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Do customers still think they get friendly and 
efficient service from JS? 
Perhaps some of the old magic for which JS is 
renowned is fading. 
If it is, it's up to us to put it back. — see page 4 

It's the opening season — and Broad Marsh and 
East Ham kick-off to a roaring start 
One, two, three . . . 
and another new JS 
super - dupermarket 
opens. This time in the 
Broad Marsh shopping 
centre at Nottingham. 

One - the date October 1, 
with chairman John Sains-
bury there to welcome the 
usual crowd of first-footer 
customers. 

Two - this is the second 
time Derek McCord has been 
manager of JS's Nottingham 
branch. He was manager of 
Parliament Street, which 
closed on September 28, just 
before the new store opened. 

Three - Broad Marsh is 
JS's third biggest store so far; 
selling all the usual food lines, 
plus a well-stocked 'deli' 
counter, and hardware. It is 
also the fourth store to sell 
JS clothes. 

Numbers game 
Continuing with the num

bers game, Broad Marsh has 
22 twin bay checkouts, a sales 
area of over 2,300 square 
metres (about 24,800 square 
feet), and a staff of over 200, 
that's including nightworkers, 
cleaners, the lot. 

The sparkling new store is 
a far cry from the old branch 
with its 869 square metre 
(9,350 square feet) of sales 
area and little more than 100 
staff. They have all moved 
into the new store and so 
customers will have plenty of 
familiar faces to show them 
around. 

Customers may even be 
overwhelmed by the extra 
special skills and knowledge 
some of the staff have up 
their sleeve. 

Manager Derek McCord 
for instance, who has been 
with JS since 1942. 

He has built-up an im
pressive dossier on things like 
how many staff or checkouts 
the competition has got, 
where to park, traffic restric
tions; and he knows all about 
the Broad Marsh centre. 

Mums fingering the 
quality of JS clothes for the 
first time and wanting to 
know - will it wash? will it 
wear? what's it made of? will 
get some really expert advice 
from assistant manager 
Stewart Cook. Stewart has a 
degree in textile technology 
gained at Bradford University. 

Stewart, aged 23, joined 
JS IS months ago and was 
made up to an assistant 
manager six months ago. 

Diane and Bill Bracey 
brought a touch of romance 
with them from the old 

Broad Marsh: no first day nerves for young Sandra Bust and Ellen Brown. The old branch was 
never like this! Right: Diane and Bui Bracey with an outlook as bright and sliiny as the new 
store. Below: The East Ham staff line up for the "off. 

branch. Diane aged 19 is a 
cashier and Bill, aged 20, is 
an assistant provisions man
ager at Broad Marsh. They 
met at the old branch—'we 
started on the same day' says 
Bill. But they didn't get to 
know each other until a leav
ing party for one of the girls. 

They married on July 27, 
so they will be on the inside of 
all the problems facing young 
couples who shop at the new 
branch. And who, like Diane 
and Bill are trying to juggle 
with rising prices, a full-time 
job and family life. 

East Ham too 
JS also returned to East 

Ham in style on October 1. 
The old East Ham counter 

service branch closed in 1972. 
'It's now a Wimpy Bar!' 
said new supermarket 
manager Derek Woods (pre
viously manager at Leyton-
stone branch). 

The new store is one of 
the smaller JS supermarkets 
opened this year, with a sales 
area of 1190 square metres 
(12,809 square feet). It has a 

flat roof, which sometime in 
the future can be used as a 
car park for 40 to 50 cars. 

The East Ham staff come 
mostly from the Upton Lane 
branch, otherwise known as 
302 Romford Road, Forest 
Gate, which closed after 
trading on Saturday, Sep
tember 28. 

Said cashier Eileen Gunn: 
'We were fond of the other 
shop. We got to know every
one. This store is much 

bigger'. 
But she did like the up-to-

date till system. Cashier 
specialist, Doris Mardle, of 
Romford area office ex
plained : 'Cashiers working 
the twin-bay check-outs can, 
at a'push, serve three custo
mers at once - two packing 
and one paying'. 

The branch's pride and joy 
is the new preparation area, 

continued on page 2, col 6 

Branch staff urged: 
'Be a smiler!' 
October 1 saw a switch to 
new winter uniforms in the 
branches - and also the start 
of a two-month initiative to 
examine relationships with 
customers to see how they 
can be maintained and im
proved. 

The accent will be on 
friendliness. 'Go on, be a 
smiler' is the slogan of the 
campaign, and branch staff 
are being asked to think hard 
about how customers can be 
helped and how shopping can 
be made more pleasant for 
them. 

New name badges have 

been given to all branch staff 
to wear, adding a touch of 
friendly informality to the 
campaign. 

There are also competitions 
in the branches on the theme 
of the campaign with valuable 
prizes for the winners. Entry 
forms have been distributed 
to all branches, but more are 
available if required. 

The JS Journal is also help
ing the campaign along with 
articles and a letters competi
tion where staff can air their 
views about the campaign and 
relationships with customers. 
Read all about it on page four. 
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Flower show could be Save-as-you-earn share 
the last say depot group scheme starts this month 

Autumn is a time for reflection, 
and where better than amidst 
the mellow fruits and flowers 
of the season at Buntingford 
depot's horticultural show. 

It was also an occasion 
tinged with sadness for this 
year's show is likely to be the 
last. The handful of people who 

Reports have reached us of 
a pitched battle between 
small shopkeepers and repres
entatives of a supermarket 
chain in provincial France. 

A local supermarket man
ager had been sent to jail for 
extending the size of his store 
in defiance of a planning ban. 

Enraged, the owner of the 
3,000-store chain proceeded 
to lead his supporters to the 
magistrate's office with a view 
to ransacking it. 

Small shopkeepers, egged 

Panic buying is not a major 
factor in the sugar shortage. 
Or so says a survey carried 
out for JS by Gordon Sim
mons Research Limited. 

During the first week in 
September some 583 house
wives were interviewed at 23 
places in the JS trading area. 

The questions aimed to 
establish how many shops the 
average housewife had visited 
in her search for 'white 
gold'; if she was hoarding 
sugar, and what she felt 
should be done about the 
sugar shortage. 

Of the housewives inter
viewed 435 had been looking 
for sugar during the previous 
seven days. 43 per cent of 
them went to only one shop, 
the rest to between two and 
six. It averaged out at a visit 
to 2.7 shops per person. 

Did they find sugar? The 

have run the depot's horticul
tural section for the past six 
years are splitting up. 

Vi Powell, pictured with 
Stan Thody, one of this year's 
judges at the show, is retiring. 
Joyce Winterbottom, Ernie 
Howard and Peter Downes 
who complete the team are 

on by the president of their 
national small shopkeepers' 
association, stepped in to 
restrain them and a pitched 
battle with stones and pick
axe handles ensued. 

Ten people were injured, 
one seriously. M le President 
lost several teeth. 

Watch out for instructions 
in the daily bulletin for all 
staff to wear tin hats and 
carry truncheons next time 
we are refused planning 
permission somewhere! 

survey says that 62 per cent 
found sugar in the first shop 
they visited, but that 32 per 
cent did not find sugar at all. 
Of the successful sugar buyers 
only 7i per cent went to a 
second shop to buy more. 

It was also established that 
only 27 per cent of the shops 
visited had supplies. Every 
housewife was asked if she 
had more sugar at home than 
usual. Only eight per cent 
said they had; 46 per cent 
said they had less. 

The foldings of the survey 
point in one direction -
panic buying was not such a 
major factor in the sugar 
shortage as was first thought. 
It was caused more by lack 
of sugar in the shops. 

Should sugar rationing be 
introduced by the Govern
ment? 'Yes' said 81 per cent 
of the housewives. 

keen to go on but find their 
other pursuits crowding in on 
them more and more. 

The exhibits this year were 
as splendid as ever but the 
number of visitors who came 
to see them was disappointing. 

Picture by Dave Barrett, a 
driver at the depot. 

There have been some radi
cal changes in ladies' branch 
fashion. Gone is the net 
poncho cap worn in the 
preparation areas, and its 
place is being taken by a 
nifty blue gingham hat with 
a 'fishtail' threaded through 
a ring at the back. This is 
already worn by the canteen 
staff. 

Chief and deputy chief 
cashiers are having a com
plete change of outfit. In 
future they will be dressed in 
orange and white striped 
Dacron overalls for the sum
mer, and navy blue and 
white striped for the winter. 

Chief clerks are out of 
uniform, and back to civi-
street. But they can keep 
their present overalls for use 
whenever they want. 

The fashion changes were 
discussed in January at the 
Supermarket Managers' Con
ference in Brighton. 

In particular it was felt 
that chief and deputy chief 
cashiers should have a dif
ferent set of overalls to make 
it easier for other branch 
staff and customers to identify 
them - and to reflect their 
status. 

Woman's touch 
Hundreds of overalls were 

scrutinised before a decision 
was reached. Leslie Watson, 
a textile consultant, was 
brought in to give advice. 
But the choice did not lack a 
woman's touch; Vi Tennant, 
secretary to Arthur Waller, 
personnel manager/retail, 
was among several ladies 
who gave their opinion. 

October 11 is share day. 
Options to acquire JS ordin
ary shares will be offered to 
members of JS staff who have 
been with the company over 
five years. 

The shares will be available 
under a share option scheme 
which is linked to a 'Save-As-
You-Earn' contract with the 
Alliance Building Society. 

Tax-free bonus 
This means that you save a 

regular amount of money 
each week under the SAYE 
scheme. After five years the 
contract matures and you 
may exercise your share 
option and buy the shares 
with your savings and tax-
free bonus. On the other 
hand you may just take the 
cash, or only buy a few of the 
shares you have been allo
cated. 

The price per share will be 
90 per cent of the middle 
market price on the day 
before the scheme begins -
October 10 - election day! 
(The JS share price on 
Monday September 30 was 
80 p). 

On October 11 the offer of 
options will be sent to all 
eligible employees, along with 
a guide to the scheme, a 
SAYE prospectus, and a 
yellow application form. 

Joyce Cramer, Joyce Marsh a 

How do the chief and 
deputy chief cashiers like 
their overalls? Like all chan
ges, they take a bit of getting 
used to and reactions to 
them have been mixed. 

At Bedford, where we 
went to photograph the new 
overalls, opposition to them 
was very vocal. Joyce Cramer, 

The guide will answer most 
if not all of the queries you 
may have about the scheme. 

The acceptance form must 
be returned to company 
secretary Stuart Parker by 
November 1: on November 
8 shares will be allocated to 
employees, and a share option 
certificate sent to them. 

The scheme will operate 
for 10 years, and once each 
year share options will be 
offered to staff. Four million 
shares will be put aside for 
this purpose of which one and 
a half million will be made 
available for the initial launch. 

The number of shares you 
can buy will depend on the 
number of years you have 
been with the firm, your 
present earnings and the 
share price on October 10. 

If too many people want 
to join the scheme, the board 
of directors will vary the 
allocations which will be 
reduced proportionately. 

Profit 
The price you will have to 

pay for the shares is known 
before you start saving, and 
the chances are that by the 
time the SAYE contract 
matures the actual share 
price will have gone up -
making a profit for you. 

You will have to pay tax 

Sandy Wharton from Bedford. 

chief cashier, and her two 
deputies Joyce Marsh and 
Sandy Wharton disliked the 
colour - 'It will look dread
ful on redheads' - and 
thought they were a bit short 
and figure hugging. 

Apart from that they liked 
the style and thought the 
pen pocket was very natty. 

on the gain made between 
the price you have paid for 
the shares and their actual 
market value. 

Opening 
season 
continued from page one 
where meat is handled by the 
staff in a temperature of 40 
degrees fahrenheit. , Eight 
degrees above freezing -
Brr! The cold prevents bac
teria growth. The meat is 
only exposed to normal room 
temperature for half a minute 
when it comes out of the 
preparation area to be auto
matically wrapped, weighed 
and labelled. It then rolls 
along a conveyor into the 
cold store. 

Contrasting sharply with 
the supermarket is an old 
shopping hall, where stall 
holders sell a variety of goods 
from fish to clothing. Old 
and new methods of retailing 
sit happily side by side, and 
customers move from one to 
the other. 

October 1 was also a big 
day up at Telford where a 
Freezer Centre was added to 
all the other goodies that 
make it a top store in the JS 
league. 

Six lovelies, who are not as 
slender as they would like to 
be, are giving more than the 
customary pound of flesh to 
a good cause. And their 
workmates are paying for it! 

Olive Cain, Maggie Mox-
ham, Moira Simpkins, Pat 
Barnett, May Barkham and 
Kathy Harrington, who all 
work at JS's Streatham office, 
came up with the bright idea 
of giving their unwanted 
pounds to the Save a Life fund. 
(The aim is to raise £2000 to 
buy a kidney machine.) 

For every pound the girls 
lose over eight weeks their 
workmates are sponsoring 
them at so much a pound. 
The amount being left to the 
sponsor. 

Poundage 
The six slimmerettes were 

weighed-in on September 12 
by Vera Curtis. Vera is keep
ing mum about the starting 
and finishing weights. But 
every week she will give a 
progress report and at the 
end of the slim-in will 
announce the final poundage. 

Olive, who is in charge of 
the typing pool, hopes to give 
18 pounds of herself to the 
fund. The others have set 
their sights at around 14 
pounds. 

With everyone watching 
them and for such a good 
cause Olive thinks they will 
all reach their targets. 

Says Olive: T was on the 
Mars bar diet last year. But 
I lapsed over Christmas. I'm 
going to use those diet sheets 
again, except I'm leaving out 
the Mars bar this time!' 

Enraged supermarket Chiefs cut a dash Shed a 
boss runs amok with new look overalls pound and 

save a life 

Sugar: Nobody 
panicked says survey 

Page 2 



Big brother isn't watching you-
he's just taking a snap! 

New offices to 
open next May 

Smile please! All staff in the 
headquarters division - that's 
all the offices and laboratories 
at Blackfriars, Clapham and 
Streatham-are to have their 
photographs taken (in colour) 
and be issued with identity 
cards in a bid to tighten up 
security in JS offices. 

If the scheme is successful 
it may be extended to other 
parts of the company. 

Explained Blackfriars office 
manager Dick Hill, whose 
department ordered the equip
ment and worked out the 
system: 'We have felt the 
need for a "positive" state of 
security in our offices for 
some time and this coincides 
with the advice we have 
received from the Joint Con
sultative Committee that it 
would be greatly welcomed 
by office staff. 

'In the past we tried to 

create reception areas which 
were helpful to visitors and 
a reasonably "open" atmos
phere in the offices, letting 
people come and go more or 
less as they pleased. Now 
the whole climate has 
changed. We have become a 
public company and are 
increasingly in the news. 
Violence, and threats of 
violence against companies 
is increasing and we felt that 
we ought to offer staff 
greater protection.' 

The new security system 
will be run-in slowly. First 
staff in the three locations 
will be photographed and 
issued with cards. The pola
roid equipment used only 
takes a couple of minutes to 
photograph and process each 
card, but it will still take 
some weeks to issue every
one with cards. 

Employees will be expected 
to carry their cards with them 
when they are in the building 
and security staff will make 
routine checks for intruders 
by asking to see cards. 

With each card will come a 
little plastic attachment which 
will enable the card to be 
pinned to clothing. 

Intruders 
Explained Dick Hill: 

'Should the situation warrant 
it we can ask staff to wear 
their cards when they are 
in the building'. Intruders 
(bona fide visitors will be 
given temporary passes) will 
be instantly recognisable and 
can be quickly dealt with. 
"This is especially useful in 
sensitive places like computer 
and laboratory areas.' 

The machine which makes 
the identity cards produces 
a duplicate with a photo
graph of the employee which 
will form part of their 
personnel record. When they 
leave the company employ
ees will be asked to return 
their cards for destruction. 
The duplicates will also be 
destroyed. 

The identity card system 
follows a general tightening 
of security at Stamford 
House, where security guards 
are now employed to patrol 
the entrances and throughout 
the building keeping their 
eyes open for suspicious 
objects and strangers. 

In addition an extra desk 
has been installed in recep
tion at Stamford House so 
that spot checks on visitors' 
bags and parcels can be made 
if necessary. 

Inside a maze of scaffolding 
work goes ahead on trans
forming the old factory at 
Blackfriars into, among other 
things, some of the most up-
to-date laboratories in the 
food retail business. 

If things go to plan all the 
laboratory staff, now scat
tered around Blackfriars, will 
be able to move into their 
new domain on the third 
and fourth floors of the 
converted building some
time during January 1975. 

The whole building, to be 
called Rennie House, is 
scheduled to be ready by the 
end of May 1975. All but 
the first floor which will 
probably house JS's com
plicated data processing 
equipment. A special con
tractor will be brought in to 
make this floor habitable for 
man and machine. 

20 air units 
Work was held up for a 

time waiting for the roof top 
plant room to house the 
sophisticated air-condition
ing system. Normally a build
ing the size of Rennie House 
would need only one, at 
most two, air conditioning 
units but because of the 
laboratories and other special 
uses planned for it over 20 
units are being installed. 

Outside blinds 
Venetian blinds on the out

side of the windows are 
another thing that make 
Rennie House a bit out of the 
ordinary for JS. Only a few 

other buildings in London 
have them. They are made of 
aluminium and can be 
operated individually or 
raised together automatically 
for things like window clean
ing. 

Blinds on the outside keep 
the window glass cool on 
sunny days. It is the sun heat
ing the window glass that 
makes the room hot, even 
with blinds on the inside. 
Keep the glass cool and you 
keep the room cool, say the 
experts. 

Double glazing throughout 
will keep outside noise at bay 
and on cold days keep the 
heat in. 

JS sponsors 
ballet 
'Sainsbury' will be linked 
with 'Giselle' and 'Les Syl-
phides' when the Royal Ballet 
begins a tour this month. 

JS will be sponsoring the 
travelling section of this 
famous ballet to the tune of 
£5,000. The ballet will visit 
Wolverhampton, Notting
ham and Eastbourne; and 
branches in these areas will 
play an active part in the 
publicity for the tour. 

Leaflets provided by the 
ballet company will be 
dropped into shoppers' 
grocery baskets, and posters 
advertising the ballet will be 
put on display. 

Last April, JS circulated 
leaflets promoting the Royal 
Ballet in Bristol, so contribut
ing considerably towards its 
success. 

'Penny a time' 
cards now on sale 
Butter, bacon, cornflakes, 
Christmas cards . . . 

With the hundred shopping 
days to Christmas countdown 
almost at the halfway mark, 
JS customers can now add 
Christmas cards to their 
shopping lists. 

JS only started selling 
Christmas cards last year and 
they went into just 40 
branches. They were such an 
enormous success this year 
they are being sold at 114 
branches and the range is 
slightly bigger: five one design 
packs of 10 cards selling at 

12ip and a pack of 15 
assorted cards, price 18p. 

The designs were chosen for 
their all-round, traditional 
appeal. 

"They are incredibly good 
value at just over lp a card' 
says 'Robby' Roberts, head 
of the grocery department, 
which selects the cards. 

Any chance of JS increas
ing its range of seasonal 
goodies this year? 

'Only if we can find some
thing as good and as com
petitively priced as the card 
range' says 'Robby' Roberts. 

Winter holiday 
worries cleared up 
Remembering the dozens and 
dozens of JS people who fell 
foul of the Court Line 
disaster, JS Journal went 
along to the offices of the 
Association of British Travel 
Agents (ABTA) to find out 
if they had any advice for 
those of us tentatively thumb
ing through the Winter and 
Spring holiday brochures. 

For a start, we were told, 
if you book through a firm 
that is a member of ABTA 
(and over 4,000 companies 
are) the chances of coming a 
cropper are immediately cut 
to a minimum. ABTA mem
bers have to comply with 
strict regulations and have 
their own financial rules and 
a code of conduct. 

Track record 
They have a good track 

record and, until the Court 
Line disaster, which was on 
such a vast scale it threw 
everyone into confusion, any
one who booked through an 
ABTA member always re
ceived satisfaction if their 
holiday fell through or went 
wrong in any way. 

ABTA is one of the organi
sations involved in sorting 
out the various ways of 
paying back the Court Line 
passengers in full. In the 
light of Court Line ABTA 

has already strengthened its 
financial backing and intends 
to set up a reserve fund as a 
second line of defence. This 
is to ensure that in future 
even if a really big company 
goes bust the holidaymaker 
will not lose out. 

If your holiday of a life
time is through a non ABTA 
member you can check the 
air transport with the Civil 
Aviation Authority (CAA) 
which is controlled by the 
Department of Trade. Firms 
offering holidays by air, it 
seems have to comply with 
the licensing requirements of 
the CAA. 

A final word of reassurance 
from the ABTA spokesman 
was that in a few weeks time 
the director general of Fair 
Trading, in conjunction with 
ABTA, will announce a new 
code of practice for the 
travel industry, together with 
details of an independent 
arbitration scheme and an 
ABTA conciliation service 
for anyone not satisfied with 
their holiday. But, say ABTA, 
these extra safeguards were 
in the pipeline long before 
the Court Line collapse. 

So, as far as ABTA is con
cerned, go ahead and book, 
all is well. And, if we are to 
believe reports, which we 
don't, that the next shortage 
to hit us will be holidays— 
book early. 

12th place 
for 
Des 

A tense moment as Des Matthews gets final instructions from 
one of the marshals at the finals of the 1974 Lorry Driver of 
the Year competition. 

Des, who works at Buntingford depot, was the only JS driver 
to reach the finals this year. 

Men and motors were put through their paces on Sunday, 
September 8, at an army base near Nuneaton. 

Des went in to do battle against 300 other drivers who were 
split into eight classes. He came 12th out of 38, in his class 
clocking up 254 penalty points against the winner's 147. 

Fellow driver Dave Barrett was there for moral support, and 
to record the occasion for the Journal. 
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Go on, be a 

Do customers still think they get friendly 
and efficient service from JS? 

Perhaps some of the old magic for 
which JS is renowned is fading. 
If it is, it's up to us to put it back. 

In the days when personal 
service in JS stores was the 
rule the company built up 
a fantastic reputation with 
its customers. How does 
that reputation stand to
day? Supermarkets employ
ing hundreds of staff with 
yearly turnovers running into 
millions have changed the 
relationship between staff 
and customers; productivity 
needs, price increases and 
shortages can make such de
mands on shop staff that they 
might feel that they have little 
time left for the customer. 

This must never happen. 
For the next two months 

everyone in JS who comes 
into contact with customers 
is being asked to take a hard 
look at their attitude and be
haviour to customers to see 
whether any of the 'magic' 
which JS is renowned for is 
missing. 

Service loyalty 
Says Len Lewis, depart

mental director for branch 
operations: 'If we don't main
tain the wonderful customer 
goodwill we have enjoyed in 
the past - the legacy that the 
supermarket has inherited 
from the service stores - and 
reconsider our attitudes to
wards customers we shall 
start to deteriorate till we're 
not as good as our competi
tors. At the moment we are 
better than most but, sadly, 
not as good as some. 

'We ought to give custo
mers the feeling that shopping 
in Sainsbury's is enjoyable.' 

What does that imply? 
• Smiling, friendly assistance. 
• Courteous, helpful answers 

to questions. 
• Taking someone (with a 

smile) to the part of the 
shop she wants, rather than 
saying 'over there'. 

• Patience with customers 
who don't understand 
reasons for price increases. 

• A general and positive 
awareness that the custo
mer is the most important 
person in the store. 
You could sum all that up 

as concern for and under
standing of customers' needs 
and difficulties, which, of 
course, grow as prices rise 
and commodities go short. 

Right and wrong 
There is a right and a 

wrong way of getting a good 
relationship with customers 
in the store. The checklist 
above gives some of the right 
ways. A classic example of 
the wrong way happened in 
one JS store a while back, as 
one customer wrote to tell us. 

She was a nine till five-
thirty office worker and could 
only shop in the lunch hour, 
when the branch was crowded 
and staff depleted, or after 
work. 

One day she arrived in the 
shop after work just as it had 
started to prepare for closure 
and the customer service man 
had started to tidy up his 
trolleys for the next morning. 
Since he didn't want his nice 
display disturbed he was apt 
to keep customers waiting a 
second or two till one was 
available from the checkouts. 
He also felt that customers 
should wait until he was able 
to get it for them. 

This particular customer 
was in a hurry to get home so 
she pulled a trolley from 
underneath the barrier which 
had been left by someone 

going through the checkout. 
This he didn't like so he 
grabbed the trolley and began 
a tug-o-war. Finally, as he 
was stronger, he won, and 
caught her hand under the 
rail, hurting her. Inevitably, 
an argument started. 

Then began what she called 
'the chase'. She had to get to 
the item she wanted before it 
disappeared upstairs to the 
coldstore. She literally dived 
at the shelves for she said that 
if anybody saw her coming 
they would take the goods 
rapidly upstairs. 

She complained to the 
manager about her hand and 
got an unsympathetic re
action. 

Result?: she felt that her 
value as a customer was nil -
exactly the opposite of the 
effect the branch should have 
been trying to achieve. 

Battery hens 
Customers have written in: 

'It would appear that, even at 
Sainsbury's, the customer is 
no longer right.' 

'You treat your customers 
like battery hens.' 

"The trolley man said I had 
been gossiping for half an 
hour and told me to get out 
of the way.' 

'Do you realise what dam
age is done to the reputation 
of your company by the 
manner the X branch embar
rasses customers?' 

'If "John Sainsbury's" is to 
become just one of the many 
supermarkets in the neigh
bourhood it will lose its more 
discerning customers includ
ing those who, like myself, 
spend up to £40 a month and 
hope for a little old-fashioned 
courtesy.' 

It's easy to criticise, of 
course, but the fact remains 
that if customers had been 
dealt with in a friendly cour
teous manner they would not 
have written these letters. 
Ideally customers should be 
able to leave the store with 
the satisfying feeling that their 
grievances, real or imagined, 
have been amicably settled 
and acted upon, so there is no 
need to resort to writing let
ters of complaint - for, con
trary to popular opinion, 
people do not like complain
ing, as the tone of many of 
the letters received, at Black-
friars shows. 

Concern 
Luckily branch life is not 

one round of complaints. On 
the credit side, people are 
also very complimentary 
about the service they get in 
JS and the kindness they 
receive - particularly about 
the exceptional concern and 
attention which a customer 
who is unwell in the store 
receives. 

'If we could give that sort 
of concern to everyone' says 
Len Lewis, 'then our objec
tive would be reached.' 

It's all very well being told 
to smile and be nice all the 
time. But what's in all this 
for staff? 

Job satisfaction! 
Everyone realises how 

much branch staff have to 
work under pressure and how 
difficult it is to be pleasant 
all the time. 

But try smiling and things 
might start looking better. 
Keep smiling and some
one may even smile back -
the odds are that they 
will! 

'Every time I try to be a smiler they just say, "what the hell 
are you grinning at?"' 

What do you think? 

Yon must have your own ideas on how 
relationships with customers can be 
improved? JS Journal will pay £5 for 
every letter published in the next two 
issues illustrating the good, the amusing, 
even the bad sides of serving the public. 
Letters for the next issue should be in by 
Wednesday 16 October. 

Thirteen happy smilers from Bromley branch, name badges and all, get the 
courtesy drive off to a grinning start. 

The customer relations team. 
front, manager Len Dean, J 

Nilsson, Christine Harvej 
Stallworthy, Cathy Gr< 

Gloria Feist, Renee 1 
David McLaren, J 

and Geoff Rougl 
John Andrews 

Sylvia Fom 
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Vera's going and 
therms one smiler less 
With all these exhortations to 
keep smiling in the air it 
comes as a sad blow to learn 
that Vera Parslow, nick
named 'Our Smiler' by her 
customers at Hastings is re
tiring after 25 years' service. 

It's a pity because she 
seems to have all the qualities 
branch staff need in their 
dealings with the public -
she's friendly, bright, happy 
and helpful. 

She started her career in 
the small Robertson Street 
shop then moved to Welling
ton Place branch, serving on 
the grocery counter. Her last 
two months with JS were 
spent in the preparation area 
of the new Hastings super
market. 

Special 
'My customers were my 

friends. I got to know them 
all' said Vera. 'I remembered 
what they bought and would 
set the groceries up on the 
counter for them. If they'd 
forgotten to put something 
on their shopping list, I'd re
mind them. I also gave them 
advice about varieties of food 
to buy, and would tell them if 
there was a special offer. 

Ambassadors all! 
To all cashiers - when it's 
late night shopping, tempers 
fray, and in front of you is an 
endless queue of impatient 
customers - do not despair! 
You are not totally alone in 
your contact with the custo
mer. There is a department at 
Blackfriars called customer 
relations which handles an 
onslaught of over 400 letters 
a week and a continual stream 
of telephone calls from upset 
customers. 

The majority of complaints 
are on the food side, and vary 
from the less important -
such as 'Why did I only get 
five slices of pineapple in a 
tin labelled "six slices"?' - to 
the more serious type of com
plaint that makes JS manage
ment turn green at the gills -
'Glass found in frozen broc
coli spear'. 

This sort calls for im
mediate attention. The pro
duct is sent to the buying 
department concerned, to the 
labs for tests, and in many 
cases is referred back to the 
supplier for scrutiny. 

Aromas 
A complaint may be the 

first signal that something is 
going wrong, therefore each 
one is thoroughly investi
gated. One pie that tastes bad 
may mean that a whole batch 
could be suspect. 

Branch managers often for
ward complaints to the labo
ratories and customer rela
tions, particularly if someone 
has reported being sick 
through eating a JS product. 

Extraordinary things are 
found in customer relations' 
mail. Strange aromas arise 
from soggy brown parcels. 
Writes one customer: 'I found 
a maggot in a can of butter-
beans. I enclose the lid, the 
label and the maggot.' 

Says manager of customer 

relations, Len Dean: 'We 
like to reply to all letters 
within two to three days'. 
Those in response to food 
complaints are signed by the 
departmental director res
ponsible for the particular 
product. 

Having a baby 
Often it is better to visit the 

customer. Ex-branch mana
ger, Dennis Lambert, who 
does most of the visiting in 
the London area, describes 
one experience: 'When I 
arrived at the lady's flat the 
door was ajar. A voice from 
the direction of what was ob
viously the bedroom called 
"come in". I explained to the 
enormous young woman in 
bed that I was from Sains-
bury's. "You've come just at 
the right time" said she, "I'm 
going to have a baby".' 

Imagine Dennis' relief 
when the doctor arrived. 'I 
left a voucher on the table 
and slipped out.' The vouchers 
cover the cost of the faulty 
goods plus a little extra as a 
goodwill gesture. 

Sometimes the customer 
does not contact JS at all, but 
takes the defective item to the 
local public health inspector. 
In such situations customer 
relations liaises closely with 
the JS laboratories, reacting 
promptly to the health in
spector's letter. Public health 
complaints can lead to court 
cases for JS or the supplier. 

Following up accidents in 
the branches is part of the 
job, especially if JS is paying 
compensation. Normally it is 
the elderly customers who 
have slipped and hurt them
selves. One lonely old lady 
virtually refused to let Dennis 
out of her flat. 'If you go I'll 
never see you again' she cried. 
So Dennis rings her up 
periodically to have a chat.. 

'Some customers have been 
shopping with Sainsbury's 
for years, and it's quite some
thing have a visit from a 
representative' explains Den
nis. Occasionally he arrives 
at a customer's front door 
clutching a bouquet of 
flowers by way of making 
amends. 

Complaints about staff are 
seen as a two-sided thing, 
and customer relations is 
fully aware of this, and looks 
at both sides of the story. Staff 
may have been working a 
long day, and in the case of 
cashiers have to go home and 
cook a meal for husband and 
kids. Customers are some
times tired and harassed, par
ticularly if they have been 
queuing for a long time. 

In one instance when cus
tomer and cashier had a real 
argument, both parties spent 
a restless night regretting the 
incident. 

Cheque card 
Customer relations 

handle queries, such as: Why 
don't you have express check
outs? Answer: Why give 
preferential treatment to 
these when customers spend
ing more money are queueing 
at other checkouts? 

Why wouldn't you accept 
my cheque without a cheque 
card? It's nothing personal, 
but in the past so many 
cheques have bounced that 
we must have a guarantee. 

Answering all these queries 
requires the same qualities 
which successful branch staff 
have when dealing with the 
public - patience, tact and 
something of an understand
ing of human nature. It can 
be exacting, frustrating - but 
also rewarding. Creating 
happy, satisfied customers 
from people with grievances 
can be very satisfying. 

'Queues never worried me. 
I'd get the customers into a 
line and chat to them. I 
treated everybody alike. Some 
people in the queues did get a 
bit aerated, so I humoured 
the fiery-tempered ones, and 
used to make them smile. 

Warm-hearted 
"You look as if you're going 
to have your photos taken 
standing in a line like that" 
I'd say. Nobody was ever 
downright rude to me.' 

But then it would be very 
difficult to be rude to Vera, 
for she is a warm-hearted, 
likeable person. 

'Pensioners who couldn't 
understand decimalisation 
handed me their purses, and 
I counted the money out for 
them' reminisced Vera. 'Some 
never did get the hang of it. I 
wonder how they manage 
now?' 

But it was not all plain 
sailing for Vera. In fact her 
career almost ended after two 
weeks. She found coping with 
rationing very difficult and 
decided to give in her notice. 

That day a customer came 
into the shop. 'I asked him if 
I could help, but he didn't 
reply. I thought he was deaf' 
said Vera. 'A little while later 
he beckoned me. By then I 
had been told who he was -
Mr J B Sainsbury. I was 

The Hastings smiler, Vera Parslow. 

terribly embarrassed. 
'He talked to me for half 

an hour, telling me all about 
Sainsbury's. "I hope to see 
you again" he said as he left. 
I didn't have the nerve to tell 
him I'd given in my notice.' 
So Vera stayed. 

'I was never bored' she 
said. 'I had wonderful work
mates; we were like a family'. 

Vera left the grocery coun
ter at Wellington Place to 
work in the meat preparation 
area of the new supermarket 
that took its place. At first 
she thought she would never 
manage the new job, but was 
willing to give it a try. 'I be
came quite a butcheress by 
the end' she said. 

But her customers did not 
forget her. If she walked 
across the supermarket floor 
on her way to the canteen, 
they would stop her for a 
chat. 

'I never knew her name' 
said one, 'but I do wish her 
all the luck in the world.' 

Vera is not fond of super
markets, she finds them rather 
bewildering. 'I see my old 
customers in the new super
market, but they still miss the 
personal service' she said 
regretfully. 

'I only wish I could turn 
the clock back, and continue 
working for the old Sainsbury 
branch. I was so happy work
ing on the grocery counter.' 

JS says it with flowers. Dennis Lambert, who does most of the leg work for customer relations, 
presents an aggrieved customer with a bouquet of flowers as a very special gesture of apology. 

But don't run away with the idea that every letter to Blackfriars gets a bouquet and a visit 
from Dennis. Flowers are only sent on very special occasions. 
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'Granite face' of the silver screen loves us 
—and so does his dog 
Every week some 400 people 
ring up or write to JS to 
complain, so it makes a very 
special change when some
one rings up, not only to 
praise, but to eulogise over 
JS. 

Actor Victor Maddern, 
whose face, if not his name, 
must be known to virtually 
everyone who has ever been 
to a cinema or watched tele
vision, rang up to claim that 
not only is JS well thought of 
in his household, but is 
becoming something of a 
family joke. 

He explained: 'We eat very 
well in my house - my wife 
Joan is a superb cook and 
I'm always amazed how she 
does it. When she served up 
something particularly nice 
I used to ask her 'Where did 
you get this then?' and she 
used to reply, "Why, Sains-
burys of course".' 

'Well, after a time I used 
to get bored with this reply. 
"Surely there must be another 
shop that sells such good 
food", I thought. But no, 
the reply was the same every 
time.' 

Granite 
'Now there is no need for 

the where did you get this? 
routine. All I have to do is 
give Joan an enquiring look 
and she merely has to nod 
meaningfully. It always has 
us smiling'. 

Victor is of course the man 
with the face which looks 

as if it had been hewn out 
of granite and who is always 
playing villains with hearts of 
gold, or stoic tin-hatted 
soldiers or sailors doing their 
bit for Blighty against the 
dastard Hun. 

Dock Green 
Victor says they have now 

largely stopped making films 
in Britain and like most 
other actors he now works 
mainly in television and the 
theatre. Currently he is the 
son-in-law in the Dick Emery 
series, has two leading tele
vision roles coming up (one 
in Dixon of Dock Green) and 
is negotiating for his own 
TV series. He is also involved 
in producing a long playing 
record called 'the prayer'. 

Back on the subject of JS, 
he says he can still remember 
the fascination of watching 
half pounds of butter being 
knocked up in the old service 
shops. Maybe the sight hypno
tised him, for certainly he 
and his wife have been 
Sainsbury shoppers virtually 
since they were married. 

'I just don't know how 
your company does it' he 
said feelingly. 'Our evening 
meal is the highspot of the 
day. I just had to ring up and 
tell you'. 

His wife Joan, who cooks 
for him, two daughters (both 
in the entertainment business) 
and her father in their 
Victorian farmhouse out in 
the Essex countryside, has a 

Where did you get this from then? 

thoroughly practical side to 
her, as one might expect. 
For example she fills opened-
out plastic egg boxes with 
water and puts them in the 
fridge to make interestingly 
shaped ice-cubes. 'Ideal for 
parties when you want lots 
of ice quickly', she says. 

She has also discovered 
amazing properties in JS 

cress. She cuts the cress from 
the top of the punnet with 
scissors, then waters the 
punnet and leaves it on a 
sunny window sill. Within 
a couple of days there's 
another crop! 

The third JS fan in the 
family is Bruce the dog (one 
of the Maddern's three labra-
dors), who has an insatiable 

appetite for JS dog biscuits 
(we wish we could say he 
eats no others!). His particular 
party piece is to grab Joan's 
sleeve while she is sitting at 
the table and slowly and 
deliberately guide it towards 
the packet on a shelf near 
the table. He won't release it 
until he is fed. The process is 
repeated until the contented 

animal falls into the kind of 
tail-wagging slumber that 
only dogs with full tummies 
and loving masters know. 

Who knows? With more 
families like the Madderns 
perhaps JS can open a custo
mers' praises department to 
complement the work of the 
hard-pressed complaints 
department. 

David and Chris take to their heels to 
keep on their toes 
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An active lunch-break! David (Lett) and Chris speed along the Thames embankment while other 
office staff relax in the sun. 

Lunchtime to most of us 
means a sit-down and a rest 
but not to David Simpson 
and Chris Smith, They use 
the time to don their running 
shorts for a spot of road 
running on the streets 
around Stamford House, 
where they work as buyers in 
the grocery department. 

David and Chris are keen 
athletes. The lunchtime 
sessions are their way of 
combining their love of run
ning with a full-time job and 
bringing-up a young family. 
They also do it for 'the 
satisfaction of being really 
physically fit' says 29-year-
old Chris. 

Football was Chris's first 
love. He took up running 
nine years ago to strengthen 
his legs after an injury. He 
gave up football and became 
a sprinter. He competes 
regularly at track events and 
is currently Hertfordshire 
County Champion for the 
400 metres. 

Schoolboy dream 
David is a middle and long 

distance runner, 1500 metres 
upwards. Unlike Chris he no 
longer races. A leg injury 
ended his schoolboy dreams 
of reaching Olympic stan
dards as a middle distance 
runner. Now aged 27 he keeps 
his hand in (or it is his leg) at 
lunchtimes and sometimes at 
weekends. 

'The hardest race I ever 

ran was a Marathon, 26 
miles!' remembers David. 'I 
took three hours seven min
utes to finish, including a 
stop.' The stop was at a gar
age. 'The attendant jokingly 
asked if I wanted four gallons. 
All I wanted was a toilet.' 

There is no shortage of 
'stopping places' around 
Blackfriars but David and 
Chris do have to plan their 
routes carefully to avoid the 
crowds. 'In summer it's worse' 
says David. 'In winter the 
streets are emptier but the 
weather is not too good.' 

Their routes include 
Lambeth Bridge and back, 
3i miles, Vauxhall Bridge 
and back, five miles; and a 
number of variations along 
the embankment either side 
of the river Thames. Sprinters 
and middle distance runners 
need different types of train
ing so David and Chris have 
worked out routes that will 
benefit both of them. 

Chris explains about 
sprinting: 'It's the breathing a 
sprinter does before a race 
that counts. During a 100 
metre race the air taken in 
doesn't have time to circulate 
oxygen into the blood. 

'Experts have worked out 
that our oxygen debt (the 
amount of air we breathe in 
and the use we can make of it) 
enables us to run flat out for 
about 300 metres; after that 
we slow down. 

'This means to run over 
400 metres, training must be 
geared to keeping going over 

that last 100 metres.' Chris's 
lunchtime sessions are work
ed out to improve his stamina 
and give him, pedestrians per
mitting, a few short bursts at 
speed. 

Middle distance runners 
need plenty of stamina to 
keep going, when they 
would really like to give up; 
and to breathe as efficiently 
as they can while running. 
'At lunchtime' says David 
'we run at a steady 10 miles 
an hour. The sessions main
tain my stamina and the 
short bursts improve my 
speed.' 

Marathon 
David and Chris have 

been running at lunchtime 
for about four years. 'We 
got the idea from another 
runner who used to work at 
Stamford House' says Chris. 

'I enjoy it' adds David 
'after all those years working 
towards being really fit it 
would be sad to let yourself 
go.' 

Both of them have young 
sons. 'As they get older we 
would hate to think we 
couldn't keep up with them' 
says Chris. 

At one time David put in 
at least 50 miles a week, now 
he is down to about 20. 'It's 
just not enough' he says. 'I 
still wouldn't mind having a 
go at another Marathon.' 
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Letters: Headache for smokers 

From Pauline Morrin, 
Buntingford depot. 
I agree with Mrs V Thresher's 
view about smoking in the 
office. I am a smoker, I 
thought it was great when 
smoking was to be allowed, 
but now I smoke more, the 
office smells, and I've nearly 
always got a headache when 
it's time to go home. 

I think it would be a much 
better idea to have a room, 
whereupon having a few 
spare moments, one could 
pop and have a cigarette 
without contaminating the 
office. 

Vending blues 
From Anne Seiver (Black-
friars) 

Isn't it amazing that a 
large food organisation like 
JS, who are so very particular 
about the standard of the 
products sold in their shops -
so very strict on hygienic 
standards, with a motto 
that "Good food costs less 
at Salisbury's" can allow 
this punch line to stop 
very short when it comes to 
the other side of the counter -
to the office staff. 

The only facilities they 
provide for them is - un-
drinkable bitter tea, dish
water coffee, muddy choco-
ate, or synthetic lemon tea. 
Sandwiches which are so 

thin that if stood on end -
you can't see them and rolls 
with the texture of expanded 
polystyrene. 

How about the meat 
filling in these rolls and 
sandwiches. The temperature 
within these machines has 
been high enough to melt the 
chocolate on the biscuits and 
for the bread to become 
hard and dry by the after
noon - so what is it doing to 
the meat? What would 
happen to Sainsbury's repu
tation if they stored the 
meats in their shops at this 
temperature? 

Did you know that if you 
are unfortunate enough to 
be among the first two or 
three people to have a cup 
of tea in the morning, you 
run the risk of being made 
violently sick? This is be
cause some of the powdered 
tea left in the tube overnight 
becomes saturated which 
apparently increases the 
tannin content and can cause 
sickness. That would be a 
good start to the day. 

Why the distinction 
between the two sides of the 
counter? Aren't we, the 
background people entitled 
to a decent 'cuppa' and 
sandwich? Admittedly, we 
are well looked after at 
lunchtime, but for some 
people its a hell of a long 
time to wait for refreshment 
if they start work at 9 a.m. 

(or before) to 1.15 p.m. (or 
later) for their lunchbreak. 

Paul Calvert-Lee, manager, 
catering and employee ser
vices replies: 
By coincidence, your corres
pondent's letter on the 
vending services at Black-
friars arrived on my desk 
on the day that members of 
the JCC restaurant sub
committee were meeting the 
directors of the vending 
machine company with a 
view to raising the standards 
of cleanliness, quality, suffi
ciency, variety etc and we 
are assured that these stan
dards will be raised to our 
satisfaction by early October, 
so let us review the situation 
then. Details of the improve
ments can be obtained from 
Mrs G A Palmer of pork 
products department (tel no 
2664) and Mr C Booth, dp 
operations (tel no 2594). 

This correspondence gives 
us an opportunity of in
forming those staff who don't 
know it already that the 
restaurant sub-committee of 
the JCC does exist and that 
its members take an active 
interest in catering standards 
at Blackfriars. The JCC is the 
proper vehicle for complaints, 
although from time to time 
it is no doubt useful to 
relieve one's frustration by 
writing to the Journal. 

The charges made by your 

correspondent are exagger
ated to the point of comedy, 
possibly intentionally, but 
they are being dealt with 
seriously and should be cor
rected shortly, as already 
indicated. There are two 
points brought up, however, 
which must be emphatically 
denied; one being that meat-
filled rolls may be dangerous 
to health. In fact the main 
complaint of staff represen
tatives is that rolls are too 
quickly sold out, so that they 

don't in practice remain in 
the machine long enough to 
be affected by the heat, but 
in any case we have a rule 
that all unsold meat rolls are 
removed after three hours in 
the machine. Secondly, your 
correspondent suggests that 
the first tea drinkers of the 
day can be made violently 
sick. There is no evidence 
that this is so and obviously 
any cases should be reported 
to the medical department 
immediately. 

This month, as last, we have 
had to hold over letters for 
publication. Please, please 
keep writing but please -
Keep it SHORT! 

Letters are welcome and 
should be addressed to the 
editor. Don't forget you can 
dictate one by using the 
Journal's phone-in service on 
Blackfriars extension 2363. 

JS's northernmost branch, the 1560 square metre (16,972 square feet) store at Doncaster, due 
to open on October 15 is now approaching completion. 

News in brief People 

Phstevensons, you know the 
chap who works in branch 
productivity services at Clap-
ham. You must know him -
his name is listed as large as 
life in the new JS telephone 
directory. 

But no one had heard of 
the mysterious foreigner. 
However the BPS team soon 
worked it out. It was Frank, 
Frank Stephenson, of course. 

Seems that when the new 
directory was being compiled 
someone must have spelt out 
Frank's name by saying 
Stephenson with a ph . . . the 
rest is obvious. 

Another election looms and 
this time, as last, three candi
dates from JS are standing 
for Parliament. 

Director Timothy Sainsbury 
will be defending his Tory 
seat at Hove for the third 
time, bacon buyer Bob Dunn 
will be having another go at 
wresting Eccles from Labour 
while director Gurth Hoyer 
Millar is entering the political 
arena for the first time this 
year and standing for the 
Liberals at Eastbourne. 

Peter Jones, personnel 
manager at Basingstoke depot 
who represented Labour at 
the last election at Daventry 
has dropped out of the 
running this time, but will be 
helping a local candidate. 

'There's trouble at salt 
mineski' reported a local 
paper at Slough, Bucks. 

And before you could say 
Siberia, panic buying of salt 
left JS's, and everybody else's, 
shelves bare of this ancient 
commodity. 
But the newspaper report, 

which said that recent indus
trial unrest at Russian mines 
could lead to a shortage of 
salt, was a hoax - that mis
fired. 

The lunacy of the situation 
came to a head when it was 
discovered that most, if not 
all, of the salt we use in this 
country is good old British 
salt. 

It comes from mines in 
Cheshire and Worcestershire; 
you could say it's suburbian 
rather than Siberian. 

Still, pounds and pounds of 
salt are now being added to 
the private stockpiles of 
lavatory paper and, prob
ably, those two pound bags 
of white gold customers go 
mad for. 

Why, someone in the branches 
writes to us, has the cost of 
the new natural stirred yogurt 
(JS Journal, September) gone 
up by over 16 per cent in a 
month? It must have been 
costed recently so such a 
quick rise seems unusual, she 
adds. 

Wilf Marsden, the buyer 
in charge of this product 
told us: 'This product was 
commissioned in May, costed 
at 12p and launched in July. 
Unfortunately, since then, 
as we are only too well aware, 
costs of labour, packaging 
and ingredients have all in
creased considerably and our 
supplier had no alternative 
but to increase the price'. 

The increase had the sanc
tion, if not the blessing of 
the Price Commission, which 
casts a very searching eye 
over proposed increases 
before allowing them. 

Appointments 
Harold Wright, formerly 

manager of Stratford, has 
been appointed manager of 
Ilford Central. 

David Baker, formerly 
manager of Ilford Central, 
has been appointed manager 
of Stratford. 

R L Rawson, formerly 
deputy manager at Langney, 
has been appointed manager 
of Bexhill. 

B A Appleby, formerly 
deputy manager at Fulham, 
has been appointed manager 
of Chelsea. 

D Clapham, formerly re
serve manager at Watford, 
has been appointed manager 
of Kingsheath. 

D Taylor, formerly deputy 
manager of Central Croydon, 
has been appointed manager 
of Balham. 

Retirements 
Lance Warwick retired on 

August 9 after a total of 
46 years with JS. He started 
at the Luton branch at the 
age of 14. At 24 he had been 
promoted to branch manager. 
During his career he worked 
at 24 branches and managed 
14 of them. 

He was reserve manager 
and warehouse manager at 
Edmonton when he retired. 

Lance is looking forward 
to starting a new life in 
Canada. With his wife he will 
shortly be leaving the UK 
to join their daughter who 
lives in Ontario. 

Francis Patmore, a senior 
skilled butcher at Bishop's 

Stortford, retired on Sept
ember 16 after 37 years with 
the company. 

He was a one branch man 
as he started at Bishop's 
Stortford as a roundsman, 
transferring to the fresh meat 
department when JS stopped 
its delivery van service. 

Francis is a keen member 
of the Loyal Order of Ancient 
Shepherds Friendly Society, 
and has held a number of 
executive positions within the 
Lodge. For the past 25 years 
he has been secretary of the 
Excelsior Lodge. 

Jim Melbourne retired on 
July 30 after 40 years with 
the company. He started as 
an office boy in 1934 and the 
following year became per
sonal office boy to Mr. JB. 

From the office and per
sonnel side of the business 
he went to frozen foods in 
1950. In 1963 he joined the 
data processing department 
where he stayed until his 
retirement. 

Although he suffered from 
ill-health Jim played an active 
part in the company's social 
life. He was secretary of the 
Horticultural section and 
helped put on a number of 
highly successful horticul
tural shows at Dulwich. 

Continuing ill-health will 
make his retirement a time 
of rest and quiet. 

Mrs Vera Emily Parslow 
retired on September 28 after 
25 years with the company. 
Her happy career with the 
company, as a sales assistant 
at Hastings, is told on page 5. 

Bill Beard has retired after 
35 years with the company. 

He started as a butcher's 

assistant at Sutton; moving 
up through the ranks until 
he became a head butcher. 
For a while he was acting 
manager at Epsom but in 
1968 he transferred to Basing
stoke depot as a returns 
inspector. 

Bill recently suffered two 
major heart attacks. The 
second found him in hospital 
at the time he was due to retire. 

He is now making a slow, 
but promising recovery. 

The following employees 
have also retired; length of 
service is shown in brackets: 
T E Kick (11 years) 
W C J Malyon (11 years) 
Mrs N Balderson (10 years) 
Mrs R Carter (10 years) 
Frank Cushen (9 years) 
Mrs M Aves (8 years) 
N J Harris (8 years) 
Mrs F Allen (7 years) 
Mrs E Jaggs (6 years) 
E Woods (2 years) 

Long service 
We congratulate the fol

lowing employees on receiv
ing long service awards. 
25 years: 
Miss W M Reeve (St Stephens, 
Norwich) 
Mrs W E Stapley (Forest Hill) 
Mrs E Pestell (Hastings) 
L R Rigden (31 Eastbourne) 
Mrs M Coleman (Blackfriars) 
W Savager (Central Luton) 
C J Wootton (Bracknell) 
R D Farrell (Shirley) 
P T Nelson (Arnold) 
Mrs C A Norton (Ealing area 
office) 
Mrs G M Muszynski 
(Cambridge) 
R J Spurge(Stamford Hill) 
R H Stimson (Stevenage) 

Miss M Cole (Richmond) 
R A Henley (Basingstoke) 

Obituary 
Julian Beldom, aged 19, a 

management trainee at Strat
ford branch, died on Septem
ber 4. He was killed in a car 
crash while holidaying in 
Scotland with two friends, 
also JS management trainees. 

One of them was with 
Julian, who was at the wheel, 
at the time of the crash but he 
escaped with minor injuries. 

Julian had been with JS 
since September 1973 and on 
July 1 this year he was pro
moted from a skilled provi
sions tradesman to a manage
ment trainee. 

Mrs Annie Lynch died on 
September 9. She had been 
with the company for five 
years and was taken ill 
shortly before her death. 

mm 
is published every four 
weeks for employees of 
J Sainsbury Limited 
Stamford House 
Stamford Street 
London SE1 9LL 
Telephone: 01-928 3355 
ext2804 
Editor: Richard Gaunt 
Assistant editors: 
Diane Hill 
Phyllis Rowlands 
Designed by JS Design Studio 
Printed in England by 
Alabaster Passmore and Sons 
Ltd, Maidstone 

Page 7 



150 budgies keep Basingstoke's birdman chirpy 

Pet budgies and budgerigars 
bred for exhibition are as 
different as chalk and cheese. 
Ask Brian Poole. 

There's not much Brian 
doesn't know about breeding 
and rearing budgerigars. He 
owns 150 of them. And as 
foreman of the cheese line at 
JS's Basingstoke depot his 
knowledge of cheese isn't so 
dusty either; chalk we don't 
know about. 

Brian first became in
terested in budgerigars in 
1960 when he was given a 
pair as pets. 'They were 
nothing special' he says 'and 
were kept indoors in a cage 
just as pets'. 

But his interest grew and 
he started to breed his own 
birds. Nine years ago he 
started to breed them more 
seriously than before; becom
ing a notable authority on the 
subject along the way. 

'Once I began going around 
the shows I could see the 
difference' says Brian. 'My 
birds were only two steps on 
from pet budgies. I wanted 
birds as good as those of the 
top breeders.' 

Tweet! 

Remembering the words 
of a fellow bird-fancier, 'it 
costs as much to feed a bad 
bird as a good one', Brian set 
about breeding the perfect 
budgerigar. Today he is much 
nearer his goal, many of his 
birds are potential champ
ions. All of them are superb, 
healthy, glossy specimens of 
budgiehood. 

The most startling dif
ference between Brian's birds 
and the 'pretty boy' variety is 
their size. They are much 
bigger. 

'Eight and a half inches 
from the top of the head to 
the tip of the tail' says expert 
Brian 'is the correct size of a 

Young Arthur Trask, in
valided out of the RAF, 
decided to try for a job with 
JS working in the ware
house. Manual work, he 
thought, would help him get 
back in shape and he needed 
something to do while he 
waited to hear about a little 
butcher's shop he had his eye 
on to buy. He was a master 
butcher and before the war 
had worked in his father's 
shop. 

That was in 1942. 
Thirty-two years later, on 

September 20, Arthur Trask, 
retired; not as a family 

show bird. Pet budgies are 
only about five inches long.' 

His birds are housed in an 
impressive birdroom. It 
stands at the bottom of the 
garden behind Brian's neat 
semi-detached house, on an 
estate not far from the depot. 

'When I come home from 
work' says Brian 'I usually 
spend a couple of hours in 
the birdroom. It helps me un
wind. The petty problems of 
the day are soon miles away.' 

Chirp! 
Over a weekend he can 

spend up to 10 hours caring 
for his birds and keeping the 
birdroom shipshape. The 
room is spotless and airy. 'It 
has to be' says Brian; 'budge
rigar feathers produce a fine 
white powder which can be 
harmful to man and bird if it 
is allowed to accumulate.' 

Both sides are alive with 
birds all chattering at once. 
Chattering not talking. Men
tion talking budgies to Brian 
and he answers sternly: 
'Never'. 

His birds don't have names 
either; mention their beautiful 
colours and he says: 'Colour 
is the last thing I worry 
about. 

'What I want is a straight 
line from the crown of the 
head to the tip of the tail. A 
big domed head with a deep 
mask. The mask is the 
spotted bib below the beak 
and the deeper it is down the 
breast the better. The brow 
should be pronounced. On a 
good bird you should not be 
able to see the eyes when you 
look at it from the front. 

'Budgerigars are easily 
frightened' says Brian 'and 
prone to heart attacks.' Some 
of his birds are probably 
worth in the region of £40 to 
£50 - no wonder he is careful. 

Just how careful is evident 
the moment you step inside 

butcher but with a career 
behind him that culminated 
in a JS main board director
ship and ended as consultant 
to the chairman. 

He didn't get the job in the 
warehouse. The personnel 
officer spotted his potential 
and instead offered him a 
temporary job as a clerk in 
the sales office (now supply 
control). Within two days of 
starting he was promoted to 
a senior clerk. 

On the same day the letter 
arrived saying he could have 
the butcher's shop, he was 
offered a permanent job with 
JS. He chose JS. 

He quickly worked his way 
up through the sales office 
and for a time was in charge 
of the now closed catering 
section (it supplied large 
packs to hotels and the like). 

Arthur Trask takes up the 
story: 'Mr Alan then said he 
would give me a chance in 
the buying department. But 
the only opening at the time 
was working with a woman -
Miss Sutherden who was the 
proprietary grocery lines 

his birdroom. It is vermin-
proof and kept at an even 
temperature. During winter 
the lighting is on a time-
switch to compensate for the 
shorter days. All the electrical 
work for this was done by 
Brian who believes it is essen
tial that the birds are kept in 
as constant an environment 
as possible. 

His views on their food are 
equally firm. 'Unlike some 
breeders I don't believe in 
giving my birds a protein-
rich diet only when they are 
mating. I give it to them all 
the time.' 

Pairing the birds up for 
mating is where the expert 
comes into his own. 'I spend 

buyer. 
'I must have been the first 

man in JS to have a woman 
as my boss and I admit I did 
have misgivings about it at 
the time.' 

However things worked 
out very well and when Miss 
Sutherden left the company, 
at the end of the war, he took 
over her job as buyer. By the 
late fifties he was the number 
two man in the grocery 
buying department; which 
at the time was a major 
part of the firm's business. 
Supplies of fresh meat, poul
try and dairy produce were 
still in short supply because 
of the war. 

In those days the com
pany's fresh produce in
terests were still in their 
infancy - little more than 
tomatoes and cucumbers. 
Part of Arthur Trask's job 
at one time was to go to 
Covent Garden every morn
ing and buy that day's 
supply of 'toms and cues'. 

'I liked to get there by 
5.30 am at the latest. Before 
the salesmen (the growers' 

hours watching my birds, 
listing their good and bad 
points' comments Brian. 'If I 
have a cock bird with a good 
head but a poor back I try to 
find him a hen with a good 
back, and so on; hoping that 
their young will have the best 
points of the parents.' 

Once the eggs are hatched 
Brian is kept busy checking 
the youngsters, keeping a 
close eye on the diet and 
keeping everything clean. 'It's 
the only way to make sure 
the birds are healthy' he says. 

Cheep! 
The young birds are kept 

together in the breeding cages 

agents) who arrived at about 
six. This enabled me to have 
a good look round at what 
was going. 

'If they had plenty to sell 
I was in no hurry to buy. 
If there wasn't much about I 
rushed in and bought.' 

Arthur Trask says his 
mornings at The Garden 
were 'a very pleasant inter
lude' in his varied career. 
"They reminded me of my 
early days at Smithfield meat 
market with my father.' 

He can still talk with 
authority about 'bee stings' 
on cucumbers (harmless but 
unattractive bumps on the 
skin) and can tell a good 
'torn' at a glance. 'I'm sure 
they have a much more 
technical way of doing things 
now.' 

As the company broke 
new ground so did he. In 1958 
he took over the bacon 
department from Mr JD, 
who was moving on to work 
with his father (Lord Alan) 
before taking over as chair
man. 

Arthur Trask had worked 

'until they know what it's all 
about' then the sexes are 
separated. Later they are 
transferred into the two large 
flights. You can tell the sexes 
by the colour of the cere, a 
small bump above the beak; 
a hen's is brown, a cock 
bird's blue. 

What about that perfect 
budgerigar? Says Brian. 

'I've got some really good 
birds from this season's 
youngsters but standards are 
getting higher and higher all 
the time. The most I have 
ever paid for a cock bird is 
about £10. But it could be 
that I will have to pay up
wards of £60 for one, to get 
just what I want.' 

with Mr JD on the intro
duction of the Tendersweet 
bacon curing process to JS. 
Arthur Trask explains: 'Mr 
JD brought back the Tender-
sweet process with him from 
Canada. JS was the first to 
introduce this Canadian style 
bacon to the British house
wife. Until then it was mainly 
Wiltshire bacon. 

Sweeter cures 
'This didn't necessarily 

mean it came from Wiltshire. 
Like Tendersweet it's just 
the name given to the curing 
process. The new sweeter 
cured bacon was a tremen
dous success.' 

The Tendersweet project 
saw the growth of the com
pany's interest at Haverhill 
and Arthur Trask was kept 
busy commuting between 
Blackfriars and Haverhill. 
He broke more new ground 
when the company introduced 
its Red Label range of pork 
products. 

'They were cheaper than 
the existing range. It was the 

Q What do you get when 
you cross a budgie with 
a lawn mower? 

C~K Shredded Tweet! 

Win £5 in the JS Journal's 
latest competition. 
Send your best (and worst) 
budgie jokes to: 

'Budgie' 
JS Journal 
Stamford House 
Stamford Street 
London SE1 9LL 
Five pounds will be paid for 
every joke published. 
Entry is limited to JS emp
loyees and veterans only and 
the editor's decision is final. 

first time the company had 
ever sold pork products that 
were in direct competition 
with its own factory goods.' 

In 1965 he was made a 
main board director, res
ponsible for the company's 
provision buying - bacon, 
butter, cheese and other 
dairy produce, wines and spi
rits - and for frozen foods. 

He says: 'I was very sur
prised when Mr Alan called 
me in and said I had been 
made a director.' 

Arthur Trask is an active 
and vigorous man so it is 
hard to believe that he never 
fully recovered from the 
wounds he received as an 
airman. Latterly he had the 
misfortune to undergo an 
unsuccessful operation on 
his hip. 

Not that anyone who 
didn't know him well would 
know. Even his retirement 
plans are not those of a 
sedentary man. 'With my 
wife I hope to go on a round 
the world trip, once I've 
got this hip business sorted 
out.' 

Arthur Trask: joined JS to 'get in shape' 
and ended up on the Board 
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Go on, be a 

Do customers still think they get friendly 
and efficient service from JS? 

Perhaps some of the old magic for 
which JS is renowned is fading, 
If it is, it's up to us to put it back. 

In the days when personal 
service in JS stores was the 
rule the company built up 
a fantastic reputation with 
its customers. How does 
that reputation stand to
day? Supermarkets employ
ing hundreds of staff with 
yearly turnovers running into 
millions have changed the 
relationship between staff 
and customers; productivity 
needs, price increases and 
shortages can make such de
mands on shop staff that they 
might feel that they have little 
time left for the customer. 

This must never happen. 
For the next two months 

everyone in JS who comes 
into contact with customers 
is being asked to take a hard 
look at their attitude and be
haviour to customers to see 
whether any of the 'magic' 
which JS is renowned for is 
missing. 

Service loyalty 
Says Len Lewis, depart

mental director for branch 
operations: 'If we don't main
tain the wonderful customer 
goodwill we have enjoyed in 
the past - the legacy that the 
supermarket has inherited 
from the service stores - and 
reconsider our attitudes to
wards customers we shall 
start to deteriorate till we're 
not as good as our competi
tors. At the moment we are 
better than most but, sadly, 
not as good as some. 

'We ought to give custo
mers the feeling that shopping 
in Sainsbury's is enjoyable.' 

What does that imply? 
• Smiling, friendly assistance. 
• Courteous, helpful answers 

to questions. 
• Taking someone (with a 

smile) to the part of the 
shop she wants, rather than 
saying 'over there'. 

• Patience with customers 
who don't understand 
reasons for price increases. 

• A general and positive 
awareness that the custo
mer is the most important 
person in the store. 
You could sum all that up 

as concern for and under
standing of customers' needs 
and difficulties, which, of 
course, grow as prices rise 
and commodities go short. 

Right and wrong 
There is a right and a 

wrong way of getting a good 
relationship with customers 
in the store. The checklist 
above gives some of the right 
ways. A classic example of 
the wrong way happened in 
one JS store a while back, as 
one customer wrote to tell us. 

She was a nine till five-
thirty office worker and could 
only shop in the lunch hour, 
when the branch was crowded 
and staff depleted, or after 
work. 

One day she arrived in the 
shop after work just as it had 
started to prepare for closure 
and the customer service man 
had started to tidy up his 
trolleys for the next morning. 
Since he didn't want his nice 
display disturbed he was apt 
to keep customers waiting a 
second or two till one was 
available from the checkouts. 
He also felt that customers 
should wait until he was able 
to get it for them. 

This particular customer 
was in a hurry to get home so 
she pulled a trolley from 
underneath the barrier which 
had been left by someone 

going through the checkout. 
This he didn't like so he 
grabbed the trolley and began 
a tug-o-war. Finally, as he 
was stronger, he won, and 
caught her hand under the 
rail, hurting her. Inevitably, 
an argument started. 

Then began what she called 
'the chase*. She had to get to 
the item she wanted before it 
disappeared upstairs to the 
coldstore. She literally dived 
at the shelves for she said that 
if anybody saw her coming 
they would take the goods 
rapidly upstairs. 

She complained to the 
manager about her hand and 
got an unsympathetic re
action. 

Result?: she felt that her 
value as a customer was nil -
exactly the opposite of the 
effect the branch should have 
been trying to achieve. 

Battery bens 
Customers have written in: 

'It would appear that, even at 
Sainsbury's, the customer is 
no longer right.' 

'You treat your customers 
like battery hens.' 

'The trolley man said I had 
been gossiping for half an 
hour and told me to get out 
of the way.' 

'Do you realise what dam
age is done to the reputation 
of your company by the 
manner the X branch embar
rasses customers?' 

'If "John Sainsbury's" is to 
become just one of the many 
supermarkets in the neigh
bourhood it will lose its more 
discerning customers includ
ing those who, like myself, 
spend up to £40 a month and 
hope for a little old-fashioned 
courtesy.' 

It's easy to criticise, of 
course, but the fact remains 
that if customers had been 
dealt with in a friendly cour
teous manner they would not 
have written these letters. 
Ideally customers should be 
able to leave the store with 
the satisfying feeling that their 
grievances, real or imagined, 
have been amicably settled 
and acted upon, so there is no 
need to resort to writing let
ters of complaint - for, con
trary to popular opinion, 
people do not like complain
ing, as the tone of many of 
the letters received at Black-
friars shows. 

Concern 
Luckily branch life is not 

one round of complaints. On 
the credit side, people are 
also very complimentary 
about the service they get in 
JS and the kindness they 
receive - particularly about 
the exceptional concern and 
attention which a customer 
who is unwell in the store 
receives. 

'If we could give that sort 
of concern to everyone' says 
Len Lewis, 'then our objec
tive would be reached.' 

It's all very well being told 
to smile and be nice all the 
time. But what's in all this 
for staff? 

Job satisfaction! 
Everyone realises how 

much branch staff have to 
work under pressure and how 
difficult it is to be pleasant 
all the time. 

But try smiling and things 
might start looking better. 
Keep smiling and some
one may even smile back -
the odds are that they 
will! 

'Every time I try to be a smiler they just say, "what the hell 
are you grinning at ?"' 

What do you think? 
You must have your »wn ideas on how 
relationships with customers can be 
improved? JS Journa1 will pay £5 for 
every letter published in the next two 
issues illustrating thegood, the amusing, 
even the bad sides of serving the public. 
Letters for the next vsue should be in by 
Wednesday 16 October. 

Thirteen happy smilers from Bromley branch, name badges and all, get the 
courtesy drive off to a grinning start. 

The customer relations team. From the 
front, manager Len Dean, John 

Nilsson, Christine Harvey, Vic 
Stallworthy, Cathy Groarke, 

Gloria Feist, Renee Kalikman, 
David McLaren, Jose Rule 

and Geoff Rough. Absent: 
John Andrews and 

Sylvia Fone. 
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Vera's going and 
there's one smiler less 
With all these exbortationss to 
keep smiling in the air* it 
comes as a sad blow to le*arn 
that Vera Parslow, niick-
named 'Our Smiler* by her 
customers at Hastings is re
tiring after 25 years' servtfce. 

It's a pity because :she 
seems to have all the qualiities 
branch staff need in trheir 
dealings with the public -
she's friendly, bright, ha*ppy 
and helpful. 

She started her career* in 
the small Robertson Street 
shop then moved to Welling
ton Place branch, serving: on 
the grocery counter. Her Hast 
two months with JS were 
spent in the preparation airea 
of the new Hastings super
market 

Special 
'My customers were my 

friends. I got to know thiem 
all' said Vera. *I remembered 
what they bought and would 
set the groceries up on the 
counter for them. If they'd 
forgotten to put somethiing 
on their shopping list, I'd. re
mind them. I also gave trnem 
advice about varieties of fcood 
to buy, and would tell therm if 
there was a special offer. 

Ambassadors a l l ! 
To all cashiers - when it's 
late night shopping, tempers 
fray, and in front of you is an 
endless queue of impatient 
customers - do not despair! 
You are not totally alone in 
your contact with the custo
mer. There is a department at 
Blackfriars called customer 
relations which handles an 
onslaught of over 400 letters 
a week and a continual stream 
of telephone calls from upset 
customers. 

The majority of complaints 
are on the food side, and vary 
from the less important -
such as 'Why did I only get 
five slices of pineapple in a 
tin labelled "six slices"?* - to 
the more serious type of com
plaint that makes JS manage
ment turn green at the gills -
'Glass found in frozen broc
coli spear'. 

This sort calls for im
mediate attention. The pro
duct is sent to the buying 
department concerned, to the 
labs for tests, and in many 
cases is referred back to the 
supplier for scrutiny. 

Aromas 
A complaint may be the 

first signal that something is 
going wrong, therefore each 
one is thoroughly investi
gated. One pie that tastes bad 
may mean that a whole batch 
could be suspect. 

Branch managers often for
ward complaints to the labo
ratories and customer rela
tions, particularly if someone 
has reported being sick 
through eating a JS product. 

Extraordinary things are 
found in customer relations' 
mail. Strange aromas arise 
from soggy brown parcels. 
Writes one customer: T found 
a maggot in a can of butter-
beans. I enclose the lid, the 
label and the maggot.* 

Says manager of customer 

relations, Len Dean: 'We 
like to reply to all letters 
within two to three days'. 
Those in response to food 
complaints are signed by the 
departmental director res
ponsible for the particular 
product. 

Having a baby 
Often it is better to visit the 

customer. Ex-branch mana
ger, Dennis Lambert, who 
does most of the visiting in 
the London area, describes 
one experience: 'When I 
arrived at the lady's flat the 
door was ajar. A voice from 
the direction of what was ob
viously the bedroom called 
"come in". I explained to the 
enormous young woman in 
bed that I was from Sains
bury's. "You've come just at 
the right time" said she, "I'm 
going to have a baby".' 

Imagine Dennis' relief 
when the doctor arrived, T 
left a voucher on the table 
and slipped out.' The vouchers 
cover the cost of the faulty 
goods plus a little extra as a 
goodwill gesture. 

Sometimes the customer 
does not contact JS at all, but 
takes the defective item to the 
local public health inspector. 
In such situations customer 
relations liaises closely with 
the JS laboratories, reacting 
promptly to the health in
spector's letter. Public health 
complaints can lead to court 
cases for JS or the supplier. 

Following up accidents in 
the branches is part of the 
job, especially if JS is paying 
compensation. Normally it is 
the elderly customers who 
have slipped and hurt them
selves. One lonely old lady 
virtually refused to let Dennis 
out of her flat. 'If you go I'll 
never see you again' she cried. 
So Dennis rings her up 
periodically to have a chat.. 

'Some customers have bween 
shopping with Sainsbuiry's 
for years, and it's quite soime-
thing have a visit frorm a 
representative' explains D)en-
nis. Occasionally he arriives 
at a customer's front dloor 
clutching a bouquet of 
flowers by way of makdng 
amends. 

Complaints about staff' are 
seen as a two-sided thiing, 
and customer relations; is 
fully aware of this, and Io«oks 
at both sides of the story. SJtaff 
may have been working a 
long day, and in the cases of 
cashiers have to go home jand 
cook a meal for husband sand 
kids. Customers are sotme-
times tired and harassed, par
ticularly if they have b>een 
queuing for a long time. 

In one instance when cus= 
tomer and cashier had a rreal 
argument, both parties spient 
a restless night regretting the 
incident. 

Cheque card 
Customer relations aalso 

handle queries, such as: Why 
don't you have express check
outs? Answer: Why give 
preferential treatment to 
these when customers spend
ing more money are queueing 
at other checkouts? 

Why wouldn't you accept 
my cheque without a chetque 
card? It's nothing persomal, 
but in the past so mtany 
cheques have bounced What 
we must have a guarantete. 

Answering all these queries 
requires the same qualiities 
which successful branch s*taff 
have when dealing with the 
public - patience, tact and 
something of an understaind-
ing of human nature. It <can 
be exacting, frustrating - I but 
also rewarding. Creatting 
happy, satisfied custormers 
from people with grievanices 
can be very satisfying. 

'Queues never worried me. 
I'd get the customers into a 
line and chat to them. I 
treated everybody alike. Some 
people in the queues did get a 
bit aerated, so I humoured 
the fiery-tempered ones, and 
used to make them smile. 

Warm-hearted 
"You look as if you're going 
to have your photos taken 
standing in a line like that" 
I'd say. Nobody was ever 
downright rude to me.' 

But then it would be very 
difficult to be rude to Vera, 
for she is a warm-hearted, 
likeable person. 

'Pensioners who couldn't 
understand decimalisation 
handed me their purses, and 
I counted the money out for 
them' reminisced Vera. 'Some 
never did get the hang of it. I 
wonder how they manage 
now?' 

But it was not all plain 
sailing for Vera. In fact her 
career almost ended after two 
weeks. She found coping with 
rationing very difficult and 
decided to give in her notice. 

That day a customer came 
into the shop. T asked him if 
I could help, but he didn't 
reply. I thought he was deaf 
said Vera. 'A little while later 
he beckoned me. By then I 
had been told who he was -
Mr J B Sainsbury. I was 

The Hastings smiler, Vera Parslow. 

terribly embarrassed. 
'He talked to me for half 

an hour, telling me all about 
Sainsbury's. "I hope to see 
you again" he said as he left. 
I didn't have the nerve to tell 
him I'd given in my notice.' 
So Vera stayed. 

T was never bored' she 
said. T had wonderful work
mates; we were like a family'. 

Vera left the grocery coun
ter at Wellington Place to 
work in the meat preparation 
area of the new supermarket 
that took its place. At first 
she thought she would never 
manage the new job, but was 
willing to give it a try. 'I be
came quite a butcheress by 
the end' she said. 

But her customers did not 
forget her. If she walked 
across the supermarket floor 
on her way to the canteen, 
they would stop her for a 
chat. 

'I never knew her name' 
said one, 'but I do wish her 
all the luck in the world.' 

Vera is not fond of super* 
markets, she finds them rather 
bewildering. T see my old 
customers in the new super
market, but they still miss the 
personal service' she said 
regretfully. 

'I only wish I could turn 
the clock back, and continue 
working for the old Sainsbury 
branch. I was so happy work
ing on the grocery counter." 

JS says it with flowers. Dennis Lambert, who does most of the leg work for customer relations, 
presents an aggrieved customer with a bouquet of flowers as a very special gesture of apology. 

But don't run away with the idea that every letter to Blackfriars gets a bouquet and a visit 
from Dennis. Flowers are only sent on very special occasions. 
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