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* RSR Has Conducted This Research Every Year

For FAR too long, retail execs have publicly spoken about
how store associates are their “Greatest Asset,” only to pay
them poorly, undertrain them... Treat them as only slightly
more important than expendable

A Bit Of

* This Has Been Consistent Since RSR’s First Study In

Background 2007
* Just Before The COVID-19 Outbreak, We Titled That
Year’s Report, What Will It Take To Build A Better

Workforce? I
* The Last Two Years Have Helped Us Find Out
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 What Did It Take?
It took a pandemic
And supply chain shortages aplenty
And inflation

And growing wealth inequality, particularly in
the United States.

Resea rCh And customers’ inability to suffer through a
. shopping experience that pales in comparison
OVE rview to what they can create for themselves

through a mish-mash

* This Is A Very Difficult Time To Be
Managing Retail Workers

* The Song Cannot Remain The Same, And
Help Wanted Signs Adorn Virtually Every
Store Front

PN
/  Have We Entered A New Era?
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Retailers
Still Say:
Workers

Are ‘Here
For The
Products’

What are the TOP THREE most important
things that you ask your employees to do?

To assist customers to find the

products they are looking for

\ To maintain merchandise on
sales floor

To act as customer service
agents

To assist customers to find new
products

To keep stores clean and tidy

To check customers out
efficiently

To serve as brand ambassadors
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In light of recent disruptions, which of the
following has your company adopted?

We've allowed employees to swap
D, 4%
schedules
At Th e We've offered more flexible scheduling _ 44%

|
H I h More part time workers/fewer full-
- I 3%
time employees
Level,

Th . I N t We've increased pay scale _ 38%
s S o We've increased incentives to
D 5%
G re at encourage employees to stay
We've hired more contract-based
News I o
workers
We've gone to a gig economy-style
D 29%
model
We've offered job sharing _ 27% °
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The Best Performers (Retail Winners) Are Talking The Talk...

'Strongly Agree'

B Winners m Al Others
Employee pay and benefits are excellent, and employee I 58%
retention is above industry averages I 39%

Our employees have a lot of schedule flexibility, re. where and IEEEEGEEEEEEEEEES 55%
when they work A——— 31

We consistently meet or exceed our business performance IS 55%
targets — 22%

The company uses consumer-grade techs to maximize employee IS 48%
productivity and engagement —— 29%

Our company is able to adapt quickly to changing conditions in IS 48%
the marketplace A 43%

A 45%
Our employees feel valued and are engaged I 3% 4%
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...AND Walking The Walk

In light of recent disruptions, which of the following has your company
adopted?

B Winners ™ AIll Others

1%
We've offered more flexible scheduling = B o

We've increased pay scale D e

- S I 42%
We've increased incentives to encourage employees to stay B
(]

I 2 1%
We've hired more contract-based workers O 21% 1,
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Business Challenges

Pressures From The Outside World




A Vicious Cycle:
Tight Margins Lead To Fewer Employees Leading to Tighter Margins

What are the TOP THREE Business Challenges driving you to
improve how the company manages its sales workforce!

Good employees are hard to find, train and retain 59%

Consumer price sensitivity constrains our margins
and discretionary spend

57%

Customers are demanding different store

: ) 35%
experiences than we currently provide

We don’t respond to market conditions quickly 34%
enough °
Direct to consumer brands are encroaching on

30%
our core market
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No Choice:

Retailers Are
Being Driven
By Shopper
Expectations

What Are The TOP THREE Operational Challenges that are
of greatest concern to your company in managing the sales
workforce?

Consumers want more access to informed staff than
we can provide

45%

Consumers want more self-service options

41%

We need to execute better on the basics: “Good
customer service” is defined by a good in-stock
position and a fast and efficient checkout

38%

Training employees to become good brand
ambassadors is a time-consuming & expensive task

38%

Consumers have more access to product
information than we can provide in stores

38%
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Which of the following activities requires the

. L. MOST training?
What Are Retailers Training

For?

29%

. 26%
Retailer responses

represent a time gone by.

23%

16%
Consumers know what
they want, and when
they need help, they are
more likely to go to their

smart phone than an Selling Customer Customer Merchandise Returns
. order fulfilment engagement  management
associate.

6%

www. retailsystemsresearch.com © Retail Systems Research. All Rights Reserved.



Opportunities

What Can Be Gained Amidst The Turmoil?




The Best
Performing
Retailers Say
That Store
Associates
Matter —
A Lot!

WWWw.

'Strongly Agree'

B Winners

Customer-facing employees currently have
a strong impact on our annual sales

Customer-facing employees will have an
increased impact on our annual sales in 3
years

We have an integrated process that drives
all aspects of human resource management
from planning and approval to business
execution

We have a complete view of our
workforce’s skills

Our current human resource and financial
solutions are a patchwork of point
solutions requiring many manual
workarounds.
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m All Others

79%

53%

58%
53%

55%

39%

48%

27%

45%

33%




Winners
Want More

Of
Everything

'High Value'

m Winners

Having stores meet more fulfillment-
center-style tasks

Investing and/or using robotics for non
customer-facing tasks

Aadopting more engineered processes
to maximize efficiency

Adopting more store-within-a-store
concepts

Using/experimenting with popup
stores

Focusing more on full-service store
concepts

Infusing the store with more employee
technologies

Moving towards cashierless stores

Adopting more showrooming options

m All Others
Y 6%
P 59%

A 64%
I 37%

A 64%
— 41%

A 4%
I 35%

A—— 55%
I 35%

A——— 55%
I 39%

A— 52%
— 41%

I——— 48%
I 45%

I 42%
I 39% G
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What Stands In Their Way?

Organizational Inhibitors




Too Much

To Do

What are the TOP THREE Organizational
Inhibitors preventing your organization from being
more effective at managing the sales workforce?

We have so many other high priority
projects that we never get to addressing
the shortfalls in our administrative and
planning systems

We cannot identify a good ROI for
investing in modern workforce
management system

Hard to make organizational changes in
response to mergers, acquisitions and
other changes to business models

We are not taking full advantage of our
employees as assets

The existing technology infrastructure is
preventing us from moving forward

68%

57%

52%

43%

35%
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Winners
Show Us
Another

Reason WHY
They Win

Annual Training: 'Should Receive' vs 'Actually
Receive' 20+ Hours

B Winners 'Should Receive' Winners 'Actually Receive'

m All Others 'Should Receive'  All Others 'Actually Receive'

I 76%

. 61%
e SO eS NN 47%
31%

— 58%
Managers 42%
A 59%
41%

I 52%
- , 42%
g ST 28OS | I 47%
33%

I 457,
, 42%
A e N 5%

39%
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The Ways

Retailers
Think

Technologies
Can Help

Technology Enablers




Technology Enabler
Themes

* Retailers Are Getting Beyond The Basics
* There Is Plenty Of Room To Improve

* The Next Frontier Of Servicing Tech-
enabled Consumers And What It Looks
Like

* Focus: Helping Employees To Help Each
Other

* Winners Are Moving Fast To Catch Up To
Consumers
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'High Value' CUSTOMER-facing Technologies
® Winners m All Others

T 67%
I 39%

Customer-self service shopping tools

Winners See

Mobile devices for store employees for [N 67%
M U C H M ore customer engagement e 53%
Va I ue Fo r Tec h Employee communication tools for [N 61%
communicating directly with consumers [N 39%
For The

i . 58%
CUStomer AND Cashierless checkout — e 58%

For The Sales Mobile clienteling apps I—— e

I 25
Employee I 52%
D 47%

Customer-facing employee corporate [ 39%
email addresses P 43% @

Mobile devices to serve as point of sale
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CUSTOMER-facing Technologies: 'Using & Satisfied'

m Winners m All Others

Mobile devices for store employees for [ 67%
customer engagement I 55%

. 58%

So Far,

Cashierless checkout

Winners I 33%

Customer-facing employee corporate [N 55%

Are Happier email addresses I 35%

o . . P 52%
Wlth What Customer-self service shopping tools 4%

Th ey’ve Mobile clienteling apps _-18% 52%

I 1] Sta I IEd Employee communication tools for [ 52%
communicating directly with consumers NG 27%

PN 36%
PN 31%

Mobile devices to serve as point of sale




& N

* First And Foremost: Define \
Exactly What The Brand
Experience Should Be

Recommendations e Invest In The Sales Staff

For Retailers * Recognize That This Isn’t A
Choice

* New Tasks Require Training
* Mobilize




About RSR Research

Retail Systems Research (“RSR”) is the only research company run by retailers for the
retail industry. RSR provides insight into business and technology challenges facing the
extended retail industry, providing thought leadership and advice on navigating these
challenges for specific companies and the industry at large. We do this by:

eldentifying information that helps retailers and their trading partners to build more
efficient and profitable businesses;

eldentifying industry issues that solutions providers must address to be relevant in the
extended retail industry;

*Providing insight and analysis about a broad spectrum of issues and trends in the
Extended Retail Industry.

Retail Systems Research
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