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A guide to successfully deploying modern self-service solutions 

across retail, grocery, healthcare and beyond



Today’s self-service kiosks are used at every 

step of the customer journey. From the point 

of entry (check-in, returns, registration), to the 

point of sale (self-checkout). 

Self-service kiosks reduce common custom-

er pain points such as long lines, unanswered 

questions, or the inability to find what they are 

looking for.

SELF-SERVICE KIOSKS:

A Better Way to Meet Customer 
Demands

Alongside the need of the customer is your 

need as a business: the need to manage costs, 

prevent waste, and use your staff and resources 

effectively. 

As you start planning out what your self-ser-

vice solution will look like, it’s important to list 

both the business and customer challenges  

you can solve now and in the future. 



 PLATFORM VS POINT SOLUTIONS:

Choosing the Right Solution for 
Your Store and Your Shoppers

Self-service kiosks can be used to solve a variety 

of specific challenges. Many kiosk manufactur-

ers produce inexpensive point solutions that are 

quick to deploy, but do not meet the demands of 

high-traffic and offer very limited functionality. 

Rather than deploying disconnected point solu-

tions throughout your locations that are difficult 

to service and maintain, self-service kiosks like 

Aila's provide organizations the flexibility to de-

ploy an endless array of self-service options—all 

on one platform. 

Platform solutions are also easy to service and 

support compared with point technologies since 

they are built on the same hardware, operating 

system and underlying technologies. They can 

(and should) also be flexible enough to easily 

add printers and payment terminals, and offer 

a wide variety of mounting options to fit your 

space. 

https://ailatech.com/product/interactive-kiosk/
https://ailatech.com/product/interactive-kiosk/


TABLET OPTIONS

As more businesses look to self-service kiosks 

to drive productivity and sales while maintain-

ing the need for social distancing,  today’s read-

ily available consumer tablets provide a signifi-

cant advantage over yesterday’s rigid, bulky and 

expensive legacy devices. 

Like any major technology deployment, there 

are several factors to consider when choosing a 

platform for self-service kiosks. A good place to 

start is the kiosk operating system. 

Today, the mobile and tablet landscape is com-

prised of three major OS players: iOS, Android 

and Windows. 

SELECTING HARDWARE:

Achieving Seamless Integration 
with Your Tech Stack

 PERFORMANCE 

When it comes to processing power, there 

seem to be some clear winners and losers. 

Based on Geekbench 5 scores comparing 

2019 iPad 10.2" and 2018 12.9" iPad Pro vs 

the leading “enterprise” Android Kiosks, the 

benchmark concluded that these Android 

devices had the same processing power of 

iPhone 5s which debuted in 2013. That plac-

es major Android-based kiosks years behind 

competing iOS devices.



SECURITY

The proprietary nature of iOS and its exclusiv-

ity to Apple devices is a strong advantage for 

iPad-based kiosks in terms of device security. 

All apps in the Apple App store are reviewed by 

an employee in the company’s App Review divi-

sion. While this makes it more difficult to push 

an app to the App Store, it also helps ensure 

that users and businesses can trust the apps 

they download.

Windows operates with a similar level of discre-

tion—apps in the Microsoft app store are also 

manually reviewed. However, since Windows 

tablets mostly run Windows 10, the tablets share 

many of the security vulnerabilities of Windows 

PCs.

Android is an open-source mobile OS, meaning 

it is free to download and free to alter.  This has 

advantages in terms of encouraging innovation 

and competitive pricing, but it does come with 

risks to security. Nokia’s threat intelligence re-

port found that Android devices were nearly 

50 times more likely to be infected by malware 

than Apple devices.

TABLET SUPPORT

Apple is known for tight restrictions on both 

its hardware—in terms of manufacturing and 

repairs—and software, in terms of a closed 

operating system and highly regulated app 

store. These restrictions provide benefits to-

ward security, stability, and tech support for 

Apple devices.

AppleCare for Enterprise provides 24/7 tech-

nical support, on-site service, and repair/re-

placement for up to 5% of your devices. Ap-

ple also claims that they can repair or replace 

your devices within one business day. 

Android and Windows tablet manufacturers 

have similar enterprise support programs, 

such as Samsung’s business portal and Mic-

rosoft’s enterprise services.

SELECTING HARDWARE: CONTINUED

https://ailatech.com/product/interactive-kiosk/
https://www.pandasecurity.com/mediacenter/mobile-security/android-more-infected-than-ios/
https://www.apple.com/support/professional/enterprise/
https://www.samsung.com/us/business/support/
https://www.microsoft.com/en-us/industry/services?activetab=pillars%3aprimaryr11
https://www.microsoft.com/en-us/industry/services?activetab=pillars%3aprimaryr11


SELECTING SOFTWARE:

Build, Buy, or Partner 

When it comes to your customer and/or em-

ployee facing kiosk application—that is, the 

screens the user interacts with on the kiosk—

there are three main options: 

1. Organizations can “build” their own cus-

tomer kiosk app

2. They can “buy” it from a software provider

3. They can work with select software ven-

dors that have partnered with the kiosk 

provider 

In each of these cases, it’s important to make 

sure that there are developer resources avail-

able that can integrate added functionality with 

the application you choose. 

For example, our Interactive Kiosk offers inte-

grated image-based scanning capabilities as 

part of our enclosures. With our scanning tech-

nology, customers can easily check prices, get 

product information, check-in to doctor’s ap-

pointments, and check themselves out at retail 

and grocery stores. 

EXAMPLE: RENT THE RUNWAYEXAMPLE: RENT THE RUNWAY

Rent the Runway sought to expand its digital Rent the Runway sought to expand its digital 

footprint into the physical retail space to attract footprint into the physical retail space to attract 

new customers and provide its current custom-new customers and provide its current custom-

ers with a fast and convenient way to return their ers with a fast and convenient way to return their 

rentals. The goal was a self-service drop box that rentals. The goal was a self-service drop box that 

would let customers scan their items to return would let customers scan their items to return 

them which would trigger the next rental in their them which would trigger the next rental in their 

queue to prepare for shipment. queue to prepare for shipment. 

Rent the Runway knew they needed hardware Rent the Runway knew they needed hardware 

and software that was modern, elegant, and on-and software that was modern, elegant, and on-

brand with their fashion-forward online presence. brand with their fashion-forward online presence. 

However, they also needed a solution that could However, they also needed a solution that could 

scan the tiny barcodes that are attached to each scan the tiny barcodes that are attached to each 

item in their catalog. item in their catalog. 

They decided to build their software in-house They decided to build their software in-house 

and selected Aila for an iOS-based hardware pro-and selected Aila for an iOS-based hardware pro-

vider. Aila’s Interactive Kiosk was not only a sleek vider. Aila’s Interactive Kiosk was not only a sleek 

and user-friendly solution, it was also able to scan and user-friendly solution, it was also able to scan 

45+ symbologies in a range of conditions, making 45+ symbologies in a range of conditions, making 

it perfect for the tiny barcode on Rent the Run-it perfect for the tiny barcode on Rent the Run-

way items. way items. Read the full case study here.Read the full case study here.

https://ailatech.com/product/truescan/
https://ailatech.com/blog/installation-rent-the-runway/


DEMO AND PILOT PHASES:

Gearing Up for Deployment 

PROOF OF CONCEPT / DEMO

The next stage of a deployment is either a 

short demo or proof of concept. Ask your 

kiosk provider if they offer demo kiosks pre-

loaded with an app to get an idea of how the 

solution might work in your brick and mortar 

locations. 

Depending on how far into development you 

are, you can often get a demo unit with soft-

ware that will be more like what you’ll even-

tually have in your stores and that may even 

have some ability to integrate with your sys-

tems. 

PILOT

After you’re satisfied with the demo, the next 

phase is to run a pilot program of your self-ser-

vice solution. At this phase, the hardware config-

uration and app should be working together and 

at least partially integrated into your systems to 

allow for accurate testing. 

Successful pilots are usually run for several weeks 

in multiple locations. This lets you collect more 

data that will be used to analyze, tweak, or re-

think your solution. If possible, collect interviews 

or conduct surveys from users during the pilot. 

This will make assessing the pilot easier and in-

crease the likelihood of success for your solution. 

After your initial pilot, you and your team will 

review the results to identify strengths, weak-

nesses, and opportunities. In addition to user 

feedback, talk to managers and staff that have 

interacted with or seen customers interact with 

the pilot experience. 

Collect this data and determine which changes 

will improve the customer experience and suc-

cess rates for each interaction with your solution. 



DEPLOYMENT AND BEYOND:

Deploy, Analyze, Update

Deployment logistics can be one of the most 

complex steps of rolling out your solution. Many 

enterprises work with an integrator to make this 

process as seamless as possible. Systems inte-

grators will port your solution into your IT sys-

tems and ensure that they’re functioning togeth-

er correctly. 

It’s also important to ensure that your devices 

are able to be managed remotely. Mobile De-

vice Management (MDM) providers let you serve 

updates to all of your devices at once, making 

it easier to keep your solution consistent across 

locations. Similarly, a diagnostics tool that allows 

you to view the status of your devices and trou-

bleshoot issues can help prevent downtime. 

In terms of installing and lighting up hardware, 

some enterprises will use their on-site employ-

ees to prepare solutions in their stores. For more 

complex integrations, this isn’t always possible. 

Integrators will be able to help here as well.

REFRESHING YOUR EXPERIENCE

A self-service solution is never really finished in 

the same way that your stores will never stop 

evolving. This is a good thing—it helps you stay 

ahead of the competition and pivot to support 

new opportunities. 

The process of refreshing or updating old solu-

tions is made easier by the fact that many of to-

day’s solutions are built on common platforms 

like iOS or Android which provide endless possi-

bilities for new apps and experiences. 

Similarly, modular kiosk-based solutions can 

be augmented with 2D scanners, payment ter-

minals, printers or even temperature readers to 

enable new experiences without the need for re-

placing entire systems.

 

NOTES ON TRAINING

• Keep staff updated on the intent and proper usage of your self-service solutions

• Staff should know how to identify when a solution isn’t working properly and understand some 

basic troubleshooting techniques, such as rebooting the device 

• It’s also important, especially in a post-Covid-19 world, to have a regular cleaning & disinfecting 

process for any surfaces that customers might handle throughout the day 

49 % 



BEST PRACTICES:

Beyond Deployment

CLEANING AND DISINFECTING GUIDE

In the age of COVID-19, it's important to have 

a regular cleaning and disinfecting protocol in 

place. Guidelines will vary from device to de-

vice, so be sure to ask your device manufactur-

er to advise you on the best cleaning solutions 

to use to prevent damaging touchscreens or 

other components. 

See Aila's Cleaning and Disinfecting Guide. 

BEST PRACTICES GUIDE

After deploying your self-service solution, 

there are a number of best practices to keep 

in mind and build into your team's daily rou-

tine. To learn more about where to place your 

solution, how to promote it, and how to teach 

customers and employees to properly use the 

solution:   

See Aila's Kiosk Best Practices Guide. 

https://ailatech.com/blog/interactive-kiosk-ipad-display-cleaning-guide/
https://ailatech.com/blog/kiosk-best-practices-placement-visibility/
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We ' re  H e re  t o  H e l p

Our services are designed for every stage of your 
large-scale deployment. We can help your team define, 

design, and build industry-leading experiences that 
adapt to however the industry changes and be flexible 

enough to change the industry yourself.

Call:

617.903.8331

Email:

sales@ailatech.com 

Explore:

ailatech.com


