Retail
Action Plan
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If you’re feeling overwhelmed and unsure of what
actions to take during this time, use this guide to
get you started. Here’s what we’ll cover:

Keeping safe
Protecting yourself
Protecting your customers
Assessing and generating solutions
Identifying short-term modifications
Starting to think long term
Adapting and overcoming
Converting to digital solutions
Putting a plan into action
Staying in contact
Updating your communication channels
Reaching out to customers
Marketing during this time
Being sensitive and respectful
Gauging the appropriate path
Planning for the future
Thinking ahead
Using what you’ve learned
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The COVID-19 (coronavirus) pandemic is changing
the way we all do business. And there is much we
still don’t know about how this situation will play out.
As this unprecedented crisis continues to evolve,
many small business owners are wondering how
to minimize losses, and what steps they can take
to protect their businesses.
Small business owners are some of the most
resourceful and resilient people we know. And now’s
the time to lean into that resourcefulness, make a
plan, and get to work. If you’re feeling overwhelmed
and are unsure of what actions to take, this guide
will serve as a good starting point.
Let’s take a look at some ways that you can take
stock of the situation, generate solutions, and take
action to protect your retail business.
As you know, things are developing rapidly. So,
it’s important to remain flexible in order to make
changes on the fly.
Remember, you’ve got us and can get
Constant Contact Help and Support when
you need it.
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Safety First
Your first priority is to make sure that your family, staff, and especially yourself, are safe
and safeguarded, to the best of your ability.
Next, make sure that you’re doing everything you can to safeguard your customers.

Implement CDC-recommended precautions in your business as soon as possible. Among
the most important recommendations are:

Actively encourage employees, especially those who are sick, to stay home.
Implement systems that allow them to work from home if possible.
Emphasize the importance of cough and sneeze etiquette as well as hand
hygiene within your business.
Perform routine, thorough environmental cleaning.
Once you’ve done what you can for everyone’s health and safety, it’s time to figure out how
this situation may affect your business.
It’s likely you’re already feeling the impact. In any emergency, large or small, you’ll often
have to assess and reassess to generate solutions because things are always changing.

Note: Since this is a rapidly evolving situation, the guidelines set forth
by your local health officials should take precedent when deciding
what precautions to follow. (Find resources for your state here.)
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Assess
and
generate
solutions
Since there are a lot of unknowns,
it’s important to think about
various possibilities and what
you can do to adapt to them.
The problems you face will vary
depending on the nature of your
business, and so your solutions
will vary too. It’s important to look
at the questions directly and make
a plan based on what you’re able
to do. Below are some examples of
things you may need to consider.

You may want to write things down as you think through
these questions and your answers. It’ll help you formulate
your action plan.

What if you end up short on staff?
Think about reducing your hours or days
that you’re open.

What if you have a problem keeping certain
items in stock
Check your supply channels to find out how long it
will take to get new stock.
Think about limiting high-demand items to one
or two per person.

What if you get sick?
Designate someone else to be in charge of
the daily operations.

What can you do to help your staff?
Can you continue to pay them if they can’t
come in?
Do you have something you can give them
to help them out?

What can you do to help your customers?
Can you offer discounts so they can save
money on items they need?
Can you create special “comfort” kits of
things they might not need, but might want?

What can you do to help your community?
Do you have supplies that you can donate
to the local shelter?
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And at some point you may have to ask the bigger
questions:
What if I have to temporarily close?
•

Think about selling your wares, services, etc. online.

Is the “temporary” plan you put into place
sustainable? If so, for how long?
•

If not, are there things you can do to adjust
your plan so it will be sustainable?

What if this lasts several weeks or months?
•

How would this affect your family, as well as
your staff and their families — can you help
them in some way?

Are there any other resources available to you?
We’ve compiled a list of resources for you.

Resources for Small Businesses Impacted by
COVID-19 (Coronavirus)
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Adapt and overcome
Your “business as usual” may no longer exist. You’ll need to adapt to get through these
trying times. Some things to consider:

Working from home
If you can, set up work from home options for yourself and your employees.
Set up a workstation that can stay in place for as long as you need it. Create
a space where everyone in the family knows that if you’re in it, you’re working.
This can help you to stay focused when you’re working, and set boundaries
between working and hanging out at home.

Partner with other local businesses
You’re not alone in this. Your neighbors are trying to work through the same
things you are. Which makes this a great time to contact other small business
owners and brainstorm together.
Maybe you can combine resources and assets to come up with special gift
baskets, work from home kits, or comfort packages...combinations that you
may have never thought of, or may never have been able to provide on your
own. Work together. You’ll be stronger, and better, for it.

Providing no-contact delivery
or pick-up services
Take a cue from the foodservice industry whose members are adapting by adding
or expanding delivery options and providing take-out. Think about offering same-day
delivery...doorstep to doorstep (and have your own employees do the delivering).
Or offer package service where a purchase can be wrapped and ready for your
customer to pick up at a designated time (so interaction with others is limited).
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Selling your wares online
If you haven’t been selling online, now’s your chance to start. Your Constant Contact
account comes with tools that make it quick and easy to start selling online. You can
create shoppable landing pages or a full website with an online store.
If you already sell online, switch it up a bit. Put items together for special gift baskets, or
comfort kits. And think about offering special discounts to help your customers out in a
time when they may be hesitant to spend money for “extras”.
Something else to think about is selling gift cards for future use, and if you have an
incentive program, think about giving extra points for shopping during this time.
Here’s a few more ideas:
• Create kits for entertaining the kids, keeping your sanity, organizing, or freshening
up your decor
• Discount items for the home office, living, and recreational rooms
• Create videos sharing how to use an item that you offer on your online store
(or to highlight a special kit or gift basket that you created just for this occasion)
There are millions (or even billions) of retail items out there, and there are at least twice
as many ways to sell them online.
The most important thing to keep your retail business going is to be flexible and creative.
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Selling your wares online
If you’re stumped, think about:
•
•
•

What are some of the difficulties that people
are having right now?
What can I do to help?
What do I have that will help?

For example:
Difficulty - Many people are working from home that
aren’t used to it, haven’t ever worked from home, and
don’t have a designated space at home in which to work.

What can you do?
Provide options to make the situation more
comfortable, more decorative/attractive,
more functional, more enjoyable.
Difficulty - People can get cranky and bored when
they’re stuck inside all the time.

What can you do?
Provide items that entertain, take time, help
people feel like they’re being productive, help
them feel like they’re not alone.

Difficulty - People are worried about the future.

What can you do?
Give them something to look forward to, offer
things to brighten their day or brighten the day
of someone they care about, hold a drawing to
give something away and promise to announce
the winner ‘live’ on social media (make it an
event with regular updates on how the contest
is going)...maybe sell ‘virtual’ raffle tickets with
proceeds going to help a local nonprofit.

As you think about how you can adapt and
overcome, think through social distancing and
keep your customers safety in mind. And be sure
to let them know what measures you’re taking
to keep them safe.
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Stay in contact
When you’re constantly having to make changes to adapt
to an ever-changing situation, it’s imperative that you let
your customers know what you’re doing and when.
Keep your customers aware of any changes in day-to-day
operations.
Be sure to include details your customers should know
about, like your hours, product availability, and any
precautions you’re taking regarding the virus.
Consider the following tips to communicate the above
information with your customers:

Update your website.
Email your customers.
Post to social channels and pin those posts
to the top of your feed if possible.
Update your details on your Google My
Business profile and any other sites where
you have a listing.
If you have a physical location, think about
hanging signage in your windows and around
the store.
It’s also a good idea to review any communications you
already had scheduled for their appropriateness and
relevance based on the current state of affairs.

Remember, your Constant Contact account comes with tools to create a
website, sell online, send email (including templates for you to communicate
with your contacts about COVID-19 including tips on what to say), post to
social media, and more. Need help? See our other resources for Constant
Contact Help and Support.
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Marketing
during
this time
Yes, it’s okay to market your business during this time. But you must
be sensitive to the current situation and respectful of your audience
and the situation they are also going through. Letting people know
about the changes you’ve made is a great place to start. Use the
channels mentioned above to communicate on a consistent basis.
Of course, consider your unique situation to gauge the most
appropriate path forward.
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Plan for the future
Eventually, you’ll need to transition back to business as usual. It’s important to plan ahead.
So, start making plans for what comes after the emergency.
Review the changes you’ve made and what you’ve learned, then think about how you can
use that information to move forward.

What can stay?
Look for things worth making a permanent part of your business.

Did the online store get more traction than you thought it would?
Did having reduced hours turn out to be a great thing for you?
Did sharing ideas or partnering with another store work really well?
If so, don’t stop just because the emergency is over. Keep them going and see if they’re a
good addition to your business long-term.

What comes next?

Do you need to reach out to your suppliers?
If you’ve been closed, what do you need to do to reopen?
How will you recall your staff? Will it be in stages or all at once?
These are trying times with many unknowns. By doing your best to stay safe, reviewing
your options, and making a plan, you’ll be in a better position to come out on the other side.
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Remember, you
are not alone
Our marketing advisors are here to help.
Connect with other small businesses in the Community
See our other resources for Constant Contact Help and Support

You’ve got this. You’ve got us.
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