
YOUR COMMUNICATIONS CHECKLIST TO BRING CUSTOMERS BACK TO STORE

Send reminders  
If you notice there are trends 
across stores of things people 
are struggling to comply with, 
find new ways to communicate 
them and send a couple of 
reminders of how they’re 
helping keep everyone happy. 

Keep your members 
entertained while 
they wait
Create cost-efficient in-
app games for members 
to play (and win) while 
they’re queuing to go 
inside your store, and 
while they’re queuing to 
pay. 

Show them what’s changed
A video paints 1,000 words. Create a 
short clip of what the new normal looks 
like instore (face masks, contactless 
payments, safety screens at tills, 2m 
distancing, regular cleaning etc.). 
Customers will be more prepared and will 
feel more reassured about visiting you.

Communicate
Optimise channel 
preferences to share 
steps you’re taking to 
keep everyone safe.

Special promos
Give customers an 
extra incentive to 
visit you offline. 

Send push notifications 
When customers are in proximity to your 
stores. Remind them of your new rules to 
avoid disappointment instore (e.g. card 
only and face masks compulsory). Tie 
this in with real-time stock availability for 
pre-selected products.

Remember to make it enjoyable!
We’re all adapting to yet another new 
normal. So embrace it, enforce it, and 
enjoy it! Share videos and pictures of the 
new normal, of your wonderful staff and 
their personalized face masks, of your fun, 
branded floor stickers, and more. Make 
the new normal…well, normal. 

Give live waiting 
times
Queues can detract 
customers from visiting, 
particularly if they are 
elderly, have a disability 
or are with young 
children. Keeping people 
updated – electronically 
or in-person - will help 
plan accordingly. 

Ask for feedback
Listen to how easy, accessible, 
enjoyable, friendly, and valuable 
the shopping experience was for
your customers

Update store information
Make sure your new opening/ 
closing times match across 
all channels (your website, 
search engines, apps, etc.) 

Show your 
appreciation
Thank your loyal 
members for 
their continued 
support. Offer 
an incentive to 
come back 
again.

THANK

YOU! 
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