
1

TRANSACTION COUNTER GUIDE
A practical guide for retailers who want every customer  

to leave feeling great about their experience.



2

Why Your Transaction Counter 
Matters More Than You Think I. Know Your Counter Type
Think about the last great shopping experience you had. Chances are, 
the checkout didn't let it down. The staff were friendly, the counter felt 
organized and inviting, and you left with a good feeling about the whole 
visit. That's not coincidental. That’s by design. 

Your transaction counter is the last point of contact a customer has with 
your business before they walk out the door. It's where they hand over 
their money, their trust, and their final impression of your brand. That 
lasting memory is what they'll carry with them, and share with others.

Whether you're running a jewelry boutique, a shoe store, a  
housewares shop, or any retail space, the principles here will help 
you turn your transaction counter into a true asset, one that delights 
customers, energizes employees, and drives sales right up to the final 
moment of the visit.

At the end of this guide, you'll find a practical set of Quick  
Win Action Items organized by effort level so you know  
exactly where to start.

Not every counter serves the same purpose. 
Understanding what yours is designed to do, and 
whether it's actually doing it, is the first step to 
making it better.

THE TRADITIONAL CHECKOUT COUNTER 
This is where the majority of your transactions 
happen: products are exchanged, payments are 
processed, and purchases are wrapped or bagged. 
Typically, this counter is the heart of the store 
and should be designed accordingly. Not just 
functional, but brand-defining.

THE SERVICE COUNTER
Even if your team uses mobile point-of-sale 
(POS) devices for ringing up sales, you still need a 
dedicated service counter. It provides customers 
with a clear destination for questions, returns, 
repairs, and special orders. It also gives your store 
a professional anchor, a branded focal point that 
communicates stability and expertise.

In some cases, the service counter doubles as a 
showcase. Overall, it anchors the customer journey 
and signals where help is always available.

i .  k n o w  y o u r  c o u n t e r  t y p et r a n s a c t i o n  c o u n t e r  g u i d e
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I. Know Your Counter Type - cont.
THE CONCIERGE COUNTER
Increasingly popular in boutique and luxury retail, a concierge counter near the 
entrance sets a welcoming tone from the moment customers walk in. Staff can 
greet shoppers, share promotions, offer a complimentary beverage, and direct 
them through the store. If your brand positions itself as a premium experience, a 
concierge counter is worth serious consideration.

THE ONLINE ORDER PICKUP COUNTER
This is the counter type that most retailers have added in recent years. As online 
shopping and buy-online-pickup-in-store (BOPIS) have become standard 
customer expectations, having a dedicated, well-designed pickup area is no longer 
optional. It's a brand touchpoint.

A poorly handled pickup experience, with customers hunting for their order or 
feeling like an afterthought, can undo every other positive impression your store 
makes. Done well, it's an opportunity to surprise and delight.

WHAT EVERY COUNTER HAS IN COMMON
Regardless of type, every counter in your store should do three things well:

1.	 Support and reflect your brand identity
2.	 Create a positive, easy experience for your customers
3.	 Enable your employees to do their jobs efficiently and comfortably

The rest of this guide will show you exactly how to achieve all three.

i .  k n o w  y o u r  c o u n t e r  t y p et r a n s a c t i o n  c o u n t e r  g u i d e

KEY CONSIDERATIONS FOR YOUR ONLINE ORDER PICKUP COUNTER

•	 Make it clearly visible and easy to find. Signage is essential.
•	 Designate a specific staff member or zone for pickup  

orders during peak times.
•	 Have a simple, fast check-in process: QR code scan,  

name lookup, or order number.
•	 Ensure the pickup area feels welcoming, not like 

a warehouse shelf.
•	 Use the moment to invite the customer further into the store: place 

new arrivals or impulse items nearby.
•	 For jewelry retailers: treat pickup like an in-store sale. Unwrap the 

item with care, offer a cleaning or sizing check on the spot.
•	 For shoe retailers: have a seat and a shoehorn nearby. Invite them to 

try on before they leave.
•	 For housewares: consider a small demo or pairing suggestion (e.g. , 

'picked up the Dutch oven? Here are the spices we love with it').
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i i .  t h e  e l e m e n t s  t h a t  m a k e  o r  b r e a k  a  c o u n t e r

II. The Elements That Make  
	   or Break a Counter
Great transaction counters don't happen by accident. They're the result of 
intentional decisions about location, design, branding, and merchandising.  
Here's what to focus on.

LOCATION: CAN CUSTOMERS FIND IT?
Your counter should be visible the moment a customer enters your store. If it isn't, 
strong, clear signage is non-negotiable. Customers should never have to hunt for 
the checkout. Uncertainty creates friction, and friction kills the buying mood.

•	 Smaller stores: position the counter toward the back so staff can greet  
customers at the door and monitor the full floor.

•	 Larger stores: a centrally located counter works best. If it sits in the  
middle of the floor, design it to be visible from 360 degrees.

•	 Avoid placing the checkout right at the front entrance.  
That space is prime real estate for your newest and most exciting products. 

VISIBILITY AND FOCAL POINTS
Your counter should be an attraction, not just a destination.  
It needs to pull the eye from across the room.

•	 Create a strong accent wall behind the counter: a bold color,  
a graphic, a logo treatment, or a textured material.

•	 Use pendant lighting or track lighting directly over the counter  
to brighten the area and draw attention to it.

•	 For jewelry stores, showcase lighting under glass is essential.  
It transforms the counter into a display.

•	 For retailers, a well-styled counter surface with a few key items  
creates intrigue and a reason to approach.

FINISHES THAT REFLECT YOUR BRAND
The materials you choose for your counter communicate your brand values before 
a word is spoken. A quartz countertop says something very different from a 
laminate one. Neither is wrong, but the choice should be intentional.

•	 Mid-to-higher-end retailers: invest in quality countertop materials like quartz, 
solid surface, or honed stone. Customers notice, and it reinforces perceived value.

•	 Boutique and specialty stores: consider a custom or unexpected surface for the 
counter face, such as reclaimed wood, textured metal, or patterned tile, to create 
a memorable signature look.

•	 Budget-conscious update: re-skin the front face of the counter with a new 
material every few years for a fresh look without a full rebuild.

•	 Durability matters: the countertop takes daily wear. Choose materials that can 
handle products being placed, slid, and wrapped on them.

t r a n s a c t i o n  c o u n t e r  g u i d e



5

i i .  t h e  e l e m e n t s  t h a t  m a k e  o r  b r e a k  a  c o u n t e r

II. The Elements That Make  
	   or Break a Counter - cont.
BOLD CONFIDENT BRANDING
Your counter is your brand's home base in the store. Own it.

•	 Display your logo prominently on the wall behind or above the counter,  
large enough to be seen from across the store.

•	 Avoid placing your logo on the front face of the counter at floor level.  
It can't be seen when customers are standing at it.

•	 Keep business cards, gift cards, loyalty program signups, and promotional  
flyers in a clean, well-designed display on the counter surface.

•	 Always include your website and social media handles somewhere in  
the counter area. Make it easy to stay connected after the sale.

SIGNAGE THAT GUIDES AND REASSURES
Good signage removes uncertainty. It answers the questions customers are silently 
asking: Where do I go? Where does the line start? What's your return policy?  
All before they have to ask them out loud.

•	 Use clear, brand-consistent fonts and colors for all counter signage.
•	 If you offer multiple services (checkout, returns, repairs, custom orders),  

consider distinct lanes or clear labels to direct traffic.
•	 Post your return/exchange policy in plain language. It builds  

trust even when no one is reading it.
•	 Keep signage current. Outdated promotions or faded  

signs undermine credibility instantly.

IMPULSE BUYS: THE LAST-MINUTE SALE
The checkout counter is one of the highest-converting locations in your entire 
store. A well-curated impulse display can meaningfully increase your average 
transaction value with almost no additional effort.

•	 Limit impulse displays to two or three product lines,  
more than that creates clutter and decision fatigue.

•	 Present items in matching containers of the same size and  
material for a clean, intentional look.

•	 Keep containers full or near-full. Empty or sparse containers signal neglect.
•	 For jewelry retailers: small gift-ready items like charms, ear cuffs, and polishing 

cloths work beautifully at the counter.
•	 For shoe retailers: insoles, laces, shoe care products,  

and socks are natural impulse additions.
•	 For housewares: small, low-cost accessories that pair with  

popular items (cleaning brushes, dish towels, spice sets) convert well.
•	 Rotate displays seasonally to keep the counter feeling fresh and relevant

t r a n s a c t i o n  c o u n t e r  g u i d e



6

i i i .  d e s i g n i n g  f o r  t h e  p e o p l e  w h o  u s e  i t

III. Designing for the  
	    People Who Use It
A great counter serves two audiences equally well: your customers and your 
employees. If either experience falls short, the counter isn't doing its job.

DESIGNING FOR YOUR EMPLOYEES
Happy, efficient employees create better customer experiences. Your counter 
should make their jobs easier, not harder. A well-designed workspace reduces 
stress, speeds up transactions, and keeps energy high through a long shift.

•	 Map the tasks: think through everything your team does at the counter: 
processing payments, packaging, gift wrapping, handling returns,  
answering phones, and managing special orders. Every task  
needs a logical, accessible home.

•	 Ergonomics matter: place frequently used items within arm's reach. Provide  
anti-fatigue floor mats for staff who stand for long periods.  
Good overhead lighting reduces eye strain.

•	 Space for peak times: how many employees work the counter simultaneously 
during busy periods? There should be enough room for your team to move 
without bumping into each other.

•	 Power and data: keep cords organized, covered, and out of the way.  
A tangle of cables signals chaos and is a safety hazard.

•	 Gift wrapping station: if you offer gift wrapping (and you should, it's a powerful 
differentiator), create a dedicated area with easy access to tissue,  
ribbon, boxes, and bags.

•	 Privacy and trust: employees should never need to turn their back to a  
customer or walk away with a credit card. Counter layout should  
make face-forward service the natural default.

DESIGNING FOR YOUR CUSTOMERS
From the moment a customer approaches your counter, the experience should feel 
easy, welcoming, and worth the wait, even if there isn't one.

•	 Clear queuing: do customers know where to stand? Subtle cues like a floor decal, 
a stanchion, or a simple sign prevent the awkward shuffle of a disorganized line.

•	 Counter space: provide enough surface area for customers to set down their 
purchases, handbag, or shopping basket comfortably. A cluttered or narrow 
counter creates anxiety.

•	 Entertainment while waiting: a small screen playing brand content, product tips, 
or even a curated playlist creates a positive distraction and reinforces  
your identity. Studies show that engaged customers perceive  
wait times as significantly shorter.

•	 Seating for longer interactions: jewelry consultations, shoe fittings, or gift 
registrations can take time. Offer a stool or chair at or near the counter for 
customers who need it.

•	 ADA accessibility: ensure at least one section of your counter meets ADA 
guidelines, no higher than 36 inches and at least 36 inches wide. This is both a 
legal requirement and a signal of inclusive hospitality.

t r a n s a c t i o n  c o u n t e r  g u i d e
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i v .  k e e p i n g  i t  f r e s h :  t h e  a n n u a l  a u d i t

III. Designing for the  
	    People Who Use It - cont.

IV. Keeping it Fresh:  
		  The Annual Audit

THE ONLINE ORDER PICKUP EXPERIENCE
The BOPIS (Buy Online, Pick Up In Store) customer has a different mindset than  
a browsing shopper. They came for speed and convenience. Honor that while also 
making them feel genuinely welcomed.

•	 Designate a visible, labeled pickup area. Don't make  
customers guess where to go.

•	 Streamline the handoff: have orders ready, organized, and easy to locate  
quickly. Nothing frustrates a pickup customer more than waiting  
while staff searches for their order.

•	 Treat it as a brand moment: present the item with the same care as an in-store 
sale. For jewelry, this means the box and bag. For other retailers it may mean 
being properly wrapped in tissue or securely packaged and presented.

•	 Use the moment to cross-sell naturally: a brief, genuine suggestion ('We just 
stocked a new line of cleaning cloths that pairs perfectly with this') can convert  
a pickup into an additional sale.

•	 Capture the customer: have loyalty program signup cards or a QR code for your 
email list at the pickup counter. Online shoppers are often less engaged with 
your brand in-store. This is your chance.

Your transaction counter isn't a 'set it and forget it' element. Retail evolves, your 
product mix changes, customer habits shift, and your brand grows. Your counter 
should keep pace.

Set aside time once a year to walk your counter with fresh eyes, or better yet, ask a 
trusted colleague, a loyal customer, or a design professional to do it with you. Ask 
these questions:

	□  Does the counter still reflect who we are as a brand today? 

	□  Is it still set up for how we actually work, or have workarounds created clutter? 

	□  Has our POS system or technology changed in a way that  
 doesn't fit the current layout? 

	□  Are new services or product lines creating space or storage problems? 

	□  Does it look clean, fresh, and intentional, or tired and cluttered? 

Small refreshes like a new countertop surface, updated pendant lights, a re-
skinned counter face, or a reorganized display can dramatically revitalize the area 
without a full renovation.

Remember: the checkout counter is often the last impression a customer carries 
out the door. Make sure it's one worth remembering.

t r a n s a c t i o n  c o u n t e r  g u i d e
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v .  q u i c k  w i n  a c t i o n  i t e m s

Take the next steps to make sure your transaction counter is leaving the lasting 
impression you desire. These action items are organized by effort level so you 
can start making improvements today and plan strategically for the bigger 
transformations ahead.

These require little to no budget and can be done immediately. Start here. The 
impact is often surprisingly significant.

DECLUTTER THE COUNTER SURFACE
1.	 Remove everything from the counter surface. Put back only what is essential.
2.	 Consolidate cords and hide them from customer view.
3.	 Relocate any back-office items (staplers, tape dispensers, staff drinks)  

to below the counter.

REFRESH YOUR IMPULSE DISPLAY
1.	 Check that all impulse item containers are full or near-full.
2.	 Wipe down glass or acrylic containers.
3.	 Remove any items that aren't selling and replace with something different. 

AUDIT YOUR SIGNAGE
1.	 Walk your counter as a customer would. Is everything clear and current?
2.	 Remove or replace any faded, outdated, or off-brand signs.
3.	 Confirm your return/exchange policy is posted in plain, friendly language. 

EVALUATE YOUR ONLINE ORDER PICKUP PROCESS
1.	Is there a clearly labeled spot for pickup orders?  

If not, create one today with a simple sign.
2.	 Do your staff know the pickup handoff process? Walk through it together.
3.	 Add a loyalty signup card or email QR code to the pickup area.

Quick Win Action Items

t r a n s a c t i o n  c o u n t e r  g u i d e

quick fixes
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These improvements require a modest investment of time or budget but deliver 
noticeable results in customer experience and operational efficiency.

IMPROVE COUNTER LIGHTING
1.	 Add or reposition pendant lights or track lighting directly over the counter.
2.	 For jewelry retailers: evaluate your showcase lighting.  

 Is it bright enough to make pieces sparkle?
3.	 Replace any burnt-out bulbs and consider upgrading to warm LED  

for a richer, more inviting look.

STRENGTHEN YOUR BRANDING AT THE COUNTER
1.	 Ensure your logo is prominently displayed on the wall behind or above the  

 counter, large enough to be seen from across the store.
2.	 Add or refresh a business card / loyalty card / gift card display in a  

 clean, brand-consistent holder.
3.	 Include your website and social media handles somewhere visible at the counter.

Quick Win Action Items

v .  q u i c k  w i n  a c t i o n  i t e m st r a n s a c t i o n  c o u n t e r  g u i d e

IMPROVE THE EMPLOYEE EXPERIENCE
1.	 Add anti-fatigue mats behind the counter if you don't have them.
2.	 Create a clear, organized gift wrapping station with  

 dedicated storage for supplies.
3.	 Reorganize the under-counter storage so frequently  

 used items are easiest to reach.

level up

ENHANCE YOUR ONLINE ORDER PICKUP AREA
1.	  Invest in a proper pickup sign that matches your store's brand aesthetic.
2.	  Create a simple, written pickup process for staff to follow consistently.
3.	  Place one or two impulse items near the pickup area, relevant to online buyers. 

ADD A CUSTOMER-FACING SCREEN
1.	 Install a small screen showing brand content, product features,  

 or your social feed.
2.	 Even a tablet in a stand playing a loop of product highlights is a significant   

 upgrade over silence.
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These are more significant investments, in budget, planning, or both. The payoff is 
a counter that truly elevates your brand and becomes a competitive advantage.  
For projects in this category, working with an experienced retail design professional 
can help ensure the investment delivers the results you're after.

REDESIGN THE COUNTER SURFACE AND FACE
1.	 Upgrade your countertop material to something that reflects your brand's  

 quality level: quartz, solid surface, or honed stone.
2.	 Re-skin the front face of the counter with a textured, branded,  

 or statement material.
3.	 Consider a custom shape, curved, L-shaped, or multi-level, 

 that better serves your workflow and customer flow. 

CREATE A TRUE FOCAL POINT
1.	 Design or commission an accent wall behind the counter: a bold color,   

 dimensional logo treatment, custom graphic, or textured material.
2.	 Upgrade your lighting plan with pendants or architectural lighting that frames   

 the counter as the destination it should be.

Quick Win Action Items

v .  q u i c k  w i n  a c t i o n  i t e m st r a n s a c t i o n  c o u n t e r  g u i d e

BUILD A DEDICATED ONLINE ORDER PICKUP ZONE
1.	 If BOPIS is a growing part of your business, invest in a proper,  

 designed pickup counter or station.
2.	 Include branded signage, organized order storage, and a clean handoff surface.
3.	 Design the zone to double as a brand ambassador, stocked with loyalty  

 materials and a welcoming aesthetic.

FULL COUNTER ERGONOMICS REDESIGN
1.	 Work with a designer to map every task performed at the counter and build a  

 layout that supports each one.
2.	 Incorporate adjustable-height surfaces, proper cord management,  

 and ADA-compliant sections.
3.	 Add integrated storage solutions designed specifically for your  

 product category and workflows.

transform your counter
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The ideas in this guide are just the beginning. If you're ready to talk 
through what's possible for your specific space, Lyn Falk, founder 
and principal designer at Retailworks, offers a free 15-minute 
consultation. 

No pressure. Just a conversation about your counter, your brand, 
and your customers.

Schedule your free consultation at retailworksinc.com  
or reach us at solutions@retailworksinc.com

Ready to Level-Up Your  
Counter Experience

r e a d y  t o  l e v e l - u p  y o u r  c o u n t e r  e x p e r i e n c et r a n s a c t i o n  c o u n t e r  g u i d e


