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INVESTING IN 
THE FUTURE 
Our 2018 Technology Study s h o w s s e l f - c h e c k o u t a n d b i o m e t r i c p a y m e n t 
a re o n c o n v e n i e n c e re ta i le r a g e n d a s th is yea r B y c h e i s e a Regan 

W I T H T E C H N O L O G Y T O U C H I N G near ly eve ry aspec t o f c o n ­
v e n i e n c e re ta i l ing t hese days , i nves t ing in m o r e a d v a n c e d 
t e c h n o l o g i e s as a means t o bo ls te r one 's bus iness is a 
no -b ra ine r . 

Convenience Store News' 2018 Technology Study f inds 
t h a t c o n v e n i e n c e s t o re reta i lers are o n c e aga in c o m m i t t e d 
th is y e a r t o s p e n d i n g m o r e m o n e y o n t e c h n o l o g y t o b e t t e r 
serve the i r c u s t o m e r s a n d the i r b o t t o m line. Near ly 62 
p e r c e n t o f retai lers s u r v e y e d p l a n n e d t o m a k e a g rea te r 
i n v e s t m e n t in 2018, c o m p a r e d t o 2017. R o u g h l y 28 p e r c e n t 
e x p e c t e d t o s p e n d t h e same , wh i l e j us t a r o u n d 10 p e r c e n t 

2018 Technology Investment 

| Company will spend Company will spend • Company will spend 
more in 2018 less in 2018 same amount 

8.5% 

61.8% 

Source: Convenience Store News Market Research 

Promotional/Sales Technology 
IMPLEMENTED PLAN TO ADD 

Any promotional sales/technology (net) 82.4% 
Social media 68.9% 

V ideo mon i to rs in-store 63.4% 

A u t o m a t e d loyalty p rog rams 53.6% 

Mobi le apps 52.9% 

GPS/geo locat ion 44 .6% 

Email market ing 43.7% 

Text messaging to cus tomers 42.6% 

Source: Convenience Store News Market Research 
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61.2% 
12.6% 

24.0% 

25.2% 

24.5% 

28.4% 

26.0% 

36.2% 

p r e d i c t e d less m o n e y w o u l d g o t o w a r d t e c h th is year . 

T h e f i ve goa ls c - s to re reta i lers have t o p - o f - m i n d t o a c c o m ­
pl ish in 2018 rema in u n c h a n g e d f r o m 2017. T o p p i n g t h e list 
is b e t t e r m a n a g e m e n t a t t h e s t o r e level in t e r m s o f i n ven ­
t o r y a n d revenue , f o l l o w e d b y rep lac ing a g i n g po in t -o f - sa le 
( P O S ) sys tems , r e d u c i n g t h e f t a n d shr ink, s p e e d i n g up t h e 
c u s t o m e r c h e c k o u t p rocess , a n d b e t t e r m a n a g e m e n t o f 
s to re l abo r expenses . 

The b i g g e s t j u m p in t h e rank ings th is year w a s seen in 
b e c o m i n g E M V c o m p l i a n t at t h e p u m p — r is ing f o u r spo ts 
f r o m No. 12 in i m p o r t a n c e in 2017 t o No. 8 in i m p o r t a n c e 
th is year. 

On t h e o t h e r h a n d , r e s p o n d e n t s s e e m less c o n c e r n e d a b o u t 
g e t t i n g e l ec t ron i c car c h a r g i n g s ta t ions at the i r si tes, w i t h 
on ly 6.8 p e r c e n t l ook ing t o t ack l e t h a t e n h a n c e m e n t th is 
year , d o w n f r o m 13.3 p e r c e n t in 2017. 

W h e n asked w h e r e t h e y a l l oca ted the i r t e c h n o l o g y do l la rs 
in t h e pas t year , 93.5 p e r c e n t o f reta i lers i nd i ca ted t hey 
spen t in t h e a u t o m a t i o n space, a s l ight increase ove r t h e 
p rev ious year. 

A l s o c o n t i n u i n g its s tab le t r e n d as o f late is h o w reta i lers 
are s p e n d i n g c o n s i d e r a b l y m o r e m o n e y o n s to re- leve l 
t e c h n o l o g y t h a n t h e y are o n t e c h n o l o g y fo r t he i r h e a d q u a r ­
ters. In t h e pas t year , 68 .8 p e r c e n t o f re ta i lers ' t e c h n o l o g y 
i n v e s t m e n t w e n t t o bo l s te r i ng t e c h n o l o g y a t t he i r s tores , 
wh i l e 31.2 p e r c e n t was set as ide fo r HQ o p e r a t i o n s . 

As c -s to re retai lers are cons tan t l y th ink ing a b o u t h o w t o 
m o s t ef f ic ient ly spend m o n e y o n techno log ica l i m p r o v e ­
m e n t s a t the i r stores, they ' re also th ink ing a b o u t h o w their 
cus tomers can m o s t ef f ic ient ly spend the i r m o n e y w i t h t h e m 
w h e n t hey shop. That 's w h y 47.7 pe rcen t o f survey respon ­
dents said t hey w a n t t o rep lace the i r POS s y s t e m this year. 

Perhaps m o r e in te res t i ng t h a n w h a t retai lers have imp le ­
m e n t e d t o d a t e is w h a t t h e y p lan t o a d d in t h e near 
f u t u r e — spec i f ica l ly , s e l f - c h e c k o u t a n d b i o m e t r i c p a y m e n t 
t e c h n o l o g y . This eagerness t o p r o v i d e a f r i c t ion less c h e c k ­
o u t e x p e r i e n c e c o m e s o n t h e heels o f e - re ta i l ing m o n o l i t h 
A m a z o n usher ing its cashier less A m a z o n Go s to re w i t h " jus t 
wa l k o u t " t e c h n o l o g y in to t h e m a i n s t r e a m . 
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O n l y 8.4 p e r c e n t o f r e s p o n d e n t s say 
t h e y ' v e a l ready a d d e d t h e c o n v e n i e n c e o f a 
se l f - checkou t so lu t i on t o the i r s tores , b u t a 
w h o p p i n g 48.3 p e r c e n t p lan t o a d d th is c o n ­
ven ience in t h e near f u tu re . As fo r b i o m e t r i c 
p a y m e n t t e c h n o l o g y , 51 p e r c e n t o f r e s p o n ­
den ts have the i r s ights set o n a d d i n g t h e 
capab i l i t y ; s o m e t h i n g t h a t on ly 6.6 pe rcen t 
o f c -s to re retai lers cu r ren t l y p rov i de . 

A t t h e p u m p , retai lers ' pr ior i t ies d i f fe r 
s l ight ly. T o p o f m i n d is b o o s t i n g a c c e p t a n c e 
o f va r ious m o b i l e p a y m e n t o p t i o n s ( c i t e d b y 
38.5 pe rcen t o f r e s p o n d e n t s ) a n d imp le -

Payment Systems 
IMPLEMENTED PLAN TO ADD | 

IN-STORE: 
Cred i t / deb i t 100.0% 0.0% 

Prepa id /s to red value card 74.2% 15.6% 

Electronic benefi ts transfer (EBT) 68.3% 21.4% 

Electronic check ver i f icat ion 56.7% 21.9% 

Mobile payment (App le Pay. Goog le Pay, etc.) 41.6% 26.5% 

RFID 24.6% 23.0% 

Sel f -checkout 8.4% 48.3% 

Biometr ic paymen t techno logy 6.6% 51.0% 

AT PUMP: 
Credi t 

Prepa id /s to red value card 

Mobi le payment 

Partial deb i t author izat ion 

RFID 

Cash acceptors 

Source: Convenience Store News Market Research 

95.7% 

50.9% 

35.9% 

44.2% 

10.3% 

18.7% 

0.9% 

18.9% 

38.5% 

22.8% 

9.3% 

38.5% 

Social Media 
Have you incorporated social media into your company 's 
market ing plans? 

Source: Convenience Store News Market Research 

m e n t i n g cash a c c e p t o r s (38.5 p e r c e n t ) . Inside t h e s to re , 
m o b i l e p a y m e n t o f t h e likes o f A p p l e Pay a n d G o o g l e Pay 
has been i m p l e m e n t e d by 41.6 p e r c e n t o f retai lers. 

Marketing Moves 
A t an i n c r e a s i n g p a c e , c - s t o r e re ta i l e rs a re t u r n i n g 
t o t e c h n o l o g y t o e n h a n c e t h e i r m a r k e t i n g a n d p r o ­
m o t i o n s a n d u l t i m a t e l y i m p r o v e t h e i r sa les. O v e r t h e 
y e a r s , t h e y ' v e t u n n e l e d r e s o u r c e s i n t o soc ia l m e d i a 
( 6 8 . 9 p e r c e n t c u r r e n t l y u s i n g ) , i n - s t o r e v i d e o m o n i t o r s 
( 6 3 . 4 p e r c e n t u s i n g ) , a u t o m a t e d l o y a l t y p r o g r a m s 
(53 .6 p e r c e n t ) , m o b i l e a p p s ( 5 2 . 9 p e r c e n t ) , GPS a n d 
g e o l o c a t i o n t e c h n o l o g i e s ( 4 4 . 6 p e r c e n t ) a n d ema i l 
m a r k e t i n g ( 4 3 . 7 p e r c e n t ) . 

Tex t m e s s a g i n g c u s t o m e r s t h r o u g h SMS t e c h n o l o g y is 
s o m e t h i n g t h a t 42.6 p e r c e n t o f reta i lers a l ready p r o v i d e , 
b u t it's a lso t h e capab i l i t y t h a t t h e h ighes t p e r c e n t a g e o f 
retai lers (36.2 p e r c e n t ) i nd i ca te t h e y are p l ann ing t o a d d 
in t h e near f u t u r e . 

The re are a lso m a r k e t i n g t e c h n o l o g y do l la rs t o be 
spen t at t h e p u m p , w h e r e reta i lers are eager t o c o n v e r t 
f ue l -on l y c u s t o m e r s t o fue l -p lus c u s t o m e r s . More t h a n 
4 6 p e r c e n t have v i d e o m o n i t o r s a t t h e p u m p , w i t h 27.6 
p e r c e n t p l a n n i n g t o i m p l e m e n t t h e t e c h n o l o g y . A n d 31.7 
p e r c e n t o f retai lers w a n t t o j o i n t h e 38.3 p e r c e n t w h o 
have adve r t i s i ng a n d c o u p o n i n g at t h e p u m p . 

The nex t w a v e o f m a r k e t i n g t e c h n o l o g y i m p l e m e n t a t i o n 
is l ikely t o see m o r e retai lers l o o k i n g t o c a t c h up t o t h e 
3.3 p e r c e n t w h o a l ready enab le m e r c h a n d i s e o r d e r i n g a t 
t h e p u m p , as 35.5 p e r c e n t o f r e s p o n d e n t s i nd i ca te t h e y 
p lan t o f o l l o w suit . 

W i t h social m e d i a c l a im ing t h e t o p s p o t in t e r m s o f t h e 
p e r c e n t a g e o f retai lers u t i l i z ing t h e p l a t f o r m s in serv ice 
of t he i r sales a n d m a r k e t i n g goa ls , th is year 's CSNews 
Technology Study de lves d e e p e r i n to h o w t h a t usage 
b reaks d o w n . 

Of t h e 76 p e r c e n t o f su rvey r e s p o n d e n t s w h o c u r r e n t l y 
i n c o r p o r a t e social m e d i a i n to the i r m a r k e t i n g p lans, 100 
p e r c e n t are o n F a c e b o o k . T w i t t e r rema ins f i rm l y in t h e 
No. 2 spo t , w i t h 66.3 p e r c e n t o f s u r v e y e d retai lers hav ing 
a c c o u n t s o n t h e p l a t f o r m . 

C o m p a r e d t o a y e a r a g o , i t 's I n s t a g r a m t h a t has seen 
t h e g r e a t e s t b o o s t in re ta i le r usage , j u m p i n g f r o m 
4 0 . 2 p e r c e n t u p t o 54 .6 p e r c e n t o f re ta i le rs us ing t h e 
p l a t f o r m . O n t h e f l i p s ide, e n t h u s i a s m a p p e a r s t o be 
w a n i n g f o r P i n te res t ( d o w n t o 10.4 p e r c e n t us ing vs. 
18.6 p e r c e n t last y e a r ) a n d F o u r s q u a r e ( d o w n t o 8.8 
p e r c e n t us ing vs . 15.8 p e r c e n t in 2017) . 

W h a t are c - s to re reta i lers us ing social n e t w o r k s t o g e t 
t h e w o r d o u t a b o u t ? 

N i n e t y - t w o p e r c e n t are u t i l i z ing t h e m f o r p r o m o t i o n s , 
f o l l o w e d b y even t s (83.3 p e r c e n t ) a n d c o n t e s t s (72.5 
p e r c e n t ) . W h i l e n e w p r o d u c t s f e a t u r e d m o r e p r o m i n e n t l y 
in reta i lers ' social m e d i a s t ra teg ies a year a g o , f e w e r are 
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us ing t h e p l a t f o r m s f o r t h a t t o d a y (43 .5 p e r c e n t vs. 66.7 
p e r c e n t last yea r ) . Pol l ing c o n s u m e r s , da i ly specia ls a n d 
p u r c h a s e h i s to ry s u m m a r y also rank. 

Loyalty Technology 
A t the t i m e t h e 2078 CSNews Technology Study w a s 
c o n d u c t e d , 54 .4 p e r c e n t o f r e s p o n d i n g reta i lers said t h e y 
o f f e r e d a loya l t y p r o g r a m — w h i c h , i n te res t ing ly , is d o w n 
r o u g h l y 3 po in t s f r o m last year. O f t hese retai lers, 64 .3 per ­
c e n t have a p o i n t s - or r e w a r d s - b a s e d p r o g r a m , 7.1 p e r c e n t 
have a c red i t c a r d o r o t h e r p a y m e n t o p t i o n , wh i l e 28.6 
p e r c e n t p r o v i d e b o t h fo r the i r c u s t o m e r s . 

M o s t re ta i le rs ' l o y a l t y p r o g r a m s are p r o p r i e t a r y ( 4 8 . 3 
p e r c e n t ) , w h e r e a s 3 0 . 8 p e r c e n t o p t t o t ie the i r p r o g r a m 
t o a m a j o r oi l b r a n d a n d 2 0 . 9 p e r c e n t t a k e a d v a n t a g e o f 
b o t h o p t i o n s . 

A l o n g w i t h e n g a g i n g s h o p p e r s t h r o u g h loya l t y p r o g r a m s , 
m a n y reta i lers are l o o k i n g t o c e m e n t t h a t c o n n e c t i o n 
t h r o u g h m o b i l e apps . Cur ren t l y , 46 .2 p e r c e n t have a mob i l e 
a p p fo r c o n s u m e r s — up r o u g h l y f i ve po in t s ove r last year . 

A l l su rveyed retai lers' mob i l e apps p r o v i d e t h e basic f u n c t i o n 
o f a s to re locator. A n d over t h e past year, m o s t o the r popu la r 
mob i l e a p p features have held s teady in the i r pe rcen tages : 
fuel pr ices (62.9 pe rcen t have) , c o u p o n s (61.7 pe rcen t ) , 
l im i ted - t ime specials (54.1 pe rcen t ) , c u s t o m e r f e e d b a c k (53 
p e r c e n t ) and loya l ty p r o g r a m t ie- in (49.7 pe rcen t ) . 

T h e b i g g e s t m o v e m e n t in t e r m s o f m o b i l e - a p p fea tu res 
g o e s t o g a m e s . W h i l e s i t t i ng l owe r o n t h e list at 27.5 
p e r c e n t , t ha t ' s up f r o m 18.2 p e r c e n t a y e a r a g o . O t h e r a p p 
fea tu res t r a c k i n g w i t h r e s p o n d e n t s are m a d e - t o - o r d e r 
f o o d s e r v i c e , on l ine o r d e r i n g , p u m p p r e - p a y a n d se l f - check ­
ou t , w h i c h as a f o r e m e n t i o n e d is ga in ing c o n s i d e r a b l e s t e a m 
in t h e c - s to re space. 

EMV & Beyond 
N o r e p o r t o n t e c h n o l o g y in t h e c o n v e n i e n c e a n d fuel 
re ta i l ing i ndus t r y w o u l d be c o m p l e t e w i t h o u t t h e m e n t i o n 
o f EMV c o m p l i a n c e , b o t h in -s to re a n d a t t h e f o r e c o u r t . 

C o m p a r e d t o a year a g o , EMV c o m p l i a n c e a t t h e p o i n t - o f -
sale is u p b y near ly 10 po in ts , c l i m b i n g f r o m 67.7 p e r c e n t 
c o m p l i a n t t o 76 .4 pe rcen t . On ly 7.1 p e r c e n t o f r e s p o n d i n g 
reta i lers say t h e y ' v e y e t t o s ta r t t h e p rocess o f b e c o m i n g 
EMV c o m p l i a n t a t t h e POS. 

A t t he p u m p , s ign i f i can t l y f e w e r reta i lers have r e a c h e d 
c o m p l e t e EMV c o m p l i a n c e (27.6 p e r c e n t have ) . Howeve r , 
m o s t retai lers have at least s t a r t e d t h e p rocess o f b e c o m ­
ing c o m p l i a n t here ( 5 6 p e r c e n t ) vs. on l y 16 p e r c e n t t h a t 
have ye t t o b e g i n t ack l i ng it. 

L o o k i n g ahead , t e c h n o l o g y is po i sed t o b e c o m e an even 
m o r e cen t ra l pa r t o f d o i n g bus iness in t h e c - s to re a n d fuel 
re ta i l ing space. F r o m t h e ro le it p lays in secur i ty , t o t he 
inc reas ing o p p o r t u n i t i e s it p resen ts t o up the " c o n v e n i e n c e " 
f a c t o r in t h e retai l s e g m e n t t h a t bears its name , t e c h n o l o g y 
a d v a n c e s are b o t h an i m p e r a t i v e a n d a w a y t o sepa ra te 
f r o m t h e c o m p e t i t i o n , CSN 

Loyalty Programs 

Does your company offer a loyalty program? 
Yes 54.4% 57.3% 

No 45.6% 42.7% 

Description of loyalty program 
Poin t / reward-based 

Credi t c a r d / p a y m e n t op t i on 

Both 

Type of loyalty program 
Propr ietary 

Tied to a major oil b rand 

Both 
Source: Convenience Store News Market Research 

64.3% 66.9% 

7.1% 6.1% 

28.6% 27.0% 

48.3% 48.3% 

30.8% 26.9% 

20.9% 24.8% 

Mobile Apps 
Does your company have a mobi le app for consumers? 

Source: Convenience Store News Market Research 

100.0% 

58.8% 

57.6% 

54.5% 

53.4% 

52.3% 

18.2% 

Mobile App Features 

Store locator 100.0% 

Fuel prices 62.9% 

Coupons 61.7% 

L imi ted- t ime specials 54.1% 

Customer feedback 53.0% 

Loyal ty p rog ram t ie-in 49.7% 

Games 27.5% 

Source: Convenience Store News Market Research 

EMV Compliance 

Is your company EMV-compliant at the POS? 
Yes 76.4% 67.7% 

No, bu t w e have s tar ted the process 16.5% 19.4% 

No, and w e have no t s tar ted ye t 7.1% 12.9% 

Is your company EMV-compliant at the pump? 
Yes 27.6% 31.8% 

No, bu t w e have s tar ted the process 56 .0% 42.8% 

No, and w e have no t s tar ted ye t 16.4% 25.4% 
Source: Convenience Store News Market Research 
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