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Strategic
Initiative

The Impact of Experience

How Customer / Employee Feedback datawas
used to influence strategicinitiative.
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Business
Impact

Digital Cart
Conversion

By understanding why customers abandoned their online shopping cart, our eCommerce
team was able to identify and prioritize 3 website optimizations: offer Apple payasa
payment option, ability to combine 2 coupon codes to a purchase, and confirm delivery

date incheck-out flow.

+22% Increase
Cart Conversion trailing 6-weeks
(~S500k additional revenue)

Reduce Frontline
Employee Chum

By understanding employee feedback throughout their onboarding joumey, our Training
and Development team created an upskilling role-playing course to effectively train our store
managers how to be more impactful in coaching sessions, and our multi-unit leaders are
callingnew hires during their first week to welcome them to the company.

50Basis Point Decrease
New Employee Chum
First 90-days

Increase Store
Traffic Conversion

By understanding how customers rate our employee's sales effectiveness through our Five-
Star Customer Engagement model, our store managers were equipped with a dashboard
that identified areas for upskilling that was given on a 1:1 role playing basis.

+2.5% Increase
Conversion trailing 6-weeks(~5370k
additional revenue)
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