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General Manager FYI

March 26, 2021
No action needed

OPERATIONS UPDATES

SALES: COVID-19 Department sales recap

February 2020 2021 | Difference
Total Sales $968,696.27 | $872,099.40 -10.0%
Grocery $424,633.50 | $415,334.55 -2.2%
Wellness $137,264.52 | $117,059.81 -14.7%
Prepared

Foods $158,188.64 | $98,754.43 -37.6%
Bakery $69,847.58 | $47,426.46 -32.1%
Meat $67,822.88 | $76,088.10 12.2%
Produce $103,815.87 | $114,877.80 10.7%
Campus $12,807.26 $3,757.34 -70.7%
Customer

Count 40,822 23,346 -42.8%
Basket Size $22.35 $34.86 56.0%

*February 2020 had 29 days




New Ownerships:

February 2021 FYI
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e January 113 116 82 106
e February 84 75 161 170

February Owner Appreciation Month Celebration - Mid-month Updates

o Goal for new ownerships: 150. We exceeded this goal by recruiting |70 new
owners.
o Goal for transitions to lifetime ownership status: 20. We exceeded this goal by

transitioning 55 owners to lifetime status.

o Pay-it-Forward gift ownership goal: $500. We exceeded this goal by collecting
more than $1000!
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CUSTOMER SERVICE
e Customer Experience Survey results:
Feb-20 Feb-21

Overall Satisfaction 73% 79%
Availability of Staff 69% 74%
Friendliness of Staff 84% 85%
Helpfulness of Staff 77% 79%
Cleanliness of Store 69% 77%
Availability of Products 51% 52%
Greeted by Someone Other 59% 61%

Than Cashier

Customer Experience Survey Comments:
Customer Experience Survey Comments are copied directly and are not edited for spelling or grammar.

Gentler pricing would be nice, but not if the quality had to be sacrificed.

Some things were out of stock in the dairy and snack aisles. Bigger/more cheese items
would be nice, ie more bulk. Some salsa in the snack aisle and some next to the cheese
instead of all together.

Good quality and variety, reasonable prices, an asset to the community

We love the to go food options! Everything is delicious and love having great ingredients in
our meals when we aren’t able to cook! Thank you!

Check out experience was fast and the man was helpful. | like local groceries options and
produce. Workers are friendly.

Had what | needed; a new bread to try

| was double charged for a produce item | did not see this until | got home.

We know it’s as safe as can be during Covid. The bulk coffee is great. The beer selections
are good. The sausage is really good.

Checkout guy was the best!

| am just satisfied as | have been for the past 4 decades.

| was able to find what | needed without any assistance. Wine selection is good and |
found one that matched my interests.

| don’t think I've ever had a bad experience at the coop. The store is always amazingly
clean. And the selection of goods is always top notch and | feel like every time | go into the
Coop at least half of the goods | needed were on sale.

When | pointed out to cashier that the mandarin display was confusing, he made sure to
charge me the price that was on the gin. That is fair and I'm glad he had the leeway to do
so.

| love the sales for owners that you run periodically. | can often find a brand of the item
that I'm looking for that is running a special, and | really appreciate that discount!
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Always a friendly experience. | have been even more impressed during pandemic how
responsive the co op has been to enhanced safety protocols and cleaning. Makes me feel
much more comfortable shopping there. Love having a local store that does it right.

The store was stocked. Employees were knowledgeable and helpful. The cashier was
cheerful and pleasant...very uplifting.

| love the Moscow Co-op! The Friday student discount makes it incredibly affordable, as
well as various owner’s discounts and coupons. As a student, I’'m able to afford my regular
products in addition to fun things, every time | shop! As my income increases, | have been
able to shop more and am satisfied with pricing.

| was ordering bulk/case items. | used to be able to order all at the register. Somebody
had to be found to order product, then | also had to order from a different department
for their product. It would be nice to be able to order all product, including bulk meat
from one place, and not be led all over the store to get the order in.

Always enjoy shopping at the coop. Staff is helpful. Covid has made check out kind of
awkward. Not much room to use cc machine and then when packing in your own bag the
next customer can be right on top of you. That’s my only issue. Thanks.

The store was very clean and merchandising of goods seemed better than past visits. The
employees tending to store shelving seemed very dedicated to their tasks but there
seemed to me a lot more employees roaming than | have noticed before.

In the store, we can find good vegetables and fruit and some goat products that | can’t find
in other stores. We do most of our food from scratch, so we need good ingredients
which can be found there.

Organic and local products. Friendly cashier and nice store environment. FLOWER
discount, thank you!

Good produce

I’'m a lifetime member of the Moscow |daho coop. | eat only organic foods. They enforce
the city wide mask mandate.

Always find fresh products and like the environment.

The staff are friendly and helpful and the deli food and beverage options are staples for
me.

| found everything | needed. The produce section was well stocked. The product was
fresh and high quality, and the cashier was extremely friendly! | was greeted very warmly
and check out was very fast.

Everyone who works at the Co-op makes you feel completely welcome on shopping
visits. The hot bar is delicious and has great choices.

The Moscow Food Co-op always has a great selection of products. The staff are helpful
and experienced. They are always willing to go out of their way for customers.

You guys had the peanut butter | was looking for, it was unsalted, which is nice. | also got
the bulk peanut butter it was nice. The avocados were nice and affordable, which is great
cuz I'm poor and restricted in my diet!

The selection of most products at the store are great! | wish the bread was better and
more consistent in the bakery. The staff are always super helpful and very kind!

The store is always clean, employees are friendly and seem genuinely happy to be
working! Local produce and bulk options are awesome and much appreciated!
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Moscow Food Co-op’s products are really fresh and they have a lot of local food. They
have some local products which | always buy. So, | have to visit the co-op every week.
We had a problem finding a particular sale. The cashier we asked solved our problem
swiftly.

Sometimes staff can be very hard to find. At times there seems to be no one around at all,
sometimes you can’t turn a corner without someone asking if they can help. Having said
that, once fount the staff is very helpful.

It seems to be running smoothly

Love the bulk section and the availability of local products.

Been going here since 1973. Always a pleasant place to shop. Many employees know me
by name. Great, friendly staff.

The hot food section needs to be improved. Better cooks should be hired.

There are certain things for which | almost exclusively shop at the Co-op. There are other
things for which | shop that are either not available at the Co-op, or the quality/price is
better at other stores. | like the Coop experience and am happy to support a local store,
but | will also continue to look for the best products/prices wherever | shop.

Always a pleasure to shop at the co-op where masks are required. | know many of the
staff from many visits over the years. | am a senior citizen and take advantage of old farts
Tuesdays with the 10% discount.

| am an owner and love to support the store. There is a great sense of community at the
coop. Staff are friendly, professional, and helpful.

The prices are a bit high.

The produce is fresh, the variety is notable, the staff is knowledgeable, and no one greets
me when | come in which | very much appreciate.

The friendly services of the employees. The quality of the products. The cleanliness and
care taken to insure items are wiped down and clean.

| love the variety of products available, The individual beer and cider cans are great to try
new types without getting a whole six pack. The staff is always very friendly and helpful.
Freshly made, nutritious, convenient, and local food.

Friendly and helpful staff. Owner appreciation is a great way to recognize owners.

| was able to quickly pick up my bulk order along with the other items on my list. | always
appreciate the quality of the produce too.

They had what | went to get. There were no surprise prices. The vegetables | wanted
were on sale.

The store is fairly frequently out of stock with certain items that | want. Also, while some
items are very cost effective to purchase from the coop (like bulk foods) others are very
pricey and | can get the same exact item for less from other stores in the area.

The employees at this co-op are always friendly and helpful. | had questions about some of
the health items and the staff is very knowledgeable, Always a positive experience!

| found a wide variety of fresh produce fro a good price. | found a good deal on bulk
almonds. And | was pleased to see a sale on some soap and bath products | needed.
Local and fresh produce. The help of the staff. The selection of organic foods.

| love the variety of products that are carried. | appreciate that they support a variety of
lifestyles but that they are still some of the best products you can get for your health. | also
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love that there are “forbidden” ingredients that the co-op deems not “healthy” and
therefore don'’t carry products with those as ingredients. Today | was in need of shea
butter and worried | would have to go to a large chain store to get it and it wouldn’t be
the best but | was happy to have found beautiful unrefined shea butter that is fair trade!
Fair trade is very important to me and I'm glad that it is important to the co-op as well.
On top of the great quality and variety of products the employees are ALWAYS pleasant
and are part of the wonderful experience that is the co-op ©

Sustainability Committee Meeting Recap

February 24, 2021

Review of last month’s notes for updates & action items
The committee reviewed action items from the January 202 meeting.

Earth Month BINGO card (April)

The committee discussed the January “sustainable resolutions” BINGO card and the fact that only
2 people participated. The committee discussed what else the group might do for interactive
Earth Month activities:

The committee will plan the tabling event on Earth Day (Thursday, April 22) at the March
committee meeting.

Bingo Ideas:

- Invest in a rechargeable battery system for your electronics

Update on Master Recycler Program

An update was given on the Master Composter/Recycler Program. They working group has
developed a mission statement, created a draft of what the program may look like, gathered
information on why it would benefit the community, outlined potential partners, and more.

They will present the first draft to the County’s Sustainable Environment Commission on March
| 6. They will seek guidance on where else to present the information.

They meet weekly to continue planning.

TerraCycle Alkaline Battery Recycling

The committee discussed a need for alkaline battery recycling.

Terra Cycle is an option. You can fit 2,200 AAA or |,100 AA batteries in a $186 TerraCycle box.
There are | |5 batteries in 55 Ibs. Cost could be problematic.

The committee discussed finding out how much it would cost to haul a pallet of batteries to
Oregon as solid waste.
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Latah Sanitation collects hazardous waste day every Saturday from April to October from 8 a.m. -
4 p.m.

The committee discussed accepting donations to offset the cost of sending batteries to
TerraCycle.

Glass-to-Sand Machine

A brief update on was shared on the glass-to-sand machine.

Plastic Waste Resources

The committee briefly reviewed the shared resources on plastic waste.

Composting at PCEI:

Melinda shared that we generated 10,124 pound of compost in 2020. She shared one of the
composters needs a new motor, which is about a $1,000 expense. The Deli has less food waste
due to COVID, so the Co-op will wait to replace the motor as the one working composter suits
our needs for the time being.

PCEl uses compost generated at their nursery and donates the rest to the community.

Next meeting: Wednesday, March 31 from | - 2 p.m. via ZOOM



February 2021 FYI

Operations Updates

e Training and Development

o Heather (HR) developed and launched a new training series for operations
(department) managers and all administrative managers and staff. This training is
based on LEAN principles and is designed to help us:

= More effectively manage our time
= Manage our labor to improve efficiencies
= Simplify overly-complex processes
o All of these areas for improvement came out in our 2020 SWOT Analysis.
o Training materials from sessions | and 2 are attached in case anyone is interested.
e Marketing Updates

o The Co-op is partnering with the Vandal Food Pantry for their themed 4-week
food drive. From now until April |8, customers can drop off food items in the box
near the deli seating area. Any items are welcome, or people can donate along
with their themed weeks (1. fruit, 2. convenience foods, 3. monetary
donations/gift cards, and 4. proteins).

o The Co-op Community Food Drive continues to do well! Since November 2020,
over $15,000 worth of food has been donated to county-wide food banks.

o Customers continue to donate gently used paper grocery bags, which we pass on
to food banks to fill and give out. Food banks are very happy to get the bags, and
it's a sustainable way to reuse them before they get recycled.

o April is shaping up to be a fun Earth Month! Please refer to the attached, first-ever,
monthly promo playbook for April.

= Marketing is putting out a Sustainable Shopping Guide (stay tuned), there
will be week-long promotions in our bulk department, we'll have in-store
signage directing folks to items with sustainable packaging, and we'll be
spreading the word about all the Co-op's many sustainability efforts
(including deli packaging, our Sustainable Silverware program, composting,
Trex recycling, paper bag recycling, our Dime in Time program, e-receipts,
and the Bike Benefits program).

= Additionally, we will be engaging shoppers with a plastic reduction
challenge, giving away earth-friendly products, and the Sustainability
Committee is planning on tabling outside the Co-op on Earth Day (plans to
be finalized at the 3/31 committee meeting)

* Prepared Foods will be launching our reusable take-out food container
program in April, as well.

o Alice and Willow held a class for WSU's Tri Delta sorority, covering healthy eating
on a budget and benefits of Co-op ownership.

o Isabel will be teaching a class on Saturdays in April, with a focus on mental
wellbeing and what tools worked for people to help their wellbeing during the
pandemic. We're still working out the details, but this is sure to be a great class!

o Marketing is looking forward to holding some in-person outdoor events beginning
in May, so keep your eyes out for those!



