
THE BIG 
SHIFT.
How Retailers and  
Brands Drive Revenue  
and Growth with Cloud



Digital technologies and evolving customer behaviors 
have driven tremendous change among retailers 
and consumer brands during the past decade, but 
the pace of disruption has increased since 2020. 
Mobile adoption and eCommerce are reshaping the 
retail and CPG sectors, forcing them to make a big 
shift to become “digital-first” industries. In this new 
reality, a growing portion of customer engagement, 
transactions, and operations happens in the cloud. 

These changes present opportunities, but they also 
come with challenges. Many retailers were already 
struggling with low margins, increasing competition, 
faster fulfillment, and pressure to drive more sales 
through digital channels. Meanwhile, consumer 
brands were trying to navigate customers’ demands 
for personalization, more-sustainable options, and 
several manufacturing and supply chain constraints.

Both sectors now face an urgent need to rapidly 
reinvent their business. Cloud investments can enable 
this transformation, allowing retailers and consumer 
brands to address these challenges while increasing 
their revenue and accelerating their growth.

Wipro FullStride Cloud Services surveyed 1,400 
global executives, including 123 consumer brands 
and 136 retailers in six countries, with revenues 
ranging from less than $5 billion to $20 billion or  
more. Our research showed that cloud leaders in the 

retail and consumer-brand industries are thriving 
and expanding through their cloud adoption. Whereas 
cloud beginners in the retail and CPG sectors are 
struggling to achieve a return on investment, leaders 
are achieving an average ROI of about 100%.

Our research showed that  
“cloud leaders,” which 
represented the top 20% in  
cloud maturity, achieved a return 
on investment 100 times higher 
than cloud beginners. 

This report explores the best practices of those 
retail and consumer-brand cloud leaders, and 
three key characteristics they share that others 
can follow. First, they leverage the cloud to create 
a future-ready business strategy and drive revenue. 
Second, they use the cloud to improve the customer 
experience and enhance their employee experience 
and productivity. And third, they look to the cloud to 
create intelligent and interconnected operations.

By following these best practices, other retailers 
and consumer brands can make the big shift and 
position themselves to thrive in their industries’ 
cloud-everywhere future.

Introduction.
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Retail is ahead of 
most sectors in cloud 
usage, with the largest 
share of firms in the 
advanced stages of 
cloud maturity and the 
highest percentage of 
apps in the cloud. U.S. 
firms are leading the 
charge.

Leading Retailers and Consumer 
Brands Use Cloud  
to Build Their Business
The cloud is the essential infrastructure to support digitalization, enabling 
businesses to achieve more at lower costs and transform their operations. It 
has also been a critical tool for retailers and consumer brands striving to keep 
pace and compete with digital-native competitors. Yet many of the world’s top 
retailers and consumer brands have discovered something more: the cloud 
can fuel their future, empowering them to grow their business and drive new 
revenues.

As a watershed event for both sectors, the pandemic forced a sudden shift to 
online shopping and digital transformation, leading even laggards to undertake 
bold new initiatives to accelerate cloud adoption. Cloud migration has become 
critical in this environment. With cloud, retailers can deliver a better customer 
experience, and consumer brands can create more customized products. Both 
industries can also leverage the cloud to improve their agility. 

The retail sector has flourished with cloud, and our research shows it ranks 
well ahead of most other industries in its cloud adoption. These findings 
make sense: big-box and large retailers have had to move quickly to fend-off 
competitors like Amazon, Apple, and eBay. Retailers also demonstrate more 
substantial cloud adoption because they attain the highest revenue impact 
of any industry, 4.74%, compared to 4.03% across respondents in all sectors. 
And, because the retail industry has the lowest profit margin of the sectors we 
surveyed (7.58%, compared to 9.6% for all sectors and 10.6% for consumer 
brands), even a slight uplift from the cloud can translate into significant 
bottom-line results.

Top 10 benefits from cloud use now, 
consumer and retail

Benefits that will increase most in two years, 
consumer and retail

Benefit Now In 2 years

Improved profitability 53% 54%

Decreased costs 49% 47%

Increased revenue 46% 57%

Improved planning and  
decision making

46% 49%

Greater market share/ 
expanded client base

43% 46%

Increased customer  
satisfaction and retention

38% 43%

More effective risk  
management and compliance

37% 37%

Greater teamwork and stronger 
corporate culture

36% 36%

Improved employee  
engagement/productivity

36% 32%

Greater innovation/new  
business models

34% 27%

Benefit % pt. diff in 2 years

Stronger reputation  
and brand equity

13%

Greater shareholder value 11%

Reduced carbon footprint 11%

Increased revenue 11%

Better use of capital 8%

Increased customer  
satisfaction and retention

5%

Greater marketshare/ 
expanded client base

3%

Improved planning and  
decision making

3%

Accelerated time to market 3%

Streamlined operations/ 
improved quality

3%
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In their pursuit of these 
opportunities, companies often 
encounter unique challenges that 
they must be prepared to address. 
While consumer and retail firms set 
ROI targets, they often struggle to 
measure performance. As a result, 
they don’t always invest in the areas 
that yield the best results. To attain 
the best ROI, retailers and consumer 
brands must understand which 
cloud uses have the most impact in 
their space, develop a cloud strategy 
that incorporates those lessons, 
establish clear success metrics, and 
involve the C-suite throughout their 
cloud journey.

Top 10 steps to ensure effective cloud implementation

Annualized ROI, by maturity

Steps % taking

Provide training to IT and line of business staff 53%

Develop teams and skills to drive cybersecurity in the cloud 52%

Set and track metrics to measure cloud effectiveness 49%

Ensure regular audits of operational and business processes 45%

Appoint executive with sole responsibility to drive  
and oversee cloud deployment

43%

Roll out change management strategy to  
facilitate cloud transformation

40%

Align cloud development with digital transformation program 38%

Create single pane-of-glass visibility in cloud  
security and performance

38%

Create a governance policy, adoption strategy,  
and implementation plans

37%

Recruit and hire cloud specialists to lead and  
manage cloud deployment

36%

While cloud leaders range in size, they share 
several characteristics and behaviors that bolster 
their success. Those that derive the greatest 
benefits looked to the cloud as a growth engine, 
made investments that set the stage for better 
returns, and engaged senior executives. 

Leaders in both industries say the cloud provides 
a foundation for business transformation, 
driving revenues in multiple areas. Although 
all consumer and retail firms have increased 
their cloud investment, leaders’ cloud initiatives 
achieve revenue growth of 5.3% compared to the 
average company’s 4.2% growth. Leaders in both 
industries also see a much greater ROI from their 
cloud investments, in large part because of their 
cloud maturity and the areas they prioritize for 
cloud adoption.

Making the Big Shift:  
Three Best Practices of 
Cloud Leaders

CPG

Retail

47% 47% 50%

108%

2%

-3%

96%

43%

All Beginner Advanced Leader
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For more than half of 
retail and CPG firms, the 
pandemic underlined the 
cloud’s importance for 
driving agility, resilience, 
and a seamless customer 
experience. 

In an age where companies can’t reasonably predict how technologies may affect their future, the cloud provides 
a foundation for growth and business transformation. Being “cloud-first” enables future-ready companies to 
embrace new business models and drive change across the organization. This also allows them to be more agile 
and resilient to withstand whatever shock and disruption may arise in the coming years. 

However, this approach requires companies to have meaningful C-suite support for their cloud initiatives. While 
42% of all retailers and consumer brands appoint a senior executive to lead cloud initiatives, a full 51% of cloud 
leaders do the same, helping them ensure alignment across the organization and with their broader business 
strategies.

Preparing for the Future

Leading retailers and consumer brands use the cloud to 
improve their financial, operational, and strategic performance. 
Leaders have found that building future-readiness through 
the cloud offers several significant benefits, including greater 
innovation and new business models (35%), accelerated time 
to market (35%), and streamlined operations (20%). Two-thirds 
or more of cloud leaders expect to have a cloud-based data 
center, complete their migration of core processes, and have 
cloud-native application development within the next two years. 
Nearly 90 percent also believe they will have modernized core 
processes within that time.

Embracing the cloud with a future-ready business strategy can 
help retailers and consumer brands overcome many of today’s 
hurdles while preparing for tomorrow’s challenges. For example, 
the business unit head of a French retailer said the cloud 
helped the company reduce its time to market while generating 
new business opportunities. The chief strategy officer of an 
Australian retailer also said a cloud-native remote services 
platform enables it to “keep track of every operation, which 
results in good productivity” and higher performance. 

Best Practice #1:  
Create a Future-Ready Business Strategy

1 

Create a Future-Ready 
Business Strategy and Drive 
Revenue
More than half (56%) of the surveyed 
companies recognize the importance 
of cloud to make processes more 
agile and efficient, and 51% note 
the cloud’s ability to improve their 
business continuity and resilience. 
Leaders, who reported being farther 
ahead in their cloud utilization, are 
better positioned to respond to 
future market changes.

2

Improve Customer and  
Employee Experiences
More than half of the surveyed firms 
say the pandemic elevated the 
priority of using cloud to improve 
customer experience (CX) and 
employee experience (EX). While 
only one-third have made significant 
progress in CX, nearly half say they 
will excel in that area within the next 
two years. Half of these companies 
have also identified EX as one of the 
most effective uses of the cloud.

3

Create Intelligent and  
Interconnected Operations
Nearly half of the consumer brands 
and retailers improved their planning 
and decision-making through 
their cloud investments. In many 
instances, this was the result of 
combining cloud with intelligent 
technologies. These technology 
clusters can also deliver greater 
innovation and help reinvent the 
business.

What do retail and consumer-brand cloud leaders do differently? Our research illuminated three essential best practices:
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Looking to People 

Leaders are looking beyond technology and building 
a strategy that considers people’s importance in 
overcoming adoption challenges. More than 40% 
adopt a change-management approach to facilitate 
cloud transformation and appoint a single executive 
to oversee cloud deployment. In addition, many 
align cloud development with digital transformation 
(38%), set clear cloud roles and responsibilities 
(31%), and secure strong involvement from senior 
management (22%). As these firms expand cloud 
usage across the company, they also increase 
flexibility and foster more innovation by becoming 
more decentralized and distributed.

Key steps taken to facilitate  
cloud transformation

Estimated cloud implementation progress in 2 years by maturity (advanced or full)

Appoint executive to oversee  
cloud deployment

43%

Roll out change managment safety 40%

Align cloud development w/digital 
tranformation

38%

Set clear cloud roles and  
responsibilities

31%

Secure strong senior management 
involvement

22%

Cloud-based 
data center

Leader          

All firms         

Other

69%
49%

44%

65%
43%

38%

88%
42%

31%

78%
45%

38%

Migration of 
core processes

Modernization of
core processes

Cloud-native 
application

development
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Enhancing the Customer Experience

The cloud has become a critical component to improving the customer experience, and companies expect it to 
become even more integral during the next two years. Retail and consumer-brand cloud leaders, in particular, 
excel in creating a seamless, personalized customer experience. They understand the value of data and 
customer analysis to adapt to fast-changing needs and behaviors, and they recognize the role cloud plays in 
enabling that future. Of the retail and CPG cloud leaders who have made CX progress, 55% say CX in the cloud 
is among their most-effective business use cases. 

Several cloud-leading retailers shared how the cloud has helped them improve the customer experience. 
Forced to look more to digital channels due to store closures at the start of the pandemic, one luxury 
retailer implemented a cloud-native omnichannel sales application that enabled associates to deepen the 
relationship with white-glove service. Meanwhile, a food-delivery company adopted a cloud infrastructure 
to improve its data capabilities, maintain a closer connection to customers, and support a personalized 
customer experience.

Best Practice #2:  
Improve Customer and 
Employee Experiences
Cloud leaders in the consumer-brand and retail sectors use 
the cloud to create advantages around people; specifically, 
enhancing customer satisfaction and improving employee 
productivity. This is especially important in retail, a 
low-margin industry with high labor costs and in which 
customer experience is critical.

“

”

In today’s digital world, retailers 
and consumer brands can 
leverage the cloud to create 
personalized, omnichannel 
customer experiences to expand 
their business.

Progress made in customer experience

46%
34%

39%

39%
49%

44%
57%

26%

Customer
Experience

E-commerce

Store Operations
(retail only)

Data and
Customer

Analysis

Now          

2 years

This chart reflects “Retailers only”
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Improving the Employee Experience

Retail and consumer-brands leaders also use the cloud 
to improve the employee experience (EX) and enhance 
productivity. More than one-third, in fact, expect to make 
“significant progress” in EX within two years. The companies 
plan to make this progress by integrating automated 
solutions into their cloud approaches: 60% are adopting 
robotic process automation (RPA) and workflow automation, 
while more than half are putting digital enterprise platforms 
in the cloud.

For example, a leading U.S. home-improvement retailer 
boosted employee productivity by providing its salespeople 
with cloud-connected devices to bring them real-time 
visibility into pricing and inventory without leaving the sales 
floor. In another instance, a large conglomerate improved its 
EX by migrating data management to the cloud so employees 
could spend less time preparing manual reports and more 
time performing value-added work and collaborating with 
colleagues remotely. 

Improving 
Security  
through Cloud
Many retailers and brands are 
enhancing their security through 
cloud adoption. Four out of 10 cloud 
leaders say cybersecurity is among 
their most-effective business areas 
for cloud implementation, and more 
than half plan to increase their 
investment in cybersecurity during  
the next two years.

Cloud leaders understand the 
importance of data protection for 
consumer trust, and they’re making 
more progress using cybersecurity 
and risk management in the 
cloud. They place their policies, 
configurations, and defenses with 
cloud providers’ native security 
features. 

In many cases, they’re improving 
security not as a stand-alone project 
but as part of an existing cloud 
initiative. A leading food retailer, 
for example, adopted cloud for its 
operational efficiency gains and 
agility but, by centralizing control 
of users and devices, was able to 
boost security across the entire 
organization.

Use of EX-related technologies  
with the cloud by maturity

61%

42%

61%

55%

40%

45%
Workflow

automation

Robotic
process

automation

Digital
enterprise

platform (ERP)

Leader

Other

Best Practice #3: Create Intelligent and 
Interconnected Operations
The digital marketplace is becoming increasingly competitive for retailers and brands. Winning in this 
environment calls for intelligent decisions in the cloud, powered by AI, automation, data analytics, and 
internet of things (IoT). Combining these technologies with the cloud can have a multiplier effect on 
performance across the retail value chain. 
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Improving Decision Making with 
Smart Technologies and AI

Nearly half of the retail and consumer-
brand sectors’ leaders said their cloud 
implementation helped improve their 
planning and decision making. This was 
particularly true when combining cloud 
with smart technologies, a practice that 
leaders follow more diligently than beginners 
and intermediates. The technologies most 
frequently used with cloud include AI (used 
by 80% of leaders compared to 57% of all 
companies in the sectors), data management 
warehouse (73% vs 53%), and workflow 
automation (61% vs 48%). However, leaders 
also were more diligent in combining robotic 
process automation (61% vs 46%), digital 
enterprise platforms (55% vs 43%), and the 
internet of things (47% vs 42%) with cloud to 
deliver business outcomes.

Yet cloud leaders do more than simply use 
complementary technologies more often than 
non-leaders. They also extract greater value 
from the technologies they combine with 
cloud. For instance, 53% of leaders cite the 
effectiveness of AI-enabled cloud, compared 
to only 30% of others. And as they seek to 
use AI-powered data and analytics to drive 
revenue and growth, cloud leaders plan a 
dramatic increase in their use of IoT, going 
from 47% usage today to 78% in two years.

“
”

Combining advanced technologies like AI, 
automation, and IoT with the cloud can 
have a multiplier effect on performance 
across the retail value chain. 

Leaders: Tech combined with  
cloud now and in 2 years

Most effective technologies when used with the cloud now

Technologies Leaders Now Leaders in  
2 Years

Artificial intelligence 80% 88%

Data management warehouse/lake 73% 84%

Robotic process automation (RPA) 61% 69%

Workflow automation 61% 78%

Digital enterprise platform (ERP) 55% 73%

Internet of things (IoT) 47% 78%

Open-source data  
integration system

29% 39%

Edge (fog) computing 24% 41%

5G 22% 35%

Grid computing 22% 47%

AI

RPA

ERP

Leader          

Other

53%
30%

7%

45%
28%

31%
45%

24%

37%

43%

28%
22%

5%
22%

Data mgmt
warehouse

Workflow
automation

Open-source
data integration

Grid
computing
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Data Management for Retail  
and CPG Applications

Data management goes hand in hand with the cloud, 
and its usage will increase as retailers and consumer 
brands install sensors to track inventory and customer 
interactions. Cloud leaders realize that when used in 
conjunction with cloud-enabled AI, data warehouses 
create powerful synergies for customer analytics, 
recommendation engines, and predictive analytics for 
inventory and supply chains.

More than 80% of retail cloud leaders say inventory 
management has been their most effective use case, 
compared to 67% of retailers and 60% of retailers and 
consumer brands combined. Store operations follows 
closely behind, at 64%, with more than half of all retailers 
planning to further invest in cloud for store operations 
during the next two years. By comparison, consumer-
brand companies are leveraging cloud applications to 
manage distribution channels and eCommerce. 

Interestingly, as consumers flocked to eCommerce 
channels during the past two years, most retailers and 
consumer brands did not make significant progress in 
that area. While companies with global scale adapted 
quickly, evolving from in-store shopping to an online 
customer experience with rapid fulfillment has been a 
slower journey for smaller enterprises. As such, retail and 
CPG organizations plan to invest more heavily in cloud 
during the next two years to transform areas such as 
procurement and supply chain, production planning, and 
cybersecurity and risk management.

Using the cloud as a foundation for strategic 
transformation enables businesses to improve decision 
making, boost market share, and develop new business 
models. For example, the CEO of a leading Swiss consumer 
brand said the most successful cloud use case had 
been order and inventory management, which improved 
efficiencies and provided high returns.

Top Business Areas Progress Effective Investing 
More

Inventory management 50% 60% 43%

IT management and operations 45% 50% 35%

Data and customer analysis 44% 43% 45%

Store operations (retail only) 39% 64% 55%

Customer management  
and experience

34% 48% 36%

Procurement and supply chain 34% 51% 53%

Sales and business development 31% 45% 48%

Cybersecurity and risk management 30% 38% 50%

Production planning 30% 54% 52%

Marketing and distribution 29% 49% 36%

E-commerce 26% 53% 44%

Financial management, reporting, 
and auditing

25% 42% 49%

Strategic planning and market 
analysis

24% 42% 44%

Channel management (CPG only) 23% 36% 48%
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Key Challenges to Overcome While Making the Big Shift

Maximizing their ROI requires retailers and consumer brands to not only 
optimize their cloud investments, but also to anticipate and overcome 
key hurdles during their cloud journey. These hurdles evolve based on an 
organization’s cloud maturity, but identifying them in advance can position 
companies to navigate them more easily.

Early in their journey, firms struggle with identifying the best technology, 
insufficient budgets, inadequate governance and C-suite support, and the 
shift from a capital-expense to an operating-expense model. As cloud maturity 
increases, new hurdles arise: regulatory and compliance constraints, finding 
the right cloud partners, organizational resistance, and cybersecurity as cloud 
initiatives expand to more-critical areas of their business.

Addressing these issues is often unique to each enterprise; there is no one-size-
fits-all approach. But knowing the challenges that may arise can help retailers 
and consumer brands better prepare for and address them at the proper time.

Challenges more for leaders than beginners

Challenges more for beginners than leaders

Regulatory
constraints

Lack of
roadmap

Org.
resistance

Leader          

Beginner

51%
38%

11%

49%
38%

29%
37%

29%
22%

29%

18%
27%

Uncertain ROI/
use causes

Cyber/data
security

Partners and
suppliers

Deciding on
tech options

Cloud
performance

Shift from
capex to opex

Beginner         

Leader

42%
27%

6%

40%
16%

18%
34%

20%

26%

31%

10%

22%

Senior exec.
support

Governance/
controls

Costs/budget
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Conclusion.

As the retail and consumer-brand sectors transform into cloud-everywhere industries, companies 
will have to embrace the cloud to deal with new disruption and competitors. More than half of 
the surveyed firms recognize the cloud’s importance in delivering better customer experiences, 
improving agility and efficiency, and ensuring business resilience. Where the leaders differentiate 
themselves is by using cloud as more than a cost-cutting resource. For leaders, cloud is an engine 
to drive revenue and business growth.

Embracing cloud can drive performance across financial, operational, strategic, and business 
areas. The best practices of cloud leaders in the retail and consumer-brand sectors provide a 
roadmap for success. By following their lead, companies in each industry can overcome disruption, 
prepare for the future, improve their customer and employee experience, and create intelligent and 
interconnected operations that boost their bottom line.
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Methodology. 
Insights shared in this report are based on a survey conducted for Wipro in June 
and July 2021 by ThoughtLab Group to analyze current and future patterns of 
enterprise-level cloud adoption. Respondents included 1,400 executives at 
organizations with annual revenue from less than $5 billion to $20 billion or more. 
They are located in six countries (Australia, France, Germany, Switzerland, U.K., 
and the U.S.) and come from 11 industries (banking, capital markets, consumer 
packaged goods, healthcare providers, insurance, life sciences, manufacturing, 
oil and gas, retail, transportation, and utilities). All respondents are responsible 
for or play a key role in their cloud strategy and implementation. Additional 
insights come from responses to open-ended questions.

To calculate cloud maturity, we analyzed three criteria: (1) a company’s progress 
implementing cloud-based data centers, migrating and modernizing core 
processes, and adopting cloud-native applications; (2) the percentage of total 
applications operating in the cloud; and (3) the number of advanced technologies 
used in conjunction with the cloud. Based on those criteria, we classified the top 
19% of respondents as cloud “leaders,” the middle 49% as “intermediate users,” 
and the other 32% as “beginners.”

Please visit wipro.com/cloud to learn more  
about Wipro FullStride Cloud Services
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