
5 Guidelines for Retailers
To Create a Personalized 
Engagement Platform



Personalize and Engage

The Personalized Engagement 
Platform ecosystem is the only 

solution built to enable a  
next-generation retail experience 

that uniquely engages customers and 
builds meaningful relationships with a 

brand, allowing retailers to monetize all 
resources available in their stores. 

Aerohive empowers retailers to tie 
connectivity, insight, and applications 
together to optimize their business. 

Retailers want the ability to provide a modern and 

compelling new in-store experience to customers with 

personalized recommendations, simplified buying, and 

faster customer service. Technology opens up exciting 

possibilities within retail, providing opportunities to  

deliver better customer experiences and gain a competitive 

advantage by driving conversion, increasing spend and 

encouraging repeat visits and loyalty.

Where we once saw a divide between the online and 

in-store shopping experiences, many retailers are now 

leveraging their customers’ online world within their 

physical stores. Engaging applications, analytics and 

mobile point of sale are great examples of how  

transformative stores are staying ahead of rivals by 

using technology to better understand their customers, 

deliver greater services, and keep people coming back. 



Personalized Applications

Retailer applications drive loyalty 
and provide a great communication 

platform to engage with customers. 

 With the vast majority of consumers 
carrying mobile devices, retailers can 
now personalize the shopper experience 
in-store by triggering mobile device 
communication based on a customer’s 
physical location.

Leveraging Wi-Fi and iBeacon technologies, mobile applications can deliver location specific content to 

a customer including welcoming them to the store, notifications of special discounts, recognizing repeat 

visits and applying loyalty points. 

Interactive apps can also help to deliver product information that’s relevant to the shopper’s location in the 

store. When customers scan or are in close proximity to a particular item, they can be directed to informa-

tion related to that product, and if more information or assistance is required, the customer can use the 

app to call on an in-store advisor.

In some cases, smart retailers are utilizing not their own applications, but applications that are native to 

the mobile device, such as Apple’s PassBook. As a customer connects to the free and open in-store Wi-Fi, 

they are prompted to accept the terms and conditions for access, and as they do so, a pass is downloaded 

to the device, much like a train or plane ticket. The downloaded pass opens up a line of communication 

to that customer, allowing the retailer to send targeted and location-driven content without the customer 

having to install specific applications. 

Wi-Fi and Bluetooth are certainly powerful allies of mobile applications, providing the delivery vehicle for 

communication, and identifying the location of customer in-store to drive increased personalization. 



Engaging Wi-Fi Hotspots

Instead of providing a common password for customers to connect to the in-store Wi-Fi, many retailers are utilizing 

hotspots that require user identification in order to capture valuable customer insight. In many cases, customers can 

use their existing social media credentials—including Facebook, Twitter, Google+, and LinkedIn—to access the Wi-Fi. 

Not only does this make it easy for people to connect, but it also allows reports to be generated, detailing customer 

demographics and other market insight. 

With captive portal solutions, retailers can easily customize the landing page presented to customers as they connect 

to the Internet to match the look and feel of their brand, and provide location-based content to build customer loyalty. 

For example, allow customers to find relevant information on a map, leave messages on a virtual bulletin board, or 

download a range of innovative applications that support advertising, social media, marketing and customer  

experience enhancement. 

It is also easy to customize Wi-Fi services for customers and guests based on the business model best suited to 

each location. Typical options include rate limits based upon free and pay-per-use services, time-based policies, and 

even online payment via PayPal. 

Whatever method is used to connect customers, it can be simple to collect and analyze information about customer 

behavior and preferences, which can then be used to define market strategies and improve campaign performance.

We expect connectivity no  
matter where we go, and  
shopping is no different. Providing 
guest access for customers is a 
simple service that many organizations 
are already doing today, but is it being 
implemented effectively?
 
Guest access can either be used to  
capture customer information, or  
it can be monetized through  
additional services and capabilities. 



Shopper Behavior Analysis

Brick-and-mortar retailers are increasingly interested in understanding shopper behavior and finding ways to 
engage customers in new and compelling ways. For example, do changes in staffing and store layout have a 
significant impact on average shopping time? Retailers are also looking to perform comparisons across stores in 
order to understand what makes one store outperform others. For example, a clothing retailer might conduct a 
test of two different window display designs across several stores to understand which design entices a higher 
percentage of people walking by to enter the store.

Ironically, the explosion of Wi-Fi–enabled mobile devices such as smartphones and tablets–key catalysts for the 
growth of e-commerce–is also helping to level the playing field between online and offline retail. The number 
of people carrying a mobile device with active Wi-Fi is now large enough to represent a statistically significant 
sample of the overall population. As a result, it’s now possible to accurately and anonymously measure in-store 
shopping behavior and trends by detecting the presence of Wi-Fi devices. 

With a better understanding of the traffic in and around stores, it becomes easier to analyze the performance 
of stores based on the bigger picture, rather than just cash in the register. Whether a smartphone is actively 
connected or not to the retailer’s Wi-Fi is irrelevant, any device which has Wi-Fi is continuously scanning the air 
and with it advertising its location to network infrastructure, the Wi-Fi access points belonging to the retailer will 
simply listen to these broadcasts and using cloud-based analysis tools, compile the data into business insights.

Understanding the habits and 
journey of an online shopper is  
reasonably straightforward with the 
use of analytics engines. But what 
about the real world?

Presence analytics-capable mobility 
solutions capture the behavior of  
people in and around a store, through 
the sensing of mobile devices. 
 



With a greater emphasis on creating a consultative approach to in-store assistance, point of sale (PoS)  
solutions focus on getting sales associates on the floor with customers rather than behind a cash register. 
Mobile PoS provides a suite of tools that increase staff flexibility and responsiveness, helping them deliver 
exceptional customer service. 

Staff can become instant experts with access to thousands of product images, descriptions, and stock-level 
visibility across multiple stores. During the decision-making process, staff can help customers make the right 
choice, and even provide up-sell and complimentary item options to drive even higher revenues. Whenever a 
product is selected, a list of related products will let you know which additional items may benefit the customer. 

Additionally, the sales process can be streamlined by eliminating long lineups and checkout abandonment by 
closing and transacting the sale anywhere in the store. While processing a sale, paperless receipts can be 
generated and emailed for both the customer’s convenience and as a method to collect further information 
for later communications. 

Wi-Fi has become a key platform for supporting retailers in-store, but with sensitive information involved—
including payment details—the infrastructure must be secure. Ensure that mobile PoS is both effective and 
protected by deploying an enterprise Wi-Fi solution that ensures PCI compliance, segregating customer and 
PoS device traffic at the edge of the network.

Unchain Customer Associates

   

Mobile devices enhance the  
service that staff provides to  

customers, by having fast access  
to information, which can be used to  

provide further details of a product, 
perform lookups, take orders and  
transact. 

 Mobile technology frees advisors 
from a cashier point and allows for 
a much more engaging approach 
to customer service.



The retail store of the future delivers a truly individual shopping experience, and utilizes far more than mobile  
devices to achieve this. Retailers are embracing a wide range of technologies within stores that capture the  
imagination of shoppers, from interactive storefront windows, to virtual dressing rooms. Each new exciting  
technology introduced offers customers a unique shopping experience not possible online. 

The Internet of Things (IoT) is a key part of many of the new technologies seen in the next generation of 
shopping. Automated vending and checkouts, inventory tracking and customer price checkers, utilize IoT 
systems and sensors to streamline operational efficiency and provide faster services for customers. These 
smart stores also leverage network-connected systems to not only increase sales, but also to reduce  
operational costs, including lighting and heating, which can be centrally monitored and controlled from a 
centralized platform.  

Many of these devices will rely on Wi-Fi for network connectivity for convenience and flexibility; therefore it is 
important to ensure that the infrastructure is highly resilient and has sufficient bandwidth available, especially 
if the network is facilitating access for customer’s mobile devices. Security is also a challenge, There have 
been some high profile breaches where IoT systems have not been sufficiently secured on the infrastructure, 
making context-based access vital to the success of technology-driven stores. Finally, with many retailers 
opting for proof of concept trials, the network should be able to grow with the demand, without limitations.   

Connect Everything

Digital displays, automated check-
out services, dressing rooms and 

more utilize network intelligence to 
provide a better service to customers, 
and help to streamline the efficiency 
of store operations. 



Corporate Headquarters
Aerohive Networks, Inc. 
1011 McCarthy Boulevard \ Milpitas, California 95035 USA 
Phone: +1.408.510.6100 
info@aerohive.com | www.aerohive.com  

International Headquarters 
Aerohive Networks Europe LTD 
The Court Yard | 16-18 West 
Street Farnham, Surrey, UK, GU9 
7DR+ 44 (0) 1252 736590

®

About Aerohive Networks
Aerohive (NYSE: HIVE) enables our customers to simply and confidently connect to the information, 
applications, and insights they need to thrive. Our simple, scalable, and secure platform delivers  
mobility without limitations. For our over 20,000 end customers worldwide, every access point is a 
starting point. Aerohive was founded in 2006 and is headquartered in Sunnyvale, CA. For more  
information, please visit www.aerohive.com, call us at 408-510-6100, follow us on Twitter @Aerohive, 
subscribe to our blog, join our community or become a fan on our Facebook page.
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