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WELCOME

Editor’s Note

Swing into Spring
The season  
of renewal 

Turn over 
a few new 

leaves!

When spring rolls around, I 
feel like I’m getting a new lease 
on life. The warm air dancing 
through my hair excites me 
with the promise of summer to 
come. The thawing of the snow 
signals a countdown to the days 
when the first tulips will peak 
up from the ground. 

Spring is full of expectations, 
excitement and the promise  
of renewal. This edition of the 
magazine celebrates the spirit 
of the season with a fresh batch 
of products, inspiring ideas and 
an article on the Canadian Gift 
and Tableware Association’s ex-
citing rebranding initiative (page 
12) which will take effect for the 
spring versions of the organization’s trade fairs.

For some, change is hard to handle. However, I doubt that’s the case for readers of 
this magazine. Constant change is the lifeblood of retail. Without new products, new 
displays and new promotions, customers would never be tempted to visit a retail store – 
again and again. 

On that note, we hope this spring-themed edition inspires you to turn over a few 
new leaves, whether that takes the shape of a new display, a crop of brand new products 
or a new look for your Facebook page (page 50). 

Erica Kirkland 
EDITOR-IN-CHIEF
EKIRKLAND@CANGIFT.ORG
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CONNECT WITH US ON SOCIAL MEDIA!
For daily musings on retail, including 
our favourite new products, industry 
news, merchandising and display 
ideas and a behind-the-scenes peek 
at how the magazine comes together, 
join our social media communities! 
 

@RetailNewsMag  

www.facebook.com/ 
RetailNewsMagazine 

www.pinterest.com/RetailNewsMag

BEAUTY IN SPADES
While contemplating the framework 
for our story on how to display fashion 
accessories, seeing as this was our 
spring-themed issue the idea struck 
me to use rustic garden implements 
as props and display fixtures. With a 
warehouse full of antique props, I knew 
our merchandising expert Leslie 
Groves was just the gal to pull it off. 
Page 46

FACEBOOK MAKEOVER
Learn how to freshen up your store’s 
Facebook page with step-by-step 
design tips and techniques from 
boutique owner Holly Casto. 
Page 50

Retail News
1000 likes · 100 talking about this

Update Info View Activity

Facebook Makeover
A step-by-step guide on how to prettify 
your Facebook business page from boutique 
owner Holly Casto

About Photos Email Signup Shop Pinterest

SIGN-UPPHOTOS SHOP PINS

Facebook User
November, 2013

Like · Comment · Share

Highlights

Facebook User
November, 2013

Like · Comment · Share

Customizing your apps to match the rest of your page is a small 
detail that makes such a big difference. Make them pop with colour 
and fun fonts, or choose unique wording so that your apps grab 
your reader's attention.

View previous comments

38

+33

Friends
like Fackbook Makeover

Facebook User This is great!
10 hours ago · Like

Facebook User What is an app?
6 hours ago · Like

Facebook User An app is a link on Facebook page that 
leads to a different section of your Facebook page or 
a different website.
10 hours ago · Like

2

HomeHow to prettify Facebook page
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ADVICE

Behind  
the Scenes

Spring Symphony
A white-washed barn board backdrop is  
a fantastic base for a compelling window 
display or interior feature vignette. With  
a subdued pattern and neutral colour, it’s a 
versatile framework which you can build on, 
suspend from and display in front of. As 
well, it’s compatible with a range of styles 
and product categories. When investing  
in a large fixture or prop, it’s important to 
consider these components. In order  
to make the most of your investment, the 
piece should be able to transition into 
different themes and seasons. 

Here, the barn board is used as a 
backdrop for a romantic grouping of spring- 
related accents and décor. The vignette is 
grounded by the addition of larger props 
and products, including a ladder, stool and 
console table which are also used as 
surfaces to display products. 

Note the suspended birdhouses. 
Suspending items – using vertical space  
– is often an overlooked element in retail 
environments, but it’s a great way to show 
more products and create a dynamic 
display which engages customers and 
encourages them to stay and linger longer. 

To create a  
dynamic display, 

suspend products 
from the ceiling

Tick Tock
Vintage elements like this clock add a  

rustic vibe to the display. Clock, $70 retail,  
Candym Enterprises, 800-263-3551,  

www.candym.com

Clear Choice
Housed in clear glass vases, artificial 

blooms appear to be floating. 
Vase, $6 retail, Abbott, 800-263-2955, 

www.abbottcollection.com

Birds of a Feather
Bird’s nests and eggs help reinforce  

the display’s spring theme. Natural twig nest, 
$17 retail, Indaba Trading, 800-746-3222, 

www.indabatrading.com

Scissors and twine; glass vases and clock, Abbott, 800-263-2955,  
www.abbottcollection.com; Artificial flowers, Hofland, 800-387-6760,  
www.hofland.com; Console table, Imports Canada, 800-668-4236,  
www.importscanada.com; Birdhouses, birds (on wall), journals (on stool), 
bird’s eggs and cake plates, Indaba Trading, 800-746-3222,  
www.indabatrading.com

Building Blocks
The barn board  
backdrop and larger  
products and props  
form the basis of this  
light and airy display

STYLING & TEXT BY LESLIE GROVES
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Usher in spring with  
a romantic gardening- 
inspired display 

8 RETAIL NEWS  WWW.RETAILNEWS.CA 

pg08-09_RNND13_BehindtheScenes.indd   8 13-11-01   10:00 AM

http://www.cgtaretailnewsdigital.org/retailnews/20131112/TrackLink.action?pageName=8&exitLink=http%3A%2F%2Fwww.candym.com
http://www.cgtaretailnewsdigital.org/retailnews/20131112/TrackLink.action?pageName=8&exitLink=http%3A%2F%2Fwww.abbottcollection.com
http://www.cgtaretailnewsdigital.org/retailnews/20131112/TrackLink.action?pageName=8&exitLink=http%3A%2F%2Fwww.indabatrading.com
http://www.cgtaretailnewsdigital.org/retailnews/20131112/TrackLink.action?pageName=8&exitLink=http%3A%2F%2Fwww.abbottcollection.com
http://www.cgtaretailnewsdigital.org/retailnews/20131112/TrackLink.action?pageName=8&exitLink=http%3A%2F%2Fwww.hofland.com
http://www.cgtaretailnewsdigital.org/retailnews/20131112/TrackLink.action?pageName=8&exitLink=http%3A%2F%2Fwww.importscanada.com
http://www.cgtaretailnewsdigital.org/retailnews/20131112/TrackLink.action?pageName=8&exitLink=http%3A%2F%2Fwww.indabatrading.com
http://www.cgtaretailnewsdigital.org/retailnews/20131112/TrackLink.action?pageName=8&exitLink=http%3A%2F%2FWWW.RETAILNEWS.CA


RETAIL NEWS  NOVEMBER/DECEMBER 2013  9

pg08-09_RNND13_BehindtheScenes.indd   9 13-11-01   10:00 AM

http://www.cgtaretailnewsdigital.org/retailnews/20131112/TrackLink.action?pageName=9&exitLink=mailto%3Alotusorders%40eastlink.ca
http://www.cgtaretailnewsdigital.org/retailnews/20131112/TrackLink.action?pageName=9&exitLink=http%3A%2F%2Fwww.jewelpop.com


10 RETAIL NEWS  WWW.RETAILNEWS.CA 

pg10-11_RNND13_EditedMix.indd   10 13-11-01   9:41 AM

http://www.cgtaretailnewsdigital.org/retailnews/20131112/TrackLink.action?pageName=10&exitLink=http%3A%2F%2Fwww.danescoinc.com


11/2013
PRODUCT Keeping the  

kitchen green  
with eco-friendly  
products 

Edited Mix

OUR
EDITOR’S

PICKS

Made from two layers of 
stainless steel, these frying 
pans from Danesco save 
energy by reducing cooking 
times. The three-ply pans are 
covered with a PFOA-free 
coating. From $109.99 retail, 
800-363-6595,  
www.danescoinc.com

The Soda Splash from  
Browne & Co. turns plain water 
into sparkling water in seconds. 
Made of recycled stainless 
steel, the carbonating unit 
saves the earth by eliminating 
soda and water bottles. 
$99.99 retail, 866-306-3674, 
www.browneco.com

Eco-friendly salad plates 
from Accent Imports are 
made from bamboo and 
are biodegradable. Dinner 
plates, bowls and cups  
are also available.  
$16 retail for four salad 
plates, 800-263-3551,  
www.accentimports.ca

Paper placemats and 
coasters from Cote & Caban 
are made in Canada from 
reforested trees and printed 
with vegetable ink. Designs 
evoke French and European 
styles with simple nautical 
French stripes. $25 retail for 
50 placemats, $12 retail for  
16 coasters, 514-465-6551,  
www.cotecaban.com

Wine and bar accessories 
from Danesco’s Natural 
Living line are crafted from 
eco-friendly bamboo, which 
is the fastest-growing forest 
product on the planet.  
$9.99 retail for bottle 
holder, 800-363-6595,  
www.danescoinc.com
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While a meaningful name and 
logo are essential to a brand, 
it’s what’s behind that name 
and logo – how an organization 
addresses the requirements  
of its stakeholders and delivers 
on its promises – that truly 
counts. Creating connections 
is the cornerstone of the 
association’s new brand iden- 
tity and this is reflected in each 
element of the maple leaf logo 
which represents the diversity 
of the country, and the building 
blocks of a dynamic trading 
environment that fosters  
inspiration, engagement and 
sustainable connections.  
Rooted in the association’s 
near 40-year history, the  
new logo also exemplifies a 
promising, multi-dimensional 
future – a blend of what the 
organization did best in the 
past and the opportunities 
offered by new technologies.

The products and  
people making news  
in the industry N&N

Association rolls out new branding

Every buyer and seller in this industry 
knows that new products are the key  
to long-term success. While a new colour 
choice or feature is certainly progress, 
real, fundamental change needs to  
be bolder and more courageous. The  
Canadian Gift and Tableware Association  
(CGTA) is making such a change. 
This fall, the CGTA announced an  
entirely new corporate identity for the  
association and its gift shows. Now 
known as the Canadian Gift Association 
(CanGift), the change reflects a renewed 
commitment to serve the needs of its 
member companies and the retailers they 
support which is best reflected in the  
new tagline: Inspire. Connect. Succeed. 

NEWS

New
& Notable

Starting spring 2014, the 
association’s gift shows will 
become the Alberta Gift Fair, 
Quebec Gift Fair and Toronto 
Gift Fair. The term “fair”  
aims to better represent the 
dynamic and inspiring 
environment the association 
provides to retailers – one that 
allows them to experience  
and trade in the newest ideas 
and trends. In fact, the fairs 
all now share a common 
objective: Engaging Retail.

The fair logos, fitting  
comfortably with the new 
CanGift logo, provide a con- 
sistent look and feel, with the 
added benefit of a stronger 
sense of connection to the 
broader, national base of  
the industry.

Stay tuned as the associa-
tion rolls out the exciting new 
look in the coming months.
www.cangift.org

The industry’s  
association  
unveils new 

branding and 
outlook
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individually hand-crafted, 
built to last and of good 
value. Items are made using 
materials such as wood, clay, 
iron, copper, stone and brass.

Ancient Graffiti was 
founded 20 years ago in 
Vermont as a “green” company 
before the term became  
a popular identifier in the 
marketplace. Their interpre-
tation of “green” is to weigh 
the benefit to humans of 
manufactured goods against 
any environmental costs. The 
company makes every effort 
to ensure that the value of 
their products far outweigh 
their environmental costs. At 
its core being “green” to them 
means minimizing waste and 
maximizing resource efficiency.
888-303-2221, 
www.northamericancountryhome.com

Ganz seals licensing deal 
with Grumpy Cat
In a deal with Grumpy Cat, 
Ganz and TCG have been 
granted the worldwide 
licensing rights to manufac-
ture, distribute and market  
a line of consumer products 
bearing the likenesses  
of the social media feline 
sensation Grumpy Cat and  
her brother, Pokey.

Under terms of the deal, 
TCG will create puzzles and 
novelty plush toys for the 
mass market and Ganz will 
create a full line of gift items 
and plush. 
800-263-2311, www.ganz.com

North American 
Country Home signs  
with Ancient Graffiti
North American Country 
Home was recently appointed 
the Canadian distributor for 
Ancient Graffiti, a collection 
of hand-crafted nature- 

NEWS

New
& Notable

inspired gifts and accessories 
for the home and garden 
created using natural materials 
and eco-friendly principles.

Ancient Graffiti’s products 
are designed by the company 
in partnership with global and 
local artisans. Each piece is 

Ancient 
Graffiti

Royal Specialty Sales 
adds to souvenir selection
Royal Specialty Sales is adding 
to its lineup of souvenir 
products for the 2014 season. 
Established in 1937, each year 
the company adds over 600 
new items to its souvenir line. 
This year’s new releases 
include glitter mugs and shot 
glasses emblazoned with, 
“Where the Heck is (insert 
your town name)?”.
800-465-3154, www.royalspecialty.com

Unicorn Enterprises  
ushers in new lines
Toy importer and distributor 
Unicorn Enterprises has added 
two lines to its repertoire.  
The first is Trudi, a company 
founded in Udine in 1954  
with a focus on providing 
quality plush items. Today the 
company’s collection includes 
cheerful, magical and fun 
plush animals for children  
and adults. 

The second line is Sevi. 
Designed in Italy, Sevi’s line  
of hand-worked and painted  
toys are coated with non-toxic 
(and saliva-resistant!) paints 
and colours. 

Unicorn Enterprises is  
also the exclusive distributor 
of Puzzle Sphere in Canada. 
905-290-2370, www.unicorntoys.com 

RETAIL NEWS  NOVEMBER/DECEMBER 2013  13

pg12-15_RNND13_NewNotable.indd   13 13-11-01   10:03 AM

http://www.cgtaretailnewsdigital.org/retailnews/20131112/TrackLink.action?pageName=13&exitLink=http%3A%2F%2Fwww.northamericancountryhome.com
http://www.cgtaretailnewsdigital.org/retailnews/20131112/TrackLink.action?pageName=13&exitLink=http%3A%2F%2Fwww.ganz.com
http://www.cgtaretailnewsdigital.org/retailnews/20131112/TrackLink.action?pageName=13&exitLink=http%3A%2F%2Fwww.royalspecialty.com
http://www.cgtaretailnewsdigital.org/retailnews/20131112/TrackLink.action?pageName=13&exitLink=http%3A%2F%2Fwww.unicorntoys.com


14 RETAIL NEWS  WWW.RETAILNEWS.CA 

pg12-15_RNND13_NewNotable.indd   14 13-11-01   10:03 AM



RETAIL NEWS  NOVEMBER/DECEMBER 2013  15

pg12-15_RNND13_NewNotable.indd   15 13-11-01   10:03 AM

http://www.cgtaretailnewsdigital.org/retailnews/20131112/TrackLink.action?pageName=15&exitLink=mailto%3Ahospitality%40cangift.org


Q&A

showrooming is a relatively new term, 
used to describe shoppers who look, test 
and try products in-store and then use their 
mobile devices to compare your prices with 
your competitors’ prices. Usually this type 
of “transaction” ends with them purchasing 
the product from your competition. 

Showrooming isn’t a new phenomenon. 
The only difference between the modern 
showroomer and their ancestor is the  
introduction of the mobile device and 
price-comparison websites. In the past, 
these shoppers would ask you all kinds of 
questions and then head to the closest big-
box store to purchase the product at a 
lesser price. 

Instead of accusing, shunning or flat out 
asking showroomers to leave your store, ask 
them for the sale. This customer has dem-
onstrated they’re interested in the product. 
They’ve likely already researched it online, 
so if you don’t attempt to establish a rela-
tionship, they will buy the item elsewhere.

Use encounters with showroomers as 
opportunities to explain to these potential 
customers why your level of service, prod-
uct knowledge and friendly return policies 
makes your store the ideal place for them 
to patronize.

Before they leave, ask to add their in-
formation to your database, explaining 
that you’ll be able to send promotional 

information and coupons directly to their 
mobile device. Their eagerness to get 
goods at the best prices makes them ideal 
candidates for reward programs, so sign 
them up for these too.

Go one step further and actually pursue 
these customers by ensuring your website is 
easy to view on a mobile device. Bundle price-
competitive products and/or products that 
showroomers frequently research. They’ll 
find it hard to resist a packaged promotion. 
Lastly, offer them – and all customers – free 
Wi-Fi while shopping in your store and  
design a log-in page which welcomes them 
and offers them a special offer or discount. 
Embrace the new realities of retailing. 

How should I deal  
with customers who 
“showroom”?

Globe-trotting retail expert 
Barbara Crowhurst answers your  
pressing (and not so pressing)  
questions about running  
your business

Do you have questions  
about running your business?  
Barbara has answers! 
Submit your questions by
emailing retailnews@cangift.org
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Ask showroomers  
for the sale

ADVICE

Ask Barbara

Question:
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ADVICE

Guest  
Expert

How patience, persistence and 
proper negotiating tactics can net 
you a better lease

Dale Willerton and Jeff Grandfield are commercial 
lease consultants who work exclusively for tenants. 
They’re also professional speakers and the 
co-authors of Negotiating Commercial Leases & 
Renewals For Dummies (Wiley, 2013).  
www.theleasecoach.com 

Lease experts Dale Willerton and  
Jeff Grandfield profess retailers don’t 
have to agree to existing terms and 
conditions when renewing a lease

LEASING DO’S

1. Create competition, even if you don’t 
want to move, in order to play one land-
lord off another.

2. Start early. Get a 12-month start on lease 
renewals to allow ample time for complet-
ing paperwork, searching for alternate 
sites (if necessary) and accounting for 
Murphy’s Law. If you can’t secure a good 
deal within the first few months, you can 

exercise your option to renew or start the 
relocation process.

3. Talk to other tenants. Ask them how their 
renegotiations went and what rental rates 
and tenant incentives they received.

4. Negotiate renewal incentives. If your lease 
is expiring, ask yourself what the landlord 
would give to a new retailer coming into the 
property. Why wouldn’t an established retail 

LEASE  
RENEWAL 
DO’S  
 AND 
DON’TS

When it comes 
to renegotiating 

your lease,   
never settle for 

the first offer 

tenant – with a proven track record – get the 
same (or more) consideration?

5. Walk away from a bad deal. Years of frustra-
tion in a slow business can be avoided if 
only more retailers walked away from poor 
locations and bad lease deals.

LEASING DON’TS

1. Have false optimism. Unless you change 
your location or the way you do business, 
don’t expect your next five years in business 
to be better than your first five years.

2. Accept an inappropriate lease length. A five 
or 10-year term is the norm. Before re-
newing, consider your own personal and 
professional future.

3. Settle for the same rental payment. If new 
tenants are paying less or if your current rate 
is artificially high because of your last tenant 
allowance, a rent reduction could be in order.

4. Accept the first offer. Once your landlord 
has made the first offer, the real negotia-
tions begin. Don’t be too eager to accept 
that first offer, even if it seems reasonable. 
It may be nothing more than a smokescreen.

5. Allow the landlord to retain your deposit.   
If you’ve paid the landlord a hefty deposit, 
ask for this back upon your lease renewal 
date. You have, after all, proven yourself as 
a responsible tenant over your initial term.

6. Jump to exercise options. Even though you 
have a renewal option, you may not want 
to exercise it – especially if the renewal 
term rental rate automatically increases or 
can’t decrease. If the landlord wants you to 
stay and market rental rates have softened, 
consider negotiating from scratch. 
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Non-Stick Metal Pudding Steamer
Also called a pudding basin, this 
old-fashioned vessel is the ideal tool for 
making sweet or savoury puddings. 
Built from heavy-duty, rust-resistant 
carbon steel, it features riveted stainless 
steel handles, a locking lid and goes 
from freezer to oven to dishwasher. 
Port-Style Enterprises, $40 retail, 
800-268-1029, www.portstyle.com 

PRODUCT

Road Test The winners  
of our bake off 
are... 11/2013

BY
SIGNE 

LANGFORD

Round Baker 
In several distinctive and colourful 
styles this line of stoneware has been 
a European tradition since the seventh 
century. Hand-painted and signed, 
each pattern is priced according to 
complexity (pictured is Butterfly Fields). 
K & U Imports, $50 to $100 retail, 
519-841-4296,  
www.kuimports.com 

Cake Pop Pan
Make it easy for home bakers to 
create perfect cake pops with this 
two-sided silicone mould. It snaps 
securely together and because  
it’s made from non-stick silicone, 
it’s perfect for frozen treats too. 
Includes a set of pop sticks. 
Ventures International Products, 
$24.99 retail, 800-663-0088, 
www.venturesintl.com 

Emile Henry Bread Cloche
This gorgeous cloche mimics a 
traditional stone oven, capturing the 
steam and producing a crisp crust 
and perfect airy crumb every time. 
Made by hand in Burgundy, France, 
the set includes a recipe book and 
lamé (baker’s blade). Browne & Co., 
$199.99 retail, 866-306-3672,  
www.browneretail.com

Swirl Donut/Cake Pan 
Donut, doughnut, D-nut –  
call it what you will, doughnuts 
are back. This durable, 
non-stick pan lets every sweet 
tooth have their doughnut, cake 
or cornbread, and eat it too 
with no deep-frying required.
Ventures International Products, 
$29.99 retail, 800-663-0088, 
www.venturesintl.com

Number and Letter Cake Pan
This super-fun pan allows 
bakers to create cakes shaped 
in any letter or number. Made of 
PFOA-free, non-stick, carbon 
steel, it also comes gift-boxed. 
Speaking of gifts, don’t let your 
customers hold another 
birthday or anniversary party 
without this one. Danesco, 
$17.99 retail, 877-326-3720, 
www.danescoinc.com 

BEST

for
doughnuts

BEST

for
anglophiles

BEST

for party
cakes

BEST

for bread
bakers

BEST

for kids 

BEST

for the
bohemian
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montreal in august. Enough 
said, right?! The Quebec Gift 
Fair (formerly the Montreal Gift 
Show) is marketed as a place 
where business meets pleasure, 
and we couldn’t agree more. 

If the city’s tantalizing atmo-
sphere, eclectic retail districts 
and renowned restaurants and 
culinary delights weren’t enough 

The Quebec Gift Fair brings together 
hundreds of suppliers in one of the 
city’s premier event facilities 

NEWS

Show 
Report

MUSINGS FROM 
MONTREAL

ment of product is represented, 
including gourmet food, chil-
dren’s product, housewares, flo-
ral, home décor, stationery and 
stylish accessories. There are 
literally thousands of products 
to choose from, among hundreds 
of exhibitors. 

to attract retailers from within 
the province and beyond to the 
fair, the event itself inspires with 
two levels of exhibitors, endless 
educational opportunities and 
an inspiring event which has its 
eye on colour and retail trends. 

This past August, I had the 
opportunity to attend the fair 
and excitedly booked a train 

from Toronto to Montreal along 
with three nights at the fair’s 
partner hotel, Hilton Montreal 
Bonaventure. The hotel boasts 
a lovely rooftop garden and 
pool, along with generously-
sized rooms, friendly staff and 
appetizing meal options. Best 
of all, the hotel is connected  
to the fair’s venue, Place Bon-
aventure, and located directly 
across the street from the city’s 
main train station. 

A decidedly European open- 
ing time of 10 a.m. gave retailers 
the opportunity to enjoy a lei-
surely start to their day along 
with free coffee and refresh-
ments while they engaged with 
retail experts from 9 a.m.  
to 10 a.m. 

The show attracts a region-
al array of retailers, covering 
the gamut from hospital gift 
shops to independent boutiques 
of all makes and models. The 
show floor, meanwhile, is desig-
nated into compact and concise 
shopping districts, making it 
easy for attendees to quickly 
find what they’re looking for 
and to also discover something 
entirely new. These districts 
include Unique Creations, Gift- 
ware and Home Décor, Style 
Runway, Coin Enfant and Coin 
Gourmand. An excellent assort-

For more information on the  
Quebec Gift Fair, visit  
www.quebecgiftfair.org
www.salonducadeauduquebec.org 

Within steps from downtown  
shopping and restaurants, the Quebec 
Gift Fair offers retailers a chance  
to update their product mix and reset 
their energy buttons

Discover  
made-in-Quebec 
goods alongside 

international  
designs at the  

Quebec Gift Fair

Magnets, frames and 
jewellery from Montreal  
artist Michelle Beaudoin. 
514-935-2495,  
www.michelle-beaudoin.com

Traditional and modern 
pewterware from master 
craftsman Bernard 
Chaudron and his son 
Antoine. 888-322-3944, 
www.chaudron.ca

BY ERICA KIRKLAND
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Just Plum Pretty
A bevy of beautiful  
products to freshen up 
your store for spring

Stunning glass vases from 
Torre & Tagus’s Boho line  
are available in purple, grey 
and blue. 800-423-4417,  
www.torretagus.com
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Indaba Trading has 
expanded its collection of 
cushions for spring with 
pretty print pillows.  
$48 retail, 800-746-3222,  
www.indabatrading.com

From the home front
New and novel products  
for your gift and home  
departments

PRODUCT
11/2013

Tree-shaped tabletop photo frames 
from A Z Home & Gifts make 
creating family trees a breeze. 
$29.99 retail, 877-204-3600,  
www.azhomeandgifts.com

Help customers stash and hide their 
spring clutter with nesting woven 
baskets from Indaba Trading.  
$150 retail for two, 800-746-3222, 
www.indabatrading.com

Outset Media’s latest family-friendly 
game is What Bird Am I, a giftable 
game for novice and expert birders to 
test their species identification skills.  
$39.99 retail, 877-592-7374,  
www.outsetmedia.com

GIFT&
HOME

Décor Sense Imports has added 
pet food canisters to their metal 
accents collection. Available in red, 
black, blue and purple lettering. 
$24.99 retail for cat food canister, 
613-448-2883,  
www.decorsenseimports.com
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The Skye collection from Abbott 
includes fun and fresh metal accents 
for the kitchen and bedroom including 
these bookends.  
$4 retail each, 800-263-2955,  
www.abbottcollection.com

Beautiful botanical notepads and 
journals from Rifle Paper Co. are now 
available through Paper E. Clips.  
$9.95 to $19.95 retail, 800-660-7068, 
www.papereclips.com

Bring the outdoors into your 
home accessories area with 
quirky owl pillows from 
Design Home Gift & Paper.  
800-663-9950,  
www.designhome.ca

Make it easy and fun for customers  
to bring a burst of life and colour to 
their homes with Pot It Up, a new 
book on container gardening from 
Harpercollins Canada. $26.99 retail, 
800-387-0117, www.harpercollins.ca

These embroidered pillows  
from Design Home Gift & Paper 
boast bright and cheerful 
elephant silhouettes.  
$62.50 retail, 800-663-9950, 
www.designhome.ca

CANADIAN-MADE

HANDMADE

ECO-FRIENDLY

Fun bumblebee-shaped bird feeders 
from Pinebush Home & Garden are ideal 
for use with sunflower hearts and 
peanuts. $19.99 retail, 877-664-3247, 
www.pbhomegarden.com

Lighthouse-shaped bird feeders from 
Pinebush Home & Garden are made 
from powder-coated metal and boast 
little perches for birds.  
$24.99 retail, 877-664-3247,  
www.pbhomegarden.com
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JEWELLERY 
& FASHION
From the runway 
Chic and charming pieces 
for your jewellery and 
fashion departments 

PRODUCT
11/2013

Indestructible and secure aluminum wallets 
from Edenborough are equipped with a  
built-in shield to guard against identity theft. 
800-265-6398, www.edenborough.com

These stackable bangles from 
Scantrade boast a chic chevron 
pattern. $22 retail for set, 
800-387-1282, www.scantrade.ca

Bows are big this season. Tie the trend 
on with elegant bow rings from Creed 
Canada. $60 retail, 613-347-7104,  
www.creedcanada.com  

Tokyobay’s collection of watches includes 
brightly-hued styles such as this pearl yellow 
design. Distributed by Design Home Gift & 
Paper. $112 retail, 800-663-9950,  
www.designhome.ca 

Get beach ready with over-sized 
bags from Onigo Imports.  
$60 retail, 877-401-7683,  
www.onigo.com  
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Help customers keep warm in a cool 
spring breeze with hip-length sequin knit 
ponchos from Scantrade. $65 retail, 
800-387-1282, www.scantrade.ca

Polished gold-tone studs accentuate this 
roomy faux-leather satchel from Cabrelli & Co. 
$47 retail, 800-784-4750, www.cabrelli.net

Wrap spring style around your customers’ 
wrists with two-tone wrap watches from 
Tokyobay. Distributed by Design Home Gift & 
Paper. $160.50 retail each, 800-663-9950, 
www.designhome.ca 

Mala bracelets from Nature’s Expression are 
one-of-a-kind, and available in a variety of 
colours and sizes. The bracelets serve as a 
spiritual and meditative item, helping wearers 
to concentrate and focus.  
From $10 retail each, 800-723-6403,  
www.naturesexpression.com

CANADIAN-MADE

HANDMADE

ECO-FRIENDLY

Lady Rosedale has updated the hound’s-
tooth pattern with their Sugarland Tuxedo 
line. Distributed by Candym Enterprises.  
$65 retail, 800-263-3551, www.candym.com

Stay safe in the sun with trendy 
fedora-style hats from Onigo Imports.   
$50 retail, 877-401-7683,  
www.onigo.com

Butterflies are always a popular 
motif for spring. Creed Canada is 
answering the call with delicate 
two-toned bracelets.  
$95 retail, 613-347-7104,  
www.creedcanada.com   
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KITCHEN
&TABLE

From the pantry
Attractive and functional  
items for your cooking and  
entertaining departments 

A simple white tangine from Orange  
Crate makes a stunning statement, and 
complements the company’s new Moroccan 
Spice collection. Distributed by Premier Gift. 
$34.99 retail, 800-387-1282,  
www.premier-gift.com

Green and white pitchers from Pomeroy, 
featuring a pretty spiral design. Distributed by 
Design Home Gift & Paper. $48.50 retail, 
800-663-9950, www.designhome.ca

Nogent has updated the simple and 
traditional food mill for the 21st century  
with bright, bold colours. Distributed by 
Browne & Co. $35 retail, 866-306-3674,  
www.browneco.com

Wine bottle tags from Trudeau make it easy 
to find your bottle at a glance. The tags 
come in sets of 48 and are reversible with 
one side for red and the other for white.   
$7.99 retail, 800-878-3328, www.trudeau.ca

PRODUCT
11/2013

Bubbly Blonde from The Cider Keg Vineyard 
Reserve line is a blend of bright apple cider 
with Niagara and Sauvignon Blanc grapes. 
From $6 retail, 519-426-0705,  
www.ciderkeg.com
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Melamine serving bowls and 
salad servers from Tag are now 
available in a new Arbor Garden 
design for spring. Distributed by 
Design Home Gift & Paper.  
$34 retail for bowl,  
800-663-9950,  
www.designhome.ca    

Brightly-hued wine stoppers from Trudeau 
are made of flexible silicone. The leak-proof 
stoppers adapt to all sizes of wine bottle 
openings to create a seal from both inside 
and outside the rim. $5.99 retail for two, 
800-878-3328, www.trudeau.ca

CANADIAN-MADE

HANDMADE

ECO-FRIENDLY

Tealish has expanded their artfully packaged 
loose-leaf tea line with new blends and 
collections. The dessert tea line shown here 
includes six different herbal teas.  
$13.90 retail per package, 416-203-3301, 
www.tealish.com

Rifle Paper Co.’s botanically-themed 
coaster sets are now available 
through Paper E. Clips.  
$19.95 retail, 800-660-7068,  
www.papereclips.com

Paired with tasty hot dips, Orange Crate’s 
new oven-safe dip dishes combine for  
the perfect pick-me-up. Distributed by  
Premier Gift. $14.99 retail, 800-387-1282,  
www.premier-gift.com

Elegant ceramic bowls from Abbott  
feature vintage patterns reminiscent of 
grandma’s china, in a good way.  
$10 retail, 800-263-2955,  
www.abbottcollection.com

Embroidered coasters from Abbott’s new 
Kashida collection boast bright tones that will 
instantly brighten any décor. $7 retail each, 
800-263-2955, www.abbottcollection.com
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TRUTH #1: EXCEPTIONAL SERVICE IS REFLECTED IN 

JOB ESSENCE, NOT JOB FUNCTION

While employees consistently execute job 
function, they inconsistently demonstrate 
job essence. Consider your own organi
zation. Do employees really know the dif
ference between their job functions and 
the essence of their job? If you’re not sure, 
just ask them. My hunch is that you’ll be 

met with blank stares. This then becomes 
an opportunity for you to have a meaning
ful conversation with your employees about 
the difference between the two.

Job function: Includes employees’ job knowl
edge (what they do) and job skills (how they 
do it). It’s indicated in job descriptions, poli
cies, procedures, protocol and checklists. 

Job essence: Reflects why the organization 
exists, what its purpose is and the role  
employees play in contributing to this  
purpose. It’s reflected in employees’ per
sonality, creativity, enthusiasm, passion and 
unique flair. Employees are typically less 
clear about this dimension of their job 
roles, mainly because they’re focused on 
job function.  

Do your employees know what to do and how to do it? What about “why” they’re 
doing it? In the new book, Delight Your Customers, customer service consultant 
Steve Curtin explains that by focusing on job essence retailers can elevate customer 
service levels dramatically. Excerpted from the first chapter of the book, this article 
explores the Three Truths of Exceptional Customer Service. 
Illustration by Robert Bailey

THE TRUTH
ABOUT

CUSTOMER
SERVICE

Book
Excerpt!
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It’s not enough for employees to dem
onstrate attention to job function while 
ignoring job essence. For example, most 
parents appreciate a photographer’s au
thentic enthusiasm for photographing 
their children (job essence), in addition to 
highquality photos that reflect proper  
exposure, aperture and shutter settings 
(job function).

It’s also insufficient to demonstrate job 
essence in the absence of job function.  
An outgoing hotel front desk agent who 
pleasantly surprises a couple with a spon
taneous upgrade to a premium room with 
ocean views (job essence) ultimately disap
points if she checks them into a dirty room 
(job function).

In order to provide exceptional cus
tomer service, employees must exhibit both 
job function and job essence. Most employ
ees consistently execute mandatory job 
functions but inconsistently demonstrate 
voluntary job essence – behaviour that isn’t 
required and is often unexpected, actions 
that employees choose to do. This explains 
why you and I seldom receive exceptional 
customer service: because employees don’t 
have to deliver it. And most don’t.

Most operations, and the supervisors 
who oversee them, focus predominantly on 
job functions and the efficiencies assoc
iated with them in order to reduce costs and 
increase profits. Managers must remind em
ployees daily through modeling, feedback, 
meetings, etc., that excellence lies not in 
what’s expected and required (what em
ployees are supposed to do), but in what’s 
unexpected and voluntary (what employ 
ees choose to do). These unexpected and 
voluntary actions include anticipating  
customers’ needs, paying attention to  
detail, displaying a sense of urgency and  
following up.

TRUTH #2: EXCEPTIONAL CUSTOMER SERVICE IS 

ALWAYS VOLUNTARY

An employee chooses to make eye contact, 
smile or add a bit of enthusiasm to her 

voice. An employee’s personality, disposi
tion, uniqueness, creativity or engagement 
level is determined by the employee, not her 
employer. She chooses to smile. She chooses 
to refuse to banter with a coworker in front 
of a customer. She chooses to go the extra 
mile to serve a customer.

While employers cannot mandate 
these attributes, they can hire for them. 
That’s why the companies that consistently 
produce the highest levels of customer sat
isfaction also invest the most in their em
ployee selection efforts. Leaders at these 
companies are not kidding themselves. 
They recognize that employees choose to 
provide exceptional customer service (or, 
as is often the case, choose not to), and 
they establish their employee selection 
criteria accordingly.

TRUTH #3: EXCEPTIONAL CUSTOMER SERVICE 

DOESN’T COST MORE TO DELIVER 

How much does it cost to express genuine 
interest in customers or to anticipate their 
needs? Does it cost more to display a sense 
of urgency or to pay attention to detail? Do 
you pay your employees more to smile, to 
make eye contact or to add energy to their 
voices? Of course not. These qualities, in 
addition to most actions associated with 
exceptional customer service, are free.

Recall the illustrations mentioned ear
lier. What does it cost the photographer to 
convey authentic enthusiasm for photo
graphing children? Nothing. Enthusiasm 
is free. What does it cost the hotel to up
grade the guests to an unoccupied and 
available premium room with ocean views? 
There is no cost. This pleasant surprise  
is free.

Typical customer service is routine, 
expected and ordinary. It’s processfocused 
and transactional and tends to yield passive 
customers. You can’t build a business on a 
foundation of passive customers who base 
their buying decisions on convenience or 
whether or not they’re able to obtain your 
product or service at a discount.

Employees who work in these environ
ments tend to maintain the status quo by 
doing what’s expected of them – what 
they’re told to do by management. It’s  
not uncommon for these employees to 
describe their jobs as boring and routine. 
In the absence of job essence, all that exists 
is a transaction. Transactions are not mem
orable. Transactional service does not 
make a lasting positive impression or  
inspire loyalty.

Consider this: Job function is results
oriented. Managers are interested in  
results. Job function is doing what you are 
told. Managers appreciate compliance.  
Job function is doing what’s expected. 
Managers don’t like surprises.

Until managers actively model, recog
nize and reward job essence, achieving 
results will take priority over establishing 
relationships, compliance will trump  
initiative and customer service will be  
characterized by routine and predictable 
transactions. Energy flows where atten
tion goes. And most employees see job 
function being recognized and rewarded 
over job essence.

I recognize that job function is neces
sary – even critical – but it doesn’t repre
sent the totality of an employee’s job role! 
It represents only half of it. The other half 
of his job, which is often neglected, is job 
essence. His highest priority at work is to 
create promoters.

When employees are made aware of 
the essence of their jobs and it is rein
forced (i.e., modeled, recognized, and 
rewarded) by their immediate supervisors, 
then customer service quality improves 
and more lasting positive impressions are 
made on customers.  

Steve Curtin spent 20 years with Marriott 
International. He now runs his own customer 
service consulting firm: Steve Curtin, 
Customer Enthusiast! www.stevecurtin.com 
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Suppliers roll out their finest  
goods for the spring and summer 

souvenir season 

Canadian Kernels
Saxon Chocolates’ new buttery 
sweet caramel popcorn is mixed 
with morsels of dried Ontario apples 
and pretzel pieces, drizzled with  
milk and white chocolate and  
dusted with cinnamon and spice.  
$9.50 retail, 416-675-6363,  
www.saxonchocolates.com

Canadiana Style
Solidly constructed cross-body bags 
from Lady Rosedale not only celebrate 
Canada with moose motifs, they’re  
also made in Canada, making them  
an extra special souvenir item. 
Distributed by Candym Enterprises.  
$40 retail, 800-263-3551,  
www.candym.comSOUVENIR

SEASON

Maple Goodness
Saxon Chocolates’ new Sweet 
Canada Collection features a 
variety of flavours associated with 
our rich and varied landscape, 
using locally-sourced ingredients 
to create a range of goodies like 
the maple truffles shown here. 
$9 retail, 416-675-6363,  
www.saxonchocolates.com

Maple Plated
Set on a glass maple-leaf shaped 
plate, this gift set from Orange Crate 
includes maple tea, coffee and 
candies. Distributed by Premier Gift.  
$14.99 retail, 800-387-1282,  
www.premier-gift.com
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Totem Tokens
Iconic Canadian symbols take centre stage 
in Nature Expressions’ new line of totem 
pendants. The animal and nature-themed 
etchings on semi-precious stones have 
proven to be a top-seller for the company. 
$10 retail, 800-723-6403,  
www.naturesexpression.com

Team Spirit
Now babies and tots can sport 
their favourite hockey team’s 
wares with NHL licensed bottles, 
sippy cups, pacifiers and more 
from Kidstuff Distribution. 
$10 retail for two bottles, 
877-522-2437  
www.kidstuffdistribution.ca

Greetings From Canada 
Award-winning illustrator  
Wendy Tancock thinks it’s time  
to celebrate Canada from sea to 
sea to sea. All her cards are 
printed in Canada on FSC paper. 
Distributed by Paper E. Clips.  
$4.95 retail each, 800-660-7068,  
www.papereclips.com

Make Your Own Magnet
Bear Hill Studio’s line of souvenir 
magnets can be completely 
customized. Designs include animal 
totems, moose, flags and canoes. 
$5 retail, 800-667-5404,  
www.bearhillstudio.ca

For Kids
Why I Love Canada, a new hard-cover 
book from Harpercollins Canada, was 
created by asking children why they love 
Canada and then combining their own 
words with illustrations of baby animals.  
$12.99 retail, 800-387-0117,  
www.harpercollins.ca
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Photography by 
Luis Albuquerque 

Wash your store in the  
season’s freshest shades 

Styling by 
Suzanne Campos
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PURPLE PUNCH

Royal and regal shades  
of purple reign supreme for 
spring

Patterned pillow, Attitudes Import, 
800-479-0199, www.attitudesimport.com; 
Umbrellas, Cheeky Umbrella, 604-980-4236,  
www.cheekyumbrella.com; Glass  
vases, Torre & Tagus, 800-423-4417,  
www.torretagus.com; Pails,  
Candym Enterprises, 800-263-3551,  
www.candym.com; Box with white trim  
and purple throw, Canfloyd Trading, 
800-263-3551, www.canfloyd.com; Light 
purple pillow, Pillow Décor, 866-900-8488, 
www.pillowdecor.com
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PINK PASSION

Perennially popular pink 
shines bright with accents 
of orange, yellow and green

Umbrellas (floor and left), Abbott, 
800-263-2955, www.abbottcollection.com; 
Acrylic decorative balls and rose felt 
cushion, Attitudes Import, 800-479-0199, 
www.attitudesimport.com; Floral print 
cushion, zigzag print cushion, orange 
cushion and pails, Candym Enterprises, 
800-263-3551, www.candym.com; Pink 
throw, Canfloyd Trading, 800-263-3551, 
www.canfloyd.com; Umbrella (hanging to 
the right) Cheeky Umbrella, 604-980-4236, 
www.cheekyumbrella.com
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GREEN SPROUTS

Hints of emerald and  
kelly green are blossoming 
in popularity

Small green glass vases, Abbott, 
800-263-2955, www.abbottcollection.com; 
Moss balls, Accent Imports, 800-263-3551, 
www.accentimports.ca; Bird pillow  
and green pillow with blue piping, 
Canfloyd Trading, 800-263-3551,  
www.canfloyd.com; Umbrellas,  
Cheeky Umbrella, 604-980-4236,  
www.cheekyumbrella.com; Rectangular 
pillow with medallion design, Pillow Décor, 
866-900-8488, www.pillowdecor.com; 
Large green vases, Torre & Tagus, 
800-423-4417, www.torretagus.com
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Styling & text by Leslie Groves
Photography by Angus Fergusson

How to display 
fashion accessories 
this spring! 

1.
Look for old crates,  
pallets and trunks to  
add a creative edge  
to your display

2.
Use rustic garden tools  
to display necklaces, 
earrings and fashion 
accessories

3.
Add watering cans and 
other garden-related 
items to round out  
the theme

Use rustic garden implements  
to showcase spring’s  

freshest fashion accessories
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Stop customers  
in their tracks 
with a quirky 

garden-themed 
display 

Necklaces, Abbott, 800-263-2955,  
www.abbottcollection.com; Smaller 
watering can, Candym Enterprises, 
800-263-3551, www.candym.com; 
Necklaces, bangles, scarves,  
large watering can, glass bottles,  
small gardening tools and hook  
rail, Indaba Trading, 800-746-3222,  
www.indabatrading.com; Straw tote  
and hat, Onigo, 877-401-7683,  
www.onigo.com
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Tools of the Trade 
Weathered garden tools become 
new-found display racks for  
necklaces, scarves and other  
accessories. Authentic worn  
handles add texture while the  
unlikely combination of garden 
implements and jewellery is  
certain to garner attention.  

Bottle Necked 
Proper lighting brings focus, intensifies 
smaller details and increases the  
perceived value of merchandise. All in,  
it plays an important role in retail  
sales. In this display we utilized vintage-
themed glass bottles, which reflect  
light, to draw attention to the necklaces 
and pendants draped around the 
bottles’ necks.

Authentic Antiques 
Use large items to ground a display. 
This is a particularly important 
merchandising technique when 
displaying smaller products which 
can be easily overlooked by the 
customer. Here, the vintage trunk 
with its detailed trim and buckles 
acts not only as a fixture, but  
also as an interesting and unique 
element to draw attention from  
a distance.

Use rustic and 
vintage elements 
to add charm and 

life to displays 
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Facebook Makeover
A step-by-step guide on how to prettify 
your Facebook business page from boutique 
owner Holly Casto
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Customizing your apps to match the rest of your page is a small 
detail that makes such a big difference. Make them pop with colour 
and fun fonts, or choose unique wording so that your apps grab 
your reader's attention.

View previous comments

38

+33

Friends
like Fackbook Makeover

Facebook User This is great!
10 hours ago · Like

Facebook User What is an app?
6 hours ago · Like

Facebook User An app is a link on Facebook page that 
leads to a different section of your Facebook page or 
a different website.
10 hours ago · Like

2

HomeHow to prettify Facebook page

SPRING SHOWERS
www.retailnews.ca

A commonly forgotten trick (I’m guilty 
of skipping this sometimes), is to crop 
your images to fit Facebook dimensions. 
Your page will look so much nicer and 
seamless if your images fit properly.

POST IMAGES // 403 X 403 PIXELS

These are the images that appear when 
you post something on your timeline or 
a status update.

 Any square image will work

HIGHLIGHTED IMAGES // 843 X 403 PIXELS

These are the images that appear  
when you choose to highlight a post  
on your timeline. 

IMAGES

FACEBOOK  
MAKEOVER

+

CHANGE OF FACE A step-by-step guide on how 
to prettify your Facebook 
business page from boutique 
owner Holly Casto

403 X 403 PIXELS

851 X 315 PIXELS
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When I gave my Charm & Gumption 
Facebook page a little makeover,  
I realised that a lot of small business 
owners may be wondering how to 
make these same changes to their 
pages (because I didn’t know how to 
do this either at first). Read through 
for a step-by-step guide!

CUSTOM APPS // 111 X 74 PIXELS

Customizing your apps to match the 
rest of your page is a small detail that 
makes such a big difference. Make 
them pop with colour and fun fonts, or 
choose unique wording so that your 
apps grab your reader’s attention. 
Here’s how:

1. Go to the apps section of your page 
and click the down facing arrow ( ) on 
the right to display all your apps

2. Hover over the top right of the app 
and click on the pencil icon ( ) that 
appears and then click “edit settings”

3. Click “change” and then “edit” next 
to the current image. Upload the new 
image and refresh your page to see the 
pretty results.

 The image will not work if it’s the 
wrong size, even if it’s been scaled up

CUSTOM
APPS

Holly Casto is the owner of Charm & 
Gumption, a design studio that specializes 
in social stationery and pretty office 
supplies. www.charmandgumption.com 

COVER IMAGE // 851 X 315 PIXELS

This is the first thing that people see 
when they come to your Facebook page, 
so you want to choose something that 
will show what your business is about at 
a glance. I choose to showcase my most 
popular products, and I added my Etsy 
shop url and some colourful stripes. 

 According to Facebook guidelines, 
you can only have 20 per cent overlay 
text (not including text on products) 

COVER
IMAGES

Like

ALL
ABOUT
APPS
WHAT IS AN APP?
An app is a link on a Facebook 
page that leads to a different 
section of your Facebook 
page or a different website.  
For example, the apps that  
I have on my page are the 
Pinterest Page App, the 
Mailchimp App (for my Email 
Sign-up tab) and the Easy 
Social Shop App which links 
to my Etsy store. If you see 
an app that another page 
has and you would like it  
for your page, just click the 
app and usually you will see 
the name of the app listed 
somewhere. 

HOW DO I FIND AN APP? 
To get an app for your page, 
just search for it in the 
Facebook search bar or in  
the App Centre. An app will 
not look like a regular 
Facebook page or profile, 
and there should be a way to 
“Add” the app to your page.

HOW DO I PUT THE APP 
ON MY PAGE? 
Once you find the appropri-
ate app, click the “Add Page 
Tab” and choose the page 
where you would like to add 
the app.
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Feature Store
Insight

Pure Home Design is 
located in Grande Prairie’s 
downtown core within a 
circa-1925 building 

Pure Home Design in  
Grande Prairie, Alta., is known  
for its personal touch and  
common-folk approach

The Back Story
Spurred by a midlife crisis, Shirley Hanson was about to quit 
her job as an ophthalmology tech and hang her shingle as a 
décor consultant when she caught wind of a trendy home store 
in Grande Prairie, Alta., about to close its doors. Without a lick  
of retail experience, this self-taught gardening and decorating 
junkie took the ultimate plunge and bought the shop lock, stock 
and armchair.

Nestled in a circa-1925 building on 100 Avenue in the  
city’s downtown core, Pure Home has evolved in the three and 
half years Shirley has owned it. The 1700-square-foot store  
with wood floors painted black and an exposed brick wall has  
a contemporary and transitional vibe, with products arranged  
in eye-feasting vignettes. The mix is warm, eclectic and has  
the energy of a well-designed home.  

“Sometimes we tend to forget we are in the business of 
sales,” laughs Shirley, admittedly feeling momentary pangs  
when someone buys a piece that looks particularly fetching  
in a display.
||  purehome.ca 

Merchandising Know-How
A mustard yellow sofa that 
lasted in a front window mock- 
up for mere hours underlines 
the value of re-arranging 
displays, something Shirley 
and her staff of four do at least 
once a month. Dishes crammed 
into a cupboard, for instance, 
weren’t big sellers until they 
moved them deeper into the 

store within a larger display. 
Sales jumped phenomenally.

Customer Service Savvy
Whether it’s hosting after-
hours demo parties, sponsor-
ing a golf tourney, setting  
up at local trade shows or 
donating prizes to charities, 
Pure Home is known for the 
personal touch. There are no P

H
O

TO
G

R
A

P
H

Y
 B

Y
 D

A
N

IE
L 

W
O

O
D

BY SUE FARRELL HOLLER

The product mix  
is warm, eclectic and 

has the energy of a 
well-designed home
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hard sells here. Staff seems  
to know instinctively when  
to let customers browse the 
ever-evolving inventory  
and when to offer a sample  
of Daniel le Chocolat Belge 
or make someone laugh with  
a Gurgle pot demo. The smiles 
from the Gurgle pots, by the 
way, resulted in 800 sold in the 
four months after Pure Home 
introduced them to this 
mid-sized, demographically 
young city.

“Demonstrations, demon-
strations, demonstrations.  
We want people to walk out 
of here with a smile on their 
face. Customer service is what 
brings them back,” says Shirley. 
“We’re not just here to sell.”

Her buying strategy is 
simple: she chooses quality 
products in styles and designs 
she and her staff like. “We can’t 
sell anything we don’t believe 
in,” she says. Pure Home also 
leans toward Canadian-made 
products and whenever 
possible, exclusive lines.

Marketing Mojo
“It’s a small town. Word of 
mouth is where we’re doing 
well,” says Shirley, noting that 
social media is playing a key 
role in building relationships 
with customers and bringing 
them into the main street 
store. It takes time to keep the 
store’s Facebook page updated 
and to respond to queries, but 
ultimately it’s free advertising 
that’s hitting Pure Home 
Design’s target market right  
in its décor-loving heart. 

Above left: Store owner 
Shirley Hanson gets comfy  
in one of the store’s many 
inviting product vignettes

Social media is playing 
a key role in building  
relationships with  
customers and bringing 
them into the main  
street store
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Visit www.retailnews.ca  
to access these tools today!

Online Edition

Easily access current and past 
issues of Retail News via our 
website. Keyword search for 
products and ideas, and link 
directly to the suppliers’ web- 
sites. Finding ideas and inspira-
tion has never been so easy.

E-Newsletter

Learn about the latest trends, 
hottest products and late-
breaking news without leaving 
your store. Retail News Now! is 
emailed directly to your inbox 
every two weeks, and includes  
a topical feature story as well  
as information on several  
new products. 

MORE
RESOURCES

Social Media 

For daily musings on retail,  
including our favourite new 
products, industry news, fun 
ideas and a behind-the-scenes 
peek at how the magazine 
comes together, follow us on 
Twitter (@RetailNewsMag),  
“Like Us” on Facebook  
(www.facebook.com/ 
RetailNewsMagazine) and  
follow our Pinterest boards 
(www.pinterest.com/ 
RetailNewsMag/boards)

Tools for managing
your business
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Psychology
of Selling

Advice

BY JAMES DION

most retailers would agree that in the 
week leading up to Christmas their ratio 
of women to men shoppers takes quite a 
radical shift. For a good part of the year, 
except for hardware, sporting goods and 
do-it-yourself stores, the majority of shop-
pers are female. And then, 10 days prior 
to Christmas, the majority of shoppers  
for many retailers suddenly become men 
of all ages. 

Shopping procrastination for men is 
almost a default behaviour. The reason  
for this, if you believe what Freud said, is 
that humans will seek to avoid negative 
emotions and delay stressful tasks. This is 
called the pleasure principle and how it 
works is that many tasks are considered 
stressful and not pleasurable so they are 
replaced with easier and more enjoyable 
pursuits, which give immediate enjoyment. 

James Dion has a bachelors and masters degree 
in psychology from the Chicago State University 
and a Ph.D. in industrial psychology from the Illinois 
Institute of Technology. Coupled with 30 years  
of hands-on retail experience, he’s one of the most 
sought after retail consultants internationally.  
He’s also the author of three books including Retail 
Selling Ain’t Brain Surgery, It’s Twice As Hard.

Think of the choice of having a beer and 
watching a hockey game on TV versus fix-
ing that burned out bulb in the hallway. 
There is no contest!

Another factor that comes into play is 
the lack of frequency of shopping for most 
men. They’re simply not used to doing it 
and often view shopping as not pleasurable, 
and because shopping isn’t part of their 
regular routine they often forget to do it. 
As Christmas approaches other tasks take 
precedence over shopping until the calen-
dar catches up with them and they have no 
choice but to finally go shopping. 

The good news is that most of the gifts 
that they have to purchase for others have 
been purchased already by their wives or 
girlfriends, so they’re left only having to buy 
for said wife or girlfriend. 

How do you deal with this procrasti-
nating male? The best thing you can do is 
have their wives or girlfriends “register” for 
what they want at your store. Promote this 
early and often to almost guarantee that 
he’ll make a beeline to your store in those 
busy days before Christmas. Also, if you 
offer free gift-wrapping, super fast check-
out and guaranteed returns, you’ll own this 
procrastinator! And remember he who 
shops late rarely worries about price. 
Having the gift to give is far more impor-
tant than saving a few dollars. 

TICK  
TOCK 

Last-minute madness  
Helping men make the most of their  
last-minute holiday shopping sprees

   LAST MINUTE SHOPPING
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Spring Styles
Store owners share their 

spring shopping lists

BY ANDREA REYNOLDS

RENEWED GROWTH

“I generally stick with the 
lines I like because they’ve 
done well, but we’re  
always on the lookout for 
new things. First I see if 
current suppliers have new  
product. They’ve (the 
suppliers) been good to  
us, so we like to be loyal.” 
 

Naida Stoochnoff
DRAGONFLIES & FAIRYDUST

In the back country of Castlegar, B.C., 
Dragonflies and Fairydust is an ideal fit for 
this enchanting little town. The home 
décor items on display possess a natural 
and organic quality, perfectly suited to the 
store’s exterior surroundings and 
decidedly mystic flair. Shoppers enjoy 
friendly and helpful staff. 

SOWING NEW SEEDS

“Even though it’s spring  
we won’t be focusing on 
garden as much as we  
used to. We really want to 
expand into more fashion 
and décor, so we’re  
broadening our fashion 
section in terms of clothing. 
We’ve got some new 
fashion lines for the spring 
that we’re excited about.”
 

Candis Bloski
DETAILS AT HOME

Details at Home in Saskatoon, Sask., 
carries an extensive selection of gifts, home 
décor, clothing, jewellery and accessories, 
including some great Canadian lines. 
Finding a gift for a loved one or a special 
treat for yourself isn’t hard here. 

PERENNIALS WITH POWER

“I focus on whatever’s 
selling! For this spring,  
we’ll focus on home décor 
and fashion. We like to 
move in life and we’re 
always trying new things!” 
 

Kathy Komarniski
THE JASMINE COMPANY 

The current trend of mixing old and new 
works perfectly for the friendly folks at  
The Jasmine Company in Dauphin, Man. 
The store features a wonderful collection of 
vintage and new merchandise for the home 
and personal style. Shoppers can browse 
the shelves and find the latest trends 
alongside a nice selection of older pieces. 

SIGNS OF THE SEASON

“In the spring, we usually 
bring in things for the 
garden and new plants.  
We like to bring in items 
related to barbecuing and 
to lake country too. We 
also find that people like to 
refresh their homes for the 
spring, so we bring in new 
home décor items. We 
have a big store, so we’re 
always looking for new and 
different merchandise to 
interest our shoppers.”
 

Connie Havard
BERNA DEAN FLOWERS AND GIFTS

Stepping into Berna Dean Flowers and  
Gifts in The Pas, Man., transports shoppers  
to a secret garden-type atmosphere. 
Beautiful flower arrangements abound in 
this 3000-square-foot store, but the 
giftware, home décor and accessories here 
are just as lovely, making for a wonderful 
shopping experience.

“For this spring, we’ll focus  
on home décor and fashion.  
We like to move in life and  
we’re always trying new things!”

 KATHY KOMARNISKI, THE JASMINE COMPANY

Buyers’ Picks
Advice
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IN OUR 
NEXT
ISSUE

VOL. 18 / NO. 01

Jan/Feb 2014

Coming in January!  
Look for these articles  
in our next edition

Road Test

Get ready for summer with a 
round-up of cool picnic sets

First Impressions

Styling your store’s front door  
or entrance

Buyers’ Picks

Fashion finds for summer

Marketplace

The latest products for every 
inch of your store from jewellery 
and fashion accessories to 
giftware, home décor and 
housewares

Plus

Inspiring product features
Educational merchandising tips
Thought-provoking features
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A round-up of 
cool picnic sets 
for the summer 

selling season 
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The Look
Insight

All Aflutter 
Celebrate spring with feeders,  
houses – even mansions – for  

tweet little birdies

1 Tall birdcage,  
$100 retail, Abbott,  
800-263-2955,  
www.abbottcollection.com

2 Boathouse birdhouse,  
$55 retail, Candym 
Enterprises, 800-263-3551, 
www.candym.com

3 Birdhouse mansion,  
$125 retail, Candym 
Enterprises, 800-263-3551, 
www.candym.com

4 Large covered pedestal,  
$50 retail, Abbott, 
800-263-2955,  
www.abbottcollection.com

5 Stone birdhouse,  
$20 retail, Canfloyd, 
800-263-3551,  
www.canfloyd.com

6 Poly window feeder,  
$16.50 retail, Pinebush 
Home & Garden, 
877-664-3247,  
www.pbhomegarden.com

7 Whitewash woven 
birdhouse,  
$20 retail, Indaba Trading, 
800-746-3222,  
www.indabatrading.com

8 Large ceramic birdhouse,  
$24 retail, Indaba Trading, 
800-746-3222,  
www.indabatrading.com

9 Metal bird cages,  
$68 retail for set of two, 
Indaba Trading,  
800-746-3222,  
www.indabatrading.com

10 Bird feeder,  
$49.99 retail, Pinebush 
Home & Garden, 
877-664-3247,  
www.pbhomegarden.com

7
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Herb Markers 

Help customers keep their herb 
gardens organized with affordable 
wood herb markers from  
Indaba Trading. $5 retail for 
seven, 800-746-3222,  
www.indabatrading.com

Tea Towels 

Update the kitchen for the season 
with tea towels covered in fresh 
vegetables, flowers and gardening 
implements. Distributed by Design 
Home Gift & Paper. $13 retail  
for two, 800-663-9950,  
www.designhome.ca

Dig in!

Celebrating Spring
Help customers create their own 
new beginnings this season  
with a spring-inspired gift basket

Parting Gift
Product
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Straw Hat  
Stylish straw hats from Onigo 
Imports can be worn while in the 
garden or out for a fashionable 
stroll. $30 retail, 877-401-7683, 
www.onigo.com 

Decorative  
Accents 

Add a hint of rusticity with  
wood coasters and pretty birds 
from Indaba Trading. $14 retail 
for set of coasters; $16 retail  
for bird, 800-746-3222,  
www.indabatrading.com

Bird Feeder Kit 

This wood DIY bird feeder  
kit from Stortz & Associates 
can be varnished, stained  
or painted. $29.99 retail, 
866-747-4191,  
www.stortz.ca

Garden Tools 

Wild & Wolf English rose garden 
tools from Paper E. Clips provide 
encouragement to keep digging 
with a picture of the end results  
in clear sight. $39.95 retail for set 
of two, 800-660-7068,  
www.papereclips.com
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