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How Internal Communications 
Changed Due to COVID-19

and What’s In Store for 2021
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Communication is the lifeline that runs through every aspect of retail, and that’s never 
been more true than during the challenges of COVID-19. 

The most effective communication over the past year has provided associates with 
information, reassurance, and support, as well as the ability to respond with their own 
questions and concerns.

These are a few of the retailers who have adapted their internal communication strategies 
and helped their teams thrive—even in 2020.
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President and CEO Marvin Ellison increased communication with store associates 
across the company by hosting weekly video broadcasts and monthly virtual town 
halls that allowed employees to connect with the head of the organization. He learned 
what issues frontline staff was concerned about in stores, and associates could get 
answers directly from the top of the company.

Lowe’s

Ben Boyd, the company’s VP of internal and external communications, has 
emphasized the importance of truth and transparency in messaging to Lowe’s 
employees. Especially in an era “when facts are seemingly fluid,” he insists that 
accuracy and clear details are crucial.

He says one of the best ways to convey transparency and specificity regarding 
internal communications is to avoid using complicated language. Instead of using 
fancy words, he focuses on employee comprehension. 

Boyd also values what the employees tell him about their needs. So when it comes 
to the technology that store associates use to communicate, his decisions are 
guided by the question: “How do we as communicators deploy that technology in 
service of our employees?”

Photo credit: corporate.lowes.com

https://www.ragan.com/lowes-new-top-communicator-addresses-tech-dei-and-the-post-covid-era/
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Walmart has thrived throughout the pandemic, remaining open as an essential 
business, while also doubling its online sales.

In an op-ed for Fortune, CEO Doug McMillon claims that “when companies work 
to foster a culture of collaboration, communication becomes second nature.” He 
explains that a professional culture that values communication has been being 
shaped at Walmart since founder Sam Walton’s time. He would visit stores, talk to 
associates, and jot down their ideas for improvement on a yellow legal pad. Those 
notes were then brought to leadership meetings, and higher-ups were told about 
changes that needed to be made.

All these years later, that two-way communication structure continues to serve 
Walmart well—especially during a crisis. In response to the global pandemic, its 
internal employee hub is filled with information about COVID-19 and health and 
wellness resources to support store associates.

Walmart

Photo credit: corporate.walmart.com

https://www.reuters.com/article/us-walmart-results/walmart-beats-profit-estimates-as-online-sales-hit-record-on-pandemic-boost-idUSKCN25E1D7
https://fortune.com/2020/10/06/walmart-ceo-doug-mcmillon-leadership-collaboration-dialogue/
https://one.walmart.com/content/usone/en_us/company.html
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Recovering after mandatory shutdowns in many areas, IKEA has nevertheless 
received a boost in sales during the pandemic due to consumers’ increased interest 
in renovating and improving their homes. As people continue to mainly stay at home 
for work, school, and leisure, it’s understandable they want to make it as functional 
and fashionable as possible.

IKEA’s co-worker communication leader Hanna Lundgren notes that the lines 
between the company’s external and internal communications are blurring more. 
Often, content created for store associates is shared externally “because we want to 
use our 165,000+ co-workers as ambassadors for IKEA.”

IKEA

The Swedish furniture brand also prides itself on a “bottom-up” approach to 
communications, aiming to ensure that associates have their voices heard. Lundgren 
says that employees are most engaged when they receive messages from co-
workers, instead of top-down messaging from a boss all the time.

Additionally, IKEA has implemented programs like Flat Pack TV, an internal employee 
channel, and Let’s Co-Report, a news publication featuring stories relevant to 
employees that are written by employees.

https://ca.reuters.com/article/idUSKBN26R233
https://mistereditorial.substack.com/p/interview-ikea
https://mistereditorial.substack.com/p/interview-ikea


fokoretail.com  © Foko 2020 — Private and Confidential  6  /  9 

Tapestry, the luxury retail brand that owns and operates Kate Spade, Coach, 
and Stuart Weitzman, has reassessed its priorities in the wake of COVID-19. Still, 
communication remains paramount across all three stores.

Associates communicate through tailored intranet experiences or “digital 
workspaces” called the Loop. Dante Ragazzo, senior director of digital workplace for 
Tapestry, says the purpose of the Loop is “to have a coherent, simple ecosystem that 
helps employees find what they need and get their job done with as little interference 
as possible.” As such, he is focused on incorporating collaboration and work tools 
into the space, adding to the existing communication and information functions.

Tapestry also uses the Loop to communicate with store associates via video. 
Whether it’s longer Q&A sessions with senior leaders in the company or quick video 
updates from the CEO, the videos live on the Loop for employees to see and stay in 
touch with leaders they don’t always get to see face-to-face.

Tapestry (Kate Spade, Coach, 
Stuart Weitzman) 

https://mistereditorial.substack.com/p/tapestry-interview
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Internal Communication Tips 
to Take Into 2021
Every company is different, but solid lines of communication are vital to any successful 
retailer. When communication is done properly, store associates can conduct their jobs 
effectively, provide a satisfying customer experience, and ultimately drive sales.

While there’s no one-size-fits-all solution to retail communication, here are some of the 
commonalities found amongst businesses thriving during COVID-19 and ways to implement 
them in-store as you head into 2021.

Be 
transparent

Explain how 
and why 

decisions are 
made

Provide 
accurate 

information

Be honest 
when you 

don’t know

Listen to 
Employees

Provide 
opportunities for 

feedback

Follow-up on 
feedback 
received



fokoretail.com  © Foko 2020 — Private and Confidential  8  /  9 

Looking to improve internal communications in 2021? Visit fokoretail.com to learn how 
the world’s biggest retailers and brands use our retail communication software to stay 
connected with store and field teams.

Keep 
Employees 

Engaged

Reward jobs 
well done

Offer 
support

Collaborative 
team-building 

activities

Implement a 
Bring Your Own 

Device rule

Embrace 
Technology

Communicate 
through various 

platforms

Consolidate 
apps/programs 
used in-store

http://fokoretail.com


fokoretail.com
153A Promenade du Portage, Suite 200
Gatineau, Qc, Canada, J8X 2K4
+1 (877) 235-5808

Trusted by the biggest names in retail


