MatchRite iVue c: Study

Bob Bruins knew that his full service hardware store had arrived when a customer told
her friend on the cell phone that she was at the counter of the paint store, buying a
custom mixed paint for her kitchen. “It wasn't: I'm at the hardware store getting
paint,” says Bruins, manager of the True Value hardware store in Allendale, Michigan.

“It was: I'm at the paint store.”

Over the past decade that he has worked at the
Allendale store, Bruins has seen a gradual but
continual increase in the number of customers who
appreciate knowledgeable sales assistance and a
wide variety of quality products and services. In
addition to typical items, the 20,000-square-foot
store rents tools and equipment, sells hardscape
materials for projects such as retaining walls and
live plants from its garden center. Prominent in that
customer mix is True Value’s paint department, the
first area on the right that draws the attention of a
customer when he or she walks in the front door.
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“We now treat it like a store within a store,” Bruins
says of the 3000-square-foot paint department that
distinguishes itself from the rest of the store through
the use of colorful displays, a paint counter, kiosks
and signage. “We want people to see it as soon as
they walk in.”

Bruins says that knowledgeable sales help is vital to
a store that sells paint, fielding questions that deal
with preparing surfaces for painting, proper paint
selection and diagnosis of typical paint problems.
“You need some knowledge,” he says. “People
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notice right away whether you are just guessing or
you're speaking from experience.”

Given the bewildering variety of colors and paints
available, customers often need assistance in
selecting custom mixed paints. And the recently
introduced MatchRite iVue color matching
instrument from X-Rite Inc. provides a competitive
advantage to any store that wants to provide
exceptional customer service, Bruins says.

“I've had people come in with patterns on a

fabric like a plaid, and they will say: ‘I want that one
color right there,” and you can nail it,” Bruins says.
“Before on the old mailbox type of instrument, you
would try to put sure samples in the crosshairs and
hope that it stayed there during the

measurement, but on this one you can see exactly
what you are measuring.” X-Rite designed the iVue
so that it projects a ring of light onto the test surface
to show a sales associate -- and the customer --
exactly what area is being measured for color. That
greatly reduces the chances of miscommunication
between the sales associate and the customer over
what color the customer desired.

Bruins also gives the iVue high marks for its
ease-of-use and simplicity. “I'd like to use the term
user friendly,” he says. “It's quite simple to operate,
which is very important to me because quite often
I'm not the only one using it. We can easily train
other employees to be able to match and mix colors
as well.”  The instrument can be used on any type
base paints and paints meant for interior and exterior
architectural uses, craft and hobby, metals and other
applications.

Customers are learning that they aren’t limited any-
more by the paint chip or other flat samples when
they want to custom mix interior and exterior paints.
The iVue uses advanced technology that measures
the color of just about any object to mix paint exactly
-- it doesn’t matter if the object is a pillow, photo in a
magazine, bowl, swatch of cloth, or an old kid’s toy.

“Just yesterday | had a guy come in with a little
splash of paint on the outside of a paint can,” Bruins
says. “That's all he had. The stuff inside wasn't any
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good, so we wouldn't have been able to spread it
on a flat surface for a sample. | was able to knock it
down to the small aperture with the iVue and cap-
ture the color. When we mixed it, the color matched
perfectly.

“With the old machine, | wouldn't have been able to
do that. | would have pulled the card off the board
to try to measure the paint sample and try to find
something close.”

Bruins says the store may also be seeing some times
savings with helping customers because what he had
to be smeared on a flat surface, allowed to dry been
positioned properly in the clamp of the instrument.
“Now it's a matter of just grab the iVue, slap it on
the color, and Boom, you're good to go,”he says.

In addition measuring the colors of curved surfaces,
odd-shaped, soft or bulky items, the iVue uses an
advanced technology in color measurement that
defines precisely even the hard to measure dark reds,
browns and greens. Bruins says that he's noticed the
iVue seems to be much better at matching paints
from manufacturers not carried by True Value, and
that he thinks the number of mis-tints has gone
down significantly.

Customers seem more willing to tackle do-it-yourself
painting projects now compared with a decade ago,

and at the same time they are more sophisticated in

their tastes, Bruins says.

“| think one of the things that has done a lot to en-
courage customers are the home fix-it shows that are
on TV,” he says. “Those shows give good techniques
on how to paint, but they also give people ideas
on what they can do with color. And | think a lot of
people are spending the money to fix their house up
with paint these days rather than move.”

To build repeat business, the True Value store in
Allendale also uses other products and software by
X-Rite, such as the Color Designer system that keeps
track of the paints that customers have purchased
so they can order the same paint they may have
used months ago and be confident that it will match
perfectly.
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