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NAVIGATING  
STAFFING CHALLENGES  
IN TODAY’S LABOR MARKET CStore Decisions and Humetrics, for the 

14th consecutive year, have collaborated 
on the annual Human Resources (HR) 
Benchmarking Survey, which polled c-store 
retailers between Jan. 4, 2022 and March 1, 
2022, about HR practices, labor challenges, 
employee incentives and outlook. 

The results that follow comprise the 
survey respondents’ recent experiences 
and expectations and provide industry-
wide insight as well as a number of useful 
benchmarks. 

Just as it has been every year for over 
a decade now, the most concerning 
industry-wide challenge continues to 
be staffing issues. A significant change, 
however, is that inventory/supply chain 
management has jumped from what was 
traditionally of least concern to second 
place this year (for obvious reasons). And, 
in light of world events since the close 
of the survey and this writing, Humetrics 
expects fuel costs would also be among 
today’s top three. 

After two years of the COVID-19 pandemic, supply challenges and 
labor shortages, c-store retailers are evaluating labor management 
practices in 2022 as they look to better attract, train and retain  
quality workers in today’s increasingly competitive landscape. 

The 14th annual CSD/Humetrics HR Benchmarking Survey examines how c-store 
retailers are responding to the labor management landscape in 2022. 

Mel Kleiman • President, Humetrics and Erin Del Conte • Executive Editor
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Other hurdles mentioned in respondent 
comments included inflation, wage pressures 
and renewable identification numbers (RINs).

In response to the question, “How is the 
pandemic affecting employment at your 
store(s)?” as would be expected, nearly all 
respondents (81%) noted the intensified 
recruiting challenges, an inability to cover 
shifts due to employee illness (77%), as well 
as both increased labor costs and retention/
turnover issues (71% each).

Without exception, all respondents offered 
a variety of incentive(s) to overcome these 
pandemic-related challenges last year. 
The most popular strategy was “enhanced 
employee recognition programs” (77%). 

Comments on strategy included:
•   “Stimulus pay to reward employees that never miss 

a shift and/or pick up additional shifts beyond their 
schedule.”

• “Making culture changes as well.”
• “Retention bonuses paid monthly.”

About 35% of respondents reported a 
2021 hourly-employee turnover rate of 
between 100% and 300%, and more than 
70% of respondents saw turnover  
at least above 50%. 

DEMOGRAPHICS
This year’s survey asked 37 questions, 

the majority of which concerned human 
resource issues. 

Respondents’ organizations ranged 
in size from 25 or fewer employees 
(10%) with less than $1 million in annual 
revenues (20%) to more than 500 
employees (40%) and more than $100 
million in annual revenues (28%).

When we look at the respondents by job 
title, 38% were corporate HR personnel; 
another 21% were general, regional or 
operations management; and CEOs/
owners accounted for another 14%. The 
balance (27%) comprised other corporate 
staffers, assistant store managers and store 
associates.
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STAFFING CHALLENGES
As for the specifics of the most challenging 

hourly staffing issues foreseen for 2022, 87% 
cited retention as the most pressing concern, 
followed by recruiting (65%) and hiring (77%).  

When asked, “Approximately what 
percentage of 2021 new hires quit within the 
first 30 days?” some 42% noted they lost up to 
25% of new hires, and another 55% reported 
that they lost somewhere between 26% and 
75% of new hires in one month’s time.

In spite of these turnover rates, in 
response to a question about organizational 
effectiveness, most gave themselves above-average 
scores for selection, and the more realistic marks of 
average for recruiting and below-average for retention. 

Comments here included:
•  “Virus and government unemployment benefits  

hit hard.”
•  “Despite being short staffed, we are becoming 

extremely selective in recruiting. We are not taking in-
dividuals that, despite being qualified, are not a good 
fit culturally for our organization (fast-paced work 
environment requiring positive mental attitude).”

•  “Have recently made some changes, we think 
will make a difference. Raised wages, employee 
recognition, flexible scheduling, better training, easier 
assessment process, etc.”
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EMPLOYEE RECRUITING
Here’s a snapshot of how perceptions about the 

effectiveness of the most widely used recruiting 
tools have changed over the last three years:

It’s interesting to note that in-store ads and outdoor 
signage reclaimed the top spot again for the first time 
since 2018, and Craigslist has dropped out of favor 
entirely (at least for this group of respondents).

The chart on the top 
of page 29 shows the 
percentages of those 
actively recruiting 
from often-overlooked 
populations. One person 
commented, “All these 
areas are productive, but 
(there’s) still not enough 
available people.”

Sixty-eight percent of 
respondents make use 
of an hourly-employee 
recruiting-bonus incentive 
or referral reward 
program and, in general, 

In-store ads and outdoor signage reclaimed the top spot for the first time since 2018 as one of the most effective recruiting tools, followed by 
social media, employee referrals, internet job boards and the company website.
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find that when it works, it works exceedingly well. 
Still, on balance, they find their programs less than 
satisfactory at best. 

EMPLOYEE SCREENING & SELECTION
In spite of the fact that pre-employment testing (for 

things like attitudes, personality traits, IQ, strength/
stamina, etc.) has been found to be the most reliable 
predictor of success on the job, only 36% of these 
respondents use these proven screening tools. 

Also of note, this year online employment applica-
tions appear to now be favored over the hard copy, 

paper version. Humetrics cautions that the only way 
to know for certain the applicant is the person who 
completed either an online or paper version of your 
employment application is to have it completed and 
submitted on site. Both versions should have the  
applicant’s hand-written signature as well.

Like last year, 67% reported that all those conduct-
ing interviews have been trained in best-practice 
interview techniques, and 56% reported that they use 
a standardized interview question set.

EMPLOYEE RETENTION
Fully 81% of the survey takers raised starting wages 

in 2021. These increases varied widely from 5-20% in 
amounts ranging from 15 cents to $3 per hour.

When it comes to training budgets for 2022, 51% 
will spend more than they did last year, and 30% will 
maintain current investment levels. 

As for training methods, the tried-and-true, hands-
on, in-store approach is most favored once again  
and these results are in the exact same order of use/ 
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preference as last year.
 Of the questions in this survey that invited 

comments, this one had the largest response: “Other 
than raising wages, what is the 
most effective thing you’re doing 
to reduce employee turnover?” 

While the most mentioned 
strategies were “more/better 
training” and “bonuses,” here is 
a sampling of other tactics these 
employers are using to improve 
hourly employee retention rates:

•   “Keeping an older population 
of staff on board. (They are) 
much more responsible in 
showing up, working their 
job responsibilities and being 
flexible.”

• “Retention bonuses.”
•  “Shortening staff working 

hours.”

•  “More focused hiring for better 
candidates. Small pay increases based on 
earned qualifications. Additional pay for 
stores with drive-through ($1 per hour) and 
incentive pay for full week with no missed 
shifts”

• “Reducing workload.”
•  “Improving employee engagement.”
• “Flexible schedules.”
•  “Employee engagement and rewards 

programs.”
•  “Culture — making the employees feel a 

part of the company training — investing 
in their future.”

•  “Incentives for taking extra shifts, gift cards.”
When asked about the use of specific retention 

tools, the results were:

To reduce employee turnover, 
stores are conducting more/

better training, offering 
bonuses, shortening staff 

working hours, improving 
employee engagement, do-
ing more focused hiring for 
better candidates and more.
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Two other retention tools we asked about were 
benefits and corporate culture. Forty-two percent of 
this group increased hourly employee benefits in 2021, 
while 52% made no changes. When asked to describe 
their organization’s culture, the most frequent respons-
es were: “Family-friendly (39%), “Respect/fairness” 
(16%), “Caring” and “Team-work” (10% each).

The chart below captures the responses to the ques-
tion: “What are the top three reasons a great employee 
would want to work for your organization?” 

TECHNOLOGY
This year, in spite of the pandemic, only 19% re-

sponded “yes” to the question: “Have you or do you 
plan to add robotics, self-checkout or any other tools or 
technology in order to minimize human contact, reduce 
labor costs or increase efficiency?” Only 30% reported 
the use of scheduling software.

PROGNOSIS FOR THE YEAR AHEAD
And, finally, here are the results when asked: “How 

was business overall in 2021 and how do you think 
2022 will compare in each of the three categories listed 
below?”

Our thanks to all those who took time out of their 
busy schedules to participate. CSD

30 CSTORE DECISIONS   •   April 2022                            cstoredecisions.com cstoredecisions.com           April 2022   •   CSTORE DECISIONS             31


	Feature Spread_CSD
	Feature Singles_CSD

