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Extend Performance Observability to Distribution 
and Store Locations

The notion that brick-and-mortar stores 
would be rendered obsolete by the COVID-19 
pandemic has been proven false over the 
last few years. Rather than focusing on 
e-commerce alone, remote retail locations 
are capitalizing on the concept of “hybrid 
shopping” and investing in omnichannel retail 
engagement strategies to meet consumer 
demands for convenience and flexibility. 
Consumers today are seeking out more time 
for personalized shopping experiences with 
direct interaction, as well as in-store and 
curbside pick-up options for convenience 
and potential to avoid shipping costs or 
delays. As the retail industry continues to 
evolve and complexities increase, businesses 
must monitor network and application 
performance to keep customers happy and 
in-store foot traffic steady.

“9 out of the top 10 
e-commerce websites are run 
by retailers that also operate 
brick-and-mortar stores.”

– National Retail Federation, 2023

Digital Experience Assurance at 
Retail Stores
At the forefront for retail business priorities 
remains the unwavering importance of 
a positive customer experience and that 
has evolved over recent years to include 
several digital transformations for in-store 
shoppers, particularly those that use Wi-Fi 
for access to Internet services. The effects 
of slowdowns can be felt in many ways 
during the shopping experience:

•	 Accessing store maps and item location 
information

•	 Retrieving loyalty program points through 
mobile applications

•	 Leveraging the “price assistant” IoT devices 
in store aisles

•	 Using the internet to compare prices and 
product offerings

Performance disruptions during these 
routine shopping behaviors can quickly 
translate to negative shopping experiences 
and lost customer loyalty.

Performance Management 
in Distribution Centers & 
Warehouses
Distribution center and warehouse network 
and application performance was equally 
concerning when issues caused delays in 
inventory replenishments to retail stores. 
Inventory availability for shipping to store 
or customer address, designed to be a 
competitive differentiator, becomes a 
detriment when consumers are unable to 
quickly receive details on availability and 
delivery timelines. For that matter, issues 
within network and application performance 
within the distribution centers impacting 
customer order processing and shipping, 
retailer inventory management applications, 
and other operational services and 
communications can all negatively impact 
both revenue impacting and operational 
expense for a retailer.

Network operations (NetOps) and IT teams 
are tasked with isolating root cause of 
slowdowns, troubleshooting network and 
application degradations, and reducing 
mean time to repair (MTTR) to minimize 
negative customer impact. Rapid triage 
and faster MTTR for issues impacting digital 
experience quality is essential to uphold 
customer satisfaction standards. It becomes 
exponentially harder to achieve these goals 
in locations with limited IT resources and 
gaps in network and application observability 
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Store networks are often connected to 
headquarters and cloud providers via the 
internet, making strong and secure internet 
connections crucial to operations. When 
consumers utilize their smartphones over 
store Wi-Fi to enhance their shopping 
experience, the digital connections made 
allow retailers to extend the omnichannel 
experience to their phones. If network 
connectivity is interrupted, this opportunity 
is lost. Using NETSCOUT solutions for both 
packet-based monitoring and synthetic 
testing, retailers can assess performance 
and user experience from remote locations 
over Wi-Fi as well as at the checkout stations 
over ethernet connections. The nGeniusONE 
solution then provides an overarching view 
into performance at every retail location, 
proactively exposing the root cause of 
problems to avoid disruption.

As consumers have ventured back to 
physical store locations, retailers must 
prepare operations for increased foot traffic 
– especially during peak seasons. nGenius 
Enterprise Performance Management 
solutions provide the pervasive observability 
needed to prevent bandwidth congestion 
that can result in long check-out lines, lagging 
point-of-sale (POS) system technology, 
and fulfillment issues from scan-as-you-go 
in-store technology to online ordering to 
curbside delivery and pickup.

Through ASI technology, IT 
teams get a holistic view and 
clear insights into performance 
problems before they become 
user and customer problems.

Leveraging ASI, the nGeniusONE® solution 
delivers unmatched capabilities that ensure 
the reliable and uninterrupted delivery 
of critical retail network and application 
performance in any location. With NETSCOUT 
solutions, retailers are able to gain immediate, 
actionable visibility to solve performance 
issues during unplanned disruptions.

Our Solution
NETSCOUT’s nGenius® Enterprise 
Performance Management solutions deliver 
both real-user traffic packet monitoring and 
packets from synthetic tests for early warning 
of emerging issues. Whether at flagship 
storefronts, distribution centers, remote 
retail locations, contact centers or other sites, 
NETSCOUT solutions deliver comprehensive 
observability to assure resilient network and 
application performance and supreme user 
experience.

Retail stores and distribution centers are 
good examples of locations with mission 
critical network and application activity that 
often lack staff and solutions to maintain and 
improve quality performance for customers 
and employees.

End-through-end observability and real-
time smart data derived from deep packet 
inspection is critical for retailers as they 
balance digital innovation and adoption of 
emerging technology with reliable network 
and application performance to support and 
future-proof business operations.

Our Approach
NETSCOUT’s approach to performance 
management is built on a foundation of 
deep packet inspection at scale and smart 
analytics. NETSCOUT’s patented Adaptive 
Service Intelligence® (ASI) technology provides 
robust Smart Data that enables enterprises 
to harness the power of comprehensive 
visibility that scales to essential business 
edges – from the client to the cloud and from 
data centers to remote offices, and beyond. 
NETSCOUT® analytics are the industry 
leading standard for scalability and ease-of-
use, extending service triage capabilities to 
cloud, SaaS/UCaaS, and business edges for 
comprehensive visibility to keep each aspect 
of retail operations running smoothly.

Cloud
• Hosted E-commerce
• SaaS shopping cart applications
• SaaS payment processing
• Mobile applications

Service Enablers

Distribution Centers
• Warehouse Management System
• Transport Managment System
• Wired/Wireless Networks
• Barcode readers

Data Center & Infrastructure
• Web servers
• Application servers
• Middleware servers
• Virtualization
• Wired/Wireless Networks
• WAN
• Database Servers
• Storage
• UC&C Infrastrucure

Contact Center
• UC&C Clients
• Social Media
• Web
• Email
• Ticketing System

DNS

Stores
• IoT devices: price assistants 

and product information
• Interactive store maps
• Self-service checkout
• Store associate tablets
• Mobile device in-store use
• POS technology
• UC&C clients
• Wireless Networks
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Our Value for Retail Companies
NETSCOUT solutions are designed to provide 
critical network and application performance 
and user experience insights that retailers 
depend on. Using NETSCOUT solutions, retail 
companies can:

•	 Optimize operational efficiency in all areas 
of the retail ecosystem, from e-commerce 
to in-store experiences.

•	 Monitor retail application performance 
of specific software and applications 
used in distribution centers, inventory 
management, order processing, and 
shipping and fulfillment.

•	 Gain real-time visibility into business 
edges, from flagship stores to remote 
store locations to distribution centers and 
warehouses.

•	 Assure digital experience quality by 
continuously monitoring the performance 
of IoT devices, Wi-Fi and Ethernet 
connectivity.

•	 Get ahead of issues, identify root cause, and 
dramatically reduce MTTR by proactively 
responding to service degradations 
that may dramatically slow the pace of 
experiential shopping or retail delivery.

•	 Prepare for peak shopping times by 
analyzing bandwidth and traffic trends and 
implementing capacity and monitoring 
strategies accordingly.

•	 Protect communication quality between 
third-party vendors, customers, and 
distribution centers to ensure a positive 
user experience.

•	 Lower TCO and reduce complexity by 
consolidating tools and leveraging one 
comprehensive solution for network, 
application, and user experience 
assurance while monitoring voice, video, 
and business data applications.

With more customers than ever engaging in 
autonomous shopping through buy-online-
pickup-in-store (BOPIS), buy-online-return-
in-store (BORIS), and buy-online-pickup-
at-curbside (BOPAC) options, network and 
application performance are critical to the 
inventory management and automation 
processes that make these convenience 
trends possible.

Personalized shopping experiences are 
valued highly in today’s retail environments. 
Consumers are craving human interaction 
and connection more than ever and 
appreciate the helping hand of in-store 
employees. nGenius Performance 
Management solutions provide the certainty 
on the backend to empower employees at 
the storefront to deliver quality customer 
service. While on the one hand virtual 
dressing rooms, self-check-out and 
voice-ordering have improved shopping 
experiences, human intervention remains 
valuable when issues with this technology 
arise. Store associates often carry tablets 
that enable them to provide specific 
product information, look up inventory in 
other store locations, and complete sales 
transactions from anywhere in the store. 
This technology is only useful with a strong, 
in-store wireless network and uninterrupted 
internet connection. NETSCOUT performance 
management solutions provide visibility 
across the network and to behind-the-
scenes services to support a successful retail 
environment and empower retail employees 
to provide exemplary customer service.

http://www.netscout.com
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