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Where Sales Really Begin01

Human Resource (HR) plays a role in sales success.

HR isn’t just filling vacancies—it’s crafting the frontline team that meets 
your customers. By collaborating with store managers and sales leaders, 
HR can pinpoint the exact traits and skills each channel needs. Whether it’s 
a consultative expert in a flagship electronics boutique or a quick-service 
pro in a bustling hypermarket, HR’s thoughtful hiring decisions translate 
directly into better conversions, stronger customer relationships, and a 
more motivated workforce.

Most sales strategies focus on products, pricing, and 
promotions. But here's the classic question asked 
time and again:

Are we hiring the right people for the right place at 
the right time?

In retail, the person standing at the counter is as 
important as the product on the shelf. And not all 
salespeople fit all stores equally well.

At one upscale electronics outlet, we saw associates 
fluent in jargon but tone‑deaf to shopper profiles. 
Impressions were high, but conversion lagged. 
Conversely, at a value‑led hypermarket, a storytelling 
approach by a subcontinent‑fluent promoter 
improved the relationship.
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The People–Place Matrix02 Different retail formats 
attract different types of 
customers, and naturally, 
they call for different kinds 
of store staff. 

Different retail formats attract different types of customers, 
and naturally, they call for different kinds of store staff.  
When business and HR teams align on this, hiring becomes 
sharper, training becomes more relevant, and the chances of 
success rise significantly.

Think of a salesperson in a multi-brand electronics store — 
they need to be persuasive, competitive, and ready to pitch 
across categories. In a hypermarket, speed and hustle matter 
more than deep product knowledge. A brand store needs 
someone who’s not just informed but deeply aligned with 
the brand. And in an independent appliance store? You need 
someone who can troubleshoot technical issues and guide 
the customer through nuanced decision-making.

Competitive product 
knowledge, Persuasive 
Communication

Competitive product 
knowledge, Persuasive 
Communication

Proactive engagement, 
Quick and effective 
(hustler)

Relationship 
Building ,Technical 
Troubleshooting

Service Plan Expertise, 
Cross- selling and 
Upselling

Sales Conversion rate

Average Transaction Value

Competitive Benchmarking

Customer Dwell Time

Brand Engagement Metrics

Referral clients

Promotional Effectiveness

Share of Shelf

Proactive Engagement Score

Loyalty score

Customer referral rate

Sales incentive scheme

Revenue Per promoter 

Cross-selling Revenue

Multi-Brand 
Electronics Store

Brand Exclusive 
Stores

Hypermarkets and 
Supermarkets

Independent 
Appliance Stores

Telecom Operator 
Store

KEY CHANNEL

Legend:

TYPE OF TEAM

KEY METRICS
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Channel-Specific KPIs03
Sales KPIs are not universal. The expectations from a 
salesperson at a luxury brand store are very different 
from those at a hypermarket or a multi-brand outlet. Yet 
too often, companies use generic metrics, missing the 
nuance and leaving performance untapped.

Customer Expectation: 

In-depth consultation, brand experience

Key KPIs:

◊	 Demo-to-conversion ratio
◊	 Customer satisfaction / NPS
◊	 Attachment rate (accessories / warranty upsell)

Customer Expectation: 

Speed, value, ease

Key KPIs:

◊	 Footfall engagement rate
◊	 Units per transaction
◊	 Stock rotation velocity

Customer Expectation: 

Choice, comparison, smart recommendation

Key KPIs:

◊	 Cross-brand recommendation rate
◊	 Conversion per lead engaged
◊	 Basket value uplift vs. floor average

“Fast feet and 
faster checkouts 

- that’s what wins 
here.”

“It’s a chessboard, 
not a racetrack.  

Product knowledge 
+ persuasion = 

conversion.”

Let’s decode this with three Fast-Moving Consumer 
Durables (FMCD) channel examples:

(like Samsung Experience Center)

(like Carrefour Electronics)

(like Sharaf DG, Plug Ins)

One Size Doesn’t Sell All

Brand Store

Hypermarket

Multi-Brand Store

“It’s not about 
volume-it’s 

about depth and 
experience.”

KPIs must match the context. The right 
people measured the right way, in the right 
place. That’s retail alchemy.

Of course, format isn’t the only factor that shapes 
sales performance. Geography and demographics 
often make just as much of a difference. The same 
hypermarket in two different neighborhoods may 
need completely different types of salespeople. 
Let’s explore why.
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Every retail location is shaped by its geography and, more 
importantly, by the kind of customer it attracts. 

Think of it this way, the same brand might be sold at three 
different stores. But the kind of person who walks in? Completely 
different. How they decide. What they ask. The language they ask 
it in. All of it varies, and your in-store team needs to match that. 

Here are three real-world examples that show how geography, 
customer profile, and smart hiring work together:

Matching your in-store staff to your store’s customer profile is 
not just good retail sense. It’s a performance multiplier. When 
your staff speaks the same language, literally and culturally, 
they build trust faster. They convert better. They stay longer. 
They earn more. 

Understanding the science of who fits where can make 
a meaningful difference on the ground — for the brand, 
for the store, and for the salesperson.

The Locale Layer04

This store is best staffed with associates from the subcontinent 
who speak native languages and are natural storytellers. The 
typical shopper here is a value-conscious buyer, often focused 
on product durability. That’s why sales associates with strong 
storytelling skills — especially around product longevity and 
practicality — tend to connect better and convert more.

This one is ideal for fluent English speakers who can relate to 
a Western expat clientele. Shoppers here are often seeking 
familiar international brands they trust from back home, and 
they’re less price sensitive.

Associates who can speak the language (literally and culturally) 
create a smoother, more premium experience.

Arabic-speaking staff are a must here, especially Saudi nationals 
as per regulation. But the store mix leans heavily towards 
international brands, attracting both local and expat shoppers. 
That means associates need to be bilingual, culturally aware, 
and able to bridge both worlds seamlessly — delivering comfort 
and credibility.

Lulu Hypermarket, Al-Nahda, Dubai

Waitrose or Virgin Megastore, Marina Mall, Dubai

Nakheel Mall, Riyadh

Riyadh

SAUDI ARABIA

UAE

Dubai
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At Channelplay, we say:

Store Location

+

+

+

Person Behind Counter

Customer Profile

Better Sales

KPI Channel Fit 

When the person at the counter doesn’t match the needs 
of the store, small problems start adding up — customer 
dissatisfaction, demotivated staff, higher attrition. But when 
the match is right, the entire store feels different — smoother, 
more engaging, and more productive.

Customers feel 
disconnected

Staff don’t hit targets 
> morale dips

More attrition, more 
hiring cycles

Brand experience 
breaks down

Higher  
conversions

Employees earn more  
> stay longer

Lower attrition,  
lower hiring cost

Brand gets consistently 
represented

Poor Fit Hurts Right Fit Wins

The People–Place Equation05
There is a science of selling. And there is a science of 

how people sell. Before you invest in more training or 

bigger incentives, ask yourself - “Are we putting the 

right person in the right place?”
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VISUAL MERCHANDISING
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Utilizes the 1Channel app for 
superior sales tracking and 
distribution management.

Simplifies channel 
management with a 
unified tech solution.

Supported by advanced tech 
back-end, call-centre, and 
digital marketing teams.

Real-time visibility, 
GenAI image 
recognition

12k

100+

125%

60k+

Headcount of 
project employees

Developers

Higher active 
member rate than 
the industry norm

Stores covered 
across 3,500+ towns
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