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MASTERING THE
PLAYBOOK: A
DEEP DIVE INTO
DOLLAR GENERAL
STANDARD
OPERATING
PROCEDURES

In  the  competit ive
landscape of American
discount  retail,  few
names  carry  as  much
w e i g h t  a s  D o l l a r
G e n e r a l .  W i t h
thousands  of  stores
spanning  rural  and
suburban communities,
the company operates

w i t h  a  l e v e l  o f
efficiency  that  keeps
prices low and shelves
stocked. The backbone
of  this  operational
machine  is  a  rigorous
and  met icu lous ly
detailed system known
as  the  Dollar  General
Standard  Operating
Procedures (SOPs). For
s t o r e  m a n a g e r s ,
assistant  managers,
and  sales  associates,
these  procedures  are
not  just  suggestions;
they  are  the  definitive
guide  to  running  a
success fu l  s to re .
Understanding  these
protocols  is  often  the
difference  between  a
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location  that  thrives
and one that struggles
w i th  sh r ink ,  poo r
a u d i t s ,  a n d  l o w
customer  satisfaction.
This article provides a
comprehensive look at
the key components of
the  Dol lar  General
SOPs,  exploring  why
they are critical to the
retailer’s  success  and
how  they  shape  the
daily  work  of  every
employee.

THE GUIDING
PHILOSOPHY
BEHIND THE
STANDARD
OPERATING
PROCEDURES

At its  core,  the Dollar
General  operating
m o d e l  i s  b u i l t  o n
speed,  simplicity,  and
cons i s tency .  The
company  prides  itself
o n  b e i n g  t h e
neighborhood  general
store,  offering

convenience at a great
value. To achieve this,
every  store—from  the
busiest  location  in
A l a b a m a  t o  t h e
qu ie tes t  s t o re  i n
Montana—must  look
and  feel  the  same to
the  customer.  The
SOPs  are  designed  to
eliminate  guesswork.
Instead  of  relying  on
individual  manager
intuition, the company
provides a clear, step-
by-step  framework  for
every major task. This
approach ensures that
a  customer  walking
into any Dollar General
knows exactly where to
find the HBA aisle, how
t o  n a v i g a t e  t h e
" C h e c k l a n e "
merchandise, and what
service  standards  to
expect  at  the  register.

The DG
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CORE:
The
Foundatio
n of the

SOPs
Most  Dollar  General
e m p l o y e e s  a r e
introduced to the SOPs
through the concept of
DG  CORE.  While  the
acronym  may  vary
slightly  by  training
module,  it  generally
encapsu la tes  the
essential  behaviors
expected  of  every
team  member.  The
SOPs break  this  down
into  tangible  actions:
Greeting  customers
within  a  specific
number  of  seconds,
maintaining a "Store Z"
that is clean and ready
for  bus iness ,  and

e n s u r i n g  t h a t
recovered merchandise
i s  pu t  back  in  the
correct  location.  The
SOPs do not just tell a
team member what to
do; they explain how to
do  i t ,  down  to  the
specific  motion  or
position  on  the  sales
floor.

NAVIGATING THE
DAILY
OPERATIONS: THE
DAY IN THE LIFE
OF AN SOP

The  effectiveness  of
the  Dol lar  General
Standard  Operating
Procedures  is  most
visible during the daily
g r i n d  o f  s t o r e
operations.  From  the
moment  a  manager
unlocks the door in the
morning  to  the  final
deposit at night, every
action  is  guided  by  a
specific procedure.
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The
Opening
Procedur
es:
Setting
the Stage
for
Success
The  morning  opening
routine  is  one  of  the
most  critical  SOPs  in
the playbook. It begins
wi th  a  systemat ic
walkthrough  of  the
sales  floor  and  the
p e r i m e t e r  o f  t h e
building. The associate
is required to check for
any  signs  of  after-
h o u r s  d a m a g e  o r
security  issues.  Once

i n s i d e ,  t h e  S O P
dictates  the  sequence
o f  p o w e r i n g  o n
registers, unlocking the
safe, and counting the
start ing  t i l l .  A  key
component  o f  the
opening  SOPs  is  the
"Recovery  Walk."  This
i s  n o t  j u s t  a b o u t
straightening  shelves;
it is a targeted sweep
of the store to identify
out-of-stocks, check for
damaged  merchandise
that needs markdowns,
and  ensure  that  the
" A u t o m a t i c
Replenishment"  zones
are properly faced. The
SOPs  also  dictate  the
specific  lighting  and
music  settings  that
must be active before
the  "Open"  s ign  is
turned.

Cash
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Managem
ent and
Register
Procedur

es
Cash  handling  is  an
area  where  the  SOPs
are exceptionally strict.
Dollar  General  has  a
high  volume  of  cash
transactions,  making
accuracy a top priority.
T h e  S t a n d a r d
Operating  Procedure
f o r  t h e  c h e c k o u t
p r o c e s s  i s  v e r y
specific.  Associates
must  follow  a  strict
s c r i p t :  g r e e t  t h e
customer,  scan  items,
ask for the DG Digital
Coupon,  and  then
process  payment.  The
SOPs  detail  exactly
how  to  handle  cash,

including  the  process
for "count up" change
to  reduce  errors.  For
tendering,  the  SOPs
r e q u i r e  a  v e r b a l
confirmation  of  the
amount  provided  and
the amount of change
r e t u r n e d .  T h e s e
p r o c e d u r e s  a r e
designed  to  minimize
t h e f t ,  p r e v e n t
accounting errors, and
maintain  the  trust  of
the customer. The end-
o f - d a y  r e g i s t e r
r e c o n c i l i a t i o n  i s
similarly  rigid,  with  a
specific  log  (the
"SmartLog") that must
be  completed  without
deviations.

INVENTORY
MANAGEMENT:
THE HEART OF THE
SOPS

Perhaps  the  most
complex  area  of  the
D o l l a r  G e n e r a l
Standard  Operating
Procedures  concerns
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i n v e n t o r y .  T h e
company operates on a
" J u s t  i n  T i m e "
replenishment  model
t h a t  i s  h e a v i l y
dependent on accurate
data.  If  the  SOPs  are
not  followed perfectly,
the store will either run
out  o f  s tock  o r  be
buried  in  product  it
cannot  sell.

Receiving
and
Stalking
(Truck
Day)
Truck day is the most
stressful day for many
stores,  and  the  SOPs
are designed to make
it  as  efficient  as
p o s s i b l e .  T h e
procedure starts before
the  truck  arrives.  The

back  room  must  be
cleared  and  ready.
Process is a buzzword
here. The SOPs dictate
t h e  u n l o a d i n g
sequence,  how to use
t h e  " R o l l t a i n e r "
s y s t e m ,  a n d  t h e
specific  path  the
freight  must  take  to
the  sales  floor.  One  of
the most vital SOPs is
"Stock  Now,  Ticket
L a t e r . "  T h e  S O P
mandates that product
must  be  moved  from
the back  room to  the
shelf  immediately.
Pricing  t ickets  are
applied  at  the  shelf,
not  in  the  back.  This
reduces  handling  and
gets  product  to  the
customer  faster.  The
SOPs also cover "Back
Stock" management. If
a Rolltainer cannot be
emptied, the remaining
product must be stored
in  a  specific  labeled
location  in  the  back
room,  fo l lowing  a
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designated  layout.
Failure  to  follow  this
specific  SOP  is  a
c o m m o n  a u d i t
violation.

FIFO and
Fresh
Inventory
(DG
Fresh)
For  Dol lar  General
locations  with  a  DG
Fresh department (self-
distributed  produce,
dairy, and refrigerated
i t e m s ) ,  t h e  S O P s
become  even  more
critical.  The  First  In,
F irst  Out  (FIFO)
procedure  i s  non-
negotiable.  The  SOPs
provide a visual guide
f o r  h o w  t o  r o t a t e
product to ensure that
the oldest items are at

the front  of  the shelf.
Th is  i s  espec ia l ly
important  for  milk,
eggs,  and  produce,
where  spoilage  can
lead  to  significant
profit  loss.  The  SOPs
dictate  the  specific
temperature  logs  that
must be taken daily, as
well as the process for
disposing  of  out-of-
date  product .  The
markdown process  for
fresh  items  is  also
strictly governed by an
SOP that dictates when
to reduce prices and by
how  much,  ensuring
that  the  company
recovers  some  value
before  the  product
becomes  a  complete
loss.

CUSTOMER
SERVICE
STANDARDS AND
THE "NCI"

While  many  think  of
SOPs  as  dry  logistical
instructions,  Dollar
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General has a powerful
set  of  SOPs dedicated
t o  c u s t o m e r
e x p e r i e n c e .  T h e
company uses a metric
called  Net  Customer
Indicator  (NCI)  to
measure  customer
loyalty.  The  Standard
Operating  Procedures
a r e  d e s i g n e d  t o
directly  support  this
metric.

The 15-
Foot
Greeting
and the
Aisle
Protocol
The  SOPs  require  an
a s s o c i a t e  t o
a c k n o w l e d g e  a
customer  within  15

feet.  This  is  not  just
about  saying  "hello."
The procedure dictates
that  the  associate
makes  eye  contact,
smiles,  and  offers
a s s i s t a n c e .  I f  a n
associate is stocking a
shelf, the SOPs require
them to stop what they
are  doing,  take  one
step  away  from  the
Rolltainer, and address
the  customer.  This
makes  the  customer
feel  valued  over  the
task.  The  SOPs  also
cover  the  "Secondary
Offer."  When  checking
out  a  customer,  the
SOP mandates that the
associate  offers  a
specific  item  based  on
the  cu r ren t  ad  o r
promotion.  This  is  a
cross-selling  technique
that  increases  basket
size, but it is framed as
a  service  step  in  the
SOPs.
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SAFETY, SECURITY,
AND LOSS

PREVENTION

Dollar  General  has
invested heavily in loss
prevent ion  SOPs ,
particularly in the wake
of  increased  retai l
t h e f t .  T h e s e
p r o c e d u r e s  a r e
designed  to  protect
both the assets of the
store and the safety of
the employees.

Safety
Sweeps
and
Cleanline
ss
Standard

s
The  SOPs  require  a
"Safety  Sweep"  to  be
performed  at  least
every  hour.  This  is  a
documented  check  of
the  store  for  hazards:
wet floors, boxes in the
aisle, or exposed wires.
The SOPs  also  dictate
the  specific  cleaning
schedule for restrooms
and  break  rooms.
These  are  not  just
"c lean  as  you  go"
suggestions;  they  are
timed tasks that must
be logged.  The "Store
Z "  a p p e a r a n c e
standard is a key part
of the SOPs. Every item
on  the  shelf  must  be
pulled  forward  to  the
front  of  the  shelf  lip,
creating a full, "blocky"
look. This is not just for
aesthetics; it improves
inventory accuracy and
makes  the  store  look
professional.
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Deterrenc
e and
Response
Protocols
Regarding  shoplifting,
the  SOPs  are  clear:
Associate safety is the
number  one  priority.
T h e  S O P s  f o r b i d
e m p l o y e e s  f r o m
physically  confronting
a  shoplifter.  Instead,
they dictate a protocol
of "Active Deterrence."
This involves providing
excellent  customer
service to the suspect
(greeting,  offering
help)  to  deter  them.
The  SOPs  also  cover
the specific procedures
for handling counterfeit
money, false alarms on
the  EAS  (Electronic
Article  Surveillance)
gates,  and emergency

evacuation. Every store
has  a  specific
"Emergency  Binder"
that  conta ins  the
complete  SOPs  for
natural  disasters  and
a c t i v e  s h o o t e r
situations,  reflecting
t h e  c o m p a n y ' s
commitment  to  safety
compliance.

EMPLOYEE
TRAINING AND
COMPLIANCE
AUDITS

The  SOPs  are  only
effective  if  they  are
f o l l o w e d .  D o l l a r
General  enforces  its
Standard  Operating
Procedures  through  a
rigorous audit system.

The
Weekly
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Audit and
the ATC
The most famous SOP
enforcement tool is the
A T C  ( A u d i t  t o
Compliance)  or  the
weekly  store  audit.  A
manager  or  district
manager  walks  the
store  with  a  checklist
derived  directly  from
the  SOPs.  Points  are
deducted  for  every
deviation. For example,
i f  a  "Tobacco  Back
Stock" is not stored in
the locked cabinet (as
per  the  SOP),  points
are lost.  If  the "Start"
button  on  the  coffee
machine is not cleaned
(as  per  the  cleaning
SOP),  points  are  lost.
The ATC score directly
impacts the manager's
bonus  and the  store's
reputation. Because of
th is ,  the  SOPs  are
treated  with  extreme

s e r i o u s n e s s .
Employees  who  are
"SOP  compliant"  are
those  who  can  recite
the  procedure  for  a
price check or a voided
transaction  without
hesitation.

Training
Processes
and the
Learning
Managem
ent
System
(LMS)
N e w  h i r e s  a r e
introduced to the SOPs
on day one through the
company's  Learning
Management  System
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( L M S ) .  T h e s e
c o m p u t e r - b a s e d
t ra in ing  modu les
(CBLs) cover the major
SOPs  in  interactive
formats.  The  SOPs
require that all training
modules be completed
within  a  specific
timeframe  after  hire.
Furthermore, the SOPs
dictate  that  annual
"refresher"  training
must be completed on
key  topics  like  safety
and security. The SOPs
also cover the process
for  "cross-training,"
ensuring  that  every
key holder  is  proficient
in  the  opening  and
c l o s i n g  c a s h
procedures.

The
GOLD

Process
and
Continuo
us
Improve
ment
Dollar  General  also
utilizes  a  continuous
i m p r o v e m e n t
m e t h o d o l o g y
embedded in its  SOPs
often  referred  to  as
G O L D  ( G e t
Opportunities,  Limits,
and  Differences).  This
process  encourages
store teams to identify
bottlenecks  in  their
workflow.  While  the
SOPs are rigid, there is
a  formal  process  for
suggesting changes.  If
a  team  finds  that  a
specific  SOP  is
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inefficient  (e.g.,  a
paperwork  process
takes  too  long),  they
can  submit  a  GOLD
ticket.  This  keeps  the
SOPs  from  becoming
stale  and  allows  the
company  to  adapt  to
c h a n g i n g  s t o r e
conditions.

CONCLUSION

The  Dollar  General
Standard  Operating
Procedures  are  much
more  than  a  dusty
b i n d e r  i n  t h e
manager's  office.  They
a r e  t h e  l i v i n g ,
breathing  DNA  of  the
company.  From  the
precise  way  a  cashier
scans a  box of  cereal
to the rigorous process
of  receiving  a  fresh
truck  of  produce,  the

S O P s  e n s u r e
p r e d i c t a b i l i t y ,
efficiency,  and  a
consistent  customer
e x p e r i e n c e .  F o r
employees,  mastering
these procedures is the
path to promotion and
a  smoother  workday.
For the company, they
a r e  t h e  k e y  t o
maintaining  the  low
p r i c e s  a n d  h i g h
availability  that  keep
customers  coming
b a c k .  W h i l e  t h e
procedures  may  feel
demanding,  they  are
the engine that drives
o n e  o f  t h e  m o s t
successful  retailers  in
America,  proving  that
in  retail,  a  good  plan
executed  perfectly  is
worth  more  than  a
great  plan  executed
poorly.


