
Becoming an Employer of 
Choice

Convenience Industry  Action Plan

2024 NACS. All Rights Reserved. Unauthorized Duplication or Dissemination Expressly Prohibited. 



• The Coca-Cola Retailing Research Council

North American NACS conducts studies on

issues that help retailers respond to the

changing marketplace

• Participating retailer members define the
objective, scope and “own” the process of each
study

• Released in February 2024 the current council
study focused on the question “What Will it
Take for the Convenience Industry to Become
an Employer of Choice?”

Background on the Work

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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Challenges We Face

• Accelerated offer complexity makes it difficult to attract

and retain capable frontline staff

• Loss of revenue due to understaffing

• Diminished customer experience as turnover and

training challenges heighten

• Action required at both industry level and chain levels

• Matrix of solutions needed to address acquisition,

development, and retention needs

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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What Matters Most to Employees

Competitive 
Compensation

Affordable 
Transportation

Schedule 
Flexibility

Personal Safety 
Managerial 

Relationship
Professional 
Development

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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The State of US Employment

• Unemployment at or below 4% from
Jan. 2018 to Feb. 2020

• Post-pandemic returned below 4%
from Dec. 2021 thru 2023

• Job surplus of openings vs.
applicants widened from mid-2020,
now showing signs of closing

• Gig-economy jobs gain traction, with
perceived high degree of flexibility
and control over their schedules

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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Convenience Industry Issues

• Staffing costs accelerate with high
turnover rates and increased ghosting

• Turnover rates increasing faster than
wages

• Hourly wages for store-level associates up
nearly 70% since 2013

• Turnover rates have increased from 86% in
2013 to 141% by 2022

• Overall strain: thanks to labor scarcity,
burnout, and diminished job satisfaction

Source: 2023 NACS State of the Industry Compensation Report
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Addressing the Industry’s Challenges

Need for More Robust Talent Pipeline

Foster Higher Employee Engagement

Empowering Career Progression

Addressing Role Disparities

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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Q: How Are These Challenges 
Same or Difference from What 
You are Experiencing?
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Role Must Be More Transparent

• Misconceptions, limited understanding of

store roles are detractors

• New employees must know diversity of

tasks job requires:
• Inventory Management

• Customer Service

• Store Hygiene

• Foodservice

• Skills that contribute to long-term career

potential must be emphasized more

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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The Current Pool is Too Small

100%

43%

23%

17%

8%

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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Sentiment Towards Convenience Store Employment

Change the Perception; Increase the Pool

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”

2024 NACS. All Rights Reserved. Unauthorized Duplication or Dissemination Expressly Prohibited. 



Healthcare Is an Untapped Pool

Current Industry of Persuadable vs. Not Interested

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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• Negative perceptions are
shaped by experiences,
social media, film industry
and more

• Google Search results
reinforce negative
perception:

• “Grocery Store” top five
results

Perceived Lack of Safety is An Obstacle
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6:10 Female Employees are Worried that 
Their Store Might be Robbed

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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• People who believe pay is better in QSR vs.

Convenience

• 30 percentage points higher among those who

have never worked in the industry

• Versus current c-store employees

• Yet compensation data suggests average c-store

pay is the same or better than QSR and other

frontline jobs

Inaccurate Perceptions of Pay Can Be 

Addressed

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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Perception of Safety is More Important than Pay

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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Q. What are you doing to address

issues and increase the talent

pipeline?
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Well-being Factors: 
Pay, Work 

Environment, 
Safety 

Lack of Schedule 
Flexibility

Transportation 
Factors

Managerial 
Influence on 

Employee 
Satisfaction

Employee 
Development 

through Training 
and Education 

Top Drivers of Employee Turnover

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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Top Box Priorities to Address

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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Lack of Transportation is a Challenge for 

C-Store Workers

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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Important factors to employee satisfaction are impacted by their managers

Manager Success → Frontline Success

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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• 15% of non-manager respondents identified
feelings of undervaluation and diminished
morale as reason for leaving

• Compared to other industries, our managers are
less likely to be evaluated on managerial skills

• Current metrics: store sales, # of customer
complaints, cost containment

• Future metrics: retention rate, employee
satisfaction, customer satisfaction, total training
hours completed for all staff

Are We Rating Managers With the Correct 
Set of Metrics?

“We have an issue 

that comes up, 

[management] 

doesn’t do much 

about it. They say it’s 

employee first, but it’s 

really not” 
— Former c-store worker, Iowa

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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NPS for Full-time Employees

40 Points 

Higher
 Versus Part-time Employees

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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Training and Education Drives Job 

Satisfaction

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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Q. How Are You Rating Your
Store Managers?
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Invest in 
employee 

safety

Leverage 
government 
relations to 

remove 
barriers ; 

increase law 
enforcement

Expand 
talent 

pipeline and 
enhance 
long-term 

career 
opportunities 

across the 
industry

Expand 
access to 

affordable, 
reliable 

transportation

Leverage 
media to 
improve 
industry 

perceptions

Convenience Industry Action Plan 

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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T
ra

in
in

g De-escalation skills 

Training on Civility, 
Respect and 
Dignity (CRD)

Diversion 
techniques to 
address anti-social 
behavior

T
e
c
h

n
o

lo
g

y Passive store 
safety monitoring

AI tools to improve 
retailers’ abilities to 
assess and 
address risk

Social media 
scraping to 
mitigate potential 
threats

A
n

a
ly

ti
c
s Industry-wide 

sharing of data and 
techniques to 
improve workplace 
safety

Dashboards and 
collaboration for 
total asset 
protection

Invest in Employee Safety via Training, 
Technology and Analytics

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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• Federal Level

• Clarify labor regulations to tap into new labor pools

• Manage rule definitions to maximize workers’ net income

• State Level

• Enact legislation to protect frontline employees

• Local Level

• Enforce laws to reduce crime rates

• Maintain strong community ties

Leverage GR to Remove Regulatory Barriers 
and Improve Enforcement of Laws

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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• Develop future convenience store leaders

• Establish common standards for

transferable skills

• Develop high-school and vocational

education curricula

Invest in Programs to Expand the Pipeline of 

Talent and Enhance Long-Term Career 

Opportunities

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
2024 NACS. All Rights Reserved. Unauthorized Duplication or Dissemination Expressly Prohibited. 



Promote 
Affordable 

Vehicle 
Ownership 

Partner with 
Rideshare 

Firms

Subsidize 
Public 

Transportation

Implement Solutions That Expand 
Transportation Access

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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• Promote “good news” stories

• Celebrate employees as heroes

• Formalize a framework for

modern convenience

Leverage Media to Improve Industry 
Perception

Source: 2024 NACS Coca-Cola Retailing Research Council “Convenience Industry Action Plan”
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Questions? Thoughts?
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Thank You!

Lori Stillman

lstillman@convenience.org
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