Something’s happening at Harrods. Since the acquisition by the Qatari
investors in 2010, sales have gone from strength to strength with record
sales and profits of more than 10% for each of the two consecutive years
to February 2014. Management plans mention overseas expansion, a
Harrods Hotel opens in Kuala Lumpur in 2018 and even the Harrods
‘Green Man’, known for his reserved politeness, is now prone to break
into dance.
And this all follows the bleak outlook by so-called industry experts that
the future of department stores is limited by the growth of specialist
retailers, online sales and the success of stand-alone stores breaking
away from the ‘department’ store format.
Some may say, that’s what £250 million capital investment does for
you, but it’s not that simple. Harrods is exceptional. The brand exudes
heritage but, at the same time, keeps in tune with modern consumer
demand and innovative retail techniques. Perhaps the biggest driver of
that innovation is information technology and that’s where DoubleEdge
plays a role.
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The Need to Embrace Change

DoubleEdge
Services Provided:
g 1 Mb to 1 Gb fibre network
access
g Nominal installation charge
g 48 hour install lead time
g Simple remote provisioning
g Simple, fast relocation in-store
g Totally resilient service
g Low cost monthly charge
g Guaranteed 100% service level
g Fully managed service with
support on site.
g Access to network-delivered
business communications
g MPLS / VPLS
g Point to Point Connectivity
g Hosted Firewall
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When Network Performance Impacts Sales
All business communications and IT depend on networks. Ever since Sun Microsystems claimed that “The network
is the computer”, the debate over which leads innovation has swung to and fro. Today, there is little doubt that
increased network speed offers huge business advantage, particularly in the retail environment where point of sale
advertising is becoming increasingly sophisticated and where customers expect increasingly responsive service.
Also, the capabilities of SIP and MPLS connectivity have improved quality of service for voice to the point where
hosted telecoms services are a reality for businesses that need feature rich, easily scalable, low cost telecoms – key
requirements of the retail sector.
With these issues in mind, Harrods has embarked on a long term project with DoubleEdge to raise the performance
of the 220 concessions and 12 restaurants based at the iconic Knightsbridge site. Existing copper DSL Internet
access has served the retailers in the past but the existing mediocre performance has been accompanied by a
growing number of faults and failures in addition to a steadily diminishing number of available circuit connections.
Importantly, moves and changes to network access are also frequent requirements, since the location of
concessions in-store is determined by sales achievement, prime locations being attributed to high performers.
Consequently, engineers from BT OpenReach are all too frequently seen hurrying across the store, moving,
mending or installing network connections whilst creating an unavoidable disruption to sales and an unwelcome
management burden for the Harrods IT team. Furthermore, a 90 day lead time on BT work means that, even with the
best planning, Harrods retailers are at a constant disadvantage in an environment where competition and market
conditions can change rapidly.
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Delivering the Freedom of Fibre
The growth and accessibility of superfast fibre access has rocketed over recent years. BT has achieved its target of
serving two thirds of the UK, with access ‘to the cabinet’ and ‘to the premises’, whilst other carriers and network
service providers are connecting hundreds of businesses daily. For DoubleEdge, fibre connectivity was the obvious
solution to improving network performance for the Harrods retailers but the challenge of serving up to 220
individual businesses needed careful consideration, logistically and financially. Capitalising on 20 years experience of
working in retail IT, DoubleEdge arrived at a solution that made life simple for the concessions and simple for Harrods.
DoubleEdge installed 1 Gb connections into each of two server rooms, via separate routes and diverse data centres,
with dual links allowing failover and resilience in the event of a fault on one connection. With this secure access to
high-speed broadband, the Harrods concessions can now upgrade to lightning quick speeds ranging from 1Mb to
1 Gb with the confidence of a 100% uptime guaranteed service level – a huge improvement over past experiences.
Connection is as simple as forwarding a port reference to the DoubleEdge operations centre and with nominal
installation charges the concession stands to save up to £10k.

For a small montly charge per connection, the fibre service is affordable to the smallest of retailers and, perhaps best
of all, connection lead time is reduced from 3 weeks for DSL (90 days for fibre) to just 48 hours, giving concessions
the confidence to make in-store relocations quickly without risk to customer service and sales.
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Keeping it Simple
For the Harrods IT management, the benefits of the DoubleEdge solution are far-reaching. The old, exhausted DSL
facility is now replaced with the latest technology, future-proofing network service provisioning for the foreseeable
future and eliminating the administrative time spent on supervising BT engineers. Scalability to higher speeds for
individual concessions is achieved within just one hour and when capacity of 60% is reach on any one connection,
DoubleEdge is committed to installing an additional line to ensure continuity of service and availability into the
Harrods building.
The DoubleEdge service is fully managed and backed up with on-site support in the unlikely event of network
problems. Furthermore, DoubleEdge deals directly with the concession commercially and operationally, often
working with the concession’s own contractors, with minimal time and administration required from the Harrods
team. Importantly, DoubleEdge also invested its own resources to install the fibre access, confident that the value
for money and the success of the solution would be repaid by subscriptions to the service by the concessions in the
long term.

Malcolm MacLean,
Head of IT, Graff Diamonds
“Internet access used to be a pain.
Now, with the performance and
simplicity offered by DoubleEdge, it’s
an opportunity. The benefit of their
service is worth more than the price.”
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High Performance Networks for Retail in the Fast Lane
Early adopters of the DoubleEdge service include some of the world’s most exclusive brands. Porsche, Adidas,
Graaf Diamonds, and the dozens of other concessions that have already deployed the new fibre service, are all
businesses that know the value of flawless customer service and innovative marketing. For these companies, the
new network performance has transformed speed and reliability of connectivity and, in doing so, has opened the
door to deployment of new network-driven services. WiFi, security, hosted firewall, video and particularly hosted
voice services are now feasible given the quality of the network available. Offering a single point of contact for
these combined network and communications service, DoubleEdge makes it simple for the concession to build
competitive advantage and helps Harrods stay on course for another record-breaking year.

Established in 1834, Harrods is the
luxury goods department store
located on the Brompton Road in
Knightsbridge, in the Royal Borough
of Kensington and Chelsea, London. The Harrods brand also applies
to other enterprises undertaken by the Harrods group of companies
including Harrods Bank, Harrods Estates, Harrods Aviation and Air
Harrods. The store occupies a 20,000 m2 site and has over 90,000
m2 of selling space in over 330 departments making it the biggest
department store in Europe.
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Sunny Rughooputh,
Harrods IT
“DoubleEdge has transformed
network performance for our
concessions and simplified operations
for my IT team with an innovative
solution where all three parties win.”

CONSULTANCY

SERVICE EXCELLENCE
We believe that proactive, knowledgeable support from people who
really care is at the heart of delivering performance improvement

THAT’S THE DIFFERENCE WITH DOUBLE EDGE
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