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As businesses open back up, Curbside Pickup is an increasingly popular option for customers to experience their favorite brands 
and products without going inside. This experience is a great opportunity to engage your customers, old and new, in a meaningful 
way. Because the interaction is intentionally limited, the time we spend with the customer and the care we show for the customer’s 
order, are both essential in creating a positive experience and repeat business. 
 
The 5 Critical Components of the Curbside Experience: 
Customer feedback from Curbside Pickup veterans and newcomers, tells us that the 5 most important things for their Curbside 
Pickup experience are: 

 
For each item, consider the following questions to create the best Curbside Pickup experience for your customers: 
 

Safety Accuracy Timeliness Organization Customer Service 
• What does the 

customer interaction 
look like? 

• Where will we deliver 
packages? (trunk, to 
the driver, passenger 
side, backseat) 

• How will we 
communicate to 
customers what they 
need to do? (open 
the trunk, roll down 
the window) 

• What PPE will we use 
to keep our 
associates and 
customers safe? 
(masks, gloves) 

• Where do employees 
get the PPE? (bring 
their own, company 
provided) 

• What are commonly 
touched surfaces that 
will require frequent 
cleaning? 

• What is the process for 
receiving orders? 

• How do we minimize 
communication errors 
in order preparation? 

• Do we have someone 
double check the 
order? 

• How does the 
customer contact us if 
the order is incorrect? 

• How will we resolve 
incorrect orders? (if we 
have the correct item, 
if we do not have the 
correct item) 

• How long will it take 
to prepare orders? 

• How do we provide 
pickup times to the 
customer? 

• How do we adjust 
pickup times due to 
staffing issues or 
quantity of orders 
being received? 

• Where do we store 
prepared orders? 

• How do we 
eliminate any need 
for customers to 
wait for orders? 

• How do customers 
place orders & how 
do they know? 

• What methods of 
payment will we 
accept? 

• When do we take 
payment? (with the 
order or upon arrival 
for pickup) 

• How do we make the 
payment process safe 
and easy? 

• Where do we have 
customers park when 
they arrive? (select 
spaces, at the curb) 

• How do we know 
customers have 
arrived? (call, text, we 
are watching) 

• How do we know who 
it is? (car make and 
model, driver’s 
license, receipt) 

• How do we 
communicate all of 
this to customers? 

• How will we make a 
positive, personal 
connection at the 
curbside? 

• What is the dress 
code we will use so 
customers recognize 
us? 

• How does packaging 
bring the brand 
experience to life? 

• What can we do to 
surprise and delight 
our customers 
(samples, personal 
thank you notes, 
promotional offers to 
return) 

• How do customers 
see that we are 
keeping the 
environment clean 
for them? 

 

 
What Next? 
The most important part of the leading the Curbside Pickup experience is communication and consistency in everything you do. 
Ensure your associates know the process, have proper tools for communication and safety, and remember the importance of the 
brand experience. The Curbside Pickup, Perfected e-learning course is available to you to help get them started! 

Safety
•Social Distancing
•The use of PPE
•Overt Cleanliness

Accuracy
•The Importance of 

Getting it Right
•Have a Plan for When 

you Get it Wrong

Timeliness
•The Art of 

Underpromising and 
Overdelivering

Organization
•Order Placement
•Payment
•Pickup Process Setup
•Delivering the Order

Customer Service

•Friendliness 
•Packaging
•Represent the Brand
•Surprise and Delight


