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Introduction: The New Competitive Edge in Customer Experience
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Shoppers have more choices than ever before. Online with home delivery. Buy online pick up in store. Store shopping and delivery services. So why do shoppers continue to visit and shop our stores? We are social creatures and the release of leaving the house to go into a store is still a favorite pastime for many people. As shoppers see new products, they also contemplate new ideas. Maybe those ideas are about outfits to wear or recipes to make. Or even something as mundane as new ways to store leftovers. But the act of shopping is more than just walking up and down aisles. It solves problems for shoppers. 

Shopping as problem solving is at the core of all shopping. The problems shoppers have (What to wear to a wedding? How can I make a quick lunch for my kids that they will eat? What is the most cost-effective way to seed my new lawn?) is at the heart of all purchases. Sometimes the problems are purely emotional like when a shopper wants to look cute in the latest trendy jacket or when they want to feel taller, feel like they got a great deal or want to impress their friends. Having great experiences in stores gets shoppers off the couch and into the shops.

It isn’t prices or selections or convenience – because all of those things can be satisfied online. Only in-store shopping can provide a true experience for a shopper and meet their needs. 

Let’s talk about your shoppers: Every customer wants to be seen as a unique person who is valued by your company. They want personal service. An authentic greeting that welcomes them to the store. An interested (but not hovering) person to look after their needs. Maybe some conversation. A little nudge or an introduction to something they didn’t know. It doesn’t matter whether you use automated chat bots to solve customer issues or rely on a commission sales force to attend to them. It really is as simple as treating customers with care and concern. 

Trouble is, most of the people hired in the retail sector to provide mission-critical attention for customers are being hired at minimum wage. Many are in their first job. Their experience as both consumers and helpful assistants may be extremely limited. Put them in a store where they see the seasoned employees gossiping at the cash register or back room and how will they learn their true role in the company? This book will help you coach that team to success. 

Customer service is one of the most immediately transforming initiatives a retail leader can do. One customer at a time. One transaction at a time. Each one a chance to improve the encounter for a customer who may return because of their good experience. If your last customer was a nightmare, or if you have been rebuffed with “just looking” from the last dozen customers, the next one can be the one that you connect with and really enjoy helping. Customer service is the one activity that can start to deliver results the same day you begin to emphasize it. This isn’t a slow burn. 

Start to improve customer service today and you can improve your sales results today. 

And it isn’t just good for your shoppers. It makes working better too. Retail employees who engage with their customers also enjoy their job more. They get to talk to folks, solve problems for them and make helpful suggestions. They get to learn more about the products they sell and how customers use them. Frankly, their shifts go by faster because they focus on helping the people in front of them and not on watching the clock. When customer-facing employees are in the zone, they bounce from one customer to the next, knocking them out with attention and possibly changing the course of the day for their customers. Stores that are winning with customer service have more fun. Contests, inside jokes and daily (even hourly) goals make each day interesting.

They say “hire for attitude, train for skill.” If you have done the first part, this book will help you deliver on the last. Make sure that you are selecting customer-facing staff who are self-motivated and positive, able to bounce back throughout the day to provide continuously excellent service. People who are strongly empathetic and able to put themselves in the customer’s shoes make fast connections and advocate for their customers. Managers who find the best combination of employees can make the sales floor buzz with productivity. Call centers can uncover those people who seem to naturally deliver results for their customers and the company. 

The timeless quality of great customer service is that it builds relationships with your customers. Real emotions that get stirred up with powerful customer service: gratitude, respect, trust. Those emotions are meaningful to all generations and all income brackets. 

This book is meant to fire you up to work with your team to deliver a knockout experience every time. At the end of the day, it isn’t the CEO, stockholders or the manager who determine the outcome of your business. It is your customers. You want them to come back to you because they can rely on customer service that always treats them well. And you want to sleep at night knowing that your team is delivering even when you are not in the building. 

To get there, you will need to coach your team. 

Coaching is different from Managing (See more in Chapter 1) Coaching is the MOST EFFECTIVE tool for developing your employees and elevating the customer experience in your stores. It doesn’t happen overnight. But it will not take months either. And when you get in the rhythm of coaching it will become a natural way to interact with all of your employees. It’s short. It’s succinct. It’s truthful. And that brevity and directness is why it is so powerful. 

If you want:


•  Employees who are engaged at work and get in the zone quickly

•  Customers who are loyal and return again and again

•  To set your stores apart from the competition

•  Sales and profits heading to the upper right corner of your charts



Coaching is the most direct route. 
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Understanding the Importance of Coaching in Retail
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The New Work Force Currency

If you lead a company that relies more than ever on Millennials and Gen Z to succeed, you may already know that personal growth, flexibility and value alignment matter more to them than any prior generation. Their expectations go beyond traditional promotions and raise structures. So, how well you implement coaching in their day-to-day job can have a meaningful impact on how well you retain them on your staff. 

Both Millennials and Gen Z seek jobs that offer meaning and aligns to their own beliefs. That is why it is critical that they understand your company’s values and culture. Reinforcing how their work ties to the larger strategy is important to keep them motivated. So, while stocking a shelf or re-folding shirts may not strike them as meaningful work; reminding them that their work makes life better for shoppers, brings organic healthy food into a food desert or reduces fast-fashion waste can strengthen their sense of purpose and engagement.

More than ever, Millennials and Gen Z seek continuous learning and skill-building opportunities. When you augment their working days with mentorship and regular feedback through personal coaching you can keep their loyalty. Be sure to take time to reflect on how far they have come over time to help them remember that their growth is a process that takes time to practice and perfect. 

Your workforce expects to have meaningful work that aligns to their values and connects them to a broader purpose. They expect personal and constant development. Integrating
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