
BRICK AND
CLICK AND BPO
Supporting the Digital
Transformation of
the Retail Customer
Experience



Table of Contents

Executive Summary............................................................................................................................03

Introduction: The Only Constant in Retail is Change........................................................................04

Artificial Intelligence (AI) Can’t Do It All............................................................................................06

The Gig Economy - Eliminating Geographical Boundaries................................................................07

Virtual Learning as a Foundation........................................................................................................10

Optimization through Omnichannel Support.....................................................................................13

Flex Drives Cost Savings in a Tariff War.............................................................................................15

Customer Trust and Security is Imperative.........................................................................................17

Copyright © 2019 Arise Virtual Solutions Inc. All rights reserved. www.arise.com | 02



3.

4.

5.

Executive Summary
Retailers struggle with a myriad of challenges that they are faced with as a result of efforts to
digitally transform their businesses. This game of catch-up is not by choice, but rather a matter of 
survival – necessary to catch up and succeed in an industry disrupted and dismantled by the impact 
of e-commerce, social media, alternative forms of payment and other digital waves of change. 

The purpose of this paper is to explore the many challenges faced by the retail industry as it applies 
to digital strategies and their impact on customer experience (CX), including retail market disruptors 
like artificial intelligence, omnichannel support, and government tariffs; coupled with general topics 
of interest such as the gig economy and virtual learning, and the relative value of BPO services to 
ensure smooth transitions that protect and enhance customer trust, loyalty, and business success.

This paper provides retailers with an opportunity to:
Identify retail market disruptors and better understand how they impact your business, thus helping 
to build more tactical strategic plans.
Identify ways in which you can promote significant cost savings outside of manufacturing and
production costs as government tariffs hinder international purchases.
Better understand concepts such as gig economy, virtual learning, and omnichannel support to 
promote a more valuable customer experience.
Learn how to institute a higher level of security to promote customer trust and loyalty.
Tips to pinpoint a BPO provider that can offer a robust solution that will help your company to meet 
the 24/7 demands of your customers with tremendous personalization, speed, and scalability.

1.

2.
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Introduction: The Only Constant in Retail is Change
Change is inevitable, and the disruption it causes often brings both
inconvenience and opportunity. – Robert Scoble

There is one constant in the retail industry, disruption; and today, there is no 
bigger disruption than digital transformation.  Retail companies around the 
world are integrating digital technology into all areas of business to help 
with pain points, business and innovation needs, as well as important aspects 
of growth and change. Companies are changing the way in which they
interact with their customers and how they provide a more consistent,
purposeful, and valuable experience. 

Increase in eCommerce

In 2017, retail e-commerce sales worldwide amounted to 2.3 trillion U.S. dollars and e-retail
revenues are projected to grow to $4.88 trillion U.S. dollars in 2021.1 Approximately 26%, or roughly 
one in four dollars was spent through e-commerce, and total e-commerce sales for 2018 in the U.S. 

were estimated at $513.6 billion, an increase of 14.2 percent (±3.7%) 
from 2017.2 Prior to the Internet, retailers were challenged in their 
efforts for greater proliferation. Today, the Internet is helping retailers 
to showcase their brand and connect with customers in a much more 
impactful manner. Physical stores now serve as part of their
communication and sales strategy, as opposed to their only way to touch 
consumers.

In parallel, scores of brick and mortar storefronts have collapsed in this 
tidal wave of e-commerce.  According to one study, more than 10% of 
US retail sales are transacted online and this number is growing
exponentially, forcing big chains to shutter thousands of stores.3 Take 

into consideration the downsizing of J.C. Penney, plus the bankruptcies of Toys R Us, Sears, The 
Limited, and Payless ShoeSource - thousands of locations are now left empty.  However, the closing 
of physical stores is not the only change that consumers’ preference for digital purchases has 
brought on. This disruption in the retail industry has also forced retailers to think differently about 
the brick and mortar locations that are left – offering exciting new services – like ordering online and 
picking up in store, or having items shipped free to stores for the convenience of shoppers.

Alternative Forms of Payment on the Rise

Alternative forms of payment are on the rise, and some estimates predict that by the end of 2019, 
55% of all online transactions will be made using alternative forms of payment.4  In fact, there are at 
least 200 alternative payment methods available globally, including bank transfers, direct debit, 
digital wallets, cash on delivery, e-invoices and digital currencies. According to Javelin’s industry 
analysts, Beth Robertson and Aleia Van Dyke, mobile and alternative payments alone are adding 
$140 billion into the retail revenue mix over the next five years.5 

Change is
inevitable, and the
disruption it causes 
often brings both
inconvenience and 
opportunity.
– Robert Scoble

Approximately 
26%, or roughly one 
in four dollars was 
spent through 
e-commerce, and 
total e-commerce sales 
for 2018 in the U.S.
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Social Media Changes the Game – And Not in the Way You Think

Without question, social media has a tremendous impact on customer experience (CX) and 
support.

However, the rise of social media and networking is promoting greater collaborative
consumption and is the real game changer. Retailers like Vinted (sharing and swapping clothing) 
and Spinlister (sharing and renting sport gear) are making headway in the collaborative
consumption space, joining travel industry disrupters like Airbnb, Uber, and Zipcar.  In fact, 
experts of McKinsey predict that by the year 2025 half of the world’s economy will be involved 
in collaborative consumption models.6 Consider organizations such as Rent The Runway, a
retailer that provides millions of women the ability to rent designer dresses and accessories for a 
fraction of the price, allowing them to look and feel
beautiful for any social event. This new rent-as-you-go 
structure is changing the retail architype, with a U.S.
valuation of $1 Billion.

The Value of BPO

Many retail organizations are looking to digital 
transformation to get in on, or jump ahead of, the
disruptive trends mentioned above, as well as to improve 
both CX and the customer journey. In fact, business
process outsourcing (BPO) services are proving to be so 
valuable that the global IT outsourcing market is projected 
to grow at a compound annual growth rate (CAGR) of over 
4%, from $329 billion in 2017 to $409 billion by 2022.7

Unfortunately, it’s common to be so focused on return on 
investment (ROI) that best practices are often overlooked, and CX initiatives are implemented in 
a way that neglects to offer the greatest value. The solution is to partner with an experienced 
BPO; one that is also known to be a marketplace disruptor.

BPO services are proving 
to be so valuable that the 
global IT outsourcing 
market is projected to 
grow at a CAGR 
of over 4%, from 
$329 billion in 
2017 to $409
billion by 2022.
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Artificial Intelligence (AI) Can’t Do It All
Many retailers are looking to artificial intelligence (AI) to improve operational efficiencies and cut 
costs. AI can also support customer service representatives and their ability to handle complex 
issues, be implemented to evaluate calls and decipher the representative’s impact on the customer, 
and ultimately enable retailers to understand how well the customer’s needs were met; whether the 
customer’s loyalty will increase because of the call, and/or offer ways to better calm a fuming 
customer.  

However, even with its advancements, AI is still quite limited in scope. Customers with unique
problems may encounter issues when trying to weed through basic AI support options, especially 
with chatbots. This innovative technology, designed to drive efficiencies, is conversely capable of 
promoting customer frustration or anger that can easily be exacerbated by AI respondents.

Effective AI solutions are evolving; however, they still require real time human interdependence. 
Often, AI is used in retail customer support services to handle calls, text messages, and/or other 
customer inputs. In these instances, human intelligence should also be engaged to provide real-time 
monitoring and oversight of the automated solution. 

For example, an AI-based client that offers intelligent, virtual assistant support across several
industries, including retail and technology, enabling effortless conversations on any channel through 
voice, text, typing, or swiping is currently using the Arise Platform to ensure the AI technology is 
successful. The client adopted a human-assisted AI approach and engaged Service Partners on the 
Arise Platform to listen to audio and assist with hard to recognize speech inputs, assigning a
transcription and/or semantic interpretation to the input. 20 – 25% of all calls are routed to human 
assistance. 

Service Partners on the Arise Platform assist with higher level decisions, such as which path to take 
in an interactive dialog flow, or how best to generate an effective response to the user. In these 
cases, the goal is to contain the interaction in what appears to the customer to be an automated 
solution, but one that leverages human intelligence just enough to maintain robustness and a high 
quality of AI interaction.  When AI and live agents work together, where data insights are merged 
with personable, human behavior, the highest levels of customer satisfaction can be achieved.
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The Gig Economy - Eliminating Geographical Boundaries
Generating a customer-centric approach, one that truly allows understanding of the customer,
has become an issue for the retail industry. Although entire segments of their companies may be
dedicated to market research, retailers are still challenged in knowing, understanding, and
empowering their business with the ever-changing demographics and buying habits of their
customers.

Brand advocates are people, or customers who talk favorably about a brand or product, and then 
pass on positive word-of-mouth messages about the brand to others. Brand advocates can be
leveraged in a myriad of ways to skillfully engage customers, build authentic customer connections, 
promote exceptional levels of customer satisfaction (CSAT), and drive repeat business through 
omnichannel customer support services. Their role is no longer just answering questions and trying 
to get callers off the phone as quickly as possible; rather they’re prepared to make
recommendations, talk to customers about products they may not be aware of, and build trust 
based on their own experience. As such, retailers should be harnessing the power of brand
advocates to drive higher quality customer interactions, drive customer trust, and ensure both
brand loyalty and advocacy.

Let us segue into the gig economy, a labor market characterized by the prevalence of
non-employee, short-term contracts or freelance work as opposed to permanent jobs. More than 
one third (36%) of U.S. workers, 57 million people, are in the gig economy.8  Imagine having access 
to a segment of educated, experienced, brand advocates that match the demographics of your 
customers. As a forward-thinking company, your organization could yield significant business results 
to include cost savings, and a stronger competitive advantage.
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According to an executive report from 
CCW, 63% of consumers 
would actually pay more 
for a product if the company provided 
a better customer experience. 62% 
of customers will consider
switching to a competitor
after only one or two negative
interactions.



As a pioneer in the gig economy, for more than 20 years, the Arise Platform has offered retailers the 
opportunity to fundamentally change the way customer service is delivered. An expert that excels at 
partnering with brand advocates who use the products and services that clients bring to market, 
Arise’s goal is to have your best customers servicing your customers.  Arise’s approach creates a 
great deal of brand loyalty, entrepreneurial spirit, and a desire to be the best, which gives retailers 
access to the most customer-centric group of professionals in the service center industry.

By eliminating all traditional boundaries and 
barriers, the Arise Platform provides retailers 
access to the world’s best available talent pool 
directly with the skills desired by your brand. 
Service Partners with specific retail industry 
experience and users of your products and 
services provide a community of infectious 
brand champions who are passionate about 
your customers and improving your business. 
Service Partners on the Arise Platform have 
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BRAND CHAMPIONS - Arise promotes client programs based on a brand 
profile and obsession for delivering an amazing customer experience

ENTREPRENEUR - Service Partners own their own business, and select the 
clients they WANT to work with based on their personal brand preferences 
and professional experience

ANYWHERE - Whether it’s the US, Canada, or UK, the Arise Platform 
attracts Service Partners who are the most passionate brand ambassadors 
to support your most important asset – your customers

EXPERIENCED - Service Partners are older than traditional call center 
agents, the majority are 35 – 49 years old; +60% are college educated; 
+40% have been managers

DIVERSE - 83% of the Service Partner companies on the platform are 
women-owned, and 48% minority-owned9

Network Statistics
Average Age     38 years

Support/Tach Experience    37%

Female       83%

Bi-Lingual (Spanish)        10% 

Bi-Lingual Bi-Lingual (other) (Spanish)     13%    10%
agents who are generally better educated, 
more mature, and have more prior professional work experience than standard brick and mortar 
agents, allowing for a higher level of professionalism and customer courtesy.
With brand advocates at the forefront, the Arise Platform provides access to an agent profile that 
drives unparalleled results.

College Education      60%

Additional Certifications     20%

General Management Experience    27% 

Contact Center Experience     95%

Sales Experience       45%

Customer Service Experience     94%



As a result of these efforts, a remarkable difference in quality can be achieved. Take one of the 
nation’s largest home improvement retailers that needed help handling the peaks and valleys 
common to its sizable operations. Arise launched a concerted marketing effort to identify a
significant number of customer care professionals to support this prestigious brand, in a short 
amount of time. Thousands of entrepreneurs with a passion for do-it-yourself (DIY) activities,
gardening, and all things home improvement flocked to Arise’s call and yielded incredible results.
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Scaling to meet Black Friday expectations, the client was able to ramp in the magnitude of 
250% over less than 4 months by using the Arise Platform, going from approximately 250 full 
time equivalents (FTEs) to over 600 FTEs.  During the Black Friday weekend, 48% of the client’s 
customer interactions were handled through the Arise Platform, while the client collectively 
handled the other 52%.  During the holiday season as a whole, service partners on the Arise 
Platform had 100% interval attainment, meaning service levels were successfully met in every 
30-minute interval that was committed to. Finally, and most important to the customer
experience, compared to other retailers whose customers waited on hold for upwards of 12
minutes during the Black Friday rush, the client’s customers enjoyed an average speed of
answer of only six seconds for calls answered through the Arise Platform.



Virtual Learning as a Foundation
Research shows that the contact center industry will exceed $9.7 billion in 2019, with a
CAGR over 10% during the forecast period.10  Congruently, retail sales are expected to increase 
by 3.4 – 4.1 percent by the end of Q4 2019.11 With most retailers focused on improving CX to 
remain competitive, customer service jobs are on the rise. In fact, the U.S. Bureau of Labor 
Statistics projects progression to continue by another 5% over the next 10 years.12 

This level of growth poses an incredible challenge, particularly around preparing agents to take 
those first calls, as well as for ongoing learning. Add to that a shift in consumer demographics 
that brings with it an expectation for consumer-focused learning, and the retail industry
suddenly finds itself at a standstill, challenged in its efforts to instill a customer-centric mentality 
while also preparing agents to deliver a stellar CX.

According to Lee Resources, 80% of companies say they 
deliver “superior” customer service while only 8% of 
customers feel the same. With this kind of discrepancy 
between company and consumer perception, it’s critical 
that retailers do what they can to make improvements. 
Root cause analysis is imperative. Retailers should be 
asking, what are agents getting out of their learning and 
how can it be improved? How can agents perform better 
right out of the gate?

Arise can not only mitigate learning challenges; but offer 
enormous benefits as well. Honored with the American 
Business Awards' Gold New Product Education - Virtual 
Learning Solution, as well as the Award of Excellence by the International Society for
Performance Improvement, Arise has over 20 years of virtual learning experience, having held 
over 12,000 virtual classes and taught nearly half a million global learners as they ramped to 
proficiency to service a portfolio of respected global brands on the Arise Platform.

Only 65% of
companies provide 
effective tools and 
learning to their 
agents to gain trust
with their customers.
(Peppers and Rogers 
Group)
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Instructors Matter Most, Even in a Digital World

Just as it does with its Service Partners, Arise identifies and contracts with seasoned instructors to 
deliver an unparalleled virtual learning experience. Equipped with both a traditional and modern-day 
skill set, instructors in the Arise Network know how to keep learners engaged in a virtual
environment, thus promoting greater learner retention.

Learning is Not One Size Fits All

Through its unique service offering, Arise offers a form of learning that utilizes cloud-based services 
for delivery, interaction, facilitation, demonstration and evaluation of learning material. Taking into 
consideration today’s adult learning principles, Arise’s tools can be imparted and delivered individu-
ally or in a group, are applicable to all learning disciplines, and able to incorporate several dimen-
sions of learning like auditory, visual and kinesthetic; a truly boundary-less way of education and 
learning.

Reduced Costs Equal Increased ROI

The first benefit of the Arise virtual learning service is reduction in costs. By partnering with Arise, 
the cost of maintaining facilities and staff full time is minimized. Expenses related to travel, lodging 
and boarding, venue and location expenses, printed materials etc., are totally eliminated. Production 
costs can also be better estimated, well in advance; and once these costs are incurred, the return on 
investment (ROI) increases with each new learner. 
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Traditional Skills

• Previous instructor experience

• Capture questions and find answers with ease

• Time management

• Facilitation in a distractive environment

Modern Day Skills

• Voice tone manipulation

• Humanity

• Previous learning platform experience 



Unlike printed materials, which cannot be changed once printed and are costly to maintain, the 
electronic contents used in Arise’s virtual learning platform can be modified or changed without 
much inconvenience. Changes can be done in real-time and the changes are instantly updated 
whereas every student gets immediate access to the same updated content; an invaluable resource 
at the time of new product launches.

Virtual Learning is Fun and Engaging

Arise virtual learning is fun and engaging, accommodating all types of learners from brilliant merito-
rious students to slow-learners, focused on improving learner retention and decreasing turnover in 
call centers. Repurposing current learning materials and adding lots of images, videos, and sound, 
learners often experience greater understanding of complex concepts, retaining more information. 
Individual sessions are frequently supplemented by interactions such as live chats, break-out rooms, 
and gamification, adding excitement in much more powerful ways than traditional classroom learn-
ing.

Just-in-time learning is another great advantage to Arise virtual learning. It enables students to 
access their study anytime and from anywhere. The student can study according to his or her own 
convenient schedules and set an individual pace of learning instead of struggling to keep pace with 
the classroom. Instructors also enjoy this flexibility, scheduling their activities to meet their own 
requirements and priorities.

It is easy to track learners’ progress when leveraging Arise virtual learning systems. Instructors have 
access to real-time data and reports on the learners’ performance; thus individual progress can be 
monitored easily and fast. With a self-paced, e-learning component embedded, learners can 
promptly make mid-course corrections as they identify weaknesses and improve upon them. All this 
increases the effectiveness and potentials of virtual learning programs.

Through work-at-home BPO services, retailers are not just expanding the geographic reach of their 
contact center support, they’re also expanding demographics. As such, it is important that the 
learning platform be accessible to a wide range of ages and experience. Arise virtual learning 
affords many ages and occupations the ability to learn new skills and develop a consumer-centric 
mentality without the compulsion of attending a physical classroom with other participants. 
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Optimization through Omnichannel Support
Whether it be in support of new or existing orders, billing or shipping inquiries, returns or
exchanges, shipping questions, retail customers not only expect, but demand a smooth experience. 
When it comes to CX, first call resolution is one of the most important key performance indicators 
(KPI). It encompasses the most crucial aspects of CX in a single metric. To resolve issues on the first 
call, the wait time must be reasonable, the staff courteous, and the solution responsive. The
question lies, are retail organizations making it easy for customers to get the help they need in a 
timely fashion?

Most retailers recognize and understand the
importance of optimizing and unifying CX across all 
channels, however many of them are facing a
technological challenge as they continue to deploy 
outdated technology and fail to support the channels 
their customers are using. In fact, research tells us 7 
in 10 businesses surveyed think they are
communicating effectively with customers—yet
just 2 in 10 consumers surveyed agree.13

Through voice, chat, email, web forms, social media, 
and/or SMS, retailers have instilled a multi-channel 
approach to ensure customers are able to interact 
with a company in any medium preferred. Today’s 
approach is more holistic where all communication 
channels must blend into a single cohesive customer experience. If a customer engages with a
company via social media messaging app, later sends an email, and receives follow-up by phone, the 
company must be able to recognize all interactions and use engagement history to ensure success in 
the road ahead, regardless of channel.  
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The biggest trend we see right 
now is this blurring of lines across 
channels. No matter where he is 
shopping, the consumer is the 
consumer. You have to break down 
those barriers between channels, 
empower the consumer in a 
uniform way and engage 
them in the same way on 
your site as you would in 
your store.
-  Sahal Laher,  EVP/CIO, Brooks Brothers

Millennials prefer to hear from businesses through social media and messaging 
apps at MORE THAN TWICE THE RATE OF OLDER CUSTOMERS.14



Arise’s Platform solution is agnostic; it is virtually enabled and ready to integrate with every
configuration on the market today. Its platform components are loosely coupled to seamlessly 
connect to the customer’s back-end systems. 

The Arise Platform:

Arise prides itself with network diversity which will enhance business continuity solutions. Arise has 
two data centers with redundant mesh design to support a strong, diverse infrastructure.  

At Arise, all Service Partners must have a hard-wired broadband internet service and a business line 
telephone service. Service Partners launch the Arise Secure Desktop solution (see Customer Trust 
and Security for more information) to connect to Arise and log into client customer relationship 
management (CRM) systems. Service Partner telephony service must be directly connected from the 
wall to the telephone.  Each Service Partner is required to have their own business phone number 
(DID) separate from their home phone number.

Regarding specifications, Arise’s design philosophy for deploying equipment is to place the highest 
priority on gear that is secure, stable, proven, and reliable. Arise handles mission-critical transactions 
for clients and every single transaction is critical to their success. With that in mind, Arise deploys 
well-proven, name-brand hardware and software that is current and proven to be reliable in mis-
sion-critical operational environments.

• Uses a secured USB thin client to authenticate to the Arise network
• Has Service Partners with dedicated broadband connection with required average speed laid

out in the Arise Platform Equipment & System Policy, and a dedicated business phone line for
voice quality assurance

• Authenticates using multi-factor authentication tools

• Performs endpoint validation on hosts to confirm Service Partner engagement

• Has dedicated firewall & B2B connections specific for every client engagement

• Has full desktop centralization using a Virtual Desktop solution
• Standardizing SIP connections for call delivery through the Arise telephony platform
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Flex Drives Cost Savings in a Tariff War
Recent tariffs put forth by U.S. Federal Government 
are having real impact on the retail industry. With 
direct bearing on products and materials provided 
by China, Canada, Mexico, and the entirety of the 
European Union, the Retail Industry Leaders
Association is seeking exemptions so as not to pass 
costs on to their shoppers. Walmart Inc., the largest 
retailer in the U.S., sent a letter to U.S. Trade
Ambassador Robert Lighthizer warning that
proposed tariffs would hurt consumers and American 
businesses. The letter stated, “should the tariffs go 
into effect, Walmart customers will face cost
increases for essential items like car seats, cribs, 
backpacks, hats, pet products and bicycles.15”

In time, retailers will be faced with making difficult
decisions to determine the categories and products 
where they raise prices and push the cost increases 
onto the customers, and where they need to absorb 
the cost increases themselves. What if there were a 
way for retailers to save costs in other areas of
business so as not to face these financial burdens? 
BPO should be considered as a cost saving measure
and improvement to total cost to serve (TCS).
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According to Forbes.com, it is 
estimated that
EMPLOYERS IN 
THE U.S. LOSE 
$1.8 TRILLION
A YEAR IN 
PRODUCTIVITY
from distractions like water
cooler gossip to excessive
commuting, health problems

and more, workers
are finding it 
harder than 
ever to hit 
maximum
productivity
in a traditional 
office work
environment.16



The Arise Platform provides built-in flexibility and 
scale to meet call volumes in ways that traditional 
brick and mortar centers cannot match. The
Starmatic® scheduling system is Arise’s proprietary 
workforce management tool that allows scheduling of 
resources at 30-minute intervals. Arise’s patented, 
Smithsonian Institute and American Business, award 
winning technology allows for fast, flexible and secure 
scheduling capability. Starmatic® allows scheduling to 
match the client’s actual call arrival pattern therefore 
reducing waste and capturing lost revenue; other call 
center providers must staff in 4 to 8 hour shifts and 
often during less productive time intervals.  In
addition, most Service Partners provide service for 
15-20 hours/week.  This not only provides the client
with an available, skilled, and proficient network of
agents based on actual call patterns, but also allows for rapid flexibility when a non-forecasted event
occurs on any given day or an entire week or more. When the revenue, sales, and customer
satisfaction opportunities are most significant, clients using the Arise Platform can respond with a
30% increase in service support through Arise’s Urgent Service offering within minutes of the
announcement. As such, in comparison to most organizations’ 4 – 8 hour block scheduling to
support peak volume, the unique scheduling ability available via the Arise Platform promotes a
significant cost savings.
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Remote workers often mean more 
cash flow and greater productivity, 
increasing a company’s bottom line. 
Allowing people to work remotely 
often cuts overhead by reducing 
expenses, such as a larger office 
space. Greater productivity, which 
again increases the bottom line, is 
typically achieved because
employees have the freedom to
work at their own pace, knowing
they have a job to complete.

– Justin Goodbread, Heritage Investors
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Unrestricted by facility size or location, Arise’s proprietary workforce management system supports 
a client’s ability to scale five times or more with ease, while half-hour interval scheduling on the 
platform covers call surges on-demand.  For retailers, this means not only well-managed seasonal 
ramps, but also the ability to handle that hotter than expected marketing promotion, a severe 
weather alert, or other event that bombards your call center. Engaging with the Arise Platform can 
save a company as much as 25 - 30% in total cost of ownership.

Customer Trust and Security is Imperative 
Like many industries, retail has established a keen focus on data. From payments made through 
digital alternatives, to mobile applications and widgets that track customers’ shopping preferences 
and habits, retailers are gathering, analyzing, and using stacks of data every day to improve CX.  

A 2018 report published by SecurityScorecard, a third-party risk management firm, stated that retail 
is the second lowest performer in terms of application security. 
Despite the establishment of the Payment Card Industry Data 
Security Standard (PCI DSS) in 2004, SecurityScorecard found 
that many retailers are largely ignoring it with more than 90% of 
the retail domains analyzed indicating noncompliance with the 
regulation.17

According to LexisNexis, the success rate for fraudulent
transactions in the retail industry is up nearly 30% over 2017. 
For larger, multi-channel merchants, the numbers are
staggering, presenting as high as 36%. Even more overwhelming, merchants are paying as much as 
$2.94 in total costs for every dollar lost to fraud. That’s a 6% jump from a year ago, thanks to 
increased chargebacks, merchandise redistribution, fraud investigations, legal prosecutions and 
cybersecurity operations.18

Privacy is now increasingly recognized as a fundamental human right worldwide. In 2016, the
European Union (EU) set the stage with the General Data Protection Regulation (GDPR), a regulation 
in EU law on data protection and privacy for all individuals within the European Union (EU) and the 
European Economic Area (EEA). The state of California quickly followed suit with the California 
Consumer Privacy Act (CCPA), a bill that enhances privacy rights and consumer protection for state 
residents. As additional laws come into play, retail companies have to quickly establish trust,
demonstrating that they are doing the right thing with personal information and establish customer 
trust to close deals and drive revenue.

In a recent report republished by Gartner, analysts renowned for their work in CRM strategy and 
customer experience, stated trustworthiness is a key factor in driving revenue and profitability; yet 
building customer trust in an organization is difficult and losing it is easy. Organizations must 
embrace new, collaborative approaches that extend beyond traditional enterprise disciplines and 
borders because much of the disconnect with customers can be attributed to distrust within the 
organization.19

Copyright © 2019 Arise Virtual Solutions Inc. All rights reserved. www.arise.com | 17

More than 90% of 
the retail domains 
analyzed indicated 
noncompliance with 
PCI DSS regulation.17



Quality at the Source

When considering a BPO, initial perception is that virtual customer support isn't as secure as a brick 
and mortar call center environment, and part of that reasoning is attributed to the fact that agents 
can't be physically monitored around the clock. How can one be certain an agent is adhering to a 
“clean desk” policy? What assurances can be provided that without a traditional “floor monitor” the 
agent isn’t tempted to steal customer information? 

Arise’s experience has shown that if you attract a demographic that is unlikely to commit criminal 
acts, then you've dramatically improved your ability to provide a reliable and secure service. The 
Arise Platform provides people with the opportunity to launch their own business, thereby empow-
ering them to maintain control of their work life balance; as a result a higher caliber individual is 
attracted the platform, one with an entrepreneurial mindset that is vastly different than what is 
found in traditional call centers. Specifically, Service Partners on the Arise Platform skew older and 
more educated than the traditional, brick and mortar call center agents, and this correlates with 
other attributes, less prone to risk-taking behavior such as identity theft, credit card theft, and other 
crimes of dishonesty (see earlier sections for demographic information).

Barrier to Entry

In traditional contact centers an individual can walk in for a job interview, get the job, start working 
in a week or two (or in some cases days), and get a paycheck with benefits right from the get-go. 
From a process perspective, the Arise Platform imposes a high barrier to entry. 

Every Service Partner using the Arise Platform must undergo a seven-year background check, vari-
ous aptitude tests (voice, technical and customer service skills) and several weeks of client specific 
certification before being able to take calls for a client program. Where most people who commit 
fraud are looking for a quick and easy “path to cash,” it is important to note that Service Partners 
are paying for the client learning program, demonstrating an investment in their business of their 
time and personal resources. Additionally, they are not compensated during the time they spend in 
the course.

Every service partner must have a signed non-disclosure agreement (NDA), and provisions in both 
their Master Services Agreement (MSA) and statement of work (SOW) set forth security and privacy
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requirements and any other applicable regulatory requirements such as Payment Card Industry 
(PCI). No partner can service without a background check, valid current certification and a current 
signed SOW.   

Arise is liable for the acts of its Service Partners and will indemnify its clients, and this type of
contractual relationship, which is memorialized with the Service Partners, puts Arise in a strong 
position to pursue legal recourse if required.

Advanced Security Technology

Arise and its Service Partners employ advanced security technology in everyday business practices 
and customer support efforts. To begin, computer checks are done to ensure Service Partners have 
the right equipment that match work environment policies. Next, Service Partners connect via 
encrypted virtual private network (VPN) to a dedicated firewall and VPN appliance and endpoint 
security is assured by means of endpoint auditing at every connection by Pulse Hostchecker. 

The Arise Platform runs on next-gen redundant systems collocated at highly secure and highly
available Tier IV datacenters. Infrastructure for each client is separated into dedicated, segregated 
“pods” to further ensure data security and integrity. No administrative access is possible without 
two factor authentication, all access is logged and the logs are monitored by a third party “24/7 
eyes on event” security operations center. 

Client data is always retained on client systems accessed only by thin client provided by either Arise 
or a client. Final access decisions are controlled by the client and connection to client systems is by 
secure or private channel. If call recordings and screen capture are in-scope of Arise services, they 
are encrypted throughout the life-cycle with data-masking capabilities available to remove sensitive 
data during recording. Playback is secure and controlled by the client.

Arise encrypts all connections via SSL based VPN. Upon request, Arise can implement the Arise 
Secure Desktop (ASD) tool, a proprietary, thin client solution providing a physical barrier between 
client sensitive data and Service Partners. The solution provides an environment free of malware, 
spyware and keyloggers. It also restricts all non-critical functions such as saving, printing, scanning 
and access to external media. 

Arise is Level 1 PCI certified annually and undergoes a SSAE18 SOC1 Type II audit by Grant
Thornton.
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Conclusion – Retail Success in the New Economy Requires
Personalization with 24/7 Connectivity
The first decade of this new millennium brought forth the Great Recession and with it a shift in 
consumer behavior and spending habits. Since 2008, much has been made about the “retail
apocalypse” with predictions that 25% of U.S. malls remaining in 2017 could close by 2022,  
announcements from many major retailers of plans to either discontinue or greatly scale back a retail 
presence, and a massive domino effect on suppliers. In conjunction, consumers are shifting their 
spending away from tangible goods towards experience-spending as traveling and dining out make 
for more popular Instagram posts.

As we have learned through this paper, the retail industry continues to face an unprecedented 
amount of disruption. While e-commerce, alternative payment types, social media, and artificial 
intelligence are more notable disruptors to the modern retail industry, there are many other social, 
political, environmental, technological, and economic trends unifying as disruptive threats, shaping 
consumer behavior and preferences.  

Many shoppers have an increased desire for secure, personalized services, and with 24/7/365
connectivity, expect businesses to react to all their needs and wants instantly. With a pocket-sized 
device in hand, customers can check prices, obtain coupons, review products, share purchases, and 
even make purchases from one retailer while standing in a competitor’s store. Mobile connectivity 
promotes shopping promiscuity, allowing customers to easily switch from one brand or channel to 
another with incredible ease; however, it has also created opportunities for retailers to interact with 
customers more purposefully and to become more valued in those interactions. 

For the past few years, retailers have been touting customer-centricity, expressing a desire to put 
the customer at the center of all efforts. That said, implementation and scale have proven over-
whelming as retailers learn and accept that if they really want to put customers first, sending 
tailored emails and monitoring social media can’t be their only actions.
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Digital transformation through BPO offers a robust solution 
that enables retailers to meet the 24/7 demands of their 
customers with tremendous personalization, speed, and 
scalability. Included is the upsurge of new customer service 
technologies such as artificial intelligence, omnichannel
capabilities, virtual (remote) agents, and a host of other 
cloud-based services that ensure an excellent experience 
over the entire customer journey.

BPO service providers don’t just implement these services, 
rather they combine consulting, subject matter expertise, 
understanding of the client's digital maturity and unique 
implementation best practices, along with tailored analytics 
and cognitive technologies to ensure success for you and your customers.  So much success that The 
Temkin Group found that companies that earn $1 billion annually can expect to earn, on average, an 
additional $700 million within 3 years of investing in customer experience.21

Arise is the customer experience innovator and a true strategic partner. For more than 20 years, the 
Arise Platform has broken the traditional call center mold to give clients the ability to deliver the 
most authentic customer experience when customers need it the most. Arise’s agnostic, digital 
platform uniquely positions clients to respond to demand fluctuation in omnichannel support by 
eliminating traditional obstacles to delivering legendary customer care. 

With subject matter experts in all facets of AI and its benefits, the Arise Platform offers a
human-assisted AI approach to ensure the technology is successful and customers have the best 
service experience in association with your brand. The Arise Platform attracts Service Partners, who 
are mostly college educated with years of professional experience, 100% onshore, and have an 
existing affinity for the buyers’ brands. This is a business to them, not a job, and clients boast about 
the game-changing level of quality they put forward. With your customers servicing other
customers, you’re guaranteed a personalized experience that is beyond reproach.
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With their career in mind, Service Partners invest in themselves, their companies and their learning. 
Having held over 12,000 virtual classes and teaching nearly half a million global learners, Arise’s 
award-winning virtual learning experience promotes greater learner retention using fun and
engaging best practices in adult learning.

The Arise Platform promotes even more benefit. As tariff wars escalate, Arise gives retailers a
financial bunker. Its innovative and proprietary scheduling system increases productivity at a lower 
cost by only providing services when they are needed, not just filling seats. The power of this
on-demand strategy reduces buyers’ expenses, especially when factoring in common obstacles such 
as absenteeism, facilities costs, HR administration and attrition. The financial benefit can be as high 
as 25 – 30% of TCO.

Above all else, Arise can help ensure the greatest levels of customer-centricity through the one area 
that matters most, customer trust. With quality at the source of all Service Partners, a high barrier to 
entry, and advanced security technology, Arise is not just putting customers at the center of 
everything, they’re put ahead of all else. 

There has never been a more exciting time in the retail industry, and with it, an immense amount of 
disruption and change. As stated at the beginning, with disruption and change comes great
opportunity. Arise Virtual Solutions, as a game-changing outsourcer in the retail industry, is the
opportunity of a lifetime.
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About Arise Virtual Solutions Inc.
Arise is a pioneer of on-demand customer management technology and business process
outsourcing. Our powerful cloud-based enablement platform connects companies seeking

outsourced BPO solutions to a nationwide network of virtual service providers. Built to scale, Arise 
provides a superior solution for innovative enterprises from startups to Fortune 500 companies.

To learn more about Arise Virtual Solutions Inc., please visit http://www.arise.com
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