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Rural Shops IACS local shops

There are 17,261 rural convenience
stores in mainland UK

Rural convenience ]38 OOO &

stores in mainland UK ,Obs
provide over

Over the last year,

rural convenience g ] 9 5 m INn their
stores have invested busines

Achieved £]5.8bn Contributed 2305bn
in sales
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What'’s In Store

73% 48%

Bill payment Free to use
services cash machines

Click and Local grocery
collect service delivery
(e.g Collect Plus)

10%

Dry cleaning

IA&

the voice of
local shops

Cash

09,0
DEBIT
Debit card .
CREDIT
Credit card [}
S

Contactless and
mobile payment

Card not present
transactions




Who We Serve

Customer's relationship with convenience store colleagues

>
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]7% of customers

know the people running
and working in their local
shop very well

\o\e

32% of customers

know the people running
and working in their local
shop quite well

33% of customers

don’t know the people
running and working in
their local shop well,
but will occasionally
have a conversation

\o\e

]8% of customers

don’t know the people
running and working

in their local shop and
don't interact with them

the voice of
local shops

ACS

How customers get to store

4L3% 1%

Drive Public transport

The average rural customer :! 5 .
D z times per week
visits their local store °

The
average
spend is

8.

Source: Lumina CTP 2021
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Isolated store No other retail/service businesses close by
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Located on a small parade Up to five retail/service businesses close by
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Located on a larger parade or village centre More than five retail/service businesses close by
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if their local shop was no longer there, More than
customers would have to travel: 5% miles 5% miles
—— 2-3 miles
~ T About a mile
.-"'"- ‘“‘u& Lexs than
i A a mile
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Most positive impact on the local area

ACS'local shop

- an

1. Convenience stores 2. Pharmacies 3. Post offices

O of independent retailers engaged in
some form of community activity
O in the past year




[\CS the voice of
7 local shops

Everyone Welcome Guide

* Brand benefits
=  Community reputation

" Better customer experience (as
standard)

* Financial benefits
= Limited financial outlay ACS best practice

- ACCQSSing a growing market (an Everyone welcome: how to make
aCCGSSibility bOHUS) your store inclusive for all

* Legal benefits
" Equality Act 2010




Equality Act 2010

The &

10

th i f
/\CS Ioga\((;'l::c?p(;
Direct & indirect discrimination

An anticipatory duty on businesses

Service providers must make
‘reasonable adjustments’ to
premises and procedures that place
a disabled person at a ‘significant
disadvantage’

What is reasonable? Cost,
practicability, effectiveness,
disruption, resources available.



Supporting Customers

* General principles
* Communicating with customers

* Sight loss

* Hearing loss

* Learning disabilities

* Wheelchair users

* Sticks and walking frames
* Disfigurement

* More help for customers...

ACS

the voice of
local shops




Supporting customers
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Accormmmodating the neech of cuntormers does Not necesusrdy neod to be an

o While and

boga ae

marry
of the tips cutfined in tha guide do not reguire any Nwvestrment but can stll have &
Pupe Fopect I ERErOVING yOUr Cuntomers’ soReriences.

Tha funtraticon seta out 3ome of the ™ain sreas that a corveniencs store oould

addres: 10 3UPPOrt and with

Wil be onbrm

You can dowrdoad a larper verson of this viore map here: accong wk advice

Lighting

Craure srerances are well-It and thet Sghting
throughowt the o i conattent and naturel

whers Doasicle Mrwmaes shadows, glares and

Pociz of Bpht and avoed sxcumsrve Mghting which
= caune seracry cverioad This wil meduce the
halenges fcr pecrie whe have chalenges with
Perception wch ax Peapi bVog with decertia

Move to the front of high counters

# you nesd 5o wpeak With somecns e wheslchar
for more Shan & few moments. £ ik scdviuatle 2o
morve 10 the hont of ary high cocrters in-mione

—_— >

’

Lower counters

Lowar counters witl afiow you 50 3erve CuMSmme
“uNG whesthairs mors smtly.

Making payment simple

1 the cuatormer ety hoe mceh Shasr Sems
Cont and ask the Custimer Sow they want to Dy
Rarmssmityar 15 tefl the Customrers about army offers
or special promotions.

it & ciatomer sees 50 De wrugoing to count oot
Thetr Toney, YO T hels thern Ly counting Sheer
Chanpe cut With them [t can alec be belptut 1o
have & con recogretion chart nest to the tl
Mave cand machines that the custcmer can Sick
uR 30 that ¥ neceasary they can hold it close to
soe the numMSers s thay entor Shelr PIN

Some cusiomens may Brugcle 1D rermermiber
ther PIN. You can heip by ofering paymment by
chip and Npnature or Seowid ing & comtactiess
Payrent option Maks wure your camtomens
koow you have thews cpticns

Seating

Pacois Wwha cus waldng sics may find it hard 1o
wme ther harcds when stanchng uf for exencie to
court Dot money. Offer & 3eat if you Can and oer
10 open door. ¥ & cuntomer has cEScUty walkng
De crepared to offor 4 More Deraona ec service.
Firet a place for Hhe cuntcmer 30 32 down and bring
Scods drmctly to Them. Some cutOmers With non-
vizithe condBons, Sch s CEmentis O arcoety,

ey slac apErecists hevng seating wvadalie t=
Tww tham & mament 5o reat.

Which of theae cen
you implement N your own storne? Rememer Shat 12 s not & definitve ket ancd

-

<>

Quiet spaces

Thamh about Provicing a guset
Epace in the store With & chalr
whare pecgie can take teme 1o
et o thery Poed o ¥ your wcre
hae & Poat Otfice or o than
one checkout, comucier making
ore moess relcoed for those that
MIght noec mare Srme

Mirrosrs
Changes = percopton mman that scme
peapis with dementa can be corfussd ar
daonertated Dy mircors, 30 think about
ther size and postion n the =ore.

Open heavy doors

Ofter 10 cper hewvy doors Aor cmiamens Wwho was
sticks, crutches. walldng frarmes or whasichalrs

Guide dogs / assistance do

The custorme: mmay hewe & guc or mastance dog
Fermerber thate srv work 1g 300t ans 1thaedd not
be Deated &2 3 pel Somak SO fhe CustoImer Tather

than makorg & fuss of the dog

Remove obstructions
Try o dsep sl free from cbetackes and arsurs hemitoe does |
ot Teatrict accwet. This Wil act Cotnmerns” navipation i-atorm

Buch a3 Shoee wRing Wheslichars Of SSO0%ers and peopie Whe
Sarse AMoUty walaing

Tollets
For some pecsie. it can be important to plen outings arcond
where they can scoeas sofets. D your Sclets are cleardy
Npned, aithou: reatricted access, and have slarm code. Toset
smats ot are Of & Coriranting colour 10 the rext of the toéet arw
e 55 s I somECTe e vELd o Derception dficaties.

O wgrnape Wil el all your CuUTIImers nadgsts
arcund your store Dut rmake = big cffersncs 1o thoael
whn derentia Drsurs clear Ronape 5o and Stoon
siore aciten, Including tofets. ssfts and Ceymens
Poenia. Maeke wre Sonage = ot loast 40 point stoe
thers & = 9ood confrast Betwesn the words and the
backgrouns and torad er LG (Mage oh zouks
heis £ scmecne torpets what an object & caled

/QS

Dementia

Cumtormers may become datrested and not
know whers they ae or wivy, %or excarmgie thooe
wih demente Restsure them anc altw Sem

to ¥t down nmewhers Guet Tell the custormer
whare they are and sak # they know what thay

want. Peopie with dyslecis Or sutium. may Aso

regure gukcance.

Assisting customers
with sight loss

Axk the cusomer how you can help
Rememter 15 tak and weak chmarty

Otter o arm 5o Puade The customer 50 thes
recusstacs location n-stors

Melping wheelchair users

At learicg on & whoakhatr Ths = the
squvmlent of leaning OF hanging SO @ PerEcn
Remamiber o speak to the wheakhair uaer, not
ther companion uniess NaTuctsd otrerwas

A whesichair b 8 user's perzonal space. Never
Push & wheelchar withcut the UNr's Conuent.
or mose cruAches. canes or walking frames
wahout the ussr's cormmt

Accessibility / ramps

Your stoms should be Nully acoesitiie for pecsie
Wwho use 3 whoalchalr or scooter. Try 2o rmasks
YOur Dremeses e free Or accessitie by wMng
permarent or portable ramgs Deep-pie cwpets
or rugs can alsc be Darmers o acTmes

Ceher ways 1o sarve Customers who cannct g
TR your shop nchude

Serving the customer ootude £ & ia a wmal e |
Zhop for the cumomer and Bring 9oods oot

to themm

Roguier costomm s couls call yoo with & txt of
what they mant and have ther shoppng ready

for them to ok uD et

Flooring

Changes n Socr Surfaces CAN TEINS OTTE
corfuncon e pecsie with perceptusl proboierms
Whers passitsls avsid reSectve Boorng which cen
ook liee water, and Cattermed SOCrng , wihich rmany
be percarved as otntackes Diack rmats m front of &
doce can ressmisie a hole which can cause Gtweas
2D avols wming whers poaubhie or anmure She mat i
the marme color me the rest of The Nloor. Wineo the
Hoor = Black, a colowed rug/rurne:s can be Seiphud

Noise

Think about tha nght volume for musc you e
playing, and whether 1o wary Shis et cifferent
Emas to refiect Atferant customer proftes
durng the day



Dementia

people with
dementia

1 i -

s o " S | . b
live |n the communlty

Source: The © of deme| n England, Wittenberg et al, 2019

of people with
80% dementia

listed shopping as their favourite activity

A& the voice of
7 local shops

There are 900,000 people in
the UK with dementia

Dementia is not just about
losing your memory

It is possible to live well with
dementia

25,000 Dementia Friends
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Which of the following best describes your position on store accessibility?
60%

50%

78%
of retailers surveyed have assessed
the accessibility of their store

40%

30%

20%

10%

o]

| have assessed my store, no | have assessed my store and | know my store could be more | know my store could be more

0%

accessibility changes were made accessibility accessible, but the necessary accessible, but the necessary
needed improvements changes are too expensive changes are impractical for my
store

Base: 1,100 (Feb 2022)
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* Capital allowances allow businesses to claim eligible
expenditure against taxable profits

For

Annual Investment plant and machinery, integral features and fittings 100%
Allowance

Structures & Buildings new building construction and renovation costs 3%
Allowance

* Key accessibility improvements are excluded from
capital allowances (e.g. wheelchair ramps)


https://www.gov.uk/capital-allowances/what-you-can-claim-on
https://www.gov.uk/guidance/claiming-capital-allowances-for-structures-and-buildings

Supporting All Customers

steve.dowling@acs.orqg.uk
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