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HOLT RENFREW

®* Holt Renfrew’s approach to protecting our
reputation in the marketplace
®* Who we are
® QOur clients
® Establishing customer privacy
® Our web-site
®* Pop-up Slip
* Information Change form
® Continuous Improvements
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®* \Who we are

®* Founded in 1837
® 9 full line store locations from Quebec City to
Vancouver

® Luxury retailer of Men’s, Women'’s & Kids Apparel,
Accessories and Cosmetics
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HOLT RENFREW

® Qur Clients
® Generally in top Income groups
® Generally well educated
® Appreciate quality and excellent service

* Information is very important to us in serving our
clients

* Many are well known, public figures, celebrities
®* May shop in NY, LA, Florida and/or Europe

® A breach of privacy could be more than just
embarrassing - could be front page news

® Consumer trust is vital to Holt Renfrew
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® Establishing Customer Privacy

®* Committee started in May 2002 consisting of:
® Cosmetics
® Finance
®* Human Resources
* Information Technology
* |egal
® Loss Prevention
® Policies & Procedures
®* Marketing
® Stores
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HOLT RENFREW

® Establishing Customer Privacy

®* Committee examined areas of concern & addressed:
® Clientele books
® Spa (medical records)
®* CRM system at POS
® Privacy policies
® Record retention
® Record disposal
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® Establish CPO and Privacy Office

* Mid December 2003
® CPO is a member of the Executive Committee

® Office is now 3 persons
® Built privacy provision into contracts
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® Training
® Established training for all store associates
®* CPO presentation to all Managers/General Managers
® Published privacy policy/procedures internally
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® Customer notification - Jan.04
® Customers given privacy handouts at POS - Jan. 04
® Insert in Spring magazine (early March) with prepaid
envelope
® Delete
® Do not call
® Do not mail

®* Correct information
® Access to information

® Privacy policy on web-site in both English/French
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® Accuracy of Customer Information
* Extremely important

®* Major I.T. cleansing of database to eliminate:
® Duplications
® Incorrect addresses
® |Invalid customers



www. holtrenfrew.com
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* Holt Renfrew’s
Privacy Policy on
Website

e 2006 Nymity Award
For Transparency
Criteria

< - NYA,/»
S 2006
Top

Privacy!Policies |
in Canada

Careers Holts | Card®fivacy | Terms and Conditions | Francais



* Win-Win Marketing/Privacy

* Provides Accuracy of Initial
Information

e Express Consent

* Change of Information
* Builds Customer Trust

e Speaks to Holt's Privacy
Policy



e Used for deletion of/or
access to customer
Information

* Prevents identity theft

* Only CPQ'’s office can provide
access to information



e Continuous Improvements
e Chair and member of RCC Privacy Committee

Education

Privacy Bulletin & Contest

 Review situations & correct

Further cleansing of data base

« Audit reports on associates mistakes

New CRM system






