
FRONTLINE KNOWLEDGE 

Increasing employee effectiveness at Best Buy 

Developing Informed and effective 
employees Is crucial to building 
loyal customers in the retail world 
- especially for stores that 
specialize in products that reflect 
rapidly-changing technologies. A 
knowledge sharing program can 
reduce the ramp-up time for new 
employees and take advantage of 
experience acquired by veteran 
employees. The pay-off? 
Returning, buying customers. This 
is the expectation of Best Buy 
Company, Inc., as it introduces 
RetallZone, a product and 
employee knowledge sharing 
portal, to its sates associates. 

In September 2018, Rest Buy rolled 

out R.et:1117..one to its ret:iil .1ssoci.1tt:$, 

with �peci,ll emphasis on its product 

�peci.1lisrs who pro, ide �.lie�

.1s.\i�tance and product inform:ition to 

cu�tomer1>. The program

n:pn:scnts the company's effort to 

fi.1rnish employees \\'ith ".1 onc-slOp 

�hop tc,r inl<>rmation .md ide.is," ,avs 

rn:<l R.1cr, KM and ime1�Ktivc�

m:in:ig.er at Best Buy.

RetailZone offers employees a 

multi-function.ii roolkit through 

which the)' cJn .Kces1> cros�-company 

knowledge sh.11ing., product 

inform:ilion, and ,t rcii::n.:nce libmry 

of c�scntial company infonnation :ind 

new�. An c-karning program with 

on-demand rrai11111g rounds our the 

menu of sdec1:ion,. 

Powering the program 

As pan ofthc tedmic.tl �pine 
,upporting the progr:un, Best Ruv h:1.\ 
incrca.sed the· .1Yailabiliry of 
networked PC, throughout the 
,wre. The network c11.1bk1. s.11t.:� 
.1ssoci,1re1. to comribute to Jnd acccss 

.1 large libr.tr) or Lip�, ,ugge/>tions, 

beM-prJcticc ideas and crnnm.:nts, and 
pn>dlll.:t data that makc up a ciirical 
comp1)nl'.nt nf Retaili'., onc's roolkit. 
"\Ve cxpccr to incrc.1.,e our 

y 

str.ircg ro cxecurion speed by 

,1llowing .1 \\�de slta1ing ofidt:ll, not 

simpl)' acmss dcparrmcms or �ton:,, 

bur across the company," say; Baer. 

When a ,ales :1.�sociarc enters 

RctailZonc, rhc program opens to 

the employee's deparrmcm basc.:d on 

lib or her job code. From therc, the 

employee has the choice of 

rctric,·ing produc:r inrom,arion, 

rc,carch.ing a quc:.rion on topics 

ranging from sales tcdmiqucs .md 

proficiency m product tcarures and 

concern�, or �ubmirting fecdb,i..:k on 

commcnts or quc:.stinns already 

pmtcd. Employee tip; are organizcd 

,Kcording ro dc.:partmcm, products 

and producr rcchnnlogic:., 

;iccc.:ssoric�, and sales proti.:icncics. 

For exampk. says Baer, many of 

the ,uggcsLions thar employees 

,ubmit cnm:crn s.iles techniqw.:s. 

"\Ve call these beha\'ior:il-bascd 

suggestions, or 's.1y's ,rnd do's': 'Say 

this to rhc customer, or do that."' 

An employec .:an post .1 comment 

using the form prmidcd :u1d rcccivc 

teedback from acrosi. the company. 

Keeping the sales force informed 
By duver.1iling product rescarch and 

product infr>rmatinn \\ith thi5 

knowledge ,h:iring syMem, BcM Ruy 

exp:rnds the ability of its ;Jk, force 

ro keep rnrre111 with ne\\ produ<.:t:1; 

and rechnologics. A saks associate 

c.111 ask to compare products sidc-by­

;idc as a ".:t)' of arri,·ing at or

bobrering product recommendation.,

or n:se:irching ;pccificatiom. If a

customer transaction raiscs new

producr question� or selling ide,1s,

the employee c.111 ,ubmit them for

consideration by colleagucs in evny

�tore. ll1is c.:in be c�pci:i.tlly usc.:fiil in 
the evi:111 that a .:ustrnm:r raise, nc\\'

conccrm or i�sues abom a product

th,ll need ro bc shared q uickJy

1..hrnughour the stores.

Ali-er �ubmission, comments and 

suggestions P"� through gmekc<.:pen, 
- ,casnned retail employees with

exceptional knowledge of retailing, 

products, and corporate poli..:ics. 

Gatekeepers ensure a level of 

information quality in the system. 

Anyone reading posted tips or 

c<m1mcnL� can ot-li.:r feedback, 

cre.u:ing chains of information that 

ampli_f)• and illumi.nare employee 

submissions. This kind of 

information leads to best-practice 

compilations donum:med wirJ, die 

namcs of po�ring employees. 

k;ociatcs can rare a suggestion, on ,1 

scak of one to five �tars, ,,1rh the 

higher numbcr signif),ing a practice's 

greater mdi1lncss. Bcst pr,1ctices ,ire 

th<:n organized in a hiernrchy 

,Kcording to their rating�, �ubjen to 

thc ,1ppmYal ofthc gatekeepers. 

Observing implementation 
To facilit.1tc the dcsign, employees 

p.1rticipated in focus groups to offer

input on prdi.:rred tcarurc� and

proceSl>cs. Best Buy :ilso ga\'c it�df a

design pciiod Jnd ampk time to

study implementation. Usability

testing and pilot projects in two

districts or a\·cragc perfimnancc

te�tc.:d rJ,e progr.1m. The pilo�

1.croed in on arc� moM likely to

dcmon,trate immediate returns :u1d

benefits. For ex:impk, service centers

pioneered the program m show how

knowledge sharing rnuld facilitate.:

easier .rnd laster repairs. Mobile

instalh:rs - car Mt:rco i�mll,1tion

i.:cntcr, - were also crudal r.u·gcts to

reducc installation damage daims.

Baer foresees that R.etailZom: will 

shorten the ramp-up time fix 

tr.tining. new employcc,. Even morc, 

he say,, thc program is key to 

supporting "Loy:tlty I," Rcst Buy's 
dforts to measure.: the customer's in­

srore cxpe1ic11cc. Smartc.:r, more 

proticicnr employccs, with the help 

of the RetailZonc, should make 
t<>r happier wsromcrs. a 

Knowle.dge Manageme.nt ReYiew 

Best Buy 

has over 50,000 

retail employees 

and 470 stores 

throughout the US. 

It's the leading 

North American 

specialty retailer of 

consumer 

electronics, 

personal 

computers, 

entertainment 

software and 

appliances. 
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