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Engaging Our GuestsEngaging Our Guests

• About Toys ‘R’ Us
• Focusing on Mom
• Toy Safety Compliance
• Product Safety Recalls



Toys ‘R’ UsToys ‘R’ Us

• Leading Retailer of Toys, Baby Products and 
Children’s Apparel

• $12 billion worldwide sales
• 1631 stores worldwide:

– 681 US toy stores
– 573 Int’l toy stores
– 198 Babies ‘R’ Us stores
– 4 Geoffrey stores

Plus
– Internet sites @ toysrus.com, babiesrus.com, 

imaginarium.com, sportsrus.com



Toys ‘R’ UsToys ‘R’ Us

• Founded in 1948
• Toys ‘R’ Us in 1978
• 30,000 skns
• Source from 30 countries
• Imports = $1 billion +

– 30,000 containers
• No manufacturing facilities



MOMMOM
Our Most Important Guest

At the Top of Our Strategic 
Pyramid



Mom Is Our Key CustomerMom Is Our Key Customer

• Shops more than Dads, Grandparents or 
other family members

• Between 25 and 44 years old
• Diversified Ethnic Backgrounds
• Satisfying Mom is critical to our success
• Developed strategies focusing on Mom:

– Create competitive advantage
– Understanding Mom’s needs
– Build proprietary relationships with Mom



Toy Safety AssuranceToy Safety Assurance

• 3 Programs  (1st program launched in 1989)
– Direct Import
– Port of Entry
– Proprietary Products

• Products Tested Annually
• Annual cost = $4 million
• Comply with Federal, State & Industry Standards

– Minimize Liability Exposure
• Special Rules of Compliance for Importers
• Exceeding Guest’s Expectations

– Give Guests More Than They Expect
– Provide Best Possible Service to Guests

• Annual Worst Toy Lists
– Products Are Only Dangerous at Xmas Time!!!



Toy Safety AssuranceToy Safety Assurance

• Work Collaboratively with Gov’t & Industry
– Support & Participate

• Baby Safety Month
• Safe Bedding
• Safe Nursery
• Kids In Danger

• Pro-active Attitude
• 1st . Com to add age grading & warnings
• 1st . Com to post product recalls



Toy Safety AssuranceToy Safety Assurance

• 1st retailer to remove infant products 
containing phthalates

• 1st retailer to remove look-a-like toy guns
• 1st retailer to have dedicated consumer 

recall bulletin boards in stores
• 1st retailer to receive CPSC Chairman’s 

Award for toy safety programs



Toy Safety Assurance:  RecallsToy Safety Assurance:  Recalls

• New Gov’t Initiative
– Improve and Lengthen Reach
– 30 to 50 Recalls Per Year
– Cost/Lost Sales

• TRU Pilot Program
• New Website

– CPSC, FDA, EPA, NHTSA, Coast Guard
– Cash Register Receipt Message
– TRU & BRU Website Message
– BRU Baby Store News e-mail Newsletter
– In-Store Consumer Recall Bulletin Boards





Recalled Product Path

Vendor Notification
CPSC Notification

Issue Stop Sale
Message to All Stores
(US/.com/TRU-Intl)

Issue Map Initiative
Instructions & Recall Details

(US/.com/TRU-Intl)

Info Posted 
On Website

Stores Execute
Recall Directive

Recall Poster
To Stores 120 + Days

Retrofit Return

Vendor Hires
3rd Party Service Org.

Visits Every Store & DC
Product Returned to 

Regional DC

Product Back
On Sale

Return to 
Vendor Destroyed

Register Block

Notify Guest
Relations

Contacts 3rd

Party Provider

Compiles Guest
Purchasing Data

MIS

Sends Info
To Convergys

Mails Info
To GuestLift Register Block

Pilot
Test







• It’s The Right Thing To Do
• It Makes Good Business Sense
• It’s The Smart Thing To Do
• Shareholder/Stakeholder Rewards?





Thank you!Thank you!

delucat@toysrus.com

973.617.5929


