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Brick and Clicks





Aging Demographics

2015 2020 2025 2030 2040 2045 2050

12 000

10 000

8 000

6 000

4 000

2 000

0

Millennials Boomers Generation X Pre-Boomers



Consumer Trends



Accelerated Age



It’s a 
challenging 
environment



Competition is Fierce



2018 brings 
uncertainty for 
the Canadian economy



Will we 
get Trumped?





What hasn’t 
changed



We’re still 
human









Implications



Customer care 
matters more 
than ever



Customers expect 
it more than ever





Customer care –
The core 
differentiator 









You’re not you 
when you’re 



You’re not you 
when you’re 







Living the Dream





You’re not you 
when you’re 



You’re not you 
when you’re 



My Learning



Retail is tough



Customer care –
The core 
differentiator 



Only happens as 
outcome of culture



You’re not you 
when you’re 





Culture



Every Guest Leaves Happy



You’re not you 
when you’re 

Strategy vs. Execution



Keep it Simple



You’re not you 
when you’re 

Innovation





Culture of 
Customer Care 
and Service



Innovation



Canada’s	10	most	admired	
corporate	cultures

Canada’s	top	
fleet	employerTree	Canada	Ultimate	Award

Canada’s	Most	Valuable	Brands
2012,	2013,	2014,	2015

#1	best	Brands	in	
Facebook 2015

Top	25	Brands	in	Canada
2015,	2016,	2017

Deloitte’s	best	managed	
companies

2012,2013,2014,	2015

We’re a Loved Company



1,050 Points of Distribution



Over $6 billion in Annual Sales



Multi-Bannered



100% 
Dealer-Owned



Our areas of 
focus





Our sweet spot is where

EXPERTISE 
MEETS

HUMANITY



Expert
Advice

Enabling 
Projects



It’s an era of projects



They are inherently personal, 
and can be emotional



A chore is a drag… 
but a project is fun

They are positive and provide 
a sense of accomplishment



They can be big or very, 
very small



And nobody can set people up to 
tackle projects like us





Different Banners, 
Same Promise

Bring us your 
projects, 

big and small

Bring us your 
projects, 

big and small

Bring us your 
projects, 

big and small

Bring us your 
projects, 

big and small



Relevant to All Targets

“It’s about pride and 
satisfaction in getting 

stuff done.”

“They understand my 
business and how the

jobs work – things need to be 
in the right place 
at the right time.”



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



Challenge = Elevated 
Customer experience  
across all channels



We’re still 
human



Thank You


