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“Port Jobs has a strong record 

of working in partnership with 

employers, college and 

workforce stakeholders to 

promote the career access and 

advancement skills of workers 

in various industries,” said King 

County Councilmember Dave 

Upthegrove. “These 

partnerships have and  

will continue to showcase the 

great commitment  

that local employers have  

to their workforce and to the 

community.” 

 

1. BACKGROUND 

In October 2017, the National Fund for Workforce Solutions (NFWS) awarded grants to 

three workforce collaboratives to support their work with employers, educators and 

community leaders to expand opportunities in retail sectors. The grant recipients are 

Baltimore Workforce Funders Collaborative, Central Iowa Works (Des Moines) and 

SkillUp Washington (Seattle). 

This report features the work of the Center for Onboarding and Advancement in Retail 

(COAR) initiative, which is led by Port Jobs, a non-profit organization with an industry 

partnership at Seattle-Tacoma International Airport. One of the main aims of COAR is to 

develop a retail-focused industry partnership at Westfield Southcenter, the largest mall 

in the Pacific Northwest. COAR goals also include working with employers in and around 

Westfield Southcenter to develop equitable and inclusive career pathways that result in 

the advancement of frontline workers, and strong talent pipelines that help retail 

employers attract talented workers and reduce turnover. The mall is located in Tukwila, 

Washington in the Southcenter District, which is home to a highly diverse population 

(63% of residents are people of color, compared to 32% at the King County level) and 

one of the most diverse school districts in the nation.1 Families from the district speak 

more than 80 languages. Visitors to this mall immediately know they are in a 

wonderfully diverse environment that hires and welcomes people from different 

cultures and ethnicities. The mall has a strong global feel, as visitors on their way to and 

from nearby Sea-Tac Airport are often seen stopping in to shop and dine, on their way 

to and from their destinations, including to Seattle, located 15 minutes away.  

Westfield Southcenter is a managed by a newly merged company, Westfield Unibail 

Rodamco. The mall includes onsite a King County Library Connection, a place where mall 

visitors can return books, browse collections, use public computers, printers and Wi-Fi. 

The addition of a library is a vital way to bring new traffic to the mall., and attracts 

visitors of all ages. 

Port Jobs was selected to lead the COAR initiative because they operate a successful 

onsite career navigation and advancement center at nearby Sea-Tac Airport, and have 

formed an industry partnership there with more than 80 employers. The Port Jobs 

model, focused on the concentrated workforce at Sea-Tac Airport, is regarded as a likely 

model to adapt to the similar clustered workforce at Westfield Southcenter. Their 

Airport Jobs and Airport University programs at Sea-Tac Airport create a place where job 

seekers and incumbent workers receive job information, and career advancement 

                                                             
1 Source: U.S. Census Bureau Quickfacts 2017 Population Estimates 
(http://www.census.gov/quickfacts) 

http://www.census.gov/quickfacts
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training and support, and where employers post job announcements, conduct hiring 

workshops and hiring events.2  

In their role as a collaborative, SkillUp formed the COAR Learning Community, 

comprised of workforce, college and educational partners, to document best practices 

and learning from the work underway and to ensure that COAR’s work is integrated into 

other local workforce development efforts. Members of the COAR Learning Community 

include workforce, college, and K-16 partners, many of whom are engaged in other local 

retail –focused efforts, as referral partners, trainers, or employer engagement 

resources. 

The work COAR is spearheading is also perceived as a way to learn more about retail, 

and to explore the perception among some workforce development partners that retail 

jobs were “first time” or “dead-end” jobs not associated with career pathways. There is 

a concern that though jobs in areas such as logistics, design, finance, administration and 

marketing are living wage jobs within the retail sector, the career pathways for persons 

in entry-level retail jobs to these occupations may not be clearly articulated.  

In addition, due in part to the growth of e-commerce and the need for malls to 

continually look at ways to invigorate or reinvent themselves, the idea of an industry 

partnership at Westfield Southcenter is regarded as an exciting opportunity. Port Jobs 

expects that the industry partnership model will increase traffic to the mall, much as the 

library has. They see this model as yet another opportunity for Westfield Southcenter to 

be recognized as progressive and dynamic partners in invigorating the economy.  

2. REPORT PURPOSE AND METHODS 

The purpose of this report is to present information about the talent pipeline-building 

needs and priorities of retail industry employers, and advancement aims of incumbent 

workers in the Southcenter District of the City of Tukwila. The report results will be 

shared with policymakers, funders and members of the provider and business 

communities, and used to drive industry partnership-building activities at Westfield 

Southcenter.  

The main sources of information for this report include: labor market data, Westfield 

Southcenter employer surveys and incumbent worker interviews, and retail-affiliated 

stakeholder interviews. The labor market data was provided by COAR workforce 

development and economic development partners. The employer surveys and 

incumbent worker interviews were confidential, and the information was reported in 

                                                             
2 For more information about Port Jobs and its programs visit http://www.portjobs.org; 
http://www.airportjobs.org 

http://www.portjobs.org/
http://www.airportjobs.org/
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aggregate form. Incumbent workers were given modest gift cards for their participation 

in interviews to honor their experience and time. Stakeholders involved in retail-related 

initiatives, and selected members of the COAR Learning Community were identified for 

interviews.  

The number of employers who completed surveys is too small to draw definitive 

conclusions on the data, though verbal input, garnered in discussions with 20 

employers, supported the general results emerging from this analysis. The results of 

additional employer surveys, and employer engagement discussions and events, 

scheduled for completion during the fall of 2018, will be analyzed to confirm this 

assumption.  

The next sections of this report discuss the methods and results in each of these areas in 

more detail. 

3.RETAIL TRADE LABOR MARKET ANALYSIS 

METHODOLOGY 

The primary data source is EMSI, a private company that compiles data from a variety of 

governmental sources, including the Bureau of Labor Statistics, the US Census Bureau, 

among others. Additionally, job postings data was utilized through Burning Glass 

Technologies, a company that provides real-time data on job growth, in-demand skills 

and labor market trends.  

This report includes industry data for the following sectors as identified in the North 

American Industry Classification System (NAICS)3: 

• 44-45 Retail Trade: Activities include retailing merchandise in small quantities to 

the general public and providing services incidental to the sale of merchandise. 

• 72 Accommodations and Food Services: Activities include providing customers 

with lodging and/or preparing meals, snacks, and beverages for immediate 

consumption. 

When possible, the data are shown at the zip code level (98188); otherwise data are 

provided at the City or County levels (City of Tukwila or King County, respectively). 

  

                                                             
3 NAICS is a classification system used by Federal statistical agencies to classify business establishments 
in the United States. NAICS is a hierarchy that divides the economy into 20 main sectors (2-digit level) 
to increasingly detailed sub-categories to the 6-digit level. For more information: 
https://www.census.gov/eos/www/naics/ 

https://www.census.gov/eos/www/naics/
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THE RETAIL TRADE LABOR MARKET 

Retail trade provides a significant number of jobs in the King County economy. It is the 

third largest sector by employment with 144,059 jobs in 2017. Accommodations and 

Food Service is included in this analysis as Westfield Southcenter and the surrounding 

area is home to many restaurants and hotels. Accommodations and Food Service was 

the fifth largest sector, providing an additional 111,195 jobs.  

Source: City of Seattle Office of Economic Development; King County, Washington 

EMPLOYMENT IN TUKWILA, WASHINGTON 

In the 98188 zip code, where Westfield Southcenter is located, retail trade provided 

8,130 jobs in 2017. Between now and 2027, retail employment is expected to grow at a 

higher rate in this area than retail across the nation, with a 12.1% growth rate compared 

to 7.6% nationwide. Accommodations and food service provided an additional 5,993 

jobs in the 98188 zip code in 2017. Similarly, employment in this sector is expected to 

grow at a faster pace than the nation, growing 15.2% between 2017 and 2027, 

compared to 11.1% nationwide.4  

The following table takes a closer look at the retail trade industry in zip code 98188. It 

shows the 20 largest retail sub-industries by number of jobs in 2017. Department 

                                                             
4 EMSI Q2 2018 QCEW Employees for Retail Trade (NAICS 44-45) and Accommodations and Food 
Service (NAICS 72) for zip code 98188.  
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stores5 provide the largest number of retail jobs in the Southcenter area followed by 

electronics stores, family clothing stores, electronic shopping/mail-order houses, home 

centers, and warehouse clubs. These six sub-industries make up more than half of the 

retail employment in the area. Given that Westfield Southcenter is a retail hub, most of 

the sub-industries have a location quotient much greater than 1.0 indicating a greater 

concentration of employment in the Southcenter area compared to the nation.  

TOP 20 RETAIL INDUSTRIES BY EMPLOYMENT, 2017  

(TUKWILA, WA ZIP CODE 98188) 

NAICS 

(6 digit) 

Description 2017 Jobs 2017 Location Quotient 

452210 Department Stores 1,659 5.21 

443142 Electronics Stores 718 5.88 

448140 Family Clothing Stores 617 5.17 

454110 Electronic Shopping and Mail-Order Houses 488 4.61 

444110 Home Centers 410 2.18 

452311 Warehouse Clubs and Supercenters 392 0.97 

445110 Supermarkets and Other Grocery (except Convenience) Stores 308 0.45 

451120 Hobby, Toy, and Game Stores 271 6.30 

442110 Furniture Stores 258 4.29 

448210 Shoe Stores 224 3.96 

451110 Sporting Goods Stores 220 2.83 

446120 Cosmetics, Beauty Supplies, and Perfume Stores 199 4.63 

448190 Other Clothing Stores 196 5.67 

448120 Women's Clothing Stores 179 2.40 

453998 All Other Miscellaneous Store Retailers (except Tobacco Stores) 154 4.00 

453310 Used Merchandise Stores 150 3.20 

442299 All Other Home Furnishings Stores 142 3.14 

452319 All Other General Merchandise Stores 124 0.99 

453910 Pet and Pet Supplies Stores 109 3.42 

443141 Household Appliance Stores 103 7.28 

— All other retail industries 1,209 

 

 Total Retail Employment 8,130  

Source: EMSI Q2 2018 data set; Retail Trade, zip code 98188 

                                                             
5 Department stores are defined by NAICS as stores having separate departments for general lines of 
new merchandise, such as apparel, jewelry, home furnishings, and toys. Department stores may have 
separate customer checkout areas in each department, central customer checkout areas, or both. 
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TOP HIRING EMPLOYERS AND JOB CATEGORIES  

The chart below shows the top 25 hiring retail and food/accommodations employers in 

the City of Tukwila in 2017 based on the number of job postings by employer, rather 

than employment.6 Three of the anchor tenants at Westfield Southcenter – Nordstrom, 

Macy’s and Sears – posted the highest number of job openings in 2017. Other top hiring 

employers include those in the area immediately surrounding Southcenter, such as Best 

Buy and Burlington Coat Factory.  

Source: Burning Glass Labor Insight; Geographic area: City of Tukwila 

  

                                                             
6 This chart includes data for the City of Tukwila, which includes parts of zip codes 98188, 98168, 98108 
and 98178. 



10 

T H E  S O U T H C E N T E R  D I S T R I C T  O F  T H E  C I T Y  O F  T U K W I L A  

  

 

OCCUPATION OVERVIEW 

The tables on the next two pages show the top 15 retail and food/accommodations 

occupations based on 2017 employment in the 98188 zip code.7 These occupations 

account for 80-84% of the jobs in each industry. Each shows projected employment in 

2027 as well as the percentage change. Median hourly earnings are included as well as 

needed education, work experience and on-the-job training (OJT).  

Top 5 Retail and Accommodations/Food Occupations 

The top 5 retail occupations include Retail Salespeople, Cashiers, Stock Clerks/Order 

Fillers, First-Line Supervisors of Retail Workers, and Customer Service Representatives. 

These jobs account for roughly 68% of the jobs in the retail industry as defined by 

traditional labor market data sources. Several other positions appear to be part of retail 

supply chain occupations, including material movers, shipping/receiving clerks, delivery 

drivers, and packers/packagers.  

The top 5 accommodations/food occupations include Waiters and Waitresses, 

Combined Food Preparation and Serving Workers, Cooks (Restaurant), Maids and 

Housekeeping Cleaners, and Dishwashers. These jobs account for roughly 57% of the 

jobs in the accommodations/food industry.  

Education, Job Experience Required for Entry 

Thirteen of the top 15 retail positions require a high school diploma or less for entry. 

The two positions that require additional education include 

Bookkeeping/Accounting/Auditing Clerks (some college) and General and Operations 

Managers (Bachelor’s Degree). None of the accommodations/food service jobs require a 

high school diploma.  

Most of the top 15 retail and accommodations/food service jobs do not require job 

experience for entry, except for restaurant cooks and front-line supervisors. Most 

positions provide short to moderate on-the-job training. This reinforces that these kinds 

of positions can be a good entry-point and skill building opportunity for young adults 

and others new to the workforce. This trend could be changing, however. A recent story 

from the Associated Press reported that in the current tight labor market, some retail 

and food companies are increasing wages. When wages increase, companies want 

workers who have more skills at the time of hire, making it harder for inexperienced 

workers to get in the door.8  

                                                             
7 Data source: EMSI Staffing Patterns; Zip code 98188; Q2 2018 dataset 
8 Anne D’Innocenzio. “Need an entry-level job at a store? It can be harder now,” May 30, 2018, 
Associated Press. 
https://apnews.com/amp/6e768d785daf4c30842b97ffc5c19ea3?__twitter_impression=true 

https://apnews.com/amp/6e768d785daf4c30842b97ffc5c19ea3?__twitter_impression=true
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Median Hourly Wages 

Median wages in retail range from $11.89 for food workers in retail establishments to 

nearly $58 per hour for general managers. In accommodations/food service, median 

wages range from $11.63 for hosts/hostesses to $21.16 per hour maintenance workers. 

Several positions in retail and most positions in accommodations/food pay less than $15 

per hour, which could make recruitment challenging for companies in the tight labor 

market and with the mall’s proximity to Sea-Tac Airport, where retail, food service and 

many other entry-level airport jobs currently pay a minimum wage of $15.64 per hour.  
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TOP 15 RETAIL OCCUPATIONS WITH PROJECTIONS, 2017 – 2027  

(ZIP CODE 98188) 

SOC Description Employed 
in Industry 

(2017) 

Employed 
in Industry 

(2027) 

Change 
(2017 - 
2027) 

% 
Change 
(2017 - 
2027) 

% of 
Total 

Jobs in 
Industry 
(2017) 

Median 
Hourly 
Earning 

Typical 
Entry 
Level 

Education 

Work 
Experience 
Required 

Typical On-
The-Job 
Training 

41-
2031 

Retail Salespersons 3,291 3,535 244 7% 40.5% $13.55 No formal 
credential 

None Short-term 
OJT 

41-
2011 

Cashiers 854 942 88 10% 10.5% $12.61 No formal 
credential 

None Short-term 
OJT 

43-
5081 

Stock Clerks and Order 
Fillers 

633 725 92 15% 7.8% $15.02 HS 
diploma or 

equiv 

None Short-term 
OJT 

41-
1011 

First-Line Supervisors 
of Retail Sales 
Workers 

515 558 43 8% 6.3% $22.44 HS 
diploma or 

equiv 

Less than 5 
years 

None 

43-
4051 

Customer Service 
Representatives 

255 332 77 30% 3.1% $18.87 HS 
diploma or 

equiv 

None Short-term 
OJT 

53-
7062 

Laborers and Freight, 
Stock, and Material 
Movers, Hand 

210 239 29 14% 2.6% $14.72 No formal 
credential 

None Short-term 
OJT 

11-
1021 

General and 
Operations Managers 

121 138 17 14% 1.5% $57.86 Bachelor's 
degree 

5 years or 
more 

None 

41-
3099 

Sales Representatives, 
Services, All Other 

116 139 23 20% 1.4% $26.60 HS 
diploma or 

equiv 

None Moderate-
OJT 

43-
5071 

Shipping, Receiving, 
and Traffic Clerks 

111 138 27 24% 1.4% $17.93 HS 
diploma or 

equiv 

None Short-term 
OJT 

53-
3033 

Light Truck or Delivery 
Services Drivers 

86 89 3 3% 1.1% $17.37 HS 
diploma or 

equiv 

None Short-term 
OJT 

43-
9061 

Office Clerks, General 81 89 8 10% 1.0% $18.12 HS 
diploma or 

equiv 

None Short-term 
OJT 

43-
1011 

First-Line Supervisors 
of Office and 
Administrative 
Support Workers 

76 96 20 26% 0.9% $29.54 HS 
diploma or 

equiv 

Less than 5 
years 

None 

43-
3031 

Bookkeeping, 
Accounting, and 
Auditing Clerks 

72 74 2 3% 0.9% $21.60 Some 
college 

None Moderate 
OJT 

35-
3021 

Combined Food Prep 
and Serving Workers, 
Including Fast Food 

59 65 6 10% 0.7% $11.89 No formal 
credential 

None Short-term 
OJT 

53-
7064 

Packers and 
Packagers, Hand 

58 78 20 34% 0.7% $12.15 No formal 
credential 

None Short-term 
OJT 

Source: EMSI Retail Staffing Patterns; Zip code 98188; Q2 2018 dataset 
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TOP 15 FOOD/ACCOMMODATIONS OCCUPATIONS WITH PROJECTIONS, 2017 – 2027  

(ZIP CODE 98188) 

SOC Description Employed 
in Industry 

(2017) 

Employed 
in Industry 

(2027) 

Change 
(2017 - 
2027) 

% 
Change 
(2017 - 
2027) 

% of 
Total 

Jobs in 
Industry 
(2017) 

Median 
Hourly 

Earnings 

Typical 
Entry 
Level 

Education 

Work 
Experience 
Required 

Typical On-
The-Job 
Training 

35-
3031 

Waiters and 
Waitresses 

1,166 1,309 143 12% 19.5% $12.94 No formal 
credential 

None Short-term 
OJT 

35-
3021 

Combined Food 
Preparation and 
Serving Workers, 
Including Fast Food 

899 1,078 179 20% 15.0% $11.89 No formal 
credential 

None Short-term 
OJT 

35-
2014 

Cooks, Restaurant 657 795 138 21% 11.0% $14.55 No formal 
credential 

Less than 5 
years 

Moderate-
term OJT 

37-
2012 

Maids and 
Housekeeping 
Cleaners 

374 426 52 14% 6.2% $12.63 No formal 
credential 

None Short-term 
OJT 

35-
9021 

Dishwashers 287 300 13 5% 4.8% $12.10 No formal 
credential 

None Short-term 
OJT 

35-
1012 

First-Line Supervisors 
of Food Preparation 
and Serving Workers 

260 310 50 19% 4.3% $20.57 HS 
diploma or 

equiv 

Less than 5 
years 

None 

35-
2021 

Food Preparation 
Workers 

240 277 37 15% 4.0% $12.99 No formal 
credential 

None Short-term 
OJT 

43-
4081 

Hotel, Motel, and 
Resort Desk Clerks 

237 266 29 12% 3.9% $12.77 HS 
diploma or 

equiv 

None Short-term 
OJT 

35-
3011 

Bartenders 187 224 37 20% 3.1% $14.64 No formal 
credential 

None Short-term 
OJT 

35-
9011 

Dining Room and 
Cafeteria Attendants 
and Bartender Helpers 

176 203 27 15% 2.9% $11.67 No formal 
credential 

None Short-term 
OJT 

35-
9031 

Hosts and Hostesses, 
Restaurant, Lounge, 
and Coffee Shop 

174 199 25 14% 2.9% $11.63 No formal 
credential 

None Short-term 
OJT 

35-
3022 

Counter Attendants, 
Cafeteria, Food 
Concession, and 
Coffee Shop 

134 153 19 14% 2.2% $11.70 No formal 
credential 

None Short-term 
OJT 

41-
2011 

Cashiers 100 116 16 16% 1.7% $12.61 No formal 
credential 

None Short-term 
OJT 

49-
9071 

Maintenance and 
Repair Workers, 
General 

81 91 10 12% 1.4% $21.16 HS 
diploma or 

equiv 

None Moderate-
term OJT 

35-
2011 

Cooks, Fast Food 62 65 3 5% 1.0% $13.73 No formal 
credential 

None Short-term 
OJT 

Source: EMSI Accommodations/Food Service Staffing Patterns; Zip code 98188; Q2 2018 dataset 
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JOB POSTINGS  

Another way to examine demand for retail and accommodation/food service jobs is to 

look at job postings. Burning Glass Labor Insights provides this information at the City 

level. The chart below shows 2017 job postings for the City of Tukwila. Two occupational 

categories that are not reflected in the labor market data outlined earlier are Retail Loss 

Prevention Specialists (51 job postings in 2017) and Merchandise Displayers/Window 

Trimmers (42 job postings). This highlights opportunities for people interested in 

security/asset protection as well as visual merchandising positions in the retail industry.  

JOB POSTINGS BY OCCUPATIONAL CATEGORY, CITY OF TUKWILA, 2017 

Occupations by Industry Job Postings 

Retail Trade 1,032 

Retail Salespersons 356 

First-Line Supervisors of Retail Sales Workers 135 

Retail Loss Prevention Specialists 51 

Merchandise Displayers and Window Trimmers 42 

Sales Representatives, Wholesale and Manufacturing 34 

Customer Service Representatives 30 

Pharmacy Technicians 26 

Stock Clerks, Sales Floor 22 

Cashiers 18 

Laborers and Freight, Stock, and Material Movers, Hand 12 

Accommodation and Food Services 300 

Food Service Managers 54 

Combined Food Preparation and Serving Workers, Including Fast Food 37 

Cooks, Restaurant 29 

Waiters and Waitresses 16 

Maids and Housekeeping Cleaners 14 

Dishwashers 13 

Dining Room and Cafeteria Attendants and Bartender Helpers 12 

Hosts and Hostesses, Restaurant, Lounge, and Coffee Shop 12 

Hotel, Motel, and Resort Desk Clerks 12 

Driver/Sales Workers 11 

Source: Burning Glass Labor Insights. Note some job postings occupations are unspecified; therefore 

individual occupational categories do not add up to total job postings.  
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CAREER PATHWAYS 

The National Retail Federation Foundation highlights other retail career pathways in its 

“Pick Your Passion” poster9, which are not always shown in labor market data for the 

retail industry. Career pathways include:  

• Buyer 

• Information Technology 

• E-Commerce, Web and App Development 

• Marketing & Advertising 

• PR & Communications 

• Head Chef/Menu Planner 

• Supply Chain/Logistics 

• Finance Accounting 

• Visual Merchandising 

• Product Development 

• Human Resources / Training 

• Entry-Level and Middle  

Wage Skills Projections 

 

 

 

 

  

                                                             
9 Available at: 

https://nrf.com/sites/default/files/Images/Career%20Center/PickYourPassion.pdf 

https://nrf.com/sites/default/files/Images/Career%20Center/PickYourPassion.pdf
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ENTRY-LEVEL AND MIDDLE WAGE SKILLS PROJECTIONS  

The following charts provide an overview of the kinds of skills required for entry-level 

and mid-wage retail jobs. This information shows the percentage of job postings that 

requested a particular skill. “Growth Category” predicts the demand for a particular skill 

relative to the other skills in the cluster.  

Entry-level retail jobs, such as salespeople, focus heavily on sales-related skills and 

experience as well as customer service skills. These employees tend to work directly 

with customers and need to develop an understanding of the “brand” as well as product 

knowledge. Some entry level positions focus on the supply chain management side and 

require materials handling experience and others require math skills. Demand for sales 

and customer service skills are expected to grow at a much faster pace than other skills 

in this category.  

Middle wage jobs, such as front-line supervisors and managers, require a wider variety 

of skills as compared to those at entry-level. Customer service skill and retail sales 

experience still rank high; however, these positions require people management and 

scheduling skills, as well as business management, (i.e., information technology 

experience with programs like Microsoft Office products), and finance skills, such as 

budget management, and project management. 
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RETAIL SKILLS PROJECTIONS 

Entry-Level Positions Postings 
Requested 

Growth 
Category 

Sales: General Sales 62% Much Faster 

Customer and Client Support: Basic Customer Service 60% Much Faster 

Sales: Retail Sales 48% Similar 

Sales: General Sales Practices 28% Similar 

Sales: Merchandising 27% Much Faster 

Sales: Company Product & Service Knowledge 23% Much Faster 

Analysis: Mathematics 19% N/A 

Supply Chain and Logistics: Material Handling 18% Faster 

Business: Business Management 16% Similar 

Marketing and Public Relations: Packaging and Labeling 15% Faster 

Middle Wage Jobs Postings 
Requested 

Growth 
Category 

Customer and Client Support:  

Basic Customer Service 

37% Much Faster 

Business: People Management 37% Similar 

Business: Business Management 33% Similar 

Sales: Retail Sales 32% Similar 

Information Technology: Microsoft Office & Productivity 

Tools 

31% Similar 

Administration: Scheduling 26% N/A 

Sales: General Sales 26% Much Faster 

Finance: Budget Management 22% Faster 

Sales: Merchandising 22% Much Faster 

Business: Project Management 17% Much Faster 

Source: Burning Glass Labor Insights provided by the City of Seattle Office of Economic 

Development 
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DEMOGRAPHICS OF RETAIL WORKFORCE, 2017  
(KING COUNTY) 

The following table shows the demographics of the retail workforce in King County in 

2017.10 Demographic data at the zip code level were not available. Tukwila and the 

surrounding South King County area, where the Southcenter retail workforce likely 

resides, has a highly diverse population, as noted earlier. Therefore, the demographics 

below are not reflective of the retail workforce at Southcenter and require additional 

research. 

Gender 2017 
jobs 

% of jobs 

Men 80,294 55% 

Women 66,938 45% 

Age 2017 
jobs 

% of jobs 

14-18 3,801 3% 

19-24 23,355 16% 

25-34 45,349 31% 

35-44 30,395 21% 

45-54 22,384 15% 

55-64 15,886 11% 

65+ 6,061 3% 

Race/Ethnicity 2017 
jobs 

% of jobs 

White 95,344 65% 

Asian 25,387 17% 

Hispanic or Latino 12,842 9% 

Black or African American 6,558 4% 

Two or More Races 5,289 4% 

Native Hawaiian or other Pacific Islander 919 .5% 

American Indian or Alaska Native 892 .5% 

 
  

                                                             
10 Source: EMSI Q2 QCEW Employees 2018 Data Set, King County, WA, Retail Trade NAICS 44. 



19 

T H E  S O U T H C E N T E R  D I S T R I C T  O F  T H E  C I T Y  O F  T U K W I L A  

  

 

SUMMARY 

In summary, as mentioned above, retail trade is the third largest sector by employment 

in King County. In the area where Westfield Southcenter is located, retail employment is 

expected to grow at a higher rate than retail across the nation. The fact that so many 

people are employed in this sector draws attention to the need to understand more 

how these jobs intersect with the types of career pathways associated with this 

occupation, as presented above in the National Retail Federation graphic. As the 

industry partnership evolves at Westfield Southcenter, these areas will be explored in 

more depth. 

4. EMPLOYER SURVEY  

EMPLOYER SURVEY AND INTERVIEW RESPONSES 

INTRODUCTION 

To better understand the hiring needs and advancement opportunities of the more than 

200 retailers located in the Southcenter District, and to determine their level of interest 

in an industry partnership, modeled after Port Jobs’ Airport Jobs and Airport University, 

COAR stakeholders engaged with potential industry partners in and around Westfield 

Southcenter beginning Spring 2018. In-depth conversations with these retailers are 

ongoing, with employers representing finance, home furnishing, ice cream, storage 

products, wholesale membership clubs, home repair, appliance, specialty food products, 

prescription eyewear, clothing retailers, telecommunications, and footwear. 

COAR’s approach to employers has been purposely organic in nature and focused on 

building a relationship of trust and transparency with retailers during the planning phase 

of this multi-year endeavor. During employer conversations, COAR gathered key 

information about industry trends, best practices, training gaps, marketing, and evolving 

changes impacted by technology. As COAR approaches 2019, partnerships will grow as 

additional relationships with retailers, entertainment, dining and banking industries are 

forged.  

RESEARCH METHOD 

Employer engagement discussions were held with a range of key retailer and dining 

representatives in positions ranging from Store Managers to Regional HR Directors, 

Regional Recruitment Directors, and HR Managers. Along with sharing background on 

the COAR project, COAR stakeholders conducted surveys with potential industry 

partners and summarized responses. To better understand the skills needed for existing 

and future jobs, COAR stakeholders created a ten-question survey (See Appendix B). 

Survey topics fell into the following categories: opportunities for career advancement, 

retention, turnover, recruitment and training needs and future changes that will impact 

hiring, and emerging industry trends. COAR spoke with more than 20 retailers in the 



20 

T H E  S O U T H C E N T E R  D I S T R I C T  O F  T H E  C I T Y  O F  T U K W I L A  

  

 

Southcenter District, to promote an understanding of the purpose of COAR, and ways 

that the industry partnership may be able to serve their organizations. 

Taking steps to identify current resources for jobseekers and incumbent workers at 

Westfield Southcenter, COAR also reviewed the Westfield Southcenter website, and 

learned that Westfield includes job postings for tenants under their Services menu.  

A total of four (4) employers completed the full employer survey. One interview was 

conducted in person, and three employers completed surveys independently and 

returned them electronically to COAR. Respondents were told all surveys would remain 

confidential. They were informed that the report results would be shared in the fall of 

2018.  

The average length of time to complete the in-person interview ranged from 30 to 90 

minutes. The average length of time for individuals completing the survey on their own 

was 20-25 minutes. Responses were codified and summarized in aggregate form.  

SELECTION OF EMPLOYERS 

COAR utilized the list of retailers in and around Westfield Southcenter obtained from 

mall management. COAR also drew upon employer contacts connected via: 

• Existing community relationships within the retail sector industry 

• Retail Opportunity Network (RON) Webinars to provide outreach to employers 

who were affiliated with other local or national retail initiatives  

• Seattle Southside Chamber of Commerce  

• Mall walks by COAR stakeholders at Westfield  

The results of the initial set of four employer surveys are presented in this report. 

COAR’s strategy focused on getting a mix of employers ranging in size (small, medium 

and anchor). COAR also set out to identify retailers with national, regional and local 

footprints in the area. COAR felt it important to garner the perspectives of people who 

worked at different levels in the company, to ensure a more nuanced view of employer 

needs, including frontline managers that experience issues and envision solutions, 

corporate and regional vantage points. The type and length of experience of employers 

responding to surveys varied. Some had only been in their roles a short time, while 

others had moved up through the company and had a broader view of the retail 

experience. COAR reached out to over 20 retailers and restaurants within the area. 

Some have not completed the survey. At the same time, many of these employers 

wanted to learn more about the project and were especially interested in the possibility 

of accessing services that would result in a larger pool of qualified applicants.  
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RESEARCH RESULTS 

TYPES AND DEMOGRAPHICS OF COMPANIES 

Employers from four companies completed surveys. The first company was a large 

omnichannel (retail that integrates different shopping methods) retailer; the second 

was a leading fashion retailer; the third was a small local specialty gift store; and the 

fourth was a fast food seafood restaurant. The number of employees per location 

ranged from 8 to 303. Key contacts completing the survey included three females and 

one male; one person of color and three Caucasians.  

Places employers recruit entry-level workers 

Survey responses also showed that employers utilized online job postings as their main 

recruitment source for entry-level workers. One utilized internal company postings and 

two utilized job fairs and word of mouth. None of the employers used WorkSource, 

community colleges in the area, community organizations or temporary staffing 

agencies. This demonstrates an opportunity for the COAR Learning Community 

members, which include workforce and college partners, to communicate available 

referral resources and build better talent pipelines. This was particularly noted in one of 

the interviews as an area of opportunity. The store manager was new to her role and 

the Southcenter area and was unfamiliar with the resources around her. Given the 

considerable turnover in retail management and workforce referral partner positions, 

there is likely an ongoing need to provide updates to both constituencies about referral 

protocols and hiring needs.  

At the time of this report, 91 retailers in and around the mall listed open positions on 

the Westfield Southcenter website, primarily in the following three categories: 

• PT/FT Sales, Cashier or Customer Service Associate 

• Business, Education, Store, Department and General Manager  

• Internship and Trainee  

On the Westfield Southcenter website, the top three ways to inquire about open 

positions included:  

• Referral to the specific company website 

• Inquire Within, Contact a Specific Person (some with a non- company email 

address or phone number) 

• Referral to LinkedIn. 

A review of the site conveyed sporadic use by retailers. It is very likely, based on a 

comparison of Indeed, Burning Glass and the Westfield Southcenter listings that the 

Westfield website postings included only a portion of the open positions.  
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Difficulty finding qualified applicants for entry-level jobs 

All employers agreed that finding qualified entry-level applicants was a challenge. The 

most frequently voiced challenges included poor interviewing skills, lack of job 

skills/qualifications and not enough applicants. One employer reported that they have a 

screening test for new applicants to complete and pass to be hired, but lamented that 

few applicants were able to pass this test. Another employer said that incomplete 

applications resulted in some applicants not being considered for jobs. None of the 

employers identified the lack of GED/High School Degree as a barrier for finding 

qualified entry-level applicants. 

Difficulty retaining employees 

All employers had difficulty retaining employees. The main reason identified was that 

employees leave because they don’t think of retail as a career. This is an area of 

opportunity for the COAR Learning Community to help employers market and 

communicate retail career pathways. Two of the four employers reported a lack of 

messaging from management or supervisors to employees about growth potential in 

the company and limited opportunities to practice or master skills. Other reasons cited 

included: lack of customer service and teamwork skills, and personal issues interfering 

with job attendance.  

Strategies used to reduce turnover and support worker retention and 

advancement  

Employee-driven, flexible scheduling was a consistent strategy used by all employers. 

Personalized recognition, performance-based bonuses, entry level and cross training 

were also frontrunners in strategies used to reduce turnover and support advancement. 

Two employers offered compensation above the retail industry standard. One employer 

offered education assistance programs and scholarship assistance.  

Main job titles and skill sets required for entry-level jobs 

Sales associates, cashiers and support roles were the primary job titles for entry-level 

roles. Customer service was the number one skill needed for these roles, which is 

consistent with the findings from the labor market and job posting data above. All 

employers noted this skill requirement. The next highest skill need was cashiering. 

Employers also identified product knowledge, having a willingness to learn, ability to 

learn quickly, ability to use good judgement, adherence to food safety, acting with a 

sense of urgency and being a team player. 

Main opportunities for advancement from entry-level roles 

Advancement opportunities ranged and were influenced by the size of the retailer. The 

types of advancement roles were from Sales Associate to Assistant or Dept. Manager, 

Shop Captain, Key Holder (Trusted to open or close the store), Department Lead, Sale 

Supervisor, Manager, Shift manager or Loss Prevention. For smaller stores, 
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advancement could be from Sales Associate to Store or General Manager. In the larger 

stores career paths existed, from Sales Associate to Asst. Manager, Department 

Manager, Administrator or Corporate Services and or entry level Support Management 

roles.  

Attributes and skills needed to be promoted from the above entry to mid-level 

jobs 

Employers noted that the key qualities they looked for in promoting entry-level 

employees to higher level positions. Listed below, in order of frequency, these included: 

• A desire to advance  

• Excellent customer service 

• Time management 

• Leadership  

• Product knowledge 

• Computer skills 

Employee satisfaction with job quality areas 

Employers were asked how satisfied they believe employees are in several job quality 

areas. Work schedules and career advancement opportunities, support and training 

appear to be areas where companies could strengthen employee job satisfaction.  

 

Very Satisfied Somewhat 
Satisfied 

Neutral Somewhat 
Unsatisfied 

Very 
Unsatisfied 

Compensation/Pay 

 

25% 50% 25% 

 

Benefits 25% 50% 25% 

  

Job Security 25% 25% 50% 

  

Inclusiveness 50% 50% 

   

Safety 25% 75% 

   

Clear Grievance Procedures 25% 50% 25% 

  

Work Schedule 

 

25% 75% 

  

Likely Opportunities to Advance 25% 

 

75% 

  

Career Advancement Support 

  

50% 25% 25% 

Access to Cross-Training 50% 25% 

  

25% 

Access to Supervision, Leadership 

or other Internal Training 

Opportunities 

25% 25% 50% 
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Areas of pre or post-employment support desired from colleges or workforce 

providers to assist in the building of skills of prospective applicants or current 

employees  

Employers were provided a list of 13 potential pre- and post-employment supports, 

such as interview preparation, cashiering training, and math, that would help 

prospective and current employees build skills. Most employers checked a minimum of 

five areas in which they needed support. Some of the same topics were identified as 

needed areas for both pre- and post-employment support.  

The most frequently mentioned pre-employment needs included:  

• Interview Preparation  

• Recruitment Training  

• Cashier Training 

• Basic Skills/ESL 

• High School/GED  

The most frequently mentioned post-employment topics included:  

• OSHA Safety Training 

• Customized Retail Training  

• Customer Service  

• Leadership/Supervisor Training  

Two employers indicated they would like training support in Interview Preparation, and 

Recruitment Support. Two employers need support in Cashier Training, Targeted Hiring 

Event and OSHA Safety Training. One employer identified Basic Skills/ESL. Three 

reported Customized Retail Training, Customer Service and Leadership/Supervisor 

Training. One employer did not need training support in any of the listed areas.  

Future changes in the industry that can impact hiring and training needs 

Over the next 12 months, employers stated that the following changes will affect their 

hiring and training needs: 

• Store expansion will require additional workers 

• Heightened online sales focus  

• New technology will require worker training 
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18-29 years of age  

6 (37%) 

30-41 years of age 

3 (19%) 

42-53 years of age 

6 (37%) 

54 or older 

1 (7%) 

5. INCUMBENT WORKER INTERVIEWS 

INTRODUCTION 

The COAR partners have a strong interest in knowing more about the workforce 

development needs and insights of incumbent workers at Westfield Southcenter. Their 

responses will inform, in tandem with input from employers and other stakeholders, the 

priorities of the emerging industry partnership model at this locale. 

RESEARCH METHODS 

Interview Methods  

A total of sixteen (16) incumbent workers were interviewed. Interviews were conducted 

in person at the worksite. The average length of interviews was 45 minutes, ranging 

from 20 to 55 minutes. Each worker received a gift card for their participation. Individual 

worker responses are confidential. All workers signed consent forms. Responses were 

codified and summarized in aggregate form. Direct quotes are interspersed throughout 

the report, but are not attributed to particular individuals. 

Selection of Incumbent Workers 

Employers selected workers to interview. They were asked to select employees who 

closely represented the gender, age and ethnic diversity in their company. They were 

also asked to identify employees who worked in different types of jobs or departments. 

A small group of longer-term experienced workers were included in the interview pool 

to honor their deep knowledge of retail, and garner their insights about turnover and 

other issues.  

RESEARCH RESULTS 

Type of Companies  

Workers from four different companies completed an interview. The first company was 

a large omnichannel retailer; the second was a leading fashion retailer; the third was a 

small local specialty gift store; and the fourth was a fast food seafood restaurant.  

Worker Demographics 

The ages of incumbent workers ranged from 18 to 63. They were ethnically diverse; 69% 

were persons of color, and 31% were White. Workers included African American, 

Filipino, Somali, Cambodian and Vietnamese persons. Forty-three percent spoke a 

language other than English. The group was evenly divided between males and females; 

and 40% had school aged children. One-third of the workers (31%) had one or more 

family members who worked at the mall. 

Worker Job Titles  

The workers were employed in a variety of different jobs. Three were “rovers” who 

were employed in multiple departments. Four were cross-trained and worked in 
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Length of Time  

Employed 

Worked up to 2 years 

7 (44%) 

Worked more than  

2 and up to 10 years 

4 (25%) 

Worked more than  

10 years 

5 (31%) 

stocking, as well as selling merchandise. Two were employed in newly created jobs that 

were focused on supporting mobile technology and scanning products.  

Sales associates [children’s clothes, women’s clothes,  

housewares and other departments] 6 

Sales leads [women’s shoes and fragrance] 2 

Shift manager [responsible for coordinating staffing and  

scheduling and maintaining continuity] 1 

Prosthesis coordinator [assisting women who  

have had mastectomies] 1 

Hourly sales associate 1 

Support associate [responsible for scanning products] 2 

Service associate [focuses on online “pick up” customers] 1 

Support cashier [focuses mostly on returns and gift cards] 1 

Lead cook 1 

Fry cook 1 

 

Length of Time Employed  

Close to half of the workers were new to the workforce. The length of time workers 

were employed ranged from 2 weeks to 29 years. Each of the four workers who had 

been employed 2 to 10 years had one or more school aged children. Two reported that 

they stayed in their jobs because they were able to schedule the work hours around 

their children’s childcare, school activities and vacations. All of the long term employed 

(11 or more years) workers were very connected to their jobs, co-workers and 

customers. One said, “We are a second family.” Two of these workers were extremely 

proud of their stores brands and products. One said, “This is a quality store — I have a 

long list of customers who count on me to tell them when products they want come in 

or may be in short supply.” The other said, “I pride myself in growing my list of repeat 

clients.” Three of the long term workers were very grateful that their employer was 

“loyal” and had not ended their employment when they had medical issues that 

required a substantial amount of time away from work. Fortunately, these workers had 

medical insurance covered by insurance held by other family members. 

Three of the recently hired workers, all under 24 years of age, noted that they would be 

leaving their jobs soon because of a variety of different reasons. Boredom, hourly pay 

and insufficient hours were the top three. In addition, one young man who had worked 

less than a month had unexpectedly received a scholarship to an East Coast university. 

He was feeling “happy and relieved” that the store told him to check back during school 

vacations because there might be a job for him at that time. Another worker who had 

been employed for four years at a restaurant said that he would soon be leaving to go 

to college. He had earned his AA degree, while working at the restaurant part-time.  
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Workers Like: 

Getting to be friends with co-

workers 

9 (56%) 

Interacting with customers, 

especially the “regulars” 

8 (50%) 

Working in companies which 

let you negotiate flexible 

schedules  

8 (50%) 

Working in a mall environment 

7 (44%) 

Meeting new people  

(co-workers, colleagues,  

and other mall employees) 

6 (37%) 

Learning new technology 

3 (18%) 

Being on the edge of fashion 

trends  

3(18%) 
 
 

 

 

M., a 23 year old Asian/Pacific Islander man has worked food service for 4 years 

at the same restaurant. “I see this as my get up and grow job. I am studying to 

be a marine biologist and taking classes at a community college. Next fall my 

boss knows I am leaving to attend the University of Hawaii. My employer has 

always been flexible about my hours, and allows me to change my shifts to 

match my course times.” He said that he still lived at home with his parents, so 

he could save money for college. He said he stuck with this job because he felt 

loyal to the company, liked the location, and the co-workers. His advice for 

other young people entering food service jobs were, “Come with a plan. In food 

service you can move up in a company like this to lead positions, and jobs as 

District Managers or General Managers, but for many people it is a means to an 

end. It doesn’t matter which route you want to take, just know what you want 

to do.” He added that he had paid for his first two years of college, because he 

was still living at home, and was not eligible for a tuition subsidy, because of his 

parent’s income. When he heard that there might be some kind of classes 

offered on site that exposed workers to potentially free college courses he said, 

“That would be great – more people would advance their skills while they still 

kept working. They probably would not be so likely to quit their jobs or their 

education.”  

Key Themes: Flexible workplace scheduling, work place loyalty, career planning, 

college access.  

The workers who had been employed for longer periods of time noted that younger 

workers are not as engaged or as likely to stay in retail. They identified low pay, limited 

hours, and generally low level of supervision or mentoring as factors which caused 

younger workers to leave. One said, “They stick these kids in front of computers for 

three days for orientation and barely talk to them. That is not a good way to greet and 

retain new employees.” These observations were also represented in the interviews 

with younger workers. 

What Workers Like Best about Their Job 

Many workers appreciated working in an environment where they could negotiate their 

schedules. They also enjoyed the relationships they forged in “the ever-changing, 

dynamic mall environment.” The three workers who liked being, as one put it, “On the 

cutting edge of fashion” also said they liked visiting other stores and seeing all the new 

tech products and fashions featured in other stores. Three workers liked learning and 

using new technologies (e.g. the new scanners and mobile technologies to connect with 

customers and on line sales tools). One worker reported that she loved her job as a 

Prosthesis Coordinator because she worked with people who were experiencing health 

issues, and was glad that she could provide them with confidential and caring services 

“in a time when they need to be surrounded with people who want the best for them.” 
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Workers Want:  

Better Pay  

5 (31%) 

More hours  

5 (31%) 

More affordable health 

benefits  

4 (25%) 

Training on how to work with 

difficult customers  

4 (25%) 

Training on how to promote 

gift cards and other “specials” 

3 (18%) 

Training on how to work with 

difficult or absent supervisors  

3 (18%) 

Additional training on how to 

use cash registers 

2 (12%) 

Less pressure to meet certain 

sales quotas 

2 (12%) 

More appropriate methods to 

instruct workers who may not 

be familiar with 

abbreviations/short cut 

instructions  

2 (12%) 

More training on website 

management 

1 ( 6%) 
 
 

 

D., a 49 year old Cambodian woman and twenty-one year employee in a large 

retail store said that job seekers need to know that some retail jobs have 

special training opportunities that job seekers are not aware of. For example, 

she worked in lingerie, and was a Certified Prosthesis Fitter. In this role she 

helped customers who had a mastectomy. She said, “I love this job. I help 

people. I also get to use customer service and paperwork kinds of skills, as we 

have to fill out insurance claims because our services and supplies are 

considered to be prescriptions.” She said that the work she did needed to be 

performed by sensitive, caring people, who honor customer privacy.  

What workers thought would make their jobs better 

The workers who had been employed more than 10 years really liked their jobs, and did 

not want to change anything. Nine workers, however, said that higher pay and/or more 

hours were needed. Two workers said that the $15.00 minimum hourly pay that nearby 

SeaTac and Seattle workers now receives should also be available in other parts of King 

County. Only two of the 16 people interviewed received company-sponsored health 

benefits, although 6 were eligible, but could not afford the premiums. 

One person wanted to get more training in web site management “Because when the 

only person who works in the store who knows this is absent we have to field calls from 

frustrated customers.” One young man, who was recently hired, did not like working in 

the store basement which he said was poorly lit and not secure. He also said that the 

basement floor was hard to work in as it was under-staffed. He noted that pressure 

about loss prevention where he worked was strong because employees had to cover a 

large area, and that thefts were common. He was feeling “less down” about his future 

because he had recently taken forklift training at a community college, and expected to 

be leaving the company soon to get a warehouse job. Three recent entrants to the 

workforce said they needed more training in how to use the “new and always being 

upgraded” computer check out systems. Two of these individuals had very minimal prior 

experience using computers. Two workers, for whom English was not their home 

language, said that they needed help understanding abbreviations that their supervisors 

used in their written instructions. Examples included: “Attn.; ASAP, and BTW.” One 

worker said that she took pictures of all the goods in her department and went home 

and with the help of an English-speaking neighbor memorized their names and brands. 

Several workers wanted more training in how to deal with difficult customers, and with 

absent or neglectful supervisors. Three younger workers were uncomfortable at having 

to ask customers if they wanted to open a charge account. One complained, “My 

supervisor sets quotas for this to happen and tells me every day I need to do this.” 
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Workers need to 
demonstrate: 

Initiative, and commitment to 
finding new work to do, even 
during slow times 

6 (37%) 

Time management skills  

6 (37%) 

Readiness and Ability to 
Reduce “shrink” 

6 (37%) 

That they take pride in your 
work and share your 
achievements  

5 (31%) 

That they understand 
addressing customer concerns 
and ratings are important 

4 (25%) 

Networking Skills 

4 (25%) 

A willingness to learn skills 

4 (25%) 

An aptitude for learning new 
technology skills 

3 (18%) 

Leadership skills  

2 (12%) 

That they are interested and 
will ask questions/seek help  
when they need to 

2 (12%) 
That they will ask  
questions/ show they care 
about their job 

2 (12%) 

Accuracy in math/ 
inventory counting  

2 (12%) 

Patience and a level head  
with customers and  
co-workers — even when  
the work is hectic 

2 (12%) 

 

 

What advice do incumbent workers have for people  

who want to work in retail? 

Worker responses follow (using their words): 

Remember that there are lots of different jobs in retail: Tell jobseekers that there may 

be security jobs, for example, and that these jobs may be better for some people than 

sales jobs. My cousin just got a security job at the mall. He has a security guard license, 

and had CPR training prior to getting the job. The person doing the interview told him 

that they liked it when he said he was good at customer service, and that he described 

himself as alert, reliable and able to follow policies and procedures. He really studied 

the job description. 

Show you are confident and describe your skills: It is important to show that you aren’t 

shy and would be friendly greeting and assisting customers. Also, tell interviewers how 

you are good at making people feel at ease. It helps to show that you know something 

about retail — say you know about gift cards, and rewards programs, or whatever a 

certain company has. If they ask what experience you had and even if it was just as a 

volunteer – like putting together a garage or school event or party, describe what you 

did and tell how you are well-organized and know how to stage an event — and that 

you would try to use the same skills handling merchandise or sorting inventory. 

Be sure you are okay with being on your feet for long stretches, and that you don’t 

have allergies to cleaning products: Some retail jobs are hard physical work where you 

have to set up displays, open and close the store, stand for hours at a register, clean 

glass display cases, carry heavy weights, and climb ladders to get stock. If these kinds of 

things bother you - you may not make it for long in many retail jobs. 

Emphasize that you will be available when the store is busiest, including nights, 

weekends and holidays: If you don’t think you can do this, some retail jobs might not be 

the best place for you. Employers like and promote workers who are willing to be their 

hero. 

Know about the company products and brand before you interview: Try to mention 

what you really like about the company. It helps to say things like the best things about 

this company to me are the way they treat customers or greet customers. They love to 

hear that their clothes are timeless! And that their shoes really last. 

If you want to work in retail in a mall, but don’t know what you want to do, you might 

want to start in a holiday or summer job: If you make this decision, which is how I got 

into retail, you need to show you are good to go during busy times, and have a 

customer- first attitude no matter what. You need to show you can work as a team. 

Also, during this time if you want to stay in retail really talk to other mall workers and 
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see what companies are best to work for, given who you are, and what you need. 

Where I am working now is the fourth company in the mall I have worked for. I finally 

found the right one.  

Try to become familiar with retail jargon and technology: Like know what POS station 

stands for. POS stands for retail “Point of Sales” which is usually like a station where 

there are computers, receipt printers, a place to look at customer information, 

debit/credit readers and maybe a cash drawer or way to distribute gift cards. One of the 

stores at the mall might even be going to use Bitcoin. So it would be good to know what 

that is too. Also, be good to understand that mPOS stands for a mobile point of sale 

where you might use an Ipad, smartphone or some kind of Android tablet that basically 

replaces or acts like a cash register. That way we accept credit cards anywhere which 

makes it easier for customers to shop and avoid lines. Another useful term is RF which 

usually is connected to the use of Radio Frequency Scanners which are used to read 

barcodes and move products faster. Job seekers don’t need to know how to use these 

tools, but it might impress people who are interviewing them if they can mention they 

are interested in learning them, and that they are impressed about the technology the 

store uses. 

What advice do workers have to help people  

who want to advance in retail? 

Six workers noted that you need to be punctual and on time to work in order to be 

considered for advancement. An equal number said you need to be busy “even if you 

are not”. One woman said, “There is always something to do, or to fix, and if you don’t 

think of anything let someone know you would be glad to help another department. 

Five workers said that if you need to advance you need to, as one put it, “sing your own 

praises” and do that frequently. Another said, “This may seem like something difficult to 

do to do, but it pays off.” Yet another woman said, “In my culture it does not seem right 

for a woman to point out her achievements, but in a job a woman must.” 

Six workers reported that one of the best ways to draw positive accolades at work is to 

“reduce shrink” — i.e., to keep the store well-stocked. One said, “When merchandise is 

sold out we need to either re-stock it ourselves or find somebody who will.” 

L., a 36 year old Filipina woman, and food service shift manager said, “Customer 

service is everything. Every day about 10 people fill out an on line customer 

survey about our restaurant. These go to the General Manager, and then to the 

District Manager, who roves around and visits stores. We discuss problems 

raised on the forms and try to recall them. For example, we might be asked, 

what was going on at 3:30 on Monday? When we hear these comments it helps 

us anticipate for the future what might happen if we have another customer 

back-up, or someone comes back from their break late. My advice for people 
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Worker Recommendations: 

Computer training  

7 (43%) 

Career planning  

7 (43%) 

Central access to mall job 

listings 

6 (37%) 

Referrals to education and 

training  

6 (37%) 

Assistance getting college loans  

4 (25%) 

Assistance getting scholarships  

4 (25%) 

Customer service 

4 (25%) 

Marketing  

3 (18%) 

Web management 

3 (18%) 

General Business Classes 

3 (18%) 

Opportunities to earn 

certificates (technology, 

forklift, CPR, Safety, Security)  

3 (18%) 
 

 

 

entering retail and food service jobs is that they need to know that their work 

really matters to the whole company, especially to folks like the General 

Manager who they might never actually see in person. They also need to take 

this feedback and make improvements if they want to stay employed.” 

Key Themes: Customer feedback, worker responsibility, continuous 

improvement. 

Four workers said that incumbent workers in retail need to know that companies expect 

results. Many have SPH (sales per hour) goals, and charge card sign-up goals. One said, 

“If you can’t handle that kind of pressure some retail stores might not be for you. Find 

ones that are low key.” 

Two workers who were long term employees had each been promoted multiple times 

over their careers. They attributed these promotions to the fact that they asked lots of 

questions, expressed a willingness to be cross trained and learn ideas, and continually 

expanded their efforts to meet new people in the company while at lunch or breaks. 

Three other workers who had earned promotions since being hired said that they 

routinely looked at job openings, and frequently told co-workers about their interest in 

moving to different departments, or positions that they would rather work in. One said, 

“My persistence paid off. People saw I was serious about wanting to change and 

upgrade my job but still stay with the company.” 

Interestingly, some incumbent workers did not like the advancement opportunities they 

were offered. Three workers had turned down promotions because they did not want to 

be responsible for supervising staff or dealing with staff schedules. After being 

promoted another worker chose to take a lower paying job because they did not want 

to engage as much with customers, and instead preferred scanning goods and working 

in staging.  

What types of education and career development support  

do workers want? 

The idea of an industry partnership that could potentially include a place where workers 

could look at job listings, earn certificates, take college courses and receive career 

navigation support was exciting to many workers. Workers posed many different ideas 

for training and resources. Virtually all thought that a job center of some sort should be 

open at the mall location. One said, “If it was here people could go right before or after 

their shift. So many people work part-time it would be ideal because they could build 

their skills and work.” Another said, “Employers have trouble recruiting and retaining 

employees. Having a resource like that here would help them with both of those 

things.”  
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N., a 28 year old, Vietnamese woman works in a small specialty retail store. Her 

career goal was to become a store manager. Recently, she was promoted to 

Assistant Manager. She said her store was a good place to work and people 

were “close and like family.” She explained that as a child she was sheltered 

and did not associate with many other cultures. She added that working in the 

field of retail, especially in a place like Southcenter, has taught her to connect 

to people all over the world, and to make them happy or satisfied. Her desire 

was to get training in how to deal with website management, as her store had a 

distribution center. She said, “Some different times the website goes down – 

which then causes people to call the store and complain. Some say they don’t 

want to talk to people – they just want to order something.” She said that only 

one person in her store had this training, noting that more would benefit from 

this type of training. She also thought that some job seekers would be better 

suited for working in distribution centers, than with customers, but were not as 

familiar with those jobs. opportunities. 

Key Themes: Diversity, workplace environment, cross training, website 

management, and career awareness, career fit. 

One of the older workers who was interviewed said, “I probably would not take any 

courses myself, but my 24 year-old niece would and she works here about 18 hours a 

week. It might help her focus on the future. She has been kind of aimless for the last six 

years.” 

B., a 42 year old African American cook in a fast food restaurant said, “One 

thing I would tell all job seekers to really look into is what a company does, and 

where it does its work. I started not too long ago as a back of the store cook in 

my company working in a different place, in a large sports stadium. Lucky for 

me they also have sit down restaurants and mall-sited locations because I had 

health issues that made full-time work at the stadium location tough for me. I 

was lucky that my employer knew from my work there that I could deal with a 

busy customer place. I now split my time between working in the old location 

and where I am now. They thought I would be good at Southcenter too, 

because it is a busy place (in fact for my restaurant it is the busiest mall-sited 

restaurant in Washington state). Earlier in my life I took culinary classes. Maybe 

in the future I might want to return to culinary school (if I can afford it), but in 

the meantime I am working with, and for nice employers who care about him. 

As I see it, “I am the happiest person in the world. I have children. I like my work 

and all the people I work with.” 

Key Themes: Workplace exposure, workplace flexibility, employer awareness 

and support of worker skills, workplace environment. 
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A young woman said, “I would love to have someone be able to help me choose my 

career path. I know I want to work in retail but in the business side – or in purchasing. I 

am taking an online course now in retail management but if I could take something like 

that here I would get more out of it and have some other students to meet.” 

One worker said, “I would think the mall would be proud to show that it cared so much 

for their workers that they want to be maybe one of the first that opens a place that 

shows they want their employees to succeed and to move on to better jobs either at 

their current worksite or elsewhere. People would see this as a good thing, and although 

more pay is needed too, at least it recognizes that employees are worth investing in.” 

One woman who said she worked an average 17 hours per week said, “I would like to 

get over some of the barriers that have kept me from going to college — these include, 

math and lack of computer skills. I would spend at least 2 more hours a day going to 

school if I could do it where I work. Otherwise, with childcare and transportation costs, I 

could not afford to do that.” Another reported that computers scared her but if she 

could go to school somewhere where people would understand that she would be able 

to overcome her fears. She added, “I also need to work on my English skills. Sometimes I 

don’t think they are right for college, but I would love to be a nurse someday.”  

6. STAKEHOLDER INTERVIEWS 

RETAIL JOBS PLAY AN IMPORTANT ROLE IN THE WORKFORCE 

Stakeholder interviews underscore the importance of retail-focused industry 

partnerships at the state, county and local level. The National Retail Federation reports 

that in Washington State there are 75,409 retail establishments and 859,334 jobs. They 

point out that retail comprises 15% of the total Washington GDP.11  

The Tukwila area is considered a retail powerhouse, anchored by Westfield Southcenter 

mall, which is the largest mall in the Pacific Northwest. According to the Tukwila Office 

of Economic Development there are over 40,000 jobs in the area; one-third of these 

jobs are in the area of retail, one third in manufacturing, and the remainder span the 

career spectrum.12  

A large scale business engagement effort sponsored by the Seattle Region Partnership 

(SRP) also cites the important role that retail jobs plays in the region’s overall workforce, 

reporting that retail is experiencing a 2% growth rate, which equates to 38,200 jobs. 

SRP, a multi-sector initiative funded by the Seattle Metropolitan Chamber of Commerce, 

Seattle Foundation, City of Seattle and King County, was funded to streamline the way 

                                                             
11 http://nrf.com/advocacy/retails-impact/WA 
12 http://www.tukwilawa.gov/departments/economic-development/ 

http://nrf.com/advocacy/retails-impact/WA
http://www.tukwilawa.gov/departments/economic-development/
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business connects to the region’s workforce, economic and education systems.13 Their 

efforts and the efforts of many community partners are informing the emerging 

redesign of Seattle’s workforce system.  

The Port Jobs leadership role on COAR is also evident to business leaders, as Port Jobs is 

a member of the Seattle Metropolitan Chamber of Commerce, and two other Chambers 

of Commerce located in close proximity to the Westfield Southcenter mall: the Seattle 

Southside Chamber of Commerce and Renton Chamber of Commerce. As a member of 

the Southside Chamber of Commerce Education and Workforce Development 

Committee, Port Jobs’ Sea-Tac Airport and Westfield Southcenter industry partnerships 

are routinely featured and shared with business, educators and young people.  

Career pathway development in retail is also a priority of COAR’s local workforce 

development and community college partners, as well as local leaders in community 

development. The local Workforce Investment Board (WIB), the Seattle-King County 

Workforce Development Council (WDC) has identified retail as a “watch” sector, using 

the following criteria: economic size and scope, job demand, supply and demand 

alignment, and potential for impact. The WDC contracts with the WorkSource Business 

Services Team, which places a high number of jobseekers in retail and other types of 

jobs. The Tukwila WorkSource, located near Westfield Southcenter, holds Employer 

Voice events that connect employers to jobseekers. COAR staff participates in those 

events focused on retail. The Business Services Team liaison works closely with the King 

County Education and Employment Career LaunchPad team of outreach workers. 

Together, their efforts include recruiting and supporting the career access and retention 

needs of young adults.  

The State Board of Community & Technical Colleges (SBCTC) and SkillUp Washington are 

also taking steps to learn more about career pathways that prepare entry level workers 

for retail careers that lead to different education and career paths. For example, they 

are currently conducting a brief survey with selected community colleges to explore the 

current retail-related training programs/pathways and credentials they offer, and 

determine whether colleges currently embed any industry supported credentials within 

an I-BEST framework or have an interest in developing an I-Best@ Work model where 

frontline workers with low basic English, Literacy and/or Math skills could participate in 

I-BEST training at (or near) their job. They are also asking colleges whether they have a 

system in place for students who are currently enrolled in retail-related programs at 

their institution for students and do not have a high school diploma to earn credit 

towards their High School 21+ degree as part of these pathways. 

                                                             
13 https://www.youtube.com/watch?v=egcC-PQecyU 

https://www.youtube.com/watch?v=egcC-PQecyU
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An interview with a local Community Development Manager highlighted the importance 

of an industry partnership sited at Southcenter by saying, “This is a great place to build 

an industry partnership that provides opportunities for jobseekers to prepare for retail 

careers, and employers to post jobs and seek qualified employees. It also is a great 

opportunity for incumbent workers to earn college credits and to prepare for next step 

careers and education. The partnership resource room should be visibly located, 

showcasing to the whole community the commitment that mall employers have to 

developing the local workforce.”  

Many entities are working to build pathways to retail careers and  

living wage jobs 

Common themes emerging from stakeholder interviews include a strong desire to 

strengthen retail career pathways, especially for low income persons and persons of 

color, and to support individuals in these pathways to pursue next step training that 

positions them to advance in retail, and/or apply their skills in other career pathways. 

Many reported that retail careers are an excellent first career for students, young 

adults, and jobseekers of all ages who may be new entrants to the workforce. There was 

also awareness that for many incumbent workers in retail these jobs may be bridges to 

next step careers in transportation and logistics, purchasing, sales, e-commerce and a 

host of other occupations. In addition there was a strong sentiment that when industry 

partnerships are built with retail employers, the talent pipelines to retail jobs will be 

stronger, as would the performance and retention of people in these jobs. Many 

stakeholders pointed out the importance of creating coordinated, equitable and 

inclusive pipelines to retail jobs. 

The call to action to get young adults engaged in retail and other high demand careers is 

particularly strong. Data provided by one of the COAR partners, the Community Center 

for Education Results (CCER) showed that every year, approximately 2,000 young people 

in our region leave high school without a diploma. Moreover, every year over 3,000 

youth who do finish high school do not successfully transition into postsecondary 

education. CCER reported that as many as 20,000 16-24 year olds in South Seattle and 

South King County are currently disconnected from school and work. This group is more 

likely than their “connected” peers to be youth of color, low-income, ELL, homeless, and 

justice involved. Failing to invest in this group is exponentially more costly than 

providing services to meet their needs. 

Other retail system partners 

Against the above backdrop it is not surprising that the Seattle region has been the 

focus of several different retail employment initiatives. All are invited to participate in 

the quarterly COAR Learning Community meetings. The approach of the COAR lead 

agency, Port Jobs, is to integrate, rather than duplicate, other retail efforts into the 

emerging industry partnership at Westfield Southcenter. To do so they routinely engage 



36 

T H E  S O U T H C E N T E R  D I S T R I C T  O F  T H E  C I T Y  O F  T U K W I L A  

  

 

cross system partners associated with the different retail efforts described below to 

examine ways to integrate their work.  

The Gap, Inc. This Way Ahead life skills and paid internship program has recently 

identified Seattle as a desired city to locate their program. Port Jobs reached out to the 

only organization that they knew was seeking a Gap This Way Ahead grant, and offered 

to support their application and recruitment efforts. As part of this developing 

partnership, Port Jobs shared demographic data for 1860 job seekers, ages 16-24, who 

visited their Airport Jobs office between 7/1/17 and 6/30/18. This data bodes well for 

the Gap This Way Ahead work to build a strong talent pipeline to jobs at Gap brand 

stores, including the Old Navy store located near Westfield Southcenter. Since then Port 

Jobs has learned that another organization, a member of the COAR Learning Community 

is also applying for Gap This Way Ahead Grant funds. In the spirit of cooperation 

promoted by the COAR Learning Community, Port Jobs expects that the organization (or 

organizations) chosen to be the recipient of Gap This Way Ahead funds will be an 

integral member of the Westfield Southcenter COAR industry partnership. 

The 100,000 Opportunities Initiative (100K) is also located in the Seattle area. Seattle 

was one of the seven 100K demonstration cities connecting employers and opportunity 

youth and young adults. The intent of this partnership is to allow the young people 

served to gain employment experiences while working towards educational credentials 

and other skill-building opportunities. Several of the 100K employers in the Southcenter 

District, including Starbucks, Macy’s, JC Penney, T-Mobile, Chipotle, Gene Juarez and 

Microsoft are being recruited to join the COAR industry partnership.  

Walmart Training Academy at Bonney Lake is offering training to a selected group of 

Walmart workers in a dedicated building that serves workers referred by nearby 

Walmart stores. It is one of more than 150 Walmart Training academies located across 

the nation. A group of COAR partners, including many of the stakeholders interviewed 

for this report participated in the tour and learned why Walmart started the academy, 

how they operate, and the expected value of the training to workers, customers and to 

Walmart’s operations. Attendees to the tour included representatives of the Workforce 

Development Council, the State Board of Community and Technical Colleges, SkillUp, 

Port Jobs, Washington State Labor & Industries, WorkSource, and the City of Seattle 

Office of Economic Development. 

The Annie E. Casey Foundation Generation Work initiative is also underway in Seattle. 

SkillUp Washington received an Annie E. Casey Foundation grant which is dedicated to 

building equitable career pathways for young adults to retail, aviation, manufacturing 

and other industries. CCER, Port Jobs, South Seattle College, Puget Sound Educational 

Service District, the Aerospace Joint Apprenticeship Committee, King County and others 

are involved in this partnership. As a lead partner in COAR and Generation Work, Port 
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Jobs is well-positioned to support the recruitment and career advancement efforts of 

young adults to retail jobs at Sea-Tac Airport and Westfield Southcenter, and to other 

next step careers which young adults want to pursue, as they increase their skills and 

further define their career aspirations. 

Though Generation Work is not focused solely on the retail sector, many young adults 

start their careers there, and some work in retail while engaging in other training 

programs, because they can more readily negotiate their schedules to accommodate 

work and school by working part-time, evenings, and/or weekends. 

Workforce Snohomish, a WIB, located in nearby Snohomish County, operates the 

Reimagine Retail program. This program connects job seekers and employers through 

the services of a Talent Pipeline Navigator. Workforce Snohomish gave a detailed 

presentation about their program at a COAR learning community, and are regularly 

invited to participate in COAR meetings. 

The need for the above types of initiatives was reinforced in the COAR Learning 

Community meetings and interviews with local workforce development partners. For 

example, the career navigator team from the King County Career LaunchPad program, 

which supports 16-24 year olds to get and keep jobs, reported that many young adults 

pursue jobs in retail. Staff underscored that retail jobs provided a good starting point for 

young people to develop the core work skills that they will need to advance in retail or 

to pursue other jobs. There was also a growing awareness, among the COAR Learning 

Community partners, of the many different career paths that incumbent workers could 

pursue, and the need to strongly support the post-employment career success of all 

workers in retail.  
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7. SUMMARY  

The results of the labor market analysis reveal that there are a significant number of 

jobs and career pathways available to retail workers. The employer, incumbent worker 

and stakeholder interviews, suggest, however, that more work is needed to market and 

strengthen these pathways for jobseekers and incumbent workers. At the same time 

this review revealed that finding qualified applicants and retaining workers is a 

challenge for employers, suggesting greater coordination among employers and 

workforce partners is needed to build the talent pipeline that employers want and need. 

Furthermore, incumbent worker interviews reveal that many incumbent workers want 

training in areas that are not provided by their employers. Based on the experiences of 

Port Jobs’ industry partnership at Sea-Tac Airport, there is reason to believe that the on-

site provision of these opportunities at Westfield Southcenter could be very beneficial 

to both incumbent workers and employers, and help build a more loyal, skilled and 

productive retail workforce. 

The energy to pursue the above system building opportunities and start an industry 

partnership is growing. To build on this momentum the following next step actions will 

take place during the fall of 2018 in preparation for the official launch of an industry 

partnership at Westfield Southcenter in January 2019.  

• 40 additional Westfield Southcenter employers will complete industry surveys 

and engage in industry partnership planning discussions. 

• The initial group of Industry Partnership “Launch” Partners will be identified, and 

invited to tour the Sea-Tac Airport-based Port Jobs Industry Partnership. 

• A comprehensive inventory of the aligned course, certificate, credential and skill-

building needs of incumbent workers and employers will be completed. 

• A charter for the Industry Partnership will be prepared; this document will 

articulate a broad vision for the Industry Partnership, and describe how the COAR 

Industry Partners will work together to: 

– Build strong pipelines for qualified job candidates to jobs and advanced skill 

building activities at Westfield Southcenter; 

– Integrate existing and emerging retail initiatives into the talent pipeline building 

efforts at Westfield Southcenter; 

– Identify space at Westfield Southcenter for Industry Partnership classes, and 

talent pipeline activities; and 

– Implement courses such as customer service and basic technology, which 

incumbent workers want and employers regard as teaching critical linchpin 

skills required for job entry, retention and promotional opportunities in retail 

and hospitality industries. 
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APPENDIX A 
LIST OF WESTFIELD SOUTHCENTER RETAILERS,  
ENTERTAINMENT AND DINING 

100% Pure 

85 C Bakery and Café 

9D 

Abercrombie & Fitch 

Aerie 

Aeropostale 

Aldo 

Alley Kat 

Amazon 

American Eagle Outfitters 

American Multi-Cinema 
(AMC) 

Apple 

Art of Shaving, The 

AT&T Connect Wireless  

AT&T Mobility (Store) 

Auntie Anne's 

Auntie Anne's (East) 

Aveda 

Bagels Etc.  

Bahama Breeze 

Bank of America 

Bare Minerals 

Baskin Robbins 

Bath & Body Works 

Bayou Grill 

Bayou Grill 

Ben & Jerry's 

Ben Bridge Jeweler 

Bergman Travel Shop 

Big Orange 

BJ's Restaurant and 
Brewhouse 

Blue C Sushi 

Boba Smoothies 

Body Jewelry Plus 

Body Shop, The 

Box Lunch 

Braganza Tea 

Brow Arc (North Doors) 

Brow Arc (Seafood City)  

Buckle, The 

Buffalo Wild Wings 

Build-A-Bear 

Café Pho  

Candy Tyme 

Cell Place 

Cellairis 

Cellairis 

CellDoc 

Champs Sports/Nike 
Yardline 

Charley's Grilled Subs 

Charlotte Russe 

Cheesecake Factory, The 

Chili Fries 

Chipotle Mexican Grill 

Chow King  

Cinnabon 

Claire's 

Clarks 

Cloud Nine Creamery 

Coach 

Comcast 

Container Store, The 

Cool, The 

Crazy 8 

Cricket Wireless 

Currency Exchange 
International 

Daiso Japan 

Deep Sea Cosmetics 
(South) 

Deep Sea Cosmetics 
(South) 

Din Tai Fung 

Disney Store 

Duke’s Chowder House 

Earthbound Trading 
Company 

Eddie Bauer 

Emperors Barbershop 

Escape Outdoors 

Etiquette 

Evalectric 

Express 

Fast Fix Jewelry & Watch 
Repair 

Fidelity Investments 

Finish Line 

Firestone 

Fireworks Gallery 

Footaction 

Foot Locker 

Forever 21 

Francesca's Collections 

From Milk 

Fuego 

FYE 

GameStop 

Garage 

Gene Juarez Salon and Spa 
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General Nutrition 
Company 

Go! Calendars, Games, 
Toys & Books 

Godiva Chocolatier 

Grill City (Inside Seafood 
City) 

Gymboree 

Gyros & Kebabs 

H&M 

Happy Riders 

Hat Club, The 

Helzberg Diamonds 

Hollister Co. 

Hot Topic 

Ivar's 

J. Crew 

Jamba Juice 

JCPenney 

Jimmy John's Gourmet 
Sandwiches 

Joey's Grill and Lounge 

Johnny Rockets 

Jollibee 

Journeys 

Journeys Kidz 

Just Sports 

Justice 

Kay Jewelers 

KeyBank 

Kid's Foot Locker 

Kiki Corona 

King County Library 
Connection 

Kitanda 

Kizuki Ramen 

Lady Foot Locker 

Lego Store 

Lenscrafters 

Lids 

Lolli & Pops 

Love Culture 

Lucky Brand Jeans 

Lululemon Athletica 

Lululemon Athletica 

Lush Fresh Handmade 
Cosmetics 

M.A.C. Cosmetics 

Macy's 

Mariner's Team Store 

Maui Creations 

Maurices 

Metro PCS (near 4-way) 

Metro PCS (near Hollister) 

Michael Kors 

Microsoft 

Moctezuma's Mexican 
Restaurant 

Motherhood Maternity 

Nordstrom 

Nordstrom E-bar 

NYS Collection 

Oakley 

Oceane 

Olive Garden 

One Stop Wireless 

Opinions LTD 

Organic Nail Bar 

Oriental Massage 

PacSun 

Palace Korean BBQ 

Panda Express 

Pandora 

Paper Destiny 

Parfumerie 

Payless Shoesource 

Piercing Pagoda  

Piercing Pagoda  

Pink/Victoria's Secret 

Piroshky Piroshky 

Poke Wai 

Potato Corner 

Rainbow Photo Studio 

Reconnect (North) 

Reconnect (South) 

Red Ribbon 

Rialto Jewelers 

Riley Rose 

Round 1 

Royal Bee 

Ruby Thai Kitchen 

Runway Collection 

Safari 

Sarku Japan 

Seafood City 

Sears 

Seattle Team Shop 

Sephora 

Serenity Nails & Spa 

Shiekh Shoes 

Shoe Closet 

Skechers 

Snap! Custom Clothing 
Store 

Soma Intimates 

Southcenter Shoe Repair 

Speckled Frog 

Spencer’s 

Sprint Store by 
Archtelecom 

Starbucks Coffee (East) 

Starbucks Coffee (Macys 
Court) 

Sunglass Hut 

Sunglass Hut 

Swarovski 

The Children's Place 
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Things Remembered 

T-Mobile (North Doors) 

T-Mobile (South Doors) 

Torrid 

Totally Chi Reflexology 

Trumedic 

U.S. Postal Service 

Unicone Crepes 

Uniqlo 

Unique Imports 

Valerio's Tropical 
Bakeshop 

Vans 

Verizon Wireless (near 
JCPenney) 

Verizon Wireless 

Victoria's Secret 

Villa Pizza  

Vitamin World 

Walking Company, The 

Washington Lottery 

West Coast Boutique 

Wetzel's Pretzels 

Yopop 

Young Art 

Zagg Invisible Shield 

Zales 

Zumiez
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APPENDIX B  
EMPLOYER SURVEY 

We are interested in finding out more about your company. We will use this information to better prepare 

job applicants and support their career advancement efforts. 

Please check all that apply. 

1. Where do you go to find qualified entry level workers?  

 Internal company posting 

 Online job posting 

 Job fair 

 Word of mouth 

 WorkSource 

 Community college 

 Community organization 

 Temporary staffing agency 

Other (please explain): 

_____________________________________________________________________________________

_____________________________________________________________________________________ 

2. Do you currently have any difficulty finding qualified applicants for entry level jobs? 

Check the best response 

 No 

 Yes       If yes, please check the reasons why: 

 Incomplete applications 

 Poor interview skills 

 Lack of job skills/qualifications 

 Not enough applicants 

 Lack GED/High School Degree 

 Can’t pass screening tests 

 Other:  _____________________________________ 
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3.  Do you currently have any difficulty retaining employees? 

 No 

 Yes       If yes, please check the reasons why: 

 Employees leave, don’t think of retail as a career 

 Lack of messaging from management or supervisors about growth potential in company 

 Limited opportunities for employees to practice or master new skills 

 Employees lack customer service skills 

 Employees lack team work skills 

 Employees lack language proficiency 

 Employees lack computer skills 

 Employees lack math skills 

 Employees lack initiative/do not go the extra mile 

 Employees not interested in the product 

 Personal issues interfere with job attendance 

 Employees do not receive recognition for good work/get discouraged and leave 

 Other:  ____________________________________________ 
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4.  Do you use any of the following strategies to reduce turnover, and support worker retention and 

advancement? Please check all that apply. 

 Personalized recognition 

 Performance based bonuses 

 Entry-level employee training 

 Cross-training 

 Educational Assistance Programs 

 Scholarship Assistance 

 Paid time off to go to school/training 

 Unpaid time off to go to school/training 

 Employee-driven, flexible scheduling 

 Hire retention specialist  

 Compensation above industry average 

 Employer sponsored childcare 

 Transportation 

 Mentorship support for career growth and advancement 

 Other:  _____________________________________ 

 

5a.  What are the main job openings/job titles you have for entry level jobs? 

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________ 

5b.  What skill sets are required for the jobs listed in 5a? 

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________ 
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6. What are the main opportunities for advancement from entry to mid-level jobs in your company? Please 

list the job titles. 

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________ 

7.  What attributes and skills do workers need to be promoted from the above entry to mid-level jobs?  

 Desire to advance 

 Excellent customer service skills 

 Time management skills 

 Leadership skills 

 Computer skills 

 Math skills 

 Product knowledge and interest 

 Other:  _____________________________________ 
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8.  How satisfied do you feel your employees are with your company in the following areas? Check the 

applicable response for each job quality area. 

Job Quality Area Very 
Satisfied 

Somewhat 
Satisfied 

Neutral Somewhat 
Unsatisfied 

Very 
Unsatisfied 

Compensation/pay      

Benefits      

Job Security      

Inclusiveness      

Safety      

Clear grievance 

procedures 
     

Work schedule      

Likely opportunities to 

advance 
     

Career advancement 

supports – scholarships, 

tuition assistance 

     

Access to cross training 

opportunities 
     

Access to supervisor, 

leadership or other 

internal training 

opportunities 

     

Other:      
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9.  Are there any types of pre or post-employment outside recruitment support, training or assistance you 

would like from college or workforce providers to build the skills of prospective applicants to your 

workforce or your current employees? Please check all that apply. 

 Interview Preparation  Targeted Hiring Event  

 Recruitment Support  OSHA safety training  

 Cashier Training  Customized Retail Training 

 Basic Skills/ESL  Customer Service Training 

 High School/GED  Leadership/Supervisor Training 

 Business Math  Accounting 

 Business English  Other:  _______________________ 

 

10.  Over the next 12 months are there changes in the industry that will affect your hiring and training 

needs? Please check all that apply. 

 Store Expansion will require more workers 

 Store closure will require fewer workers  

 The company will focus more on online sales 

 New Technology requires worker training 

 Other: _______________________________________________ 

 

 

Thank you for answering this survey. We will use this information to identify ways to partner 

together to improve the preparedness of job applicants, and increase their opportunities for 

advancement. 
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APPENDIX C 
INCUMBENT WORKER INTERVIEW 

Please note that your answers are confidential. All responses will be combined. 

1a. What is your current job title? _________________________________________ 

1b. How did you find out about your current job? 

 Internal company posting 

 Online job posting 

 Job Fair 

 Word of mouth 

 WorkSource 

 Community College  

 Community Organization  

 Temporary Staffing Agency 

 Other (please explain): 

__________________________________________________________________________________

__________________________________________________________________________________ 

1c. What do you see as your next level job?  

2. Overall, how satisfied are you working for (company name)? 

 Very Satisfied 

 Somewhat Satisfied 

 Neutral 

 Somewhat Dissatisfied 

 Very Unsatisfied 

3.  What do you like best about working for your company? 

 _____________________________________________________________________________________

_____________________________________________________________________________________ 
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4.  What things could make your current job better?  

 _____________________________________________________________________________________

_____________________________________________________________________________________ 

5.  What skills do you need in order to advance in your company? Check all that apply. 

 Initiative 

 Desire to advance 

 Excellent Customer Service Skills 

 Time Management Skills 

 Leadership Skills 

 Technology Skills 

 Math Skills 

 Cross Training  

 Don’t Know 

 Other:  ________________________ 

  

6.  What does respect look like to you? In what ways does your company display respect for its employees? 

 _____________________________________________________________________________________

_____________________________________________________________________________________ 
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7.  How satisfied are you with your job in the following areas 

Job Quality  
Area 

Very 
Satisfied 

Somewhat 
Satisfied 

Neutral Somewhat 
Unsatisfied 

Very 
Unsatisfied 

Compensation/pay      

Benefits      

Job Security      

Work Schedule      

Safety      

Clear procedures for voicing 

concerns about policies or 

practices 

     

Respectful treatment of your 

company for all employees 
     

Recognition for good job 

performance 
     

Communication that retail is a 

career worth pursuing 
     

Information about career 

advancement opportunities 
     

Your career progression at the 

company 
     

Company provides Information 

about how retail skills are 

valuable and transferable 

     

Performance reviews 

accompanied with suggestions 

for what you can do to improve 

     

Likelihood that there will be 

opportunities to advance in the 

company 

     

Career advancement supports – 

scholarships, tuition assistance 
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Job Quality  
Area 

Very 
Satisfied 

Somewhat 
Satisfied 

Neutral Somewhat 
Unsatisfied 

Very 
Unsatisfied 

Career advancement supports – 

paid time off to go to 

school/training 

     

Career advancement supports – 

unpaid time off to go to 

school/training 

     

Access to cross training 

opportunities 
     

Access to supervisor, leadership 

or other internal training 
     

Other:      

 

8.  What advice do you have for other people who are entering retail? 

 _____________________________________________________________________________________

_____________________________________________________________________________________ 

 

9.  What advice do you have for people to advance in retail jobs? 

 _____________________________________________________________________________________

_____________________________________________________________________________________ 
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Additional Background Data 

 

Length of time in the current job:  _____________________________ 

Career pathway (titles of jobs, how long it took to advance, if applicable, since being hired. Ask (if applicable) 

— What has helped you to advance? 

Highest level of education:  _____________________________ 

Age:  _________ 

Gender:  ______________________________ 

Ethnicity:  _____________________________ 

Languages spoken:  _______________________________________________________________________ 

Family Status:  __________________________ 

Number and ages of kids 18 or under:  ________________ 

Residence (name of city):  _____________________________________ 

Main mode of transportation to get to and from work:  ___________________________________________ 

If any retail related training were available where/when would you want it to be offered? What kinds of 

courses or training are you interested in? 

_________________________________________________________________________________________

_________________________________________________________________________________________ 

 

Thank you for taking the time to complete this survey. Your feedback will help us develop 

programs and partnerships that support job seekers, retail workers like you, and employers. 
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APPENDIX D  
KEY RESPONDENTS 

 

Caitlin Cordell 
Program Supervisor 
Career LaunchPad 
Tukwila, Washington 
 
Career LaunchPad Career Navigator Team 
(Isamar Valdez, Andrea Lopez, Teresa Cutsinger, 
Mirela Pancheva) 
Tukwila, Washington 
 
William S. Durden 
Policy Associates, Basic Education for Adults 
I-BEST Pathway Development 
Washington State Board for Community and 
Technical Colleges 
Olympia, Washington 
 
Elizabeth Gordon 
Director of Professional Services 
Workforce Snohomish 
Everett, Washington 
 
Sasha Gourevitch 
Youth Employment Development Advisor 
City of Seattle Office of Economic Development 
Seattle, Washington 
 
 

Brian Kirk 
Assistant General Manager 
Westfield Southcenter 
Tukwila, Washington 
 
Mark Santos-Johnson 
Community Development Project Manager 
Community & Economic Development 
Renton, Washington 
 
Julie Shor 
WorkSource Business Solutions Liaison – Focus on 
Youth Friendly Employers 
WorkSource of Seattle-King County 
Tukwila, Washington 
 
 
Kurt Utterback 
Vice President 
Westfield Southcenter 
Tukwila, Washington 
  
Nicole Yohalem 
Director, 
Road Map Project Opportunity Youth Initiative 
Community Center for Education Results 
Seattle, Washington 

 



 

 

 


