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Operational Strain in the UK Market: Evaluating the Impact of Warehouse Overcrowding and Digital Friction on Membership Retention.
Costco operations in the United Kingdom are experiencing notable challenges, such as overcrowding at its parking areas and digital friction, which jeopardise the retention of its membership. All these operational problems have become more evident as the company keeps expanding, which has affected customer satisfaction as well as the frequency of the overall shopping experience. The inconvenience is restricted in the form of the 2-Hour Parking Trap, and the absence of integration between online services and in-store experience causes customer frustration. Moreover, the personnel problems and the quality of provided services are some other factors causing grievances, reducing the value of the membership. The research proposal seeks to understand the impact of these operational concerns on the performance of Costco in the UK, specifically parking, and the role of digital friction in churning of members, as well as the operational cost. The research will provide viable solutions to improve customer satisfaction, service delivery, and customer retention.

The Business Issue: The After-Expansion Service Crisis.

Parking Problems: The 2-Hour Parking Trap.
Parking at Costco UK is one of the problems that causes a lot of customer frustration, especially the 2-hour parking restriction. When the parking time is minimal, customers end up experiencing long queues, congestion, and less time to shop, which is a negative attribute to customer satisfaction (Abbas Haleem, 2025). Such a limited parking facility compromises the perceived value of Costco membership, thus lessening the chances of customers renewing. Subsequently, this adversely impacts the retention of the members and, therefore, the overall customer experience.

Digital to Physical Integration: Gaps in the Services.
One of the biggest points of dissatisfaction is the absence of embedding relating to the online and in-store services of Costco. Customers experience problems in moving between the app and the online store and the real physical one, and the problems of the mismatch between the stocks, malfunctions on the applications, and the absence of real-time communication (PYMNTS, 2025). Such a siloed attitude causes confusion, and customers run away, which causes the shopping experience to be unpredictable. Such service failures add to poor satisfaction and loss of trust, which erode member retention and brand perspectives.

Human Resource Issues: Customer Suggestions.
The second major issue confronting Costco has been its staffing after expansion, which has caused poor customer service. According to reports of many members, employees delay and behave in an unhelpful manner, especially during the rush hours. The situation is further rendered by understaffing of certain areas, which leaves the customers unnoticed or treated badly (Sumit Singh, 2025). This poor service experience has the negative effect of damaging the reputation and customer satisfaction of Costco, as it becomes less probable that customers would renew their memberships, which reduces the retention of customers as members.

Shifting of the UK Market Conditions.
Competitor Shift
Costco is witnessing growing competition in the UK retail market, where the established retailers, as well as emerging competitors, are providing superior shopping experiences in their membership-based segment. Companies such as IKEA or Amazon are also enhancing customer satisfaction through the provided parking, the digital display, and easier navigation in the store. IKEA, in its part, allows easy returns and a high level of digital integration, which enhances its competitiveness. On the same note, Amazon Fresh and Sainsbury's have fast checkouts, improved parking and digital access without issues, and this has forced Costco to improve its technology, parking, and customer service.

Sustainability Pressure
The issue of sustainability is gaining traction among UK consumers, and a good number of them are focusing on environmentally friendly practices in consumer purchasing. Consequently, firms such as Costco have to be in line with such values so as to be able to compete. Sustainable sourcing, greener packaging, and energy efficiency are in growing demand. Nevertheless, there are ways in which the big warehouse business of Costco, especially parking logistics and transportation, can be viewed as inefficient or even harmful to the environment. In order to fulfil these demands, Costco must invest in sustainable infrastructure, energy-efficient technologies and waste-reduction efforts in order to become a successful company in the UK market.




Implications for Business Performance.
Membership Renewal
Members due to poor service, parking problems, and online discord led to a huge churn and low rates of renewal within Costco. The two-hour parking time is infuriating to the members, as they may ask themselves why they are paying for this limited parking time. Moreover, the online versus store frustrates customers due to their negative attitude towards the digital relationship between bottlenecked services and in-store experiences offered by Costco. A general dissatisfaction with the functionality of the apps, as well as the absence of returns or services, is contributing to the churn rate and adversely affecting the renewal rates of Costco.

Brand Reputation
The bad reputation of Costco as a brand in the UK occurs due to consistent issues with parking, the quality of services, and the lack of digitalisation. Numerous members are complaining of the inflexible two-hour time limit on parking, bad customer service, and long queues. Moreover, the difference between the online and in-store services aggravates the perception of customers. The bad feedback posted on websites such as Trustpilot also damages the image of Costco, which can discourage a potential customer and encourage fewer membership renewals.
Operational Costs
Costco UK is experiencing an increase in operational costs because its operations are inefficient in parking, human resources, and digital systems. Parking lots where there is congestion need more personnel to manage traffic, thus raising the costs of labour. The complaints to be addressed with more investment in the area of service and customer care are the complaints of service associated with long turnaround times and staffing of unprofessional employees. The problem of animation in apps creates additional expenses of troubleshooting and fixing, which creates and exerts pressure on the bottom line of Costco and obstructs the overall operational efficiency.
Table 1: Operational Impact on Membership Retention
	Factor
	Impact on Membership Retention (%)
	Customer Satisfaction Impact (%)

	Parking Issues
	35
	30

	Digital Friction
	40
	45

	Staffing Complaints
	25
	25



Figure 1: Impact of Operational Factors on Membership Retention and Customer Satisfaction
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Research Methodology
Approach
The study will be based on the mixed-method approach, which will entail the use of both qualitative and quantitative data to fully examine the operational issues in Costco UK and the effects that they have on the retention of the membership. The qualitative part will enable profound research of the dissatisfaction of customers, whereas the quantitative section will enable quantifying the scope of the problem: parking congestion and digital friction (Abbas Haleem, 2025). The combination of both approaches will offer a complex and representative view of the issue and will be able to promote informed recommendations to overcome it.


Data Collection Methods
The survey will be one of the primary approaches toward data collection, as it will help to collect the data on the experience of Costco members, whether it is related to the parking process, customer services, or the application of the apps (PYMNTS, 2025). The questionnaires will consist of Likert-scale questions since they will be used to measure the level of satisfaction and will be open-ended to get in-depth information. This will assist in establishing recurrent problems and pain points that influence membership retention. The questionnaire data will provide quantifiable patterns, which will form a basis for the overall customer experience at Costco UK.

Interviews
Managers and employees working in Costco UK warehouses will be interviewed in depth to understand the operational issues inside the company. These interviews will be based on such areas as staffing, quality of customer service, parking, and digital integration. The internal issues about the employees would be insightful to the customer survey data to provide a more comprehensive understanding of the operational pressure Costco is suffering (Sumit Singh, 2025). These interviews will give qualitative information on the operational inefficiency based on the opinion of the staff.
Secondary Data
The secondary information will be collected using publicly available materials, including membership reports of Costco, Trustpilot reviews, and industry publications. The interpretation of this data will allow drawing larger trends in the performance of Costco, such as membership, renewal rates, and customer feedback (Trustpilot UK, 2026). This will also give background to the survey and interview results, where the research will be able to correlate customer satisfaction and Costco performance measures. The data that will be used to supplement the primary data is the secondary data.

Sampling Strategy
The sampling approach will entail the identification of a vast population of Costco UK members, including both active and lapsed members, to get a wide variety of views. Surveys will be conducted by use of random sampling, which will be used to guarantee a representative sample (Investing.com, 2025). These are surveys that will be given both online and in-store, which can have higher outreach. In the case of interviews, purposive sampling will be applied in order to sample the managers and employees working in different departments to obtain a variety of views concerning operational challenges.

Ethical Considerations
This research will involve ethical considerations. The information on the participants will be stored confidentially, and the responses will be anonymous to the survey; the participants of the interviews will be aware of the reasons and the nature of the study (Wassel, 2025). It will allow the participants to drop out of the research anytime without any penalty. Informed consent will be sought, and all data will be stored safely according to privacy laws before the data collection commences. Ethical concerns would be closely adhered to in the course of research.

Real World Implications and Recommendations.
Potential Solutions
The 2-hour parking limit is one of the problems at Costco UK that could be addressed to enhance operations and better customer experience. Costco can alleviate an aggravating situation by offering customers more parking time or even more parking spaces, particularly those of a peak period, which will serve to enhance customer satisfaction (Costco UK, 2025). Moreover, including the notification of parking availability in the Costco app in real time would enable the customers plan their attendance and save stress and simplify the shopping process.
The other possible solution is Scan and Go, which will be implemented in wireless UK warehouses. It would give customers the option of scanning goods as they shop and make purchases via the application without having to settle long queues at the checkout (Customer Experience Dive, 2025). The application of such technology would alleviate the congestion during checkout and the division in line with the online service and in-store functions enhancing the entire shopping experience. Another method of approaching the issue would be investing in extensive training in customer service training, which would increase the staff professionalism level and make them more attentive to the customer needs and expectations.
Consequences of Business Decision-making.
The results of this study could enable the management team of Costco to make better decisions that are based on data to enhance operational efficiency and customer satisfaction. Through solving parking problems, enhancing the quality of services and reducing digital friction, Costco will enhance a more pleasant shopping experience, which directly influences retaining membership (Abbas Haleem, 2025). The digital and physical services integration will probably raise customer satisfaction, decrease churn, and raise the renewal rates among the memberships. The net effect of these will be a stronger brand image, customer loyalty and eventual high profitability.

Strategic Implications
Over the long term, the solutions suggested in the current research would benefit the overall strategic objectives of Costco. Improving the customer service and minimising operational inefficiencies will improve the competitiveness of Costco in the UK market (PYMNTS, 2025). Moreover, the establishment of such a solution as Scan and Go would comply with the green goals of Costco by simplifying the operations and minimising the environmental cost of in-store activities. Not only will these enhancements help to mitigate the current operational needs, but they will also create a strategy that is more sustainable and customer-focused, which will help the business grow and ascend to a successful level in the UK retail industry.

Conclusion
This research proposal investigates how Costco does business in the UK, as there is operational pressure related to the issue of overcrowding in its warehouse and digital friction and how the latter affects membership maintenance. Costco can increase customer satisfaction and minimize churn by resolving the issue of parking limitations, ineffective integrations of digital and in-store services, and staffing shortage. Such solutions as flexible parking policy, Scan and Go technology, and staff training will simplify the processes and facilitate the long-term objectives of customer loyalty and sustainability. The results will assist Costco to make sound decisions in ensuring efficient services, brand image and competitiveness in the UK retail business market.
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