
The Future of Technology in Retail 
By Hannah Spice 

  

    In Humber Online Solutions’ webinar “The Future in Technology in Retail”, Irina Gorea (2020) 

discussed how the use of artificial intelligence in major retailers can impact a customer’s 

shopping experience. This webinar highlights the new advances in customer service technology 

and how they could be implemented in the retail industry. Human-machine communications 

(HMC) is the concept of using artificial intelligence technology in roles that were previously 

done by humans. She explains how HMCs such as voice assistance, social bots, service robots 

and the internet-of-things (IoT) will possibly be the future of businesses. These types of artificial 

intelligence are already being applied to major retailers and have received positive feedback 

from consumers.  

Voice assistance systems such as Amazon Echo are being used as social-communicative 

shopping partners in stores. Voice Assistance technologies use voice commands as the quickest 

way to get a clear and concise answer to shopping questions. Gorea presents an example of 

HMC which is the use of social bots for businesses online. This technology can “Share pictures, 

post status updates, and tweets”. This creates an omnichannel experience. This means a well 

adjusted and seamless shopping experience for customers. The most important aspect of these 

technological ideas is to enhance retail shopping and create a more dependable business.  

Using technology such as service robots creates an efficient, enjoyable, personalized and 

consistent shopping experience. Gorea describes how these robots are designed and 

manufactured to mimic humans in “looks, mind, expression and behaviour” to feel natural and 

enjoyable for consumers. The Pierre Elliott Trudeau International Airport located in Montreal 

has implemented an HMC humanoid service robot named Pepper. It is being used to greet 

customers, give directions and place orders. This type of artificial intelligence is already 

popularized in shopping centers in places like Japan and South Korea.  

Gorea believes that Covid-19 will change the future of retail shopping because of the limited 

social interactions required to remain safe and healthy. It will create a memorable experience 

and gives something more to look forward to when going out. There will also be competition 

between businesses and corporations which will change the way they conduct their business 

practices. With these new advancements in retail service technology, shopping has never 

looked so fun and easy! 
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