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National Volunteer Week, and we are pleased that 
many of us were able to share the week together, 
particularly those that shared the blue Vinnies cake 
in our North East Region!  It was very exciting that 
Volunteering Central Coast awarded the certificate 
for “Excellence in Volunteering” to our Area 
Manager Clive and his committed and dedicated 
group of volunteers.   

Most of you would have heard by now that we are 
upgrading our Point-of-Sale system (POS) over the 
coming months. Our current system has reached 
end of life and is no longer supported, leaving us 
open to security risks.   The new POS system will 
be better able to meet our operational requirements 
and the upgraded hardware will future proof our 
Vinnies shops for many years to come.  You will be 
advised about the upcoming training.

Our sales figures for this year have been 
exceptional across NSW which is very encouraging.  
This would not be possible without your 
commitment and perseverance.  

Please stay safe and keep up to date with any 
COVID changes via the NSW Health Website.

Thank you so much.

Regards

Yolanda Saiz

Executive Director Commercial Enterprise, 
Fundraising and Communication
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Hello Everyone,

How quickly 2021 is moving and so much has 
already happened in the last six months. 

The most recent change to our retail operations 
has been the need to manage the recent COVID-19 
outbreak.  Our shops in the Metropolitan and some 
parts of the South Region were closed in response 
to the NSW Government health directive to stay-at-
home.  We have been working with our staff and 
volunteers since the announcement by the NSW 
Government.  The closures are currently in place 
until 9th July.  We have been fortunate in the first six 
months of 2021, the impact of COVID has been 
minimal on our shop operations. Our hearts went 
out to our colleagues in Victoria who have had to 
deal with lockdowns and shop closures in recent 
times. 

In NSW, we experienced the worst flooding in 53 
years.  A big thank you to our team of volunteers in 
Taree who pulled off a massive clean-up effort once 
the waters subsided.  Throughout all these 
unfortunately events, the one constant has been 
your contribution and dedication in our Vinnies 
shops and for that we are very grateful.  The 
individuals and families we assist continue to 
require assistance during these ongoing uncertain 
times and the sales from our shops go a long way 
to support them.

In this newsletter we feature a few simple but critical 
customer service tips.  We can never underestimate 
the importance of customer service in our shops.  
By valuing our customers, they are not only going to 
keep returning to our shops but they will also 
recommend Vinnies shops to other people.  There is 
nothing stronger than word of mouth referrals to 
increase our customer base.

Throughout this edition we have also focused on 

≈
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Customer Service
This year Vinnies NSW is 99 years old. How can we 
survive and flourish for another 99 years? 
A good starting point is good customer service, 
which is now more important than ever as we 
compete with the increasing online market. 

As Brian Walker, The Retail Doctor puts it “one 
of the great differentiators of the physical retail 
experience that we are in a position to create is a 
richer, personally satisfying customer experience in 
the retail shop through a face-to-face relationship 
with the customer.”  

“Happy customers are our biggest advocates and 
can become our most successful sales team.”  
Lisa Masiello (CEO, TECHmarc Labs, Inc)

A few tips that will continue to support our 
sales and in return the people we assist through 
Vinnies Good Works!
1. S.E.C. - it only takes a second

Smile   Eye Contact   Comment (hello!)

Greet your customers within 15 seconds of them 
entering the store. Just a greeting, ‘Thanks for 
Coming in’ or ‘Welcome to Vinnies’. You have 
connected and made the customer feel comfortable.  
Through your greeting you have avoided them telling 
you: they are fine or they are not looking for anything 
special or they aren’t interested in your help.  
Don’t say, “Can I help you?” the key is to promote a 
comfortable conversation that makes the customer 
feel welcome, relaxed and connected.

Listen first and anticipate needs
You want the customer to carry the conversation. 
With a simple invitation, they will tell you about 
their day, what they’re looking for and what brought 
them into your shop today - a wealth of information. 
Listen and be in the moment. Come from behind the 
counter and escort the customer to the appropriate 
area of the shop. 

RETAIL TRAINING CORNER
 Say THANK YOU! & farewell
• Thank you for shopping with us
• Thanks for your donation
• Farewell the customer e.g. “See you next time” or

“Goodbye” or “Come back and tell us about the
fancy dress party.”

2. Use positive body language
• Maintain good eye contact when the customer is

speaking
• Smile when it’s appropriate
• Be conscious of your tone
• Avoid crossing your arms
• Speak clearly, calmly, and confidently

3. Do’s & Don’ts…..
• Do apologise when things go wrong
• Don’t blame “The Boss” or “Head Office” or

“Shop Policy”
• Don’t say “No” or “Can’t” – if it’s really not

possible, try “unable to…”

Thanks to Gemma Presley and Brad Grieve for 
the tips 

Upgrade To Our Vinnies Point Of Sale 
System (POS)
Over the coming months we are 
partnering with QDOS, an Australian 
company, to upgrade our Point-of-
Sale software systems. We are also 
upgrading our POS hardware to NCR – hardware 
that will secure our retail shops into the future.

QDOS is already the trusted partner in all Vinnies 
shops across Australia. 

What does this mean for me?
As with the current POS system, QDOS uses a 
touch screen, scanner, and printer.  The new screen 
design is intuitive, with quick and easy select 
buttons. Enhanced features will provide an improved 
and faster customer experience. 

Throughout the implementation stage, you will be 
provided comprehensive training and support for the 
new system.  The installation of the new hardware 
will take no more than a couple of hours and the old 
hardware will be fully recycled.

What’s next?
We kick off with a pilot in a couple of shops in 
July. The pilot provides an opportunity to review 
and refine our training approach before the rollout 
commences from August to the end of November.  
You will be provided more details as we progress the 
rollout, including training schedules and hardware 
installation.

Speak to your Area Manager in the first instance or 
email: retailenquiries@vinnies.org.au 
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NORTH EAST REGION

Brunswick Heads 

“Lorraine brings fun and sparkle 
to the Brunswick Heads Shop on 
the days she volunteers. Lorraine 
dresses up every single day, and 
the customers love and comment 
on her fun and colourful outfits. You 
cannot help but smile when you are 
around Lorraine”. 
Bellingen – Rhonda MacGraw & 
Kay Vickers

ROUND THE REGIONS RETAIL WRAP
“Rhonda and Kay are 
part of the amazing 
team at Bellingen 
Vinnies. This small, 
tirelessly hardworking, 
and dynamic team have 
taken Bellingen Vinnies 
to new heights. They have engaged with the local 
community – the window displays have become 
the talk of the town and the community waits with 
anticipation to see what magic will transpire each 
week, with the window displays also linking in with 
what is happening locally such as the local show. 
The Bellingen team are a wonderful example of the 
amazing work our volunteers do to help others”. 

Volunteer Week
Here are a few words from our volunteers in Wagga 

• I like that people ask me if I am OK

• I feel appreciated and enjoy the company  
of everyone

• It is an honour and a privilege to work with  
all volunteers

• I love that volunteers all work together as a team

• I like when people notice when I am away

• Vollies make it happen keep on smiling! 

Old Bar Shop 

Proud volunteers with their 2021 volunteer badges 

Great photos from the Bellingen Shop window
“The team at Bellingen Vinnies have worked 
tirelessly to improve the exposure and performance 
of the Shop over the last 12 months. Their efforts 
have produced amazing results. Part of their 
success relates to their Shop window. A tiny space 
which has now become a focal talking point for this 
small diverse community. This small volunteer team 
under the leadership of volunteer Shop Manager, 
Rhonda MacGraw have banded together to create 
weekly window displays which not only engage 
customers but link in with local community events. 
A recent example is the shop window display during 
the local show week. In addition to their volunteering 
at Vinnies, two of the Bellingen Volunteers won 
prizes at the show – Best Pumpkin awarded to 
Justine, and Rhonda won the best flower section 
and Best Flower of the Show! We are certainly 
grateful to have so many creative, hardworking, and 
talented people as part of our volunteer teams – 
always looking for ways to make our shops better 
for their customers and communities and making 
our shops the best they can be so we can continue 
to assist those in need.”



SHOP TALK - JULY 2021 - 4 

WEST REGIONROUND THE REGIONS RETAIL WRAP
Dungog
Baking Skills at our 
shop in Dungog to 
Celebrate National 
Volunteer Week.
Brad Grieve, Area 
Manager, was unsure 
of the flavour & decided 
that it was a blue 
flavour!

Taree Shop 
March flooding 
Who will forget the haunting images of a house 
floating down the Manning River earlier in the year?
The Taree Vinnies shop was flooded with a metre of 
water on the 20th March. 

Not ones to wallow in the enormity of the task ahead, 
the volunteers, led by Lyn Cooper, were itching to get 
back into the premises and sort things out. Working 
alongside Fire and Rescue services, the volunteers 
quickly got stuck into the huge clean up.

Kerry Davies and Jan Elks

Centenary 
Birthday
Gwenda-Mary
Happy Birthday 
card from the 
Queen for Gwenda-
Mary Philomena 
Bourchier
100 Years Young. 
Born 28.01.1921
Affectionally known as “Gwenda-Mary”

Gwen joined St Vincent De Paul about sixty-five 
years ago as a centre volunteer and conference 
member.  Gwen showed kindness and selflessness 
in caring for others, she would always welcome 
everyone with a smile and never judged.  She has a 
wonderful interaction with all who come into contact 
with her.  Gwen received the Fifty Years Award for 
her many hours of dedication.

Even though Gwenda-Mary is not out and about 
as she would like, Gwen loves to have her friends 
call in for a chat and 
cuppa.

Retirement
Agnes Burns 98 years 
old, retires at 46 years
Agnes was the eldest 
Vincentian, now the 
crown has been given 
to Pauline Doyle 
(standing in photo 
with Agnes and Kay 
Ticehurst). Sue Bell presenting 

Agnes with flowers.

Vincentians enjoying morning tea.
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METROPOLITAN

ROUND THE REGIONS
RETAIL WRAP

West Ryde 
Vinnies West Ryde store celebrated National 
Volunteer Week with a high tea party which was 
dedicated to recognising and appreciating our 
50 volunteers for all the precious time they have 
contributed to the St Vincent de Paul Society. 

West Ryde welcomes a caricaturist
Today well-known caricaturist Graeme Biddle visited 
the Vinnies West Ryde store. Graeme offered to 
model a few men’s clothing items through a mini 
photo-shoot held at the front of the store. Volunteers 
had fun getting to know Graeme and listening to his 
wonderful story. All volunteers at Vinnies West Ryde 
would like to thank Graeme for his purchases and 
look forward to seeing him again. 

Springwood
Toni Lewis has been a proud and active volunteer 
at the Springwood store for over 20 years, always 
bringing in her kind smile and calm personality. 
Toni joined as a volunteer following her parents’ 
footsteps who have also volunteered at the Society. 

Toni is punctually at the Springwood store every 
Fridays and believes strongly in helping the 
community. 

Toni enjoys social interaction and is a big part of  
our team, collaborating in all sides of our operation 
from sorting to serving customers always with joy 
and interest.  

Thank you for your ongoing contribution Toni. 

Central Coast Team
Award Category:  Excellence  
in Volunteer Management 2021

Winner:  Clive Moane,  
Area Manager – Central Coast

Clive Moane has kindly accepted the award on 
behalf of all his volunteers in the Central Coast for 
their hard work and ongoing commitment, “they’re 
the ones who make me look good”, Clive said.
Clive has always displayed a positive attitude in 
talking volunteers through ongoing changes in the 
retail environment.  He supports all his volunteers 
and has a genuine and respectful interest in their 
wellbeing and their families.  He is always keen 
to promote his region in terms of the sales and 
customer service success of his shops, and is very 
proud of their merchandising skills!  He is always 
keen to onboard new volunteers and understands 
the volunteer experience, engaging with and 
encouraging volunteers to develop their skills.
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Ermington
On 17th June, George 
Blakeley, Regional 
Manager, Metropolitan 
Region announced the 
opening of our newest 
Vinnies Shop, located at 
531-537 Victoria Road Ermington. With a queue 
of customers waiting Virginia, Anita & the Team 
welcomed the first arrivals at 9am and by 9:01am, 
the window mannequins had already been stripped 
for sale.

“I would like to thank everyone involved for their 
assistance in making this possible.”

ROUND THE REGIONS
RETAIL WRAP

SOUTH WEST REGION
Turvey Tops Wagga

Good to see a queue already forming at the shop.

Tamworth Anzac Day

Mulwala Team

Jerilderie 92 year old 

NORTH WEST REGION

Di Lebrocq, the Team leader of the Tamworth Peel 
St Shop provided the following story:

The Tamworth Vinnies shop is one of a few 
businesses in the city that have a window display in 
respect of Anzac Day. We are all very proud to also 
have some photos of our volunteers’ war veteran 
dads displayed.  One special photo on display is 
of my dad marching in front row of the Tamworth 
Anzac Day march in 1965.

Thank you Dianne for sharing the very special 
photo of your dad marching.
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ROUND THE REGIONS RETAIL WRAP NORTH WEST REGION

Orange Shop
Anzac Day is a day to reflect and thank those who 
fought for our country. Every Anzac Day, the Orange 
Volunteers make sure that the Men and Women who 
gave so much are remembered. 

Canowindra Shop
Canowindra Volunteers have a window they love 
to tell stories with and grab people’s attention. 
Valentine’s day was no exception. Thanks for all 
your enthusiasm and dedication.

Thank you to all our Volunteers across the area who 
go above and beyond every day. We couldn’t do 
what we do as a Team without you.

Renovation completed

Duri Road Tamworth 
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VOLUNTEER SPOTLIGHTS

NORTH WEST REGION

RECOGNITION OF VOLUNTEERS 

METROPOLITAN

Guler – little chat whilst working with her Manager Riss
Guler is one of our volunteers who adapts to each task in the shop. She enjoys 
the variety of tasks and because she doesn’t do the same thing every day she 
never gets bored!

Favourite thing about volunteering in Coogee?
*meeting people 
*organising and merchandising the store 
*receiving treats from my Manager
*the excitement of finding gems in donations 

Best customer experiences
* receiving a mandarin orange from a customer because the customer said she was always nice to her 
*when customers remember her name 
*a customer heard her daughter wasn’t well and asked how she was a week later, Guler was touched 
that she remembered. 

Worst customer experiences (probably the same as everyone else!)
*people trying to swindle a cheaper price (and failing, the price is the price)
*rude customers

Guler loves to read and where else would she get her books!

Favourite author 
Maeve Binchy (Maybe I’m biased but I love that she chose an Irish author!)

Senior Citizen Award  
Sandy McGrath
Shop window display from 
Armidale Rusden Street shop, set 
up by Leslee, in preparation for 
the Worlds Biggest  Morning Tea.

This event being held on the 27 
May 2021, which raises vital funds 
to make a big difference for those 
impacted by cancer.

Another community outreach from 
one of our fabulous shops and the 
beautiful volunteers that offer their 
time freely to Vinnies.
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LOGISTICS UNPACKED

Meet Our Regional 
Distribution Centre 
Manager
Emily Henderson 

Area Covered: Wollongong – South Coast   
Start Date: 2016
Favourite Food: Roast Beef with Yorkshire Pudding, 
followed by Rhubarb Crumble  
Favourite Band: can’t choose between U2 (the early 
days) and Rage Against the Machine  
Dream Holiday:  Falkland Islands / The Antarctic  
Recreational Fun: Mountain Biking, Calligraphy

If you could have dinner with a famous person:  
Ernest Shackleton (I’m assuming deceased people 
are allowed for this Q)

Martin: Emily, thanks for joining me on the couch for 
another addition of logistics unpacked, do you mind 
if we unpack your time as a Regional Distribution 
Centre Manager of the South?

Emily: No worries Martin, fire away.

Martin: What where you doing before you started 
work at Vinnies in 2016?

Emily: I had been self-employed mostly. After 
completing a Biology degree I worked for the 
University of Wollongong in research for a while, but 
after that my businesses included retail and wholesale 
of Australian-made giftware, and a dessert café 
specialising in Belgian waffles. 

Martin: A little birdie told me that you might have 
received a very special award in relation to your skills 
as a leader would you like to share?
Emily: Yes, I won ‘ Illawarra Boss of the Year’ when 
we had a dessert café here in Wollongong. I found out 
a few staff had put in nominations which was really 
nice. Many of the 18 staff were young and I think 
they appreciated our happy and diverse workplace 

National Volunteer Week
Cardiff Distribution Centre
Let’s meet some of the team members:   
Caitlan, Jaiden, Beau, Callan, Scott and Kyhe.
As Pedro says: This is our girls and boys from the disability 
group getting their volunteer awards, I have never seen a 
happier group in my life, the little girl in the wheel-chair would 
not let go of hers for the whole day!

culture, plus the support and opportunities they got 
for learning/traineeships.

Martin: Well done! So Emily why did you decide to 
join Vinnies?

Emily: My partner became an amputee and we went 
through a very rough period, so I sold the business. 
The position advertised (in Vinnies retail) was part time, 
which suited me as we also had a high needs foster 
child at the time. It also suited my background in retail, 
people skills and business management. After some 
time in retail, I got the opportunity to move into the 
warehouse/DC side of Vinnies, which I really enjoy.

Martin: So how are you enjoying the New Ways of 
Working? 

Emily: I appreciate the fact we are no longer working 
in such an isolated ‘bubble’ (we rarely communicated 
with anyone outside our area before). There is far 
more sharing of information now, so we can both 
learn from and support each other. 

Martin: Can you share with our friends out there 
a day in the life of a Regional Distribution Centre 
Manager?

Emily: This job is often very hectic and never boring! 
I have a Vinnies truck and van on the road each 
day, oversee our crew of volunteers who manage all 
manner of incoming donations, sort, pick and pack 
stock for all our shops, provide retail with all their 
consumables, stocktake, and organise off-season 
stock for offside storage, conduct training and 
meetings, fulfil orders of essential items for families in 
need, load VTR, ensure WHS issues are covered etc. 
Plus, with over 80 volunteers there is always ample 
volunteer admin and other less exciting paperwork 
like paying bills and consumable ordering.

Martin: How was Volunteer Week for you and  
the team?

Emily: Very good. I decided Krispy Kremes for 
morning tea would be an excellent supplement 
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to the appreciation certificates. The volunteers 
definitely agreed!

Martin: Can you let us know how many volunteers 
you have helping their community?

Emily: At this site we presently have just over 80 
active volunteers. Their volunteering time ranges from 
three hours to four days a week; most do one or two 
days a week though.

Martin: That’s amazing – Emily what is the secret to 
your success? How are you able to engage so many 
volunteers?

Emily: I think word of mouth has been key. We are 
lucky to have a really good workplace culture here, so 
our volunteers feel appreciated and spread the word. 
Also with any volunteer enquiries I always make an 
effort to engage them, for example spending time 
to give a guided tour and introduce them to other 
volunteers, offer to help complete their paperwork 
etc. I find this really makes a difference; at other 
places they often just get handed an application form 
and told to bring it back when completed.

Martin: I hear that one of your team just spent some time 
at Vinnies Armidale, what was the reason behind that?

Emily: Vinnies employed a new DC Manager and 
Sorting Supervisor for Armidale DC. Those staff 
members came to Wollongong DC for a week to learn 
the ropes, then a couple of the Wollongong crew 
went up to Armidale for a week to help them set up 
their systems. I guess this is a great example of the 
‘new ways of working’ as this has gone really well; 
the Armidale team have hit the ground running and 
already made great progress up there!

Martin: Can you tell us of a time that you felt the 
most satisfied working at Vinnies?

Emily: The period after we transformed from hosting 
retail and sorting/distribution on this site and became 
a pure DC. Setting up and fine tuning our sorting 
systems, then significantly increasing our quality and 
output has been challenging. Our team worked very 
closely with Retail and along with their hard work 
there has been a significant increase in retail turnover 
in our area, which is very rewarding. We are also now 
able to share excess stock with other areas and are 
better able to serve those in need.

Martin: That’s great. Thank you for joining us today 
and sharing, I can really see how your team stays so 
engaged you really inspire them.

Can I have a crispy crème next time I’m in the 
Wollongong DC?

Emily: Of course, as long you are going to volunteer 
some time 

Martin: Any final words Emily? 

Emily: Yes ……… One Society.

ADVOCACY NEWS
Naidoc Week
The 4th July marks the beginning of NAIDOC 
week, with this years theme titled ‘Heal Country’ 
heal our nation.
Heal Country calls for stronger measures to 
recognise, protect, and maintain all aspects of 
Aboriginal and Torres Strait Islander culture and 
heritage, seeking greater protections for our lands, 
our waters, our sacred sites and our cultural heritage 
from exploitation, desecration, and destruction.

Show your 
support by 
downloading 
and printing the 
NAIDOC week 
poster and 
displaying it in 
your workplace or 
home, or if your 
quick you can 
duck down to your 
local Woolworths, 
before they’re all 
gone and pick 
up a poster from 
there....make sure 
you mask up!

https://www.
naidoc.org.au/resources/get-your-poster

 

Reconciliation 
The week of 27 May – 3 June, marked National 
Reconciliation Week (NRW).  This year’s National 
Reconciliation Week theme was ‘More than a 
Word’; Reconciliation Takes Action’. urging the 
reconciliation movement towards braver and more 
impactful action. We all have a role to play when it 
comes to reconciliation, and in playing our part we 
collectively build relationships and communities that 
value Aboriginal and Torres Strait Islander peoples, 
histories, cultures, and futures

A big thank you for all your to all those who 
participated and joined the morning tea during 
National Reconciliation Week.
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CONNECT WITH US
We are here to support you and help 
you to connect with all our retail 
volunteers across the Society. 
Do you know of a Vinnies shop 
volunteer that may not be on our 
mailing list? Please share this edition 
with them and let us know of any 
updates to your contact details by 
emailing: shoptalk@vinnies.org.au

Tanya – our Regional Manager in the West shared  
this delicious, sweet recipe.

Help David with his recruitment campaign 
David Powter, Regional Manager,  
North West’s recruitment campaign

COOKING CORNER

PEAR AND  
CUCUMBER SALAD 
4 people

Ingredients:
2 x Pears
2 x cucumber
120g of mixed salad leaves
Shaved parmesan cheese
Olive oil
3 Tsp of white wine vinegar
1 tsp of honey

Method:
1. Thinly slice pears

2. Cut cucumbers into half moons

3. In a medium bowl combine the 
Honey and vinegar and add a 
drizzle of olive oil, stirring to mix

4. Add the Mixed salad leaves, 
pear, and cucumber – toss with 
hands to coat honey-vinegar 
mix

5. Top with shaved parmesan 
cheese and serve

Recipe supplied by David Powter 
Regional Manager North West




