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Operational Friction as a Retention Risk in Costco UK’s Membership Model
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1. Introduction 5. Key Findings 6. Results / Discussion

‘This study investigates the impact of the operational ‘This high level of parking congestion and the limit of two hours of parking Operational friction in Costco UK should be viewed in terms of an
friction, such as the parking overcrowding, two hours causes stress, limits the flexibility of shopping and diminishes the value of accumulation, not as isolated incidents. While one bad experience
parking limit, digital — physical friction, stock visibility perceived membership. ‘may not result in cancellation, repeated inconveniences on physical,
problem, queues, and service quality pressures on customer o Busy aisles, queues and service delays will make customers work harder, and digital and service touchpoints can cause a drop in satisfaction, hurt
satisfaction, perceived value of membership, and ‘may reduce the time spent shopping. the brand's reputation, and raise churn risk. Retention relies not just
membership retention at Costco UK. The experience needs « App restrictions, stock inconsistencies and poor online/offline integration on low prices, but on the entire customer journey. Solving parking
10 be convenient, reliable and worthwhile, as members have decreases trust and complicates planning. pressure, digital reliability, stock accuracy and service support all
10 pay to access it. If inconvenience repeats along the « Poor staffing levels and complaints that are not dealt with consistently can need to be addressed in order to ensure the membership promise is
journey, membership promise is undermined, and leave customers feeling unappreciated and unsupported. ‘maintained.

renewal is less assured.
o Even if prices are competitive, repeated friction along the entire trip can

‘undermine satisfaction and renewal intention.
2. Methodology 7. Main friction themes in the evidence

The research used a PRISMA-based Systematic Literature Table 1: Thematic findings matrix B Parking & time pressure: 30%
Review and secondary data only. It used academic
sources, costco official sources, UK retail/industry reports Digital friction: 27%
and public review platforms. Public reviews were "
examined in terms of themes and patterns and not to make Parking | Causesstress, | Yangetal.(2021); | RQI | Parking affects I Queues & service support: 23%
any claims about statistical representation of all customers. overcrowding | decreases Mumsnet (2020) membership
and two-hour | shopping time value Stock/information gaps: 20%
limit
3. Evidence base
M Academic sources: 48% congestion | busy aisles (2020); Streicher | RQ3 | pressures 8. Study selection 9. Recommendations
Academi 24) ¢ ckol
. cademic sources (24) add effort. (2026) checkout NS e ] @ Review peak-time parking flexibility.
48% Official/industry sources: 24% SySiems) i 4
al(indisiry;soiiroes, Use digital tools to show parking and
Officilindusty sources (12) Digital App limitations | Gerea et a RQ2 | Unreliable re— | ] ot i e
W Public review/grey literature: 28% friction and stock (2021); Wang tools can
Public review/grey literature (7) ‘mismatches etal. (2025) reduce loyalty Screened: 108 o Improve app-to-warehouse integration.

diminish trust.
Fulliexts asessed: | 66| () PilotSean & Golmabile checkont

‘ustomer journey stages

[ Cusomerioumerstages e —— e e perpmr—
pressure exacerbate service | (2022); Tiutiu can increase Included: 3 @ mprove staff support and service
problems etal. (2025) the probability recovery.

of retention.
Onlin/APP  Travel&  Warchouse Checkout&  Renewal
parking  shopping service decision
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The operational issues experienced throughout the customer journey affect
Costeo UK's retention risk. Customers feel that the value of the membership
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