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Retail Business Improvement  
What we are

“89% of the Top 200 global retailers state 
that customer experience will be their 
primary competitive differentiator in 2016 
and going forward.”
Gartner Study, 2015

Confident about the 
value  we add – we offer 
flexible fees to help your 

success, ensuring our 
work supports your needs

Global in perspective, 
with retail experts  
in Australia, USA  

and Europe

Dedicated to achieving 
results – we focus our 

energy on what matters  
to retailers

Passionate about what 
we do, our people take 

pride in formulating plans 
that deliver real results

Pragmatic in our 
approach, we combine 
efficient methods and 
tools with long-term 

operational experience

Senior retail experts 
who have 20+ years of 
experience in advisory 
and  line management 

roles
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Retail Business Improvement  
What we do
The Retail Business Improvement Practice provides support across 
the entire retail value chain to ensure the future success of our clients’ 
businesses. Our services include assisting with:

• Challenging technology, processes 
and organisational structure to identify 
ways to drive revenues and profits – 
with a particular focus on enhancing 
the customer experience

• Driving Traffic

• Enhancing customer retention

• Recruiting new customers

• Improving conversion

• Growing transaction sizes

• Loyalty program effectiveness

• Applied Customer Analytics

CREATING  
DEMAND

• Reviewing all operational activities to 
identify means to effectively reduce 
costs

•  Mark down optimisation

• Store rationalisation

• Inventory analysis

• Rent reviews

• Supply chain efficiency

• Workforce optimisation

• Cash flow analysis and improvement

• Capital structure and funding review

• Product, category and store 
performance analysis from a return  
on investment standpoint

• Preparation for 2020

• Omni-channel strategy

• Cybersecurity

• Data Governance

• Office of the CFO

• Strategic communications

• Retail turnaround

OPTIMISING THE 
COST TO SERVE

RETAIL STRATEGY 
AND OPERATIONS

MANAGING RETURN 
ON INVESTMENT
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Retail Business Improvement  
What makes us unique?

OUR EXPERTS

• Senior retail experts 
with line management 
background (20+ years  
of experience)

• Access to FTI specialists 
with over 3,500 global 
professionals in relevant 
functional areas 
(e.g. finance, change 
management,  
IT transformation)

• Able to work and 
communicate with all levels 
of a corporate organisation

• Senior advisors  
(ex-CEO, COO)

• Experience in applying  
the 80/20 rule to achieve 
rapid change

OUR APPROACH

• Work in small  
and senior teams

• Focus on implementation 
from day one

• Hands-on approach to 
getting things done

• Strong interaction and 
alignment with client 
management teams  
– joint approach

• Driven by data, facts  
and figures

• Consider corporate culture 
and specific situation  
– no textbook solutions

• Use our efficient toolbox, 
but only where it delivers 
value

OUR COMMITMENTS

We will:

• Work closely alongside you, 
onsite wherever possible

• Deliver measurable and 
sustainable results

• Co-ordinate closely  
with you and ensure that 
there are no unexpected 
surprises

• Work with mutual respect 
and open and clear 
communication

• Always fully transparent  
on what we do and what  
we think
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FUNCTIONS

SECTORS

SIT
UATIO

NS
•  Loyalty Program Launch/Redesign

•  Profitability Improvement

•  Working Capital Optimisation

•  Operational Restructuring

•  Omni-Channel Capabilities Development

•  Retailer Due Diligence

•  Preparation for 2020

Customer Experience  •

Omni-Channel Integration  •

Loyalty Programs  •

Analytics  •

Supply Chain Operations  •

Cybersecurity and Data Governance  •

Workforce Management  •

Online Channel Strategy and Analytics  •

•  Apparel

•  E-commerce

•  FMCGs

•  Footwear

•  Fuel

•  Hardware and DIY

•  Pharmacies

•  Specialty

•  Supermarkets

FTI supports clients across  
a wide range of sectors, functions 
and situations
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Retail Business Improvement  
We support our clients  
in critical situations

OPERATIONAL TRANSFORMATION & TARGETED 
MARKETING AND ANALYTICS
We took over all operations for an apparel and homewares 
retailer. We improved their inventory management, selectively 
optimised their store footprint by benchmarking stores and closing 
underperformers, and employed sophisticated analytics to drive  
a comprehensive targeted marketing strategy to utilise their loyalty 
program to achieve incremental sales.

MERCHANDISE PLANNING OPTIMISATION
We worked for a major apparel retailer with over 800 stores to 
optimise the procedures and software used in their merchandise 
planning processes. By removing unnecessary meetings and 
developing a series of integrated excel tools we were able to 
significantly reduce the lead time on rolling out new assortments 
whilst simultaneously reducing the required work load.

STRATEGY WORKSHOPS ON THE FUTURE  
OF RETAIL IN 2020
We supported a major apparel retailer with over 1,000 stores  
by providing strategic advice on how the changing nature of retail 
will affect their core business up to 2020. This involved an analysis 
of the impact of mobile apps, changing generational attitudes and 
the essential requirement of ensuring a seamless omni-channel 
experience.
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Create  
Demand1 Optimise Cost  

to Serve2 Manage 
ROI3

Traffic
• Customer Acquisition

• Customer Retention 

• In-store vs On-line

Conversion
• Promotional  Effectiveness 

• Omni-Channel Effectiveness 

• Customer RFM/Segmentation

Average Transaction
• Transaction Value

• Cross-sell and Up-Sell

• Payments Processes

Margin
• Price Sensitivity Scorecard

• Planogram Optimisation

• SKU Rationalisation

• Category Contribution

Expense
• Inventory Management 

Effectiveness

• Underperforming Stores

• Loss Prevention and 
Shrinkage

• Supply Chain Performance

Cash Flow
• KPI Achievement Analysis

• Real Estate Optimisation

• Working Capital Evaluation

• Capital Structure Analysis

Retail value equation
We use the retail value equation as a framework to guide our retail 
performance initiatives and products to deliver measureable value  
to our clients.

FAST TRACK BY FTI CONSULTING™

Fast Track by FTI Consulting™ methodology 
starts with Creating Demand, the lifeblood of any 
retailer, flowing into Optimising Cost to Serve and 
culminating with Managing ROI — hence providing 
your company with a unique offering that will 
accelerate the transformational forces within your 
organisation to achieve superior  
levels of performance.

The retail value equation is at the heart of Fast Track 
by FTI Consulting™. During the first six to eight weeks, 
our focus is on identifying levers in the retail value 
equation that can be influenced quickly and will fund 
the journey for longer term strategic moves and 
investments.

Our collaborative approach starts with understanding 
whether plan and budget expectations are being 
met. Once the baseline is set, the team focuses on 
understanding the possibilities, estimating the “win” 

and considering how best to proceed. The result 
is a committed management team that has a full 
understanding of the opportunities, a roadmap to 
realise the quick wins and a fully integrated plan to 
improve profitability over the longer term.

Fast Track™ is geared to cover a broad spectrum of 
considerations across an entire organisation or can 
be customised to focus on one functional area in as 
few as three to four weeks.

Our highly disciplined approach is anchored by an 
analytical framework to identify financial benefits, yet 
is flexible enough to adjust to changes as the process 
exposes new opportunities.

After the assessment phase, we are prepared to 
support the organisation by launching a set of quick 
wins yielded from Fast Track™ that build momentum, 
while assisting with the execution of the integrated 
profit improvement roadmap, working side-by-side 
with senior management.
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Retail Business Improvement  
Our experts

TOM 
LEMKE
SENIOR MANAGING 
DIRECTOR

Head of Retail Asia Pacific 
Sydney 
+61 (0)2 8247 8000 
tom.lemke@fticonsulting.com

Tom has over 30 years’ 
experience in improving retailer 
performance across multiple 
channels to address specific 
challenges, including:

• Aligning businesses around 
customer focused strategies

• Assessing and leveraging 
enterprise data and analytics

• Customer databases, loyalty 
programs and customer 
analytics and insights

• Driving shareholder value 
through improving customer 
loyalty and life-time value

• Improving business processes 
and reducing costs

He has advised and consulted 
with  retailers across the world, 
including grocery, drug, mass, 
fuel and convenience, department 
stores and specialty retail. Tom 
has also managed retailer credit 
card and loyalty programs and 
built customer databases of over 
100 million consumers.

Previous roles have included 
Group General Manager 
Marketing and Customer Strategy 
at Coles Myer Australia and Vice 
President Database Marketing 
and e-Commerce at Kmart USA, 
managing multi-million dollar 
budgets and programs.

CHRISTA 
HART
SENIOR MANAGING 
DIRECTOR

New York 
+1 212 247 1010 
christa.hart@fticonsulting.com

With more than 18 years’ of 
hands-on experience, Christa is 
focused on improving and growing 
financial performance in retail 
and direct selling companies. 
She has deep industry expertise 
as an executive leading  strategy 
organisations inside retail 
companies and as a consultant 
and strategic advisor.

Ms. Hart has worked with a wide 
range of retailers and direct selling 
companies to address specific 
challenges, including:

• Defining and executing global 
sales strategies managing 
trade-offs between top-line 
impact and expense

• Exploiting new growth 
opportunities

• Gaining value from acquisitions

• Managing distressed business 
units

• Improving business processes 
and reducing costs

Prior to joining FTI Consulting,  
Ms. Hart was the head of global 
sales for Avon Products, EVP 
Strategy at Tupperware and 
worked at Management Horizons 
/PricewaterhouseCoopers. Early 
in her career, she worked for May 
Company Department Stores,  
Wet Seal and Crystal Brands.

RICHARD 
ARMSTRONG
MANAGING 
DIRECTOR

Melbourne 
+61 (0)3 9604 0600 
richard.armstrong@fticonsulting.com

Richard has over 25 years’ 
experience providing financial 
and strategic advice to leading 
Australian corporations.

As a senior corporate banker in 
Melbourne, Sydney and New York, 
Richard was involved in a broad 
range of transactions, including 
capital and funding structure 
advice, capital markets and credit 
rating advice, lending, working 
capital management and risk 
management transactions.

Prior to FTI Consulting, Richard 
led Corporate Banking at Bank of 
America Merrill Lynch Melbourne, 
where he supported a series of 
FMCG and industrial companies 
such as Wesfarmers, Treasury 
Wine Estates, Amcor, Telstra  
and CSL.

Previously, Richard was General 
Manager, Strategic Alliances 
at Coles Myer Limited, where 
he led a team negotiating and 
managing the separation of 
Myer from the group marketing 
programs, helped evolved the 
Company’s financial services 
strategy and led negotiations with 
National Australia Bank around 
a restructuring of the FlyBuys 
loyalty program.
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FTI Consulting  
Our wider firm services
Leading consultancy services across multiple practice areas,  
providing access to specialist insight and experience:

ECONOMIC CONSULTING

• Number 1 employer of leading  economic 
consulting experts.

• Provide analysis of complex economic issues 
for use in legal and regulatory proceedings, 
strategic decisions and public policy debates.

• Recognised as having significantly more 
commercial arbitration experts than the 
combined total of the Big Four accountancy 
firms.

CORPORATE FINANCE AND RESTRUCTURING

• Market  leading  restructuring practice, with 
over 30 years global restructuring experience. 

• Provide robust financial and legal view of 
businesses and an assessment of stakeholder 
options to corporates, their lenders or equity  
sponsors to support and facilitate refinancing  
and restructuring processes.

• Access to an extensive network of industry 
experts: primarily ex c-suite level management,  
who form part of team and identify value-add 
opportunities and transaction risks early in  
a process.

TECHNOLOGY

• Tier 1 global provider of e-discovery  
and forensic services.

• Assist clients with in-depth analysis of large, 
disparate sets of financial and operational data 

• Provide efficient and cost-effective solutions for 
discovering, collecting, preserving and housing 
electronic data.

• Gartner positions FTI Technology as a leader  
in its 2014 Magic Quadrant Report for 
e-discovery software.

FORENSIC AND LITIGATION CONSULTING

• Provide companies, governments and law firms  
with forensic, investigative, data analytic and 
litigation services.

• Support clients facing litigation, arbitration 
and compliance investigations and regulatory 
scrutiny.

STRATEGIC COMMUNICATIONS

• Leading global communications consultancy 
with more than 30 years’ of experience advising 
management teams in critical situations.

• Help clients use their communications assets 
to protect, enhance, develop and defend their 
enterprise value.

• 700 expert strategic communications 
consultants in more than 25 key markets 
around the world.

• Unrivalled depth of industry and 
interdisciplinary expertise and a broad network 
of relationships with key influencers.
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FTI Consulting  
Overview

  FTI Consulting offices

A global advisory firm that 
provides multidisciplinary 
solutions to complex challenges 
and opportunities

Founded in 1982 
and $1.4BLN 
equity market 
capitalization*

With over 4,600 employees 
and offices in 28 countries 
on six continents, our 
breadth and depth extends 
across every major social, 
political and economic hub 
across the globe

Trusted advisors serving clients 
globally with diverse expertise 
and exceptional credentials 
including accountants, 
economists, engineers, former 
CFOs and strategists

Our largest industry groups 
are: Energy, Power & Products, 
Financial Institutions & Insurance, 
Healthcare & Life Science, Real 
Estate, Retail & Consumer and 
Telecom, Media & Technology

Combines unparalleled 
expertise and industry 
knowledge to address 
critical challenges for 
clients

Advisor to 92 
of the world’s 
top 100 law 
firms

Advisor to the 
world’s top 10 
bank holding 
companies

48 of Global 100 
corporations are 
clients

* Total Shares outstanding times the closing share price as of December 31, 2015.



“Retail will change more in 
the next five years than it 
has in the past fifty.”
Fitch Study, 2015



About FTI Consulting
FTI Consulting, Inc. is a global business advisory firm dedicated to helping organisations protect and 
enhance enterprise value in an increasingly complex legal, regulatory and economic environment. 
FTI Consulting professionals, who are located in all major business centres throughout the world, 
work closely with clients to anticipate, illuminate and overcome complex business challenges in 
areas such as investigations, litigation, mergers and acquisitions, regulatory issues, reputation 
management and restructuring.

www.fticonsulting.com ©2016 FTI Consulting, Inc. All rights reserved.

Tom Lemke
Senior Managing Director  
and Head of Retail Asia Pacific, 
Corporate Finance & Restructuring

Level 15, 50 Pitt Street,  
Sydney NSW 2000

+61 2 8247 8000 
tom.lemke@fticonsulting.com

Richard Armstrong
Managing Director, 
Corporate Finance & Restructuring 

Level 16, Bourke Place, 600 Bourke Street,  
Melbourne VIC 3000

+61 3 9604 0600 
richard.armstrong@fticonsulting.com


