


In a year rocked by an international pandemic, the retail 

industry was forced to quickly adapt new ways to meet 

customers’ needs while adhering to health and safety 

guidelines.

Our study reveals that by the holidays, the vast majority of 

retailers were able to meet expectations around health and 

safety but, likely as a result, fell down in other areas. In fact, 

only 24% of retailers created an environment that felt 

“festive” this holiday season.. 

But there are clear indicators that retailers can still flourish in 

this challenging environment. The secret lies in employee 

engagement and effective store communication.



Retail Zipline is the operations platform that 

powers retail’s most complex work. Zipline is the 

only solution on the market that combines store 

communications and task management to drive 

flawless store execution. Built by retail for retail, 

Zipline understands the unique pressures stores 

are facing today and ensures that everyone in

the field has the information, context and tools 

needed to be successful in their roles. By aligning 

the fleet, Zipline enables digital transformation at 

Rite Aid, agility at Sephora and cost savings at 

GAP. What could you accomplish if your HQ and 

stores operated in lock-step?



Founded in 1996, Coyle Hospitality Group is a 

market leader in designing and implementing 

programs for customer experience, quality 

benchmarking, brand compliance, and market 

research exclusively for the global hospitality 

industry, including hotels, restaurants, spas, 

cruises, and entertainment venues worldwide.



In November 2020, Retail Zipline and Coyle 

Hospitality partnered to study 97 retail brands 

in the US and Canada, accounting for over $1.2 

trillion in 2019 sales. 

Researchers focussed on store execution, a 

perennial challenge during the busy holiday 

season, made dramatically more difficult by 

the resurgent COVID-19 pandemic. 

Secret shoppers hired by Coyle Hospitality 

visited stores across the US and Canada to 

observe how retailers were maintaining health 

and safety standards while handling typical 

holiday changes like increased traffic, special 

hours, seasonal sales and festive decor.



We also examined publicly available 

data, such as Glassdoor ratings and 

company websites, to understand 

areas of brand focus.
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Most brick and mortar retail brands 

offered the ability to buy online and 

pick up in the store, a critical offering 

during the pandemic when people tried 

to limit their time outside the home. 

Discount stores, convenience stores, 

and accessories stores were least 

likely to offer this option because their 

sales depend heavily on impulse buys 

from foot traffic.





 



The behavior of stores and their customers 

seem to be affected by prevailing attitudes 

towards the pandemic. Stores in New York, 

California, and Canada took greater 

precautions while those in the interior

of the US took less. 

Customers in NY, CA, and Canada were

far more likely to wear masks (98%) when 

compared with those in the interior US (82%). 

85% felt very safe in NY / CA / Canada while 

only 67% felt very safe in the interior US.







Only 24% of retailers created

an environment that felt “festive” 

this year. However, two-thirds

of toy and gift stores got into

the holiday spirit - after all, their 

businesses heavily depend

on the holiday season. 
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Companies with high ratings (>=3.5)

on Glassdoor performed 13% better overall

than those with low ratings (<3.5). 

This difference was particularly

pronounced on measures of personal 

interaction, e.g., proactively approaching the 

shopper regarding sales / specials (+115%) or 

greeting the shopper warmly (+44%) 



In 2020 we analyzed NAPCO’s Health 

and Safety Study data and found that 

companies that use communications 

and task management platforms 

perform better than other companies. 

Would lightning strike twice? We 

isolated our customers in the Coyle 

data set to find out.
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To get your company
or category’s score and
detailed results, please email 


