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Editorial

I

Recognizing Helen and
Deane at CHFA West
by Bruce W. Cole

n the wake of CHFA West, two memorable things come to mind. The first
is a wonderful tribute to Helen Long,
who stepped down as CHFA president
on March 13 after nine-plus years.
The second is the induction of Deane
Parkes into the CHFA Hall of Fame. It is
kind of the icing on a 45+ year career
cake in the natural health industry.
Helen – who has moved on to a new
position with a charity organization that
she called “close to her heart” – received
an amazing and heartfelt farewell from
those in attendance at the CHFA Awards
event. Warm words of tribute were
spoken of her and much of that is
summed up on Page 21 of this issue.
Helen took on the position of president
in 2011, best described as a very
contentious time, when the industry was
almost equally divided in their thoughts
and feelings about the proposed legislation of our products. In my opinion, she
did a masterful job of pulling together
people from all camps to work in unison
and get things done. Those closest to
her – current and former board members, along with CHFA staff members –
have nothing but praise for her passion
and her accomplishments.
In sports, you want to be known as a
competitor who gave it their all, or as the

Retailers...
Start receiving the
CNHR e-newsletter
for free every month.
Email Donna
at donna@cnhr.ca
NEXT ISSUE MAY-JUNE 2020
NEXT ISSUE MAY-JUNE 2020
Suppliers: Reach thousands of
natural health retailers in Canada
with your sales message.
Advertising rates from $450.
For more details, please contact:

Katherine Stevens
kstevens@cnhr.ca
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Celange Potocki
celange@cnhr.ca

saying goes, “they left it all on the field.”
That describes Helen. We at CNHR wish
her the best of luck in her new challenge.
As for my good pal and podcast cohost “Parkesey,” it was also a special
night. Family, friends, co-workers and
industry colleagues gathered to see the
curly headed lad join a most-exclusive
club, made up of the women and men
who have pioneered and been leaders of
our industry over the years.
Deane is hall-worthy simply because
he has been the unparalleled leader in
teaching and training of retailers for so
long. No one does what he does: he is
singularly unique in what he offers in the
natural health business-to-business
realm. When I met Deane in early 1997,
literally weeks before the first issue of
CNHR went to press, I could not have
imagined the influence he would have on
me, on the magazine and on thousands
of health food store owners and staff.
The first time we sat down together, he
offered many ideas for stories in CNHR,
basically providing an editorial path for
us to follow. All his suggestions were
aimed at helping our stores become
stronger, more savvy and more successful. He introduced key retailer issues and
areas that needed to be strengthened.
Deane has been addressing the business of natural health retailing via his
CNHR column for over 23 years. Additionally, he has held countless retailer
training seminars in every province,
something he continues to do today as
an ambassador for Natural Factors and
Assured Natural Distribution. He counsels retailers on a one-to-one basis. He
sends out a regular e-newsletter with
business tips. He is relentless!
If the CHFA Hall of Fame exists to
recognize our industry pioneers and
leaders, “Parkesey" is a worthy member.
Thanks for all you have done for me, for
CNHR, and for this industry’s many natural health retailers, Deane!
Dear readers, I would love to hear from
you more often. I’d like to know what
more CNHR can do to help you. Please
send me topics you’d like to see covered. Tell me things you’ve tried recently
that has been successful. Let me know
where you are getting your new business
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ideas and what your biggest concerns
are. How about some survey topic
ideas? Share your news about your instore events, amazing displays, contests
you’ve held, or recognition you received
from your community.
We founded CNHR as the magazine
for Canada’s natural health retailers –
your “community newspaper” – so
please embrace it and make it yours.
Please email me at: bruce@cnhr.ca. •
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Trade Talk

Carolee Colter leading
retailer workshop
in Calgary April 22

ABOVE LEFT: Founder Shelby Taylor (right) and marketing
manager Stephanie Nairn of Chickapea sampled its pasta.

ABOVE RIGHT: Drew McIver (left), founder and principal of
Emerald Grasslands, Clarkburg, ON, tempted Guelph Organic
Conference manager Tomas Nimmo with a sample of his
grass-fed, organic Jersey butter. It was the 39th year for the
conference. Tomas has been actively involved for 32 years.
BOTTOM RIGHT: Paul Irwin displayed Pure Music Garlic
Products, from Boars Rock Farm, Meaford, ON.

39th Guelph Organic Conference
features seeds, samples and seminars
The 39th annual Guelph Organic Conference & Trade Show was held January 23 to
26 at the University of Guelph. Trade show attendees enjoyed organic food samples,
a wide variety of organic garden seeds, a book room and more. Workshop topics such
as weed management, cover crops, sustainable beekeeping, community permaculture
and orchard management were popular. Highlights included fresh carrot juice samples
at the Pfenning’s Organic Farm booth, and Cullen’s Foods launch of its 100 per cent
Ontario grown, Ontario-packed 540ml black beans and kidney beans in a can.
To see over 75 more photos from the conference, visit www.guelphorganicconf.ca.•

CNHR welcomes Celange Potocki to the team
CNHR Media is pleased to welcome Celange Potocki to the sales
team as national account manager. In this role, Celange will work
with natural health manufacturers, distributors, brokers and other
suppliers to get their news and sales message into the hands of
natural health retailers across Canada via CNHR Magazine and
CNHR’s digital options.
Some of you will remember Celange from her years as an account manager for Natural Factors, looking after health food
stores in Ontario’s Niagara and Golden Horseshoe regions, as
well as serving the stores in the Maritime territory. She worked
with retailers in implementing promotions, initiating marketing
programs, advertising and improving their branding.
Most recently, Celange spent 10 years managing a small startup family business. She was responsible for many facets of the
company’s operations, including marketing and operations. You
can reach Celange by phone at 905/869-4870 or by email at
celange@cnhr.ca.
Celange steps into the role most recently occupied by Candace
Sicari. Candace has a new title: business development manager, and her duties will be wide-ranging, including being involved in almost every aspect of CNHR. You can reach Candace
at candace@cnhr.ca. •
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Carolee Colter, who has been contributing articles to CNHR Magazine for many
years, is co-leading
a retailer workshop
in Calgary in April.
This CHFA Calgary workshop, titled Retaining Your
Best People, is
being led by acclaimed Rising Stars
seminar
leaders
Carolee Colter and Carolee Colter
Mark
Mulcahy.
“Staff turnover is at
an all-time high,”
says Carolee.
In an interactive
seminar with audience involvement at
every step, Carolee
and Mark will explore strategies for
engaging, growing Mark Mulcahy
and keeping your
best staff. Participants will learn from
each other’s experience by working in
small groups based on store size and
leadership style.
This one day course for retailers is taking place Wednesday, April 22 at The
Westin Calgary. It will be followed by a
reception. For more information, contact
CHFA at info@chfa.ca. •

HELP
FOR HEALTH
FOOD STORES

Celange Potocki

deaneparkes.com covers
important business topics,
including leadership, sales,
marketing, management
and personal
development.
Deane Parkes shares his 45 years of
experience in the natural health industry.

deaneparkes.com
Candace Sicari

WWW.CNHR.CA
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CHFA is pleased to launch the new
and improved Certified Natural
Products Advisor (CNPA) Course.
Now available online.

If you work in a health food store this is the course for you. Designed by the Canadian College of
Naturopathic Medicine exclusively for CHFA, it’s the most current and complete science-based course
of its kind in Canada.
This affordable course will improve your knowledge about natural health products, increase your ability
to critically assess new products on the market and communicate their benefits to your customers.
Graduates of this program will receive a Certified Natural Products Advisor designation, which you can
easily get as you study from the comfort of your own home or on the go with the new mobile version.

Find out more or register online at chfa.ca/CNPA
Certified Natural Products Advisor
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CHFA West 2020 Industry Achievement Awards

Mat Holtmann and his team from Vita Health Fresh Market accepted the
CHFA Brock Elliott Memorial Award for Excellence in Retailing.

Dee Wiens of Purity Life won the Excellence in Field
Sales Award, presented by Matt LeBeau.

For the sixth time, Purity Life Health Products took home the CHFA
Supplier of Excellence Award.

Deane Parkes won the CHFA Willie
Pelzer Memorial Hall of Fame Award.

The CHFA Organic Achievement Award went to
Dwayne Smith of Grainworks, Inc.

The CHFA Award for Excellence in Retail Sales Kaitlin Sylvester of Good ‘N Natural was the
went to Bonnie Elendiuk of The Vitamin Shop. recipient of the Gordon Storie Memorial Bursary.
10
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Gordon Storie Memorial Bursary
Kaitlin Sylvester, Good ‘N Natural
Excellence in Retail Sales Award
Bonnie Elendiuk, The Vitamin Shop.
Excellence in Field Sales Award
Dee Wiens, Purity Life Health Products
Brock Elliott Retailing Excellence Award
Vita Health Fresh Market, Winnipeg.
Supplier of Excellence Award
Purity Life Health Products
Organic Achievement Award
Dwayne Smith, Grainworks Inc.
Willie Pelzer Memorial Hall of Fame
Award: Deane Parkes
CHFA West Best Booth Awards
Small: Fatso Peanut Butter
Medium: Living Alchemy
Large: Vega
CHFA Sustainability Award
Nature’s Path - Que Pasa.
CHFA West 2020 Launch Pad winner
Level Up Superfoods Inc.

WWW.CNHR.CA
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Nat-a-Tat2’s Tattoo Care Kit

Nat-A-Tat2’s Tattoo Care Duo kit includes a
Gentle Foam Cleanser and a Tattoo Lotion.
These products are organic, vegan and fragrance-free, crafted to help keep your new
tattoo free of infections and nourish your
skin with essential oils and vitamins.
nat-a-tat2.com

Teeccino Roasted Herbal Teas

Rich bold flavour with the health benefits
of herbs!
• 6g tea bag = 3x more herbs = bold taste
and more health benefits
• Prebiotic, inulin, supports gut health
• 100% caffeine-free and acid-free
• Natural energy boost - from nutrients,
not stimulants
• Family-run, woman-owned,
Santa Barbara, CA teeccino.com

Splendor Garden Organic Herbs, Spices,
Seasoning Blends and Dip Mixes
• Salt-free options
• High quality
• On the backs of the
Splendor Garden spice
bags, you can find a
re-adhesive label for you
to relabel your recycled
spice jars.
• Kosher
splendorgarden.com

Satya Organic Eczema Relief
The only certified organic, NPNapproved eczema product on
the market. Satya soothes all
kinds of dry, stressed and irritated skin, without steroids. Just
five natural ingredients - six if
you count love.
• For use on body and face
• Made in Canada
• Fragrance-free
• NPN 80088923 satya.ca

New OneRoot Honey and Cosmetics

We believe the highest quality honey
comes from healthy bees in clean environments. That’s why our honey comes
purely from the pristine Boreal Forest,
which allows us to raise our bees without
the use of antibiotics. Also available now:
Honey Face Mask and Organic Lip
Balms. Order OneRoot products today!
onehoney.ca

OctoVie Skincare Brush
Feels like a facial every day
at home!
Perfect to
cleanse, exfoliate and massage skin, to soften lines
and pore size for a youthfullooking appearance. Sustainable Beauty is “feeling
good in your skin”.
octovieskinbrush.com

Ease Period Discomfort

Patented hypoallergenic Genial
Day® sanitary napkins with innovative Anion strip reduce the risk of irritation, minimize exposure to
harmful chemicals, and may relieve
menstrual discomfort. Super soft,
thin and breathable, providing superior comfort. At the same time, it
provides incredible absorbency due to non-toxic, highest quality biodegradable SAP material. 100% eco-certified and vegan.
genialday.com

Allergen-Friendly Breath Mints

VerMints is a line of great
tasting,
allergen-friendly
breath mints and pastilles
made with plant-derived, all
natural ingredients and no
artificial flavouring, colours
or sweeteners.
Our six varieties are certified USDA Organic, non-GMO,
gluten-free, Kosher and vegan, ranging from classically
refreshing to spicy and sweetly unique. vermints.com

For more information, call 800/265-2615 or email order@puritylife.com
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Trade Talk

Elly Boersema Health
Foods turns 50
by Delia Carnide

As our industry matures, it is important to recognize our earliest pioneers. Elly Boersema is one such pioneer. This year,
her store – Elly Boersema Health Foods, just outside of
Strathroy, ON – will be celebrating 50 years. While Elly is no
longer with us, the legacy she has left behind lives on.
Elly’s story in natural health began
in the Netherlands where she was
born as one of nine children. Elly ran
into some medical issues in her
teens when she became lame on
one side of her body. After many
months of failed treatments, her father turned away from the medical
establishment and towards a homeopath. With a prescription of rest, a
whole foods diet and natural remedies, Elly was able to make a complete recovery.
It was in that
moment that her passion for natural
health began.
Industry pioneer
Elly Boersema

Started with one product
In 1951, she immigrated to Canada and settled on a 25 acre
farm four miles outside of Strathroy, Ontario. But it wasn’t until
her husband died in a tragic construction accident that Elly
truly became immersed in natural health retail. To supplement
her income and feed her children, Elly decided to start selling
natural products. It all started in a tiny office in her garage
with one product: Flora Kindervital. Back then, information
was scarce
and health
stores were
rare,
but
through
word
of
mouth, Elly’s
business
began
to
grow
and
she began to
add
more
and
more
products.
Today, there are three employees and her daughter-in-law
Susan Boersema has been managing the store for 20 years.
The store has remained in the same location, although the
original store could no longer hold all the inventory, so a new
1,200 sq. ft. space was built and attached to her home. It is
where Elly and her family lived and now it is where Susan and
her family lives.
Elly officially retired at the age of 84, but she continued to
share her knowledge and passion wherever she went. She
was inducted into the CHFA Hall of Fame in 2004 and today,
that store she opened with one single product many years ago
continues to thrive, making Elly’s legacy stronger every year.•

WWW.CNHR.CA

Earthwise Witch Hazel Distillate
Over 99.8% pure and alcohol-free. Earthwise
Witch Hazel Distillate is a pure and natural astringent that will tone, soothe and treat your
sensitive skin. Benefits include: toner, blemish
control, skin irritations, sunburn, after-shave,
insect bites, varicose veins and more! Try it
today – your skin will thank you.
earthwisenaturals.com

A Balanced Immune System
is a Healthy Immune System

A healthy immune system helps to protect
you from cold and flu viruses, as well as
allergies and even some autoimmune disorders. The blend of plant sterols and
sterolins in Moducare are clinically proven
to help keep your immune system in balance. For optimal immune health, take
Moducare daily. Now available in a convenient, one per day wax tab formula.
Get the full story: www.moducare.com

Most Researched Garlic in the World
Get reacquainted with the Kyolic Aged
Garlic Extract (A.G.E.) family of products.
• Most researched garlic in the world
with more than 750 scientific studies.
• Everyday support, heart health, cholesterol control and natural wellness.
For more information, visit kyolic.ca or
call 1-800-265-2615.

Splendor Garden Organic
Gluten-Free Oat Products

• Organic
• 100% Canadian oats
• Proudly Canadian
• Gluten-free
• Splendor Garden has an organic, gluten-free line of
oats and whole oat flour available in different sizes
• High fibre, heart healthy • 100% whole grains
• Kosher splendorgarden.com
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The Future of Retailing
Ady Floyd is a futurist and director of client success at TrendHunter.com. She works with over 40 brands every day to curate
and customize research that helps her clients find their next big
idea, and stay ahead of the competitive market. She specializes
in spotting data-driven opportunities arising from Trend Hunter’s
Big Data platform in order to deliver her clients the best trends
and insights.
“With 20,000,000 monthly views, TrendHunter.com is the
world’s largest, most popular trend community,” explains Ady.
“Behind the scenes, we leverage big data, human researchers
and AI to identify consumer insights and deep dive opportunities
for the world’s most innovative companies. Our research and
workshops empower more than 500 brands, billionaires and
CNHR: What is the most drastic
change we have seen in retail over the
past couple of years?

Ady: Retail – like every industry – is constantly changing and adapting to new
consumer needs. The biggest changes
are rooted in the platforms that brands
are using – as much as the platforms that
customers prefer. What I mean is that
terms like “the retail apocalypse” have
been tossed around a bit too lightly, and
this term (retail apocalypse) specifically
speaks to the platform of brick-and-mortar – not retail as an industry.
What retailers need to consider is diver14

CEOs, including Coca-Cola, Adidas, Victoria’s Secret, IBM,
Cisco, Microsoft and NASA. Our head office is based in Toronto,
and we are fueled by a global network of 200,000 contributors
and 3,000,000 fans. Trend Hunter is currently studying more than
350,000 cutting edge ideas using over three billion choices from
150,000,000 people.”
Ady was the lunch keynote speaker at CHFA West in Vancouver. Her presentation – The Future of Retail – delved into the
motivations behind consumers’ purchasing behaviours, and what
it means to offer a purposeful retail experience. CNHR asked Ady
a couple of questions regarding the radical changes to the current retail space and what retailers can do to focus more on customers.

sifying their points of engagement, by
implementing omnichannel strategies to
better reach today’s consumer. Omnichannel (a term that retailers either love
or hate) refers to creating a seamless
shopping journey for a customer; seamless in the sense that the customer can
use an app, go into a store, use a website, voice-activated shopping, etc. But
the catch is that consumers want to be
able to switch between these platforms
and use them interchangeably – not exclusively. Customers today expect
brands to recognize them and be able to
cater to them in an individualistic way.
The perfect example of this is seen in the

CANADIAN NATURAL HEALTH RETAILER MARCH-APRIL 2020

partnership between Alibaba and Ford
Motors.
CNHR: In your presentation, you inspected the motivations behind consumers’ purchasing behaviours. Can
you please explain some of the things
retailers can do to become more customer-centric?

Ady: Absolutely, my Future of Retail
keynote focuses on the modern consumer desires, which are rooted in three
of Trend Hunter’s megatrends: naturality,
curation and technology (Artificial Intelligence). To break these down individuWWW.CNHR.CA
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ally, we know that naturality tells us that
social-minded consumers seek connections to experiences and products that
connect them to bigger, more important
things. So to align with this value, brands
need to focus on eco-friendly business
models (like Revamped Consignment),
aligning to the circular economy (such as
TerraCycle’s service, Loop) and making
bigger stances (like Ketel One’s sustainable pop-up bars).
When it comes to curation, we know
today’s market is wildly oversaturated
across the board. Consumers are seeking hyper-targeted offerings, services,
subscriptions and recommendations to
simplify their lives. To meet this demand,
brands can focus on reducing their offerings. One way to achieve this is through
subscription boxes like Green Chef.
Brands also need to think more locally,
possibly taking cues from Nike’s store
that targets LA consumers living in a specific neighbourhood or geographical location. And brands can also turn to
curating experiences by creating more
engaging immersions. It’s no longer
enough to offer an Instagram-worthy wall.
Retail brands should think along the lines
of Showfields, a cost-effective, interactive
pop-up shop gallery – or basically, a mini

“What retailers need to consider
is diversifying their points of
engagement, by implementing
omnichannel strategies to better
reach today’s consumer.”
Ady Floyd

mall of temporary stores. Showfields
helps brands to create immersive popups that have touch, taste, sound, scent
in addition to tutorials, workshops and
more.

Technology
Technology is everywhere in the retail
world, and our Megatrend AI states that
we are entering a transformative new era,
denoted by an exponential growth in
data, robotics and intelligence. Retailers
can rely on technological advancements
to cater to consumers by offering them
value in exchange for personal data.
Having an active role on various platforms from websites to in-store and even

joyofthemountains.com 1-866-547-0268
WWW.CNHR.CA

voice-shopping and visual search
tools/engines can be key. Even incorporating AR and VR is becoming commonplace. An example like Shopify’s at-home
AR/VR assistance is the perfect tool for
consumers.
Lastly, it’s crucial to take advantage of
smart technology like facial recognition.
A leader in this space when it comes to
brick-and-mortar innovations is Sniffy,
that created a scent-informed retail experience. Even though these strategies
might not be completely perfected, the
future success of today’s retailers will depend on it. •

To learn more about retail trends, please visit
trendhunter.com.

Available in health food stores, select grocery stores and pharmacies.
CANADIAN NATURAL HEALTH RETAILER MARCH-APRIL 2020
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Trade Talk

New look and name for Lorna V. products
Lorna Vanderhaeghe Health Solutions
has announced a transition to a new look
and name; Smart Solutions, by Lorna
Vanderhaeghe. In a press release, Smart
Solutions said, “This iconic line of

women’s health supplements was
founded by women’s health expert Lorna
Vanderhaeghe over 10 years ago, with
the mission of providing women effective,
Three new products to Canada
Thayers has launched three new products: unscented facial toner, unscented
trial size and cucumber trial size.

Two new lines from Blume
Blume has launched a new superfood
line, in addition to a new blend that combines reishi and hot cacao. This new
blend helps support the immune system
and fight off the blues.

New moisturizer bar
EMUAID’s newly available Moisture Bar
cleanses, soothes, eliminates flaking and
moisturizes fragile, dry skin. Retailers can
purchase through Purity Life Distributors.
Monnol purchased
Homeocan has purchased Monnol, a
Canadian company established in 1992,
and has launched a new line of natural
and organic baby care, Le Petit Prince.

Ontario distribution for dessert company
The Paleo Palate Café, a home grown
brand of healthy and paleo compliant
desserts, has announced a partnership
with NJ Bread Co. for the distribution of
its products across the Ontario region.
palatecafe.ca

Two new incense scents
Shoyeido has introduced two new popular scents in its Overtones incense line:
Patchouli and Palo Santo. Available at
soulscents.ca.

New probiotic body oils
Earth Oil has just launched a line of probiotic body oils including a magnesium
and vitamin D oil. For product information, go to earthconnectionoil.com. •
16

natural solutions to their health concerns,
including hormone imbalances, stress,
weight loss, sleep issues and nutrient deficiencies.
“We are excited to continue providing
Canadian women with
effective health solutions, and the same formulas that created an
empowered community
of women looking to better their health will now
have a fresh new look. This is an exciting
new chapter for Smart Solutions and we
look forward to continue supporting you
and your customers.” •

Former retailer shares his
experiences via new book
Long-time natural
health retailer and
former
CHFA
board member Vito
Pirri has written a
book: The Boy
With The Scar.
Vito shares his life
experiences, with
a heavy focus on
his business career.
“Retailers
can get a lot out of
reading The Boy With The Scar,” says
Vito, “starting with inspiration, marketing,
no fear, lessons learned, encouragement
and more.”
The book is available from Freisen Press
on the website theboywiththescar.com,
as well as at Barnes & Nobles,
Indigo/Chapters, Amazon and E-Read. •

Melfort store wins contest
Assured Natural account manager
Amanda Zayonce reports the Nutter’s
Everyday Naturals store in Melfort, SK
has won the Biosil Nutter’s Sales Improvement contest. The store improved
its average monthly sales results during
the contest period between September
1, 2019 and January 31, 2020.
A draw was held among the staff at the
Melfort store who helped contribute to
these sales improvements, and the winner was Darlene Cairns. Darlene won a
$4,000 travel voucher from Flight Center
to go anywhere she wants. •

CANADIAN NATURAL HEALTH RETAILER MARCH-APRIL 2020

People
Purity Life Health
Products has recently hired Sabrina
Koleoglou.
She
brings experience
from her time at Pillars of Wellness.
Sabrina has a bachelor of health sciences in kinesiology
and health promo- Sabrina Koleoglou
tion from Sheridan
College
and
a
diploma in applied
holistic
nutrition.
She will be responsible for the Kitchener,
Waterloo,
Cambridge territory.
Purity Life Health
Products has re- Miranda Fowle
cently hired Miranda
Fowle. She graduated from Nipissing
University with an
honours bachelor of
business administration, marketing.
Miranda comes to
Purity Life from Lindt
& Sprungli Canada
where she worked Tanya Pennington
as a territory manager. She will be responsible for the
Golden Horseshoe
territory.
NOW/Puresource
welcomes
Tanya
Pennington in the
newly established
position of western
region sales man- Omar Jundi
ager. With a focus specifically on B.C.
and Alberta, Tanya will increase the
strategic leadership and top-level support specifically for western Canada.
Tanya has spent several years in our industry, leading western Canada sales efforts and teams. Her experience with
retailers gives her an excellent perspective for helping with the challenges retailers face today and into the future.
Body Plus has welcomed Omar Jundi to
the team as account manager for the
Vancouver, Burnaby and Tri-Cities region. Omar has over 10 years of experience in the health and fitness industry, as
well as experience in field sales. You can
reach him at ojundi@bodyplus.ca.

WWW.CNHR.CA
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Trade Talk

John Holtmann Golf event takes
place June 11 in Brampton, ON
The 2020 version of the CHFA
John Holtmann Memorial Golf
Tournament will feature a few new
things. “For the ninth annual tournament, we have made some exciting changes,” said event
planning coordinator Sashane
Biggs, “including a new location
and a new format.” Scheduled
for June 11, the tournament has
moved to the Brampton Golf Club
– a private course located in
Brampton – after many years at
the Royal Ontario Golf Club in
Hornby, ON. The new format will
include a 10 AM tee-off time, food
stations located throughout the It’s always a fun day at the
John Holtmann Memorial
course and an end-of-day recepGolf Tournament.
tion, along with a prize raffle.
The tournament is open to all industry members, whether
you’re a seasoned golfer, a beginner or somewhere in the
middle. Form a foursome or register as a single. It’s a fun
day in the sunshine, a great opportunity to network with your
peers and – at the same time – raise money for a worthwhile
charity. Since the tournament was founded, players and
sponsors have raised more than $150,000 in charitable donations. CHFA is hoping to surpass last year’s donation with
your help. Watch for updates on the tournament from CHFA
or visit chfa.ca for more information. •

Congratulations to the whole
Vita Health Fresh Market team!
We are proud to be your partner!

Congratulations to our valued customer
Vita Health, on your recent achievement of the
Brock Elliott Retailer of Excellence Award at
CHFA West! We are proud to be your
partner and wish you continued success.

UNFI retailer event happens May 13
UNFI is holding its Innovation Showcase on May 13 at the Universal Event Space in Vaughan, ON and retailers are invited
to attend.
Retailers can expect more than150 vendors in attendance,
and you will have the opportunity to sample some of the new
products and ask questions at this exclusive event, dedicated
to UNFI’s retailer and vendor partners.
Six finalists will compete head to head in UNFI’s 2nd Annual
Pitch Slam Showdown. Six guest judges will get to ask questions directly to the finalist. Attendees will get to vote for their
favourite pitch. Be the first to see new innovation that’s getting
ready to launch in Canada.
There will be lots of new line extensions. Retailers are invited
to stop by the Innovation Display Showcase and take some
photos of your favourite new innovations. There will be loads
of samples to take home and show deals offered to retailer attendees.
On Tuesday May 12, the evening prior to the event, there
will be a cocktail party for all registered exhibitors and attendees from 5PM to 7PM in the Event Space lobby. And for the
first time, there will be vendor awards.
Retailer registration opens at 8:30 AM. The doors to the
Pitch Slam Showdown open at 9AM. The show floor opens at
10 AM, a lunch buffet will be served at noon and the show
officially closes at 4 PM.
Retailers can pre-register at eventscanada@unfi.com. For
more information, please visit unfi.ca. •
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Congratulations Vita Health, from all of us
at CanPrev! We’re honoured to work with
your enthusiastic and dedicated team.

Congratulations to the team at Vita Health in
Winnipeg from everyone here at Assured Natural!
We are proud to partner with you and wish
you continued success in your commitment
to promoting healthy lifestyles and
the natural health industry in Canada.
WWW.CNHR.CA
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Congratulations!

Winner: CHFA Brock Elliott
Memorial Award for Excellence in
Retailing CHFA West 2020

Everyone at Fromagerie
L'Ancetre would like to
congratulate Vita Health on
winning the Brock Elliott
Memorial Award for Excellence
in Retailing. We are proud to be
your business partner.
Congratulations to your great
success and achievement and
may 2020 bring you more
prosperity. Always in Health!

Congratulations to
Vita Health Fresh Market
on winning the
Brock Elliott Award for
Excellence in Retailing.
Sisu is proud to be a
partner in your success!
WWW.CNHR.CA

From left: Asta Carvalho, Ryan Labonte, Mat Holtmann and
Kelly Lyons with the Brock Elliott Award at CHFA West 2020.

Congratulations to
everyone at Vita Health
Fresh Market. We are
honoured to be your
business partner as you
empower others to lead
healthier lives!

Congratulations to
Vita Health on
this wonderful
recognition!
We are proud to
partner with you
and wish you
continued success in
the years to come.

Congratulations
to the team at
Vita Health.
You deserve the
recognition for your
innovation, creativity
and hard work.
Huge congratulations to
Mat and the team at
Vita Health!
From your partners at
alive Publishing Group.
CANADIAN NATURAL HEALTH RETAILER MARCH-APRIL 2020
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Trade Talk

CNHR editor Bruce W. Cole popped in on some members
of our natural health community during a recent road trip
in the western part of the Greater Toronto Area.

Organic Garage opened in 2006. Today, there are five stores. On a visit
to the original Organic Garage on Oakville’s Kerr St., we met (from left)
cashier supervisor Aliyah Allen, produce manager Gibson Elek, grocery
manager Carson Ash and grocery specialist Blanche McCoy.

Here is Dave Darichuck, Nature’s
Treasure, Fortinos Appleby Line,
Burlington. Fortinos opened its
first Nature’s Treasure department
in 1996 at its Plains Road store in
Burlington.

Nicole Gaymer is the assistant
manager at Nature’s Signature,
on Appleby Line, Burlington.
This is one of 11 Nature’s Signature stores in the greater
Toronto area.

The Health First Network (HFN) represents more than 130 independent
health food stores across Canada. The stores are supported by a head
office group, based in Burlington, ON. In the photo on the left, you’ll find
most of the head office team: from left: Shari Niles, Steven Parker, Silvana Guirguis, Chris Schutz, Susy Nagaki-Koc, Davide Viola, Abigail Bailey, Johnny Larocque, Evan
Gerber, Sofia Constantinou,
Sian Benoit, Heather Canham,
Callie Farrell and Katie Taylor.
Missing from photo: Kathy Micallef, Johanne Bernardi, Maher
Hanna, Elizabeth Kim and Mike
Rowe. To the right is the Health
First Network warehouse crew,
from left to right: Jason Parker,
Vivien Gergovich, Steve Rouse
and Adam O’Brien.

The original Hooper’s Pharmacy and Vitamin Shop opened in
1924. Today, there are four locations in the GTA. During a
visit to Hooper’s on Upper Middle Rd. Oakville location, Sisu’s
Bruce Chapman and Tracy Creighton (right) were meeting
with store manager Sabrina, Diana, Nirmin and Miriam.

20
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The Assured Natural Distribution team is all settled in their
new home in Milton, ON. Front row from left: Leah Fendley,
Wendy DeLangley, Heidi Heinz, Lynn Zions, Denise Goodfellow, Shelagh Bailey. Back row from left: Jennifer Dudley,
Karen Gasbarino, Carolyn Adema, Mark Kemp, Sam Truax,
Jasper van Meurs and Kathy Frith. (Missing: Janet Merritt.)

WWW.CNHR.CA
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Heartfelt farewell at CHFA West
for outgoing president Helen Long
Helen Long received a worthy and heartfelt farewell at the conclusion of the CHFA West awards ceremony in Vancouver February 22. Helen resigned from her position as president of the
Canadian Health Food Association February 10, and officially
stepped down Friday, March 13, 2020.
“I want to thank Helen for her 20+ years of contribution to
CHFA and the natural products industry in Canada,” expressed
CHFA board chair Mike Fata of Manitoba Harvest. “In my last
four years working directly with her as a CHFA board member
and chairman, I can say that Helen’s work ethic and commitment to the industry is nothing short of the gold standard.”
Deep respect and admiration
Former CHFA board chair Deborah Callbreath of Prairie Naturals spoke about her deep respect and admiration for Helen’s
professionalism and her service to the CHFA. “In the early
years of our work together, we were trying to navigate NHP licensing and enforcement. We had Bill-C51 going on and a
somewhat fractured membership. Through
all of that, Helen was providing behind the
scenes support to members, to the board
and to the CHFA leadership and staff.
Helen, for 10 years, you have worked tirelessly for all of us. Your leadership has
strengthened the association. You have
done the job brilliantly and you have established this team of amazing people that will
continue to build the association and help
members to flourish. Helen, for all you have
Helen Long
done for the CHFA members, thank-you.”
Former CHFA board chair Robert Assaf of Kardish Health
Food Centre, Ottawa, said “I have worked with Helen as a
board member with the CHFA for almost six years. She has
been such a great leader. Helen is a real force in everything
she takes on. Her expert knowledge in the regulatory field has
been a critical strength for the CHFA over the past number of
years. I know everyone is sad she is leaving; she has had such
a positive impact on everyone whose path she has crossed.”

Decisive, determined
Sebastian Wong of Ki Nature Santé in Montreal served on the
CHFA board with Helen. “She became president of CHFA at a
time when the association needed stability and leadership. She
was exactly what we were looking for. She was decisive and
determined. She was instrumental in bringing together the industry and government. It was under her watch we ushered in
the regulations that have given our businesses an opportunity
to thrive. More importantly, Helen was passionate and dedicated to the industry. She cared about the members and the
consumers that we serve. She had a unifying quality, able to
rally the masses behind a common cause.”
CHFA’s board vice-chair Adam Martin of Community Natural
Foods, Calgary, said,“Helen’s contribution to the health food industry will be felt for years to come. Her leadership of the CHFA
was critical to the industry during a time of unprecedented
growth and maturing. Leading the industry through the adoption of a new NHP regulatory framework successfully will always
be an important success for us to attribute to her leadership.
But more importantly to me is the rapid growth the industry experienced while she acted as president.” •
WWW.CNHR.CA
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Your

REAL Competition
by Deane Parkes

I

f you believe the online market is where
your main competition is, you would be
incorrect. According to a recent survey
from New Hope Communications, 44 per
cent of consumers are shopping in the
mass market for their natural health products. This means at the current market
share, for every one per cent of our shoppers we lose to the mass market, that
translates to $655M in lost sales from traditional health store sales.
Mass is the culprit
It was not long ago that traditional retailers had the majority of the NHP business in the community. According to this
survey, 38 per cent of consumers currently buy in natural health stores. It is
the mass market who is taking the
biggest chunk of the business in our
communities, as conventional grocery,
drug and big box stores have taken over.
The online market accounts for only
four per cent of the entire natural health

Consumer Purchases
by Women
Women account for 85 per cent
of all consumer purchases
• 80 per cent of health care
decisions are made by women.
• Everything matters to a woman.
• Appeal to their senses.
• A very clean retail environment
is number one.
• The emotional connection of the
store management with store staff
is the emotional connection the
woman consumer will feel while
shopping the store.
• Build a relationship with good value
and you will have a customer for
life!
22

product (NHP) category and that is expected to rise to five per cent in the next
two years. Meanwhile, mail orders account for three per cent; MLM (multi-level
marketing) for seven per cent and practitioners account for four per cent of NHP
sales.
I understand that for the most part mass
sells commodities like fish oil, vitamin D,
vitamin C and multis. However, this is the
fastest growing category in conventional
retail, and mass has really raised itsame.
Recently, I read in a grocery magazine
how this is becoming a challenge for
conventional grocers, as staff must now
become health gurus to keep up with the
consumer demand for keto, vegan,
gluten-free, collagen, etc.
Convenience is “number one”
As mass market stores line their
shelves with more of the top sellers, it is
only natural that consumers will change
their buying habits due to convenience.
It is not that they do not like you anymore
or appreciate the service given in the
past, but convenience is still number one
to a consumer.
And online is not convenient, especially

CANADIAN NATURAL HEALTH RETAILER MARCH-APRIL 2020

to boomers who buy the majority of
NHPs. Fourteen per cent or 14 of 100
consumers in your community shop only
on price. As the old story goes, ‘They’ll
spend $10 on gas to save a dollar.’
I am not yet convinced online is an immediate threat or will ever be a big threat
to NHP retailers, but I see mass market
as a direct threat, taking aim at the traditional health food store customer in the
community, offering identical products,
supported with regular promotions and
impulse merchandising in-store.
I suggest you need to study how to
compete against the mass market retailers. There is a lot of information available
but I believe the number one way to compete against the mass market is to position yourself as an advisor!
Happy sales! •
Deane Parkes is an advisor, educator and creator of consumer
demand to the natural product
industry. Sign up for Deane
Parkes’ weekly news at
www.deaneparkes.com. Keep
up with trends, business tips, industry events, regulations,
GMOs and more.
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food waste?
What to do about

I

n the natural food industry, food waste
is often in our daily conversations; what
does your store do with its food waste?
I can’t compost in my city; how can I
lessen my food waste? Of course, I send
over ripe produce to the deli!
The Commission for Environmental Cooperation estimates that Canadian
households waste 85 kg of food per person, every year. That’s only slightly below
our American neighbours, who waste on
average 95 kg annually. To give some
more perspective, that’s enough food
waste to feed one person for six months
straight. Crazy! But what can we do
about it?

by Nicole Klimek

Upcycling our food
It’s not just a home and fashion term the idea of upcycling is becoming a huge
thing in Canada. So, what can you do
with your produce destined for a landfill?
1. Make protein powders.
2. You can dehydrate just about
anything, even the ugly ones.
3. Bone broth, pickled chard stems
and a whole other slew of culinary
possibilities.
With a little planning and google savviness, you can easily reduce some of the
waste your store produces and even turn
it into profit. That’s a win-win!

Feed the hungry creatures
I’m sure all of us donate to the local
food banks and give to as many homeless shelters as much as possible. But
did you know you can also donate to help
feed animals? I mean, farmers have been
doing this for centuries! It’s often less expensive and less time consuming to feed
scraps to local animals than to haul them

all the way to the dump. Now, each
province and city are going to have their
own legal requirements, but you can easily call your local waste collector and ask
where you can bring your scraps of food.
Some even offer free pick up!

Food tech reimagined
Ok, these are by far the most exciting
things for food waste savers like me.
Ready for it? Waste collection trucks that
are run on food waste!! Toronto is doing
it! The ‘green bib’ food scraps that are
collected once a week are going to be
taken to facilities with large anaerobic digesters so the waste can be turned into
gas - normally burned off - and refined
into renewable natural gas. That renewable natural gas makes the perfect replacement for fossil fuels and helps lower
our carbon emissions. Neat!

Some companies are starting to collect
food waste for use as fertilizers. Some
tech companies are creating apps like
Neighbourly that help distribute food
waste to those who can use it. There are
new companies emerging every day with
the hopes that we can lower our food
waste and be better inhabitants of our
planet.
With a little R&D, your store can be a
big player in the food waste economy
and make a difference that will last. •

Nicole is obsessed about local
economic sustainability and is focused on food co-ops and independent natural food stores. She
has worked on over 250 projects
and combines store planning and
design, interior design, marketing
and branding to create unique
shopping experiences and efficient operations.
nicolek@sevenrootsgroup.com

Want to stay up-to-date on the news in your industry?

Find us on Facebook @cnhrmagazine
Like our page, send us a comment, leave a review!
We want to hear from you!
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Same great formulas
f
by Lorna Vanderhaeghe
Vande
erhaeghe

I am excited
it d that
h t my products
d t are gettting
ti a new name and
d
fresh, new look. Your
Your favourite formulas have not changed,
changed just
the look.
I hope you love the packaging as much as I do. I am please
continue supporting you in your quest for health and
developing new products that augment the Smart Solutions
product line for women of all ages.

SmartSolutions.com
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Point-of-Sale
Staffing the

Jen Christopher, information
and point-of-sale consultant,
works with organizations to
help them understand and get
the best out of their technology.

O

nce retail stores reach a point
where it no longer works to have
every buyer maintain the prices
for their own products in the point-of-sale
(POS) system, the question arises – how
shall we staff the POS function? Who will
enter and manage items and prices to
keep the POS system current so that the
front-end staff can quickly and accurately check out customers and the departments can track their margins?
Should the POS and IT (Information
Technology) functions be combined in
one person?
For insight, I interviewed my colleague
Jen Christopher. Jen is an information
technology and point-of-sale consultant.
She works with organizations to help
them understand and get the best out of
their technology. This includes all kinds
of organizations, but especially food coops and independent natural health food
retailers.
Should POS and IT be the same person?
In smaller retail operations, the POS
and IT positions may be held by the
same person, but that doesn’t mean the
two roles are a good fit with each other.
POS work is detail-oriented. It’s essentially data entry and many will find that
boring. IT on the other hand is proactive,
and involves troubleshooting and maintenance. It’s rare to find both sets of
characteristics in one person. Larger
stores can usually afford to have two
separate positions.
What would you look for in a potential
internal POS staff candidate?
The biggest challenge is that the work
can be boring and repetitive and requires rigorous attention to detail. You
might be able to cultivate these qualities
in staff. For example, a cashier who no-
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Function
by Carolee Colter

tices things that don’t
operate
as
they
should, who writes
down items that don’t
scan, and who understands how the system works on their
end, could be a good
candidate for a POS
staff position. I like to
administer a test to
candidates. It’s excelbased and demonstrates ability to follow
detailed instructions
and catch discrepancies.
Other indicators that
an employee might be
good for the POS job:
a produce staff person who enters the produce prices, understands the system and knows how to
ask for what they need. Or a receiver,
who frequently catches things that are
off, and is willing to bring up problems,
even though it means more work for
them. POS work could mean a move
away from physical work that they might
not enjoy.
Another qualification to look for is a flexible schedule to accommodate inventories.

The biggest
challenge is that
the work can be
boring and
repetitive and
requires rigorous
attention to detail.
You might be able
to cultivate these
qualities in staff.

What are the main duties of POS staff?
In one scenario, the POS staff person
comes in, enters data and leaves. In another scenario, they play a more proactive role. They create reports beyond
what’s available in the system. They use
existing reports to answer questions – for
example, year-over-year sales. They
might create movement reports but probably not margin reports (those would be
provided by finance). They might
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process inventory numbers (though sometimes
inventory companies will
do that). For monthly or biweekly flyer programs,
POS staff handles the
prices when the flyers go
into and out of effect.

What about
fresh departments?
Unlike centre store departments, they may enter
their own prices. Their
items change so quickly
that to restrict that process
to a POS staff could cause
bottlenecks. For example,
prepared
foods
may
change their recipes and
need to change their POS
entries accordingly. However, it should
be the POS staff’s responsibility to check
in with these departments. Right before
quarterly inventory would be the perfect
time. As for produce, it’s best to give
them complete control over their own department’s entries. The only time the POS
staff would be involved is right before inventory.
Thank you, Jen, for your wisdom. •
Carolee Colter has been
consulting for the natural
foods industry since 1984.
She is a member of Columinate, a network of consultants sharing strategies,
tools, and skills to help organizations build and empower community. Her areas of
expertise include employee surveys,
personnel policies, staffing plans and
pay scales.
https://columinate.coop/consultants/carolee-colter/
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What you focus on matters
There are numerous books, articles and movies that discuss the idea
that your brain will try to achieve those things that you give attention to.

F

requently, I ask my clients what
would happen if they got hit by a
bus, and in all honesty, I mean it hypothetically. I want to know if they have
plans for their business, how they would
take care of their family, what would be
the result if they couldn’t work for a while.
Often when I am asking this, I think about
it myself. What would
happen to me if I got
hit by a bus? Would
my family be okay?
Last week, I got hit
by a bus. I was going
through an intersection and got t-boned
by a city transit bus.
My daughter – who
was in the passenger
seat – alerted me to
the fact that there
was a bus coming. I
looked to my left and
a bus was bearing
down on the SUV.
Some people say
your life flashes before your eyes when
you think you are going to die. And while
I saw the bus – as big as a wall – approaching my window and the vehicle
before the impact, there was no flash.
So, I guessed that I was probably alright.
The bus hit us hard, spinning us and
pushing us out of its path as it cleared
the intersection. Thank God, the kids in
the car and myself were uninjured, except for a few bruises and a slight concussion. The SUV wasn’t as lucky.
So, why am I telling you this? Going
back centuries, in most religions and cultures, is the idea that if you focus on
something in prayer or meditation, it can
manifest itself. There are numerous
books, articles and movies, including
“The Secret” that discuss the idea that
your brain will try to achieve those things
that you give attention to. There is science that shows that there is part of the
brain called the reticular activating sys-
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by Dave Fuller

tem which has neurons that fire when you
stimulate it with repetitive stimuli or
habits. This part of your brain gives you
more of what you are looking for. So, for
example, if you are always focused on
doom and gloom, your brain will help you
find more of that which you search for. If

Going back centuries – in most religions
and cultures – is the idea that
if you focus on something in prayer or
meditation, it can manifest itself.

you are focused and stimulated by happiness, love, money, success, pain, or
failure, your brain will look for opportunities to present you with those things.
Now you might not believe that. You
may think that what I am telling you is just
“BS”. Think for a moment what happens
when you buy a new car. Let’s say you
were thinking about buying a truck and
end up on a car lot and buy a Ford F-150
pickup. You might not have noticed an F150 before you bought it: you were just
thinking that you needed a truck, but now
you have a brand new Ford F-150. What
happens when you drive through your
community? Your brain alerts you to all
the Ford F-150s that are like yours. You
might not have noticed them before, but
now they appear to be everywhere.

The same thing can happen when we
use words. How many times have you
heard people say, “He is a pain in the
neck,” or “So and so makes me ill.” Continue focusing on that person and you
might just end up with a pain in the neck
or being ill. From 28 years in the health
food industry and talking to customers day in
and day out, I came to
the realization that the
biggest reason for illness is stress. Much of
this stress is a result of
what is going on in our
mind. When we focus
on trouble, we find it
and when we can’t deal
with it productively, our
body starts to say “no”
and we often end up ill.
Words are powerful.
We can use them to
build people up, but
too, often they are used
to inflict pain. We know
ourselves how the
words of others have affected our lives.
Words and phrases that seem harmless,
like “He is a pain in the neck,” or “So and
so makes me ill,” may not be so harmless. Saying things like “If I ever get hit
by a bus,” or “If I get run over by a car,”
could be dangerous to your health and
even put your life in danger. Think carefully about what you are saying and perhaps consider whether those words that
come out of your mouth are something
that you want to manifest. Your brain has
funny ways of helping you fulfill your
dreams. •
Dave Fuller MBA, is an award
winning business coach that
got hit by a bus. Dave is the
author of the book Profit
Yourself Healthy. Manifest an
email to dave@profityourselfhealthy.com.
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What is Win-Win?
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An interview with Aaron Chin, CEO of Organika
by Alain Roy

T

his issue, I interviewed Mr. Aaron
Chin, second-generation leader at
Organika. How exciting to have access to not one, but TWO generations of
knowledge!
Alain: Thanks for finding time to share
your knowledge with CNHR readers.
Firstly, I’d like to ask you to introduce
yourself and your business, please.
Aaron: My name is Aaron Chin. I’m a
second-generation entrepreneur and the
CEO of Organika. My dad started the
business about 30 years ago. It’s been a
pretty amazing journey since he began.
We started with just four products and a
mission to help everyone have access to
natural products; similar to how health
food stores want to help as many people
as possible heal naturally. That remains
Organika’s mission today.
Alain: Do you recall what four products
Organika started with?
Aaron: Yes. It started with Korean red
ginseng, garlic, coenzyme Q10 and
ginkgo biloba.

Alain: Thanks for this intro. The series is
called “What is win-win?” which is an
older expression, but I found that over
the years, the attitude of win-win has
changed, sometimes resulting in less
than win-win. So I’m looking for success
factors that spell out truly healthy relationships with your customers.

Aaron: I think first, you really have to get
to know your business partner. Listen to
your customer. What are their goals?
What are their pain points? If you don’t
actually listen to your customers and really hear what their needs are, you’re not
being a good partner. The ideal customer for us is a customer that we’ve listened to, so we can get on the same
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page, and create a
plan going forward. I
like to say “Nothing
changes if nothing
changes,” so changing the relationship is
a strong place to
start.

Alain: Right, love that
expression! Plus, the
“pain points” factor
hasn’t been covered
in previous articles.
Perfect! Next, I want
to ask you about a
story. Can you tell us
a story that illustrates
your views quite well?

Aaron Chin believes it’s important to really get to
know your business partner and listen to them.

Aaron: I’d love to
start with Community
Naturals in Calgary. Years ago, Organika
had not done a good job of communicating who we are, what we stood for and

Aaron’s Top
Win-Win Factors

• What are you customer’s
goals?
• What are their pain points?
• Get on the same page
• Make a plan
• Follow through on the plan
the quality that goes behind our manufacturing and products. The key point
here was trying to get Community to get
to know us, and of course, us getting to
know them. It’s important to share this
sort of thing directly with the customer,
as opposed to leaving it up to the com-
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petition. Just through getting to know
each other and inviting their team to our
facility, Community became one of our
top accounts in Alberta.
Alain: Thanks so much for sharing this
information with us, Aaron. I expect our
readers will agree and totally embrace
the overall message here, the business
of getting to know each other.

In later issues, we’ll be asking other industry experts for THEIR views on winwin. Opinions will most likely vary and
even conflict, but it’s always guaranteed
to be food for thought. •
Alain Roy is president of
Veeva and founder of Natural
Business Partners, a consulting company responsible for
many of our industry’s most
successful products. You can
reach
Alain
at:
alain@veeva.ca.
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CNHR Product Profiles
Supports healthy skin,
hair, nails and joints

Daily use of Active Collagen supports healthy
skin, hair, nails and joints. As we get older,
our collagen production naturally decreases
and drops off significantly after menopause.
Sourced from sustainably-sourced and wild
caught fish, Active Collagen can help offset
this natural decline. This product offers a
neutral flavour alternative to the current Organic Raspberry Flavour, a crowd favourite,
which can be added to shakes, smoothies or
juices.
smartsolutions.com

Nighttime sleep aid*

Terrific Zzzz™ from Terry Naturally CANADA
contains a European essential oil blend of
Ravintsara, Mandarin, Lavender, and Lemon Balm
*used in Herbal Medicine to aid sleep. Additionally,
Lavender is traditionally used in Herbal Medicine to
help relieve restlessness and for the relief of mild
symptoms of mental stress.
www.TerryNaturally.ca

Promotes restful sleep

Formula for teens’
mental well-being

NOW® Sleep is a combination of valerian and hops
extracts, passionflower and GABA, ingredients to
help ease the mind and relax the body to promote
naturally drifting off into a restful sleep. NOW®
Sleep created many positive outcomes in a Quality
of Sleep Study where subjects reported falling asleep
faster, waking less during the night, feeling more
rested upon waking, and had greater energy levels
the next day. Finally, 72% of subjects felt they
experienced improved sleep quality.
puresource.ca

Veeva TEEN is the first and only licensed
Natural Health Product for the relief of
nervousness and agitation due to mental
stress in teens.
Contact alain@veeva.ca or call
855/MYVEEVA

Energy boost for coffee,
shakes and more

Start the day off with a kick of healthy fats! Alpha MCT
Boost provides 100% coconut-sourced emulsified MCT
oil – simply stir into coffee, juice, smoothies, or tea, to
give them a rich, creamy, and delicious boost of energy
that is keto and paleo diet friendly. Use as a non-dairy,
sugar-free creamer that mixes easily, no blender
required. Zero mess or cleanup. Available in Vanilla
Cream and Mocha Cream flavours.
Exclusive to Health Food Retailers.
888/826-9625 assurednatural.com

855/287-2646

17 Human clinical studies

Traumaplant® Comfrey Cream
from Terry Naturally CANADA
helps to temporarily relieve aches
and pains of muscles and
ligaments caused by strains and
sprains (such as acute ankle
distortion and back pain). It also
helps soothe sore muscles and is
tested PA (pyrrolizidine alkaloids)
free. Lastly, it’s safe for children ages 3 and up!
www.TerryNaturally.ca

Two new products from Daiya

Daiya is proudly unveiling its plant-based
vegetable crust pizzas, which feature
a crispy gluten-free crust made from
cauliflower, spinach and sweet potato,
and are topped with Daiya’s acclaimed
Cutting Board Mozzarella Shreds.
Savoury, saucy, with a perfect cheesy
stretch – your new go-to pizza. Pair it
with Daiya’s new deliciously dairy-free
pints. Made with rich coconut cream and luscious swirls of caramel and
fudge, this premium dessert is ultra decadent and creamy.
www.daiyafoods.com

855/287-2646

Supports long-term
abdominal comfort

Formulated with L.plantarum 299v, a patented
probiotic strain that’s clinically-proven to support
digestive health, guaranteed potency, and is
robust enough to survive even harsh stomach
acid for effective delivery into the intestinal
tract. Sisu Integris works specifically to address
occasional gas and bloating, balance intestinal
microflora, and supports long-term daily
abdominal comfort even for those with IBS.
For more information, call:
800/663-4163 or visit sisu.com

Want to stay up-to-date on the news in your industry?

Find us on Facebook @cnhrmagazine
Like our page, send us a comment, leave a review!
We want to hear from you!
30
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Leading with the “why”
Tim MacMillan, owner of Quarter Master
Natural Foods, says, “People don't buy
what you do; they buy why you do it.”

Quarter Master Natural Foods says the “why” of your
business is your cause, your purpose and what your beliefs are

W

hen asked how he is keeping
his store relevant, modern and
topical in these changing retailing times, Tim MacMillan answers with a
“why.”
No, the long-time owner of Quarter
Master Natural Foods in London, ON didn’t feel the question intrusive.
And he wasn’t trying to be evasive or
guarded. His answer truly is based on
why: specifically, it’s about everything
revolving around the “why” of his – or
any – business.
Tim explains his philosophy for the
store by quoting the works of multiple
best-selling author and lecturer Simon
Sinek, who says: “People don't buy what
you do; they buy why you do it. And what
you do simply proves what you believe.”
Tim has followed Simon’s lead in putting the store’s “why” front and centre.
“Most companies lead with the ‘what’ or
‘how’ of their businesses, but the world’s
most successful companies explain their
‘why.’ And that ‘why’ is what your cause
is, what your purpose is, and what your
beliefs are. It is telling people why you
exist. And that is how we do it here at
Quarter Master.”
Staying centred on the ‘why’ is also carrying on the legacy of the store’s
founder, Tim’s mom Betty. She was a retailing pioneer, who started the business
in 1981 with a simple goal: to help people with their health challenges. Betty
had turned to natural health when her
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battle with multiple sclerosis had hit a
dead end with pharmaceutical solutions.
“The start of her journey led her to
change how she ate, and set her on the
path to supplementation, primarily to
counter the effects of disease and to
compensate from the chemical and
physical deficiencies she suffered from,”
says Tim. “Eventually, she wanted to
“People don't help others in the
community who had
buy what you health ailments, so
started the store
do; they buy she
to do that.”
In the almost four
why you do it.
decades since the
And what you store opened, Tim
says the retail landdo simply
scape has certainly
changed at an alarmproves what ing rate. “You need
you believe.” only watch the news
these days to get a
feel for the struggles
of brick and mortar stores. Buying from
your couch has never been easier.
“So, when a customer walks through
our door, that's when our mission and vision statements kick in for our staff. The
staff’s concern, empathy and sheer compassion for our customers is simply
something you can’t get online. With all
the pressures on small business these
days, our core values and principles of
how we operate our business have never
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changed. We simply have needed to
adapt and modify our approach to the
2020 consumer. Listening to your customer is probably the most important
thing we can do. We want them walking
out our door with confidence in the product they've purchased and a feeling that
they've been listened to.
“All our staff members have been with
us for many years, with a few approaching 20 years of service to our store. This
is truly unique for retail and what really
makes our staff a part of our family. I
think it shows in the comments I get from
customers on a daily basis as they thank
us for what we do. Our customers get the
same friendly faces when they walk
through the door year after year, and we
know many of them by name. Delivering
an outstanding personal experience to
the customer is absolutely important in
today's day and age. The Internet is full
of a wealth of information and misinformation: consumers are still wanting that
relationship and personal connection.”
He acknowledges that keeping up to
the ever-changing trends in the natural
health retailing business is a full time job.
“Thankfully, we have some amazing industry partners who understand the importance of health food stores, in the
education of the consumer, the promotion of their products to the consumer
and the fact we are the backbone of the
industry. Having that leading information
and product when something is trending
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is what sets us apart from big box retail.
We have to adapt very quickly to what is
hot and we’re always on the lookout for
what's next.”

Solid, long-time staff
Tim’s staff of 12 has a firm grasp of the
store’s vision and mission statements,
which revolve around the “why.” He is
often amazed that he has been able to
find so many like-minded people. “The
truth is, good people seem to find us.
We've never advertised for staff, they just
happen to come to us and stay. Many
have been with us for 10 years and beyond; one will be with us 20 years this
year. They are dedicated to our industry
and care deeply about our customers. If
you walked into our store today, you’d
still see all the same staff that you saw
two years ago. We hire people who care
about what they are doing, but more importantly, why they are doing it.”

The store has character
The first thing you notice about Quarter
Master Natural Foods is its impressive
street presence. It is housed in a charming century-old home on Wortley Road.
“We certainly have a unique retail
space compared to your traditional strip
mall or big box power centre,” says Tim.
“Being in the centre of Wortley Village –
a recognized village within the Old South
neighbourhood in London – presented
its challenges when we purchased the
property many years ago, after two years
being down the street. Heck, the building
– built in the late 1800's – even came with
its own barn at the back of the property.
Years later, we found out it was a blacksmith shop, servicing carriages that
would travel along their route past the
building.”
Utilizing the original parlour, living room
and dining room, pine shelving from the
old location added to the rustic, earthy
feel you'd expect from a health food
store back in the early 80s. “We really
felt we had a unique atmosphere for the
sale of our original offerings of organic
grains, flour and bulk items.”
As the business grew, the house suddenly wasn’t big enough. “It became evident we needed more space and
hence, a 1,000 sq. ft. addition was built
on the back of the house, to accommodate a larger grocery section. We
thought that would be it for our footprint
on this site. But in 2014, we were able to
add an additional 400 sq. ft. to the rear
of the building to offer more organics and
lifestyle products.”
Tim had custom shelving built in the old
part of the house for the supplement and
health and beauty sections. “We also in-
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Here are the people who bring the “why” to life at Quarter Master: From left, owner Tim MacMillan,
Andy Pettifer, Marnie Gray, Aron Barnes, Adam Whitford, Michael Sutherland (manager), Brad
McRonald(assistant manager), Jennifer Wilson, Sylvia Squair. Missing from the photo: Joyce
Lewis, Jessy Deroneth and Deborah Galardo.

stalled new flooring throughout the building, as well as installing LED lighting to
lessen our carbon footprint.”
More about Wortley Village
“Wortley Village is amazing,” says Tim.
“Surrounded by stately trees and older
homes, the Village has everything you
could need: a hardware store, grocery
store, gift shops and boutiques, plus an
array of restaurants, coffee shops and of

course, Quarter Master. The Village
dates back to when the river divided the
city and Wortley Village was literally on
the carriage route in the county. Many
people are drawn to the area for its
warmth, walkability and the many festivals, as well as the friendly nature of the
area. There's just something about Old
South that resonates with people. They
may not live in the area, but many people
continued on Page 34
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Chatham and Windsor, but its focus is its
community. The store holds draws, display contests, and giveaways, partly to
obtain customer emails, which receives
the HFN e-newsletter. “We don’t do advertising, except for our HFN marketing
efforts,” explains Tim. “We rely on word
of mouth and strong relationships with
community groups. The local hospital
regularly sends us people. We have a
strong relationship with two professional
clinics and we liaise with other clinics in
town.”

will drive or ride their bikes, or especially
walk their dogs to the village, just to be
able to sit at a sidewalk cafe and watch
the world unfold. People are very dedicated to maintaining the uniqueness of
the village and are always supportive of
the businesses that call it home. They
know we help to keep the area vibrant
and as such, people are fiercely loyal.
Some of our customers have been walking through our doors since my mother
first opened almost 40 years ago.”

Proud HFN member
Quarter Master is a proud member of
the Health First Network (HFN), and Tim
says belonging has meant a great deal
to his store. “We have been a member
of HFN for the better part of 20 years,
Shortly after the group was organized,
we were approached to become a member of what today is a group of over 130
independent health food stores across
34

the country. Being a part of such an
amazing group of like-minded thinkers
and business owners has meant the
world to our business. Not only does it
provide the benefit of group buying with
our industry partners but we also benefit
from all the marketing initiatives that
come with being a part of such a diverse
group of stores.
“Our Burlington support centre staff
works tirelessly to give Quarter Master
and all other HFN stores across the country a competitive advantage in marketing
schemes, flyer programs, on-line presence and metrics. That's simply not
something we could ever hope to do on
our own, so being a part of HFN has
probably been the best business decision we've ever made.”
Drawing region
Quarter Master attracts people from
London, and also beyond: Sarnia,
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Store maxes out footprint
As touched on earlier, the current location started as an 800 sq. ft. store. It expanded in 2000, adding 1,000 sq. ft. In
2014, the store maxed out to its city-mandated allowable footprint with a final 400
sq. ft. One thing the store does possess
that many of its neighbours covet is the
19 space parking lot, out back. “This is
unique in the Village”, says Tim.
The store is full service: supplements
and body care in the front to the right of
the main entrance, and organic produce
to the left. At the back of the building is
a large room for groceries, and also the
take-out counter for the vegan kitchen,
which is located upstairs. “We started the
kitchen partly in response to making the
most use of our organic produce, which
as everyone knows, has a propensity to
spoil. This is a common problem for any
store carrying produce. If we don’t sell it
and if the kitchen doesn’t use it, we give
it to one of our local soup kitchens.”
The kitchen produces muffins, mealsto-go, salads and soups and it keeps two
chefs busy for six days a week.
Although Betty is no longer involved in
the business, Tim’s dad Eric still plays a
role, albeit one in the background. “My
dad was a bank vice-president. So when
he retired, he was able to help Betty with
the store. They made a dynamic couple:
she brought the fire and passion, and he
was the logical business mind. They really complimented each other.”
Keeping it important
Just one year away from celebrating
the store’s 40th anniversary, Tim feels he
and his team have carried the torch that
Betty lit in 1981. The business has
evolved, but the important things to her
are evident every day. She may not have
called it the “why” almost 40 years ago,
but it is in the store’s DNA. Tim is honoured and grateful that he has played a
part in taking a store – a family business
– with such humble beginnings and
keeping it important to the community it
has served so faithfully for so many
years. •
Story/photos: Bruce W. Cole
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SAAVE

the date

Join us at our Innovation Showcase events to
discover new products, meet suppliers and the UNFI
U
Sales team, and get access to special show dealss.

Central Innovation Showcase
May 13, 2020 | 9am - 5pm
Universal Event Space
6250 Hwy 7, Vaughan, ON

West Innovation Showcase
June 24, 2020 | 9am - 5pm
Vancouver Convention Centre East Building
g
Vancouverr,, BC
B

RSVP:

https://can
nada.unfi.
unfi.cca/innovation
ionn showcases

