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MIX Networks Use Case:

Retail

Focus: Omnichannel Customer Experience, Store Resilience, and Rapid Rollouts

Business Context and Market Signal

Modern retail organizations face unprecedented demands for seamless customer experiences that
span in-store interactions, curbside services, and digital touchpoints. These multi-channel operations
require sophisticated communications infrastructure that provides consistent customer service
across all interaction points while enabling centralized oversight and management across potentially
hundreds or thousands of retail locations.

Cloud voice solutions address the retail sector's need to handle high call volumes during peak
shopping periods, support emerging service models such as Buy Online Pick-up In Store (BOPIS) and
curbside delivery, and maintain continuity for essential store operations during the transition to
modern communications platforms. The ability to rapidly deploy consistent communications
infrastructure to new store locations while maintaining legacy analog systems during modernization
periods has become a critical competitive advantage in the fast-paced retail environment.

Representative Market Size and Momentum

VoIP and Unified Communications as a Service (UCaaS) demand continues to accelerate among multi-site retail
organizations driven by imperatives for cost control and speed-to-market for new store openings. The retail
sector's adoption of cloud communications aligns with broader market growth that remains in double-digit
territory through 2032, as retailers recognize that modern communications infrastructure is essential for
delivering the omnichannel customer experiences that drive competitive differentiation and customer loyalty.

Priority Use Cases for Retail

O 1. Store Telephony and Intelligent Routing

Contemporary retail operations require sophisticated call management
capabilities that provide location-aware routing to ensure customers reach
the appropriate store location, automated hours and holiday menu
systems that provide accurate information outside business hours, and
intelligent queue callback functionality that reduces customer frustration
during peak shopping periods by eliminating extended hold times.



2. Curbside and BOPIS Service Support

The evolution of retail fulfillment models demands integrated communication
capabilities that support SMS notifications for order status updates, click-to-call
functionality embedded in web and mobile applications that connects customers
directly to store-specific service queues, and seamless coordination between digital
order systems and in-store fulfillment teams to optimize pickup experiences and
customer satisfaction

O 3. Contact Center for Customer Experience Optimization

Retail organizations require scalable customer service capabilities
featuring centralized overflow routing to regional hub locations that can
handle peak demand periods, comprehensive quality monitoring and
analytics platforms that enable continuous improvement in customer
service delivery, and integration capabilities that provide agents with
complete customer context and order history.

4. Legacy Analog Device Integration

Retail locations depend on various analog systems that must continue operating
during communications modernization, including alarm panels for security and
fire safety, elevator emergency phones for customer and employee safety, and
fax systems for vendor communications and administrative processes. Gateway
solutions with LTE failover capabilities ensure these systems remain operational
while enabling integration with modern IP-based communications infrastructure.

5. Rapid Site Deployment and Standardization

Retail expansion strategies require communications infrastructure that
supports accelerated store opening timelines through pre-provisioned devices
and standardized configuration templates that can be rapidly deployed to new
locations. Location-specific E911 compliance per address ensures immediate
safety compliance, while standardized call flows provide consistent customer
experiences across all store locations.

Solution Elements from MIX Networks

MIX Networks addresses the complex requirements of retail operations through a comprehensive
platform designed for multi-site retail environments:

Omnichannel Communications Platform: Complete hosted PBX solution with optional contact center
capabilities featuring comprehensive recording and analytics tools that provide insights into customer
interaction patterns, service quality metrics, and operational efficiency across all retail locations and
communication channels.

Legacy System Continuity: POTS replacement solutions that maintain connectivity for existing alarm
systems and legacy analog endpoints during migration periods, ensuring that essential security and
operational systems continue functioning without interruption while enabling modernization benefits.



Retail System Integration: APl-based integration capabilities with order management systems and
Customer Relationship Management (CRM) platforms that synchronize caller context and purchase
history to service agents, enabling personalized customer interactions and more efficient problem
resolution.

High-Availability Infrastructure: Comprehensive resiliency featuring dual-path connectivity options
and cellular backup systems that ensure continuous communications availability even during local
infrastructure disruptions, maintaining customer service capabilities and operational continuity
across all retail locations.

Key Performance Indicators and Expected Outcomes

Implementation of MIX Networks solutions delivers measurable improvements across customer
satisfaction, operational efficiency, and cost management metrics:

Enhanced Customer Experience: Significant reduction in call abandonment rates during
—:3 peak shopping periods through intelligent queue callback functionality that allows
{mﬁ customers to maintain their place in queue without remaining on hold, improving customer
satisfaction while reducing staff pressure during busy periods.

Operational Cost Optimization: Lower telecommunications expenditures and reduced field
@, service requirements through centralized cloud-based management that eliminates the
£ need for on-site technical support and reduces hardware maintenance costs across multiple
retail locations, improving overall operational efficiency and cost predictability.

Service Delivery Innovation: Improved curbside pickup and BOPIS throughput through

[V(\D integrated SMS notifications and seamless coordination between digital ordering systems and
in-store fulfillment teams, resulting in faster service delivery and higher customer satisfaction
scores for emerging retail service models.

Rapid Market Expansion: Accelerated new store opening timelines through standardized
communications deployment processes that reduce the complexity and time required to

DUUU establish full communications capability at new retail locations, supporting aggressive
expansion strategies and competitive market positioning.

o Customer Service Quality: Enhanced service consistency across all locations through
Q centralized contact center capabilities and comprehensive quality monitoring tools that enable
continuous improvement in customer interactions and problem resolution efficiency

Business Continuity: Superior operational reliability through redundant connectivity and
(o= automatic failover capabilities that ensure customer service and essential store operations
continue uninterrupted during infrastructure maintenance or unexpected disruptions,
maintaining revenue generation capability and customer confidence.

Note: Market sizes reflect hosted VolP/UCaaS market estimates and sector adoption trends from public sources.
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