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A retail expert

offers makeover
tips to energize

your business
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WHEN NATALIE TAN enters a store, she’s
not really looking for products, but for a story.

Many retailers, she believes, fail to engage
the emotions, the senses, the fantasies, of their
customers. And thus, shop owners miss out on
an opportunity to increase sales—and gain cus-
tomers for life,

“If you're a shoe store, you don’t sell
shoes,” says Costco member Tan. “What you
sell is whatever makes you different from
everybody else”

Helping small retailers find those niches is
Tan's specialty. Her consulting business, Retail
Excellence, in Vancouver, has helped boost sales
between 20 and 140 per cent for more than 50
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local and international businesses.

Her makeovers can start with rearranging
a store’s existing inventory or creating a new
floor plan. She may redesign store logos for
consistent application throughout the store,
using signs easily reproduced on home com-
puters. Or she will spend a day with staff and
management, teaching them how to target
prime customers.

There is no single formula that will guar-
antee success for retailers. But Tan offers a
handful of tips to transform businesses.

Have a traffic plan. Decide whether the
target shopper is male or female, and design
the layout accordingly, “Seventy per cent of

ing human behaviour,” she says.

Tan first discovered the power

of seducing customers through sales

psychology when she visited a
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Breaking up clutter and long aisles
and adding unigue display surfaces are
eye-catching ways to improve traffic flow
and steer customers toward products.

sales are female-driven,” Tan points out. “And
women are mostly browsers, not seekers”

For browsers, she suggests a free-flow
pattern, with a series of carefully considered
displays; for seekers, a grid or racetrack style.
Unisex stores need a combination of the two,

Create themes. Like an engaging novelist,
retailers should “tell good stories” in every
visible corner of the store. So,in a home decor
store, a series of visual tableaux can reflect
personal style—a dining room scene that sug-
gests a relaxed but creative cook or a garden
setting that says pragmatic yet enthusiastic
nature lover.

Customers will identify with a story and

Tan also serves as a part-time marketing
instructor at the Brtish Columbia Institute
of Technalogy.

“Natalie's really good at what she
does," says James Pratap, a happy client
who hired Tan to help set up his new
hip-hop fashion store, Hypnotic, in the
Vancouver area.

A Costeo member since the early '90s,
Tan shops for office supplies, software,
books, health-related items and groceries.
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