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With sales last year almost
reaching £4 billion, the
restructuring of the business will
position the multi-channel
retailer alongside sister company
Homebase, giving a total estate
of almost 1000 stores.

But with 23,000 staff, being the
number one retailer for
furniture, kitchen appliances
toys and watches, has come at a
price — trying to keep tabs on
and control of shrinkage or loss
through theft and fraud. With
Argos’s unique position in the
market, shrinkage is primarily
concentrated on internal fraud
as the minimal shop floor
displays generally act as a
deterrent to opportunistic
shoplifters.

The respected 2006 European
Retail Theft Barometer (ERTB)
puts overall retail theft at €33
billion, but across all the major
retailers it is staff dishonesty
that has continued to rise year
on year.

As an issue Argos has been
determined to arrest, the
business recently joined forces
with the ORIS Group, the UK’s
leading retail Loss Prevention
specialists, to jointly develop
two configurable software tools
that provide complete
transparency of fraud and
incidents across the stores and
distribution centres (DCs) and
allows the Profit Protection
Team to prioritise actions.

Adrian Sherry, Argos’s Solutions
Manager says the relationship
with ORIS started when, tired
of trying to patch up its legacy
database that was no longer
supported by Argos’s IT
division, his team went out to
the market to find an incident
management product that was
accessible and easy to use.
Instead he came away with two
new products that Argos could
configure to match present and
tuture requirements.

Attracted to ORIS’s ‘can-do’
attitude, Sherry and his Crime
Analysis Team first took delivery
of the web-based Case Manager
tool that provides a process to
manage cases of fraud with
timely and complete closure of
investigations. Case Manager
captures the cost of fraud and
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the true financial impact of the
investigation as well as
monitoring the efficiency of
Profit Protection Managers and
their clear up rates in the field.
By holding this data centrally,
the business can focus attention
on how to prevent future fraud.

The intuitive web-based case
management system delivers
reports in a variety of easy to use
formats including tables, graphs
and charts to visualise and track
internal fraud nationally,
regionally and by individual
store. In addition, it collates
information about cases and
assists Profit Protection Managers
to keep track of investigations -
enabling effective feedback into
the business to prevent problems
recurring. —»
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“The output from
Incident Manager is
fantastic. It’s also web-
based which means that
we can log in from
anywhere to incidents
and action them. It drives
our Profit Protection
strategy in terms of
priority site visits which is
important when your
field staff each have 60
stores each under their
control. Now they have
quality information they
can work with”

says Sherry.

“To retain profit, you
have to be able to
measure it, which we now
can because we are always
dealing up-to-the-minute
accurate figures. The
relationship we have with
ORIS is great because the
team is like an extension
to our team who all pull
together to get problems
solved. It provides us
with a unique support
structure because if we
want to change anything,
we can make a phone call
to ORIS and it is turned
around in a couple of
hours ” says Emerson.
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While Case Manager is largely
field based and exclusive to the
Profit Protection Team, Incident
Manager, the second solution
Argos now has up and running, is
designed to help the head office
‘Solutions’ team identify hot
problems around the country and
prioritise their work loads
accordingly.

“We were in the market for a new
incident reporting system because
our existing tool which had served
us well over 12 years had reached
the end of the road and was no
longer supported by out IT team.
We therefore needed to find a
replacement that was easy to use
and could be implemented
quickly,” says Sherry.

The smart new incident reporting
system that Sherry and his team
played a major role in developing,
maps incidents of ‘shrink’ as they
happen.

“Our Solutions Help desk receives
1200 calls per week and deals with
everything from acts of crime to
broken CCTV systems. It operates
24 hours per day so prioritising
action was like trying to find a
needle in a haystack under the old
technology regime of opening up
unwieldy spreadsheets,” explains
Sherry.

The technology
identifies trouble spots
for retail loss, identifies
patterns of behaviour,
analyses cost to the
business and even
highlights opportunities
for civil recovery against
offenders. It collates all incidents
as they happen and, in serious
incidents, even alerts managers to
thieves’ modus operandi and
predicts their likely next target. In
addition it provides real time
analysis of the problem by
country, region or individual store
by numbers of incidents, their
cost and their type via detailed
reports so that Argos can monitor
loss and act on the exceptional
patterns of behaviour highlighted.
Senior management can be
alerted via email or SMS as soon
as a burglary or robbery is logged,
day or night.

“The output from Incident
Manager is fantastic. It’s also web-
based which means that we can
log in from anywhere to incidents
and action them. It drives our
Profit Protection strategy in terms
of priority site visits which is
important when your field staff
each have 60 stores each under
their control. Now they have
quality information they can

work with” says Sherry.

Lloyd Emerson, Argos’s Crime

Analysis Manager, says that
although Incident Manager is a
bought in technology, the
relationship with ORIS has meant
that Argos were the first to use
what in essence is a bespoke
product that he and the team
helped design and develop.

“This flexible way of working is
very important to us as our
mission goal is to have an
intelligence-led function that
means there is no place for shrink
to hide. The fact that we helped
design it was also attractive to us
because between ORIS and
ourselves we have made it easy to
use for non-IT people,” he says.

“To retain profit, you have to be
able to measure it, which we now
can because we are always dealing
up-to-the-minute accurate figures.
The relationship we have with
ORIS is great because the team is
like an extension to our team who
all pull together to get problems
solved. It provides us with a
unique support structure because
if we want to change anything, we
can make a phone call to ORIS
and it is turned around in a couple
of hours ” says Emerson.

Reducing shrink is now everyone’s
responsibility at Argos as the
tentacles of ORIS’s Case and
Incident Manager spread
throughout the business to help
catalogue and order the problem
to enable the Profit Protection
Team to set the priorities for the
multi-channel retailer as it sets its
co-ordinates from GUS to growth.



