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Unfortunately, the Retail Apocalypse is Real
Thriller movies about an apocalypse usually have a common theme. An unexpected force decimates the population,
but a few innovative survivors find a way to escape impending disaster and bring the hope of rebirth.
The brick and mortar retail industry is grappling with its own end of world days. In 2018, more than 5800 stores
announced they were closing.1 Today, the outlook for retailers is even worse, as Fred’s, Charlotte Russe, Family Dollar,
Chico’s, and Payless join 12,000 stores that are expected to close at least some, if not all, of their locations by the
end of 2019.2
Retailers that have been a mainstay for generations are just as susceptible to failure. Toys R Us filed for bankruptcy
and closed all of its locations.3 Gap is shuttering 230 of its 725 stores.4 Sears emerged from bankruptcy, but with only
425 of its 1700 retail locations still open.5 And as these larger stores close, the decreased foot traffic creates a domino
effect, causing smaller retailers to close as well.6
But, beyond the picture of doom and gloom, there is still hope. Even during the retail apocalypse, there are still retail
companies that continue to thrive in the new retail market. And we’re all wondering: how are they surviving? What are
they doing right that others are failing to grasp?
The short answer is: booming retail companies understand the value of their employees, and turn their cultures
upside down to ensure engagement is ripe throughout their organization.
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The Evolution of
Retail Strategy
Customer service has long been the mainstay strategy for
building customer loyalty and creating business for retail
companies. Only recently have some companies realized
its employees are a direct line to customers. Still, many
still fail to grasp that investing in the employee experience
is a critical piece of the customer satisfaction puzzle.
Customer expectations have evolved; not only do
they expect high-quality service, but consumers seek
alignment between their values and those of the
companies they support. Studies show it’s the same
with employees; they want to work for companies they
believe in. Despite this, 60% of retail employees don’t
understand how their roles align with company values.7 If
employees don’t understand what values their employer
stand for, customers are also left in the dark.

“

What is the Service
Profit Chain?
This is a theory proposed by researchers
at Harvard in the 1990s, which proved
that customer loyalty was garnered by
interactions with engaged employees
– above all else. Even pricing or product
innovation came in second. The goal was
to study how to increase profit by going
backward, looking at the variables that are
contributing factors.
Today, 80% of organizations plan to
compete mainly based on customer
experience.9 And who is responsible for
interacting and working with customers
directly every day? Employees. In other
words, delivering exceptional customer
satisfaction requires investing in the
experience of all employees.

To win in the marketplace, you
must first win in the workplace.8
– Douglas R. Conant,
Former President & CEO, Campbell Soup Company
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Why Does Employee Engagement Matter?
Employees are a direct line to customers. Having an engaged and passionate team committed to corporate values
has an enormous butterfly effect – one that not only affects CSAT and employee engagement scores, but one that
bolsters the business’s bottom line.
Let’s look at the numbers:
•	Companies with highly engaged employees outperform competitors by 147%.10
•	Leaders in customer experience have 79% more engaged employees that competitors.11
•	Retail stores with high employee engagement have 5% higher CSAT scores than others.12
•	Employees that are disengaged have 37% higher absenteeism and make 60% more mistakes.13
One study even found that for every one point increase in employee engagement, customer satisfaction also
increased by .41 points.14
Meanwhile, over 1/3 of retail employees are disengaged15 – that means productivity, efficiency, and accuracy are
likely taking a significant hit. Poor customer service is costing businesses $75 billion.16
Diagnosing what is causing this employee disengagement is the first step in identifying best steps toward boosting
employee and customer loyalty. So let’s cover the basics.
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Top 5 Workforce Challenges in Retail
Retail companies face some very critical challenges
that are unique to its industry.

1. A Young Employee Base
According to the National Retail Foundation, nearly 32%
of Americans had their first job in retail, and the average
age of retail employees is 16.17 According to the Bureau
of Labor and Statistics, clothing store employees have a
median age of 30.9, and shoe store employees have a
median age of 23.18
It takes significant intention by the retailer and manager
to provide the training and opportunity to ensure
employees – especially with little to no prior work
experience – feel prepared to do their job well and act
as a vital part of the company. Ignoring this investment in
employees can be costly, potentially leading to employee
disengagement and lowered CSAT scores. Recruiting
and training employees with varying levels of experience,
workplace expectations, and priorities is a challenge.

2. High Turnover
While the average turnover rate in all industries in the
U.S. is 15%, in retail, average turnover is 60%. For parttime retail employees, it’s 67%.20
According to Axonify, 22% of retail employees quit within
the first 45 days of employment.21 With continuous
personnel change comes the need to constantly invest
in recruiting and training new employees. When retail
employees leave, many of them aren’t going to another
store. Many seek new careers, with only 35% of job
changers remaining in the industry.22 So how can
retailers boost retention in their oranizations?

3. Part-Time Workers
Twenty-nine percent of the retail employees work
part-time.23 This means retailers need to pay particular
attention to ensuring employees that only devote part of
their time to working for the company not only uphold
company values, but believe in them enough to pass
them on to customers in real-time. Companies of all
industries struggle to instill company values into their
full-time employees. For companies employing part-time
employees, that challenge becomes exacerbated.
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4. A Disconnected Workforce
OFFLINE EMPLOYEES

The truth is, many front-line retail employees don’t have
business email addresses. So how do employers establish
consistent, reliable points of communication? Industries
like healthcare, retail, and manufacturing all deal with
the unique challenge of uniting their workers under one
culture and specific brand values. The challenge is: how?
GLOBAL REACH

Global retailers have the additional challenge of tailoring
the employee experience to specific cultural regions.
Internal communication techniques need to be tailored
to employees of every region, and still reinforce the same
corporate values across the board.

For an industry with so many offline, part-time, remote
employees, that’s not easy. How can retailers reach
their employees to offer updates on compliance and
company news and share executive leadership’s vision?

5. Brand Loyalty
Ensuring salaried employees remain on-brand while
going about their daily work tasks is difficult enough; with
employees that only work part-time, it’s a huge challenge.
How do you actively engage an employee who plans
to leave at the end of the season?
With a work environment that may change daily, it can
be difficult to make sure employees get a consistent
branding message or the training needed to excel in
customer service. This integration of employees needs
to happen quickly. When companies do not make an
effort to help employees fit in quickly, it is easier for
them to leave.

Survival of the Fittest:
Learning to Put Your People First
Many of today’s leading retailers and global brands are not only known for their high-quality products; they are known
for their customer service and unique brand stories, all which hinge on its employees.
Retailers must first see the value of having employees who want to be ambassadors for the store and its brands;
who want to connect with customers and who are motivated to provide an excellent experience. In today’s digital
world, delivering on positive employee and customer experience is paramount to establishing brand loyalty. With
new consumer and retail businesses continually on the rise, surviving the retail apocalypse greatly hinges on
the decision to invest in employees; to offer the benefits, recognition, professional development, and positive
experience that keep employees passionate about the company they work for. Then they can spread that positive
experience directly to customers.
So what are fast-growing retailers doing right that allow them to thrive during the apocalypse? Let’s explore that next.

“

Always treat your employees exactly as you
want them to treat your best customers.24
– S tephen R. Covey, author of the international bestseller:
“The 7 Habits of Highly Effective People.”
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5 Ways to Win Your Retail Employees (& Customers)
Let’s dive into specific tactics successful retailers are
using to outshine their competitors.

1. Continuous Employee Training
Almost a third of retail employees (32%) don’t receive
any formal training, and of those that do, only 35% find it
very useful.25 Compare that with the 68% of employees
in manufacturing and logistics who found their training
very useful; it’s worth retailers reviewing their training
programs.26
With the rise of online shopping, the quality of customer
service must improve, not be left on the sideline. When
customers speak with employees, they expect the
highest level of expertise, kindness, helpfulness, and
problem-solving skills. It’s a fact that when assisted
by a knowledgeable associate, 49% of customers
are extremely likely to make a purchase.27 Long-time
retail companies must understand the importance of
employee training and development when it comes to
winning in today’s competitive digital landscape.
Here are some places to start:
INVEST IN UP-TO-DATE TECHNOLOGY

“

If the person who works at your
company is 100% proud of the job
they’re doing, if you give them the
tools to do a good job, they’re proud
of the brand, if they were looked after,
if they’re treated well, then they’re
gonna be smiling, they’re gonna be
happy and therefore the customer
will have a nice experience.28
– Richard Branson, Serial Entrepreneur

Microlearning enables employees to get specific
training when required, which helps create 50% more
engagement.29 Removing needless friction from outdated
technology reduces stress and allows employees to
focus on the customer. Employees can stay up-to-date
on company promotions and communications through
digital platforms.

This allows staff to do their jobs efficiently and
productively. A retail employee assisting customers
can have product information instantly available.

“

Each 1-star improvement in an employer’s Glassdoor company rating out of 5 is associated
with a statistically significant 1.3-point increase in customer satisfaction out of 100. The effect
is more than twice as large (each 1-star improvement in employee satisfaction predicts a 3.2point increase in customer satisfaction) for companies in “high customer contact” sectors where
customers routinely interact with employees: Retail, food services, tourism, financial services, and
health care.
– Glassdoor Customer Satisfaction Report 2019 30
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PERSONALIZE TRAINING

A seasoned employee requires different types of
training compared to a new hire. Since front-line
managers are central to personalized training, retailers
are equipping managers with tools that enable regular
feedback, recognition, and internal communication
among a diverse set of employees. On-demand training
opportunities that are easily accessible via mobile allow
companies to engage with off-line employees and offer
training in digestible, bite-sized bits.
LEVERAGE MANAGERS IN EMPLOYEE TRAINING

Beyond offering instructions on performing job duties,
managers should reinforce company values and help
employees understand how the tasks contribute to the
company’s goals. Increases in workforce education is
known to raise productivity by 8.6%.31

2. Train Your Managers
Let’s be honest: we’re not all born with managerial skills.
As it becomes clearer that employees don’t just quit their
jobs – they often “quit” their bosses – the importance
of training managers cannot be ignored.
Two ways to grow effective managers using technology:
• Continuous feedback channels: Managers should
make it a practice to have ongoing communication
with each employee on a variety of topics: individual
job performance, upcoming events and initiatives,
company news, and recognition.
• Recognizing desired behavior: Recognition is an
important area that is often overlooked. However,
recognition should be frequent and multi-directional.
It does not have to be monetary, but it should be

a practice that is encouraged and demonstrated
throughout the company, starting at the senior
leadership level.
Managers are critical in engaging employees. Retailers
must make this a focus on managers’ responsibilities and
give the managers the training, support, and flexibility
to take action. Having an easy, remote way to offer
managers the training and guidance to manage their
teams is becoming more critical for companies spread
across the world. That’s where technology fits in.

3. Use Innovative Internal
Communication Technologies
Today’s most successful retailers have proven themselves
as innovators, constantly adopting new technologies
which they leverage to deliver high-quality service to
customers and to empower employees to do their jobs
well. It’s easy to be left behind when new digital tools
are constantly hitting the market, but when competing
against retail giants like Amazon and Walmart, catering
to consumer – and employee – adoption of the latest
technology is vital.
Here are a couple other reasons to allocate resources to
updating your internal communications tech.
REACH OFFLINE EMPLOYEES

A large portion of retail employees are offline, which
means a significant portion of your employees can’t
be reached via a business email. Still, every day, they
are representing your company’s brand to customers.
Research the best ways to communicate with your team
about company values, goals, and compliance information
so they get the information quickly and reliably.
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REINFORCE COMPANY VALUES DAILY

Reinforcing corporate values isn’t a quarterly or annual
task. It must take place regularly. It’s a fact that what gets
recognized, gets repeated. The most effective way of
encouraging employees to uphold company values is
through recognizing them for it.
There are several digital tools out there that enable
employee recognition and feedback surveys. Look for
ones that promote high-frequency recognition and
feedback because they lead to higher engagement,
productivity, and greater alignment among employee on
business values.

4. Formalize Employee Recognition
Employees want to be proactive about their experiences
at work, not just be told what to do. They want constant
feedback; they want to understand what they’re doing
right and wrong. Articulate how they can improve
their personal expertise and how they can impact the
company’s bottom line. This–all of this–can be done
using a first-rate employee recognition platform.
SHOW EMPLOYEES THEY ARE VALUED

When done correctly, employee recognition drives
employee engagement, productivity, and business
growth. But 88% of American workers in middle

management don’t feel recognized by their colleagues,
and just 87% feel noticed by their supervisors.32 In retail,
where employees are on their feet all day, may get paid
the minimum wage, and are expected to maintain a
positive attitude throughout the shift, feeling unnoticed
can be even more disheartening.
When employees aren’t engaged and don’t feel
appreciated at work, it’s highly unlikely they care about–
let alone live by–company values, treat customers well,
or represent the brand. According to the U.S. Bureau
of Statistics, the rate of turnover in the retail industry
is consistently rising,33 and studies continue to prove
that strong recognition culture is a central strategy for
increasing retention.
BOOST EMPLOYEE ENGAGEMENT

More than 80% of Americans say they don’t feel
recognized or rewarded at work.34 That means there’s a
huge opportunity for improving employee engagement
and performance that’s being left on the table.
Recognition, specifically social recognition (public
acknowledgment of each other’s achievements) does
more than commend an individual. It builds a culture,
connecting employees at every level. Social recognition
is so powerful, 44% employees say they would leave
their job without it.35 Conversely, receiving social
recognition would cause 69% of employees to stay.36

Social recognition is:

4X

More likely to
improve stock prices.

2X

More likely to improve
individual performance.
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Our research found that 72%
of employees say attention
given to high performers has a
significant impact on employee
engagement. According to
Cornell University, 41% of
the variation in engagement
depends on the quality of
employee recognition.38
9

loyalty and 75% of employees saying they’re more
likely to stay with a company because of benefits.43

Why Employee
Recognition Matters
• 7
 2% of employees ranked recognition
as having the most significant impact on
engagement.39
• E
 mployees whose managers
consistently acknowledge them for
their good work are five times more
likely to stay with the company.40
• O
 rganizations with recognition
programs had 31% less voluntary
turnover than organizations without
programs.41
• C
 ompanies that spend 1% or more of
payroll on recognition notice a positive
impact on engagement 85% of the
time.42

5. Invest in Employee Benefits
Benefits have a significant impact on employees’
perception of their employer, with 59% of employees
saying that having health and wellness benefits increases

Because of the diversity of retail employees, it is essential
to personalize your offerings to meet their needs. A
new college graduate, for example, may look for tuition
reimbursement benefits or basic healthcare, while a
Gen Y or Baby Boomer employee may be interested in
retirement savings. Offering benefits to seasonal or parttime employees can also provide dividends, influencing
them to return on a full-time basis.

6. Build a Unique Brand Identity
Company values are essential for millennials and younger
generations – for both employees and customers.
Showcasing a strong employer brand helps
employees feel they are a part of a more significant
movement and goal. Retailers must determine (or
acknowledge) what matters to them beyond product
sales and communicate how that vision ties into a bigger
picture. Employee and customers are attracted to likeminded brands that differentiate themselves from similar
products and retailers. Just as customers look to align
with a retailer’s position, employees who feel aligned
with the company’s mission and values will be more
likely to stay.
These retailers put their values on display through
the stories they tell, internally and externally. When
employees align with company values, engagement,
productivity, and retention improve. This alignment
in turn, allows employees to deliver a consistent and
positive experience to customers. Now, more than
ever, companies must be transparent about who they
are, what they offer, and create an authentic relationship
with employees and customers.
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Where To Go From Here?
Changes in the workforce are inevitable. And for
organizations across the board, those changes are
only going to become more dynamic.
While the prospect of constant change can be
daunting, there is good news. These are exciting times—
opportunities for forward-thinking organizations to
advance their culture and gain competitive advantage.
The evidence repeatedly shows that an engaged
workforce is vital to overcoming these obstacles.
They stay with their organizations longer, perform better,
lead to improved CSAT scores, and higher levels of
safety and compliance.

The Founder of Virgin Group, Richard Branson, agrees.
Although his companies are known for exemplary
customer service, customers don’t come first. Instead,
he says, the focus is on employees first, customers
second and shareholders third.44
Investing in strong company culture empowers
employees to be resilient in a fast-changing retail
environment. Soliciting feedback from employees (and
acting on it), supporting career development, investing
in up-to-date technology, and recognizing employees
frequently are proven ways to get there.
Soon, the benefits of that engagement will be felt
throughout your organization, and the apocalypse will be
nothing more than a bad dream.
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Achievers Employee Success Platform delivers proven tools for organizations to empower every employee as an owner
of organizational culture and engagement. Built on over a decade of engagement science leadership, hundreds of global
customers rely on Achievers’ dynamic employee recognition, coaching, and continuous listening tools for their people to
feel valued and heard, to align on strategic values and goals, and ignite a positive organizational culture.

www.achievers.com
1.844.418.5972
©2019 Achievers Corp. All rights reserved. All product and company names and marks mentioned in this document are the property of their respective owners.

1.

“6,000 Stores Have Closed This Year, More Than All of 2018.” RIS News, n.d. https://risnews.com/6000-stores-have-closed-year-more-all-2018.

2.	Unglesbee, Ben. “Coresight: 12K Stores Could Shutter in 2019.” Retail Dive, May 20, 2019. https://www.retaildive.com/news/coresight-12k-stores-could-shutterin-2019/555130/.
3.	Toys “R” Us filed for bankruptcy in September in hopes of turning around. But terrible Christmas sales left it on life support. The chain had 735 US stores when
it announced plans to go out of business in March. “Toys ‘R’ Us Will Close for Good This Week.” CNNMoney. Cable News Network, n.d. https://money.cnn.
com/2018/06/25/news/companies/toys-r-us-store-closings/index.html.
4.	Today Show. “Gap Announces Plan to Close More than 200 Stores in the next Two Years.” TODAY.com, March 1, 2019. https://www.today.com/style/gapannounces-plan-close-more-200-stores-next-two-years-t149677.
5.	Jones, Charisse. “Sears’ Controversial Ex-Chairman Closes Deal to Buy the Company, Keeping 425 Stores Open.” USA Today. Gannett Satellite Information
Network, February 12, 2019. https://www.usatoday.com/story/money/2019/02/11/its-official-sears-ex-ceo-closes-deal-buy-sears-and-kmart/2842563002/.
6. “When Anchors Go Away.” Chain Store Age, May 20, 2019. https://www.chainstoreage.com/real-estate/when-anchors-go-away/.
7.	Irvine, Derek. “Would You Buy Something From a Disengaged Retail Employee?” TLNT, 21 July 2015, https://www.tlnt.com/would-you-buy-something-from-adisengaged-retail-employee/.
8.	Conant, Douglas R. “To Win the Market You Must First Win In the Workplace,” Conantleadership.com, https://conantleadership.com/wp/wp-content/
uploads/2015/12/speaker_sheet_final1-2.pdf.
9. Buttle, Francis, and Stan Maklan. “Realizing the Benefits of CRM.” Customer Relationship Management, 2019, pp. 377–421., doi:10.4324/9781351016551-17.
10.	Morgan, Blake. “The Un-Ignorable Link Between Employee Experience And Customer Experience.” Forbes, Forbes Magazine, 23 Feb. 2018, https://www.forbes.
com/sites/blakemorgan/2018/02/23/the-un-ignorable-link-between-employee-experience-and-customer-experience/#3ede8ee48dc1.
11.	Temkin, Bruce and Lucas, Aimee. “Insight Report: Employee Engagement Benchmark Study, 2017.” Qualtrics.com, Qualtrics, March 2017, www.qualtrics.com/
docs/xmi/XMI_EmployeeEngagementBenchmarkStudy-2017.pdf?
12.	Osman, Geraldine. “Improve Employee Engagement With Mobile Technology.” Total Retail, 6 Dec. 2018, https://www.mytotalretail.com/article/solving-the-retailemployee-engagement-epidemic-with-mobile-tech/.
13. “How Employee Engagement Drives Change and Boosts Revenue.” Vision Critical, https://www.visioncritical.com/blog/employee-engagement-benefits.
14.	“Disengaged UK Workforce Push Customers Away.” Institute of Customer Service, https://www.instituteofcustomerservice.com/media-centre/press-releases/
article/disengaged-uk-workforce-push-customers-away.
15.	Achievers. “7 Fun Ways to Engage and Motivate Retail Employees.” Engage Blog, 5 Aug. 2019, https://www.achievers.com/blog/7-fun-ways-to-engage-andmotivate-retail-employees/.
16.	Hyken, Shep. “Businesses Lose $75 Billion Due To Poor Customer Service.” Forbes, Forbes Magazine, 17 May 2018, https://www.forbes.com/sites/
shephyken/2018/05/17/businesses-lose-75-billion-due-to-poor-customer-service/#3a0c91d716f9.
17. “About Retail Jobs.” NRF, https://nrf.com/about-retail-jobs.
18.	“Employed Persons by Detailed Industry and Age.” U.S. Bureau of Labor Statistics, U.S. Bureau of Labor Statistics, 18 Jan. 2019, https://www.bls.gov/cps/
cpsaat18b.htm.
19. Wells, Megan. “Retail Turnover Rates In 2018.” Retail Turnover Rates In 2018, https://business.dailypay.com/blog/employee-turnover-rates-in-retail
20.	Freeman, Mary. “The Worst Possible Problem in the Retail Industry? Turnover.” “Cisco Blogs, 21 Feb 2017, https://blogs.cisco.com/retail/reducing-employeeturnover
21.	Reid, Caily. “This Part-Time Frontline Retail Employee Quit after Only Four Weeks and Onboarding Was to Blame.” Axonify, 10 Apr. 2019, https://axonify.com/
blog/part-time-retail-employee-quit-onboarding-to-blame/.
22. “Why We Need Retail Employee Engagement More Than Ever.” Bonfyre, 30 Apr. 2019, https://bonfyreapp.com/blog/retail-employee-engagement.
23. “About Retail Jobs.” NRF, https://nrf.com/about-retail-jobs.
24.	Covey, Stephen R. “‘Always Treat Your Employees Exactly as You Want Them to Treat Your Best Customers.” - Stephen R. Covey #QOTD #Wisdom #Loyalty Pic.
twitter.com/KZ9z3zzwgH.” Twitter, Twitter, 6 July 2018, https://twitter.com/stephenrcovey/status/1015234143322558464?lang=en.

Surviving the Apocalypse: The Retail Industry’s Guide to Winning Customers Through Employees

13

25. “State of Workplace Training in Retail.” Axonify, https://axonify.capabilitygroup.co.nz/wp-content/uploads/2019/04/state-of-workplace-training-in-retail.pdf.
26.	A xonify, Inc. “Axonify Finds No Improvement in Corporate Training in Second Annual State of Workplace Training Study.” GlobeNewswire News Room,
“GlobeNewswire”, 20 Feb. 2018, https://www.globenewswire.com/news-release/2018/02/20/1361955/0/en/Axonify-Finds-No-Improvement-in-CorporateTraining-in-Second-Annual-State-of-Workplace-Training-Study.html
27.	Saltsgaver, Rachel. “The 2018 State of Retail Employee Training [Infographic].” Lessonly, 13 Aug. 2018, https://www.lessonly.com/blog/2018-state-retailemployee-training-infographic/.
28. Schurenberg, Eric. “Richard Branson: Why Customers Come Second at Virgin.” Inc.com, Inc., 30 Nov. -1, https://www.inc.com/eric-schurenberg/sir-richardbranson-put-your-staff-first-customers-second-and-shareholders-third.html.
29.	Gutierrez, Karla. “Numbers Don’t Lie: Why Microlearning Is Better for Your Learners (and You Too).” Numbers Don’t Lie: Why Microlearning Is Better for Your
Learners (and You Too), https://www.shiftelearning.com/blog/numbers-dont-lie-why-bite-sized-learning-is-better-for-your-learners-and-you-too.
30. “The Link Between Glassdoor Reviews and Customer Satisfaction.” Glassdoor, 2019, https://www.glassdoor.com/research/employee-customer-satisfaction/.
31.	Gutierrez, Karla. “Numbers Don’t Lie: Why Microlearning Is Better for Your Learners (and You Too).” Numbers Don’t Lie: Why Microlearning Is Better for Your
Learners (and You Too), https://www.shiftelearning.com/blog/numbers-dont-lie-why-bite-sized-learning-is-better-for-your-learners-and-you-too.
32. “OGO Recognition Deficit Survey.” O Great One, https://ogo.new-media-release.com/launch/downloads/OGO_Survey.pdf
33. “Retail Sales Workers.” United States Department of Labor, 2019. http://www.bls.gov/ooh/retail-sales-workers.htm.
34.	“Forget Cash. Here Are Better Ways to Motivate Employees.” HBS Working Knowledge, 28 Jan. 2019, https://hbswk.hbs.edu/item/forget-cash-here-are-betterways-to-motivate-employees.
35. Achievers. “Why Employees Love Social Recognition.” Engage Blog, 20 June 2019, https://www.achievers.com/blog/employees-love-social-recognition/.
36. Achievers. “Why Employees Love Social Recognition.” Engage Blog, 20 June 2019, https://www.achievers.com/blog/employees-love-social-recognition/.
37. Achievers. “Why Employees Love Social Recognition.” Engage Blog, 20 June 2019, https://www.achievers.com/blog/employees-love-social-recognition/.
38. Achievers. “Why Employees Love Social Recognition.” Engage Blog, 20 June 2019, https://www.achievers.com/blog/employees-love-social-recognition/.
39.	Achievers. “6 Mind-Blowing Stats on Employee Engagement.” Engage Blog, 16 July 2019, https://www.achievers.com/blog/6-mind-blowing-stats-employeeengagement/.
40. “Employee Pulse Study: How Happy Is the US Workforce?” Qualtrics, https://www.qualtrics.com/employee-pulse/#section5.
41.	Wickham, Natalie. “[Infographic] The Importance of Employee Recognition for Business Performance.” Employee Engagement Software, https://www.
quantumworkplace.com/future-of-work/infographic-employee-recognition-important-business-performance/.
42.	Wickham, Natalie. “[Infographic] The Importance of Employee Recognition for Business Performance.” Employee Engagement Software, https://www.
quantumworkplace.com/future-of-work/infographic-employee-recognition-important-business-performance/.
43. “9 Facts About Benefits & Employee Retention: Hodges-Mace.” Hodges, 16 Apr. 2019, https://www.hodgesmace.com/9-facts-benefits-employee-retention/.
44.	Schurenberg, Eric. “Richard Branson: Why Customers Come Second at Virgin.” Inc. https://www.inc.com/eric-schurenberg/sir-richard-branson-put-your-stafffirst-customers-second-and-shareholders-third.html

Surviving the Apocalypse: The Retail Industry’s Guide to Winning Customers Through Employees

14

