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Welcome to a new year and a new 4Walls.
Is 2012 all doom and gloom? We think not. A recent survey by Safestore 
reported that 78 percent of people in the UK believe that renovation is 
currently a better option than moving house, and that presents a real 
opportunity for framing professionals.

And there’s more. With the Olympic Games and the Queen’s Diamond Jubilee 
providing two major occasions and themes around which to boost business. 
The industry is gearing up to make the most of these occasions, and we 
at 4Walls are no different. In this issue you’ll find stories with a royal and 
sporting flavour, alongside all our regular features.

We also look at a diverse range of exciting art projects ranging from Goldie to 
The Clash, taking you from Idaho’s Clearwater National Forest and back to 
Buckingham Palace. 

So, things to stimulate business and debate, speaking of which... if you have 
any comments or feedback please let us know.

Pauline
Pauline Hutchinson. Editor at large

The winter months can dampen even the 
sunniest disposition, but this season’s  
hottest trend is guaranteed to lift the spirits. 

What’s hot?

As we enter 2012, many   
people are looking to bring 

the warmth and vibrancy of 
the Mediterranean into their 
homes. However, there’s no 
need for your customers to 
invest too much time or energy 
redecorating. The right framing 
choices can have the same 
effect. These new ranges from 
Arqadia will transform any 
home into an exotic retreat – 
without the need to lift  
a paintbrush.

Nuoro
For fans of golden beaches  
and Italian glamour, 
recommend Nuoro. Taking  
its name from a city on the  
sun-drenched island of 
Sardinia, the range will bring  
a touch of class to any living 
room with its attractive,  
washed finish and hint of 
metallic leafing. Available in 
four colour schemes (brown/
silver, white/silver, silver and 
beige/silver), Nuoro oozes 
classic Italian style.

Cadiz
The Cadiz range is inspired by 
Spanish architecture, capturing 
the essence of a bygone 
Mediterranean empire. Perfect 
for those who want to introduce 
some passion into their homes 
and available in seven colours 
(gold, silver, gold/black, gold/
brown, silver/black, silver/
brown and gold/silver), the 
range offers a choice of two 
profiles: 75mm and 111mm.

Novara
To add an air of sophistication, 
suggest the Novara range. 
Inspired by the magnificent 
neo-classical architecture and 
Roman columns of North West 
Italy, the collection features a 
simple, flat, antiqued profile.

Salerno
Taking its name from an Italian 
province, Salerno is sure to 
bring back memories of hazy 
days in the sun. The range is 
antiqued ivory in colour, with 
a flat bevel profile and a sight 
edge in either gold, silver or 
antiqued black, mirroring the 
aged decadence of the city’s 
historic cathedral. It is available 

in 44mm, 70mm or 93mm.
When it comes to selecting the 
appropriate mountboard to 
complement the opulence of 
these Mediterranean-themed 
profiles, look to classic neutral 
or monochrome colour palettes 
such as white, ivory and black. 
These tones offer timeless 
appeal to suit any style  
of artwork and interior  
design scheme. 

Thicker mountboards are 
available in a range of textures 
and can introduce subtly 
effective design elements into 
framing projects. A suedette 
board, for example, will provide 
a rich background for framing 
memorabilia. Arqadia offers 
a choice of colours that pass 
both the Silver Tarnish Test 
and Photographic Activity Test, 
making them suitable for the 
highest quality framing jobs.

These new ranges are a sure-
fire way to bring the spirit of 
summer to any interior, so 
expect them to be a big hit as 
the dark nights of winter start  
to close in. 

“These new ranges are a 
sure-fire way to bring 
the spirit of summer to  
any interior...”
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Clockwise from top left: Nuoro, 
Cadiz, Novara and Salerno
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Conservation storage, equipment and display 
specialist Conservation By Design (CXD) has 

supplied bespoke showcases worth over £1.3 million 
to the new Riverside Museum in Glasgow. 

The spectacular waterfront landmark, designed by 
internationally-renowned architect Zaha Hadid, 
opened its doors to the public on 21st July 2011. 
Dubbed Glasgow’s answer to the Guggenheim, 
the £74 million building is now home to the city’s 
transport museum.

The contract saw CXD supply over 70 individually 
designed showcases for the museum to display 
previously unseen exhibits. More than 3,000 
objects, including the world’s oldest surviving 
pedal cycle and the finest collection of Scottish-
built cars in the world, will be housed in the cases, 
which were designed by leading exhibition design 
group, Event Communications.

Paul Weston, design manager at the museum, 
said: “The Riverside Museum is an ambitious 
project by Glasgow City Council and GlasgowLife 
to celebrate the transport heritage of Glasgow. 

Tailor-made to house a vast array of historic items 
of all shapes and sizes, the showcases offer visitors 
an unhampered view of the exhibits from all angles 
to enjoy them to the full. The finished displays 
look fantastic while keeping this unique collection 
protected for many decades to come.”

Kevin Boughen, project sales manager for 
Conservation By Design, added: “The bespoke 
nature of the display cases means they are perfect 
to show the diverse range of items in the transport 
museum for future generations to enjoy. We’re sure 
thousands of visitors will enjoy learning about 
Scottish transport history.”

Transport showcased at new museum

Draw 11, the 90th annual open 
exhibition of the Society of Graphic 

Fine Art, was held in October 2011 at 
London’s Menier Gallery. 

The Society was founded in 1919 to 
promote good draughtsmanship in the 
face of Modernism and abstract art. 
Today’s members work in all drawing 
and printmaking media, in colour and 
black and white, with both figurative 
and abstract work now welcome. 

The Menier Gallery, situated within 
the historic Menier Chocolate Factory, 
provided the perfect setting for the 
event. Spread across two floors, the 
works on show varied in scale from a 
2.5m drawing to 10cm etchings. Artists 
were on hand to run demonstrations 
and workshops, and daily tours gave 
visitors an insight into their techniques 
and inspirations.

Arqadia was proud to sponsor one of 
the prestigious awards: the Arqadia 
Award for Work in Monochrome. 
Presented on 6th October 2011 by Fred 
Cuming RA, the prize honoured the 

accomplishments of Sheffield-based 
artist Jane Walker ASGFA, with her 
stunning ‘Melting Snow II’ ink artwork.

Jane commented: “The inspiration 
behind ‘Melting Snow’, like many of 
my city drawings, is from the view of 
Sheffield from our house. 

“Snow turns the city into an 
incomprehensible pattern of black 
and white shapes but, despite this, 
I have retained the forms of the 
buildings in the drawing. I used one 
large watercolour brush for most of 
the work, and with this I tried to make 
an endless variety of different marks, 
like in Chinese ink drawings. The long 
dribbles were made deliberately, they 
add to the depth of pattern and refer to 
the natural tendency of ink to drip and 
link it to the dampness of the subject.

“As an artist, I am always grateful 
for the support and recognition of 
my work. I would like to thank both 
Arqadia and the Society of Graphic Fine 
Art for this prize.”

Visit Arqadia’s online showroom

With over 2,500 different mouldings, 
a vast array of ready-made frames 

and a comprehensive selection of 
mountboards, any framing professional 
would be spoilt for choice at Arqadia’s 
outstanding showroom.

Marketing manager, Pauline Hutchinson 
explains: “Clients can browse at their 
leisure and select the products that 
are right for them. Our helpful staff are 
always on hand to offer advice or make 
suggestions if needed. 

“Plus, if anyone expresses an interest in 
specialist Conservation framing too, our 
sister company, Conservation By Design, 
offers a similar showroom service right 
across the hall – meaning no one will ever 
leave us short of knowledge or choice.”

However, Pauline acknowledges this is 
not convenient for everyone: “Running 
a business can bring time constraints, 
and a day out of the office to visit us 
in Bedford is not always possible for 
firms fighting to maintain business in 
today’s economic climate. However, we 
strongly believe in providing customers 
with what they need, when they need 

it, so inviting busy businesses to learn 
more about the services we offer without 
them even having to leave their stores is 
extremely important to us.”

With this goal in mind, detailed videos 
are now available online, providing 
the full showroom experience to those 
who can’t make the trip themselves. 
Offering a fully narrated tour of the 
showrooms, call centre and warehouse, 
the videos give a glimpse of the people, 
personalities and, more importantly, 
the services provided by Arqadia and 
Conservation By Design. 

“We continually strive to offer the 
latest innovations in our products and 
associated services so that we can meet 
our clients’ ongoing requirements,” says 
Pauline. These videos are just an extension 
of that. We really hope that people find 
them informative and useful.”

Email showroom@arqadia.co.uk to 
arrange a guided tour or one-to-one 
consultation.

Visit www.arqadia.co.uk to view the 
online videos.

In the news...

Celebrating drawing excellence

Charity Ball, a great 
success

Arqadia helps the Willow 
Foundation raise thousands 

at their annual Spellbound Ball. 

One of the most vibrant and 
successful charities in the UK, 
the Willow Foundation was 
founded by Bob and Megs 
Wilson in memory of their 
daughter Anna, who tragically 
died of cancer aged just 31. 
They are committed to making 
a difference to the lives of 
young people dealing with the 
day-to-day realities of long-
term or life-threatening illness.

Arqadia has long supported 
their excellent work and, 
this year, donated a limited 
edition print for auction 
at the Spellbound Ball, the 
Foundation’s largest annual 
fundraising event. 

Taking its 450 guests on a truly 
magical adventure, the evening 
was hosted by Mary Nightingale 
and Natasha Kaplinsky. 
Entertainment was provided by 
showstoppers David and Dania, 
the ‘quick change’ duo from 
America’s Got Talent; magician 
Marvin Berglas, owner of the 
world’s largest magic company, 
Marvin’s Magic; and Graham 
Jolley, who famously outwitted 
illusionists Penn and Teller on 
Fool Us with his special brand 
of comedy-infused trickery.

Gill Edelman, chief executive  
of the Foundation said:  
“The evening was a great 
success, and we continue to be 
delighted by the support we get 
from both our benefactors and 
companies like Arqadia, who 
always show us great generosity 
year upon year.”

More than £280,000 was  
raised on the night, as prizes  
including a holiday to 
Barbados, VIP tickets to the 
British Grand Prix and a guitar 
signed by Snow Patrol were 
auctioned off.

Find out more about the 
Willow Foundation at  
www.willowfoundation.org.uk.



Urban art pioneer Goldie certainly thinks 
so. He’s already capitalised on the 

public’s growing enthusiasm for all things 
sporty with Athleticizm, an exhibition that 
combines the worlds of sport and street art 
in a unique way. Organised in collaboration 
with sportswear giants Adidas, the show 
featured twelve unique paintings by  
Goldie depicting some of Britains’s top 
Olympic hopefuls.

The energy and power of the athletes is 
perfectly captured by the colour, vitality and 
edge of Goldie’s art. His skilfully composed 
street art style marks a departure from the 
traditional portrayal of national sporting stars 
by depicting, in Goldie’s words, “the rawness 
of their talent in a light in which they are 
rarely seen.”

The star athletes painted by Goldie include: 

•  Olympic cycling gold medallist,  
Victoria Pendleton;

•  2009 World Champion triple-jumper, 
Phillips Idowu MBE;

•  2010 FINA diving World Champion  
Tom Daley;

•  European and 2009 World Heptathlon 
Champion Jessica Ennis MBE;

•  Three-time World Champion track cyclist 
Shanaze Reade;

•  Leading field athlete and nine-time National 
Champion Goldie Sayer;

•  Commonwealth bronze medallist 
weightlifter Zoe Smith;

• High-jump hopeful Tom Parsons. 

Of Adidas’ involvement, Goldie said: “Adidas’ 
contribution to the sport world has been 
second to none. The wonderful thing about 
the great sportsmen and women that Adidas 
are involved with is simply they themselves. 
It’s them against their sport. What’s great 
is that I can put my spin on that and show 
all the dynamics of this idea in a range of 
paintings. These are twelve of the fantastic 
athletes who will be hugely inspirational to 
audiences in the UK and the world come the 
Olympics in London next year.” 

The twelve paintings were framed by 
MisterFrameMan of Norwich using Arqadia 
products. Exhibition organiser Eddie Lock 
commented: “We could not have wished for 
a more professional and supportive partner 
than Arqadia. The framing really helped to 
enhance the artwork and we are extremely 
grateful for their support.”

Arqadia’s sales director, Steve Burke, 
attended the opening of the exhibition at the 
Underdog Gallery in London. He said: “We 
were delighted to be able to offer our support 
to this fabulous exhibition. Goldie is an 
extremely talented and popular artist whose 
work appeals to a wide audience of art lovers. 
It was been a real pleasure to be involved in 
such an anticipated show.” 

Exhibitions like Athleticizm are just one 
example of how the Olympics are already 
benefiting the art and framing industries. 
Expect to see this continue through 2012, and 
look forward to a big business boost around 
the time the Games close. Just imagine all the 
stunning photography and artwork capturing 
the events that will require your attention.

Contact enquiries@misterframeman.co.uk to 
find out more about MisterFrameMan.

It’s not just 
Britain’s top 
sports stars 
heading to the 
Olympics… 
Kevin 
Boughen, 

project sales manager at 
Conservation By Design 
(CXD), is on his way too!

While he may not be 
taking a place on the 
starting line, Kevin will 
be playing an important 
– if not glamorous – role. 
Following a successful 
application and interview 
process, Kevin, who 
has worked at CXD for 
11 years, will form part 
of a team of transport 
volunteers during 
the Olympic rowing 
meet at Eton Dorney, 
Buckinghamshire. 

Kevin commented: 
“When I saw an 
advertisement for 
volunteers on the official 
Olympics website, I 
knew it was a once-in-a-
lifetime opportunity that 
I didn’t want to miss out 
on. I didn’t mind what I 
would be doing, but feel 
lucky to have been placed 
at the rowing as it’s not 
too far away from where 
I live, and it’s something 
I know the Great Britain 
team are very good at. 
I never got round to 
applying for tickets, so 
fingers crossed this way 
I’ll get to help out and see 
some of the action!”

Kevin will be working as a 
driver around the venue 
between 28th July and 4th 
August 2012, although as 
yet he knows little about 
his responsibilities. 

“I’ll never get another 
chance to work at an 
Olympic Games, and 
I can’t wait to find out 
more about what I’ll be 
doing there,” he added.

Read more about Kevin’s 
Olympic experience in 
the next issue of 4Walls.
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On your marks,  
get set, go! 

 Goldie

Suddenly, the Olympic Games feel like a reality 
rather than a plan. The whole country’s hoping 

they will give our economy a much-needed shot in 
the arm – but will they?



Sue owns Sue’s Gallery and Framing in 
Cricklade and is commended by the Fine 

Art Trade Guild. Wootton Bassett Town Council 
approached her because they wanted a local 
business to be involved in such a momentous 
occasion for the town.

“I knew this project would be something quite 
special,” says Sue. “But quickly realised it would 
be by no means straightforward. The timescale 
was extremely tight. I only had the actual  
Letters Patent for a week so I had to do all my 
research and ensure everything was ready to  
go beforehand.

“I consulted Simon Davies from Arqadia 
and he put me in touch with a colleague at 
Conservation By Design. I also spoke to others 
from the Fine Art Trade Guild, but no one  
had specific experience of framing something 
like this. 

“There were so many considerations to take into 
account. The heavy seal, which hangs from the 
bottom of the document by a silver plaited cord, 
really dictated how it would be framed, but I also 
had to think about the overall weight and how it 
would be displayed. Conservation was the main 
consideration though, as the frame would need 
to protect the Letters Patent from fluctuations  
in temperature, humidity, pollutants and  
off-gassing. 

“I decided to float-mount the Letters Patent 
to ensure the whole thing was visible. The first 
thing was to construct the box. This would 
normally be done using MDF but, because of the 
conservation requirements and the weight of the 
piece, I wasn’t sure if this was suitable. I spoke 
to a highly skilled cabinet maker who owns the 
shop next door and he reassured me that MDF 

was the best choice as it does not bend or warp. 
I used acid-free foam core and black heritage 
mountboard from Arqadia to line the box and 
protect the Letters Patent from off-gassing. 

“Humidity and moisture control were also an 
issue because it was made of vellum. I used RIBS 
foil from Conservation By Design to ensure the 
environment doesn’t become too moist or  
too dry.

“I float-mounted the Letters Patent document 
using archival tape and the chain of the seal is 
held in place with gold wire which is soft, pliable, 
inert and secure. The frame was then finished 
with anti-reflective Tru Vue Museum Glass to 
prevent damage and fading from UV rays. 

“The finished frame is approximately three feet 
wide and four inches deep. The use of black and 
gold creates a dramatic effect and looks very 
impressive. The Council was delighted with 
the finished piece and felt that we had really 
enhanced the Letters Patent, which is exactly 
what framing is supposed to do.” 

Town Clerk Johnathan Bourne said: “Sue really 
has done a superb job. It looks very impressive 
and we know that it will be kept in pristine 
condition for years to come.” 

The framed Letters Patent was presented to 
Wootton Bassett by Her Royal Highness, the 
Princess Royal at a ceremony on Sunday 16th 
October. It is currently displayed as part of an 
exhibition in the town library and attracts nearly 
3,000 visitors a week.

Sue added: “I am delighted to have framed this 
very important piece of artwork. It has been 
quite a challenge, but an honour to have worked 
on this project.” 

Michael’s art depicts Queen Elizabeth II and 
Irish President Mary McAleese in sombre 

contemplation during a wreath-laying ceremony 
at Dublin’s Garden of Remembrance in May 
2011. This was the first ever state visit by a British 
monarch to the Republic of Ireland, and Michael 
was the only non-photographer given full access 
to record the historic event.

Michael and his family were then invited to 
Buckingham Palace to present the artwork to the 
Queen’s Secretary and Chief Clerk. The painting  
will go into the Royal Collection and may form  
part of a UK-wide art tour to mark the Queen’s 
Diamond Jubilee.  

Michael commented: “It was just a magnificent day 
and a huge highlight in my career as an artist.” 

Nigel Baker and Adam Shapiro of Frameworks in 
Ennis, Co. Clare used Arqadia’s Petite moulding 
from Larson-Juhl to frame the painting.

“We chose that particular moulding because 
of its superior quality and stunning design,” 
says Michael. “I was delighted with the finished 
product and several people at Buckingham Palace 
commented on the beautiful frame.”

Fit for a queen
Irish artist Michael Hanrahan has become the only living artist to 
be included in the world’s most exclusive art collection – but it’s 
not just his painting that is turning heads in Buckingham Palace.
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A FRAME

When Sue Ilett set about framing 
the Letters Patent, the document 
proclaiming the town of Wootton 
Bassett’s Royal status, she knew it  
was going to be a challenging job. 

A challenge and an honour 

“The finished frame 
is approximately 
three feet wide and 
four inches deep. The 
use of black and gold 
creates a dramatic 
effect and looks very 
impressive. The 
Council was 
delighted with the 
finished piece and 
felt that we had really 
enhanced the Letters 
Patent, which is 
exactly what framing 
is supposed to do.” 
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From Kandinsky to Rothko, London-based artist Tim Wakefield is the latest in a long 
line of artists fascinated with capturing the elusive power of music. By combining the 
two mediums with technology, he has created something very special indeed.

The Art of Sound

Described by his peers as an 
extraordinary visionary, Tim creates 

images that resonate with both art lovers 
and musicians alike by visually representing 
some of the world’s most iconic music.

In 2009, Tim developed a way of capturing 
the ‘digital waves’ formed by instruments and 
vocals as they are recorded. He then enlarged 
and customised the unique images to create 
contemporary pieces that depict the ‘soul’ 
of the song being performed. The striking 
results were an instant hit and Soundwaves 
Art was born.

“Through Soundwaves Art, I have been 
incredibly privileged to work with people 
who I have admired and listened to most 
of my life,” explains Tim. “Music created 
by people like Tina Turner, Bon Jovi, Muse, 
Queen’s Brian May, Bryan Ferry, Pearl Jam, 
Abba, Robert Smith, Mick Jones and so many 
others continue to inspire me to create new 
pieces of Soundwaves Art.

“From the very beginning, when I started 
presenting top musicians, songwriters and 
bands with copies of the work I had created 
from their music, they all immediately agreed 
to become part of the project. As such, each 
individual piece of artwork I now undertake 
comes attached with a handwritten lyric 
and personal signature by the musician, 
which is a great compliment and massive 
endorsement for what I am trying to achieve 
with my work.

“So far I have worked with more than 60 
musical artists. Each time is a completely 
new experience, and I constantly explore 
different techniques and seek advice from 
other artists and musicians to ensure I get it 
right. I spend so much time listening to the 
lyrics before choosing colours for the digital 
waves, and I feel strongly that every piece of 
music requires a diligent approach to design 
and shape. The emotion gained by the art has 

to reflect what is in the song, so it can be very 
time-consuming.”

Tim works directly with the musicians to 
select specific songs before a digital wave is 
captured and converted into a Soundwaves 
Art piece. The process is very challenging, 
often taking more than a dozen edits before a 
final product is presented to the musician  
for signature.

For Tim, however, the hard work is justified. 
Soundwaves is more than a passion; it’s also 
a method by which Tim can raise funds for a 
cause very close to his heart.

“I have been helping to raise money for 
Nordoff-Robbins Music Therapy since 
the very first Soundwave collection. As 
the UK’s largest specialist music therapy 
charity devoted to improving the quality of 
life for children and adults who have been 
isolated by disability, trauma or illness, 
Nordoff-Robbins is a cause I continue to feel 
personally attached to. 

“Music therapy uses the qualities of music to 
help children and adults live more creatively 
and resourcefully by reaching out to many 
individuals who previously have struggled to 
express themselves or show reactions in more 
normal ways. By using music creatively, great 
things are being achieved, and in that I feel 
we have a great synergy with their  
core beliefs.”

At the 2009 Music Industry Trust Awards in 
London, a signed Soundwaves Art depiction 
of Snow Patrol’s hit ‘Chasing Cars’ managed 
to raise a record £21,000 for the charity. More 
recently, sales of a collection including Paul 
McCartney’s ‘Band on the Run’ made over 
$150,000 at star-studded event at Julien’s 
Auction House in Beverly Hills.

Twenty of the major pieces in the Beverly 
Hills auction were displayed within stylish 
mouldings donated to the project by Arqadia, 

which partnered with Tim to deliver some 
truly standout pieces.

Tim explained: “It is so important for the 
artwork to be presented in the right way and 
the beautiful frames supplied by Arqadia 
made a huge difference to the finished pieces. 
Having worked with the company many 
times before, I appreciate that the team  
there knows exactly how to make a picture 
look its very best, and I am always grateful 
for their continuing support of my 
fundraising endeavours.”

From Eric Clapton’s ‘River of Tears’ on canvas 
to a large 54” x 54” piece representing The 
Clash’s ‘Should I Stay Or Should I Go’, Tim’s 
art continues to win global accolades and 
requests from celebrities, dignitaries and art 
enthusiasts. But what does the future hold for 
Soundwaves Art?

“In the next year, I am hoping to work with 
some American stars to raise money for 
the Gibson Foundation, which supports 
programs and other non-profit organisations 
in their efforts to advance education, music 
and the arts, the environment and health and 
welfare causes. However, from a personal 
creative perspective, the sky is very much  
the limit! 

“There are still so many amazing artists and 
wonderful pieces of music I would love to 
work with. BB King is top of the wish list as 
I would really like to tackle the blues with 
Soundwaves Art, but it’d be great to create 
some pieces with The Rolling Stones and  
Bob Dylan too. 

“So long as there continues to be an interest 
in the project, I will continue to create new 
art. I enjoy seeing how the combination of 
music and technology can come together 
to make something so beautiful, and look 
forward to seeing how I can evolve and grow 
these processes for many years to come.”



We all know now how crucial it is that 
our actions do not impact upon the 

planet’s limited environmental resources. 
This is an issue that many of your customers 
care deeply about, and you will increasingly 
be asked to confirm that the products you 
supply them are sourced in a responsible, 
sustainable way. 

Since 1991, Larson-Juhl has been committed 
to supporting reforestation schemes across 
the world, partnering with American Forests 
to form the Global ReLeaf ecosystem 
restoration project. During this time Global 
ReLeaf has been responsible for planting 
more than 400,000 new trees across 30 
damaged forests in countries including 
Ecuador, Romania, Indonesia and Gambia, 
plus locations throughout the US.

One of the latest projects agreed by the 
partnership will see Larson-Juhl fund the 
reforestation of 13,000 trees, the equivalent 
of 50 acres, in Idaho’s Clearwater National 
Forest. This restoration is expected to have 
multiple benefits: providing a food source 
to local wildlife, stabilizing the soil, and 
protracting snow melt at high elevations. 
The new trees are being grown through a 
genetic breeding program that will make 
them resistant to blister rust, one of the most 
significant causes of their demise.

Larson-Juhl’s president and CEO Steve 
McKenzie explained: “If it weren’t for the 
support of our customers and hard work of 
the Larson-Juhl team members, we would 
not have the ability to donate plantings 
around the world. The environment is a top 
priority for Larson-Juhl and Global ReLeaf 
is something we feel very strongly about 
contributing to.”

Sustainable products
With numerous manufacturing locations 
globally, Larson-Juhl is active in keeping its 
business interests green and preserving the 
environment for future generations.

Forming one strand of its three-part global 
promise mission statement, Larson-
Juhl has pledged to create products that 
use sustainably sourced materials and 
environmentally efficient technologies. 
Because of this, Larson-Juhl has earned 
three of the most respected forest-friendly 
accreditations available, and can offer a 
number of custom frames and moulding 
collections that are certificated by the 

Forestry Stewardship Council (FSC), the 
Sustainable Forest Initiative (SFI) and the 
Programme for the Endorsement of Forest 
Certification (PEFC).

Working throughout the entire supply 
chain to promote good practice in the 
forest, the PEFC is the world’s largest 
forest certification system, committed to 
ensuring that forest products are produced 
according to the highest ecological, social 
and ethical standards. The FSC meanwhile, 
is an international, non-governmental 
organisation dedicated to promoting 
responsible management of the world’s 
forests. The SFI accreditation is awarded so 
that consumers can be confident they are 
buying wood or paper from well-managed, 
legal sources.

Sustainable practice
Larson-Juhl has mapped out a ‘Journey to 
Sustainability’ plan that consists of several 
key goals and initiatives that will put them 
firmly on the path to complete sustainability. 
This includes short-term practices such as 
including forest-friendly messages within  
all business communications, and longer-
term strategies that will make it easier for 
team members to be responsible for their 
own paper usage. Larson-Juhl aims to 
determine its carbon footprint and establish 
workable reduction goals in line with the 
reforestation programme.

For the next three to five years, sustainability 
models will be implemented business-wide, 
with the hope that one day Larson-Juhl will 
be able to plant as many trees as it consumes 
in its moulding production. It won’t be 
an easy task, but it’s one that Larson-Juhl 
is committed to taking for the good of its 
clients, its employees and the future of  
the planet.

Find out more about Larson-Juhl’s eco 
promise and the Global ReLeaf operation at 
www.larsonjuhl.com.

The 32 year-old specialises in depicting 
the realistic movement of all creatures 

great and small, and has built up quite a 
reputation during his time in the UK. He is 
now frequently commissioned to undertake 
specific wildlife projects and to create 
artwork based on people’s pets or  
farm animals. 

What’s more, Manuel has also established 
some very special relationships. Not just with 
local art lovers, but also with the people he 
trusts to frame his precious creations.

The Framery in Stonely was established 
in 2000 by Sue Renkin and her husband 
Kim. They specialise in the creation of 
bespoke framing solutions for anything from 
photography to memorabilia to clothing. 
The couple came into contact with Manuel 
through another valued customer who had 
discovered the artist’s work while travelling  
in Spain.

Sue explained: “Our customer had fallen in 
love with Manuel’s work and had decided to 
bring both him and his drawings back to the 
UK so that others could experience his talent.

“Having framed many items for this 
particular client in the past, including tea 
towels and shot gun cartridges, we had 
enjoyed a long-standing and excellent 
relationship with them. When we framed 
some of Manuel’s work for them, the artist 
himself seemed to also appreciate our 
style and craftsmanship, and things have 
blossomed from there.”

Employing mainly pencil on MDF board 
to create his art, Manuel prefers that his 
artwork not be hidden behind glass once it 
is framed. “Of course, this is only possible if 
framed without a mountboard,” Sue explains. 
“Otherwise it wouldn’t be secure.”

“He is very specific about how his work is 
displayed, and very much seems to prefer 
the greater selection of mouldings we have 
access to here in the UK. Because of this, 
he frequently flies his artwork over from 
his Spanish studio, just so that we can 
help him frame it. It’s incredibly flattering 
that he trusts us in this way, and is a great 
acknowledgement for our suppliers at 
Arqadia, who have captivated him with an 
amazing array of framing products.”

So, when Manuel was asked to make a 
contribution for auction at the Game and 
Wildlife Conservation Trust’s annual charity 
ball, he naturally turned to The Framery and 
Arqadia to help him frame the piece. 

Pauline Hutchinson from Arqadia 
commented: “Manuel has an amazing 
reputation in his native Spain for capturing 
anything from Africa’s big game to the wild 
animals of greater Europe. So when he 
decided to spend part of the year in England 
it was interesting to see what he would make 
of British wildlife.

“The piece he wanted to frame for the Game 
and Wildlife Conservation Trust ball was a 
stunning depiction of pintail ducks circling 
over a number of hares. It was a very classic 

British scene done in Manuel’s own unique 
style, and we were delighted to be asked 
by his preferred framers at The Framery to 
provide the perfect frame to complement it.”

The auction and ball took place in November, 
and Manuel’s art raised a substantial amount 
for the charity.

The strong relationship that Manuel and 
The Framery have formed and the amount 
of repeat business born of it is testimony to 
the power of quality workmanship and good 
customer service.

Find out more about Manuel and his work 
at www.manuellopezrodrigo.com.
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Spanish artist’s  
animal instinct

Acclaimed Spanish artist 
Manuel Lopez Rodrigo has 
brought his flair for animal 
artistry to Britain, setting up 
a small studio near St. Neots 
in Bedfordshire.

Larson-Juhl takes 
environmental action
Arqadia’s parent company, Larson-Juhl, has been brightening  
up the homes of people worldwide for over a hundred years. 
But it’s not just indoors that this global giant has an impact – it’s 
out in the wilds too.



When you first enter the framing world you 
hear numerous terms and phrases being 

bandied around. You want to ask: “What is Lignin?” 
and “Blue Wool Scale – something to do with 
sheep?” but you don’t. Be it fear or embarrassment 
that stops you, it means that many of these  
terms remain a complete mystery – even to 
experienced framers. 

Standards
So where does this jargon come from? Much 
mountboard terminology is derived from the Fine 
Art Trade Guild’s standards. Published in 2004, 
these were the result of extensive collaboration 
between the leading mountboard suppliers and 
manufacturers in Europe and the USA. 

The Guild’s standards relate to the composition 
and characteristics of papers and boards used in 
framing. There are three categories of mountboard: 
Cotton Museum, Conservation and Standard, each 
appropriate for different jobs according to the 
Guild’s Five Levels of Framing:

• Museum level: The ultimate protection for artwork

•  Conservation level: Helps preserve artwork for 
future generations

•  Commended level: Guarantees a degree of 
protection, with design playing an important part

•  Budget level: Visually pleasing, but offering no 
long-term protection 

• Minimum level: Putting economy first.

In simple terms, Cotton Museum board can be used 
at any level, whilst Conservation board can be used 
at Conservation Level and below, and Standard 
board may be used only at the lowest three levels.

Boards with a white core usually fall between 
Conservation and Standard grades. Which  
category the board falls into is mainly dependent 
upon the level of bleed resistance of the facing 
papers. This often causes confusion, evident  
when a Standard board, albeit termed ‘Whitecore’, 
was used for Conservation Level framing in 
the Guild Commended Framer examination. 
The category into which each white core board 
falls should be clearly stated on the supplier’s 
mountboard selector. 

The differences between the three categories of 
mountboard are considerable. With the exception 
of solid core board (self-explanatory), mountboard 
comprises three constituents: facing papers, 
backing papers and a core. The core or pulp, 
however, may comprise a variety of constituents.

Cotton Museum board must be made from  
100 percent cotton fibre and contain no post-
consumer waste.

Conservation board must be made from chemically 
purified woodpulp or cotton fibre with an alpha 
cellulose content of no less than 84 percent, and it 
should not contain post-consumer waste. Alpha 
cellulose is a highly refined insoluble cellulose from 
which most detrimental materials have  
been removed.

Standard board may contain cotton but is more 
likely to comprise woodpulp. It is sometimes 
chemically purified, or it may be mechanically 
beaten to produce coloured core and cream core 
boards. Standard board is allowed to contain both 
pre- and post-consumer waste.

Mountboard thickness is very important, so be 
precise. Although it is sometimes referred to by 
sheet or ply (the number of layers of paper that 
have been laminated together to form the board), 
thickness should be measured in microns.  
1,000 microns equates to 1mm. The standard 
thickness for board in the UK is 1,400 microns, 
which is 1.4mm.

Terminology
The term ‘buffering’ often causes confusion. 
Manufacturers of quality mountboard add an 
alkaline buffer, usually calcium carbonate (chalk), 
to all categories of board. This slows down the rate 
at which the board absorbs acids from contact 
materials and the atmosphere, increasing its 
longevity. A small number of cotton museum 
boards are not buffered as they are intended  
for use with alkaline sensitive materials such  
as photographs.

It can be difficult for framers to identify specific 
photographic processes, but most produce an 
alkaline sensitive emulsion that should not come 
into contact with buffered board. If in doubt, play 

safe and use unbuffered board. However, 
buffered boards may be used within the 
frame package if not in direct contact with 
the photograph.

There are two tests designed to check 
the compatibility of mountboard and 
photographs: the photographic activity 
test (PAT), which highlights potential 
chemical reactions between mountboard 
and photographs, and the silver tarnish test, 
which checks for chemical impurities within 
mountboard that may have a harmful effect 
on photographic emulsions

The term ‘acid-free’ is often used to describe 
framing materials, implying that a material 
contains no acid. A more accurate term 
would be ‘pH neutral.’ This refers to a pH 
value of seven; below that, materials are 
acidic, and above that they are alkaline.  
As one would expect, the pH value of 
unbuffered board falls within a pH range 
of 6.5 to 7.5, whilst buffered board is in the 
range 7.5 to 9.5.

Lignin, and the damage it causes, is another 
common concept that confuses some 
framers. Different types of lignin are found 
in all plants; they are essentially organic 
polymers that make plants woody. The 
function of lignin is to regulate the uptake 
of liquids in plants. Lignin is not in itself 
an acid; however, most lignins do contain 
carboxylic acids, and as wood (and board 
and paper made from woodpulp) deteriorate 
they give off acids. There is no lignin content 
in Cotton Museum board, since it is made 

from cotton rather than wood. There is a 
maximum 0.65 percent lignin allowed in 
Conservation board, or a Kappa number 
of less than five. Kappa numbers refer to a 
test for the degree of lignification of pulps. 
There are no specifications about lignin for 
Standard board; the core contains chemically 
purified or mechanically beaten woodpulp.

The Blue Wool Scale (BWS) measures 
the permanence of colours. The test was 
traditionally used in the textile industry, but 
was adopted by the printing industry, as a 
measure of the lightfastness of colourants. 
Lightfastness is the chemical stability of 
a pigment or dye under long exposure to 
light, and should not be confused with 
colourfastness, which is the resistance to 
fading of a pigment or dye. The BWS has a 
range of one to eight; eight is the highest 
value, providing excellent lightfastness. 

According to the Guild’s Mountboard 
Standards, the BWS value of Cotton Museum 
board must not register less than five on the 
scale; Conservation quality board should 
have its minimum rating readily available 
to buyers, and there is no defined value for 
Standard board. Arqadia mountboard has 
the BWS value printed on the back, which is 
normally a minimum value of three.

I should also mention ultraviolet (UV) 
radiation and the effect it can have on 
mountboard. UV radiation is high-energy 
light that results in the fading of dyes and 
pigments and the deterioration of board. UV 
represents only five percent of visible light 

(sunlight) and yet is responsible for  
90 percent of damage to materials. 

UV light is of relatively high frequency and 
has short wavelengths of between four 
and 400 nanometres (nm), most of which 
is absorbed by the ozone layer. However, 
the proportion doing the most damage is 
between 300 and 380nm. UV light between 
the frequency range of 300 to 340nm causes 
lignin to deteriorate, thereby discolouring 
and embrittling paper, as seen when the 
core of Standard board turns brown. UV light 
of a frequency greater than 340nm causes 
pigments and dyes to fade, which is the 
reason the BWS was adopted by the  
paper industry. 

UV protective glass that blocks a high 
percentage of light in the 300 to 380nm  
range is available from suppliers, but this will 
only delay embrittlement and fading, not 
stop it completely.

The introduction of Mountboard Standards 
by the Fine Art Trade Guild was a significant 
step forward in helping framers understand 
the materials available to them, particularly 
when combined with the Five Levels of 
Framing. However, manufacturers and 
suppliers should be willing to assist with 
technical queries to ensure customers  
make the correct product selection. And 
framers, if in doubt, should not be afraid  
to ask.
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Technical framing jargon can bewilder even the most 
experienced framer. Here, Mal Reynolds addresses a number 
of the myths surrounding mountboard technology.

Mountboard
The Simple Basics



Ask the Experts

Q: A customer has brought in  
an Eastern Tapestry which is 
approximately 38 x 38 inches.  
They believe that they have seen 
something similar that was hung on 
the wall by attaching a flat piece of 
moulding behind the tapestry with 
Velcro, then hanging it with a chain 
attached to the moulding. I am 
concerned that Velcro will not  
be stong enough to support  
this, could you please offer  
some advice? 

A: Unless you use several strips of 
Velcro across the back, it is not 
advisable. Even then, should the 
Velcro be attached using a pressure 
sensitive adhesive this could fail over 
time or damage the fabric. Certainly 
using any form of adhesive does not 
comply with Conservation 
standards unless it is Evacon-R.

An alternative would be to sew 
loops onto the top edge. This 
method is commonly used by 
quilters to hang quilts and as such 
your tapestry could be framed so 
that one sees both sides of  
the tapestry. 

Should your customer not wish to 
have loops sewn to the work, an 
alternative would be to use several 
rows of stitches around 12 inches 
apart and then sew the tapestry to 
a mountboard. To add extra 
strength, use EvaCon-R to glue the 
mountboard to a 5mm foamboard. 
If you wish to try this method, here 
are a few handy hints:

•  Drill small holes in the 
mountboard, don’t try to push a 
needle through mountboard.

•  Use a curved needle and strong 
thread to sew through the back of 
the tapestry, taking care not to 
come through the front, then feed 
the ends through the drilled holes. 

•  Tie off the thread and tape over it 
for extra security. 

Q: I have been asked to float- 
mount a painting which is on card. 
Can you please advise me on the 
best adhesives to use for mounting 
card to foamboard, and then the 
foamboard to primed MDF? The 
customer has specified no glass 
hence the MDF background.

A: In the first instance my advice 
would be to use Evacon-R. 
However, because Evacon-R is 
reversible, it could fail if it got wet. 
As such, a straight PVA could be 
the answer. However, as the 
painting is being glued to both 
foamboard and MDF, you may find 
you have problems with both 
solutions. In any case, to ensure a 
good bond coat/prime the board 
with the adhesive, let it dry and 
then apply a second coat before 
sticking the boards to the 
foamboard in the same way as the 
MDF is being primed. 

Q: I have received increased 
interest from a local photographic 
gallery to frame their photographs. 
Their mouldings of choice are 
typically a narrow profile and they 
prefer glass to styrene, with the 
glass sizes typically being 
800/900mm x 400/500mm. On 
mouldings of this type where only 
one ‘V’ nail is possible at the 
jointing, I have a concern about the 

best hanging method to support 
the frame whilst preventing the 
weight of glass from distorting the 
moulding. What are your 
suggestions as to the best hanging 
arrangement for this width  
of moulding?

A: Be very cautious about using  
the narrow mouldings the 
photographers want with glass, 
because the extra weight could well 
cause either the mitres coming 
apart or the hanging system failing.

Firstly, advise the photographers 
that they should use a more 
substantial moulding or as you 
suggest, use styrene. Furthermore, 
ask that they consider what would 
happen if the item falls off the wall 
or comes apart. If the glass should 
break, injuries could easily be 
sustained. Hopefully, when the 
possible consequences are 
explained they will come round  
to your way of thinking. 

Consider the possibility of the 
mitres coming apart. If you glue as 
well as pin, you could also try 
screwing in some brass corner 
plates which will increase the 
strength at the corners and prevent 
the mitres coming apart; but yet 
again you have a limited width to 
get both the screws and plate to fit.

The hanging arrangement is a little 
more problematic. In harder woods 
such as ramin and oak and certainly 
with a small width, drill a pilot hole 
to take the screw, otherwise you 
are certain to split the wood. In this 
particular case, you are not going to 
get a screw greater than12mm into 

the moulding and consequently you 
should coat the screw with PVA 
before screwing the ‘D’ ring to the 
moulding. You can then string as 
normal, but be sure to advise that 
the frame is supported by two 
picture hooks.

This is a typical situation where a 
photographer believes they know 
better than the framer and ignores 
his/her advice. Certainly advise the 
customer that you feel the moulding 
is not strong enough to take that 
size of glass. Furthermore, with such 
a large frame/photograph in such a 
small moulding, you can always say 
that you are not sure the finished 
item would look good aesthetically. 

Q: I have a customer who wants a 
photograph framed but it is very 
long and narrow (approximately 
131cm long x 30cm wide). They 
would prefer it to be mounted 
with a 1.5 inch border. Is there 
mountboard available on the 
market that can accommodate 
such length?

A: Arqadia supplies jumbo 
mountboard that measures 
1630mm x 1120mm, thus allowing 
you to cut your mount. We also 
have a range of SolidCore and 
CottonCore that are available in the 
same size. Alternatively, you can 
purchase single sheets of jumbo 
mountboard from a wholesaler. 

If you have a question you want  
to ask our panel simply visit  
www.arqadia.co.uk and follow  
the instructions.
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Got a problem? From technical framing 
solutions to business and sales issues,  
our experts are on hand to help you  
delight your customers. 

The panel (l to r): Arqadia’s Sales Director, Steve Burke; Mal Reynolds from Harlequin Framing; 
Eve Reid from visual merchandising consultants, Metamorphosis, and Stuart Welch, founder of 
conservation storage and equipment specialists, Conservation By Design. 

Myles, 39, brings a genuine passion for art to his 
role at Arqadia, giving him a unique perspective 
on the importance of framing. He also looks after 
the largest of Arqadia’s sales regions and spends a 
lot of time on the road visiting retailers.

Before joining Arqadia, Myles worked at the Irish 
Museum of Modern Art in Dublin. As the head 
of art installation, the role allowed him to meet 
artists from around the world and play a part 
in some of the most high profile contemporary 
exhibitions. Despite his love of modern art, Myles 
cites his favourite artists as the impressionists 
Degas and Renoir. 

After leaving his role, Myles decided to combine his 
passion with his naturally gregarious personality, 
and Arqadia has allowed him to do just that. 

He said: “A beautiful frame can really bring a 
piece of art, a print or a photograph to life. It can 
completely change the look of a room and the look 
of what it is you’re framing. 

“There are so many options available to the 
consumer nowadays, but it is up to the framer  
to help them make an informed choice, taking  
into account everything from the room it will  
be displayed in and colour schemes, to the  
subject itself”.

During his four years with the company, Myles 
has witnessed first-hand how the industry has 
responded to challenging economic conditions 
and is very positive about the future.

“There have been a number of start-up businesses 
that have sprung up over the last year and this is 
wonderful to see. Running your own business, 
although daunting, can be extremely rewarding. 
Picture framing as a business has a relatively 
low initial outlay, so it’s a good choice for people 
looking to make a career change.

“In times like these, retailers have to be innovative 
– and they are. They realise that diversity is key if 
they want to convince consumers to spend their 
hard-earned cash. Travelling all around the country 
visiting retailers’ businesses, I have been constantly 
surprised and impressed at framers’ ability to adapt 
and broaden their offering to appeal to a wider 
audience. Many no longer rely on framing alone 
and I have certainly seen an increase in the number 
of businesses offering services such as canvas 
printing so that they can provide added value.”

In September, Myles married his girlfriend of five 
years, Judith, in a French Chateaux in the presence 
of close friends and family. Since returning from 
their honeymoon, they hope to open a shop in 
Wexford where Judith will practise as a nutritionist.

Meet the Team
Republic of Ireland sales representative, Myles Kehoe, 
explains how retailers are finding innovative ways to 
overcome challenging market conditions.
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Thank goodness 2011 is gone! 
What a miserable year it 
was. We had it all: cutbacks, 
riots, strikes and politicians 
determined to run the whole 
country into the ground. 
But that’s enough of that… 
Let’s get back on track and 
approach the new year with 
some optimism. 

The Olympics are mere months 
away! No matter what you 
think of the cost involved, this 
is an opportunity for the whole 
country to come together, show 
off our sporting excellence,  
and reap the rewards the event 
will bring.

When I was in Scotland 
recently my suggestion that 
the Olympics will benefit the 
entire UK economy was met 
with scepticism. “We won’t see 
any benefit in Scotland, it’s all 
designed to give London  
a boost.”

I disagree. The Scottish tourist 
board will be swamped with 
thousands of visitors reluctant 
to leave the UK without a visit to 
the hotspots of the Highlands. 
It’s also a great opportunity for 
the country to learn best practice 
ahead of the Commonwealth 
Games, set to be held in Glasgow 
in 2014.

Furthermore, if you look at the 
products and services that will 
be needed in London during this 
period, Scotland actually comes 
out very well. For example, 
consider the increased traffic 
that London-based branches of 
The Royal Bank of Scotland will 
see, or the Aberdeen Angus beef 
and Scottish salmon to which 
visitors will undoubtedly treat 
themselves – not to mention the 
whisky on offer!

But it’s not just Scotland and 
England that will see the benefits 
of the Games. The stadiums of 

Wales will ring with the sound 
of enthusiastic fans, and both 
Dublin and Belfast will surely 
attract an wealth of ex-pats 
wanting to visit the ‘old country.’ 

And it’s not only the influx of 
visitors from abroad that will 
boost the tourism industry. 
Those who cannot stand sport 
will want an escape route, and 
will seek out remote cottages 
with no television or radio links 
for a pleasant ‘staycation’.

I won’t be one of them, though. 
I will be cycling with Sir Chris 
Hoy, diving with Tom Daly and 
playing for team GB alongside 
our captain David Beckham. 
Every hop, skip and jump will 
remind me of every pound 
generated for the UK economy – 
and I mean the whole UK!

Good luck to all the  
home nations!

Matt Finish’s 
Soapbox
Join Matt as he shakes off the 
doldrums of 2011 and looks 
forward to what he hopes will  
be a better year.

Keeping customers happy, ensuring they 
come back and encouraging them to tell their 
friends... Customer service is undoubtedly at 
the heart of every successful enterprise. Here, 
Arqadia’s customer services manager, Tracey 
Masters, gives her top tips for providing the 
best experience possible.

Customer Service
Business-boosting ideas:

Top Tips:
■ Build a rapport with customers.  

Remember details and ask 
questions.

■ Keep your promises. If you say you  
will get back to someone within 
the hour, do so – whether you have 
an answer or not. 

■ If a customer writes or emails with  
a query or complaint, acknowledge 
it straightaway and give timescales 
for a response.

■ Deliver what you say you will. 

■ Where difficult customers are 
concerned, just listen and let them 
talk.  The worst thing you can do is 
interrupt. Take notes so that they 
don’t have to repeat what they 
have already said and agree an 
action plan together.

■ Smiling on the phone always 
comes across. No one likes talking  
to a grumpy person.

Tracey has been with Arqadia for 13 years 
and is responsible for ensuring that both 

orders and enquiries are dealt with quickly 
and efficiently. The Arqadia call centre is 
the central hub of the operation, taking an 
average of 2,000 calls a week – not to mention 
the 30 percent of orders that are now taken 
through the company’s website – with a team 
of only eight agents.

“Customer service is about sending customers 
away happy,” Tracey says. “Happy enough 
so that they return and also pass on positive 
feedback of their experience to others. In 
difficult times like these, a business that 
doesn’t retain customers will not remain 
profitable for long.”

Tracey is keen to emphasise that customer 
service is something that needs to be present at 
every level of a company – not just at the point 
of sale. “Customers expect to receive good 
service when they are looking to buy a product, 
but what’s more important is what happens 
next. It’s often during the after-sales process 
that they make their verdict as to whether they 
will return or make a recommendation.”

Despite the small team, the Arqadia call centre 
deals with a wide range of matters. Not only 
do they take all orders and enquiries that 
come via phone, web, fax and email, they also 
deal with stock enquiries, chase deliveries and 
handle quality control issues, meaning that no 
day is a quiet one.

“At Arqadia we have some very simple rules in 
place which we think make all the difference 
to a customer’s experience.” 

“It starts from the moment we pick up the 
phone, which we always aim to answer within 
three rings. We know that our customers’ 
time is precious, so don’t want to keep them 
hanging around. We also have a call logging 
system in place so that we can assign more 
staff if needed during busy periods. All our 
agents are partnered to cover each other 
should they not be available to take a call.

“It’s also imperative that those answering 
enquiries know about every aspect of the 
company, the service and the product range 
– again, so that no customer is left waiting for 
long periods of time.”

Tracey is also keen to make sure that her team 
is happy and feels that this is reflected in the 
service they provide. 

“Where the team is concerned, it’s important 
that staff feel valued and motivated. There’s 
nothing worse than having your call answered 
by a grumpy operative!

“We don’t have a high turnover of staff at 
Arqadia and this certainly helps to provide 
customers with a feeling of continuity. It also 
helps to position the company as stable and 
loyal, showing them that they can put their 
trust in us.”

Regardless of how smoothly an operation runs 
there is always going to be the odd customer 
with a problem or complaint, as well as those 
who go out of their way to be difficult. 

“However hard it might sometimes seem, 
it’s our job to listen to a customer’s problem 
without interrupting and then work with them 
to come to a solution. Never be patronising 
or try to tell them they are in the wrong, you’ll 
just end up making the situation worse. If you 
can’t solve a problem immediately, tell them. 
Customers will tend to be more forgiving 
if you level with them. But ensure that you 
deliver on the promises you make.

“Unfortunately, once a customer has lost faith 
in a particular service or company, it is always 
difficult to restore, so the way a complaint is 
dealt with is extremely important.

“Encourage your team to take detailed notes so 
that, if you do have to pass the call to another 
person, they know the background and the 
customer doesn’t have to repeat themselves.”

As testimony to their excellent customer 
service, Arqadia has won the coveted Industry 
Customer Service Award at the Fine Art Trade 
Guild Awards seven times.
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