n t h e i r o w n or w i t h i n a 

bl is ter p a c k , H u n t says. 

" I t keeps the p r o d u c t o n the shelf i n 

such a w a y t h a t it 's h i g h l y avai lable t o 

the c u s t o m e r a n d l o o k s g o o d o n the 

shelf, yet s lows d o w n v e l o c i t y t h e f t , " he 

says. STORES 

Karen M. Kroll is a business writer based in 

Minnetonka, Minn. 
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