
WHITE PAPER

1 of 5

WHITE PAPER
THE NEED FOR A 360˚ PEOPLE ASSURANCE SOLUTION 
CUSTOMIZED TO A COMPANY’S UNIQUE CULTURE. 

THE BUSINESS NEED FOR A TEAM TOTAL EMPLOYEE ASSURANCE MODEL
There are two overarching factors in the business need for a Total Employee Assurance Model, the first is operational, 
the second is behavioral.

The operational need stems from well documented safety and profit-killing factors: 

• Preventable workplace injuries — OSHA cites $250 Billion annual cost of workplace injuries in the U.S.

• Organized Retail Crime (ORC) — 100% of companies experience ORC, costing the retail industry $30 Billion each year1

• Theft — Robberies and burglaries have increased 8.6% since 20162 and internal theft accounts for $18 Billion a year 
in the U.S., where retail workers are regrettably stealing 54% more than their peers in other countries3

• Armed robberies — A rise in violent encounters is an extreme operational concern; there were 424 violent deaths in retail 
in 2017, a 13% rise from the previous year2.

The operational need is really summed up by shrink. The factors outlined above, plus general inventory loss associated  
with poor workforce performance create a staggering amount of lost revenue. In fact, overall shrink costs the U.S. retail  
industry $48.8 billion a year.1 The average shrink rate for retailers is 1.33%,1 with many reporting figures much higher.

The behavioral need stems from normal human psychology, which is equally well documented. Among the most glaring 
realities is that humans forget up to 80% of what they learned (i.e., initial training) within a week. This is commonly known 
as “The Forgetting Curve.” The good news is, learning scientists agree that systemic intervals of reinforcement and refreshers 
can act as booster events to combat The Forgetting Curve.
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Other primary factors inhibiting memory retention are the quality of both the learning materials and the teacher or supervisor 
delivering them. In fact, 1 in 3 employees say that uninspiring content is a barrier to their learning.4

Exacerbating the dilemma, the status quo of “booster events” required to reverse the forgetting curve are often cookie-cutter 
posters, or asking a co-worker how to do something. Alarmingly, 53% of retail employees say they learned at least half 
of their job duties directly from co-workers.5 How confident can any retailer be that one employee with limited training 
and experience is providing accurate coaching to another employee?

Other insights into the psychology & behavior of retail employees include:

• 55% say they rarely or never receive coaching from their supervisor5

• 92% want to know why they are doing something as much as how to do it5

• 61% want to be included in the development of training5

• 31% say there is too little time devoted to updates/reinforcement to training already received5 – a higher percentage 
than one would expect employees to self-select

• 96% wish they could do more to reduce waste at their job6 — making employees the greatest untapped resource 
to combatting the industry’s $48.8 billion in shrink!

These insights clearly indicate that employees want to be engaged. The failure to foster that engagement lies with their 
employers. This failure, we’ll see below, can lead to lower share prices, lower customer satisfaction, higher turnover, and 
even employee death.

How to Engage Employees to Reduce Accidents & 
Reduce Shrink

Many retailers have strong, vibrant team cultures. As competition 
for workforce talent increases, the importance of these cultures grows 
stronger. Additionally, retail workers are generally more technologically 
sophisticated and media savvy than retail workers of even just a few 
years ago. It is critical that safety and shrink solutions implemented 
by retailers respect these facts. The powers-that-be in corporate cannot 
expect off-the-shelf safety posters or one-and-done active shooter 
training to have an impact.

LEARNING SCIENCE
Is the study of how people acquire 
knowledge and skills. It utilizes cognitive 
science, motivational psychology, behavioral 
economics, neuroscience, and more to get 
insights into how people learn (and how 
they do not learn). Analyzing this data helps 
create learning materials and environments 
more likely to result in knowledge 
comprehension, retention, and application.To succeed, a retailer’s safety & shrink reduction 

program needs to apply the principles of learning 
science to combat the forgetting curve, including:

• A strong internal brand that is uniquely their own, rallies employees, and solidifies cohesion to aid in retention

• A gap analysis of the company’s employees to tailor toolkits appropriately, and create a baseline for tracking 
and measurement

• High quality creative materials set in the retailer’s store locations that feature real employees, handling real products, 
and using familiar tools in context of scenarios they recognize

• A systematic cadence of continuous learning, coaching, and refresher moments in multiple formats
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• Always-on, highly visible reminders to keep corporate objectives top of mind, and employees engaged 

• Make training relevant by utilizing smart learning plans that are role- and job-specific

• Adaptive learning modules that respects each employee’s intelligence, reduces time off the floor, 
and helps supervisors focus on at-risk employees

It is also critical to recognize that very few supervisors are teachers, few store safety leads are trained educators, and few 
in HR and training have a formal teaching education. A Communication Program must then be built to aid those delivering 
the materials as much as the employees receiving them. This can include:

• Supervisor soft-skills training

• Mobile technology to aid on-the-floor coaching and remediation

• Scripted weekly supervisor shift talks to help deliver consistent corporate messaging – whether at a store in Vancouver,  
 Miami, or anywhere in between

Even the largest retailer does not have the bandwidth or varied expertise (learning science, creative direction, production 
studios) to build this program internally. The leading retailers with advanced employee engagement programs are able 
to build and sustain their programs by partnering with a third-party provider. It’s important to find such a partner that has 
a proven track record of success within your industry.

TEAM Up

Retailers need to work closely with the selected partner to build their Custom Communication Program. The development 
should be made in stages to aid in implementation, keep momentum building, and to fine tune based on results as they go.

A staged rollout could look like the example below.

Immediate Priorities

Develop training, reinforcement, and communication materials for: 

• De-escalation 

• Armed Robbery

• Active Shooter

Year 1

• Gap analysis and culture review

• Establish benchmarks to measure success and provide analytics framework

• Internal brand created, specific to the company’s unique culture

• Customized toolkit development

• Monthly training and engagement program developed and deployed

The training will be job-specific, which is proven to keep learners more engaged and also reduces time off the floor. 
Layered atop the job-specific nature is the monthly cadence that ensures every employee within a particular role receives 
the same training, with the same message. Each month will include a loss prevention (LP) topic and a safety topic, with 
alternating prominence.



WHITE PAPER

4 of 5

Month #1 Month #2 Month #3 Month #4 Month #5 Month #6

LP Primary LP Supplement LP Primary LP Supplement LP Primary LP Supplement

Safety Supplement Safety Primary Safety Supplement Safety Primary Safety Supplement Safety Primary

Year 2

• Incorporate more technology driven tools to aid supervisors on the floor

• Add modules based on data analysis

• Extend program to distribution centers

• There are more workplace injuries resulting in days away from work in distribution than in both the manufacturing  
and construction industries7

Improve Your TEAM

Ongoing data analysis to continuously improve the program is among the most critical components for success. The partner 
developing the program needs to be as strong in technology as they are in creative ability. Data tracking and analysis must 
begin at the onset of the program and be sustained throughout.

A five-year study, “The Business Case for Reducing Waste,” concludes that the #1 method for companies to reduce waste 
is to methodically measure the problem and applied solutions.6 And the #2 most effective method is to engage employees.6

This study, and the experience of many asset protection professionals, demonstrate that employees are the most underutilized 
component of traditional loss prevention programs. A company’s first step is to engage their employees.

Why Retailers Must Prioritize Investments 
in Training & Engagement

Retailers have both a business case — boosting profits — and 
ethical responsibility for protecting their employees, customers, 
and products. 

The ethical responsibility lies in providing the safest workplace 
possible, utilizing the best available workplace safety learning 
and engagement program. In addition to reducing injuries, these 
programs can save lives — as evidenced by the scenario to the right.

The business responsibility is to improve EBITDA through:

• Reduced injury-related expenses

• Reduced insurance premiums

• Reduced shrink

TEAM in Action8

7:49pm (6/24/2012) 
Man holds up a supermarket in armed robbery. 
Gets away with ~$200.  
Cashier is shaken, but safe.

8:06pm (6/24/2012) 
Same criminal conducts second armed robbery 
at convenience store short distance away. 
Cashier is shot in the chest and dies.

One significant difference: the first cashier’s 
company provided a Communications Program on 
armed robbery and de-escalation. The first cashier 
knew exactly how to act and behave to reduce the 
risk to his safety. 
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THERE ARE BUSINESS GAINS BEYOND THE BALANCE SHEET NUMBERS.

Comprehensive research shows that companies with more engaged employees realize:

• 65% greater share-price increase9

• 30% greater customer satisfaction9

• 26% less employee turnover9

• 20% less absenteeism9

• 15% greater employee productivity9

Every retail executive can agree these are goals to strive for.
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