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The hard bit of retail is to persuade someone to  
buy something. The execution of the transaction needs 
to be slick, quick and as uncomplicated as possible. 
With the contactless limit now raised, more of those 
transactions are becoming frictionless and therefore 
quicker, without physical contact and queuing.

The pandemic has been a huge disruptor and we’ve seen a greater emphasis 
on consumers wanting to handle all technology touchpoints themselves, rather 
than hand over their own smartphone or loyalty card for someone else to 
scan. The trends we’ve seen are an increased interest in self-service kiosks, 
mobile payments and mobile point of sale (mPOS) solutions.

Use of mPOS solutions, which allow payments to be made at a time and 
place anywhere convenient to customers (away from the restrictions of the 
traditional point of sale), reduces dwell time and creates a more hygienic 
environment and better customer experience.

The modularity and upgradeability of our SpacePole product range allows for 
the placement of additional technology beyond the original specification.  
For example, adding a scanner to an existing payment configuration for 
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customer loyalty programmes at the point of sale can provide an uplift in 
customer service and confidence, whilst requiring very little investment  
by the retailer. 

Smart mobile payment terminals are becoming increasingly popular, too, 
which combine the full features of an Android tablet with a powerful POS 
payment terminal. These all-in-ones have multiple uses, with a low cost of entry 
and are usually sleek and compactly designed.

Technology is the great enabler. Our solutions combined with the payments 
expertise and industry knowledge of our partners, such as Secure Retail, help 
deliver the benefits of those technologies.

Mark Crysell
Regional Sales Director
Ergonomic Solutions
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Before the Covid-19 pandemic, the card payment 
industry was already undergoing great change and 
technological enhancements. 

Many retail estates were upgrading to newer card payment devices against 
the backdrop of tremendous increases in security/encryption standards – all of 
which aim to bring increased efficiency and safety for the public. 

In recent years, most retailers have tried to achieve a mobile POS and 
payment solution, but many failed or achieved minimal success, usually 
because the store staff end up juggling multiple pieces of technology.

But now emerging combined devices are making a difference. They deliver 
improvements and support new payment types, as well providing user-friendly 
interfaces and vast flexibility regarding where and when a sale transaction 
can be performed. 

As the retail world undertakes another period of change influenced by the 
pandemic, questions around where and how payments are taken has become 
a major talking point.

Secure Retail specialises in providing omnichannel payment solutions including 
the device hardware, software and associated support services.  

Foreword
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Our wide range of options makes us perfectly equipped to adapt and respond 
quickly to our customer’s changing requirements.

We are a leading independent solutions facilitator and one of only a handful 
of PCI industry standards-approved KIFs [key injection facilities], and we  
work closely with Ergonomic Solutions which designs and produces the all-
important technology-mounting and mobility solutions to meet these evolving 
customers’ requirements.

This is especially crucial surrounding the newest combined POS and payment 
breed solutions, which are quickly having a dramatic effect in the hospitality 
sector and now rapidly being deployed in retail, where tremendous cost 
savings can be made.

The new Android-based technology combines all the important parts into one 
sleek handheld device. And this new technology paired with our knowhow 
and Ergonomic Solutions expertise compliments new Covid-19 store and 
social distancing practices. 

Derek Hutchinson
Head of Retail Sales, Secure Retail
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UK retail executives have spoken in detail about the 
rapid change experienced by their industry as a  
result of the coronavirus pandemic, and one area to 
witness a notable evolution is payments.

From the fast-tracked contactless payment limit hike, to a dedicated push 
by retailers for card payment over cash, and from the growth in mobile 
app-enabled spend to a stronger business case for biometrics, Covid-19 is 
influencing change at the point of sale.

Helen Milford, director of stores at Marks & Spencer, said the business was 
“accelerating the pace of our transformation – and that includes creating 
digitally connected stores that are fit for the future”, when rolling out more 
Mobile Pay Go technology in July.

Morrisons CEO, Dave Potts, laid claim to his grocer being the first of the 
largest retailers to roll out the contactless payment limit to all stores across the 
UK, highlighting the importance of the speed of deployment.

And when trialling a new scan and pay technology for its convenience 
stores in Ireland, BWG Foods’ IT director Chris Donnelly said: “The current 
pandemic has accelerated the need for consumer facing businesses to 
embrace new technologies that make shopping experiences safer, quicker 
and altogether more convenient.”

It is clear change is in the air, and much of it 
relates to retail payments.

Over the next three chapters, we aim to highlight some key overarching 
payments trends that have risen to the fore in UK retail, as a result of the health 
crisis, as well as draw attention to retailer case studies, and postulate on what 
it all means for the future.

Read on for insights, analysis, and hypothesis

Introduction
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From protective screen installations to payment  
terminals on the move, the point of sale (POS) in  
many retailers changed beyond recognition in 2020 
as the sector amended operations to tackle Covid-19-
related challenges.

Some of the changes will remain – fast-tracking already-in-motion moves by 
retailers to digitise stores as part of ongoing modernisation programmes – 
while others will be temporary iconography of this unique era. 

The operational shift to ensure retailers could provide their essential services 
during lockdown or reopen safely when their shops were permitted to do so 
was monumental – and it has led to several intriguing trends.

Notably there was a reduction in cash 
usage and a rise in card or mobile-
enabled payments – including more 
contactless transactions – as retailers 
looked to reduce physical exchanges 
between staff and customers. UK Finance 
expediated the rise in contactless limit 
from £30 to £45 in April, to help more 
people use this method of payment, with 
retailers reinforcing the message to use 
card payment not cash.

Some seven million contactless payments 
above the previous limit of £30 were 
made in the first four weeks of the hike, 
according to Barclaycard which handles 
around half of all contactless transactions 
in the UK.

As the timeline graphic shows, retailers 
such as Sainsbury’s and M&S highlighted 
their commitment to and their use of 

The POS in a 
pandemic

March

Food stores encounter panic-
buying as global health crisis 
ramps up – they create specific 
time slots for keyworkers and 
the elderly to shop.

On 23 March all non-
essential shops are 
temporarily closed by 
the government to halt 
the spread of Covid-19. 
Essential retail stores install 
protective screens at till 
points, move POS terminals, 
reduce checkouts in use, and 
encourage card payments 
over cash.

Key moments: 2020 in-store timeline
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smartphone app-based in-store payment, 
which allows customers to transact on 
their own device without queuing at 
a checkout. It was well received by 
shoppers, including many who had never 
used such technology before.

Stuart Eames, product manager for 
checkout & pay at John Lewis, who 
spent lockdown managing a store at the 
department store chain’s grocery stable 
mate Waitrose, says: “We did see an 
increase in mobile technology usage 
among customers – and that makes logical 
sense in a pandemic, to experiment with 
tech that takes away a lot of touch.”

Mark McMurtrie, an independent 
payments consultant, adds: “The most 
significant changes we’ve seen to 
payments in the crisis is the move away 
from cash.

“It has also seen consumers experimenting 
with wallets on smartphones – such as 
Apple Pay and Google Pay. Payments is 
very much a matter of habit so it has taken 
the crisis for consumers to adapt their 
habits with new payment tech and having 
used them a few times they are becoming 
the new norm for many consumers.”

April

Contactless payment limit 
increases from £30 to £45. 

May

Sainsbury’s experiences surge 
in usage of its smartphone 
app-based scan and go tool. 
Use of it exceeded 50% of 
sales in some shops.

June

On 15 June all non-essential 
shops are permitted to 
open with social distancing 
measures in place, including 
new guidance for POS.

Post lockdown

Phased reopening of retail 
continues. Many retailers are 
planning new functions and 
formats for their stores as a 
result of the pandemic. M&S 
triples Mobile Pay Go tool 
roll-out to 310 stores.
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What did the 
retailers do?
Retailers found themselves operating in a crisis against 
a backdrop of severe restrictions on people movement 
and government-enforced social distancing measures. 
And some responses reflect well on their agility, and 
their ability to adapt to new scenarios.

Let’s hear from the frontline

Currys PC World operator Dixons Carphone left lockdown looking quite different 
to before. Not only did it accelerate its digital acceleration, growing online sales 
significantly, but it also reinvented some store operations. 

That included a store to online video link-up for customer consultations, as well as 
contactless drive-thrus, where shoppers order and pay for items without having to 
leave their vehicles in the car park, taking the POS to the consumer.

Halfords created new format stores at the start of the pandemic before reverting 
back to traditional format as lockdown eased.

Customers were served from a temporary desk at the entrance to stores, with floor 
markings used to help maintain personal space for those in queues. Staff fetched 
the requested products and took a contactless payment – cash was not accepted.
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As pressure on the NHS grew as a result of the pandemic, Morrisons took its 
‘stores’ to NHS Trusts’ hospital carparks. Its lorries pulled up at carparks with food 
boxes containing staple items, and sold the products from the vehicle.

Staff set up a mobile POS to serve keyworkers at such a critical time for the UK. 
It played a part in the formation of a new permanent food-box channel, which is 
now sold online and in stores.

The ingenuity of retail and hospitality is highlighted in 
the boxed-out examples, provided, and some of the 
systems put in place could come to represent a more 
permanent way of transacting. There will inevitably 
be more changes in the coming year.

Retailers also spent the crisis directing customers who preferred to pay by cash 
to self-service machines.

The hospitality sector was also hugely impacted by the coronavirus pandemic, 
with restaurants, pubs, and cafes closing across the UK. 

Costa Coffee pivoted to offer home delivery via food service provider tie-
ups, as well as drive-thru stores, and takeaway-only shops. Costa has since 
launched a new multi-format store in London offering dine-in facilities, an 
external touchscreen ordering service, and a street-level hatch where payments 
are taken for takeaways.
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RBR, a banking tech, cards and payments research consultancy, says  
pre-pandemic there was a growing movement towards self-service 
machines in retail.

Retailers across every region increased their investment in self-checkout 
technology in 2019, with more than 120,000 units shipped globally 
according to RBR’s Global EPOS and Self-Checkout 2020 study. The 
investment was led by the US, but in Europe Lidl, Carrefour, and the UK 
grocers made significant investment in additional terminals.

Alan Burt, an associate at RBR, says: “I think we’ll see fewer assisted lanes 
in high volume sectors like grocery, and more self-service options whether 
that is screens you touch or customers’ own devices.

“We’re seeing it in high volume, convenience, 
and petrol stations. I think the shift towards self-
service is the biggest thing we’ve seen in our 
research over the last year.”
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Future of payments 
in retail
RBR research before the pandemic pointed to 
momentum behind more self-service machines in 
retail, particularly the grocery market which the 
study said was pushing towards greater numbers of 
cashless terminals.

But will consumer concern around hygiene and touchscreens in a 
Covid-19 world mean that shift towards self-service might now split more 
evenly between physical terminals and payments made via people’s own 
smartphone-based apps?

McMurtrie says customers will guide retailers towards the appropriate path.

“The power is now with the consumer as to how they would like to pay – 
which technology and which options – rather than retailers channelling them 
to go down a preferred route,” he argues.

“The retailer needs to recognise the wide range 
of demographics and preferences, and they must 
offer a wider range of payment options to be  
able to satisfy the differing demands of each 
customer group.”

Cash versus card
Card payments accounted for 51% of all payments in the UK in 2019, 
according to UK Finance. Cash payments decreased by 15% to 9.3 billion 
payments but it was still the second most frequently used method, representing 
23% of all payments in the year We will only know the full impact on cash 
usage of the coronavirus, when official figures are released in 2021, but the 
indication is that cards – and particularly the contactless variety – will have 
become more influential to the overall landscape.

So, what else is new? 13
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There are contrasting views. Burt says: “The ‘cash is dead’ argument has been 
around for a long time, but we see cash really isn’t dead – there’s a large 
proportion of the nation that want to use it.”

For Eames, more questions will be asked by retailers on the cash versus  
card debate.

“With average cash transaction volumes 
significantly in decline, the time for cashless stores 
in some sectors seems more logical, particularly as 
the cost of handling cash remains high,” he notes.

Direction of travel
Eames imagines payments innovation moving in different directions in different 
retail sectors. On more mobile checkouts, he says: “The chance of me as 
a customer wanting to check out in front of the baked beans is slim to none 
– the supermarket journey takes me clearly towards payment and exit. In a 
department store or clothes store, the need for transacting as and when you’ve 
tried the item on is arguably greater.”

He adds: “Most people’s view in the industry will be heading towards mobile 
payment. Going somewhere else to pay after you’ve tried clothing on doesn’t 
feel like a frictionless customer journey.”

Amazon is planning on launching additional Amazon Go stores, which don’t 
require a checkout at all, with customers checking in on apps and triggering a 
payment on their departure. Similar retail formats have emerged in Asia.

These are the type of innovations under consideration from large retailers, 
and the rest of the industry will look on with interest. More biometrics in retail 
payments – be it face, finger print, or palm vein to transact – is being tested in 
the payments space, too.

As McMurtrie says, perhaps biometrics’ time has come: “The expectation 
is that biometrics will have a significantly larger role in payments tech and 
security going forward because of the greater use of the smartphone and the 
new regulatory demands for authenticating customers.”

There has never been a lack of innovation and new ideas in retail payments, 
but perhaps now, as we deal with rapid change in all aspects of society, a 
particularly concentrated period of revolution at the POS awaits.

But what are the important things to remember?
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Key takeaways 
So much has happened in retail, and in retail payments, 
in such a short period of time.

Here are five key takeaways for retailers and brands to consider about their 
payments, POS, and store formats, in the aftermath of the coronavirus crisis.

New format experimentation

Store format experimentation will need to continue. Retailers will need more POS 
points, more flexible POS points, and more variety of POS in a coronavirus-
influenced landscape

Despite shopping basket values going up in the pandemic, particularly in grocery, 
the need for speed persists. Morrisons’ created speedy shopping lanes to allow 
basket shoppers to get in and out of stores, and this is the type of ongoing 
creativity required.

Multi-function POS

Every shopper wants different things, meaning multifunctional POS is the key to 
keeping a broader range of customers happy. Encouraging people into stores in 
a Covid-19 world is not going to be easy – make sure you give them what they 
want when they get there.

Play your cards right

Card payments continue their rapid increase as a percentage of retail transactions 
– make sure your POS is refreshed, secure, and reliable to manage the workload.

Avoid POS SOS

Consumers will be cautious, so make sure the POS – where the all-important 
customer conversion is completed – is a safe haven. Keep it clean, tidy, and use 
the surrounding space to be clear about the latest safety advice.  

Technology care

In an ever-changing in-store environment, remember to take care of your 
hardware. Retail sales have been hit hard by the pandemic, make sure your 
machinery is ready to take every payment possible in a subdued market.
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Retail Gazette brings this report to you in association 
with Ergonomic Solutions and Secure Retail. Contact 
them directly to talk to them in more detail about any of 
the issues raised.

Ergonomic Solutions

Ergonomic Solutions is the leading supplier of innovative and ergonomically 
designed technology mounting and mobility solutions with ten million solutions 
installed worldwide, including over four million specific payment solutions. 
Developed in partnership with global retailers and technology suppliers, 
SpacePole products are modular, proven in the field, cost-effective to upgrade, 
and protect against tamper and physical damage.

Ergonomic Solutions, B1 Longmead Business Centre, Blenheim Road,  
Epsom KT19 9QQ

Telephone: +44 (0) 1372 728872    Email: marketing@ergonomic.solutions
www.ergonomic.solutions

Secure Retail

Secure Retail is the trusted global provider of payment solutions, hardware, 
software and services to leading brands across a variety of market sectors on a 
global scale. Evolving from an electronic manufacturing background founded in 
1986, our focus has always been on accuracy, process and overall customer 
satisfaction, these core values provided a nice transition path into a payments 
business in 2003. Our wealth of knowledge has been built over years of 
collective experience within the payment industry, and is recognised and 
respected by world leading manufacturers, software development houses, and of 
course, the vast number of end customers who we support daily.

Secure Retail Ltd, Walker Road, Bardon Hill, Coalville, Leicestershire, LE67 1TU
Telephone: +44 (0)1530 511150    Email: info@secure-retail.com
www.secure-retail.com

http://www.ergonomic.solutions
http://www.secure-retail.com
https://twitter.com/Ergonomic_Sols
https://twitter.com/SecureRetail1
https://www.linkedin.com/company/136153/admin/
https://www.linkedin.com/company/secure-retail-limited?trk=vsrp_companies_res_name&trkInfo=VSRPsearchId%3A483590971396616252341%2CVSRPtargetId%3A3525174%2CVSRPcmpt%3Aprimary/%E2%80%8E
https://www.instagram.com/secureretailuk/
https://www.facebook.com/Secure-Retail-Ltd-492649664094576/

