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Retail is a highly competitive industry with tight 
profit margins. Even a 1 percent increase in your 
conversion rates could bring in hundreds of 
thousands of dollars. Counting data analysis can 
help you realize a higher return on your investment 
(ROI) and improve your bottom line.

Retailers can use people counting systems to 
determine the effectiveness of their advertising 
campaigns or store promotions. By monitoring 
traffic during the day of a sale or the week that a 
commercial airs, for example, they can measure 
the increase or decrease in shoppers in their 
store. By comparing those traffic numbers to the 
store’s average traffic – or to the traffic gained 
during a previous promotion – they can determine 
whether or not they have matched their projection 
for percent of increase.

Most retailers do this by keeping track of the 
amount of sales they make, but that is a short-
sighted practice. They aren’t taking into account 
the shoppers who respond to the advertisement 
by entering the store, but exit without making 

a purchase. Although they may not have found 
what they were looking for or may not have had 
enough money, they still represent a valuable 
statistic. 

People counting data allows retailers to learn more 
about all of their traffic, rather than just the ones 
who make purchases. That knowledge plays an 
important role in a retail store’s growth. Retailers 
can monitor and improve advertisements and 
promotions in order to turn those shoppers into 
paying customers.

By assessing the amount of traffic and sales 
during a promotional period in the context of 
media money spent on advertising, they can 
also determine whether or not it was worth the 
investment. When paired with transaction history 
or budget, people counting data can provide 
powerful insight into business ventures. It allows 
retailers to avoid poor return-on-investments all 
together.
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According to the International Council of 
Shopping Centers, over the past decade mall 
sales have been fluctuating between annualized 
monthly rates of $30 and $36 per square foot. In 
2011, mall vacancy rates dropped to 9.2 percent 
after an 11-year peak of 9.4 percent. However, 
a high number of store closings could suggest 
that number could rise again. The take-away? 
Store traffic, numbers of stores shopped and 
conversion rates continue to decline due to 
growth of the Internet and increased frequency 
of more value-priced destinations – contributors 
to the showrooming phenomenon.

So how can brick-and-mortar stores stay afloat? 
Customer service. It is an in-store asset that isn’t 
available at online stores, therefore giving your 
store a competitive advantage. Having insight into 
the amount of shoppers who are browsing without 
buying can help you fight today’s showrooming 
trend. By offering superior customer service and 
exclusive buying opportunities in-store, you can 
deter showroomers from shopping online instead.
Additionally, United States businesses lose an 

Customer service estimated $83 million due to poor customer 
service, according to Parature. Sixty-two percent 
of consumers switched brands in the past year 
also due to poor customer service. Superior 
customer service is the secret to improving sales 
– engaging shoppers until they become paying 
customers. So by improving in-store customer 
service and engagement, you can not only 
increase the average ticket by creating more 
customers, you can also increase brand loyalty. 

Using a people counting system, retailers 
can learn a lot about their store’s success by 
monitoring these metrics:

•	 How many visitors made 
purchases?

•	 How many didn’t?
•	 When were the peak times?
•	 How many employees were on 

the clock during peak times?
•	 How many during nonpeak times?

People counters are essential to improving 
customer service. Your traditional POS system 
can provide information about sales transactions, 
but it can’t provide the number of shoppers who 
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browse in your store without buying anything. 

Labor allocation
People counting systems can also help retailers 
to optimize and appropriately allocate their labor. 
By knowing how many shoppers typically enter 
your store at a specific day or time, retailers will 
know how many employees to schedule.

Having an adequate shopper-to-associate ratio 
is very important during peak shopping times. 
It ensures that each shopper is able to get the 
service and support that they need, thus increasing 
selling opportunities and improving their in-store 
experience. It also gives your employees an 
opportunity to offer their in-store expertise. A 
great example of this kind of opportunity is the 
fitting room. Keeping your fitting room staffed with 
skilled employees allows them to offer advice and 
answer questions about the fit, size or material of 
a clothing item, as well as give recommendations 
for similar items or accessories to complete 
their look. For that reason, fitting rooms are a 
great platform for upselling and cross-selling – 
something that can’t be done online.

Speaking of skilled employees, a people 
counter will also allow you to evaluate employee 
performance by analyzing conversion and traffic 
rates and how they are related. These metrics 
can provide insight into which employees are 
skilled enough to be scheduled during peak 
times and how many employees are needed for 
an adequate shopper-to-associate ratio.

In the past, retailers have tried to improve their 
store’s profitability by reducing their payroll. 

However, luxury retailer Coach found that 
increasing payroll hours during their peak traffic 
times increased their store productivity. This 
supports the idea that increased customer service 
brings increased success. By increasing payroll, 
Coach was able to provide more customer service 
and focus on shopper follow-through, which is 
crucial to converting them into customers.
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Loss prevention
In addition to petty shoplifting, a main concern 
of the modern retailer is organized retail crime – 
gangs who steal billions-worth of merchandise 
each year and sell it online or at physical 
locations. The National Retail Federation’s ninth 
annual Organized Retail Crime (ORC) Survey 
reported that 93.5 percent of retailers say they 
have been a victim of organized retail crime in the 
past year. For the past three years, more than 90 
percent of the retailers surveyed have admitted 
to being victims of ORC. Eight in 10 believe that 
ORC activity in the United States has increased 
over the past three years.

Security cameras simply aren’t enough to deter 
shoplifters. They are well aware that they are on 
camera. They also usually know 1) where the 
cameras are located, 2) that the cameras are 
watching you aerially from several feet away, and 
3) that managers aren’t likely to waste their time 
watching several hours of recorded footage to 
catch one suspect.

Legally, you can’t accuse a shopper of stealing 
or ask to check a suspected shoplifter’s bag. You 
can, however, discourage or deter them from 
stealing merchandise by keeping your sales floor 
and fitting room staffed. By knowing the amount 
of people who enter your store each day, you can 
develop an adequate shopper-to-associate ratio 
and assure that each customer is being attended 
to (or watched).

As discussed, a people counting system can 
help retailers to keep an adequate shopper-to-
associate ratio, especially during peak times. 
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Many of these crimes occur when employees are 
busy helping other shoppers or when the fitting 
room is left unattended, allowing shoplifters to 
bring several items into a room and leave empty-
handed. Keeping an eye on the fitting room, 
and more specifically checking items before the 
shopper enters the room, is extremely important 
in discouraging crime.

Implementing a people counting system can 
ultimately increase your bottom line by providing 
you with reliable numbers with which to optimize 
inventory, improve in-store customer service, 
control labor costs, prevent petty theft and 
organized retail crime, make smart business 
decisions  and – overall – keep customers coming 
back.
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