
Case study

Doyon Després  
Quebec retailer uses direct mail to drive residential customers into their stores.

With a solid reputation in the commercial sector, Doyon Després uses Neighbourhood Mail™ to 
let people to know their restaurant-grade equipment is right at home in the family kitchen too.

Cooking up awareness
When it comes to kitchen equipment, Doyon Després is well 
established in the industry. With eight locations in Quebec, 
the store supplies restaurants, hotels and commercial 
institutions across the country. From ovens to refrigerators, 
espresso machines to BBQs, the company has a mouth-
watering selection of professional-grade equipment. But their 
sturdy products serve the home cook too, and that message 
wasn’t getting through. 

Customers recognized the brand, but they associated Doyon 
Després with the restaurant industry. In fact, 85% of all sales 
were to the commercial sector. 

How could Doyon Després change that perception and drive 
retail customers in-store and online? Changing their marketing 
approach to include strategic use of direct mail proved to be 
the secret ingredient.

The right message to the right people
For Doyon Després, there are three main campaign seasons: 
BBQ (April/May), back-to-school (August/September), and 
holiday (November/December). Using a popular flyer 
distributor, the company sent out 450,000 flyers a year to 
neighbourhoods around their store locations. “With Publisac, 
we saw a year-over-year drop in results,” says Stéphanie 
Cloutier, Marketing Director at Doyon Després. “Our customers 
just weren’t noticing our campaigns anymore.” 

They had been shipping products using Canada Post and 
after speaking with her sales representative, Cloutier realized 
a different approach could meet her goal. “We took their 
existing customer database and assessed their typical 
customer,” says Christine Valin, sales representative. “Using 
those insights, and information from Canada Post’s data 
solutions, we developed a targeting approach specifically for 
Doyon Després.”

To see how Canada Post can help with your marketing 
strategy, visit canadapost.ca/smartmailmarketing.

Circulaire des Fêtes

En vigueur du 9 novembre 2020 au 3 janvier 2021

doyondespres.com

Rabais de 15$ 

14999$ 

Rég. 164,99$

Poêle à fondue électrique 

FD2330

Campaign only available in French

D
K1

19
89

5 
(2

02
1-

04

http://canadapost.ca/smartmailmarketing


Case study

Cloutier targeted homeowners in a specific demographic 
with an average income similar to her existing clientele. 
“Canada Post really helped us with data and figuring out 
which postal routes to choose to target our best prospects,” 
says Cloutier. 

They changed the flyer format to an eight-page mini-
catalogue delivered to addresses around each of the 
company’s store locations. Cloutier increased the distribution 
to 250,000 pieces for each campaign. At the end of a year, 
the results were clear. 

In-store and online sales were up 35% over the previous year. 
In fact, online sales alone were up 193%. Sales of BBQs were 
up 36% and the company’s Facebook followers jumped by 
3,000. “We can definitely say that we hear our customers talk 
about and reference our campaign more often than when we 
were with Publisac,” says Cloutier. “Customers come in-store 
with the brochures in their hands.”

Marketing through the pandemic
COVID-19 took a toll on Doyon Després. The company’s 
distribution center, which supports residential and long-term 
care facilities as well as hospitals, stayed open as it was an 
essential service. But the retail locations were closed for 
weeks in March, April and May. “In our worst period, we went 
from 180 working employees to 32,” says Cloutier. And with 
restaurants forced to close their doors, some closed their 
accounts with Doyon Després. 

Rather than pull back for the short-term, the company 
doubled down on investments for the long-term, opening a 
new location in Montreal and committing to marketing 
throughout the year. “We allocated more dollars to our 
campaign with Canada Post, to cover all regions where our 
stores are located,” says Cloutier. “We’ll be renewing with 
Canada Post for 2021, and we’ll be adding more marketing 
dollars to direct mail.”

“This is our first year trying out 
Canada Post for a Neighbourhood Mail™ 
campaign and we can already see great 
results. Our customers talk about our 
campaign and they visit our stores with 
our promotional material in hand.”
Stéphanie Cloutier
Director, Marketing and Client Experience,  
Doyon Després

To learn more about how we can help you grow your 
business, contact your Canada Post sales representative, 
or call us at 1-866-282-8053.
TM  Smartmail Marketing; Connect. Captivate. Convert.; and the Wing in Circle Design are trademarks of Canada Post Corporation.
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