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We wake up every morning with a drive to transform the country’s
event industry. Yes, that’s a hefty statement. When the company
began in 2006, even before we rented furnishings, we had a strong
belief that we needed to do things differently, and go above and
beyond what was already out there on the market. DX is spurred
on by the organization’s big WHY: WHY we exist.

We want to challenge the standards in place, and push the envelope
on how suppliers offer their services and work with customers.
We want our value proposition to stand out. The real game is
measured differently, using a scale that we must build from scratch
by redefining industry standards. Who says that you can’t achieve
more than 10/10 for a service provided? People tend to set the limit
at 10 and stick with the status quo—what we know and what we
believe possible.
The new scale of measurement hinges on several factors, with
customer experience as the most important. Others continue to
measure their success out of 10, but our new scale will be out of 14.
To better illustrate this new scale, imagine that the maximum to strive
for is not 10/10, but /14. How can we get there? By redefining several
areas of the current service offer: a strong brand promise with a
customer guarantee, the way we present our products and services,
the simplicity of customer transactions, clear service offerings,
effective communication with customers, reliable deliverables, etc.
It’s not a short-term game: we’ll only gain ground in the long term.
By progressively shifting each of these elements, we’ll come up with
a winning strategy to raise us to this higher level.
Most companies define themselves by what they do, the WHAT, or
by the means they use to get there, the HOW. For us, the WHY is
the most important piece of the puzzle.
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DX’s BHAG (our “Big Hairy Audacious Goal”) stands in place of our vision. A BHAG is a
big goal for the organization, to be completed in 10 to 25 years.

SpaceX will be organizing a conference, a cocktail party or other type of event to celebrate
the launch of the first shuttle to Mars. DX will BE THE FURNISHING SUPPLIER for that
event.

The problem (or opportunity) with our BHAG is that Elon Musk, CEO of SpaceX, has moved up his plan to colonize
Mars by several years. We don’t actually have 15 years ahead of us—just around 7 or 8!
The destination is significant, but it’s how we get there that is even more important. We need to make a name
for ourselves in the industry, give our brand so much appeal that SpaceX wants to work with us. The goal isn’t to
reach the objective in 2-3 years by getting in touch with SpaceX and sponsoring them. By achieving our objective of
transforming our country’s event industry, we’ll be in a good, solid place to attract a giant like SpaceX from the other
side of the border. SpaceX is totally redefining the limitations of its industry, knocking down the barriers of what is
possible.
Why this BHAG? We wanted to free ourselves from standard, corporate perspectives that only make partial sense for
most people in the organization. For instance, if we had set a vision statement:
- To reach $x in revenue over 10 years. This doesn’t drive the person loading trucks or preparing orders;
- To have the biggest coast-to-coast inventory in Canada: If the majority of pieces are broken or just sitting in storage,
what’s the point? Being the biggest at all costs isn’t worth it;
- To have 10 offices throughout Canada: If we had 3 struggling offices, 4 offices with a mediocre product or service
and 3 high-performing offices, we wouldn’t be better off, and it wouldn’t take our organization to a new level.

Only DX can take on this BHAG. We’re a little crazy to have this BHAG, and we’re a little crazy to actually carry it
out. So why not?!

BRAND PROMISE
ZeroFail is DX’s brand promise that
ensures that our service won’t fail.

It’s a quality guarantee that sends
a strong message to our customers
and partners about our commitment
to be a reliable supplier in every way.

WHY THIS COMMITMENT?
Event planning is a high-stress field for those involved in
the planning process. One of the greatest guarantees of an
event’s success is the quality of execution and deliverables
from suppliers.
ZeroFail ensures consistency and reliability from our team,
allowing our customers to place their full trust in us. Our
brand promise provides peace of mind for our customers,
who can focus on the important parts of preparing their
events.

WHAT IS A FAIL?
A “fail” can arise in the sales and operations departments. Here are a few examples:
- Set-up is not complete when the event starts;
- The furnishings are confirmed, but not available on the day of the event;
- There is an error with the furnishings: something missing, the wrong color, poor quality;
- Damaged furnishings (in poor condition);
- The furnishings are missing or incomplete for a customer pick-up.
It’s not a failure if we solved the problem in time, without causing any harm to the customer. If the
customer feels harm has been done, then we’ve failed.
HOW DOES THIS BENEFIT CUSTOMERS?
It provides a strong guarantee that allows customers to pay what they feel is fair on their bill if
anything goes wrong.
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DX’s DNA represents our values, the
organization’s deal breakers. We measure
every decision against our DNA, to lead
the organization to achieve its BHAG and
fulfill its purpose.

For the first 10 years of the company, the components of the
DNA were not defined in a nutshell. However, these are the
same elements that drive us and validate our decisions, in
our greatest successes and most difficult moments. We’ve
always had it in our blood, flowing naturally though the veins
of each and every one of us.
We hire people who “fit” with our DNA and who can help
us grow in a positive way.

DX commits to instilling and

maintaining an environment in which our DNA can evolve.
On the other hand, our DNA is what pushes us to make some
difficult decisions, like letting someone go. A person who
doesn’t have one or several of these components will never
be satisfied and won’t reach their full potential at DX—there
will be natural discomfort with other team members.
It is essential to view the DNA components as deal
breakers. We can’t allow ourselves to neglect one of these
components without risking the loss of our identity, which
we call the “DX flavour”.

JUNE 1ST 2013
EVEN IN A FLOOD,
WE DELIVER !

We received a call at 6:00 in the morning
from Alex, who was in the office to pick up the
day’s pieces for installation: there was 2’ of
water everywhere in the offices, warehouse
and showroom. The whole team assembled
quickly to save as many of the pieces as
possible. We were able to set up our 2
weddings the same day, with no delay.

WE ADAPT TO OUR
ENVIRONMENT

The event-planning industry is high stress. There are often surprises
during set-up, on-the-spot changes, new last-minute requests, and
additional constraints. All of these mishaps can impact work hours,
our workload and our energy levels.
All suppliers in our industry face the same issues. We must view
these challenges as opportunities to stand out from the competition.
The idea is to make sure our customers have total peace of mind
with our services every time they communicate with DX.
Adapting to one’s environment also means reacting positively to
changes in structure or management. Rapid organizational growth
pushes us to develop our structure at an accelerated pace, and we
make changes to ensure the company’s well-being and survival.
Adapt or die. The status quo is a barrier to our evolution, and is
not an option. We want to change, to adapt, in order to evolve and

‘‘ WE’RE FLEX ! ’’
Nuange Poulin,
Branding and Graphic counsellor

grow more effectively.

We’re proud to be a part of DX’s fast-paced team. We’re proud
to sport DX’s jersey with what it represents. We’re proud of
completing events knowing that we’ve exceeded customer
expectations. That moment when the customer is extremely
proud of their event’s results, of their guests’ reactions when
they enter the room, of the good feedback received after their
event. When customers tell us we have a super proactive
team, that they received AAA service with a smile and that the
team resolved issues, it’s an incredibly proud moment. We’re
proud of what everyone does and of the team’s successes.

WE’RE PROUD
OF WHAT
WE DO

The little actions or acts of kindness we do in our work have a
great impact on DX’s level of success. It’s the little details—
even the ones we assume no one will see—that make a
difference. As long as you’re doing something, you might as
well excel at it, rather than not giving it much thought; it’s
the same amount of time and the result is radically different.

With a strong, proud team, we can set expectations high
and exceed them: if we do that, we’ll really stand out
from our competitors in the eyes of our customers. This
is the difference that drives us to excel, to accomplish
more.
Pride comes from finding a solution to a customer’s
problem, surprising the customer with a quick and
effective response, and the little bonuses to create a great
experience. It also means packing up our furnishings in
a professional way, maintaining a clean, well-organized
warehouse, working with a smile, cleaning all of the
furniture after the event, and taking the time to do
things properly. It means proudly ending your day with
a feeling of success, accomplishment, and the sense of a
job well done.
Tattooed with DX
“The point isn’t to work to be proud, but to work well
because you’re already proud!”
Pierre-Luc Thibault, Logistics Coordinator MTL
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WE CONTINUALLY GO
THE EXTRA MILE

The goal isn’t to be better than the competition or others around
us: it’s to be better than ourselves. The goal is much bigger, and
there are no limitations except those we impose on ourselves.
It’s wanting to develop oneself, to grow and to evolve as an
individual. To continually go the extra mile, we must be able to be
vulnerable in a situation, and recognize that we’re not as good at
some things and stronger at others. We aim to be a better person
than yesterday and to become even better tomorrow.
It means fulfilling ourselves as members of a team,
but also as a human being through our work and
accomplishments. It means being willing to learn from
our errors and share our experiences for collective
knowledge. It means getting out of our comfort zone,
learning to trust ourselves and diving in.

We need to demonstrate excellence through our actions
and attitude every day.

Excellence in execution is our

greatest strength for defining a new level of service.
Excellence is a way of life: sometimes it’s difficult and
even frustrating; however, this daily quest to excel is
what allows us to outdo ourselves as individuals and as
a company.
In our daily lives, this means not cutting corners, and
developing new skills, reading a book, listening to a
podcast.

It means finding a better way to transport

or pack up a product, or to find creative solutions to
problems during set-up. It also means realizing you’ve
made a mistake, admitting it, and coming up with
solutions to prevent it from happening again.

‘’Stay Hungry, Stay Foolish’’
- Steve Jobs

The fact that Mélissa regularly asks to fill her
iPod with new audio books says a lot about her
motivation and ambition. She wants to hone her
skills, learn new things and outdo herself.

.

WE HAVE FUN
BEING TOGETHER

We don’t just have fun working together; we have fun being
together. We can stay serious when we need to, and we’re also
able to laugh while working. We feel like having fun is essential!
If it was boring, DX wouldn’t exist. We’d all be doing something
else.
It’s the friendly and open feel that everyone creates in their
work environment that ensures we have a good time together.
A happy work life comes from fits of laughter, and the bond
and chemistry that develops between each of us, with our little
screwball side. Some may say we’re a little nutty, crazy even,
but we say it’s boring to be normal, and the craziness adds
some excitement to our daily routine.
We feel it when someone makes jokes at a 4:00 a.m. tear-down
when everyone is tired. We also feel it at spontaneous happy
hours, BBQs on a loading dock, and pizza dinners with the full
team. These moments are meaningful in developing tight-knit
relationships with the people by our sides every day at work.

Work hard, Play harder
The many gatherings at DX allow us to get to
know one another better and build stronger
ties. They include Chef Tony’s BBQ near the
loading dock in QC, P-E’s happy hour, P-L’s
Thursday beer, Caroline’s dessert, Caro D’s
trainings, Rémy’s video lunches, themed
lunches, Phil’s summer méchoui, and our
Christmas party. We work very hard, and
we’re just as good at taking the time to have
fun together.

CONTACT
www.dx.ca

info@dx.ca

Montreal office

Quebec City office

Ottawa office

9911 Place d’York,
Montreal (QC) H1J 1Z3

112-2930 avenue Watt,
Quebec (QC) G1X 4G3

2253 Gladwin Crescent,
Ottawa (ON) K1B 4K9

514-222-2230

418-780-0607

613-227-7727

