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Retail Myths1

1. Globally, attrition is high in 
retail. So, high attrition is 
acceptable and not a barrier 
for retail growth 

2. Training is not important in 
retail. Staff will learn 
everything on the floor

3. If we fill our stores with 
merchandise, customers will 
buy it and will give repeat 
business

4.  Employee retention is not 
important, because 
unemployment will bring 
people to retailers
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Retail Facts - Attrition 2

Retail attrition (international)- 75-80%
Retail attrition (India)- 50%

Internationally and nationally, retail falls among one of the most 
employee turnover industries due to high levels of stress involved in the 
work. Most of the frontline supermarket employees are just 10th passed 
and coming from the very lower stratum of the society. But, their 
customers and employers are expecting highly professional service 
delivery from these employees. Most of these employees are untrained 
or under-trained. Even if they are trained, they have to be handheld for a 
long time to ensure better service delivery. 

Retail employees are working on Saturdays, Sundays and other holidays 
while their fellow human beings in most of the other industries are 
enjoying their holidays with family or doing shopping. When retail 
employees get off, their spouse will be at her/his workplace and kids will 
be in school. 

Low salaries, inadequate training and bad working conditions are the 
reasons for the high rate of attrition- Kris Lakshmikanth, CEO, Head 
Hunters India

These factors lead to high attrition in retail industry. If the frontline retail 
employees had better education and willingness to move anywhere for 
job, retail industry would have overtake BPO sector (55% attrition) in 
attrition rate. 
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Retail Facts - Employee Disengagement3

According to the GfK U.S. Employee Engagement 
Benchmark 2011 Survey, Retail industry is having the 
most disengaged employees.

Employee disengagement risks 
prosperity of the organization very badly. 
Disengaged employees worry companies 
for many reasons, including potential 
loses of top performers, sagging 
productivity, shrinkage and less 
commitment to customer service. It leads 
to poor customer service and customer 
dissatisfaction, ultimately loss to 
business. 
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Disengagement Impact - Customer Loss4

Why customers quit?

1% - die 
3% - move away 
5% - form other friendships 
9% - for competitive reasons 

Various studies point out that people who have an 
unsatisfactory experience with retail service 
typically tell 9 other people about their 
experience. 

73% of consumers attribute their best shopping 
experience to store employees. Conversely, 81% of 
consumers attribute their worst shopping 
experience to employees

68% - poor customer service
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Disengagement Impact - Shrinkage5

Disengagement contributes high shrinkage

A disengaged employee typically takes 
over $1000 worth of goods and cash, 
while the average shoplifter takes 
$128 in merchandise
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It will also lead to increased damages of 
merchandise and equipments. Desperate 
employees will exhibit destructive behaviour.



Why Employees Quit?6

Top 5 Reasons Employee Leave

1. Insufficient pay 
2. Lack of trust in senior leaders 
3. Lack of work-life balance 
4. Unhealthy/undesirable culture 
5. Uninteresting/unchallenging work 
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What employees need7

Top 5 Things 
Employees are Looking for in a Job

1. New challenges, variety of interesting 
projects 

2. Advancement opportunities 
3. Meaningful work opportunities to make a 

difference 
4. Performance-based bonuses, salary 

increment 
5. Recognition, feedback 
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SUPERBMARKET
steps to make 

simple and exciting
retail life 

The way for a company to provide great 
customer service is to provide excellent 
employee service first. Employees need to feel 
valued, to have fun and variety built into their 
jobs, and to be allowed to adapt to each natural 
phases of work. – William Marriot, Founder Marriot



The days of conventional supermarkets are over. 

Supermarket symbolizes just a place where people can 
shop whatever they daily need and just a workplace for 
livelihood. This supermarket is characterised by boring 
shopping experiences and stressful working conditions. 
It results in high customer turnover and employee 
turnover which negatively affect the prosperity of the 
retail organization.

Superbmarket is an experiment to create an ideal 
supermarket possessing a Retail Human Resource 
Management (RHRM) system, which ensures fully 
engaged and empowered employees who can deliver 
the best possible service to the customers with in the 
all limitations of retail organizations.

Superbmarket - Introduction8 10



Superbmarket - Objectives9
Better employee engagement to retain 
retail employees to ensure best customer 
service and maximum return to retail 
business

Today’s customers are people oriented. They like 
personalised attention rather than professional 
service. Only an experienced employee can give 
this personalized attention to a customer through 
their regular interaction. This will create lasting 
partnerships between employee and customer 
that build high levels of repeat business. So to 
ensure high levels of repeat business, we need 
engaged and empowered employees. Remember, 
Life Time Value of a customer in retail and repeat 
business is the life of retail business. 

Retaining (of employees and customers) wins retailing
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HR's Role in creating Superbmarket 10
Hiring, retaining and developing great people is 
the biggest challenge and single greatest key to 
the success of any business- Scott McNealy, CEO 
Sun Microsystems

At Superbmarket,  HR is to make the lives of 
employees easier and better. For that first you 
need to understand the work culture and customer 
service culture of your organization. If you don't 
have one, please define one. Your culture 
determines to what extent your organization can 
retain the excellent employees and loyal 
customers. HR has a great role in helping the 
prospective and current employees to understand 
and practice your organizational values and to be 
part of your culture.

Keep employees 365 days is the greatest challenge 
of retail HR. A small fall in their engagometer will 
adversely reflect in customer service, sales and 
shrinkage. 

At Superbmarket, the employee engagement 
process starts even before one employee joins to 
the organization.  

A strong culture enables people to feel better about what they do – Terrence Deal & Allan 

Kennedy, Corporate cultures

Today's customer needs more than just low price and more than just great selection. They 

need answers, alternatives and solutions to unique problems.

If you are devoted to your staff and can promise then much more than a pay check, 

something to believe in, you will then get the best service for your customers- Danny Meyer

Without a happy and motivated workforce your business will wither and die- Death to all 

sacred cows

It's unthinkable to hire, promote, or tolerate those who cannot or will not commit to this way 

of work- Jack Welch

The highest achievable level of service comes from the heart. So the company that reaches 

its people's heart will provide the very best service- Hal Rosenbluth, CEO Rosenbluth 

International (The customer comes second)
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Superbmarket - Recruitment11
Retail is notorious for 'butts-in-chairs hiring' (reckless 
hiring) philosophy. Since, the attrition is high; 
requirement for filling the gaps is also high. So, mostly 
recruiters  compromise on the quality of candidates. 
As a recruiter you should remember, 

We can't teach someone to want to serve
We can't teach people to smile
We can't teach personality
But, we can hire people who have these qualities and 
teach them our products and our culture.

But, most of the times these candidates are reaching 
the floor without adequate training. 

Company's culture starts with hiring. Your 
employment communications should convey the 
culture of your organization, the nature of work and 
what the applicant is going to get by working with 
you. During interviews, recruiters should devote some 
time to discuss the pros and cons of the job and the 
organization.  

If your company mission is to climb a tree, which would 
you rather do; Hire a squirrel or train a horse?
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Create Inspiring Job Communications
Action Point
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Create Inspiring Job Communications
Action Point
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Workplace Tour

Most of the applicants to retail jobs are not 
aware of the real nature of retail jobs. They are 
coming with lots of expectations and when their 
experience differs largely from their 
expectation, they start thinking about 'Quitting'. 

If possible, give prospective employees 
opportunity to see and hear what they have to 
do. Ask them to visit some of your tough stores 
before interview and encourage them to 
interact with employees. If they are coming 
back, they are ready to work with you. Do 
interview. 

(Read Engaging Existing 
Employees)

Alert- If you aware that your existing employees 
are disengaged and comment badly about the 
organization, never take this risk. Before 
sending them to stores, make existing 
employees happy. 

Action Point
16



Action Point

Perspective Employee Zones (PEZ)

Experiences like long waiting for and poor 
hospitality will disengage people  from the 
prospective company even before they join the 
company. Since, recruitment is a routine in 
retail, most of the time is just a mechanical 
process.

 PEZ is a place where the perspective employees 
wait to attend interview. This place is the most 
exciting place to exhibit the work culture of 
your organization. This place should motivate 
the applicant to be real aspirant to work with 
you. You can decorate your walls with photos, 
play videos or keep company magazines etc. It 
will engage the candidates while they wait for 
interviews.

All these elements should convince your 
prospective employees what they are going to 
get or experience when they become part of 
your great team.
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Action Point

Candidate Oriented Interviews

Interviews should be perspective employee focused. 

Generally, 4 types of people are working at retail 
outlets

1. Students work for experience and money
2. People, who are working only for livelihood
3. Employed somewhere else and working for 

more money
4. People working for time pass

The interviewer should focus on the concerned areas 
of the candidate. For example, if the candidate is a 
student the interviewer should focus on the value of 
experience certificate, experience and training they 
are going to get from the present job. 

Why students select internship/part-time jobs 
(InternBridge 2008)

1. Professional experience
2. Opportunities to network
3. Company culture
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Superbmarket - Induction12
Induction process is absolutely vital for new starters. 
Good induction ensures new starters are retained, and 
then settled in quickly and happily to a productive role. 
Professionally organized and delivered induction is your 
new employees' first proper impression of you and your 
organization, so it's also an excellent opportunity to 
reinforce their decision to come and work for you.

Employees who have a poor on-boarding experience 
may never develop the self confidence and 
effectiveness they desire, and that may lead them to 
begin looking for another work. - University of Toronto 
& University of Guelph 

Here induction not just means the induction training. It's 
all about the 'honeymoon period' of new employee. 
How an employee is introducing to a new job and 
responsibility is vital. Unfortunately, most of the retail 
employees are forced to start work like an experienced 
employee from the very first day. 

Best foot forward or first date strategy (fabricated 
induction process) is not suitable for retail business. It 
may help in keeping employees for a short term, but 
they are likely to leave in long term. The employees must 
know what really is expecting from them. The supervisor 
or a co-worker should handhold the new employees till 
they start doing 100% of their works and fully own their 
responsibilities. 
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Action Point

Induct before Induction

Induct the prospective employees before they 
accept offer letter

Along with the offer letter, send an invitation for 
joining to the staff club/ cultural club of your 
organization. Request them to send it back along 
with the offer acceptance mail. It will create 
excitement in them about the workplace where they 
are going to work.
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Action Point

Welcome Parties

Give a grant welcome to the new employee. HR to 
buy a packet candies and ask the newly joined 
employee to give that to all the existing employees 
to celebrate his/her arrival. 
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Action Point

Induction Models- Mother-in-law model

Induction is an art. Most of us know that art. Our 
mothers-in-law know that art very well. After 
marriage function, they are giving sweets to the 
bride and welcome her to her new house with 
aarathi. Initial days, mother-in-law is preparing the 
tea and gives that to daughter-in-law to give to 
husband. Next week she will request to give tea to all 
other family members. Then one day she will ask her 
to prepare tea and gradually all the responsibilities in 
kitchen will fall in daughter-in-law's shoulder. Since, 
the mother-in-law properly spooned the 
responsibilities, daughter-in-law have not felt any 
difficulties in shouldering it. This model is known as 
'Mother-in-law Induction model'
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Action Point

Induction Models- Copy frog (Boiling frog)

If you drop a frog in a pot of boiling water, it will of 
course frantically try to clamber out. But if you 
place it gently in a pot of tepid water and turn the 
heat on low, it will float there quite placidly. As the 
water gradually heats up, the frog will sink into a 
tranquil stupor, exactly like one of us in a hot bath, 
and before long, with a smile on its face, it will 
unresistingly allow itself to be boiled to death.

From Daniel Quinn's The Story of B

Sex is considered as one of the most pleasurable 
things in the world. But, what will happen if a lady is 
forced to be engaging in sex on her first night? She 
will hate and fear sex and the sexual life of the 
couple will be in toss. In first night, she will be 
anxious and it may be the first time she is  staying 
away from her parental house. So the duty of 
husband is to give her confidence and care. 

Like that most of the employees will be anxious 
about their new organization on their first day and 
they will be concerned about so many things like 
their accommodation, buses to their home etc. So, 
take care and give confidence. Then gradually boil 
them to death. 
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Superbmarket - Training13
Averaging only 7 hours per employee over a year, the 
retail industry spends less time on training than all other 
industries. 

Why Retailers fear Training?

Training is too expensive
It's not in the budget
There's no time
If we train them they will leave 

What representatives say and do, and how they say and 
do it, is too important to the company's image and 
credibility.

A company that sends an improperly trained 
salesperson into the field is insulting its customers and 
wasting their time.
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Action Point

License to Serve

An aggressive training/development program 
coupled with a culture that fosters loyalty can keep 
people from jumping ship. 

Abraham Maslow wrote “Man is basically good and 
decent. He can even be saintly”. In retail, the main 
responsibility of trainer is to help people to realise 
that they are good, sometimes remind them that 
they are good and empower them to be best. 

Every employee must be certified before they start 
their work. The importance your organization gives 
to training will help new employees to know the 
importance you are giving to customer service and 
will take their job seriously.

A company that sends an improperly trained 
salesperson into the field is insulting its 
customers and wasting their time.
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Superbmarket - Engaging Employees14
Creating an exciting work culture is the best way to 
motivate and retain good people-  Richard Branson

The happiest employees focus 80% of their time at work 
on what they are there to do; the least happy only 40% 
of their time- Jessica Pryce Jones 'Happiness at Work’

If you create a flexible situation employees will stick 
with you because it's so hard to find it else where.

Why Employees Stay?

1. My Career- I have significant 
development opportunities here. 17%

2. My Organization's vision- I believe in 
what we do. 11%

3. No desire for change- I am comfortable 
here. 10%

4. My job conditions- I have flexible hours, 
a good connect. 10%

5. My finances- I expect desirable salary, 
bonus. 7%

6. Other (the economy, my manager, my 
colleague)- 15% 
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Action Point

Creative non-monetary benefits

Sunny Sundays- Presently retail employees are not 
getting offs on Sundays, Saturdays and other 
holidays. But on these days their spouses and kids 
will be at home and when they are in off on 
weekdays their spouses and kids will be at their 
workplaces and schools. So they are usually not 
getting opportunities for outing with their beloved. 
Sunny Sunday is a non monetary incentive scheme. 
Under this scheme performing employees/all 
employees will get one Sunday off on every month 
or once in two months for outing with their beloved. 
We can also give complementary movie tickets, lunch 
coupons etc depends on the budget. 

Like this you can initiate and experiment different 
creative non-monetary benefits. When employees 
realize such flexibility will not get anywhere else, 
they will love their company and attrition rate will 
fall. 
 
Happy people work harder and more and more 
likely to stay at their jobs

If the hardwork is also fun the performance wll be 
enhanced greatly
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Superbmarket - Engaging Customers15
Our customers are everything. Without them nothing 
else matters- The Customers Creed at Office Depot

Every retail decisions should be taken by keeping 
customers in mind. You should engage employees to 
ensure better service for your customers. If you can't 
engage your customers in the best possible way, 
instead of investing, you are wasting your resources.

We have studied the impact of various customer 
engagement activities in employees and found that 
most of the activities are engaging the employees to 
a great extent. For example, during store launch or 
shopping season workload is too high. But, due to 
the excitement it creates employees are not feeling 
or not bothering about the workload. So, in RHRM 
(retail human resource management) it's everyone's 
responsibility to ensure that customer engagement 
activities are engaging employees also. Like that we 
can use employee engagement programmes to 
engage customers also. (Refer Birthday Celebrations 
with customers)

The following sessions cover some simple ideas for 
making the days of customers and employees 
different every day. Some of these ideas, we got 
from retail employees during training. (Why we need 
training) 
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Action Point

Bills with quotes or interesting facts

Johnny, the bagger is a hero in customer service 
training programmes. He used to give a piece of 
paper which carries inspiring messages 'Thought for 
the day' to his customers every day. Customers 
preferred to be in his checkout lane, even if it is three 
times longer than other checkout counters. It was 
Johnny's idea and he did it. Retailers are not lucky 
enough to get more people like Johnny. But, you can 
make difference. Add 'Thought for the day' in your 
invoice. You can add some funny/informative facts, 
Day in history and so many things. 

Think. Today you are going to attend a horrible 
review meeting. You are expecting firing from your 
boss. On the way to your office, you are purchasing a 
new pen and you are getting bill for the same. If the 
bill carries a message like this 'Your today- Today, 
you will be appreciated by your boss for your 
efforts', what change it will make in your gloomy 
mind. Will it energize you? 
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Action Point

Instant Quizzes

You can run funny quiz competitions everyday by 
adding funny questions in your bill or separate  
sheet. Customers have to hand over the sheet to 
staff or drop the answered sheets in the drop box. 
You can select the winner instantly or daily and can 
give small and attractive gifts like candies.

1.  What has fingers but can't type? 
Answer: GLOVES 

2.  What has arms but can't hug? 
Answer: CHAIR 

3.  What has a mouth but never smiles? 
Answer: RIVER 

4.  What has leaves but isn't a tree? 
Answer: BOOK 

5.  What has legs but can't walk? 
Answer: TABLE
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Action Point

Birthday celebrations with customers

Celebrating staff birthdays is part of employee 
engagement programmes. Why can't you link the 
same with customer engagement? You can celebrate 
the staff birthdays in the presence of your customers 
without disturbing your business and busy 
customers. Most of the people will be happy to join 
in somebody's birthday celebration. Keep candies 
near to POS and give to the customers and tell them 
'you are celebrating your buddy's birthday'. So, in the 
cost of employee engagement, you can engage your 
customer. 
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Action Point

Celebrating 365 Shopping Days

During store launch or shopping season workload is 
too high. But, due to the excitement it creates 
employees are not feeling or not bothering about 
the workload. So creating excitement every day is 
one important way to engage employees. Moreover 
it has enormous business potential in retail business.

Read The Art of Creating Shopping S® EASON for 
more insights on making 365 shopping days.
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Low attrition 

Low shrinkage

Low damages

High employee retention

High customer satisfaction

Highly energetic workplace
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Change is inevitable - except from a vending machine.
Robert C. Gallagher 
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