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Your Guide to Selling Local

Introduction

65% of consumers support small businesses

The retail landscape transformed—seemingly overnight—due to the 
pandemic. But it also helped people realize the value of shopping locally. 
Our research shows that .1


Their main reasons for spending locally include:

 Strengthening the local economy (57%
 Helping support local job creation (41%
 Investing in their community (35%)


Consumer behavior and intent shows that people are trying to buy less 
from big box retailers and marketplaces like Amazon. Thirty percent of 
Americans and 42% of Canadians want to shop from local businesses 
more often.2 


But customers will only shop local if your retail store is competitive, 
convenient, easy to buy from, and offers experiences that ecommerce 
giants can’t deliver.


Now’s the time to make sure local customers can find your retail business. 
And once they discover it, you’ll need the tools to convert shoppers into 
paying customers and to retain them as loyal local business supporters. 


That’s why we’ve put together this guide to help you attract, sell to, and 
keep local customers. You’ll get insights into shop local trends, tactics 
you can try today, and examples of merchants in your community who are 
excelling at growing their local retail business. 


Our goal is to make selling in-store and online easy for you and 
frictionless for shoppers. We want to give you the tools you need to 
create shopping experiences local customers crave.


Let’s get started.

https://www.shopify.com/future-of-commerce/2021
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Attract more 
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PART 1



Part 1: Attract more local customers

In North America, the top three research channels consumers use to find 
local businesses are search engines (57.9%), consumer reviews (41.4%), 
and product or brand sites (35.7%).4


But what does this mean for your local retail store? You may have already 
heard of the importance of local SEO, listing your business on Google, 
and other local marketing tactics to attract more local customers. Here’s 
how you can put these marketing strategies into action.

Many small businesses struggle to compete with the Amazons of the 
world. In fact, 89% of local retailers in North America feel they are in 
direct competition with online retailers.3 But the times are changing. With 
the popularity of the “buy local” movement, local retail business owners 
are benefiting from customers’ desire to support their local community.

Source: Global Web Index

Top online sources North American consumers use to find more information  
about brands, products, and services

Search engines

Consumer reviews

Product / brand sites

Social networks

Price comparison websites

57.9%

41.4%

35.7%

28.8%

19.8%
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Many small businesses struggle to compete with the Amazons of the 
world. In fact, 89% of local retailers in North America feel they are in 
direct competition with online retailers.3 But the times are changing.  
With the popularity of the “buy local” movement, local retail business 
owners are benefiting from a desire from customers to support their  
local community.

Part 1: Attract more local customers
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According to our research, 81% of US consumers say being able to easily 
find a local retailer through searching online is important to them.5


As a brick-and-mortar establishment, optimizing your online presence for 
local search is crucial to increasing awareness and foot traffic for your 
business. Here are a few local SEO tips to get you started.

 (GMB) is 100% free and makes it easier to connect 
with local customers on Google Search and Maps. You can create a listing 
that displays store information like contact details, a link to your website, 
store hours, a map, photos, videos, coupons, reviews, and more.


Use GMB to attract and interact with nearby customers when they search 
for local businesses. Your retail store will have visibility on Google Search 
and Maps, and you can post photos of products, respond to reviews, and 
keep your business information up to date. 


Google My Business also provides you with insights so you can improve 
and boost customer engagement. 


You can claim your listing and . And below is a 
checklist to help you optimize your Google Business listing:

Google My Business

get started with GMB here

List your business on Google

Complete all sections of your listing so potential customers can find 
what they are looking for.


Include keywords your customers might search for in your business 
description.


Publish new photos regularly to make your business more attractive to 
potential customers.


Answer customer questions quickly to avoid losing out on sales.


Read and respond to reviews to show customers you value their 
feedback.


Keep your business hours up to date to avoid disappointing visitors.


Use the local posts feature to share special offers, new products, and 
COVID updates.


Add your product catalog to your Google My Business listing for free.

Use local SEO

https://www.google.com/business/
https://www.google.com/business/
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In North America, over one-third of consumers discover brands via their 
website.6 Optimizing your website for local search is key to making it easy 
for customers to find the products they’re looking for. 


But what does this mean exactly? 


As an independent retailer, website optimization might feel daunting, but 
it doesn’t need to. 


Here are a few tips to get you started: 

hereFind out more about optimizing your website for SEO .

Create local content and publish it to your blog.


Update your title tags to include local and orptimized keywords. 


Add your name, address, and phone number to the HTML of your website.

Optimize your website for local search

with Shopify, 
getting your store online has never been easier

Don’t have an online store yet? Get your store online today! Retail will 
come back strong after the pandemic, but buyer behaviors will change. 
More people are searching and buying products online than ever before. 
Having a website with up-to-date product information is now the most 
important feature for consumers shopping at local retailers.7


To compete, you need to be where your customers are. And 
.

HOW SHOPIFY CAN HELP

Research shows that 41.4% of consumers in North America use online 
customer reviews when they are actively searching for more information 
about a brand, product, or services.8 And 31.2% of consumers in North 
America say they trust what online reviews say about products.9 But how 
can you get more online reviews? 

Encourage online customer reviews

7

https://www.shopify.ca/retail/119915331-4-on-site-optimization-tips-for-local-seo-to-help-you-rank-higher
http://www.shopify.com
http://www.shopify.com
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One way to encourage customers to leave online reviews is to send them 
a post-purchase email with an incentive, such as a 10% discount, to post 
a review about your products or their experience with your business.

Product Reviews appUse the  to enable customers to add reviews to your 
product pages. This provides a way for customers to engage with you and 
gives new website visitors insights into customer satisfaction.

HOW SHOPIFY CAN HELP

Round up a few of your local retail shops to offer a collaborative discount 
to customers in your area. For example, partner with the owners of three 
to five local shops in your neighborhood to promote a one-day sale that’s 
valid at all stores. 


You could say something like, “Your local shops are sticking together to 
encourage the support of small businesses in our community! This 
Saturday only, enjoy 10% off all products in all your favorite local 
boutiques on Main Street.”


Each business can promote the one-day sales event via their social media 
channels, email, and word of mouth. You’ll reach a larger audience, and 
bring in more foot traffic, than you could running the sale alone.

Team up with local shops

Create a local marketing plan 

8

https://apps.shopify.com/product-reviews
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You can reach out to local media outlets and journalists to pitch your 
retail business. However, sending random emails without a strategy could 
lead to no results and wasted time. 


That’s why it’s crucial to create a powerful pitch by including the following 
details

 Your brand stor
 Something newsworthy to grab attention—for example, how you’re 

supporting a local cause and giving back to the communit
 Why it’s timely and relevant—for example, announce a new store 

opening or product launch


Once you’ve created your pitch, target local publications. While pitching 
your business, it’s important to:

 Make a list of specific reporters or bloggers you want to reac
 Personalize your outreach
 Follow up after one to two weeks
 Reach out via different channels (i.e., email and social media) 

Get local media coverage 

This year, bookstores in Vancouver, Canada, teamed up to celebrate Canadian Independent 
Bookstore Day. They printed flyers with a map of all the participating stores and used their 
social channels to promote a competition to win a gift-card prize pack that could be spent 
at any of the stores.
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Invest in business flyers to announce that your lights are on and you’re 
open for business. Send direct-mail flyers to your customer base to let 
them know they can shop in-store. Make people feel confident about their 
decision to shop in person by including details about how you’re keeping 
your staff and customers safe as you re-open.

Send direct-mail flyers 

A surefire way to get the attention of local shoppers is signage. It’s even 
better if it’s in front of your store. Attract customers who are walking or 
driving by your retail store by setting up a sidewalk sign outside your 
shop. 


Include your business name, hours, “We’re open!” and anything else you’d 
like to share to entice people in your neighborhood to come in. For 
example, a limited time deal or a first-time customer special offer could 
help passersby decide to take a peek at what you sell.   

Put up a sidewalk sign
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digital marketing 
tactics

Twenty-nine percent of Gen Z and millennial internet users globally 
discover brands via ads on social media,10 and 26% of the same group 
uses recommendations on social media to find new brands.11


You know digital marketing can help increase sales, but it’s hard to find 
time for it or even to know where to start. 


Thankfully, there are plenty of low-cost, easy-to-learn 
 you can try today. Here are a few to get you started.

Build a digital marketing strategy 

give them 
a reason to visit your store

In our research, we found that 57% of US shoppers discover local  
retailers through social media.12 You probably already know social media 
is an effective channel to build brand awareness. It’s also a great way to 
communicate with your existing and prospective customers to 

. 


Post regular social media updates to:

 Educate shoppers about the benefits of shopping local
 Explain why your products are uniqu
 Share photos and details about new items that are only available 

in-store
 Provide updates about store hours and safety protocol
 Let your followers know you’re available to answer questions via direct 

messages
 Show the behind the scenes of running your busines
 Promote in-store special offers and discounts

Use social media to connect the digital and in-person experience 

Sponsor a local sports team, non-profit fundraiser, or school event to get 
your business name out there. Showcasing your store name on marketing 
materials, signage, and even uniforms means your business will be in 
front of new local customers.

Become a local sponsor 

https://www.shopify.com/retail/retail-digital-marketing-ideas
https://www.shopify.com/retail/retail-digital-marketing-ideas
https://www.shopify.ca/retail/119517891-10-retail-experts-share-their-1-tip-for-marketing-and-growing-your-store
https://www.shopify.ca/retail/119517891-10-retail-experts-share-their-1-tip-for-marketing-and-growing-your-store
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choose to shop local because they want 
to invest in their community.13


Getting customers involved in your marketing activities is win-win. They’ll 
feel accomplished in helping to strengthen the local economy and you’ll 
gain a few brand ambassadors for free. Here are two low cost strategies 
to get you started. 

Thirty-five percent of consumers 

Send a newsletter to your mailing list letting them know you’re open 
for business. Include specific details about store hours and the 
precautions you’re taking to keep your customers and staff safe. 


Ask your subscribers to forward the email campaign to their local 
friends and family to help spread the word about your reopening. 


You can keep it short and sweet and say something like, “We 
appreciate your support and would be so grateful if you could forward 
this email to your local friends and family. Help us spread the word 
about shopping local!” 

Encourage email forwarding 2.

Instagram

User-generated content is content that gets created by customers, 
fans, or influencers and not by a brand. Many retailers work with 
influencers for UGC that gets posted on Instagram. Depending on the 
size of the influencer’s following, you may have to pay them for UGC. 


Or, you could get your customers involved. 


Use this as an opportunity to be transparent. Tell your customers 
you’re leaning on the community to help spread the word about your 
local retail business, then ask them to take pictures and share them 
via social media. This is a great way to involve your community in the 
shop local movement. 


For example, you can ask customers to “Post a photo to  
and tag @yourstorename for a chance to win 20% off your next 
purchase.” 


Create a branded hashtag and add it to your Instagram bio. Hashtags 
are clickable, making them a great way to direct your followers to UGC 
that’s affiliated with a specific hashtag. 

Ask for user-generated content (UGC)

Involve customers in your marketing activities 

https://www.shopify.com/future-of-commerce/2021
https://www.shopify.ca/retail/instagram-for-retail-businesses
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not slashing your profits

In North America, 48.5% of consumers reported that coupons and 
discounts increase their likelihood of making a purchase when they’re 
shopping online.14


Discount promotions are one of the most common approaches for 
increasing retail sales. But before you start marking down all your 
products, make sure you’re .


When done right, retail discounting can benefit your business by

 Attracting new customers who haven’t tried your products befor
 Driving sales quickly and improving cash flo
 Increasing sales revenue and profit
 Re-engaging past customer
 Getting rid of old product


Here are a few retail discount strategies you can try today. 

Run promotional campaigns online and in-store 

Sometimes a discount isn’t enough to attract more interest. Shoppers 
tend to see more benefits in “free” than high quality items at a discounted 
price. BOGO is a proven sales strategy that creates a sense of urgency 
and encourages customers to buy. Why? It’s easier to do the math on 
“free” than it is to work out a percentage.

Offer buy one, get one free (BOGO)

Offering limited time discounts on new arrivals or pre-orders can help 
you sell through some inventory before it’s even on your floor. 


Use this strategy for your entire customer base or pick specific 
segments, such as people who are part of your loyalty program. You 
can also use it to re-engage shoppers who, for example, haven’t made 
a purchase in the last three months. 


You can share early-bird discounts via social media (if you’re not 
focusing on a specific segment) or through email campaigns to 
re-engage past customers. 

Create early-bird discounts on new products or pre-orders

https://www.shopify.com/retail/retail-discounts-with-profits
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Put BOGO into action. If you sell beauty products, maybe there’s a 
scent of lotion that hasn’t been flying off the shelves. If you offer it as 
a free gift with the purchase of a more expensive, more popular face 
wash, you’re moving twice the inventory and getting a higher sale.

Limited time discounts encourage customers to pull the trigger 
quickly. Promos with expiration dates or limitations create a sense  
of urgency, and shoppers won’t want to miss out.


Make the offer available only to the first 10 customers who redeem  
it or include an expiration date. This could be a one-day sale or an 
exact time and date (in the near future) that the offer ends. 


It could look something like this: “This Saturday only, be one of  
the first 10 in-store customers to get 20% off your purchase of $50  
or more.” 

Share time-sensitive discounts

not slashing your profits

According to Shopify research, 45% of US shoppers discover local 
retailers through online advertising.15 But with so many options available 
for social media marketing, it’s important to get the best return for your 
money. In the US and UK, the top channels for clicking on promoted or 
sponsored posts are Instagram (25%), Facebook (22%), and TikTok 22%).16


Discount promotions are one of the most common approaches for 
increasing retail sales. But before you start marking down all your 
products, make sure you’re .


But where do you start?

 Define the audience you want to target with your ad.
 Outline your ad objectives—choose only one goal per ad (i.e., increase 

traffic to a specific landing page or sell more of a certain product)
 Choose your ad format—depending on the social platform, you can 

choose from multi-image or multi-product ads, video ads, offer ads, or 
lead ads.

 Use a strong call to action (CTA)—tell users exactly what action to take 
and how to take it.

Test social media ads

https://www.shopify.com/retail/retail-discounts-with-profits
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Rather than using ads to drive sales, use them to collect email  
addresses. This way, you’ll have the contact information of your 
prospective customers and can continue engaging with them via email 
campaigns. If they click on an ad and don’t take additional action once 
they land on your website, there’s no way for you to keep in touch and 
stay top of mind. 

PRO TIP

local inventory adsGoogle’s  are a great way to advertise products that are 
only sold in-store. You can customize ads for shoppers based on their 
proximity to your store. You’ll be able to show potential customers near 
real-time in-store product availability through a Google-hosted local 
storefront.


Evaluate your inventory when you’re deciding which products to 
advertise. Maybe you have stock that you need to get rid of or maybe 
you’ll want to promote a few of your best sellers to get shoppers in the 
door. 


Just like social media ads, before you invest in Google Ads, it’s important 
to nail down your target audience, objectives, and the action you want 
people to take after seeing the ad.  

Invest in paid advertising on Google 

15

https://support.google.com/google-ads/answer/6190163?hl=en
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How Treehaus appeals  
to their local community 

LOCAL RETAIL IN ACTION:

Treehaus started life as a pop-up shop in a vintage VW bus 
and has grown into a well-loved style hub in Los Angeles’ 
Atwater Village. Treehaus showcases standout small batch, 
local, and independent makers with a focus on socially 
conscious and female designers. 

Michelle Pederson 
Co-Founder, Treehaus

We stay involved in the community, hosting regular art 
openings that benefit local charities and sometimes involve 
other local businesses. We send out emails telling people 
what’s new in the shop, and send special deals. 



We also sent out an email about the economic impact 
supporting local businesses has on the community verses 
supporting large, not local businesses like Amazon: on 
average $0.60 of every dollar spent locally ends up staying in 
the community, whereas most of the money that is spent 
outside the community does not provide any benefits.

Part 1: Attract more local customers

“
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Using digital and local marketing to attract customers may increase your 
foot traffic, but what good is it to your business if in-store shoppers don’t 
convert to paying customers?


In the US and Canada, consumers are most likely to shop local if they’re 
able to interact with and try on products.17


Safety is another incentive to get consumers in store: 44% of UK and US 
consumers are more likely to visit and buy a product in-store if effective 
safety measures are in place.18 This includes better air filtration, limiting 
the number of people in your store, mandatory mask wearing, contactless 
payments, and more. 


Aside from the obvious safety measures, nearly one-third of consumers 
want quicker ways to pay (i.e., self-service and in-app checkout) to justify 
shopping in-store instead of online.19 And around a third of North 
American consumers say options like local delivery, curbside pickup, or 
buy in-store, ship to home would increase their interest in shopping 
local.20


In this section, we’ll go over how you can prioritize health and safety, 
speed up the checkout experience, and create an omnichannel shopping 
experience to increase local sales. 

Sell to local 
customers

PART 2
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In North America, in-store shopping comfort levels vary wildly across  
the population.


The key right now is to do everything you can to make sure customers are 
comfortable while they shop in person. You already know how important 
health and safety is, so make this your main priority as you reopen your 
store.

Improve the in-store experience

How comfortable are you shopping in-store right now?

Somewhat comfortable

Somewhat uncomfortable

Very comfortable

Neutral

Very uncomfortable

This is restricted in my local area

25.4%

23.9%

20.9%

18.3%

10.4%

1.2%

Source: Global Web Index, North America
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Which of these factors would make you more comfortable shopping in-store?

Mandatory mask wearing

Social distancing in-store

Limiting number of people in the store

Provision of hand sanitizer

Air filtration systems

Temperature checks

Contactless payments

Mandatory usage of gloves by staff

None of these

Restrictions on handing merchants (e.g. no trying on clothes)

66.1%

62.2%

57.1%

48.5%

41.2%

33.1%

32.7%

32.3%

14.3%

34.2%

Source: Global Web Index, North America

We’re hopeful that vaccines will let us return to some level of normalcy 
soon. But keeping your staff and customers safe from COVID-19 continues 
to be a major priority. 


Here’s an in-depth look at the factors that contribute to North American 
consumers’ comfort while shopping in-store. 

How to prioritize health and safety 
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 is how you use product displays, store layouts and 
fixtures, and even sound and smell to create the in-store experience for 
your customers in order to drive sales. It’s also a valuable way local stores 
can differentiate themselves from online competitors. 


Eighty-five percent of consumers believe that local retailers provide a 
better store atmosphere than online retailers.21 As a result, 50% of 
merchants say they have improved their store experience to compete 
against online marketplaces.22


Four components of retail merchandising that we’ll review in this guide 
are visual merchandising, product displays, window displays, and cross 
merchandising. 


Let’s dive in. 

Retail merchandising

 refers to anything that can be seen by the 
customer inside and outside a store, with the overall purpose of 
getting customers to make it past your front door and eventually to 
checkout. 


It involves product displays, store design, mannequins, and more to 
help guide customers through your store. 

Visual merchandising

Visual merchandising 

Use retail merchandising to engage customers

Part 2: Sell to local customers

https://www.shopify.ca/retail/retail-merchandising-101
https://www.shopify.ca/retail/10-unique-visual-merchandising-ideas-you-should-steal
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many different 
product display options

Globally, almost half of consumers still prefer to shop in-store, even 
the ones who also engage in online shopping.23


Investing in retail product displays that help guide customers through 
your store is crucial to any retailer’s merchandising strategy—just as 
important as your Instagram feed layout design.


Keeping your product displays and assortment up-to-date encourages 
customers to come back regularly to see what’s new in-store. You can 
keep a calendar to help you stay on track and remind you when to 
switch things up.


Depending on the types of products you sell, there are 
 to choose from. You may use garment racks, 

tables, or wall shelving to display your products. 

Product displays

  is a visual merchandising strategy that involves 
displaying complementary products next to each other. It’s also 
known as secondary product placement. 


Cross merchandising makes the shopping experience more 
convenient for your customers and may inspire ideas or remind them 
of additional items they need. When done effectively, cross 
merchandising can result in both increased sales and 

.


Cross merchandising is one of the best methods retail stores use to 
boost customer experience and increase sales.

Cross merchandising

average order 
value (AOV)

Cross merchandising

Part 2: Sell to local customers

https://www.shopify.ca/retail/retail-product-displays
https://www.shopify.ca/retail/retail-product-displays
https://www.shopify.ca/retail/cross-merchandising
https://www.shopify.ca/retail/post-purchase-upsell
https://www.shopify.ca/retail/post-purchase-upsell
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pop-up store retail window display

highlight your brand’s 
unique personality

Whether you’re a small retailer with a storefront or you’re planning 
your first , your  is one of the most 
powerful weapons in your arsenal of tools to stand out.


Not only are you going head-to-head with other small businesses, 
you’re also competing with big-box retailers and chain stores. A 
unique, compelling retail window display has the power to 
differentiate you from competitors as well as draw in more foot traffic.


Store window displays are your chance to 
 and turn the heads of passersby. The right window 

display design can engage shoppers enough to cause them to stop, 
look back, and walk into your store where you or your floor staff can 
help close the sale.

Window displays 

Spark ideas and impulse buys at checkout 

A customer who makes it to the checkout counter is ready to buy. This 
makes the checkout counter a great place for encouraging customers to 
increase their basket size with impulse purchases. 


The following merchandise makes for great impulse purchases:

 Accessories that add to the main purchas
 Gift card
 Travel-size products
 Seasonal item
 Chapstick or hand lotio
 Sock
 Hair accessories 


It’s key to make sure the impulse items are on brand. For example, if you 
sell shoes, place socks, laces, and shoe cleaner at the checkout counter. 


Increase sales by dedicating space at your checkout counter for items 
shoppers can quickly grab on their way out.

Part 2: Sell to local customers

https://www.shopify.com/retail/119915907-the-ultimate-guide-to-pop-up-shops
https://www.shopify.com/retail/120058947-a-fool-proof-guide-to-creating-window-displays-that-turn-heads-and-drive-foot-traffic
https://www.shopify.com/retail/120059139-the-secret-to-telling-your-brands-story-with-immersive-retail-design
https://www.shopify.com/retail/120059139-the-secret-to-telling-your-brands-story-with-immersive-retail-design
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Turn in-store browsing into online sales

. In many 
cases, customers are interested, but not ready to buy. You can let 
shoppers “sleep on it” by sending them their shopping cart, including the 
items they expressed interest in, via email. This encourages them to buy 
online later with one click.

The typical retail conversion rate for foot traffic is around 20%

 provides an innovative way to use “showrooming” 
to your advantage. Use this feature on your Shopify POS to let your 
customers browse products inside the store and then buy from you 
online if they want to.

Shopify POS Email cart

HOW SHOPIFY CAN HELP

Part 2: Sell to local customers

https://www.getdor.com/blog/2019/12/17/how-to-calculate-and-increase-retail-conversion-rate/
https://help.shopify.com/en/manual/sell-in-person/shopify-pos/order-management/email-cart
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Eevee’s uses its in-store experience 
to create community

LOCAL RETAIL IN ACTION:

Eevee’s was founded by friends with a passion for  
personal electric vehicles (PEVs), which are increasingly  
used for transportation, fitness, and fun. Founder Bradley 
Spence is most inspired by building community as new 
people find PEVs and build new friendships with others  
who share their interest.

Bradley Spence 
Founder, Eevee’s

Our retail space is a place where customers can touch, learn 
about, and test ride electric vehicles. Shopify POS means we 
can design around this experience, processing transactions 
quickly and easily, anywhere in store, with the tap and chip 
card reader.

Part 2: Sell to local customers

“
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Make the retail checkout experience 

faster and easier 

adapt your retail checkout process

Globally, 58% of consumers say they’d rather shop online, compared to 
42% who would rather shop in-store.24 You already know that health and 
safety play a big role in a customer’s decision to choose online shopping 
instead of in-store shopping, but long lines and lengthy wait times at 
checkout are also major reasons that some customers have turned to 
online shopping.


As we mentioned earlier, one-third of consumers in the US and UK 
reported that they’re more likely to visit or buy a product in-store if there 
are quicker ways to pay.25


Aside from being the biggest pain point while shopping in-store, the retail 
checkout experience is also the last touchpoint a shopper has with your 
business before they leave. Giving people a great last impression is 
crucial to gaining loyal customers who come back again and again. 


Not sure how to  to these changes in 
consumer behavior?  		 	 	 		


Here are a few tips to help reduce customer wait time and checkout 
friction to keep shoppers coming back for more. 		

Part 2: Sell to local customers

https://www.shopify.com/retail/trend-watch-the-death-of-the-checkout-line
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contactless payments

contactless card reader

Thirty-seven percent of internet users in the US and UK say they’ve used 
contactless card payments more since the coronavirus outbreak.26 And 
32.7% of consumers in North America say contactless payment options 
make them feel more comfortable shopping in store.27 The demand for 
this method of payment comes from concerns about hygiene (39%), 
wanting a faster checkout experience (35%), and for security (21%).28


In , the customer taps a point-of-sale (POS) device 
with their smartphone or contactless credit card to make a purchase. The 
entire transaction is completed without any physical touch. A PIN is not 
required, and shoppers can check out using their smartphone, 
contactless bank card, or digital wallet.


All you need is a , and all the customer has to do 
is wave their device over it and voilà, the transaction is done. 

Offer contactless payments

Shopify Tap & Chip Card Reader

We wanted to make accepting contactless payments easy for local 
retailers. That’s why we built a fully mobile POS with a bluetooth-enabled 
tap and chip card reader that helps you accept contactless payments 
anywhere in-store or curbside. The  
supports all major credit cards and digital wallets, including Apple Pay 
and Google Pay. And it’s designed with your comfort in mind. You can 
keep it at your checkout counter or take it with you wherever you’re 
selling to accept contactless payments.

HOW SHOPIFY CAN HELP

Part 2: Sell to local customers

https://www.shopify.com/retail/contactless-payments
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gift cards

If a customer isn’t in the market for new products, it’s going to be hard to 
get them to spend money. But you can encourage your community to 
support local businesses by giving them options to support you now, and 
shop later. 


You can do this with . 


Gift cards have become a popular way for loyal customers to support 
local businesses and give gifts to friends and family. 


In addition to selling physical gift cards in-store, you can offer digital gift 
cards that are sent via email and added to digital wallets on smartphones. 
Selling digital gift cards on your website gives recipients ultimate 
flexibility over where they can redeem their gift card, in-store or online. 

Sell omnichannel gift cards

 allows merchants to create digital or paper gift cards and 
email them to customers or print them on the spot. You can also use a 
tool like , which is software that allows you to create, sell, and 
market digital cards.

Shopify POS

Giftfly

HOW SHOPIFY CAN HELP

Part 2: Sell to local customers

https://www.shopify.ca/retail/gift-cards-for-retail
https://www.shopify.ca/pos/features
http://www.giftfly.com/
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Mobile checkout lets you disperse lineups by stationing mobile POS 
systems throughout your store. It also helps employees offer a more 
informed customer experience. Essentially, you or your sales staff are 
equipped with a mobile device that works with your POS app, so checkout 
can happen anywhere in your store. 


You’ll have information about product specs and current stock at your 
fingertips, so you can answer customer questions at checkout time. And 
instead of the customer waiting in line at the checkout counter or seeking 
out different staff to find an item, the dispersed POS approach allows one 
staff member to take customers through their entire retail journey. As a 
happy side effect, they’re also avoiding the frantic energy associated with 
long lineups concentrated in one area of the store.

Provide mobile checkout

During the pandemic, we’ve seen many brick-and-mortar retail 
establishments implement QR codes as a way to offer contactless 
payments. According to our research, 29% of consumers in North 
America have used or scanned a QR code in the last month.29 And 12% of 
North American shoppers say window shopping via QR codes would make 
them more likely to shop with a local retailer.30

Allow window shopping purchases via QR codes

Shopify POSWith mobile-based point-of-sale systems like , it’s now 
possible to arm every retail employee with the power to check out 
customers anywhere in your store. Mobile software can transform 
smartphones and tablets into a POS, which means there’s no need for a 
stationary checkout area.

HOW SHOPIFY CAN HELP

Part 2: Sell to local customers

http://www.shopify.com/pos/
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Click and collect

Use QR codes to attract people walking by to your online store so they 
get an idea of what’s in-store! You can display QR codes in store windows 
or throughout your store to encourage customers to shop online first and 
then click and collect.  lets customers buy online and 
then collect their order in-store.


The use of QR codes makes the retail checkout disappear completely and 
mobile shopping is even easier. Shoppers can use their smartphones to 
scan a code and complete their purchase online via their mobile devices. 

, Shopify’s QR code app, lets you generate QR codes within 
your Shopify store. We’ve made it easier for you to display QR codes in 
your retail store so customers can quickly purchase or learn more about a 
product wherever they find a Shopcode offline. The Shopcodes app is 
free for all Shopify merchants. You can install it through the 

 to start generating and using Shopcodes today.

Shopcodes

Shopify App 
Store

HOW SHOPIFY CAN HELP
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https://www.shopify.com/retail/click-and-collect-reduce-retail-returns-and-increase-foot-traffic-with-in-store-pickup-options
https://www.shopify.com/blog/shopcodes-announcement
https://apps.shopify.com/shopcodes
https://apps.shopify.com/shopcodes
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Omnichannel retailing

Creating an outstanding in-store experience is just one piece of the 
puzzle. If you also have an ecommerce website, improving the online 
shopping experience is just as important.


 is a fully integrated approach to commerce, 
providing shoppers a unified experience across all channels or 
touchpoints. It goes beyond brick-and-mortar locations to 
mobile-browsing, online marketplaces, social media, and wherever your 
customers discover brands online. 


In North America, the top online purchase drivers are free delivery 
(69.1%), coupons and discounts (48.5%), easy returns policy (40.6%), 
reviews from other customers (39.3%), loyalty points (35.9%), and a quick 
and easy checkout process (34.8%).31

Create an omnichannel shopping experience

When shopping online, which of these features would most increase your 
likelihood of buying a product?

Free delivery

Coupons and discounts

Easy returns policy

Reviews from other customers

Loyalty points

Quick / easy online checkout process

69.1%

48.5%

40.6%

39.3%

35.9%

34.8%

Next day delivery 30.8%

Source: Global Web Index, North America

Part 2: Sell to local customers

https://www.shopify.com/retail/omnichannel-trends


connect with mobile customers

Almost half of consumers in North America now buy through their mobile 
devices. If you ignore this growing audience, you risk missing out on 
almost 50% of sales—more if you’re selling to a younger audience.32


Adopt a mobile-first approach to your ecommerce website so you can 
. To do this, you’ll need to consider how 

different the experiences are on a desktop computer versus a mobile 
device.


Here are a few things to look at for mobile optimization

 Website layou
 Page desig
 Font style and siz
 Button size, placement, and copy


And as we mentioned earlier, mobile checkout, contactless payments, 
and QR codes are also great ways to let your customers shop and pay 
from their mobile devices.   

Optimize your site for mobile devices

website 
templates
Save time and money with Shopify’s mobile friendly ecommerce 

. We’ve built a great selection of responsive themes that are 
optimized for every possible layout and screen resolution. You’ll never 
have to worry about redesigning your website for every device or screen 
size. Whether your customers view your site from a tablet, smartphone, 
desktop, or laptop, your website displays perfectly—exactly as it should.

HOW SHOPIFY CAN HELP

We’ve already gone over how you can boost the in-store shopping 
experience. Now we’ll look at how you can optimize the online experience 
to give local customers a consistent experience across all channels.

31
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https://www.shopify.ca/retail/stores-mobile-presence
https://themes.shopify.com/templates/responsive
https://themes.shopify.com/templates/responsive
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 are now spent online by the average US adult.33 
This is up from a pre-pandemic record of twelve and a half hours a day.


As people spend more time online, they’ve grown to expect more from 
businesses, including a consistent customer support experience across 
all platforms. It’s also a way for local retailers to differentiate themselves: 
53% of Canadians and 42% of US consumers see customer service as an 
important factor in choosing to shop local over buying from an online 
retailer.34


To successfully build lasting relationships with your customers, it’s crucial 
to deliver a steady customer service experience via email, phone, live 
chat, social media, your website, and your store.


Here are two examples

 Direct messages (DM) via social media. If a customer leaves a 
comment on one of your Instagram posts asking for more information 
about your products, respond directly in the comments section or 
send them a DM to answer their questions. You can also provide your 
business email address and let them know they can email you if they 
prefer.

 Live chat on your website. Live chat is a great way to engage with site 
visitors while they’re browsing. It’s also helpful for customers who 
want to buy online and pick up in store. You’ll be available to answer 
questions quickly while they’re shopping online, and this can improve 
customer experience and conversion rates. 

 to discover live chat plugins that you can easily add to your 
online store.

Roughly 16 hours a day

Visit the Shopify App 
Store

Streamline customer service across all channels

Part 2: Sell to local customers

https://www.wsj.com/articles/how-covid-19-has-transformed-the-amount-of-time-we-spend-online-01596818846
https://apps.shopify.com/search?q=live+chat
https://apps.shopify.com/search?q=live+chat
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, which you may also know as social shopping, allows 
customers to make purchases directly through social media channels. 
Facebook, Instagram, and TikTok are the most popular social media apps 
that allow brands to sell directly through their platforms.


Our research shows in the US and UK 25% of Instagram users, 22% of 
Facebook users, and 22% of TikTok users have clicked on a sponsored or 
promoted post in the last month.35 Also, 27% of internet users use social 
media to find products to purchase, and 23% of internet users use social 
media to get updates or see content from their favorite brands.36		


Not sure how to implement social commerce for your local retail 
business? Here are some of the most popular social commerce features 
across the big social media networks.

Social commerce

Sell on social channels

Part 2: Sell to local customers
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One of the first and most popular ways to transform social media into 
a sales channel is the “Shop now” button. You can find one of these on 
most of the big social networks, including Facebook, Twitter, 
Instagram, and Pinterest.


The “Shop now” button serves as a call to action (CTA) on your social 
media ads or posts, and you can use it to link users to your website to 
complete the sale. 

Add “Shop” buttons to your social media posts

Part 2: Sell to local customers
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Instagram business account set up 
Instagram Shopping

Shoppable posts and Stories allow brands and users to tag specific 
products. 


As long as you have an , you can 
. It lets you tag product pages in your posts so 

your followers can simply tap the photo and then click on the product 
tag to shop online. Allowing customers to view products in one click 
can help increase your online conversion rates. 

Make Instagram posts and Stories shoppable

set up Instagram shopping

start tagging products

We’ve made it easy for Shopify merchants to . 
Once you’ve connected your Shopify store to your Instagram business 
profile and you’ve added your Facebook product catalog, you’re all set to 

 in your posts. Happy social selling!

HOW SHOPIFY CAN HELP
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https://www.shopify.ca/retail/instagram-for-retail-businesses
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US and Canadian consumers highlight home delivery as one of the top 
reasons they’d consider shopping locally.37


Increase sales and overall customer satisfaction by offering more choices 
for order fulfillment. With options like buy online, pick up in-store, or local 
delivery, customers will experience shorter wait times and they’ll 
remember the instant gratification they felt while shopping local. 

Give customers more delivery and pickup options

buy online, pick up in-store (BOPIS)

omnichannel retail 
experience

You may also know  as click and 
collect, curbside pickup, and ROPIS (reserve online, pick up in-store). The 
BOPIS order fulfillment strategy lets customers shop from the comfort of 
their home and go to your store or pickup location once the order is 
ready. Shoppers don’t have to deal with shipping costs, long delivery 
timelines, and shipping back items that don’t fit or meet their 
expectations. 


Buy online, pick up in-store also drives in-store foot traffic, and in many 
cases, customers may purchase an additional item while they’re visiting 
the store.


This strategy is great for retailers who have both a brick-and-mortar store 
and an ecommerce website. It lets you create an 

 by merging online and in-store shopping. 

Buy online, pick up in-store (BOPIS)

Buy in-store, ship to customer

Nothing is worse than having a customer who’s ready to buy when you 
don’t have the items on hand in your store. In many cases you might have 
the item available online or at another store location. 


 allows you to sell inventory from multiple 
locations and quickly deliver orders to customers. If the products aren’t 
available at the store where the customer is shopping, you can ship 
merchandise from your warehouse or another retail location. It’s also the 
perfect solution for showrooms or businesses that offer customizable 
goods.

Offer buy in-store, ship to customer

Part 2: Sell to local customers

https://www.shopify.com/retail/bopis
https://www.shopify.ca/retail/omnichannel-trends
https://www.shopify.ca/retail/omnichannel-trends
https://youtu.be/rSmrvxiA4UI
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Shopify POSSo much time can be wasted trying to track down an item.  
connects your online and in-store inventory, so you can easily make the 
sale and ship items directly to the customer from wherever you have it in 
stock. At checkout, the shipping costs are automatically calculated, so 
you don’t ever have to worry about over- or undercharging for shipping. 

HOW SHOPIFY CAN HELP

Appointment shopping has become a popular practice for many retailers 
to mitigate crowded stores and maintain social distancing measures. It’s 
also a great way to build connections with your customers. According to 
our research, 18% of internet users in the US and UK say a more 
personalized experience would persuade them to return to stores.38


Here we’ll look at a few ways you can safely implement appointment 
shopping at your retail store.

In-store appointments are an opportunity to offer personal shopping 
services that ecommerce giants like Amazon can’t beat. You can create an 
appointment shopping calendar and let customers book an available time 
slot to shop your store in person.


Typically, appointments are made online through a booking system, but 
some retailers offer call-ahead appointment scheduling as well. 

Schedule in-store appointments 

Provide appointment shopping 

Part 2: Sell to local customers
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Virtual appointments are another way to bridge the online and offline 
shopping experience. You can schedule Zoom appointments to show new 
arrivals to loyal customers. Explain the details, materials, and benefits of 
each product to create an experience similar to shopping in-store. 


With virtual appointments, you can also let your customers choose their 
preferred order fulfillment option. For example, they could buy online, 
pick up in-store or opt for local delivery.

Set up virtual appointments

virtual reality tools

virtual fitting rooms

Retailers are experimenting more with  that allow 
shoppers to try products like apparel, jewelry, and makeup from the 
comfort of their home. While social distancing rules are still in place, 

 are beneficial to customers and retailers. There’s 
lower risk of exposure to COVID-19, and getting fitted from home is more 
convenient. 

Try virtual fitting rooms 

You can choose to let customers shop solo or create a specific itinerary 
for each appointment based on customer needs

 Solo appointments let customers browse your store as they usually 
would without worrying about bumping into other customers. And 
because of the reduced occupancy in the store, customers have 
quicker access to store associates

 Itinerary appointments are more structured and typically dictated by 
customer interests, needs, or objectives. For example, a beauty 
company that offers product education and trials for curious 
customers. 

Part 2: Sell to local customers
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is five to 25 times more expensive than keeping 
an existing one
Gaining a new customer

. 


Knowing how consumers discover and research local businesses and 
what drives them to buy is important, but gaining local customers’ loyalty 
and turning them into brand advocates is crucial for sustainable business 
growth. 


Creating loyalty programs, building community, and offering a unique 
experience are all ways to boost customer retention. 


Here we’ll take a deeper look at the various drivers that can help you build 
solid brand-consumer relationships that keep shoppers coming back.

Keep local 
customers

PART 3

https://www.shopify.com/retail/customer-retention-retail
https://www.shopify.com/retail/customer-retention-retail
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Loyalty programs

crafting your loyalty program

When asked to describe their relationship with brands, 51.4% of 
consumers in North America reported they use loyalty programs.39


A successful loyalty program can lead to more customer referrals. In fact, 
41% of internet users globally reported that rewards are one of the top 
motivators for brand advocacy.40


 can include points and rewards that a customer earns 
after reaching a certain spending threshold. These programs are also 
used to notify loyal customers of exclusive special offers. 


The most important factors to consider when crafting a loyalty program 
are the medium you’ll use, the types of rewards you’ll offer, and how you’ll 
personalize rewards to each customer. 


Follow these steps to get started with .

 Use a loyalty app to reward customers wherever they shop with you, 
online or in-store, to show them their business is valued and you know 
them

 Offer points when customers spend money and when they engage 
with your brand

 Reward customers with loyalty points when they submit reviews and 
testimonials.

 Use rewards points to incentivize referrals to family and friends
 Offer incremental rewards to encourage increased spending
 Consider rewarding with experiences or charity donations in place of 

discounts or free product
 Use previous buying behaviour to personalize the rewards you offer 

your customers.

Create a loyalty program

https://www.shopify.ca/retail/tap-into-these-key-customer-triggers-to-optimize-your-retail-loyalty-program
https://www.shopify.ca/retail/how-to-create-a-retail-loyalty-program
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Shopify App Store

POS

Every business is unique, and your loyalty and rewards program should 
reflect your brand values and the experience you want to create. Through 
the  you can find the right solution for your business 
instead of a one-size-fits-all solution. These loyalty apps integrate with 
your online store and  so you can reward customers wherever they 
shop with you. 

HOW SHOPIFY CAN HELP

As we mentioned earlier, it’s always essential to ask for feedback from 
your customers. In fact, 44% of internet users globally reported they want 
brands to listen to customer feedback.41 You can use customer feedback 
to inform your product assortment, marketing strategy, branding, pricing, 
and many other aspects of your business.


Giving customers the option to voice their opinions through reviews, 
surveys, and open-ended feedback does more than just provide you with 
actionable insights. It also makes customers feel as though their voices 
are heard and appreciated.


When you ask for feedback, make sure to give customers enough time to 
use the product. If you ask them too soon, they may forget to come back 
to it. And if you ask too late, the purchase may no longer be top of mind.

Encourage customer feedback and reviews 

Part 3: Keep local customers
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Globally, 18% of internet users want brands to run communities and 23% 
of consumers reported that the feeling of taking part and being involved 
with a business motivates them to be brand advocates.42


Add links to your social profiles via your website and in emails to make it 
easier for your customers to find and connect with your business.


After you get your customers to follow you, it’s important to engage and 
encourage them to spread the word about your retail business. 


Create easy ways for them to share their purchases on social media with 
pre-populated social posts and a “click-to-share” function in your email 
receipts. Provide a branded hashtag to track the conversation and keep it 
in a centralized location. 

Build a social community

Experiences

31% of internet users globally want businesses to support local suppliers, 
and pop-up events are a great way to do this. You can use events to 
showcase local brands, reach a larger audience, and build community.43


Current social distancing measures mean now’s the time to get creative 
and move your in-person events online. Enter virtual pop-up shops. 


Producing a virtual pop-up event doesn’t have to be a huge undertaking. 
You can start by:

 Rounding up a handful of local retailers or brands to collaborate with 
you on the event.

 Picking a date and time to hold the virtual event via Zoom or your 
preferred video chat service. One of Shopify merchants’ favorite apps 
is —it lets you host physical and virtual events through 
your Shopify online store

 Creating digital assets that you and each participating brand can 
share via email and social media to promote the event

 Asking consumers who would like to attend to sign up via an email 
form (this way you can send them a link to join the event)

 On the day of the event, giving each brand the opportunity to share 
information about their business and where shoppers can find them 
online or in person.

Host online events

Part 3: Keep local customers
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Attendees won’t be able to make a purchase on the spot, but by 
collaborating with other local businesses to spread the word about your 
virtual pop-up, you’ll all reach a wider audience (and grow your email list). 
Then you can follow up via email with shoppers who attended the event 
and provide links to each of the participating brands’ websites. 

 is an essential part of any retailer’s 
marketing and customer retention strategy. Building relationships with 
your existing customers is a cost-effective way to boost sales, and 
compelling post-purchase communication contributes to higher 
customer retention rates. 


Capture your customers’ email addresses when they make purchases, and 
use this medium to communicate with them afterward. 


Make sure the email content itself is relevant to the customer and to their 
purchase. You can use it as a cross-sell and , or as a 
way to explain how to make the most of their new products.


Sharing helpful information is also one of the top motivations for brand 
advocacy—globally, 32% of internet users reported they are more likely to 
promote their favorite brand online when something is relevant to their 
own interests.44


For example, if you sell yoga pants, this could be a free guide to yoga 
poses that you can do at your desk while working from home. In the same 
email, feature two to three complementary products, like a sports bra or a 
yoga top, to encourage repeat purchases.

Post-purchase communication

upsell opportunity

Continue the conversation post-purchase 

Part 3: Keep local customers
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Shopify Email

Your relationships with customers start after checkout. So we built an 
email marketing tool to help you stay connected during the entire buying 
journey. From templates to tracking,  gives you the tools to 
build lasting customer relationships. And with no experience needed, 
you’ll look like an expert right from the start.

HOW SHOPIFY CAN HELP

44
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How SculptHouse uses data to turn 
buyers into brand advocates

LOCAL RETAIL IN ACTION:

SculptHouse is a low-impact, high-intensity fitness studio 
and athleisure boutique based in Atlanta. 


When gyms closed in 2020, it was still able to grow its overall 
retail sales by 37% by staying connected to its customers 
with curbside pickup and its online presence. Since 
reopening, it has used customer reports to thank its best 
customers and also to re-target those who haven’t shopped 
with SculptHouse in a while.

Katherine Mason 
Founder & CEO, Sculpthouse

Shopify has made it so much easier for our business to 
attract and retain a frequent customer base through the 
platform’s reporting capabilities. All of the reports are 
extremely easy to pull and analyze. You can tell they were 
created with small business owners in mind, and you don’t 
need a finance degree to be able to read them and make 
smart business decisions.



We currently use reporting to track sales goals and also 
show the patterns of our loyal customers, top buyers, and 
non-returners. This information helps us better target these 
different audiences with customized marketing strategies. 
Shopify also makes it easy to retain up-to-date customer 
contact information.

“
45
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Navigating local 
retail now and 
into the future 

Now that you know the demand for shopping locally is working in your 
favor, it’s time to put some of these strategies into action.


Reopening your store and meeting the needs of consumers today 
requires flexibility, testing, and creating an experience that differentiates 
your business from larger competitors. It also involves making safety and 
customer comfort your top priority.


To recap, you can prepare to welcome shoppers back into your store by

 Helping people find you onlin
 Making the in-store shopping and checkout experience faster and 

safe
 Offering more order fulfillment options


Use the recommendations we’ve provided to turn local shoppers into 
loyal customers.


If you need help with your omnichannel sales strategy, we’re here to help 
you keep your lights on. We want you to make the most of this new 
opportunity to reach more local customers. Contact us anytime, and we’ll 
get back to you within 24 hours to help you prepare your business for this 
new retail landscape.
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Unify your in-store and  
online business with Shopify to 
streamline operations, make 
more sales, and keep customers 
coming back.

Start free trial

https://shopify.com/pos
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