
 

 

 

 

 

Research assignment: 

The influence of Radio Frequency Identification Technology in the 

operations of a selected grocery retailer within Medowridge. 

 

BTech: Retail Business Management 

 

Research Methodology 

 

Dr V. Mugobo 

 

Monique Maria Richards 

Student Number: 211269689 

 

Due Date:  02 October 2014 

 

  



1 
 

Abstract  

RFID stands for radio frequency identification technology. RFID technology has been 

used since world war II. It was patent by two inventors in the 1970s. In the 1980s 

RFID became commercialised. RFID technology allows an object or person to be 

detected a distance away. It uses radio waves to transmit this data. RFID systems 

include a reader, antenna and tag. There are three types of RFID tags namely: 

active, semi – passive and passive tags. 

Technology plays an increasingly important role in retail store operations. It 

significantly reduces costs throughout operations and improves the flow of 

information between the value chain and has a momentous impact on customer 

service. Yet many retailers in South Africa fail to implement this technology 

throughout their practices. South Africa as a whole has a lag in its ability to adopt 

technological trends.  

This study seeks to establish the influence RFID has on a selected grocery store 

retailer within Medowridge, Cape Town. The study will consider the benefits, 

challenges and potential future of RFID technology within store operations. It will 

also establish the affect RFID has on customer service due t its direct link to store 

operations. 

This study will use a triangular approach of primary data. A qualitative and 

quantitative strategy will be in place and will consist of four interviews, 50 surveys 

and three  observations. This study is of immense significance to the retail industry, 

the body of knowledge and the research due to the lack of information relating to the 

topic at hand. 

The researcher can conclude from the study that there is a lack of RFID 

implementation in the store and that RFID has only been implemented in two areas 

namely: security and stock administration. This lack in implementation directly 

influences the benefits and challenges the store acquired from the use of RFID 

integration in store operations. The researcher can determine that participants value 

their health, expenditure, privacy and time. 

The researcher recommends that the selected retailer does a thorough analysis to 

determine if, where and how RFID technology can be implemented further into store 

operations. Above all the selected retailer needs to further investigate the use of 
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RFID technology and ensure that it is parallel to the expectations of all stakeholders 

and harmonized with the selected retailers’ vision and mission.  
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List of abbreviations and definitions  

RFID –Radio Frequency Identification technology. This technology is able to identify 

a person or an object a distance away.  

Practices- refers to store operations this includes all functional areas of the store 

and activities that are preformed on a daily vbasis to ensure the business is run 

efficiently.  

UPC- Universal product code is  barcode symbol that is widely used throughout 

retail. It holds information relating to the product it is associated with. The most 

common use is the display of an items price when scanned at checkouts.  

EAS- Electronic article survalience  is a technological method of preventing theft 

(shoplifting)  from retail store.  

Omi-channel- is the marketing of multi-channel retailing, but is concentrated more 

on a seamless approach to the consumer experience through all available 

shopping channels. 

WORM- Write once, read many. This is a description given to a data storage device. 

As the name suggests information can be written once to the device but read many 

times. Thus it cannot be modified preventing the risk of data becoming corrupted 

after it has been written to the device. 

Shrinkage- Shrinkage is the difference between recorded and actual inventory. Thus 

it is the loss of unaccountable stock that was not caused by theft, pilferage, damage 

or administrative errors.   

Value chain- refers to the activities in which a company preform that add value to an 

object as it moves throughout the supply chain. 

Grey market- Is a market where products are sold and bought outside of the 

authorization of the manufactures trading channels. Thus it contains the unofficial 

trading of a companys’ goods and services.  

FIFO- First in first out. A principal used by retailers that encourages the moment of 

stock via a FIFO basis. Thus the stock that arrives at the store first, will be the first 

stock to leave the store or leave the stock room. This ensures efficient stock rotation 
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to prevent loss caused by expired goods. It can also relate to the costs associated 

with the stock that was purchased first I the cost expensed first.     

Chapter 1- INTRODUCTION TO STUDY 

1.1 Chapter introduction  

This chapter will introduce the topic that will be researched throughout the study. 

Chapter one includes a brief explanation of the structure of the study and an 

introduction and background on the topic. The current chapter states the problem at 

hand and mentions the research questions and objectives which have been used to 

guide the study. The significance of the study is also identified within the context of 

chapter one. 

1.2 Research structure  

The research study has been divided into five cohesive chapters. Chapter one has 

been described in the above section 1.1 introduction. Chapter two includes a 

detailed literature review on the topic at hand. Chapter three identifies the research 

methodology that was used in the study.  The research methods included 50 

questionnaires, four interviews and three observations. These three methods 

enabled the researcher to collect data to assist in answering the research questions 

that were proposed in chapter one, which in turn when answered will meet the 

objectives of the study. Chapter four comprises of data analysis and findings from 

the data collected through the research methods used in chapter three. Chapter five 

concludes the study by asserting recommendations on the findings that were 

interpreted in chapter four. Conclusion to the findings and to the study have been 

form part of chapter five. Chapter five also contains directions for future study. 

1.3 Statement of the topic  

The influence of Radio Frequency Identification (RFID) Technology in the operations 

of a selected grocery retailer within Medowridge. 

1.4 Introduction to RFID  

RFID stands for Radio Frequency Identification technology. This technology enables 

the identification of a person or object a distance away enlightens Levy and Weitz. 

(2012:267) Another author concur with the definition specified by Levy and Weitz. 
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According to the Answer Corporation (2014, 01) RFID is a wireless system that 

conveys the identity of an object or person through radio waves.  

The focal function of an RFID system is to transmit data or electronically store data. 

An RFID system consists of a reader, antenna and a RFID tag. The antenna links 

the reader and the tag through electromagnetic energy. The reader is then able to 

decipher data through the emission of radio waves by the tag elucidates Bonsor & 

Fenlon.(2014:01)  A visual representation of the components of an RFID system can 

be found in attachment 1 page 77: figure 1. 

Retailers around the globe have become captivated by the model of RFID. This 

technology is being touted as revolutionary due to its broad impact on 

manufacturing, logistics, material handling, inventory tracking, stock management, 

safety and security, cashless payments and customer service. Which are directly 

linked to operations that stores perform declares Koh.(2006:101). 

RFID has become important to the retail industry due to its possible benefits such as: 

reducing stock outs, accuracy, speed and efficiency of processes, automated 

ordering and receiving, reduced inventory holding costs, improved productivity and 

streamlined processes which improve the efficiency of store operations 

acknowledged Tagstone.(N.D:01) 

The purpose of this study is to establish the influence of RFID in the practices of a 

grocery retailer in Medowridge. As time progressed retailers have adapted to the 

continuous advancement in technology. The researcher wishes to identify the 

benefits of RFID on store operations, which in turn can improve the level of customer 

service which the retailer can offer. South Africa adopts technology at a slower pace 

when compared internationally thus creating a lag in the ability for South African 

retailers to commit to current technological trends. Due to the slow rate of adoption 

retailers face many challenges when implementing such technology which the 

researcher wishes to explore. 

1.5 Background on RFID  

The use of RFID dates back to WWII.Roberti.(2005:01) converses that radars were 

used to identify approaching plans a distance away, the problem at this stage was 

that the radar was unable to identify which plane belonged to who. Thus one did not 
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know if an enemy or their own plane was approaching. The Germans then made a 

discovery that if their pilots rolled their planes while returning to base it would change 

the radio frequency reflected on the Radar. This enabled them to identify if an enemy 

was approaching.  

RFID has been in use on a small scale since the 1970s due to its relatively high 

costs. Roberti. (2005:05) prerogatives that in 1973 Mario W. Cardullo claimed to be 

the first person to receive a patent for an active RFID tag that had rewritable 

memory. That same year Charles Walton, an entrepreneur received a patent for a 

passive tag. Walton invented a passive transponder that was able to unlock a door 

without a key. Today Waltons concept has replaced the use of hotel room keys to 

room cards. 

The dictionary definition of a patent states that, it is “a government grant to an 

inventor assuring him the sole right to make, use, and sell his invention for a limited 

period” alleged Farlex. (N.D:01) 

There are three main variations of tags: active tags, semi passive tags and passive 

tags. Levy & Weitz, (2012: 269) converse the clear differences between the tags: 

size, range of signal, appearance and source of power. Active and semi passive tags 

make use of internal batteries to power their circuit. Active tags use their battery to 

emit radio waves to their reader. Semi passive tags rely on the reader to supply 

power for broadcasting and passive tags rely on energy transferred by the reader to 

power the tag. Passive tags do not have their own power source (internal battery). 

Levy & Weitz.(2012: 269) also indicate that active and semi passive tags are more 

expensive as they require more hardware than that of a passive tag, such as a 

battery. Because these tags carry a higher cost, they are used on items that have a 

high value. To enhance the distance in which active and semi passive tags can be 

read additional batteries can be added. A visual example has been provided in 

attachment 2 page 77 figure 2 to help gain an understanding of the difference 

between active and passive tags. 

In the Mid1980s the use of RFID technology became commercialized through the 

use of an automated toll payment system. These systems are still in global use today 

on roads, bridges and tunnels. RFID tags were then used to track cows. The need 

aroused as cows were given hormones and medicine to help cope with illness. It was 
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difficult to ensure each cow got the correct dosage and were not accidently 

overdosed. This technology is now in place on the cuffs of pigeons and tags of pets 

to track them cited Roberti.(2005:02) 

RFID tags are in widespread use today through various industries. They are 

extensively used by manufacturers to track products. The movement of products can 

be tracked through the value chain until the product is purchased by the final 

consumer. It is said that soon this technology will be able to track consumer 

preferences. Bonsor & Fenlon. (2014:02) state that, RFID technology is becoming 

too much a part of our lives, if we were even aware of all the parts of our lives that it 

affects. 

The area of the study is Medowridge. Medowridge is a small suburb in the southern 

suburbs in Cape Town. The first shopping centre in the area was called Park ‘n Shop 

which still stands today. This community centre is home to two major retailers in 

South Africa. The specific retailer within the context of this proposal is one of Africa’s 

largest retailers and has been a part of the retail industry since 1991. In 2000 the 

holding company implemented RFID through stores in the form of store scanners. 

RFID soon spread to other operations within the store. 

Thus the researcher seeks to establish an understanding of the implementation of 

RFID within operations of the selected retailer. This will allow the researcher to gain 

insight on the benefits this technology has as well as the challenges faced to 

implement and run RFID within the selected grocery retailer. 

1.6 Statement of the problem 

The problem of this study was rooted at the lack of implementation of RFID 

technology within the retail industry. Bonsor & Fenlon.(2014:5,10) elucidate that this 

is due to the high cost of obtaining RFID.  The area of study is a selected grocery 

retailer in Medowridge. RFID provides operational benefits to retailers thus providing 

the opportunity to improve the current customer service level offered by the retailer. 

The retail industry in particular is consolidated and has four major role players within 

the South African grocery field. Differentiation is often determined by the shopping 

experience and service experienced by customers of retailers that have similar 

product offerings.  
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The lack of information provided within the subject of RFID created the need for this 

study to be performed. Therefore there was a need to investigate the influence this 

technology can have on the selected retailers operations/ practices. Benefits of this 

technology was established to gain the importance of RFID within the retail industry. 

Challenges were identified to gauge justification of the lack in implementation 

throughout the store. Due to South Africa’s lag in adopting technological trends an 

accurate picture of the future of RFID within the industry can be gained. Furthermore 

the need lies with improving industry performance. 

Thus the research problem can be summarised as:  the influence RFID technology 

has on the store practices of a selected retailer within Medowridge, Cape Town. 

1.7 Research questions 

The study seeks to attain answers for the flowing research questions. 

Main question 

1) What influence does RFID have on a selected grocery store practices/ 

operations? 

Sub-Questions 

2) What challenges are faced in implementing this technology in the selected 

retail store? 

3) What is the current level of implementation of RFID in the selected grocery 

store? 

4) How can RFID improve customer service through store operations? 

5) What does the future hold for RFID and what opportunities can arise for the 

grocery retail store? 

 

1.8  Research objectives  

1) To identify the influence RFID has on the selected grocery store practices/ 

operations. 

2) To establish the current challenges faced by the selected retailer when 

implementing this technology. 

3) To determine the current level of implementation of RFID technology within the 

selected grocery store. 
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4) To gauge the improvement RFID technology can have on customer service. 

5) To identify the potential future of RFID and the opportunities that will arise for the 

selected retail grocery store. 

 

1.9 Significance of the study  

The research conducted on this topic aimed to aid the Retail industry by providing 

insight to the phenomenon of RFID technology. This research provided the 

opportunities and challenges that the Retail industry face when implementing this 

form of technology.  It assisted in the development of functional areas that can 

improve store operations and in turn customer service. This research helped in 

understanding RFID technology and the application in the retail industry. The study 

has also provide an idea of what the future of retail will look like with the aid of RFID 

technology. This research can contribute to the body of knowledge by increasing the 

subject area through answering of the research the questions presented in the study. 

It can contribute to the research pool at Cape Peninsular University of Technology if 

accredited. This Research has benefit the Researches skills and ability in conducting 

research. It has allow the researcher to gain experience and practicality of the 

contents of research methodology. This skills will be relevant for the fulfilment of 

Mtech in Retail Business Management. 

2. Chapter summary  

The aim of chapter one was to inform the audience of the topic by providing crucial 

fundamental information pertaining to the research topic within the study. Chapter 

one provide guidelines that will direct the proceedings of the study. The next chapter 

will comprise of a detailed literature review.   
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Chapter 2- LIERATURE REVIEW 

Seminar authorities: Bonsor & Fenlon and Levy and Weitz  

2.1 Chapter introduction  

In the previous chapter the researcher covered an introduction to the research study 

at hand. An introduction and background of the study and RFID technology was 

discussed. In the preceding chapter the research questions and objectives were 

identified, this will aid in researching the topic. In the present chapter a literature 

review will be conducted in relation to the research topic. The Literature review 

identifies published literature from relevant sources. The aim of this literature review 

is to inform the reader of RFID technology, how it works and the pros and cons of the 

technology. Within the context of the literature review the researcher has provided a 

comparison of bar coded technology verses RFID technology. The literature review 

also mentions the areas where RFID can be integrated into retail operations. The 

Literature review touches on what the future holds for RFID as well as mentions 

privacy concerns that have aroused due to the advances in this technology. 

2.2 The pros of RFID when assimilated with store operations  

Chang E. Koh, Hae Jung Kim,and Eun Young Kim.(2006:101) study postulates the 

relationship between intrinsic, attributes, perception and impact RFID technology can 

have on business performance especially on the strategic performance. The authors 

state that RFID has had a major impact on store operations due to the 

advancements in technology. The four major benefits within this study where: 

improved inventory management, velocity of retail cycle, integrated business model 

and efficiency of store operation. 

Tagstone ( 2014:01) is a wireless business intelligence organisation and established 

similar benefits to those mentioned by Chang et al. (2006:102) Tagstone understates 

that he most significant benefits are; improved inventory management, improved in-

store operations, integrated business model and velocity of retail cycle. The 

company also declares that the preliminary benefit is improved inventory 

management which leads to saving. The second preliminary advantage is that of 

improved visibility throughout the supply chain also generates an immense saving. 
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Another benefit of RFID is that it can reduce labour costs, simplify business 

processes, improve inventory control, increase sales and reduce shrinkage states 

Alicia Fiorletta.(2012:01) Overall this improves a retailer’s bottom line 

RFID provides retail time tracking, this allows for retailers to have up-to-date 

information at any time. Accuracy in information offers retail managers the ability to 

make sound decisions in a shorter period of time. Especially with regards to ordering 

and product selection. “Product locations are pinpointed and logged throughout the 

entire brick-and-mortar store” discussed Alicia Fiorletta, (2012:01) 

 

Table 1. Pros and Cons of RFID technology  

Source: What Every Internal Auditor Should Know About RFID, Knowledgeleader, 

June 2006 

 

2.3 The cons of integrating RFID into store operations 

From the above table one can clearly see the cons of implementing this technology 

in throughout retail operations. Chang et al.(2006:22) quotes, “We believe the reason 

is due to the lack of thorough and clear knowledge of the technology and the benefits 

RFID can provide. In other words, companies are still uncertain about ROI models of 

RFID” postulates Cooke, (2004:20). 

Bob Violino (2005:02) mentions that the cost of RFID has led to its limited use. Only 

major retailers can justify the costs by the savings it will generate in the long term. 

The ability of tags to be reused is limited and is only possible if a company is tracking 

goods within its own four walls. Tags must otherwise be disposable if they are being 

placed on products that will be read by another company or purchased by the end 

Pros (benefits) Cons (challenges) 

Real-time data on assets and goods. High implementation cost. 

Increased data and knowledge for decision 
making. 

Lack of globally accepted use standards. 

Reduced theft and loss. Lack of better middleware. 

Improved inventory efficiency and management. Privacy intrusion. 

Reduced labour costs. Strain in the IT infrastructure by 
overwhelming information systems as 
real-time scans move between multiple 
applications. 

Increased efficiency and product flow. 

Goods authentication. 

Improved risk mitigation. 

Reduced human error. 
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consumer. He also elaborates that some companies are trying to develop ways in 

which tags can be reused or recycled.(IBID) 

Factors that make up the cost of tags include: size, tag type, data capacity, function, 

value, frequency and sensor. Bonsor & Fenlon. (2014:04) elucidates that a vital 

influence in the cost of RFID tags is the data storage available. There are three types 

of storage: 1) read-write, 2) read-only: these tags cannot be overwritten thus only 

have the data stored on them when they were made. 3) WORM (write once, read 

many) this form of storage allows for additional data to be added once but cannot be 

overwritten. 

The future anticipation of reduction in cost provides hope for countries like South 

Africa who struggle with the strength of the US Dollar against the South African 

Rand. The decrease in cost allows for a greater implementation throughout store 

operations thus greater benefit can be received.  

Chang et al. (2006:109) has identified three major risks that the retail industry faces 

when implementing this technology: lack of technical expertise, complexity of the 

technology and uncertainty of the technology. Tagstone. (2014:01) declares that the 

major challenges with implementing RFID technology are: high costs, employee 

reluctance to change, data integration issues, reliability of technological issues and 

business process design. 

Morris C. (2006:01) cited that “A preliminary assessment can help to determine if 

and when this technology should be implemented.” During the preliminary 

assessment, the company should ask questions such as: Is there really a need to 

invest in RFID technology? Can we afford to make the anticipated investment? What 

are the consequences of not implementing RFID technology? Are there 

projects/operations that might be more beneficial or that provide a better ROI for the 

company at this time? and the cost of the various types of tags? 

2.4 RFID Technology vs. Barcode Technology 

RFID tags are commonly compared to Bar Codes. A Bar Code as described by Phil 

Peretz (2013:01) as a code that consists of patterned bars and spaces and 

sometimes numbers. Bar codes are designed to be scanned and read into computer 

memory that contains information/ identification about the object. Investopedia 
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(2014;01) agrees with this definition and states that a Bar code is a graphical 

representation of a products identity. Bar Codes are most commonly composed of 

parallel black and white lines. Bar codes automate the transfer of product 

information. For example the price of the product will be transferred onto a cash 

register when scanned. 

RFID has also been described as a reinvention of the Bar Code. RFID tags are often 

confused with bare code technology. Levy and Weitz (2012:267-268) compare RFID 

technology to Bar Codes. They state that RFID has an advantage as it can store a 

larger amount of information and do not need a direct visual line of sight to be active 

unlike Bar Codes. RFID allows for real time tracking.  

Bonsor and Fenlon (2014:03) state that UPC (Universal Product Code) barcodes are 

printed on almost all final products. They help retailers and manufactures to keep 

track of goods and identify products. Barcodes are read only technology and cannot 

transmit data like RFID tags can. They also describe these codes as a products 

fingerprint made of machine-readable parallel bars that store binary code. Barcodes 

are most widely used at checkouts to speed up the process although each item 

needs to have its code scanned in order to be rung up. 

The Authors also mention that many retailers have begun to use RFID instead of Bar 

Codes due to the RFID tags ability to store large amounts of data that can be 

changed, updated and locked. Bonsor and Fenlon (2014:03) state that RFID will not 

replace Bar Codes completely in the near future as many Brick and mortar retailers 

have adopted UPC Bar Codes and scanners. The adoption of the Bar Code trend 

was required relevant investment and in poorer regions the adaption of technology 

trends are still relatively expensive. Thus the researcher can conclude that it is 

currently too expensive for retailers in South Africa to streamline RFID through their 

value chain. 

Traditional Bar Codes and RFID have a similar basic use. There are some distinct 

differences. More differences between the technologies are mentioned in, Table 2 on 

the preceding page. 

 

 



16 
 

 

 

Table 2: RFID vs. Bar Code Technology 

RFID Bar Code 

Item tagging: RFID can identify and track 

individual items. For example each DVD 

player in the stack would have its own 

unique tag or identification code. Thus each 

item (DVD player) will be tracked 

individually. 

Product tagging: Bar codes can identify the 

product class which the product belongs to. 

For example a stack of DVD player, on a shelf 

could all be the same model selling at the 

same price thus they would all have the same 

bar code. ( Identifying that they are all the 

same DVD Player) 

RFID has an increase in scan power as it 

uses radio waves thus the tag is able to be 

scanned within a certain distance. Tags can 

be scanned if they are inside a box or 

implanted into a product. Readers can be 

strategically fixed on a wall as it does not 

need a direct line of sight to scan a specific 

tag. 

Bar Codes need a direct line of sight to be 

read by a scanner. Thus several bar code 

scanners will be required to enable staff to 

quickly scan merchandise. For example a 

retailer would need a Bar Code scanner at 

each till and will have to scan each item 

individually. 

More than one RFID tag can be scanned at 

once. 

Only one bar code can be scanned at a time. 

RFID tags are expensive  Bar Codes are cheaper than RFID tags 

RFID requires minimum labour  Bar codes are more labour intensive 

RFID tags can be reused and are protected 

by a plastic overlay. 

Bar codes are discarded after use and are 

easily damaged, this creates difficulty when 

the item needs to be scanned.  

RFID tags have greater security and are 

more difficult to duplicate. 

Bar codes can easily be forged or 

reproduced. 

Source: compiled from Adaptalift 2012 and Industry Canada 2009 

  

2.5 Where has RFID been implemented in retail stores.  
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The  current level of RFID technology implementation within a South African Retail 

context include: supply chain management and logistics, stock monitoring 

systems/ledgers, electronic price tags, scanners and deactivators, monitoring 

customer loyalty/ preferences, online shopping and security. These are the main 

functional area of use within grocery retail stores. 

The majority of companies state that the key success and survival factor in their 

business is supply chain management. Throughout the retail industry there has been 

a power shift and the suppliers now hold more power than retailers. A typical 

integrated retail supply chain has the following major elements states, Vargus, 

(2007:12) The Figure below depicts this integration. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure.3 RFID implementation within a retail context 
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Source: integrated Retail Supply chains (adapted from Callana, 2006) 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 4. Visual representation of how RFID works throughout a supply chain. 

Source: Modern material handling  N.D 

 

Another significant area of RFID implementation is security. South Africa has a high 

crime rate and the use of this technology has helped retailers manage shrinkage. In 

the past theft prevention was done through observation. Personnel were responsible 

for monitoring and observing customer behaviours and to report staff that steal. In 

some stores they still make use of mirrors to help monitor blind spots. Bhattacharya, 

Chu, Mullen.  (2007:9-10) RFID tags are placed on products and can be tracked 

throughout the store. These tags are deactivated at till points once they have been 

rung up, if shop lifting occurs the EAS system at the entrance/ exits will ring the 

alarm. Because of RFID technologies assistance in theft prevention it has helped to 

reduce the increasing costs of products that customers would pay to make up the 

loss. Levy and Weitz.(2012:267)  

Shrinkage prevention and inventory control are other uses for RFID tags. According 

to Industry Canada (2009:01) Handheld RFID readers are used to check inventory. 
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The numbers that are scanned can be checked against the database on a computer. 

This data base will then state exactly what the company has on hand of each unit. 

This is very effective for stock takes especially for retailers that stock a large variety 

and assortment of goods. Hand held RFID readers are also used to check the price 

of goods. 

2.6 Additional benefits of RFID in the retail industry. 

Brown (2011:01) mentions the benefits of integrating RFID technology within retail 

operations. RFID also allows for smart labelling. This can identify items that are 

placed on a mixed pallet, monitor unattended inventory. A Smart Shelving system 

can be designed with the aid of real time tracking to locate tagged items of shelves. 

RFID also assists in shipping and receiving applications as information can be 

captured in the ease of a scan. Smart shelving may also include tags that can be 

scanned by mobile devices. This will communicate directly with a customer and 

provide product information. Adendorff (2013:01.)  Brown (2011:01) also discusses 

that RFID aids in shelf stocking. Retailers’ can receive real time notifications of items 

that are out of stock. This will enable improved product replenishment. Retailers can 

gain a competitive advantage and increase their consumer retention as they will 

have the right goods at the right time. RFID can assist in accurate forecasting as 

records are automated and live. (IBID), declared that RFID reduces overheads. 

Products are automatically tracked throughout the value chain this reduces labour 

costs as well as the risk of losing products throughout the supply chain. Because the 

process is automated it also reduces errors and creates an efficient system for 

monitoring merchandise. 

Adendorff. (2013:02) declares that another Benefit of RFID is that it can reduce the 

grey market as products can be embedded with a unique tag or chip that inspectors 

can read with a hand held device. This helps to reduce cheap duplicates or knock off 

items being sold at original prices which in turn can also tarnish a retailers brand and 

image. Embedded chips can also be used for warranties and offer consumers 

protection by assuring authenticity and storing warranty data. 

Customer service can be directly linked to store operation. The vast growth in the 

retail industry has led to a consolidated market. Within the grocery store context, 

many retailers have similar product offerings thus customer service is a vital 
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differentiating tool. RFID technology can significantly reduce the time at checkouts, 

assist in product location and information and helps to prevent expired products from 

remaining on the sales floor as products can be tracked and FIFO principals can be 

applied. Discusses Östman.(2013:01.) Brown (2011:01) confirms this by stating that 

RFID decreases checkout time and the time spent in line.  It reduces the labour 

required at the checkout and in turn reduces the cost of employees. It streamlines 

the checkout process as multiple items can be scanned and paid for at once. 

O’ Connor (2014:01) RFID has aided retailers in coping with the online market. It has 

helped brick and mortar retailers to remain competitive in the industry. RFID has 

assisted in managing stock levels as well as Omni-channel sales. Omni-channel 

sales involve closing a sale on the buyers’ terms. This can be done through closing a 

sale in store, on the web, through social media or a combination of those channels. 

2.7 The future of RFID. 

An opportunity for the future is electronic payments that are made using RFID 

technology. Credit cards with RFID tags allow customers to purchase goods without 

the assistance of store personnel. In future RFID cards could be used for online 

shopping as they are more secure than magnetic strip cards. Venkataramani, 

Geethapriya.G & Srividya,(2007:01). Hanna Östman. (2013:01) refers to the future of 

this technology in grocery retail stores in the form of Item-level RFID. The author 

(IBID) defines Item-level RFID as- “A system, where all items (not only cartons and 

other transport items) are individually tagged with RFID tags.” The Author then 

discusses in detail the future benefits this can have for a grocery retailer such as: 

shrinkage prevention, ensuring items are fresh and on the radar, automated 

checkouts, automatic replenishment and misplaced product alerts, visibility from 

production to check-out, smart gadgets for customer comfort (smart shopping carts, 

smart VIP cards, smart screens, smart price tags) 

Adendorff (2013:01) identifies that apparel stores are engaging in RFID technology 

and in Burberry, London the stores mirrors are triggered by RFID tags on the 

garments. The mirrors then turn into screens providing information and videos about 

the particular garment the customer has in their hands. 

An opportunity for development in fitting rooms can reduce shrinkage and labour 

cost. Merchandise that have tags embedded into them can easily be tracked by a 
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sales assistant on a tablet. They would be able to identify what merchandise is in 

each room. This will also aid in closing a sale as sales assistants will know exactly 

what garment or matching accessory matches the customers’ item of choice. 

Adendorff (2013:01) 

A visual image of the future of RFID retail is described below in an abstract from 

Bonsor & Fenlon.(2014:05) 

 “At the grocery store, you buy a carton of milk. The milk containers will have 

an RFID tag that stores the milk's expiration date and price. When you lift the 

milk from the shelf, the shelf may display the milk's specific expiration date, or 

the information could be wirelessly sent to your cellphone. 

 As you exit the store, you pass through doors with an embedded tag reader. 

This reader tabulates the cost of all the items in your shopping cart and sends 

the grocery bill to your bank, which deducts the amount from your account. 

Product manufacturers know that you've bought their product, and the store's 

computers know exactly how many of each product need to be reordered. 

 Once you get home, you put your milk in the refrigerator, which is also 

equipped with a tag reader. This smart refrigerator is capable of tracking all of 

the groceries stored in it. It can track the foods you use and how often you 

restock your refrigerator, and can let you know when that milk and other foods 

spoil. 

 Products are also tracked when they are thrown into the trash bin or recycling 

bin. At this point, your refrigerator could add milk to your grocery list, or you 

could program the fridge to order these items automatically. 

 Based on the products you buy, your grocery store gets to know your unique 

preferences. Instead of receiving generic newsletters with weekly grocery 

specials, you might receive one created just for you. If you have two school-

age children and a puppy, your grocery store can use customer-specific 

marketing by sending you coupons for items like juice boxes and dog food.”  

2.8 RFID implications on privacy.  

RFID has led to a waning privacy debate in the USA. RFID has attracted a lot of 

attention from privacy advocates as it can be used to track purchases or shopping 
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behaviours when linked to retail loyalty programmes. This creates the risk of retailers 

engaging in exploiting marketing techniques.  

RFID allows for goods to be tracked as mentioned throughout the literature review.  

Tags do not need to be in direct contact with a scanner to be read. Mclver (2005:01) 

identifies that Consumers are concerned that they can be tracked via the goods they 

have purchased. For example a packet of chewing gum was purchased. When 

walking into the store the reader will be able to identify the gum in your pocket, the 

time and date it was purchased, where you bought it and how frequently you come to 

the store. If your purchase was linked to a credit card or a frequent shopper card 

(loyalty card) the manufacture and store can tie that information to your personal 

details. These details can be used to promote goods and services through targeted 

advertising by companies that sell the chewing gum or related products. 

Privacy and security concerns are also discussed by Sequeira (2013:01). The author 

states the risks of cloning payment cards or personal information on passports are 

an obvious privacy concerns from consumers.  The author also identifies that tags 

can also be attached to merchandise which has brought about the concern of 

whether the tags can be used for the unauthorised tracking of people. Which is the 

same concern expressed by McIver (2005:01). RFID tags are small and consumers 

may not be aware of their presence. RFID tags in retail are mainly used for inventory 

management the concern has aroused due to the use of these tags as government 

spying agents 

Adendorff (2013:02) states that the progress of this technology has improved the 

availability of public information that allows consumers to be properly informed. 

Customers are now aware that no personal information is stored on the tag itself but 

it is linked to a computer database. Retailers are encouraged to be transparent about 

the use of this technology as RFID is closely linked to customer retention. In some 

countries legislation has been adapted to state that the tags are deactivated on 

purchase unless the customer explicitly requests otherwise. Sequeira (2013:01)   

States that despite concerns the benefits of RFID are more important to consumers. 

Organisations that implement RFID need to be aware of the risks that are inherited 

with the implementation of technology. RFID does not cause harmful radiation, it 

emits electromagnetic radiation which is not harmful, unlike iodizing radiation. 
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According to Mclver (2005:01) as technology advances the potential for privacy 

infringements also advances. In effect the store could create a personnel log of your 

purchases and your behavioural patterns. Some RFID critics have expressed their 

concern that this technology could lead to some sort of corporate ‘Big Brother.’ The 

wide spread concern however is around allowing RFID to developed without legal 

restrictions, that will allow consumers to refuse give certain information to retailers. 

However in South Africa privacy has not become a major concern as RFID 

technology has not been implemented to its full potential. Thus consumers have 

limited exposure to RFID through retail operations.  

2.9 Chapter Summary  

In conclusion one can identify that RFID technology can aid retailers in operations 

which in turn can have a positive impact on customer service. RFID has not been 

thoroughly implemented due to its high investments costs. With most technology 

improvements are made and they are adapted and recreated to suit the modern 

worlds need. The future enhancements in RFID technology have been mentioned in 

the above literature review and the future is looking bright for retailers who are able 

to maintain the constantly changing trend. The subsequent chapter will identify the 

various methods to collect data that will aid in gathering relevant information apropos 

to the topic at hand. 
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Chapter 3- RESEARCH METHODOLOGY 

 

3.1 Introduction   

The previous chapter was a literature review that discussed information about RFID 

that was published by various authors. This section of the study will deal with the 

method in which the data was collected in order to gain understanding of the 

phenomenon. This section aids the researcher in answering the research questions 

which in turn will help to meet the research objectives of the study which were 

mentioned in chapter one. The researcher used three research techniques namely: 

surveys, interviews and observations. 

3.2 Research Design  

Research methodology is a way to systematically unravel the research problem at 

hand. It is the way in which a researcher gathered information and analysed data in 

order to answer research questions. Research methods can be understood as the 

techniques, tools, methods or process that were used by the researcher to preform 

research operations. Research methods focus on the manner in which data was 

collected and analysed declares Farlex. (2012:01) 

Research design is the pivotal structural point of the researchers study.  It can be 

defined as the overall plan for answering the research questions. It is a form of 

action plan or master plan for the framework of the research or procedure for 

collecting and analysing information. 

The research conducted in this study was interpretive in nature. Thus the researcher 

studied the relationship between the audience and the phenomenon to discover a 

trend that can be used to better understand the problem defines Orlikowski and 

Baroudi (1991:03) Interpretivism philosophy is appropriate as the aim was to 

understand the influence RFID technology has on store operations. 

Research can be divided into two type’s namely primary or secondary research 

articulates Ask.(2014:01) Primary research is first hand data or new data that was 

collected to answer specific questions. It is tailored to the topic. The benefit of this 

research is that data collected will relate to the topic at hand. A disadvantage is that 

this form of research is time consuming. Secondary research as the name suggests 
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uses second hand information. This research was conducted by another researcher 

for the aim of their study. If one makes use of another researcher study to aid their 

study, they are using secondary data. It is important to ensure that research is 

relevant to the topic or problem at hand. The research in this study carried out 

primary research on a selected sample using a mixed method approach. Due to the 

lack of implementation of RFID technology within the South African retail industry no 

relevant secondary research appropriate to the topic was discovered. Thus 

eliminating the option of secondary research. 

Primary research can either be qualitative or quantitative in nature. Qualitative 

research is also known as exploratory research. The aim of qualitative research is to 

gain reasoning, opinions and motivations. It is used to establish trends thought and 

opinions Quantitative Research is used to quantify the problem by generating 

statistics. This form of research is measurable and is used to uncover patterns in 

research stated Wyse.(2011:01) The researcher made use of both qualitative and 

quantitative research. 

The researcher ensured that information was not bias, came from a reliable source, 

was relevant to the topic, and was current, consistent, clear, and not politically 

dangerous. 

A mixed method approach was used to allow the researcher to tackle the research 

questions from different angles using various research tools cited Dedoose. 

(2012:01) The selected sample form part of LSM 5-8, they are currently employed or 

retired and are between the ages of 18-75+.The audience reside in the surrounding 

areas of the study (Medowridge) such as; Bergvliet, Retreat, Plumstead, Southfield, 

Kreupelbosch and Constantia but shop at the main supermarket at Park ‘n Shop in 

Medowridge. The sample included customers, employees and managers from a 

selected grocery retailer. Three samples were selected as each audience had a 

different interaction with the technology. It was important to gain understanding of 

the influence RFID technology had on store operations from a manager and 

employee perspective.  As well as from the perspective of customers who are 

indirectly subjective to RFID technology through customer service which is 

generated from store operations. 
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3.4 Research method   

The research tools was cross-sectional in nature and included: surveys, 

observations and interviews. Cross-sectional refers to a study made at a specific 

point in time. 

3.4.1 Survey 

See attachment 3 page 78:  blank questionnaire 

A survey involves a researcher administrating questionnaires to a selected sample of 

respondents. Surveys can be done in person or online and electronically stated 

Farlex. (2014:01) 

The survey was directed at customers that form part of the selected retailers market 

within Medowridge. The aim of the survey was; to gauge the customers 

understanding of RFID technology, to identify the gap, lack and current 

implementation of RFID within store operations. The survey was able to measure the 

affect RFID technology had on customer service that was delivered through the use 

of RFID in store operations. The survey intended to establish areas within the store 

where RFID can be implemented to increase customer satisfaction. 50 surveys were 

completed to aid the researcher in her study.  

The survey was structured in nature and had predetermined questions that were 

proposed to the audience to complete.  The survey was administered in person to 

the selected sample. Due to the advancements in technology the survey was also 

sent via email to respondents. The surveys included open and closed questions. 

Some questions also used a rating scale. Open questions allowed the respondents 

to express their opinion on the impact RFID has on their privacy, the influence 

technology has on their shopping experience as well as general comments about the 

advancements in technology.  Closed questions had predetermined answers in 

which the audience could select the most suitable answer. For example; what age 

category do you belong to, had various categories (ages) for consumers to select the 

age bracket they are. Other closed questions included yes and no questions. Rating 

questions aimed to gauge the importance of various operations. Consumers were 

provided with 15 store operations and were asked to rate them on a scale from 1-4 
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on how important the operation was to them. The other rating questioned aimed to 

identify the gap in RFID implementation, the sample were able to select how often 

they experienced problems with the same 15 store operations. RFID is able to help 

improve the 15 store operations that were provided in the survey. Thus the survey 

was triangular in nature as open ended questions are qualitative and closed and 

rating questions are quantitative. Graphical representation was used to analyse data 

where possible. 

3.4.2- observations  

See attachment 4 page 85: blank observations 

Observation, implies the accurate watching or witness of a phenomenon that occurs 

in its natural environment. A researcher goes to the area of study and records 

findings states Ask. (2014:01) Observations were qualitative and quantitative in 

nature. The researcher gained permission from the store manager of the selected 

retailer to perform observations on employees during operating hours. 

The audience of the observation were the personnel that are employed by the 

selected retailer. The observation was structured in format and aimed to establish 

the relationship employees have to RFID technology through the operations they 

perform on a daily basis.  The observation will be quantitative as the researcher 

developed a grid to rate the employees ability to use RFID technology to accomplish 

tasks on a scale from 1-5. The observation was also qualitative in nature as the 

researcher identifies the main challenges experienced when using RFID technology, 

the main benefits of RFID and the possibility of further integration into store 

operations.  

In total the researcher completed three relevant observations that were completed at 

different intervals, on different operating areas and in turn on different staff members. 

The observations were completed in 30minute periods at each area of the store. The 

analyses of data collected in observations was graphically represented where 

possible and a summary was provided on the qualitative method to help identify 

trends. 

The observation was covert in nature as the researcher was open about her 

intentions. The advantages of this enabled the researcher to be honest with the 
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participants which in turn avoided problematic ethical issues.  The disadvantage of 

covert observation are that employees may not perform their tasks in their usual 

nature as they are aware they are being observed.  The researcher combated this 

challenge by ensuring a safe observation distance and avoided becoming familiar 

with the participants to prevent bias data from being collected. The observation was 

non participative in style as the researcher strictly observed and did not partake in 

the operational activities in which the employees preformed. 

3.4.3- interview  

See attachment 5 page 88: blank interview 

Interviews can be defined as a conversation that occurs between an interviewer and 

interviewee to gain information. They can be formal or informal and can be done on 

a one-on-one basis, face to face or through telephone calls, Skype or email states 

TIDSR.( N.D:01) Interviews were done with senior level employees and managers to 

help gauge how RFID technology had improved their daily operational tasks. It also 

helped to establish their opinions towards this technology. Eight Open-ended 

questions were used throughout the interview. Open questions were used to allow 

participants to express their personal professional opinion.  

Dependent on availability the researcher managed to interview the Branch Manager, 

a Trainee Managers and the Stock Administrator and stock clerk, resulting in four 

interviews being conducted. The information gathered from the interviews will be 

summarised. The researcher aimed to interview managers and senior staff. The 

sample selection mentioned above were selected, as they had an overview of how 

the business works and how all operations work together to run the business 

efficiently. They were able to grasp the bigger picture of how RFID, when integrated 

into numerous operations could affect the daily running of the business. The answers 

gathered from the interview were analysed in the form of a summary in order to 

identify corresponding and conflicting opinions and ideas regarding RFID technology 

The interview was structured, as predetermined questions were asked. The interview 

was more informal in nature due to the familiarity with management thus the 

interview developed into an informative discussion. Although the interview was 

friendly in nature it had a clear structure that directed and guided the researcher 
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during the conversation. The interviews took place at the selected retailers’ premises 

in Medowridge at Park ‘n Shop centre, during operating hours. 

 

 

3.5 Boundaries of the study  

3.5.1 Limitations 

A limit is described as a restriction by Farlex.(2012:01) Many limitations were 

anticipated thought the Research study. A major limitation was time, as the 

researcher had to complete the research study before 02 October 2014. The 

researcher managed this limitation by developing a strict project plan that ensured 

deadlines were met. Costs of conducting research were also limiting to the study as 

the researcher is currently not employed. The researcher had to seek alternative 

financial solutions such as sponsorship. The sample available for the study was 

relatively small, as Medowridge is a quaint area as indicated in Attachment 6 page 

89: map of location. Thus the results of the study is not for universal use. The 

researcher lacked experience in the field of conduction academic research thus 

liaison with the course facilitator and senior lecturing staff was of utmost importance. 

Access to information was a limiting factor. RFID is not implemented thoroughly 

throughout the retail industry. The test pool was apprehensive about participating in 

the study due to the lack of personal knowledge related to the topic, thus completing 

questionnaires took more time than expected. The lack of personal knowledge 

created strain on the flow of communication between the sample and the researcher, 

resulting in more time being spent on explaining RFID throughout the data collection 

process. Thus the research used examples, diagrams and figures to help the sample 

gain a better understanding of how RFID works. 

3.5.2 Delimitations  

Farlex. (2012:01) describes delimitations as a set of boundaries that limit a study. 

This study has two boundaries: geographic and subject.  

Geographic boundary: The context of this research study referred to Medowridge. 

Medowridge is a small suburb in the south of Cape Town, South Africa. The 
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information generated from this study will focus on a selected grocery retailer within 

the area. Thus the study took place at Park ‘n Shop shopping centre, which houses 

the two major grocery retailers in the area, in which the larger one was chosen. 

Medowridge was selected as the geographical boundary, as the researcher was 

previously employed by the selected grocery retailer and the area is in close 

proximity to the researchers’ residence. 

Subject boundary: The area of study is Radio Frequency Identification Technology. 

The study specifically focused on the influence this technology had on grocery store 

practices and operations. The research aimed to establish challenges that retailers 

face as well as benefits that may arise from implementing this technology throughout 

their store operations. 

3.6 Ethical issues 

Ethical considerations of this research was to allow the sample pool to remain 

anonymous for all methods of data capturing used. Anonymous can be defined as 

having an unknown or unacknowledged name explains Farlex.(2012:01) However 

the title or position of the sample was mentioned i.e.; Branch Manager, Trainee 

Manager, Stock Clerk, Receiving Clerk, Security. The sample granted their own 

consent and could withdraw from the study at any time. There was no direct 

reference to the specific retailer within the area of study, the organisation will remain 

anonymous and information will be confidential throughout the study. Confidentiality 

can be described as unauthorised disclosure of information that could pose a threat 

clarifies Farlex.(2012:01) Thus the retailers name and brand was concealed. The 

research within the study was not politically dangerous or legally binding.  The 

researcher cited all sources according to the Harvard Referencing system to avoid 

plagiarism. Plagiarism can be demarcated as the unauthorised use of existing 

language and thoughts of another author, presented as ones’ own according to 

Farlex.( 2012:01) The research ensured that data analysis and results were honest 

and fair. Out of consideration for the environment Electronic data will be used where 

possible. Participants were clearly informed that participation in the study was 

voluntary and that they could withdraw at any time.  The data collected during the 

study will be kept for a period of five years in a secure location. 

3.7 Chapter summary  
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In conclusion the researcher managed to complete 50 surveys, 4 interviews and 

three observations that would aid the researcher in answering the research 

questions posed in chapter one. The boundaries to the study were also discussed in 

this chapter as they played an important role in the collection of data. The data 

gathered will be analysed and interpreted in the subsequent chapter.  

 

Chapter 4 – DATA ANAYLSIS AND FINDINGS 

4.1 Introduction to chapter  

In this chapter of the study the researcher will analyse the data gathered from the 

questionnaire, interviews and observations to establish meaning.  The researcher 

completed 3 relevant observations, 4 interviews and 50 questionnaires. 

4.2 Questionnaires 

The researcher handed out numerous questionnaires of the total questionnaires 

completed 29% were discarded due to inadequate competition, resulting in a sample 

of 50 sufficient questionnaires to aid the researcher in the study. The sample for the 

questionnaires was focused at customers who form part of the selected retailers 

market within Medowridge.  

Question 1 

1) What age bracket do you 
belong to? 

 
 
 

 Age  Response out of 50 Percentage  

1.1) 18-25 17 34% 

1.2) 26-35 8 16% 

1.3) 36-45 3 6% 

1.4) 46-55 12 24% 

1.5) 56-65 9 18% 

1.6) 66-75 1 2% 
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1.7) 75+ 0 0% 

 

 

From the above data the researcher identified that the most popular age group to 

partake in the study was between 18 and 25 years of age. This age category 

attained 17/50 participants resulting in a total response of 34% of the study. The next 

most popular age bracket was the age group between 46-55 years of age. The 

researcher believes that 18-25 year olds within the area, have recently completed 

school and have begun studying or are nearing the end of their studies thus giving 

them more time to shop at the selected retailer when the research was collected. 

The second most popular age category was 46-55 years. The majority of this sample 

were parents from the school in the area, who were shopping at the selected retailer 

once they had collected their children from school. The age group of 75 years and 

older did not receive any response. The researcher believes that this is due to the 

lack in mobility of customers at that age. The second smallest age group to partake 

in the study was ages 36- 45. The researcher assumes that this is due to their 

commitment to work. Thus only allowing them to shop at the selected retailer after 

working hours.  

Question 2 

2) What gender do you belong to? 
 

  Response out of 50 Percentage  

2.1 Male 17 34% 

34% 

16% 6% 

24% 

18% 
2% 

Question 1 
1.1) 18-25 1.2) 26-35

1.3) 36-45 1.4) 46-55

1.5) 56-65 1.6) 66-75

1.7) 75+
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2.2 Female 33 66% 

2.3 other 0 0% 

 

 

The majority of participants to assist the researcher in the study where females. 

Females occupied 66% of the sample and males only 34%. This lead the researcher 

to assume that the majority of shopping done at the selected retailer is done by 

female members of the community. This result could also have been influenced by 

the female gym that is one tenant away from the selected retailer.   

Question 3 

3)    Are you aware of how RFID works? 

 
   

  
Response out of 

50 

Percentage  

3.1 Yes 34 68% 

3.2 No 16 32% 

 

34% 

66% 

Question 2 

2.1 Male

2.2 Female
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The researcher provided details to participants indicating what RFID stands for and 

what it does. The Researcher also provided explanations to help consumers 

understand the advance technology. This information was provided before the 

questionnaire was completed to encourage consumers to participate in the study. 

After reading the brief details on RFID 68% of participants were aware of how RFID 

works and 32% of the sample were still unaware how this technology works. The 

majority of participants formed part of the age category 18-25 (indicated in question 

one) this influenced question threes result as younger generations are more aware 

of advances in technology.  

Question 4 

4) Are you able to identify where this technology has been used in a retail store? 
 

  Response out 

of 50 

Percentage  

     

4.1 Yes 35 70% 

     4.2 No 15 30% 

      

68% 

32% 

0% 10% 20% 30% 40% 50% 60% 70% 80%

YES 

NO 

3
.1

 
3

.2
 

Question 3 
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As mentioned previously the researcher provided details to participants indicating 

what RFID stands for and what it does as well as examples to help consumers 

understand the advance technology. This information was provided before the 

questionnaire was completed to encourage consumers to participate in the study. 

After participants had read the examples provided on RFID 70% were able to identify 

this technology within a retail store. 30% of participants were unable to identify RFID 

technology. The researcher feels that the details provided at the beginning of the 

questionnaire influenced the samples ability to identify the 

Question 5 

5)    Do you feel RFID invades your 
privacy?  

 5.1 Yes 11 22% 

5.2 No 39 78% 

 

70% 

30% 

0% 10% 20% 30% 40% 50% 60% 70% 80%

YES 

NO 

4
.1

 
4

.2
 

Question 4 
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From the above data the researcher identified that 22% of the audience felt that 

RFID invaded their privacy and 78% felt that it did not. The following justifications for 

their decision are provided below. 

 

 

 

 

 

Why do you feel it does/ does not invade your privacy? 
 

YES it invades my 

privacy 

NO it does not invade my privacy  

22% 

78% 

YES NO 

5.1 5.2 

Question 5 
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 The only 

apprehension I 

have is; disclosing 

my personal info 

to a shopping 

chain, which 

becomes an issue 

and a concerning 

risk. 

 I would feel as if 

I’m being spired 

on if RFID was 

able to track me. 

 If your 

identification can 

be recorded 

patterns can be 

drawn as to where 

you shop (possibly 

the products you 

buy) amount you 

spend) which in 

the wrong hands 

could make you a 

target for crime. 

 It could invade my 

privacy as 

personal data, 

whereabouts 

would be available 

and also what 

amount I spend. 

 The consumer 

 If it is placed on the product, not the actual person: I feel it does 

not invade my privacy. 

 If it is only used to identify stock and is deactivated after purchase 

then it will not invade my privacy. 

 It is not a part of me it, can make life easier for the company. 

 I believe that it does not invade my privacy if monitoring when the 

products I buy before I pay (not in or out of store) and I have paid 

for these products is essential. 

 Tags are placed on products, to prevent theft. This tool is to help 

the store. The info it holds is about the product such as ID. It is 

disabled when purchased. Thus I do not feel it invades my 

privacy. It speeds up the process all for the better. 

 It doesn’t bother me that there is a system that tracks what I buy 

as long as it is more convenient than current methods I am 

happy. In this day and age we need things to easily accessible 

and convent. 

 If used in the correct way. It can be very useful to find products as 

well as people for e.g.  A manager. This does not identify me as 

the customer I therefore don’t feel that it invades my privacy. 

 From what I understand it does not identify me as an individual 

shopper thus does not invade my privacy. 

 RFID has made things easier rather than more difficult and by not 

identifying me personally. It doesn’t invade my privacy. 

 I think any technology used properly is an advantage. 

 There is so much out there already about us, so what difference 

is it going to make. 

 I don’t know enough about it to comment. 

 No personal info is exchanged. 

 All stores have RFID to keep track of products that have been 

sold, their quantity, and brand and to ensure safety. 

 I feel that it does not invade my privacy as it is only used to avoid 

theft of products in store and does not require any of my 

information. 
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must always have 

a choice about 

disclosing their 

personal 

information. 

 This is dependent 

on what 

information is 

produced from the 

RFID technology. 

Being identified by 

name is less 

invasive than the 

technology 

producing 

personal info such 

as your ID number 

or address. 

 It exists and we 

are not aware of 

what it really is. 

 From an item 

perspective I have 

no issue. 

However, patron’s 

identification is an 

invasion of 

privacy. A person 

should have the 

right to remain 

anonymous should 

they wish to.  

 I feel that it 

 Security innovation and no personal information publication. 

 An obstructive, does not bother me while I’m shopping. 

 Can be used for security and more. 

 You don’t have to wait for a shop assistant you can find it yourself 

by using a scanner, good for security. 

 Has nothing to do with me if it is used to scan a basket full of 

products. Thereby eliminating the annoying miss scan by the 

traditional barcode and save me time, I will be happy. 

 It’s just the shop doing their job to track inventories. 

 No invasion as it is lightly implemented. 

 Although it does have access to accounts and personal info we 

do have the ability to control what is reached and handle 

permission for usability. 

 As long as it’s deactivated at the till points than it won’t invade my 

privacy. 

 Too many stores have products stolen from them and as a 

community we really want companies to make a success of 

themselves, especially independent. Stolen goods can really cost 

a company a lot of money and if RIFD can help I am more than 

happy for it to take place. 

 It depends on how it’s used. 

 Brand /client only gathers info to improve products/service. If 

information is not gathered this way they will find some other way, 

so no matter how much we object we are always going to be 

monitored in some way or another in this brand driven era we live 

in. 

 Because (as I understand it) it is there to improve products that 

people within the area may be wanting by creating statistics on 

user demand which should ultimately be used to improve our 

shopping experience. Our names and identities will remain 

anonymous even with the use of these devices. 

 It doesn’t really bother me. 

 Probably more useful than anything else. 



39 
 

imposes a higher 

risk of causing 

radio activity. 

 Unnecessary 

tracking for 

seeming no 

purpose. 

 

 

 Potential for spam from weird sources. 

 It might help with the store always having the stock. 

 To me it seem quite practical as it has more positive benefits than 

negative benefits and it does not invade my privacy. 

 

The majority of consumers who felt that RFID did not invade their privacy as they 

believed it posed more benefits to their shopping experience than threat they feel 

that RFID could help save them time, to find products they need and to provide them 

with adequate information about merchandise. They believe that technology can be 

used to help the community to combat crime. The participants who felt RFID is 

invasive felt that consumers should always be given a choice to disclose information. 

They feared the risk of personal information becoming public that in turn could be a 

concern by making the consumer a target for theft. The researcher can assume that 

participants are not fully aware of the capabilities of RFID as consumers have limited 

knowledge of the potential of this technology. RFID could pose a potential privacy 

threat if not implemented under the correct measures. 

 

 

 

 

 

 

Question 6 

6) How important is it for retailers to provide you with the following? 
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 Response out 

of 50 

A-

very 

impo

rtant  

A-very 

importan

t  % 

B-

import

ant 

B-

importa

nt % 

C- 

slightly 

importa

nt  

C- 

slightly 

importan

t % 

D-not 

import

ant   

D-not 

importa

nt  % 

6.1 The right 

products at the 

correct time 

35 70% 15 30% 0 0% 0 0% 

6.2 Stock that is 

not past its 

expiry date 

45 90% 5 10% 0 0% 0 0% 

6.3 Display the 

correct prices of 

products 

45 90% 5 10% 0 0% 0 0% 

6.4 Have short 

checkout lines 

at the tills 

31 62% 14 28% 5 10% 0 0% 

6.5 Always have 

trolleys 

available 

28 56% 18 36% 3 0% 1 0% 

6.6 Display 

adequate 

information 

about products 

26 52% 20 40% 4 0% 0 0% 

6.7 Ensure staff 

have adequate 

knowledge of 

products 

30 60% 18 36% 2 0% 0 0% 

6.8 Products 

that you can 

easily locate on 

the sales floor  

22 44% 26 52% 2 0% 0 0% 
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6.9 Effortless 

checkout 

processes 

36 72% 14 28% 0 0% 0 0% 

6.10 Effortless 

payment 

processes at the 

till 

36 72% 13 26% 1 2% 0 0% 

6.11 To be able 

to tell you when 

certain products 

will arrive  

14 28% 25 50% 10 20% 1 2% 

6.12 Have a 

loyalty or benefit 

system  

13 26% 16 32% 16 32% 5 10% 

6.13 To monitor 

my shopping 

behaviour 

5 10% 9 18% 18 36% 18 36% 

6.14 To provide 

me with 

promotional 

information on 

products I like 

15 30% 13 26% 14 28% 8 16% 

6.15 To respect 

my privacy  

38 76% 10 20% 0 0% 2 4% 
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In the above data table consumers, rated factors according to importance. The top 

five factors that consumers rated as very important include the following: 90% of 

consumers stated that it is very important for stock not to past its expiry date and that 

goods should be displayed at the correct prices.  76% stated that it is very important 

for retailers to respect their privacy and 72% stated that an effortless checkout 

process and payment process at the till is very important. The researcher can 

interpret that the factors consumer value their health, their expenditure, privacy, and 

time.    

The next five factors were rated as important: 52% of participants stated that it is 

important that products can easily be locate on the sales floor. 50% stated that it is 

important for staff to be able to tell you when a certain product will arrive. 40% stated 

that it is important to display adequate information about products. 36% of 

consumers stated it is important for retailers to always have trolleys available as well 

as to ensure that staff have adequate knowledge of products. The researcher can 

interpret that consumer once again value time, information and convenience.   

Slightly important factors identified by participants include: 32% of consumers felt 

that it is only slightly for retailers to have a loyalty or benefit system. Well 36% 

agreed that it is slightly important and not important form retailers to monitor their 

shopping behaviour.  

70% 

90% 

90% 

62% 

56% 

52% 

60% 

44% 

72% 

72% 

28% 

26% 

10% 

30% 

76% 

30% 

10% 

10% 

28% 

36% 

40% 

36% 

52% 

28% 

26% 

50% 

32% 

18% 

26% 

20% 

0% 

0% 

0% 

10% 

0% 

0% 

0% 

0% 

0% 

2% 

20% 

32% 

36% 

28% 

0% 

0% 

0% 

0% 

0% 

0% 

0% 

0% 

0% 

0% 

0% 

2% 

10% 

36% 

16% 

4% 

6.1 THE RIGHT PRODUCTS AT THE CORRECT TIME 

6.2 STOCK THAT IS NOT PAST ITS EXPIRY DATE 

6.3 DISPLAY THE CORRECT PRICES OF PRODUCTS 

6.4 HAVE SHORT CHECKOUT LINES AT THE TILLS 

6.5 ALWAYS HAVE TROLLEYS AVAILABLE 

6.6 DISPLAY ADEQUATE INFORMATION ABOUT … 

6.7 ENSURE STAFF HAVE ADEQUATE KNOWLEDGE … 

6.9 EFFORTLESS CHECKOUT PROCESSES 

6.10 EFFORTLESS PAYMENT PROCESSES AT THE TILL 

6.12 HAVE A LOYALTY OR BENEFIT SYSTEM  

6.13 TO MONITOR MY SHOPPING BEHAVIOUR 

6.14 TO PROVIDE ME WITH PROMOTIONAL … 

6.15 TO RESPECT MY PRIVACY  

Question 6 

A-very important  % B-important % C- slightly important % D-not important  %
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Question 7 

7) Have you ever experienced the following? 

 
     

 Response out of 
50 

A-

Always  

A-

Always 

% 

B-

Often 

B-Often 

% 

C-

Rarely  

C-

Rarely 

% 

D-

Never 

D-Never 
% 

7.1 No stock of the 
goods you want to 
purchase 

1 2% 25 50% 24 48% 0 0% 

7.2 Stock that has 
expired on the 
sales floor 

1 2% 6 12% 36 72% 7 14% 

7.3 The incorrect 
prices displayed  

0 0% 17 34% 29 58% 4 8% 

7.4 Long lines at 
the tills  

8 16% 34 68% 8 16% 0 0% 

7.5 No trolleys 
available to help 
you do your 
shopping 

1 2% 7 14% 30 60% 12 24% 

7.6 Not enough 
information 
displayed about a 
product 

1 2% 19 38% 29 58% 1 2% 

7.7 Staff who 
cannot provide 
you with enough 
information  

2 4% 22 44% 27 54% 3 6% 

7.8 Struggle in 
finding the 
products you want 
to buy on the sales 
floor  

1 2% 20 40% 28 56% 1 1% 

7.9 Complications 
during the 
checkout process 

2 4% 11 22% 31 62% 6 12% 

7.10 
Complications in 
making a payment 
at the till 

1 2% 6 12% 35 70% 8 16% 
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7.11 Lack of 
knowledge of 
when products will 
arrive 

2 4% 17 34% 23 46% 8 16% 

7.12 How often do 
you use the loyalty 
or benefits system 
provided by the 
store 

6 12% 8 16% 34 68% 20 40% 

7.13 Retailers 
monitoring your 
shopping 
behaviour 

1 2% 1 2% 24 48% 24 48% 

7.14 Lack of 
promotional media 
that interests you  

1 2% 17 34% 28 56% 4 8% 

7.15 That retailers 
intrude your 
privacy  

1 2% 6 12% 26 52% 17 34% 

 

 

 

In the always category received the least attention from participants the highest 

percentage rendered was 16% of consumers identified that they always experience 

long lines at the tills. This was the highest rated factor in the always category. Long 

2% 

2% 

0% 

16% 

2% 

2% 

4% 

2% 

4% 

2% 

4% 

12% 

2% 

2% 

2% 

50% 

12% 

34% 

68% 

14% 

38% 

44% 

40% 

22% 

12% 

34% 

16% 

2% 

34% 

12% 

48% 

72% 

58% 

16% 

60% 

58% 

54% 

56% 

62% 

70% 

46% 

68% 

48% 

56% 

52% 

0% 

14% 

8% 

0% 

24% 

2% 

6% 

1% 

12% 

16% 

16% 

40% 

48% 

8% 

34% 

7.1 NO STOCK OF THE GOODS YOU WANT TO … 

7.2 STOCK THAT HAS EXPIRED ON THE SALES … 

7.3 THE INCORRECT PRICES DISPLAYED  

7.4 LONG LINES AT THE TILLS  

7.5 NO TROLLEYS AVAILABLE TO HELP YOU DO … 

7.6 NOT ENOUGH INFORMATION DISPLAYED … 

7.9 COMPLICATIONS DURING THE CHECKOUT … 

7.10 COMPLICATIONS IN MAKING A PAYMENT AT … 

7.11 LACK OF KNOWLEDGE OF WHEN PRODUCTS … 

7.12 HOW OFTEN DO YOU USE THE LOYALTY OR … 

7.13 RETAILERS MONITORING YOUR SHOPPING … 

7.15 THAT RETAILERS INTRUDE YOUR PRIVACY  

Question 7 

A-Always % B-Often % C-Rarely % D-Never %
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lines at the tills are also often experienced by 68% of consumers. This is strongly 

influenced by the consumers’ value that is placed on time, which was identified in the 

previous question. Thus identifying that the selected retailer needs to improve the 

checkout process to decrease the amount of time that consumers spend waiting in 

line for tills.  

50% of participant indicated that they often experience no stock of the goods they 

want to purchase. 44% indicated that they often experience staff who cannot provide 

them with enough information. 40% indicated that they often struggle to find the 

products they want to buy on the sales floor. This indicates that the selected retailer 

needs to improve their stock management system, improve staff knowledge and 

ensure that stock can easily be located on the sales floor. 

The rarely category received the most attention from consumers and consumers 

indicated the following statistics: 72% stated that they rarely found stock is expired 

on the sales floor. 70% identified that they rarely experience in making a payment at 

the till. 68% stated that they rarely use the loyalty or benefits system provided by the 

store. 62% identified that they rarely experience complications during the checkout 

process and 60% stated they rarely experience no trolleys available to help them do 

their shopping. Some of the highest percentages were indicated in the rarely 

category although consumers rarely experience these factors they still occur just on 

a less frequent bases.  

Never category received the second least attention form participants. The following 

highest statistical results were rendered in the never category: 48% of participants 

indicate that they never experience retailers monitoring their shopping behaviour. 

40% indicated that they never use the loyalty or benefits system provided by the 

store and 34% stated that they never experience retailers intruding their privacy. 

Although the statistic are not the highest results that were received throughout the 

question, they still render positive results for the selected retailer as a solid 

percentage of consumers never experience the factors mentioned above. On the 

other hand the never category received low percentages such as: 0% of consumers 

stated that they never experience long lines at the tills and No stock of the goods 

they want to purchase thus indicating that these two factors always, often or rarely 

occur. 1% stated that they never struggle to find the products they want to purchase 
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this indicates that 99% of consumers either always, often or rarely struggle with 

finding products on the sales floor. 2% indicated that they never experience enough 

information displayed about a product which results in 98% of the participants 

always, often or rarely cannot find enough information displayed about products.  

Question 8 

8) Would you participate in the following activities? 

 Response out of 
50 

A- Yes A- Yes% B-Maybe  
B-Maybe 
% 

C-No  C-No% 

8.1 Purchasing 
products online? 

28 56% 13 26% 9 18% 

8.2 Make a 
payment with your 
mobile device?  

17 34% 9 18% 24 48% 

8.3 Disclose 
personal 
information to 
permit use RFID 
technology? 

4 8% 21 42% 25 50% 

8.4 Would you 
shop in a store with 
no physical 
employees? 

11 22% 21 42% 18 36% 

8.5 Would you 
make use of 
technology that can 
improve customer 
service? 

32 64% 18 36% 0 0% 
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The above data indicates the consumers’ willingness to engage with technology. 

Only 56% of consumers would make a purchase online and 18% of the participants 

indicated that they would not make an online purchase. This recognises that slightly 

more than half the consumers who participated in the study are open to online 

buying and that the remainder of participants still favour the traditional shopping 

experience by purchasing products at brick and mortar retailer. 

48% of participants indicate that they would not make a purchase using their mobile 

device, 18 indicated that they may make a purchase using their mobile device while 

34% indicated that they would use their cell phone to make a purchase. The 

researcher can interpret that this new technology has not been strongly implemented 

due to its limited use.  Consumer once again are satisfied with traditional shopping 

and prefer to make use of traditional methods such as card and cash payments. 

Both the above statistics indicate that should the retailer integrate technology more 

into the consumers shopping experience there may be an adjustment period until the 

technology is accepted and used by consumers.  

Half the participants indicated that they would not release personal information to 

permit the use of RFID technology. This identified to the research that if RFID 

technology requires personal information that proper clauses pertaining to personal 

information need to be established to ensure that the 78% of consumers who do not 

feel RFID invades their privacy does not increase.  

36% of participants indicated that they would not make use of a retailer that had no 

physical employees. 42% indicated that they might and 22% stated that they would. 

56% 

34% 

8% 

22% 

64% 

26% 
18% 

42% 42% 
36% 

18% 

48% 50% 

36% 

0% 
0%
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20%

30%

40%

50%

60%

70%

8.1 Purchasing
products online?

8.2 Make a payment
with your mobile

device?

8.3 Disclose personal
information to permit
use RFID technology?

8.4 Would you shop in
a store with no

physical employees?

8.5 Would you make
use of technology that
can improve customer

service?

Question 8 

A- Yes % B- Maybe% C-No%
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This acknowledged that personal engagement with employees is still a vital part of 

customer service and if completely replaced with technology  a loss of potential 

customers could occur.  

64% of participants stated that they would make use of technology to improve the 

level of customer service they receive. 36% indicated that they may make use of 

technology to improve customer service. None of the participants indicated that they 

would not make use of technology to improve their customer service. This statistic 

indicates that all the participants are open to the use of technology to improve 

customer service.   

Question 9 

9) What influence does technology have on your shopping experience? 

Consolidated responses 

Positive influences:  

 Being able to pay at the till with credit/debit cards have had annoying moments when banks 

systems collapse and you can’t use your card. Not my fault but it is embarrassing as it holds up 

the queue etc. 

 If searching for a particular brand or item can check it online and see which store offers better  

make or cheapest, or the features you seek in an item. Online shopping at stores is great when 

you choose what you want and it gets delivered – useful when you are ill, or working and no 

time to visit shop. 

 Technology has made shopping a whole new experience by making that easier as well as by 

making locations of the item in the shop easier. 

 Technology can make shopping easier, however by making shops more technological there are 

ways in which problems can occur. 

 Technology will often make the shopping experience easier and more convenient as long as the 

relevant technology is working correctly. 

 It just makes thing more simply, having all the information you need about a product in the palm 

of your hands instead of asking an employee who may not give the correct information. 

 Technology makes things easier, simplifies tasks. 

 Makes it a lot easier. 

 A large influence. 
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 It does help with technology if the item can be recognised and one can get the price of the item. 

If there is an expiring date on the item technology can assist with this. 

 Technology has its advantages but I do enjoy going to the shops and interacting with the 

personnel. 

 I prefer incorporating technology into my shopping experience e.g. being able to vie products 

online and then review in store; or being able to scan products that do not have a price at public 

access scanners. 

 It helps me with the convenience of checking if stores have what I am looking for before going 

into the store physically. 

 I value technology and use it at all opportunities. 

 Definitely makes things a lot easier. 

 I have made use of pricing apps and I make use of the store loyalty app.  

 It advances my shopping experience and makes it more professional 

 Well I do like to look at sales adverts in a hard copy format. Where technology helps me is when 

I see an advert on social media or in my email. It obviously makes the sale purchase smoother 

without the customer knowing most of the time.  

 Technology has a great influence as it is less time consuming. 

 Depending on what type of technology is implemented it would certainly have an influence. 

 Frequently a hassle free shopping experience. 

 Faster and more efficient.  

 Big influence. I buy most my products online.  

 It can make life easier if technology is user friendly and not invasive. If it is to invasive it almost 

puts me off the product or shop. I hate the flashing brand awareness in the aisle as I suffer from 

migraines and it makes me feel uncomfortable especially if I am just recovering.  

 Devices that can compare prices at different stores to ensure the cheapest purchase of product. 

Also to provide the quickest and most effortless shopping experience. 

 It makes shopping easier and more enjoyable. 

 Research about the product and advertising.  

 Technology speeds up various processes.  

 It makes my shopping experience easier. 

 Technology influences my shopping experience as if I see a product advertised I would buy 

specials.  
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 If technology is professionally conducted it will be more beneficiary to the person doing the 

shopping. 

 Technology in modern life is abundant and ever- growing it is part of our lives every day. Certain 

technology allows for an easy and efficient shopping experience. For example, the use of 

speed- point card machine allows customers to quickly and easily purchase, it saves time.  

 Faster, online shopping and browsing. 

Negative influence:  

 Technology has no influence on my shopping experience.   

 Not very much at the moment.  

 There are only certain shops that have this technology (RFID) 

 Technology has no influence at all on my shopping. I doesn’t influence me as I don’t use 

technology for shopping myself. However from what my friends have told me technology makes 

shopping much easier in a convenient way.  

 Very little influence currently.  

 Technology has no influence on my shopping experience. 

 Very little. 

  My only technology influence is in the payment area of retail. I still enjoy the traditional shopping 

experience.  

 Technology has no influence on my shopping experience. At the moment not a lot really, except 

for when I do online shopping this is convenient. 

 If in the event that it replaces personnel – then I would feel my shopping experience to be less 

friendly and more “more cold” 

 I have no comment of retailers that are correctly setup. It drives me nuts when the systems 

aren’t correctly setup and fails when I try to use them. 

 None at all other than at the payment point. 

 Enhances it when the technology works correctly and the staff know how to use it. It can be 

frustrating to have to use new technology if it is not clear how it works and there is no one to 

instruct you/ guide you.  

 It can make my shopping experience easier, but when technology fails, nothing works. 

 It makes it easier, but makes me more cautious and weary.  

 Efficiency and self- service tool but please don’t let technology replace the human interaction. 

Retail=service=people=NB quality over quantity always. 
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The researcher established the following meaning from the collected data pertaining 

to the influence technology has on the participants shopping experience.  

Technology has had a positive influence, it helps with convenience and saving time 

but it is frustrating when systems go offline or when technology crashes thus making 

it hard for consumers to completely trust a technological system. It has made 

processes easier, convenience and simpler. The participants mentioned the 

importance of having the correct technology implemented in the correct area of the 

store and that retailers should insure that technology is in working condition and that 

staff are adequately trained to help customers when they need assistance. Many 

participants felt that technology made their shopping experience effortless, enjoyable 

and professional. It allows for easy access to information and allows customers to 

check prices, increases the speed of processes and makes the sales and purchasing 

process much smoother. It has allowed consumers to check if stores have stock of 

the goods they require before making a physical trip to the store. Consumers who 

said that technology had a positive influence are in favour of online browsing and 

purchasing. 

Despite the majority of participants having a positive attitude to technology. Some 

consumers were not in favour of technology and state that it had little or no influence 

on their shopping experience. Thus rendering an indifferent or negative attitude 

towards their shopping experience. Some consumers felt that technology was only 

evident during payment. Some participants feared that it will replace the traditional 

way of shopping eliminating the contact with personal thus making my shopping 

experience very cold an unpleasant. Consumers mention the frustration technology 

causes when systems are offline and that the potential for crime has made them 

cautious and weary. Despite the positive impact of efficiency and self- service the 

fear of replacement of human interaction is evident. Retail is strongly linked to 

service which is directly linked to people thus the quality of the shopping experience 

is perceived more importantly in excess of the quantity of technology that is 

implemented.  
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Question 10  

10) Do you have any general comments about the advancement in 

technology? 

Consolidated responses 

Positive responses: 

 It makes shopping easier in some cases. 

 Home shopping is more appealing as a wider spectrum of products available. 

 As I said previously when used properly it can be an advantage. 

 I love how technology has advanced, life is easier and you have more time to do important 

things. 

 If it works, shucks let’s use it.  

 It could greatly benefit us if it made shopping faster and more efficient. 

 None except as long as it improves the general shopping experience. 

 I work in a highly technological industry. I’m in favour of the advancements. 

 Self-service checkout points in SA would be awesome. 

 Should be useful for stock-take at the end of the month if it doesn’t break down. 

 I just think it helps with convenience and simplicity, especially now-days when we do not have 

as much time on our hands. 

 It is very good for consumers.  

 Definitely in favour of technological advancements but most important staff must know how to 

use it. 

 Having RFID on products and being able to leave and have your account automatically 

debited.  

 Technology is the way forward. 

 As long as they can ensure our personal information and banking details remain 100% safe, 

then I see no reason for people to mistrust these advancements in purchasing technologies. As 

soon as there is justification to the paranoia companies will have a much harder time building 

customer trust and acceptance.  

 Hopefully can make processes faster. 

 Yes, keep it up and reach for the stars in technology terms. 
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 I feel that there are many possibilities and look forward to the advancements as I am all for 

technology and its benefits. 

 Happy with advancements in technology, however not all shoppers have the means 

(understanding and use of specific equipment.) 

 If it speeds up the process then I don’t have a problem with technology advancements. 

 Love the advancement of technology, the fact that they’re not public already scares me. 

 Only that it is advancing at a rapid rate and that I would not be opposed to it being used in the 

retail industry provided that it is a secure option and doesn’t invade my privacy. 

 Wonderful if it enhances our quality of life and time spent shopping is more efficient and less 

time consuming. Technology should not be used to replace people but rather improve on the 

all-round productivity of the store and ultimately your positive experience. 

 I’m still not sure about how exactly it works and whether it is invading our privacy, hence some 

of my potentially mixed answers …I think that people can be made aware of this type of 

technology so that they are able to make active and informed decisions about on how they feel 

about it rather than it just happening to them as they carry on with their shopping blissfully 

unaware that they are being monitored at all. 

 Scary yet exciting. 

 Yes, keep it up. 

 I think it is the way forward. 

 As long as technology is provided correctly in helping the shopper save time –avoid standing in 

long queues – stock on selves are or goods on line are professionally conducted with pricing 

easy to fellow and purchase I would welcome it. 

 Technology is always advancing it is part of our lives and is evident everywhere in our day and 

age – we should embrace it and be willing to learn as much as possible about technology that 

influence us. 

Negative responses: 

 It has improved may peoples shopping experiences. It has improved lives of people. Has 

been invasive at times; sms on cell phones about things you never heard of. Breakdown in 

system when it comes to pay point etc.   

 Technology is good, but one has to guard that your private information is not abused, your 

mobile number- any linking details. Cards are often skimmed and the source is very often 

staff inside of the store. Progress is good but private information is also important. 

 It is not easy to keep up with technology 
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 No need to advance the technology in my shopping experience. 

 I do not want my shopping experience to not have ‘ sounds’ , ‘smells’, ‘touch’, and ‘ sight’ too 

much technology becomes an alien experience and unsocial 

 No I don’t have any general comment about the advancement technology. 

 It’s scary and isn’t always the best option. 

 Moving to rapidly 

 It is taking over the world. 

 Technology is moving fast – we live in a world geared towards technology, but S.A. the 

majority people don’t have access to technology or how to use it. 

 The fact that consumers are not informed or have little understand about how RFID actually 

works is frightening 

 

 

 

General comments about the advancements in technology were more positive than 

negative. Participants declared technology as the way forward. Consumers felt that 

advancements in technology can result in more opportunities to improve store 

operations and in turn customer service. Participants indicated that technology 

allows for a wider spectrum for customer service to be offers consequently 

increasing the capacity for satisfaction. When technology is used properly it can be 

advantageous. Some consumers felt that having RFID on products and being able to 

leave and have your account automatically debited would be convenient.  

A proportion of the audience felt that technology could be invasive and they fear their 

privacy and would not be able to trust a fully technologically integrated system. The 

minority of the sample felt that technology is advancing at a rapid rate and that they 

struggle to keep up with trends. Besides enhancing the consumers quality of life by 

saving time participants stated that technology should not replace people but rather 

improve on the all-round productivity of the store and ultimately create a positive 

experience. Participants highlighted the importance of social and sensory appeal 

during their shopping experience. The sample stated they would not like their 

shopping experience to  lose ‘ sounds’ , ‘smells’, ‘touch’, and ‘ sight’ . The lack of 

technology integrated in the retail industry was mentioned and participants stated 
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that many consumers do not have access to technology and when they do they are 

unaware of how to use it to benefit their in store experience. Some consumers were 

frightened by their lack in understand about how RFID actually. 

4.3 interviews 

The researcher managed to complete four interviews with senior members of staff 

that work for the selected retailer.  This included: the branch manager of the selected 

retailer, a trainee manager, the stock administrator and stock clerk. Unfortunately the 

researcher was denied permission to interview security as this function is outsourced 

to an independent company.  

Question 1 

Where has RFID technology been implemented in the store and how does it work in 

those areas? 

The interviewees all identified the same areas where RFID has been implemented, 

namely security and stock administration.  

Security: EAS systems are in place at the exit of the store. See attachment 7 image 

4 page 92: EAS system. These systems detect active RFID tags and trigger an 

alarm.  Tags are placed on products that have a high gross profit. See attachment 7 

image 2 page 92: tagged product. Theses tags are deactivated at the till points when 

a purchases is made. See attachment 7 image 3 page 92: deactivator. When the 

alarm of the EAS system rings it indicated that either a tag was not activated at 

payment or that the product was not actually paid for.  

Stock administration: the point of sales staff are required to perform operations 

pertaining to stock administration. The employees in this function work hand in hand 

with a mobile scanner. See attachment 7 image 1 page 92: RF handheld scanner. 

These scanners are used to scan waste, do inter departmental transfers, stock 

counts, request labels and do item enquiries such as price or order date. Tags are 

not used but an item number has been allocated to each category of product. The 

stock clerk requires additional information the item number is inserted manually into 

the hand held RF scanner. The item number would supply the equivalent amount of 

information as a tag.  
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RFID technology has only been implemented in two categories of store operations 

namely security and stock administration. Despite both these functions being 

extremely important to the store. The researcher identified that this lack in 

implementation would reduce the benefits and challenges the store acquired from 

the use of RFID integration in store operations.  

Question 2 

How has RFID benefitted store operations?  

RFID has reduced shrinkage in the store. This is the main area where RFID 

technology is used along with RFID tags. This has been the most beneficial use this 

form of technology as shrinkage causes direct deductions to the retailers’ bottom line 

and in turn profits. RFID tags have also assisted with controlling theft and shoplifting.  

The RF scanners save employees time as tasks can easily be completed. Scanners 

act like mini computers and can be used from anywhere in the store. RFID 

technology also aids in creating accuracy in store operations. Furthermore RFID has 

made it easier to manage employees as not all staff have permission to use the 

scanners thus restricting control.  

The researcher established that the main benefits the store receives from RFID are: 

a reduction in time to complete tasks, thus allowing for more tasks to be 

accomplished in a shorter period, RFID has improved accuracy in the execution of 

tasks allowing operations to be completed more efficiently, RFID has reduced 

shrinkage and theft in the business by identifying when an item leaves the store 

without payment being made, it has also allowed for retailers to have more control of 

staff and stock. 

Question 3 

Has RFID improved customer service, if so how? 

Yes: Store operations directly influence the service level offered by the selected 

retailer. RFID technology has improved customer service as it has increased 

efficiency in accurately displaying the correct price to the customer. It has aided 

employees in requesting price labels for products as they often go missing and are 

changed. The employees can walk around with a scanner and request labels to be 
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printed throughout the store.  Consequently this ensures that the correct price is 

displayed. 

The mobility of the scanners have allowed employees to answer customer enquiries 

efficiently and speedily  as the scanner can be taken with you to the product in 

question or can be used while the customer is on a mobile phone to you. Thus 

reducing the time it takes to gather the required information to assist in answering 

customer queries.  

It has reduced theft and subsequently helped in improve customer safety. It has 

helped the employees to complete tasks timeously ensuring that orders are placed at 

the correct interval and that stock is received and placed on the sales floor as soon 

as possible to prevent stock outs. This aids in having the correct products at the 

correct time and correct price available for purchase on the sales floor.  

The researcher established the main improvements RFID had on the level of service 

customers receive.  Customer service is directly linked to store operations, RFID had 

the following improvements: Due to the reduction in theft and shrinkage RFID 

increased the level of safety of customers in store.  When a retailer have a great loss 

the easiest way to cover the loss is to increase the sales price of products. Thus 

RFID through the prevention of theft has helped to ensure the cost of losses are not 

carried through to the consumer. This helps the retailer to remain competitive in 

pricing their products. RFID has saved customers time as queries can be handled 

efficiently and almost immediately. RFID has insured that the correct price is 

displayed in relation to products. It has aided in the ordering process and 

consequently reduced stock outs.  

Question 4 

What challenges do you face with implementing this technology?  

The cost of not only RFID technology but most technology is particularly expensive. 

Despite having long term benefits the initial cost are high. There are only a few RF 

scanners and stock administrators and clerks are required to share them to complete 

tasks.   

The time it would take to implement this technology throughout the store could 

disrupt normal operations. If RFID is integrated more into customer service it will 
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take a while before customers adapt their shopping behaviours to accommodate 

change. Training employees how to use RFID is challenging. It is expensive and 

requires time consequently not all members could use this technology. Employee 

turnover would also eliminate the effect of training as the process will be required to 

begin again.  

It is very labour intensive as at this moment tags are placed on high gross profit 

products manually. If all products required tags and it was the stores responsibility to 

place the relevant tags on the products this would increase the labour required. It 

generates a trade-off between manual systems and automated systems. Some items 

are also low in value and the cost of the tag could be greater than the actual product 

and the loss the store would incur if stolen.  

The researcher established the main challenges with implementing RFID technology 

into store operations. The major concern for implementation of RFID was the cost of 

this technology. With the implementation of technology and a new way in which 

operations are performed an adjustment period originates. In this adjustment period 

training will necessary to ensure that employees are capable of using RFID. This is 

an additional cost other than the initial start-up cost. Training also takes time and a 

period of trial an error will occur until staff are able to use the technology efficiently. If 

RFID is implemented into the service aspect of the store allowing customers to 

capitalize on its benefits they will be required to adapt their shopping behaviours to 

accommodate this new way of shopping. There is the possibility of an increase in 

labour if the store is responsible for placing RFID tags on all their products.  

Question 5 

What challenges are faced with using this technology?  

The RFID tags that are placed on products to prevent shrinkage are noticeable on 

smaller items. Consumers can just peel off these tags while on the sales floor. This 

eliminates the benefits of RFID in security as the EAS system will not be able to 

identify the active tag and consumers will be able to unlawfully remove the product 

from the sales floor.  

The scanners are outdated, causing them to process slow creating delays in the 

completion of tasks. The software updates are also a time consuming process. They 
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are large and bulky. Some employees are not intrusted in technology and do not 

want to learn how it works. Thus they do not gain the potential benefits of integrating 

technology into their daily operations. This also prevents them from gaining the 

bigger picture of how a store is run and the importance and ripple effect of the tasks 

they accomplish.  

The researcher distinguished major challenges that personnel face when using RFID 

technology to complete their daily operations. People are resistant to change. They 

do not want to learn how technology works and incorporate it into their shopping 

experience or daily operations thus they cannot reap the rewards of integrating RFID 

into operation in turn this limits the benefits they experience. Technology advances 

rapidly and is constantly changing this creates difficulty for the store in maintaining 

current trends. The main contests included: outdated hardware and software making 

tasks and processes challenging to complete, the ripple effect between the security 

EAS system and cashiers deactivating tags during checkout. This indicates that 

there is still room for human error. Customers that are aware of tags can easily peel 

them off products defeating their purpose. See attachment 8 page 92: An existing 

RFID tag. 

Question 6 

Has conflict arisen due to the use of RFID in store practices?  

Conflict has arisen when the EAS system at the exit of the store detects an active 

tag that the cashier did not deactivate during the checkout process. It is a time 

consuming process to check that the goods in the customers’ bag match the goods 

paid for on the slip. This is also frustrating for the customer. If the goods match and 

the customer has not actually stolen anything it causes embarrassment for both the 

customer and store. Not all customers are understanding and patient as security 

does their job. These errors of false accusation can also deteriorate the stores 

image.  

Tension does build as technology becomes more a part of store operations. Staff 

members need to continuously ensure that they have the relevant skills to use the 

technology provided. Fear of retrenchments are evident as jobs and tasks become 

automated and redundant.  
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The researcher identified that conflict has arisen in two main areas: security and the 

fear of unemployment. In order for security to perform their job efficiently at the exit 

of the store, they depend on the cashiers to deactivate tags on purchase. When this 

does not occur the EAS system rings, security is obligated to search the customers’ 

purchase. If this occurs due to the cashier failure to deactivate tags it causes 

frustration, embarrassment and a negative experience for both the customer and 

security. The researcher identified that a number of participants do not have a 

positive association to technology and fear that their jobs will become redundant.  

Question 7 

Do you feel that the advance in this technology could drastically impact the way in 

which retail operations are preformed? And the manner in which consumers shop, 

how? 

Yes, retail operations: 

It will save a lot of time spent on completing operations. Allowing more time to 

concentrate on other more important tasks. It also makes tasks easier to accomplish. 

Employees can be used elsewhere and managers will effectively not have to stop 

managing staff to perform operational tasks.  

If a system is fully integrated with technology the down time is often longer if things 

go wrong or systems crash. Human error is still evident and may take longer to 

rectify a restricted automated system.  It does however same time as many tasks 

can be accomplished at once.  

As technology is further integrated some participants expressed the fear of losing 

their jobs. Employees tend to have a negative association to technology as it causes 

unemployment. Although it does makes the operations easier to accomplish. There 

needs to be a balance between the level of technology and the level of staff a store 

requires.  

Yes, customers:  

It is less frustrating for customers to complete their shopping. They can buy more as 

there will be less of a struggle. It can also aid in retaining customers. Customers can 

shop faster and creates less traffic in the store 
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Customers are also very aware of technology especially the youth. RFID tags are 

clearly visible to some customers and act as a warning that the products is 

monitored by an EAS system. 

As store operations are accomplished faster and the level of service customers 

receive increases. For example if the store made use of electronic pricing, changes 

to prices would happen automatically thus eliminating conflict between the displayed 

price and the rung up price. This would decrease the chance of loss occurring in 

price discrepancies and also improve the service the customer receives.   

The researcher gathered that the main impact technology could have on retail 

operations were: time saving when completing tasks, the risk of downtime when 

technology fails and less employees in the actual store. The main impact technology 

could have on the customers shopping experience included: ease in shopping which 

in turn could create customer retention, it could reduce theft if customers are aware 

of it and service levels could increase as operations are performed timeously.  

Question 8  

Has RFID improved your ability to do your job? 

A participant indicated that they have mixed emotions about RFID and if it has 

improved their ability to do their job. They felt that the technology was extremely 

efficient in managing stock timeously. But also felt that there is still room for errors 

and false accusations of theft does occur on a regular basis.  

Another participant indicated that they felt RFID had improved their ability to do their 

job to a certain extent. They felt that tags could easily be removed from products 

defeating the purpose of the integration of RFID technology in security.  

The last two participants felt that RFID technology had significantly reduced the 

amount of paper that was used to accomplish their daily store operations, in turn 

decreases expenses for the store and is more environmentally friendly. It also saved 

them a lot of time as the manual system was tedious and slow.  

The participants had mixed emotions regarding the impact RFID had on their ability 

to do their job. Both positive and negative responses were received. The researcher 

identified that participants felt that RFID technology has saved them time, improved 
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stock management, reduction in theft and a decrease in the use of paper. However 

the participants did mentioned that tags can be removed defeating their purpose for 

security. The interviewees also state that RFID technology did not eliminate human 

error and thus mistakes are still made and complications arise.  

4.4 observations  

The researcher observed five different areas of the store, security, front end 

(checkout points), stock administration, customers and receiving. While doing the 

observation the researcher identified that there was no RFID implemented in the 

receiving area of the store. The back administrators have limited use of RFID thus 

minimal benefits are received. The researcher assumed that the observations were 

integrated on a warehouse and distribution centre level and not in store level thus 

making the receiving area not applicable to the study. The researcher also identified 

that customers do not make use of the technology directly however their shopping 

experience is influenced by the technology through RFID store operations. 

Customers made use of a barcode scanner which worked identically to an RFID 

scanner but scanned the barcode of the product. See attachment 7 image 5&6: 

customer barcode scanner and reader. Due to the above factors the researcher had 

three valid observations remaining in which the findings will be discussed below. 

Security- RFID is use to decrease shrinkage, EAS are placed at the entrance and 

exit of the store. The store alarms will ring if a product passes through the EAS 

system with an active RFID tag indicating theft. The EAS system has an internal 

power source enabling the technology to ideally always be on.  

Front end- RFID is used that the front end of the store and is directly linked to 

security. Each checkout point is fitted with an RFID deactivator. These deactivators 

have an external battery supply and need to be switched on when a cashier wishes 

to make use of the checkout. Products with RFID tags need to be deactivated at the 

till point. Consequently the cashier scans the barcode of a product adding the price 

to the till slip. They then proceed to scan the tag over the deactivator indicating that 

the product has been rung up and will be paid for before leaving the store. A high 

pitch noise comes from the RFID deactivator once a tag has been deactivated 

indicating to the cashier that the tag is no longer active. If a cashier fails to deactivate 
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the EAS systems will ring the alarm to indicate to security that possible theft may 

have occurred. 

Stock clerk- RF scanners are very much a part of the stock administrator and stock 

clerks’ operations. These scanners are used countless times throughout the day to 

enable them to complete their tasks. These scanners enable the employee to be 

mobile and complete various stock administration functions such as: requesting a 

label, checking the price, and to view various information about a particular product, 

for example the date it was ordered. RF scanners are equipped with barcode 

scanners and if the employee requires additional information they have to insert an 

item number.  

Question 1 

Factor to observe  1- bad 
2- 
okay  

3-
average 

4-
good 

5-very 
good  

1.1) Does the employee know 
how RFID works? 

      33% 67% 

1.2) Did the employee use the 
technology for its intended 
purpose? 

      100%   

1.3) Did the employee struggle 
to use RFID technology? 

  33% 67%     

1.4) Was the employees’ 
attitude towards the technology 
positive (5) or negative (1)? 

  33% 67%     

1.5) Did RFID technology make 
their tasks easier to 
accomplish? 

    33% 67%   
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From the above data the researcher I identified that the majority of employees who 

use the technology know how it works. The minority where completed tasks without 

a full understanding of how the technology worked. All of the employees used the 

technology for its intended purpose. The minority struggled to use the technology 

while the majority managed to use the technology correctly and with ease. The 

employees did not display distinct positive and negative attitudes towards the 

technology. The technology was viewed as a tool that was used to enable them to 

complete their tasks. However the researcher did identify frustration from an area 

observed due to the RFID deactivator being faulty this resulted in 33% of participants 

having a more negative association to the technology as it caused frustration. The 

other 67% of the employees were indifferent to RFID.RFID helped the same 67% 

with indifferent attitudes to accomplish their tasks easily while the minority had an 

average experience to the technology due to frustration.  

Question 2 

What were the main challenges experienced when using the technology? 

Security- the main challenged experience by security is the fact that the EAS system 

is dependent on the response of active tags. In consequence if a cashier does not 

deactivate a tag at till point the EAS system will ring when the customer exists the 

store.  Human error is evident as products can be scanned and paid for and not 

deactivated. The alarm will then sound as an innocent customer passes through the 

door.  In this case the image of security may be damaged due to the failure of the 

33% 

33% 

67% 

67% 

33% 

33% 

100% 

67% 

67% 
1.1)DOES THE EMPLOYEE KNOW HOW RFID 

WORKS? 

1.2)DID THE EMPLOYEE USE THE 
TECHNOLOGY FOR ITS INTENDED PURPOSE? 

1.3)DID THE EMPLOYEE STRUGGLE TO USE 
RFID TECHNOLOGY? 

1.4)WAS THE EMPLOYEES’ ATTITUDE 
TOWARDS THE TECHNOLOGY POSITIVE (5) … 

1.5)DID RFID TECHNOLOGY MAKE THEIR 
TASKS EASIER TO ACCOMPLISH? 

Question 1 

1- bad 2- okay 3-average 4-good 5-very good
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cashier to deactivate the tag. The security will then proceed to match products of the 

till slip with the products that have been purchased to identify inequalities and 

subsequently theft. If the cashier failed to deactivate the RFID tag an innocent 

customer will be accused of theft. It is a time consuming process to check products 

and can cause embarrassment both on the customers and securities behalf.  

Front end- RFID tags are not placed on all products they are only concealed on high 

gross profit products such as: batteries, medicine and chocolate. Staff cannot clearly 

identify if an item will have a tag or not. This will result in a cashier needing to scan 

and identify tags on products to deactivate which is a time consuming process.  Not 

all deactivators were working during the observation. This required a cashier to use a 

neighbouring checkouts deactivator this causes a delay in the checkout process and 

is also perceived as unprofessional. Deactivators can also damage the magnetic 

strips on cards therefore cashiers have to be careful not to pass the consumers card 

over the deactivator.  

Stock clerk- the stock clerk experienced the most challenges as RFID is strongly 

integrated into their daily tasks.  The RFID scanner signal is weak and can easily 

become obscured if items have a shiny packaging. It takes long for the scanner to 

process and retrieve information as they are outdated. Handheld scanners have 

external batteries which need to be charged on a regular basis. The current RF 

scanner scans barcodes and relies on the input of an item number to access further 

information about a particular product. It does not scan RFID tags.   

From the above information the researcher gathered that the main challenges 

experienced when using RFID technology are human error, lack of implementation of 

RFID has led to many functions still being performed manually, consequently there is 

greater room for human errors. The use of RFID tags in the security function is 

directly linked to the cashiers function. Thus if the cashier does not do his or her job 

properly the security is unable to do their job properly. Another challenge 

experienced was the hardware of the RFID antenna or reader. In the checkout 

process if the deactivator are not working the cashier cannot deactivate the tag this 

creates a ripple effect to security and also makes the cashier function more 

challenging. Technology advances rapidly and the selected retailer is making use of 

RF scanners that are outdated. This contests the employees as the signal of the 
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scanner is weak, battery life is short and processing takes long. All these factors 

create delays in the ability for the stock clerk to perform their job.  

Question3 

What where the main benefits experienced when using the technology?  

Security- RFID helps security to complete their daily tasks. The stock of a retailer is 

an asset.  Supermarket retailers have wide variety and deep assortment of products 

therefore security have an intense job to monitor stock to prevent theft. RFID tags 

and the EAS system help security to detect theft as smaller products can easily be 

concealed by customers.  

Front end- the main benefit from a store prospective is that the cashier will aid 

security in detecting theft as tags are only deactivated at the checkouts. Although the 

technology does not directly benefit the tasks the cashiers complete, it does help 

them to remain attentive to the products the customer purchases. 

Stock clerk- there were many benefits to using the RF scanner to complete daily 

tasks. Employees are mobile and do not have to manual collect data of products 

then make use of a computer to collect the information they need and then return to 

the shelf to make the necessary changes. This saves the stock clerk time.  The RF 

scanner works like a mini computer and has various capabilities allowing the 

employee to complete various tasks from one point.  The RF scanner allows the 

stock clerk to check stock without physically going to the stock room. It also enables 

them to identify if more stock needs to be ordered, when it has been ordered and 

when it is expect to arrive.  

From the above information the researcher identified that the main benefit from RFID 

technology integrated into store operations was the reduction in time to complete 

tasks. The use of technology allowed staff to accomplish tasks quickly, wirelessly 

and to attain a great deal of information from a single device. It also aids in reducing 

shrinkage and allows security and the selected retailer to have more control over 

their high gross profit assets (stock.) 

Question 4  

How could this technology be integrated further into store operations? 
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Security- RFID could be implemented further into the security function of the store. 

Not all products have active RFID tags placed on them. Only products that have a 

high gross profit that will cause a direct loss to the retailers’ bottom line have RFID 

tags.  If RFID tags were placed on all products it would help security to detect theft 

on all the products sold by the selected retailer. This will enable security to do their 

job more efficiently. EAS systems should be placed at the entrance of the sales floor. 

This will indicate if employees have unlawfully removed a product from the sales 

floor to conceal it in their belongings or locker this will enable the EAS to indicate 

theft to security. Modern technology such as tablets can be used to identify and 

monitor stock as all tags on the sales floor will be active. When EAS systems detect 

theft these monitoring systems could identify the location of where the theft occurred 

(which EAS system rang) and what product was removed depending on the RFID 

tags used. RFID tags can also be used to monitor staff if attached to an employees’ 

name tag or store card. This will enable security to have more control over theft as 

their will be more control over the stock and employees.  

Front end- deactivators are visible and very bulky, they occupy space below the 

checkout table. Although they do not impact the customers’ space it does occupy the 

space the employees have under the till. This space is used to store stamps and 

plastic bags as well as other hardware components to ensure the checkout process 

is smooth.  RFID could be implemented more at checkouts. If all products had tags 

the basket of goods could be scanned at once saving the consumer’s time, this also 

eliminates the need for a separate barcode scanner and deactivator. Cashiers will 

not be required to individually scan each item that the consumer purchases.   RFID 

technology can also be used for cardless and cashless payments once again 

speeding up the checkout process.  

Stock clerk- RFID technology could be integrated further into the stock clerks’ job. 

Using electronic pricing would allow the stock clerk to make changes on a computer 

system to the price of goods and have the changes reflect directly on the sales floor. 

This eliminates the need to check prices, request price labels, print and place them 

in front of the relevant product. Modern scanners could replace the outdated 

scanners this will speed up processing and decrease frustration. If tags are placed 

on products it will eliminate the input of an item number to access further information.  

RFID tags could also act as a locator helping the employee to identify products on 
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the sales floor.  If all products have tags the store could make use of an automised 

waste system. Each department’s waste can be scanned by this automated system 

which in turn will prevent the employee from going to each determent to do the 

unplessant  task of scanning waste items. RFID tags on all products could also help 

the store to reduce waste as it will be easier to keep track of when individual items 

will expire.  

From the above evidence the researcher could identify that there are a lot of retail 

operations that are still performed manually and that RFID technology has not been 

thoroughly embraced throughout the selected retailers store and store operations. If 

RFID tags were placed on all products it would create efficiency for security enabling 

them to detect if theft has occurred more frequently. This in turn would decrease the 

level of shrinkage in the store. If all products had tags an RFID reader could be 

placed at till points, this will save time and enable the cashier to scan all the 

customers’ goods at once. RFID can also reduce the time it takes to process 

payments by having automatic billing. RFID technology can aid in electronic pricing 

to prevent errors from occurring that result in loss of sales value and directly reduce 

the contribution margin. Tags could also reduce human errors as stock clerks would 

not need to input item numbers to gain product information, once again this saves 

time.   

4.5 Chapter summary  

The researcher completed questionnaires, interviews and observations and was able 

identify the benefits and challenges faced when RFID is integrated into store 

operations. The researcher established the above findings in Chapter four after the 

data analysis was completed. In the subsequent chapter the researcher will 

inaugurate conclusions and recommendations pertaining to the information gathered.  
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Chapter 5- CONCLUSION AND RECOMMENDATIONS 

5.1 introduction to chapter 

In this final chapter of the study the researcher will conclude the findings that were 

established from the previous chapter pertaining to the data that was collected 

through: questionnaires, interviews and observations. The present chapter will also 

provide recommendations and an indication of future studies.  

5.2 Conclusion based on findings 

5.2.1 Questionnaires conclusion  

The researcher can conclude from the findings in the previous chapter that there is a 

lack of RFID implementation in the store and that although the majority of 

participants are aware of RFID they do not make use of it. The minority of customers 

felt that RFID invaded their privacy. The researcher can determine that participants 

value their health, expenditure, privacy and time. RFID will allow customers to 

become more informed and access information. The researcher determined that all 

participants expressed some degree of dissatisfaction with the time it takes to 

complete their purchase. The researcher identified that participants also felt that it is 

important for staff to have the capabilities to operate technology. The retailer 

concluded that all participants had experienced no stock of specific products they 

wished to purchase. Thus the retailer needs to improve the flow of goods throughout 

the value chain and ensure their stock management system is efficient. The 

researcher recognised that almost half the participants do not feel that retailers 

monitor their shopping behaviours. The participants in the study were mostly open to 

the use of technology but felt that adequate information needed to be provided to 

ensure transparency and safety. The researcher determined that the majority of 

participants felt that personal engagement with employees still plays a vital role in 

the consumers shopping experience. The researcher can conclude that special 

attention needs to be paid to ensure that there is a balance between technology and 

employees. The researcher gathered that RFID creates convenience, effortless 

processes, and professionalism and saves time, which is in line with the consumers’ 

values mentioned previously. However the researcher established that participants 

are hesitant to trust a completely integrated technological system. The researcher 

can conclude that participants require the correct technology to be implemented at 
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the correct area of the store. The researcher ascertains that technology must be in 

working condition. The researcher concluded that not all participants are in favour of 

technology thus the retailer should bear this in mind when integrating new 

technological trends. However overall there was a positive attitude towards the 

advancement in technology and its ability to improved service levels.  

5.2.2. Observation conclusion  

The researcher once again could conclude the lack in implementation in RFID 

technology. It is not used in the receiving area and by customers thus no benefits 

can be rendered. Not all staff members were aware of the use of RFID technology 

and how the technology functioned. The researcher can inaugurate that human error 

still occurs despite having technological systems in place. Operating areas 

throughout the store are directly linked consequently a ripple effect is experienced in 

personnel do not complete their jobs effectively. The researcher identified that the 

selected retailer cannot maintain current trends in technology as the RF scanners 

used are outdated due to the rapid change in advancements. The main benefits 

were similar to the previous conclusion thus a trend can be identified that RFID 

benefits store operations by: timeously completion of tasks, access to more 

information at a faster speed and reduction in shrinkage. The researcher concludes 

that RFID can positively influence store operations and provides many benefits.  

5.2.3 Interview conclusion 

The retailer can conclude that RFID has only been implemented in two areas of the 

store namely: security and stock administration. This lack in implementation directly 

influences the benefits and challenges the store acquired from the use of RFID 

integration in store operations. The researcher can determine that the main benefits 

received are: reduction in time to complete tasks, improved accuracy, reduced 

shrinkage and theft and more control of staff and stock. These are similar benefits 

that have been mentioned throughout the study.  The researcher was able to identify 

the influence RFID had on customer service. Which included: Customer safety, 

reduction of loss that is carried down to the consumer, correct display of pricing, 

saved time, efficient supply of available products and quick response to enquiries.  

The researcher can conclude that he main challenges experienced when 

implementing this technology are: cost, adjustment to change due implementation 
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from employees and customers, training of employees and potential for an increased 

in labour intensity. The researcher established the main challenges faced by 

personnel using RFID this comprises of:  constant changes in technology creating 

difficulty in maintaining current trends resulting in out dated software and hardware. 

Another challenge the researcher established was the ripple effect between the 

security EAS system and cashiers deactivating tags during checkout. Once again 

this indicates that there is still room for human error. An additional challenge is the 

ability for tags to be easily peeled off of products defeating their purpose to prevent 

shrinkage. The researcher distinguished areas of conflict that have arisen due to the 

use of RFID: conflict was raised when innocent customers are searched because 

cashiers did not deactivate tags.  This causes frustration, embarrassment and a 

negative experience for both the customer and security. The researcher identified 

that a number of participants do not have a positive association to technology and 

fear that their jobs will become redundant. The researcher can conclude that the 

main impact on retail operations and customer shopping experience are as follows; 

Retail operations: time saving when completing tasks, the risk of downtime when 

technology fails and less employees in the actual store. The customers shopping 

experience: ease in shopping which in turn could create customer retention, it could 

reduce theft if customers are aware of RFID and service levels could increase as 

operations are performed timeously. The Researcher determined the participants’ 

emotion towards RFID technology and the influence it had on the ability for 

participants to do their jobs. The researcher can detect that members of staff had 

mixed emotions. RFID technology has saved participants time, improved stock 

management, reduced theft and a decreased the use of paper. However the 

researcher can identify once again that tags can easily be removed defeating their 

purpose for security and can conclude that RFID technology did not eliminate human 

error consequently mistakes are still made and complications do arise. 

5.3 Recommendations based on conclusions to findings   

The researcher has developed the following recommendations that will assist the 

selected retailer in integrating RFID technology further into store operations. The 

recommendations provided will aid in acquiring a positive influence on store 

operations and customer service. Recommendations are in line with the value 

factors that were identified by all participants in the previous section of this chapter.  
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The researcher suggests that the selected retailer does a thorough analysis to 

determine if, where and how RFID technology can be implemented further into store 

operations. Possible trade-offs need to be measured to identify if implementation is 

feasible. For example the trade-off between the initial costs verses long term saving 

that could potentially be acquired. The implementation of this technology should 

strive to ensure that operations are done in a manner to save both the employees 

and consumers time and should ensure that money is well spent in order to optimise 

benefit and retrieve a higher return on investment.  

RFID is not intensively used in the receiving area of the store. Thus the researcher 

suggests that the technology be implemented in this area. If products arrive from the 

Distribution centre with RFID tags on them. This would allow the receiving clerk to 

scan the tags and identify if the order received matches the invoice. This will reduce 

the human error of miscounting stock which causes loss. It will also aid in reducing 

the time it takes to capture and receive an order thus more orders can be received in 

a period of one working day. Consequently an automated system will save time and 

money.  RFID may be implemented on a distribution centre level but is yet to filter 

down to individual stores.  

RFID technology can be implemented further and used to establish exactly what 

consumers want retailers can improve their goods and service offering to generate 

an increased turnover. RFID can be used to monitor consumer shopping behaviours 

and patterns. The researcher suggests that the selected retailer develop a privacy 

clause to prevent privacy infringements from occurring. This will also aid in conflict 

resolution if conflict arises. If RFID is made available to consumers, the retailer 

should ensure that consumers are educated and informed about RFID technology in 

order to receive maximum value during their shopping experience.  The researcher 

advises the selected retailer to inform customers that RFID technology does not emit 

harmful radiation that could damage their health. 

The researcher suggests again that RFID tags be placed on all products. This would 

create efficiency for security enabling them to detect if theft has occurred more 

frequently. This in turn would decrease the level of shrinkage in the store. 

RFID should be further integrated at the checkout points. Throughout the findings 

and conclusion of the study time was the focal point. Both employees and 
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consumers placed value on the concept of time saving technology. All participants 

have experienced long lines at the checkouts when finalising their purchase and 

have experienced the stock they wish to purchase being available at the incorrect 

time. The researcher advises the selected retailer to conduct a research and 

investigate the costs that would be associated with tagging all products and 

integrating an RFID reader at all the checkout points.  Both these elements will 

generate time saving activities. For example a basket full of goods could be scanned 

in one swift movement by the RFID reader thus eliminating the timeous task of 

scanning each product. RFID could correspondingly reduce the time it takes to 

process payments by having automatic billing.  

The researcher recommends that the selected retailer implements a maintenance 

schedule and strategic project plan that will ensure that hardware and software are 

upgraded to the latest format at systematic intervals. This will aid in ensuring that the 

technology is current and provides a greater advantage to employees who use the 

technology on a regular basis.  

RFID technology can aid in electronic pricing. This will ensure that the correct price 

is displayed in association to the relevant product.  Consequently preventing errors 

from occurring that result in loss of sale value and directly reduce the stores 

contribution margin. Tags could also reduce human errors as stock clerks would not 

need to input item numbers to gain product information, request labels, print them 

and ensure it is placed at the correct product.  Once again the researcher 

recommends that the concept of electronic pricing can save time for both employees 

and customers.   

The selected retailer needs to be careful when implementing new technology. The 

researcher suggest that attention should be given to employees’ attitudes and 

responses to the new technological integrations. This can lead to an increase in 

employee turnover as their jobs become redundant. In the South African market fear 

of unemployment is volatile and can cause a hostile relationship between the 

employer and employee. 

As previously stated customers do not make use of the RFID technology in the 

selected retailer. The researcher proposes that an investment into the future could 

equip trolleys with their own personal RF scanners. Tags on goods could be 
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scanned and display all the relevant information required by the customer. Scanners 

with screens could also help to assist consumers in locating the products they 

require on the sales floor.  

Another implementation of RFID that will aid in monitoring consumer buying 

behaviours, save time and reduce employment costs includes placing tags on 

trolleys. The researcher suggests that this can help in managing theft and monitor 

the foot traffic in store. Customers could have loyalty key rings or cards that activate 

the wheels of trolleys when inserted. (Similar to the way in which the handle of a 

luggage trolley at the airport must be pressed down in order for the wheels move.) 

These loyalty card or key rings can be used at the checkpoint once goods are all 

scanned at once the loyalty card can be scanned and the relevant amount can be 

deducted from the credit balance. This will save consumers time and money. In 

addition customers will be required to place their trolleys back where they belong to 

retrieve their cards back. This decreases the use of trolley guards.  

The researcher identifies that store loyalty programmes are a great means of 

monitoring customer behaviour to detect customers’ needs and wants. This will 

enable the retailer to deliver services and products that meet particular needs. 

Once again the researcher suggests the placement of RFID tags on all products.  

This creates ease for the stock administrator in identify stock and completing daily 

tasks. It can ensure the expired stock is not present of the sales floor.  Consequently 

reducing the unpleasant tasks of scanning waste.  Barcode scanners can easily be 

used to scan RFID tags. RFID tags can hold more information than barcodes.  

The researcher suggest that there is room for improvement in security as not all 

products have tags. The researcher identified that employees can also be tracked by 

the use of RFID key rings or nametags. For example if tags are activated and placed 

on products on the sales floor, if  removed without being deactivated (after purchase) 

the active tag can be detected by an EAS systems which should not only be placed 

at the entrance/ exit of the store but also at the entrance / exit of the sales floor. If 

theft occurs from employees the member of staff and product can be identified at the 

specific EAS system that detected an active tag in a restricted area. A log book of 

incidents could be gathered as evidence. Tracking staff movements throughout the 

store will ensure that maximum productivity is received. When needing to contact or 
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locate a particular employee, they can be identified on the sales floor. Shrinkage and 

theft can only be reduced if the retailer has more control over its physical assets 

(stock) and human assets (employees.) The researcher recommends further 

investigation and design into this idea should be conducted as many perceived 

problems can be identified such as employees always being required to have the tag 

on them for tracking to be successful.   

The researcher recommends that specialists be hired to develop the condensed 

integrated system. This process will require a great deal of planning, time an effort. 

This system has the potential to hold numerous amounts of information, which will 

require some form of security or restriction to protect information from being 

unlawfully accessed.  

Above all the selected retailer needs to further investigate the use of RFID 

technology and ensure that it is parallel to the expectations of all stakeholders and 

harmonized with selected retailers’ vision and mission. RFID if implemented will be 

very beneficial and will decrease ample operational tasks and errors.  

However this technology is very expensive to implement and initial cost are high 

consequently making the implementation of RFID in store operations irrelevant if the 

retailers generic strategy is low cost indicating that their grand strategy is based on 

inexpensive or affordably priced goods and services. The selected retailers’ specific 

market may not value the implementation of RFID technology as it has the potential 

to increase the selling price of goods and service. Thus the researcher recommends 

a thorough analysis be done to determine if the customers will value this integration 

through the service they receive, generated from store operations. The cost of 

implementation escalates as the selected retailer has many branches and 

technology will need to implement eventually at all the stores. Although the retailer 

can take advantage of economies of scale the initial cost are still particularly high.  

The researcher recommends that to fully obtain maximum benefits from RFID 

technology, it needs to be implemented throughout the entire store. This will create a 

colossal link as all store operations need to work together to safeguard that the store 

operates efficiently and effectively ensuring long term survival. This thorough 

integration into store operations, when working simultaneously will ensure that he 
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retailer has the right products at the right time in the correct quantity and at the 

correct quality sold for the correct price.  

 

5.4 Conclusion to study  

The researcher managed to answer the research questions that were posed in 

chapter one. The researcher was able to identify the influence RFID had on the 

selected retailers operations and thoroughly discussed the challenges faced when 

implementing RFID. The researcher clearly acknowledged the current level of 

implementation of RFID in the selected retailers operations and gained insight on 

how RFID technology can improve customer service. The researcher was able to 

predict the future benefits and opportunities that could arises from further integration 

of RFID into store operations.  

5.5 Directions for future study  

Further research into the forthcoming opportunities of RFID technology needs to be 

done to ensure that the topic remains current. Technology advances rapidly and the 

selected retailer is unable to adapt to new trends timeously thus the implementation 

of RFID technology is limited. The researcher could also adapt the study to an 

alternative retailer that has RFID implemented on a larger scale.  RFID technology is 

very broad, future studies should be directed towards a specific element of RFID 

technology as well as a specific operation such as the prevention of shrinkage or 

supply chain management.  RFID is expensive to implement at store level and as a 

consequence future research may be required to be fulfilled at a head headquarter 

level. 

5.6  Chapter summary   

In the final chapter of the study the researcher established conclusions to the finding 

that were discovered in chapter four.  The researcher provided recommendations 

and concluded the study. An indication of future direction for the study was 

recognised. Consequently all the previous chapters in the study are linked and 

without consecutive flow the researcher would not be able to complete the final 

chapter.  
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1) Figure1. Components that make up RFID Technology: 

 

 

 

 

 

 

 

 

Source: RFID.com; 2009 

2) Figure 2. Difference between active and passive tags 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Atlas RFID Solutions 2014 

 

The active tag is battery-powered is 
always active. It is consistently on the 
lookout for a reader’s signal. 

The passive tag relies on energy transferred 
from a reader to power up and transfer its 
information. 
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3) Blank questionnaire  

 

27 August 2014  

Dear Survey Participant 

RE: Request for your participant in a questionnaire  

I am conducting an academic research study at BTech level in the department of 
Retail Business Management at Cape Peninsular University of Technology, Cape 
Town South Africa. My research topic is: “The influence of Radio Frequency 
Identification Technology in the practices of a selected grocery retailer within 
Medowridge.” 

RFID stands for Radio Frequency Identification technology. This technology enables 
the identification of a person or object a distance away. 

The main objective of the study is to identify the influence Radio Frequency 
Identification Technology has on retail operations, which in turn impacts the service 
level that can be offered to customers. As well as to identify the benefits and 
challenges that emerge as this technology is implemented throughout store 
practices.  I therefore request you to complete the attached questionnaire on this 
subject. 

As a community member your contribution will be appreciated and will aid me in 
answering my research questions and meeting research objectives. I therefore, 
would kindly value your participation in this study. Completing the questionnaire will 
take approximately 10-15  minutes of your time. Involvement in this study is 
voluntary. If -you do not wish to answer specific questions, you have the right to do 
so.   

You have the right to remain anonymous. You will not be identified in the study, 

article or publication associated to the research. Furthermore All the information that 

you contribute will be kept confidential There are no anticipated risks for participating 

in the study. The data collected through this study will be kept for a period of five 

years in a secure location. 

If you have any questions about the study or would like additional information to 
assist you in reaching a decision about participating in the study please feel free to 
contact: 

Dr. Virimai Mugobo (Supervisor) at 021 460 3030 or myself (Researcher) at 
ricmon01@gmail.com 

Thank you in advance for your cooperation in my research. 

Yours sincerely 

Monique Richards 

RESEARCHER 
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E-mail: ricmon01@gmail.com 

PROJECT LEADER: Dr. Virimai Mugobo – mugobov@cput.ac.za 

RFID stands for Radio Frequency Identification technology. This technology enables 

the identification of a person or object a distance away. For example a small tag is 

placed on a product and can be identified with a handheld scanner. The scanner will 

be able to provide you with information about the product via the tag that was 

scanned. Tags are also placed on products and deactivated after payment, this 

prevents the store alarms from ringing when you leave the store with your purchase.  

Radio Frequency Identification technology will be referred to as RFID from this point 

forward. 

Questionnaire  

Please select ONE applicable answer per question by placing a mark in the relevant 

box. 

1) What age bracket do you belong to? 

 

 

 

 

 

 

 

2) What gender do you belong to? 

 

 

 

 

 

 

3) Are you aware of how RFID works? 

 

1.1 18-25  

1.2 26-35  

1.3 36-45  

1.4 46-55  

1.5 56-65  

1.6 66-75  

1.7 75+  

2.1 Male  

2.2 Female  

2.3 other  

mailto:mugobov@cput.ac.za
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4) Are you able to identify where this technology has been used in a retail store? 

 

 

 

5) Do you feel RFID invades your privacy?  

 

 

Why do you feel it does/ does not invade your privacy? 

  

            

            

            

            

            

            

Please select ONE appropriate answer per question by placing a mark in the 

relevant box. 

 

6) How important is for retailers to provide you with the following? 

 A-very 

important  

B-

important 

C- slightly 

important  

D-not 

important   

6.1 The right products at the 

correct time 

    

6.2 Stock that is not past its 

expiry date 

    

3.1 Yes  3.2 No  

4.1 Yes  4.2 No  

5.1 Yes  5.2 No  
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6.3 Display the correct prices of 

products 

    

6.4 Have short checkout lines at 

the tills 

    

 A-very 

important  

B-

important 

C- slightly 

important  

D-not 

important   

6.5 Always have trolleys 

available 

    

6.6 Display adequate 

information about products 

    

6.7 Ensure staff have adequate 

knowledge of products 

    

6.8 Products that you can easily 

locate on the sales floor  

    

6.9 Effortless checkout 

processes 

    

6.10 Effortless payment 

processes at the till 

    

6.11 To be able to tell you when 

certain products will arrive  

    

6.12 Have a loyalty or benefit 

system  

    

6.13 To monitor my shopping 

behaviour 

    

6.14 To provide me with 

promotional information on 

products I like 

    

6.15 To respect my privacy      

 

Please select ONE appropriate answer per question by making a mark in the 

relevant box. 
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7) Have you ever experienced the following? 

 A-Always  B-Often C-Rarely  D-Never 

7.1 No stock of the 

goods you want to 

purchase 

    

7.2 Stock that has 

expired on the sales 

floor 

    

7.3 The incorrect prices 

displayed  

    

7.4 Long lines at the tills      

7.5 No trolleys available 

to help you do your 

shopping 

    

7.6 Not enough 

information displayed 

about a product 

    

7.7 Staff who cannot 

provide you with enough 

information  

    

7.8 Struggle in finding 

the products you want to 

buy on the sales floor  

    

7.9 Complications 

during the checkout 

process 

    

7.10 Complications in 

making a payment at 
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the till 

7.11 Lack of knowledge 

of when products will 

arrive 

    

7.12 How often do you 

use the loyalty or 

benefits system 

provided by the store 

    

7.13 Retailers 

monitoring your 

shopping behaviour 

    

7.14 Lack of 

promotional media that 

interests you  

    

7.15 That retailers 

intrude your privacy  

    

 

Please select ONE appropriate answer per question, by placing a mark in the 

relevant box. 

 

8) Would you participate in the following activities? 

 A- yes B-Maybe  C-No  

8.1 Purchasing products online?    

8.2 Make a payment with your mobile device?     

 A- yes B-Maybe  C-No  

8.3 Disclose personal information to permit use 

RFID technology? 

   

8.4 Would you shop in a store with no physical 

employees? 

   

8.5 Would you make use of technology that can 

improve customer service? 
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9) What influence does technology have on your shopping experience? 

 

            

            

            

            

             

 

10)  Do you have any general comments about the advancement in technology? 

 

            

            

            

            

            

            

            

 

Thank you for taking your time to complete this questionnaire. 
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4) Blank observations  

27 August 2014  

Dear Store Manager/ Participant 

RE: Request to conduct an observation  

I am conducting an academic research study at BTech level in the department of 

Retail Business Management at Cape Peninsular University of Technology, Cape 

Town South Africa. My research topic is: “The influence of Radio Frequency 

Identification Technology in the practices of a selected grocery retailer within 

Medowridge.” 

RFID stands for Radio Frequency Identification technology. This technology enables 

the identification of a person or object a distance away. 

The main objective of the study is to identify the influence Radio Frequency 

Identification Technology has on retail operations, which in turn impacts the service 

level that can be offered to customers. As well as to identify the benefits and 

challenges that emerge as this technology is implemented throughout store 

practices.  I therefore request you to complete the attached questionnaire on this 

subject. 

As a community member your contribution will be appreciated and will aid me in 

answering my research questions and meeting research objectives. I therefore, 

would kindly value your participation in this study. Participation in the observation will 

take approximately 30 minutes of your time. Involvement in this study is voluntary. If 

you do not wish to answer specific questions, you have the right to do so.   

You have the right to remain anonymous. You will not be identified in the study, 

article or publication associated to the research. Furthermore All the information that 

you contribute will be kept confidential There are no anticipated risks for participating 

in the study. The data collected through this study will be kept for a period of five 

years in a secure location. 

If you have any questions about the study or would like additional information to 

assist you in reaching a decision about participating in the study please feel free to 

contact: 
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Dr. Virimai Mugobo (Supervisor) at 021 460 3030 or myself (Researcher) at 

ricmon01@gmail.com 

Thank you in advance for your cooperation in my research. 

Yours sincerely 

Monique Richards 

RESEARCHER 

E-mail: ricmon01@gmail.com 

PROJECT LEADER: Dr. Virimai Mugobo – mugobov@cput.ac.za 

 

Observation 

Personnel Position:     

Area in store:     

Location:      

Date:       

Start time:       End time:      

1 bad – 3 average- 5 great 

1) Factor to observe  1 2 3 4 5 

1.1 Does the employee know how RFID works?      

1.2 Did the employee use the technology for its 

intended purpose? 

     

1.3 Did the employee struggle to use RFID 

technology? 

     

1.4 Was the employees’ attitude towards the 

technology positive (5) or negative (1)? 

     

1.5 Did RFID technology make their tasks easier to 

accomplish? 

     

 

mailto:mugobov@cput.ac.za
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2) What were the main challenges experienced when using the technology? 

           

           

           

            

3) What where the main benefits experienced when using the technology? 

           

           

           

            

4) How could this technology be integrated further into store operations? 
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5) Blank interview  

27 August 2014  

Dear Interview Participant  

RE: Request for your participant in an interview  

I am conducting an academic research study at BTech level in the department of 
Retail Business Management at Cape Peninsular University of Technology, Cape 
Town South Africa. My research topic is: “The influence of Radio Frequency 
Identification Technology in the practices of a selected grocery retailer within 
Medowridge.” 

RFID stands for Radio Frequency Identification technology. This technology enables 
the identification of a person or object a distance away. 

The main objective of the study is to identify the influence Radio Frequency 
Identification Technology has on retail operations, which in turn impacts the service 
level that can be offered to customers. As well as to identify the benefits and 
challenges that emerge as this technology is implemented throughout store 
practices.  I therefore request you to complete the attached questionnaire on this 
subject. 

As a community member your contribution will be appreciated and will aid me in 
answering my research questions and meeting research objectives. I therefore, 
would kindly value your participation in this study. Completing the interview will take 
approximately 15-20 minutes of your time. Involvement in this study is voluntary. If 
you do not wish to answer specific questions, you have the right to do so.   

You have the right to remain anonymous. You will not be identified in the study, 

article or publication associated to the research. Furthermore All the information that 

you contribute will be kept confidential There are no anticipated risks for participating 

in the study. The data collected through this study will be kept for a period of five 

years in a secure location. 

If you have any questions about the study or would like additional information to 
assist you in reaching a decision about participating in the study please feel free to 
contact: 

Dr. Virimai Mugobo (Supervisor) at 021 460 3030 or myself (Researcher) at 
ricmon01@gmail.com 

Thank you in advance for your cooperation in my research. 

Yours sincerely 

Monique Richards 

RESEARCHER 

E-mail: ricmon01@gmail.com 

PROJECT LEADER: Dr. Virimai Mugobo – mugobov@cput.ac.za 

mailto:mugobov@cput.ac.za
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Interview  

Participants:     

Location:      

Date:       

RFID stands for Radio Frequency Identification technology. This technology enables 
the identification of a person or object a distance away. 

 

1) Where has RFID technology been implemented in the store and how does it 

work in those areas? 

 

2) How has RFID benefitted store operations?  

 

3) Has RFID improved customer service, if so how? 

 

4) What challenges do you face with implementing this technology?  

 

 

5) What challenges are faced with using this technology?  

 

6) Has conflict arisen due to the use of RFID in store practices?  

 

7) Do you feel that the advance in this technology could drastically impact the 

way in which retail operations are preformed? and the manner in which 

consumers shop, how? 

 

8) Has RFID improved your ability to do your job?  
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Thank you for taking your time to complete this interview. 

 

6) Map of location  

Medowridge shopping center- Park n Shop Medowridge (area of study) 

 

 

 

 

 

 

 

 

 

 

 

 

 

Red area indicates Medowridge   



93 
 

Medowridge in Cape Town 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

7) Images: RFID within store 

 

 

 

 

 

 

 

 

 

 

 

 

Image 1: RF handheld 

scanner  
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8) An exsisting RFID Tag  

 

 

 

 

 

 

 

 

Image 2: A 

tagged product 

Image3: RF TAG deactivator 

Image4: EAS system 

Image 5:  Customer barcode scanner Image 6: RFID 

reader 
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