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Accelerated Age
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It’s a
challenging
environment
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Competition 1s Fierce
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What hasn t
changed
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We're still
human
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avorite TV showis '/ [~
esongis DApl Back

e nickname I’d choose for myself is




United Breaks Guitars guy says airline shows 'lack of
compassion’' in wake of latest PR disaster

Dave Carroll, a Halifax musician, was flying on United to play a show.
Sitting on the tarmac before takeoff, he looked out the window and saw
baggage handlers throwing guitars around — and when he arrived, his
guitar was broken.

It cost him $1,200 to fix his beloved instrument and United refused to
pay, so he wrote the song United Breaks Guitars and uploaded it
to YouTube.




Implications
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Customer care
matters more
than ever
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Customers expect
1t more than ever
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Customer care —
The core
difterentiator
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Living the Dream
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My Learning
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Retail 1s tough
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Customer care —
The core
difterentiator
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Only happens as
outcome of culture
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Culture




Every Guest Leaves Happy




Strategy vs. Execution




Keep it Simple
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Innovation
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Culture of
Customer Care
and Service
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Walter Hachborn

1921-2016



We’re a Loved Company

v <= MANAGED

n (ANADIAN : BUSINESS

9 S COMPANIES
Brand Finance
Deloitte’s best managed
#1 best Brands in Top 25 Brands in Canada Canada’s Most Valuable Brands companies
Facebook 2015 2015, 2016, 2017 2012, 2013, 2014, 2015 2012,2013,2014, 2015
(:ji“) The 10 Most Reputable Canadian Firms . :
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, atel Stone Y Coupény chT;::: Pulse cana a
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1,050 Points of Distribution

HOME STORES ARE 100% CANADIAN OWNED.




Annual Sales
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Over $6 b
HOME STORES ARE 100% CANADIAN OWNED.




Multi-Bannered

hardware me
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building centre




100%
Dealer-Owned
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Our areas ot
focus
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Home Owners
helping homeowners




Our sweet spot 1s where

EXPERTISE
MEETS
HUMANITY



Expert N Enabling
Advice Projects



Apple encourages employees to work on B Gena MoBrain 5 [
personal projects under '‘Blue Sky' program .

T @ [ Scbyan | love self development and self improvement so
[ ¢ svanc [\ rweer | i umceo | Foncfect |'ve been working on a new project that I'll be
s sharing soon. Stay tuned.
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UPOATED WITH NEW MATERIAL

Weekend Project: How to Make
Bread

BY: JENNIFER POTTER
JANUARY 8, 2016 1 4:00 AM
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DIY Projects for Home | Do It Yourself ideas and Crafts

12 Creative DIY Pallet Planter
Ideas

est aromas in the world is the scent of fresh bread baking in the oven. The smells permeates the kitchen and you
take that first bite, so warm and satisfying in your mouth.

* own bread sounds like a daunting task with lots of ways for it to go wrong, but it is simpler than you think. If
Jinner baker, pita breads are a perfect place to start. You'll learn all the basics of rolling and kneading, and how
with flour and sugar to create light, chewy rounds. In just one afternoon, you can make homemade pita and
sugh rise, right before your eyes.
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They are inherently personal,
and can be emotional
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. They are positive and provide
a sense of accomplishment
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They can be big or very,
very small
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Z And nobody can set people up to
tackle projects like us
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BRING US YOUR

PROJECTS,

BIG

& SMALL




Different Banners,

Same Promise

Hom
hardware hctrdware buudmgcentre fumitug

building centre

Bring us your Bring us your Bring us your Bring us your
_projects, projects, projects, projects,
big and small big and small big and small big and small



Relevant to All Targets

“They understand my
business and how the
jobs work — things need to be
in the right place
at the right time.”

“When I have an indoor
or outdoor project, trying
to get from here to there,
you get what you need.”

“It’s about pride and
satisfaction in getting
stuff done.”



Except for the very, very few, we all
need some help with our projects.
Especially Millenials. Whether that’s
as simple as hanging a mirror,
redoing a kitchen or building a
cottage, we need tools and products
to help get our projects done



But we also need people
with the experience and

desire to show us how to
get our projects done



We need

someone to
tell us:






Brick and Clicks
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Challenge = Elevated
Customer experience
across all channels
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We're still
human
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Thank You
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