
© 2016 TimeTrade Systems, Inc. timetrade.com877.884.9224

Industry Brief

About David Jones
Founded 176 years ago, David Jones is not only Australia’s oldest
retailer, it is also the oldest continuously operating department store 
in the world still trading under its original name.

Since its first store opened in 1838, David Jones has grown to 38 
stores with a growing online presence to address the retail needs of 
more than 23 million Australians.

As Australia’s leading up-market retailer, DJ’s (as it is affectionately 
known) publicly describes its corporate vision to be “extraordinary for 
everyone; to be the first destination for style and a seamless custom-
er experience.”

In 2012, David Jones unveiled its blueprint for the Future Strategic 
Direction of the company through a comprehensive plan that would 
leverage its assets, and also address challenges through strategic
initiatives across all its locations and operations.

In that plan, David Jones singled out “further investment in customer 
service and engagement” as a principal strategy to transform the 
company into an innovative and successful omnichannel retailer.

As different channels of retailing are emerging and gaining
popularity, David Jones recognizes that customers increasingly
expect more in terms of in-store service and experience. To
meet those expectations, here are some of the initiatives the
Company has launched to enhance customer engagement and
service:

The David Jones Customer
Experience:

“We will provide our
customers with a seamless
experience across all sales

channels, anywhere, anytime,
every time.”

David Jones
Extraordinary for Everyone
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“Next Generation” Department Stores
In May 2014, David Jones opened a new store in a suburb 
of Brisbane (Australia’s third-most populous city) designed 
to bring the best of brick and mortar together with the 
best of online buying.

According to store manager Anita Dunn, DJ’s new store
provides a “contemporary, unique and premium shopping
experience” through design, environment and technology 
that will make it a “destination for style.”

Augmenting the human touch of on-site style advisors, 
product specialists and trained shoe and lingerie fitters, 
the ‘next gen’ store features complimentary customer
Wi-Fi, digital charging stations and an interactive 
OmniMirror. DJ’s OmniMirror is both a web-enabled 
kiosk and a life-size mirror that allows customers to try 
on outfits and take photos (via the mirror) and email 
or Instagram the images to friends and family for their 
opinions.

DJ’s new Omni Mirror (Image courtesy: ApplianceRetailer.com)

David Jones has also introduced dedicated areas and 
sales kiosks through which customers can purchase 
merchandise online and collect those purchases while 
they’re in-store. Through these selfserve online terminals, 
customers now can complete their own transactions 
without having to wait in line for service or check out at 
Point-of-Service locations.

Personal Shopping Service
DJ’s CEO & Managing Director Paul Zahra often describes 
what he calls “customer service excellence” as the heart 
of the David Jones shopping experience. Setting it apart 
from its competitors, The David Jones Personal Shopping 
Service delivers the retail equivalent of the kind of
white-glove personal attention consumers might expect 
from a concierge at a 5-star hotel.
Touted as “the ultimate way to shop,” The David Jones 
Personal Shopping Service is available by appointment 
only, but booking a convenient day and time with 
a personal shopper can be booked right from the 
company’s website.

From the Personal Shopping Service landing page, DJ’s 
customers are automatically guided through a quick 
process to book either a 30 minute Initial Consultation 
or a 1-hour service appointment at a location closest to 
their home or workplace. Through this online service, 
customers select an available day and time that fits into 
their schedule. Within minutes they have a confirmed 
appointment for a relaxing session in a sumptuous 
private suite with a David Jones personal shopper, 
who can impart their expertise and knowledge of key 
brands and trends in fashion. Whether it’s for assistance 
with everyday requests, or style advice for a complete 
wardrobe makeover, this Service is the embodiment of 
the customer service excellence for which David Jones is 
well known.
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