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Summary of Findings 
 Restoration Hardware Holdings Inc.’s (RH) turnaround effort 

remains a work in progress. Some initiatives already have 
resonated with customers while others will need more work and 
time to help the company right itself. 

 RH Modern is gaining traction among designers and customers. 
The RH membership program, once known as the Grey Card, also is 
a hit with customers, but sources questioned its ability to drive 
sales. Designer sources reported improvements in previously 
problem areas of customer service. 

 Yet to be completely resolved are supply chain issues in terms of 
product quality, deliveries, and goods arriving damaged. Another 
concern are Restoration Hardware’s high prices, which often do not 
match merchandise quality and can be off-putting to younger 
prospective buyers. One source said supply chain problems take 
time to resolve. 

 A manufacturer of kitchen and bath goods said Restoration 
Hardware’s membership program is not working. Also, the 
company’s abandonment of its twice yearly promotional events has 
resulted in reduced sales and inventory buildup of the source’s 
products, as well as fewer orders in the first quarter of 2017. 

 The Restoration Hardware source books are considered 
insignificant by the design community, but store leaders said they 
are well received by customers. 

 Restoration Hardware’s expanded design services and 25% 
discount for members have some designers on edge. Four of seven 
designer sources are concerned that this program will hurt their 
business by offering customers the same discount once reserved 
for trade professionals. One designer said she is trying to avoid 
dealing with the company anymore. 

 Sources expect furniture and home goods market conditions to be 
stable or to grow in 2017, thanks to the improving economy and 
housing market. Still, two sources said the political climate may 
dampen the market next year. 

Research Question: 

Will Restoration Hardware’s aggressive action plan be the catalyst that reverses its 
yearlong decline and drives growth in the fourth quarter and 2017? 
 

Silo Summaries 
1) Interior Designers 
Five of seven sources think Restoration Hardware still 
has work to do to overcome its supply chain problems. 
Furniture quality issues, damaged goods, delivery 
problems, backorders and cancelations are still 
occurring, and Restoration Hardware’s high prices may 
be reducing its potential customer base. Still, the 
company is making progress, particularly with its RH 
Modern line and the membership program. Two sources 
also have noticed improvements in Restoration 
Hardware’s customer service, and said many products 
now are ready to ship when ordered. Three sources 
expressed frustration with Restoration Hardware’s 
expansion of its design staff, limited designer 
discounts, and its membership program’s negative 
effect on their profession. 
 
2) Restoration Hardware Supplier  
Restoration Hardware’s initiative away from semiannual 
promotions and toward the membership program has 
led to an inventory buildup and reduced sales of this 
source’s kitchen and bath products. His 2016 orders 
from Restoration Hardware rose 15% to 20%, but he 
said the products have not sold through and that his 
first-quarter 2017 orders are down considerably. 
 
3) Restoration Hardware Store Personnel 
As expected, these three Restoration Hardware store 
leaders were positive about the company’s turnaround 
initiatives, but offered few specifics. Restoration 
Hardware’s membership program is connecting with 
customers and is said to be driving the turnaround. The 
new source books are doing well, and RH Modern also 
is gaining traction. 
 
4) Restoration Hardware Competitors 
These three sources cited the high cost of Restoration 
Hardware furniture and the inability to buy off of the 
showroom floor as issues that limit the company’s 
potential customer base. Its furniture’s large sizing is 
another concern, according to one source. Another said 
the RH Modern line may struggle in areas that favor 
traditional design, and added that the company’s China-
based manufacturing raises quality questions. 
 

Report Type: ☐ Initial Coverage Previously Covered Full Report ☐ Report Update 
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https://www.restorationhardware.com/
https://www.rhmodern.com/
https://www.restorationhardware.com/membership.jsp
https://www.restorationhardware.com/customer-service/catalog-request.jsp
http://www.businesswire.com/news/home/20161107005408/en/RH-Introduces-Fully-Integrated-Design-Platform-Launch
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Background 
Blueshift Research’s Dec. 4, 2015, report found the RH Modern brand was a hit with designers and their clients. All seven 
sources from all three silos who commented said RH Modern was a trendsetter and ahead of the modern trend curve. 
Suppliers said Restoration Hardware was easy to work with, but designers had more mixed views, mainly because of order-to-
delivery lag time for certain products. 

During the past 12 months, Restoration Hardware has had difficulty navigating its business in a slower luxury consumer 
market. The company noted that $20 million in customer concessions were made in 2016 because of production problems 
associated with the RH Modern line. In a world in which consumers expect next-day delivery, RH Modern customers had to 
wait three to six months for some items. Management said most problems have been resolved and that Restoration Hardware 
is tracking at 90% in stock on its products. The company’s plan includes old and new initiatives and was reviewed in a video 
provided as part of the company’s second-quarter earnings report. Key elements are: 

 The redesign of the company’s fall source books and a multichannel advertising campaign. This is a departure from 
the traditional spring launch of source books, which the company believes contributed to its 2016 difficulties. 

 The inclusion of RH Modern throughout all of the company’s galleries. 
 The installation of design ateliers and the hiring of twice the number of designers. 
 The initiation of the RH membership program, launched in March and designed to reduce purchase seasonality with 

its year-round 25% discount for a $100 annual fee, marking the company’s entry into a paid membership model. 
 A new store expansion effort, with four locations openings in 2016 and six in 2017. Several of these locations will 

include restaurants as part of the new RH Hospitality brand. 
 
Current Research 
Blueshift Research assessed whether Restoration Hardware’s turnaround efforts would reverse its yearlong decline and drive 
growth in the fourth quarter and 2017. We employed our pattern mining approach to establish six independent silos, 
comprising 14 primary sources, an online customer survey of 1,374 U.S. respondents, and four secondary sources focused 
on the furniture and home goods industry: 

1) Interior designers (7) 
2) Restoration Hardware supplier (1) 
3) Restoration Hardware store personnel (3) 
4) Restoration Hardware competitors (3) 
5) Online customer survey (1,374 U.S. respondents) 
6) Secondary sources (4) 

 
 
 
 

 RH Turnaround Furniture/Home 
Goods Market 

Interior Designers    

Restoration Hardware Supplier   
Restoration Hardware Store 
Personnel   

Restoration Hardware Competitors   

http://blueshiftideas.com/reports/121504RHModernLineAheadofTrendCurveandExpectations.pdf
http://ir.restorationhardware.com/phoenix.zhtml?c=79100&p=irol-newsArticle&ID=2176215
http://ir.restorationhardware.com/phoenix.zhtml?c=79100&p=irol-irhome
http://www.businesswire.com/news/home/20161024005446/en/
https://milled.com/restoration-hardware/eRVqxBTZjyEDiNkM
https://www.restorationhardware.com/store-locations/index.jsp
https://www.restorationhardware.com/contract-sales/
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Next Steps 
Blueshift Research will continue to monitor Restoration Hardware’s turnaround efforts to determine if supply chain and 
delivery issues can be fully resolved. We also will monitor the effect of Restoration Hardware’s membership program on 
customer sales and on independent designers recommending the company to their clients. 
 
 

Silos 
 
1) Interior Designers 
Five of seven sources think Restoration Hardware still has work to do to overcome its supply chain problems. Furniture quality 
issues, damaged goods, delivery problems, backorders and cancelations are still occurring, and Restoration Hardware’s high 
prices may be reducing its potential customer base. Still, the company is making progress, particularly with its RH Modern line 
and the membership program. Two sources also have noticed improvements in Restoration Hardware’s customer service, 
and said many products now are ready to ship when ordered. Another said he has experienced no problems with the few 
items he orders from Restoration Hardware, and he praised the company for the breadth and quality of its furniture line. 
Three sources expressed frustration with Restoration Hardware’s expansion of its design staff, limited designer discounts, 
and its membership program’s negative effect on their profession. Four sources described current furniture and home goods 
market conditions as flat or steady. One said the market is growing because of improvements in the economy and the 
housing market. Two others are concerned about 2017 because of the political climate. 
 
 
Key Silo Findings 
Restoration Hardware’s Turnaround 

- 5 of 7 think Restoration Hardware still has supply chain problems. 
- 2 said Restoration Hardware has improved. 
- RH Modern is trending positively with customers. 
- Restoration Hardware’s membership program is popular with customers but not with designers. 
- Restoration Hardware source books are not of great value to designers. 

Consumers’ and Designers’ Views 
- 1 designer’s clients “love” Restoration Hardware. 

Furniture and Home Goods Market Conditions 
- 4 said market conditions are flat or steady, and 2 expect conditions to remain so in 2017. 
- 1 thinks the furniture and home goods market is growing. 
- 2 expressed concern and uncertainty about 2017, largely due to politics. 

 
 

1) Founder of an interior design boutique in New York City 

The source likes Restoration Hardware for its wide array of traditional and modern products, but she has experienced 
multiple order delays and said the situation has not improved in recent months. The biggest slip-ups arise with items in 
the new collection and ones that are on final sale. Still, she said the company’s response to these issues has been 
positive. She also praised the membership program but not the source books. 

Restoration Hardware’s Turnaround 
 “I order a bunch from Restoration Hardware for my clients. Inevitably there are issues and delays, as with most home 

furnishing companies. The biggest thing is how they handle it. So far the experience has been positive on how 
Restoration Hardware handles it.” 

 “Restoration Hardware’s backorders and delays are annoying. They can’t deliver on time. I’ve had instances where 
we place an order with Restoration Hardware, and then it’s canceled a month later because the item was 
discontinued. Well, why did they have to wait a month to tell us?” 
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 “These things are obvious. Most recently I had a client who bought a light fixture for the bathroom. The website said 
it wouldn’t rust, but it did. There are plenty of problems.” 

 “I haven’t seen any improvement in the last few months. For anything in the new collection, they are now saying it’s 
not shipping until January, and I’m telling my clients it could be late February. That’s negative for the company.” 

 “So why do I still use them? They have a nice range of items and fabrics. They have great combinations with 
designers. Their breadth of items is solid, and there’s unlimited delivery for $199.” 

 “There are plenty of things at Restoration Hardware that don’t have issues. But in the new collection there’s a lot of 
inaccuracy about when shipments are coming, so I’m cautioning clients.” 

 “They’re OK with their core inventories in terms of shipping in a timely manner, but they’re bad with items that are on 
final sale or in their new collection. I’ve bought items twice in final sales when they ultimately said that the items 
were discontinued. With the new collection, they probably get more orders than they expect.” 

 “I hate the source books. In a world where things are digital, why are you putting out something that’s like reading a 
dictionary? There should be images of new collections and designers. People are putting them in the trash, and 
they’re environmentally unfriendly.” 

 “Maybe one in 10 people look at them. Restoration Hardware isn’t exactly a hidden gem. If people are interested, 
they will go online or to the stores. I hear people complain about receiving 
the books. Because Restoration Hardware has such good market 
penetration, I would be surprised if many interior designers ever looked at 
them.” 

 “The Grey Card [membership program] is a great idea. They probably 
should have considered charging $150, because people would have been 
willing to pay it. Even if you buy just one couch, the card makes sense. It 
helps sales. People have paid the fee, so they want to use it.” 

 “The 25% level is a nice number for the discount. About one-third of my 
clients use the card.” 

 “RH Modern totally resonates. It has a more clean, edgy, minimalist look. 
It’s popular with me and my clients.” 

 “Restoration Hardware has such a wide range of styles between its core 
products and RH Modern that it doesn’t have a direct competitor. The 
closest are Design Within Reach, Room & Board and [Williams-Sonoma 
Inc.’s/WSM] West Elm.” 

 “If I had to choose one, it would be Room & Board. Design Within Reach has higher prices than Restoration 
Hardware, and West Elm has lower quality and prices than Restoration Hardware.” 

 “Doubling the design staff has no effect on me. Maybe I lose a customer that decides to work with someone who 
doesn’t charge. But my clients wouldn’t buy all their home furnishings from just one store.” 

Consumers’ and Designers’ Views 
 N/A 
Furniture and Home Goods Market Conditions 
 “This quarter doesn’t feel much different than a year ago for me, maybe a little stronger but not for any particular 

reason. As for next year, it looks like the status quo. I have a couple big projects and don’t see a slowdown.” 
 
 

2) Owner and one designer at a boutique that serves wealthy clients throughout the United States 

These two sources were not sure whether Restoration Hardware has completely rebounded from its missteps. The 
company responds more quickly to complaints of damaged or inaccurate deliveries than it did several months ago. Still, 
some merchandise arrives broken or differs from the order. Nonetheless, clients like Restoration Hardware, and the 
sources do not see a viable competitor in one-stop shopping for upscale home furnishings. 

Restoration Hardware’s Turnaround 
 “The source books are a nonissue for most decorators. They only matter if you don’t know the product as well.” 
 “The Grey Card is terrible for designers. We used to get a 20% to 25% discount on everything [which wasn’t available 

to regular customers]. Now the only advantage we get is that we don’t have to pay $100 for the card.” 

There are plenty of things at 
Restoration Hardware that 
don’t have issues. But in the 
new collection there’s a lot of 
inaccuracy about when 
shipments are coming, so I’m 
cautioning clients. 

Founder of an interior design boutique 
New York City 

http://www.dwr.com/
http://www.roomandboard.com/m/
http://www.westelm.com/
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 “If the client can get a 25% discount, they ask why they should pay me any more than that. The answer is that I did 
the room, but it’s hard to make money now. You have to charge by the hour or job instead.” 

 “It used to be that I paid wholesale and the customer paid retail, but that’s not working anymore.” 
 “The company seems to be trying to sell directly to customers rather than through designers. The new ateliers made 

us mad. They’re cutting interior designers out of using the products. If they gain individual customers at the expense 
of designers, that’s a valid business decision for them. But I’m not doing Restoration if I have a choice.” 

 “The verdict is open as to whether Restoration Hardware has recovered from its problems. Our customers have 
received merchandise that was damaged or didn’t match what was ordered in recent months. The company is faster 
in responding to our complaints than it was initially. But the quality problems haven’t ended yet.” 

 “They’re getting better, but there are still some issues.” 
 “Restoration Hardware doesn’t have a competitor for one-stop, upscale home furnishings shopping. [Williams-

Sonoma’s] Pottery Barn used to be a competitor, but they’re failing. Several websites compete with parts of RH’s 
business, including [Bed Bath & Beyond Inc.’s/BBBY] One Kings Lane and Wayfair [Inc./W].” 

Consumers’ and Designers’ Views 
 “Our clients love Restoration Hardware for its fabulous quality and styles. They say let’s just do Restoration for 

faucets and sinks. It’s largely people with houses worth $400,000 to $1 million, but some pricier homes too.” 
 “Their outdoor furnishings are fabulous: 50% of homes I see in Florida have it, even $10 million homes. It’s beautiful, 

copied from the best designers.” 
Furniture and Home Goods Market Conditions 
 N/A 

 
 

3) Designer at an interior design boutique in New York City 

The source gave Restoration Hardware an “A” for style and presentation but only a “B” for quality. The company still has 
problems with shipping, receiving and damaged goods. Restoration Hardware now wants to sell directly to consumers, 
but the company has overpromised. 

Restoration Hardware’s Turnaround 
 “The company does a beautiful job of styling and forecasting trends and presenting products. But it’s ‘B’ quality, and 

everybody is returning damaged goods. Their problems with shipping, receiving and damaged goods are so widely 
known and haven’t changed in recent months.” 

 “You have a consumer base that is feeling more entitled, and now 
Restoration Hardware is sinking from its own overpromises. It faces a 
bratty consumer.” 

 “Restoration Hardware is resented by many in the home furnishings 
industry for presenting something at that price and expediency that no 
one else can. It’s the horror show of watching everything become 
commoditized.” 

 “Designers are [mad] about the new store card. Now they get just a 10% 
discount. … Then Restoration Hardware is giving the 25% discount to 
consumers. It certainly makes sense for consumers to use it if they’re 
furnishing a whole house.” 

 “We give Restoration Hardware $6 million to $7 million of business and 
are treated the same way as someone with an AmEx Card. They want to 
sell directly to consumers, but consumers are bratty now. They constantly 
want new catalogs and get bored. Now Restoration Hardware is feeling 
some of the pain.” 

 “To be sure, no one else can deliver on the range of products they do. 
Serena and Lily is more of a niche player. There’s West Elm, but it’s at 
lower price points and quality than Restoration Hardware. Restoration 
Hardware has killed Williams-Sonoma Home.” 

 “There will be more competition as places like Wayfair expand online. But not many companies have succeeded 
selling home goods online.” 

The company does a beautiful 
job of styling and forecasting 
trends and presenting 
products. But it’s ‘B’ quality, 
and everybody is returning 
damaged goods. Their 
problems with shipping, 
receiving and damaged goods 
are so widely known and 
haven’t changed in recent 
months. 

Designer 
Interior design boutique, New York City 

http://www.potterybarn.com/
https://www.onekingslane.com/
https://www.wayfair.com/
https://www.restorationhardware.com/catalog/category/collections.jsp?cellBackground=false&parentCatId=cat1695093&topCatId=cat180003&categoryId=cat3860030&sale=false
https://m.serenaandlily.com/
http://www.williams-sonoma.com/pages/williams-sonoma-home/?Kenshoo=f58122e3-eecd-485d-ad76-09fc1ebc1a88&cm_ven=BrandSearch&cm_cat=Google&cm_pla=Brand_Search_Williams+Sonoma+Home_Exact&cm_ite=williams%20and%20sonoma%20home&gclid=CK-PhYGXztACFRZMDQodhoALHA
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 “The big galleries are beautiful. But I don’t think they can ever make up what the real estate costs. I thought 
originally that it was a real estate play. It seems crazy. The concept doesn’t lend itself to an aura of quality. There’s 
permanence and stability. But all the same type of furniture makes it start to feel like fast food.” 

 “As for the source book, no one cares. There’s little seasonal buying outside the summer, and then only in major 
cities like Los Angeles, New York and Chicago.” 

 “RH Modern is great, but some of the pieces are too big for the apartments of the people who buy Modern. In places 
like New York and Chicago, those pieces get stuck in the elevator.” 

 “Restoration Hardware’s hiring of designers will make outside designers angry. It takes away their business. Anyone 
who signs up for the job at Restoration Hardware is doing what takes years of experience on the outside.” 

Consumers’ and Designers’ Views 
 N/A 
Furniture and Home Goods Market Conditions 
 “Business conditions now are about the same as last year. But I don’t know how the election will affect things going 

forward. If we shut off foreign imports, if stocks plunge, there could be problems.” 
 
 

4) Founder of an interior design boutique in South Florida 

The source was impressed with Restoration Hardware’s design prowess, but said the company has shown little 
improvement in product quality and delivery in recent months. RH also has been unhelpful in giving her detailed invoices 
for clients. The new membership program does not offer much of a discount to designers. 

Restoration Hardware’s Turnaround 
 “Their products are phenomenal from a design point of view. RH Modern has gotten so on point with its new design. 

They have tables for $7,000 that compare in look with ones that cost $20,000 and require hiring a designer. It’s the 
only retailer where you can do that. So in a warped way, it’s real a bargain.” 

 “But the company has always had problems with delivery and quality, and I haven’t seen a change on that score in 
recent months. Delivery is always delayed, and the furniture isn’t made super well.” 

 “A client of ours bought teak-wood chairs that split within three months. You have to use high-quality teak, which they 
weren’t. Restoration Hardware products look good, but they aren’t of the best quality.” 

 “Consumers like the new store [membership] card because they think they’re getting a great deal, even though 
Restoration Hardware is just pricing their products to account for the 
discount. They should just have a retail price, a designer price and a sale 
price. Now they’re confusing things.” 

 “The card doesn’t cater to interior designers. Now I don’t know what the 
real price is. Designers get the $100 fee waived and then 5% to 10% off. 
It’s bizarre.” 

 “We have a 35% markup on the prices we charge our customers. That’s not 
a problem for them, because they’re super high-end, can afford it and don’t 
want to do things themselves. But for people lower down, it will make sense 
for them to just shop at Restoration Hardware themselves.” 

 “A main complaint I have from the interior designer vantage point is that 
they’re unhelpful on invoices. We have to show our clients a detailed 
invoice for each item they’re receiving. But RH doesn’t provide that for us, 
so we can’t reconcile accounts. And the purchases can total millions of 
dollars.” 

 “It takes our people hours of manual work to get it figured out, so we’re losing money on that. We don’t want to do 
business with them, because they don’t cater to us.” 

 “As for the source book, about three weeks ago, we got stuck with 15 to 20 and had to throw them all away. It’s such 
an inefficiency. That was probably a $150 delivery. What … were they doing sending all these catalogs?” 

 “I like to see something in print occasionally. But we do everything online, so there’s not an incentive to use the 
catalogs. Most design firms don’t want them.” 

The company has always had 
problems with delivery and 
quality, and I haven’t seen a 
change on that score in recent 
months. Delivery is always 
delayed, and the furniture isn’t 
made super well. 

Founder of an interior design boutique 
South Florida 



 

 301 Battery Street, 2nd Floor, San Francisco, CA 94111 | www.blueshiftideas.com 
7 

Restoration Hardware Holdings Inc. 

 “I’ve seen the new large galleries in New York and Atlanta. Think of the cost for that retail space. They could have 
achieved the same size for one-third of that space. Everything is ordered online, but they’re increasing their physical 
space, unlike others.” 

 “Still, they’re very shrewd marketers. They always hire good product designers and publicize them. They know the 
power of top designers.” 

 “As for their hiring of internal interior designers, it doesn’t matter for me because my high-end clients won’t use 
them. But it will hurt the industry, especially lower down.” 

 “In retail they’re far and away the leaders. Their competition is Pottery Barn, and Restoration Hardware is kicking 
their [butt]. For interior designers, the competition would be Visual Comfort or, in our case, bespoke furniture 
makers.” 

Consumers’ and Designers’ Views 
 N/A 
Furniture and Home Goods Market Conditions 
 “Business conditions never vary much for me because I’m serving the super high end. But it seems to be steadily 

growing for the industry as a whole, thanks to the strength of the housing industry. Construction has soared almost 
to the peak of the last boom.” 

 “I’m worried about the economy after the election results. Will consumer confidence slide? The first thing people 
don’t do is home repairs, remodeling and buying new furniture.” 

 
 

5) Head designer of several lines at a clothing company 

The source praised many of Restoration Hardware’s products and said the company has a great culture. Still, she does 
not see Restoration Hardware surmounting its problems for at least a quarter. Supply chain issues typically are not easily 
resolved. 

Restoration Hardware’s Turnaround 
 “Restoration has a very strong company culture. That culture consists of a sense of modernism with a rustic flair. It’s 

about juxtaposing the modern with the rustic.” 
 “There’s also a good balance between merchandise that would appeal to 

males and merchandise that would appeal to females. That’s important for 
a new home purchased by a couple.” 

 “As for Restoration Hardware’s problems, my husband and I recently 
bought an apartment in Manhattan and were almost a victim of the delivery 
delays. We wanted a Cloud sectional that was out of stock. It would have 
taken months for it to be delivered. Millennials [like me] want things now.” 

 “Millennials are less willing to buy expensive furniture after paying so much 
in rent or to buy a place.” 

 “Restoration Hardware isn’t getting over its problems yet. Supply chain is an 
issue that can’t be fixed overnight. The biggest challenge is getting luxury 
buyers, because fewer and fewer people want to buy expensive furniture.” 

 “More people are looking for pieces on Amazon[.com Inc./AMZN] and other 
mass delivery sites. They can get something in two days. If Restoration 
Hardware can provide better delivery quicker and perhaps with white-glove 
setup service, that would help.” 

 “I believe in the company. It’s unique and recognizable. Eventually they will figure things out but not next quarter.” 
 “I see RH Modern as a positive. It caters to people in New York and other cities living in modern high-rises. There is a 

huge demographic living in these areas. It’s nice to have some novelties for smaller spaces, and it seems that the 
price points are lower.” 

Consumers’ and Designers’ Views 
 N/A 
Furniture and Home Goods Market Conditions 
 N/A 

 

Restoration Hardware isn’t 
getting over its problems yet. 
Supply chain is an issue that 
can’t be fixed overnight. The 
biggest challenge is getting 
luxury buyers, because fewer 
and fewer people want to buy 
expensive furniture. 

Head designer of several lines 
Clothing company 

https://www.restorationhardware.com/content/promo.jsp?id=584001
https://www.restorationhardware.com/content/promo.jsp?id=482000
https://www.visualcomfort.com/
https://www.amazon.com/Furniture/b?ie=UTF8&node=1063306
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6) Owner of an interior design firm in California  

Restoration Hardware is overcoming its problems in terms of delivery delays and dealing with product quality issues. 
When Restoration Hardware shows a product on the floor, it now has in stock and can deliver it quickly. Still, high prices 
are a problem and have discouraging young couples from buying furniture at Restoration Hardware. 

Restoration Hardware’s Turnaround 
 “I think Restoration Hardware has really high-quality goods. They’re very trendy and keep up with the new looks of 

interior design. But they are very pricey—higher than they should be.” 
 “I already see the company overcoming its problems. Two years ago you would order the product, and there would be 

a 10- to 12-week waiting period. That has changed.” 
 “Within the last three months, a client of mine furnished their entire house at Restoration Hardware. The client 

picked everything, and it was all delivered within two weeks. It could have been sooner, but that was the first date 
the customer had available.” 

 “Restoration Hardware now has their products ready to go. If they show something on the floor, they have it in stock. 
Before, you waited 10 to 12 weeks and then received something scratched, and were horrified in terms of the 
customer service to get it replaced.” 

 “To show how it has changed, I have a customer who recently received a couch and had a problem with one of the 
pillows. Within two days she had a new pillow. They’re starting to listen to their customers more.” 

 “But prices really are a sticking point. They’re too high for 70% of young couples looking to buy furniture for a new 
home. Companies like Williams-Sonoma have similar products for lower prices. It looks like Restoration Hardware is 
relying on their brand name and wealthier customers.” 

 “They could cut costs by ending the practice of sending their entire catalog. I don’t think it makes a big difference in 
buying. They have a lot of things that are frivolous in their marketing. Their 
showrooms are very showy, and their employees are higher-end.” 

 “Their source books haven’t made any difference. It’s all about the stores 
themselves and products being available faster. Most people don’t look that 
much at the source books. They go online or just go to the store.” 

 “I think the Grey Card [membership program] is driving sales. If they didn’t 
have that program, a lot of people would just walk out. It’s a great 
promotion.” 

 “But the card isn’t good for designers. My discount was never very good 
there—10% to 15%. As a designer that’s nothing. Now customers get a 25% 
discount, and I don’t get one anymore. So if you want Restoration Hardware, 
why hire me? When I have a client interested in Restoration Hardware, I tell 
them they will be paying above retail.” 

 “Restoration Hardware’s biggest competitors include Williams-Sonoma, 
particularly its West Elm line, and Kreiss.” 

 “My clients and I both like the new Modern line. Restoration Hardware has 
sold three of its new Cloud couches to my clients. Goodness, have you ever 
sat on one? They’re going in the right direction.” 

 “The doubling of design staff isn’t a problem. Going with a client there, I 
have never felt that their interior design staff wouldn’t work with me. They want to sell products. At some other 
places it’s different.” 

Consumers’ and Designers’ Views 
 N/A 
Furniture and Home Goods Market Conditions 
 “Business conditions haven’t changed much for me over the last year because most of my clients are return clients 

or referrals. But a lot of interior design shops have closed. The world of interior design has changed. Higher-end 
employees at stores will go into your home and help, bypassing independent designers. Stores are hiring employees 
who take designers’ jobs. You need a good bank account to hire a designer.” 

 “As for next year, the first part of the year is more quiet for any design business in the aftermath of the holidays. 
Everyone wants to get their home ready for the holidays, and then they take a rest.” 

 

The Grey Card [membership 
program] is driving sales. If they 
didn’t have that program, a lot 
of people would just walk out. 
… But the card isn’t good for 
designers. My discount was 
never very good there—10% to 
15%. As a designer that’s 
nothing. Now customers get a 
25% discount, and I don’t get 
one anymore. 

Owner, interior design firm 
California 

http://kreiss.com/
https://www.restorationhardware.com/catalog/category/collections.jsp?cellBackground=false&parentCatId=cat1481016&topCatId=cat160024&categoryId=cat8690012&sale=false
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7) Brian O’Connor, head designer at Robert Couturier, a design boutique in New York City 

Mr. O’Connor is an outlier: He has seen no problems with delivery or product quality at Restoration Hardware. To be sure, 
he does not use the company much because most of his customers want custom designed furnishings. Still, he is very 
impressed with Restoration Hardware’s quantity and quality of goods at its price point. 

Restoration Hardware’s Turnaround 
 “We don’t use it a lot because we deal with a very upscale clientele where most everything is custom-made. But it’s 

an amazing company. They have an enormous quantity of objects and 
furniture. I hadn’t been there for a few years until a year ago and was 
blown away by the amount of stuff they have.” 

 “Their variety, price point and lead times are ideal for people a tier or two 
below us. I like their design. Looking from afar it’s very compelling, but 
when you see it up close, it’s apparent a lot is knocked off. That’s a big 
issue for us as designers. But for the average person it doesn’t matter.” 

 “We haven’t had any problems with delivery times or product quality. Of 
course we don’t use it that often, but our last order was just a few weeks 
ago. We aren’t expecting the quality of a $3,000 lamp in one that costs 
$300. Our expectations are in line because we know the product.” 

 “We use them for lights, tables and hardware, and we haven’t seen any 
problems.” 

 “I haven’t looked at their new book. But I saw that it’s so big that it can’t fit 
in a mailbox. Sometimes that’s daunting. Refinement is often defined by 
quantity. What kind of restaurants have huge menus?” 

 “I like RH Modern. That’s the line we look at most. You have more chance of getting something real there. If it’s an 
antique you’re looking for, you want the real McCoy. But getting something ready-made is fine for a more modern 
piece.” 

Consumers’ and Designers’ Views 
 N/A 
Furniture and Home Goods Market Conditions 
 “Business conditions now are about the same as last year, thanks to steady growth for the economy and housing 

sector. I don’t know what the future holds, especially with [Donald] Trump in office. It’s very scary.” 
 
 
 
2) Restoration Hardware Supplier 
Restoration Hardware’s initiative away from semiannual promotions and toward the membership program has led to an 
inventory buildup and reduced sales of this source’s kitchen and bath products. His 2016 orders from Restoration Hardware 
rose 15% to 20%, but he said the products have not sold through and that his first-quarter 2017 orders are down 
considerably. His business with other clients in 2016 is up 12% year to year, but product sell-through is better than with 
Restoration Hardware. 
 
 
Key Silo Findings 
Restoration Hardware’s Turnaround 

- Source’s company receives more than $10 million annually in business from Restoration Hardware. 
- The membership program is not working as effectively as the June/July and December/January promotional events. 
- Restoration Hardware’s inventory of this manufacturer’s kitchen and bath products is building, and 1Q17 orders are 

down. 
Furniture and Home Goods Market Conditions 

- 2016 business with other clients is up 12% year to year, and with better sell-through than with Restoration 
Hardware. 

 

It’s an amazing company. They 
have an enormous quantity of 
objects and furniture. I hadn’t 
been there for a few years until 
a year ago and was blown away 
by the amount of stuff they 
have. 

Brian O’Connor 
Head designer 

Robert Couturier 

http://www.robertcouturier.com/about-us/
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1) Large OEM manufacturer supplying kitchen and bath items to Restoration Hardware 

The source’s orders from Restoration Hardware are “way down” for the first quarter of 2017. This follows a year in which 
shipments to Restoration Hardware are predicted to be 15% to 20% higher than in 2015. Restoration Hardware is sitting 
on large amounts of inventory, which the source contributed to the company doing away with its traditional June/July and 
December/January promotional events. The RH membership program has not had the same “promotional kick,” and 
sales have suffered as a result. 

Restoration Hardware’s Turnaround 
 “I know [Restoration Hardware] had a lot of delivery issues, because they tried to grow too fast, I think. It’s an 

interesting company. … These huge locations, these galleries are beautiful, but are they selling product? I don’t 
know. It’s a big footprint, and they’re going in the opposite direction to everybody else. It’s a big bet.” 

 “Our incoming orders for the first quarter of 2017 [from Restoration Hardware] are way light. Way light. They’re 
sitting on a lot of inventory.” 

 “We are a big supplier for [Restoration Hardware], over $10 million [annually]. I’ve been doing this for 10 years, and 
this year we will probably be up in our sales to them 15%. … I’m not sure 
how December will turn out, but between 15% and 20% [in sales growth to 
the company for 2016 overall].” 

 “[Restoration Hardware] bought a lot of inventory [this calendar year] … and 
it hasn’t pushed through yet. They changed their promotional cadence to 
this Grey Card. I’m not so sure that has worked. They used to have two ads 
in June, and then again in December, and they would sell a lot of 
merchandise with that 20% off or 25% off.” 

 “This Grey Card, in my opinion, does not have the same kind of promotional 
kick as those two other [bed and bath promotional] events they had. As a 
consequence, they’ve got a lot of inventory.” 

 “I get a report monthly that [Restoration Hardware] send me on their sales. 
So I can track by unit, by item, what they’re selling on a monthly basis. And 
back in the old days, when they had the [bed and bath promotional] events 
… they would sell 4,000 or 5,000 [units of our product] in a six-week period. 
Now they’re selling about 1,000 [units] a month. Before, they’d sell about 800 [units] a month in between those 
periods when they used to have the big promotional events. So they’re just not selling as much. People are not being 
attracted to them promotionally like they were. And these are [products] that sell for $700, $800 [each unit]. So 
somebody gets a 25% discount, that’s a significant savings. They’re just not driving the numbers.” 

 “The Grey Card came in in the spring of 2016, so we did not get the benefit of [the promotional events] after Father’s 
Day in the June period [of 2016], and I’m sure they’re not going to run it this December. We can definitely see the 
numbers slowing down. I don’t know if it’s all this Grey Card thing or the lack of the promotional event, but that’s 
certainly a key indicator as far as I’m concerned.” 

Furniture and Home Goods Market Conditions 
 “Our overall business with other customers is up about 12% [this calendar year]. We’re seeing at this point in time a 

better sell-through with our traditional customers than we are with our OEM base, which is Restoration Hardware.” 
 “What happened [before the Grey Card was introduced] is that [Restoration Hardware] had this big event in 

December, which runs into January, where they discounted fairly heavily, and they would sell a lot of stuff. They took 
away this event and introduced the Grey Card. From my perspective, I don’t think it’s working.” 

 
 
 
3) Restoration Hardware Store Personnel 
As expected, these three Restoration Hardware store leaders were positive about the company’s turnaround initiatives, but 
offered few specifics. Restoration Hardware’s membership program is connecting with customers and is said to be driving the 
turnaround. The new source books are doing well, and RH Modern also is gaining traction. The company’s transition to a 
design business is considered unique and with no real competition. Two sources reported no inventory or delivery issues. 

This Grey Card, in my opinion, 
does not have the same kind of 
promotional kick as those two 
other [bed and bath 
promotional] events they had. 
As a consequence, they’ve got 
a lot of inventory. 

OEM manufacturer 
supplying kitchen and bath items 

to Restoration Hardware 
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Also, two sources are optimistic about 2017, with one stating that market conditions have turned the corner toward growth 
because of an improved housing market and low interest rates. 
 
 
Key Silo Findings 
Restoration Hardware’s Turnaround 

- All 3 are positive about Restoration Hardware’s turnaround initiatives. 
- 2 said the new source books are being well received. 
- 2 said RH Modern is gaining traction. 
- 1 said the customer reaction to RH Modern is mixed 
- 2 said the membership program is well liked and is driving sales. 
- 2 reported no inventory of delivery issues. 

 
Consumers’ and Designers’ Views 

- All 3 said consumers’ views of Restoration Hardware are positive. 
Furniture and Home Goods Market Conditions 

- 1 said the furniture and home goods market has turned to growth. 
- 1 is optimistic about 2017. 

 
 

1) Restoration Hardware store leader in Southern California 

The market has turned a corner, and expectations for 2017 are high, primarily because of low interest rates and a 
resurging housing market. Inventory is not a problem as most items can be delivered within a two-day window, if not a 
week. The Grey Card is now called the RH Card and is popular. This membership concept is driving the turnaround efforts, 
which this source admits have a gap to fill between legacy store sales policies and programs and the RH Modern model. 
The cash-and-carry concept is over, but customers still can order their favorite items and seasonal furnishings online or in 
the stores via the source books. Spring is earmarked for the release of the RH Interiors source book, while the fall is 
going to be set aside for the RH Modern source book. Competitors like Pottery Barn and West Elm are showrooms with 
old-school, cash-and-carry infrastructures and are not meeting the demands from customers of varying income levels. 

Restoration Hardware’s Turnaround 
 “The fall issue of the Restoration Hardware source book is doing very well. The fall issue is targeted as the RH 

Modern source book, and then in the spring we will still be doing the RH Interiors source book. I think offering these 
at different times of the year is going to be very successful. Customers enjoy the catalog experience, of course, even 
with a digitized world. There is something about having something to flip 
through that makes it a different experience. 

 “We don’t call it the Grey Card anymore; we just call it the RH Card, and 
it’s doing well. We’ve had very good response from customers, and so far 
we are seeing the membership numbers go up each month.” 

 “The RH Modern line is very popular. Our customer feedback is very 
positive, very upbeat. We haven’t done away with the legacy store items. 
You can still go online and order all the things you always enjoyed 
purchasing from our legacy stores, and you can get them in a few days.” 

 “What’s different is that we are no longer just selling you a sofa. We are 
offering full design services centered on a high-quality product.” 

 “We have some items in the store here that you can certainly buy, and 
we’ll have those to you in a day. On the other hand, the concept of cash-
and-carry is already somewhat antiquated. Millennials are used to 
ordering products online and having them delivered in one to two days in some cases, a week in others. This is the 
concept of our new design service: You are not walking in the store and buying a dresser or a bookshelf and pulling 
your car up to the curb and having the box thrown in the back. You’re coming in and experiencing the concept, and 
you are working with a designer, if you like. And you are filling a space, not just a room with an item.” 

We don’t call it the Grey Card 
anymore; we just call it the RH 
Card, and it’s doing well. We’ve 
had very good response from 
customers, and so far we are 
seeing the membership 
numbers go up each month. 

Restoration Hardware store leader 
Southern California 
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 “The new RH Modern concept is going to strengthen, and the luxury furnishings and design industry is going to get 
stronger. We are looking at a positive 2017.” 

 “The RH Design Store a quarter of a mile away is also doing very well. Clearly, we have a city with very specific wealth 
demographics. Of course, that means not everyone [will] want or need that level of service. On the other hand, we 
are not excluding anyone from the new RH Modern stores.” 

 “The Pottery Barn is there for anyone who wants that. What we’re offering is an entirely different approach to home 
design. We have high-quality items, access to unique designer agreements that bring us a range of beautiful pieces 
and furnishings that no one else is offering.” 

Consumers’ and Designers’ Views 
 “I’m not sure about the designers’ opinion of RH Modern. But what I can say is that we have topped out at hiring our 

design leaders and team members here in this store, and they are coming from a variety of backgrounds that include 
all angles of the industry, which includes lighting experts, furniture and fabric designers, textile artists, and 
everything in between. We are providing an amazing service for a very nominal fee of $100. We are serving a new 
type of customer who is not necessarily looking to just put a piece of furniture in the room, but wants to create an 
entire space.” 

 “We haven’t had any negative feedback about the changes. That’s mostly because we still offer the same quality 
items and the same range of items our customers have counted on us for, including seasonal items. The difference 
is you just don’t walk in and fill a shopping cart or basket up and check out.” 

Furniture and Home Goods Market Conditions 
 “There’s no question we went through a downturn, but the industry is absolutely in growth mode again. People are 

confident about spending. They’re looking to make improvements and changes by altering whole spaces, not just 
through the sale of a sofa. Here we are seeing that coming in line with our new business model, and of course we 
have had to go through a little bit of a slow period as we build up.” 

 “I’d say spending in this market is going to increase going into 2017, but as for percentages I can’t say.” 
 

Observations: Traffic was understandably very slow early on a Wednesday morning. A male customer was looking at sofas 
on the first floor, while a woman came down the stairs from the second floor with a salesperson behind her. We noted 
limited evidence of sales activity or design consultation services. Store leaders kept a Mac computer and copies of the 
source books near the entrance, and wore Bluetooth headsets, suits and dresses. The layout was immense, extremely 
stark and more aligned with an art space than a home furnishings showroom. We also saw no signage or sales tags on 
items and no “sign up” notices for the membership program. 

 
 

2) Restoration Hardware gallery leader in the Midwest  

This source would not comment on how business has fared since the store opened three months ago. She did say the 
store has been well received, and that customers appreciate the membership program and the source books. The 
transition into a mostly a design business makes Restoration Hardware unique. Also, customers are embracing “the 
transitional look” of the Modern line. 

Restoration Hardware’s Turnaround 
 “We have become more of a design firm than a store. We sit down and help people select things.” 
 “We are not a cash-and-carry place. We don’t have anything in the gallery 

that you can purchase and take home. For instance, we have towels but we 
don’t stock those. We have to order them for you.” 

 “The delivery time for products varies a lot. Towels can be sent in a couple 
of days, free UPS shipping. A piece of furniture we stock may come in a 
couple of weeks. A custom piece would take longer.” 

 “The Grey Card is popular. It saves people a lot of money. The card costs 
$100 per year, and it comes with our design service, complimentary.” 

 “Our furniture on the floor is not necessarily the only size you can get, even 
though some people may get that impression. We show things big, but we 
can create custom sizes for small rooms and studios.” 

We introduced RH Modern last 
fall, and it has been very well 
received by the client who likes 
that transitional look. It is 
beautiful. It’s been a great 
addition. 

Restoration Hardware gallery leader 
Midwest  
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 “The source books are popular. Our clients will sit down with them and get a feel for the pieces.” 
 “I don’t think we really have a competitor. There is no one like us. It’s a design firm with all these choices. A lot our 

pieces are done by artisans, so there is quality and uniqueness. I don’t know anyone else who is doing that.” 
 “We introduced RH Modern last fall, and it has been very well received by the client who likes that transitional look. It 

is beautiful. It’s been a great addition.” 
 “Our other furnishings are core traditional. A lot of them are reproductions of the classics. It is a whole different feel 

than with the Modern.” 
 “The outdoor display areas on two floors are like parks.” 
Consumers’ and Designers’ Views 
 “Having our own designers is working fabulously. We are transitioning to become the No. 1 design firm in the world 

with this concept.” 
Furniture and Home Goods Market Conditions 
 “We can’t comment specifically on our current business. We just opened three months ago, so there is nothing to 

compare it to last year, anyway. We had a much smaller store in another area that we closed down when we opened 
this one.” 

 “We are very pleased with our first three months here. We have been warmly received by the community.” 
 “We are optimistic about the future at this location.” 

 
Observations: This location opened three months ago in a high-end shopping district. It had a lot of greenery and 
landscaping on the outside. Furnishings were carefully displayed in individual spaces meant to look like rooms. 
Traditional furniture was on the main level, Modern on the second floor, and outdoor furniture on the top floor in mostly 
covered areas, some with running water features. Very small cards showed the prices on each piece, with and without 
membership. Prices with the card were commonly 20% to 30% lower. No signs promoted sales. Chandeliers were 
displayed through the store while mirrors and print paintings covered many walls. Employees sat or stood quietly 
throughout the store, saying a pleasant “hello” but not following customers around. A young couple was looking at 
traditional furniture while a woman and an employee were discussing bath décor. 

 
 

3) Restoration Hardware gallery leader on the East Coast 

This source did not offer specific information on the company, but did say the store had completed a two-month remodel 
and had added the RH Modern line as the featured product offering. She said customer reactions to RH Modern generally 
were positive and that they appreciated the mix of the Modern and traditional product lines. 

Restoration Hardware’s Turnaround 
 “We have just completed the remodel that features the RH Modern line at the front of the store and then transitions 

into the traditional Restoration Hardware furniture through to the back of the gallery.” 
Consumers’ and Designers’ Views 
 “So far the customer reaction has been positive, and it seems they appreciate the mixing and blending of the 

product lines throughout the gallery. It appeals to many different decorating and furniture taste.” 
Furniture and Home Goods Market Conditions 
 N/A 

 
Observations: Five employees were in the store during our Wednesday visit at noon. One customer was placing an order, 
and was convince by the sales associate to sign up for the membership program. Another customer browsed the gallery 
during our 35-minute visit. The store featured the RH Modern line throughout the entire front. The middle of the store had 
a mix of the RH Modern line, and the back was mostly traditional furniture. The design ateliers were located on the left 
wall in the middle of the store, and fabric samples were on the back wall. Membership placards were located on many 
furniture pieces. 
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4) Restoration Hardware Competitors 
These three sources cited the high cost of Restoration Hardware furniture and the inability to buy off of the showroom floor as 
issues that limit the company’s potential customer base. Its furniture’s large sizing is another concern, according to one 
source. Another said the RH Modern line may struggle in areas that favor traditional design, and added that the company’s 
China-based manufacturing raises quality questions. All three sources are positive regarding furniture and home goods 
market conditions. One said a nearby opening of a Restoration Hardware store has increased customer traffic area-wide. 
Another said the market is on the upswing while the remaining source’s sales have risen 20% to 30% this year. 
 
 
Key Silo Findings 
Restoration Hardware’s Turnaround 

- 2 of the 3 said the inability to buy off the showroom floor at Restoration Hardware is an issue. 
- 1 said the high cost of Restoration Hardware products limits its potential customer base. 
- 1 said the large furniture size is a problem for some customers. 
- 1 said RH Modern may struggle in his area in which customers prefer traditional styles. 
- 1 said customers question the quality of Restoration Hardware products, which made in China. 

Consumers’ and Designers’ Views 
- 1 said customers have expressed anger and disappointment about the length of time it takes to get Restoration 

Hardware products. 
Furniture and Home Goods Market Conditions 

- All 3 are positive about market conditions. 
- 1 expects 20% to 30% growth in sales in 2016. 
- 1 said the nearby opening of a Restoration Hardware gallery has increased the area’s customer traffic. 

 
 

1) Sales associate at a national retail furniture and home goods store in the Midwest 

Business remains good at this national retailer a few doors from a new Restoration Hardware store. In fact, the source’s 
store may be getting more traffic thanks to its new neighbor. Customers have expressed some reluctance to buy at 
Restoration Hardware because most large items have to be ordered rather than bought off the floor. In addition, its 
furniture is so large that it requires homes with big rooms. 

Restoration Hardware’s Turnaround 
 “Restoration Hardware is basically a gallery. You can’t take anything out of it, like most stores. You have to order it.” 
 “Our business has not gone down since Restoration Hardware opened. If anything, it has increased. The more 

competitors you have, the more people they bring in. So they may come over here if they don’t find what they want.” 
 “I am hearing questions about whether Restoration Hardware can make it. My husband walked out and said, ‘I 

wonder who is going to be in that big space when they leave.’ I think having to order furniture instead of just taking it 
with you can be an issue for shoppers.” 

 “I’ve heard other customers say that our furniture fits in their house better. People say Restoration Hardware 
furniture is too large. Furniture such as sectional couches is one example. It takes a large room to accommodate it.” 

 “Their prices are very high as well. I am not sure if that Grey Card they promote will work for them. We don’t have a 
similar thing at our store.” 

Consumers’ and Designers’ Views 
 N/A 
Furniture and Home Goods Market Conditions 
 “The market has been good. Overall, nothing is doing as well as we hope it to be, but we always have promotions 

going on.” 
 “I am not sure how our business compares to a year ago, but it is not down from then. The store is always busy.” 
 “We sell a lot of everything. People like that we have in-house design specialists, and then we go into their home for 

free to give advice.” 
 “We look for a good first half of 2017. I am not sure of any projections.” 
 “We sell a lot of candles and pillows.” 
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 “There are quite a few competitors for Restoration Hardware right around here.” 
 “We still have our regular customers. They may buy a piece over at Restoration Hardware and come over here for 

something to go with it.” 
 

Observations: This store was just a few minutes from a multilevel Restoration Hardware location that opened three 
months ago. Holiday décor was already set up in the store. Candles were displayed near the entrance. Beds, couches and 
other furniture were set up around the perimeter. Stacks of catalogs were on tables near the counter. About a dozen 
shoppers, mostly women, browsed the smaller decorative items. Several clerks were on duty and greeted customers. 

 
 

2) Assistant manager at a national brand furniture store in Southern California 

The home furnishings market is on an upswing and has been for the source’s company since its introduction of an 
expanded line of recycled wood and bonded leather furniture. Customers want quality-looking pieces, but they want them 
to be both affordable and environmentally friendly. Next year looks promising as more consumers are looking to furnish 
new homes and make upgrades. This source had no knowledge of RH Modern, the membership program or Restoration 
Hardware’s foray into the design consulting services. She did say that the innate expense with that approach, coupled 
with high merchandise pricing, is likely shutting many potential customers. 

Restoration Hardware’s Turnaround 
 “I’m not really aware of how Restoration Hardware is changing or the Grey 

Card. I know they are typically known for being a few price points above our 
standard furniture pieces most of the time. It would not surprise me if they 
were more expensive now if they are moving into design services and 
consulting and away from a standard walk-in retail experience.” 

Consumers’ and Designers’ Views 
 “We do have designers in our stores often. Some are long-time repeat 

customers who look for pieces all the time for their clients.” 
Furniture and Home Goods Market Conditions 
 “I think our sales are on an upswing, and so is the home goods and 

furnishings market.” 
 “There are definitely more customers coming in who are more focused in on 

our furniture than maybe six or seven months ago.” 
 “We have a new line of tables and room furnishings that are being made 

from recycled woods and bamboo that many customers like. Also, our new 
line of double-bonded leather sofas, stools and arm chairs are popular 
because they are very durable and made of good-quality leather.” 

 “I’m not able to offer any information about our store’s rewards card system except to say that we are offering a 15% 
discount on purchases when customers open up [a card account].” 

 
Observations: The location was very busy despite its smaller size. Rainy weather just prior to Thanksgiving had spurred a 
shopping frenzy for holiday accessories and home furnishings. The store was offering a 20% discount on select holiday 
items, but in general we noted no significant sales on furnishings. 

 
 

3) Independent furniture/home goods store owner and designer on the East Coast  

This source doubts the RH Modern line will succeed in this area where consumers’ tastes tend to be more traditional. He 
also has heard customers complain about long waiting periods for Restoration Hardware furniture delivery, and voiced 
his own concerns with the quality since Restoration Hardware’s manufacturing is based in China. The market for furniture 
and home goods is getting stronger. He expects his year-to-year sales to be up 20% to 30%. 

Restoration Hardware’s Turnaround 

I know they are typically known 
for being a few price points 
above our standard furniture 
pieces most of the time. It 
would not surprise me if they 
were more expensive now if 
they are moving into design 
services and consulting and 
away from a standard walk-in 
retail experience. 

Assistant manager 
National brand furniture store 

Southern California 
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 “I am not sure if the recent changes at Restoration Hardware will lead to a turnaround. I have a lot of customers 
coming in my store that are not that impressed with RH Modern. 

 “[Restoration Hardware’s] remodel took almost three months, and it looks 
like they spent a lot of money on it. It really was a first-rate job.” 

 “I question how successful the RH Modern line will do in this area. Tastes in 
this area—in fact, most of the East Coast except maybe directly on the coast 
line in the beach communities—are very traditional.” 

 “Another issue I have is the fact that all of the products are made in China, 
so you have quality issues and concern over what products have been used 
in the manufacturing of the furniture.” 

Consumers’ and Designers’ Views 
 “Customer comments I have heard about Restoration Hardware and the 

new line are anger and disappointment that it will take so long to get the 
furniture.” 

Furniture and Home Goods Market Conditions 
 “Market conditions seem to be improving. I should finish the year up 20% to 

30% over 2015. So although it’s highly competitive, I think the market is getting stronger.” 
 

Observations: This small store was packed with modern and traditional furniture, art and home goods. No customers 
were present, but the owner did take two calls regarding delivery and payment details of previous orders. 

 
 
 
5) Online Customer Survey 
During Nov. 17–20, Blueshift Research conducted an online survey of 1,374 U.S. respondents. Restoration Hardware ranked 
last among 19 options for shopping destinations in terms of the number of respondents who had shopped there in the last 12 
months. Only 4% of respondents said they had shopped at Restoration Hardware during this period. Walmart Stores Inc. 
(WMT/84%), Amazon (76%) and Target Corp. (TGT/63%) received the most mentions for visits. Williams-Sonoma (6%) and 
Brookstone Inc. (5%) were among the least visited, just beating out Restoration Hardware. 
 
 
Which of the following have you shopped at in the last 12 months? (Check all that apply.) 

I am not sure if the recent 
changes at Restoration 
Hardware will lead to a 
turnaround. I have a lot of 
customers coming in my store 
that are not that impressed 
with RH Modern. 

Independent home goods 
store owner and designer 

East Coast 
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Secondary Sources 
These four secondary sources focused on Restoration Hardware’s expansion of its design services, its new partnership with a 
luxury home builder, a design blogger’s post about Restoration Hardware’s products being made in China, and both positive 
and negative reviews for the company’s products and services. 
 
 
Nov. 7 Business Wire article 

Restoration Hardware is dramatically expanding its design services across all of its retail stores. 

 “RH (Restoration Hardware Holdings, Inc.—NYSE: RH) announced today the introduction of its fully integrated design 
platform with the launch of RH Interior Design, a concierge-level program that inspires customers to imagine the 
infinite potential of a blank canvas and make their dream space a reality. To support this enhanced offering, RH will 
also unveil interactive RH Design Ateliers across its entire retail fleet this fall, including more than 50 markets 
throughout the United States and Canada.” 

 “RH Interior Design places clients at the center of the creative process, working to realize the full potential of their 
home and bring their vision to life. Trained in the RH design ethos and educated in architecture, interior design and 
the arts, the RH Design Team helps clients reimagine and reinvent one room or an entire home, inside and out, to 
give them the home they hope to create. From striking landscape design to fine Italian bed linens, the brand’s entire 
product assortment is leveraged—allowing for the creation of harmonious spaces that reflect an intentional approach 
to designing the whole space, rather than decorating with a mix of individual pieces.” 

 “To support this unprecedented level of design services, visitors arriving to RH galleries will discover newly installed 
RH Design Ateliers beginning this fall—offering integrated workspaces inspired by the world’s best architecture and 
design studios. Here, guests can work with the RH Interior Design team or their personal architects and interior 
designers. A place for collaboration and ideation, RH Design Ateliers feature access to RH’s vast library of fabrics, 
leathers and furniture and lighting finishes. Also featured will be Ben Soleimani rug showrooms highlighting the 

http://www.businesswire.com/news/home/20161107005408/en/RH-Introduces-Fully-Integrated-Design-Platform-Launch
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fourth-generation designer’s hand-knotted and hand-woven rugs, as well as specialized displays for window 
treatments, bed and bath linens and bath hardware.” 

 
Aug. 10 Builder post 

New Home Co. announced a collaboration with Restoration Hardware for its luxury home building projects in parts of 
Southern California. 

 “Last month, NEW HOME debuted six model homes designed by Meridian Interiors—three at Coral Canyon and three 
at Coral Crest— featuring select furniture pieces, bath fixtures, mirrors and lighting from RH’s curated collections. 

 “New Home says that those who purchase at Coral Canyon or Coral Crest have the opportunity to work with RH 
designers to purchase amenities such as bath hardware, cabinet hardware, RH Outdoor furniture as well as select 
furniture pieces and accessories through the company’s RH Design Atelier service.” 

 “‘RH is one of the most highly regarded brands in luxury home furnishings, so to work with them on the design of 
some of our finest residences was a natural fit,’ said NEW HOME Chief Marketing Officer Joan Marcus-Colvin in a 
press release. ‘We’re extremely proud of the response we’ve received at Coral Canyon and Coral Crest and we look 
forward to continuing our relationship with RH in future upscale communities.’” 

 
Aug. 10 Laurel Home blog post 

Laurel Bern, a Westchester County interior designer, blogged about Restoration Hardware, referring to it as “Rip-off 
Hardware” and advising her readers not to buy from the company. 

 “It’s from Rip-off Hardware. Oops sorry. I mean Restoration Hardware. And since they pretty much stopped selling 
HARDWARE, they’ve shortened the name to RH.” 

 “I need you to listen to this very carefully. You are not to buy a sofa at Restoration Hardware.” 
 “I found many sources on the internet that carry either the exact products sold by RH or at least close enough that 

RH could make some adaptations to make it their ‘own.’” 
 “These sources are all in China and they are all selling to ANYONE, not just furniture dealers. It’s the same stuff and 

often you can purchase only one of something. Yes, the price for one of something is more than if you buy in bulk, 
but even those prices are a fraction of the retail price RH is charging their customers.” 

 “What’s that about a membership at Restoration Hardware?” 
 “Well, for a 100 bucks a year, one (sucker) can get a 25% ‘discount’ off of the full ‘retail’ price of $2,495.00. (Hey, 

that’s far more than 25% but they are having a ‘sale’ right now.)” 
 “And that’s my primary issue with Restoration Hardware.” 
 “They are touting themselves as a HIGH END purveyor of home furnishings and it is anything but. It is cheap crap 

from China.” 
 ”But there’s another disgusting problem that is really behind this expose and it’s this.” 
 “Not only are they screwing the public, they have cheated many loyal designers who shop there for their clients. 

People like me. (well, not me. I don’t shop there). Only now, Restoration Hardware is giving the designer discount to 
EVERYONE! And that just plain sucks. It’s rampant greed at [its] finest.” 

 “However, these shoddy business practices appear to be catching up with them.” 
 
Houzz reviews of Restoration Hardware 

Restoration Hardware had a 3-star rating out of 5 based on 34 reviews dating from November 2012 to September 2016. 
From the 10 reviews in 2016 only, Restoration Hardware received five 5-star reviews and five 1-star reviews. Here are a 
few samples: 

5-Star Reviews 
 “smittycdm, Project Date: September 2016, Project Price: $10,000–$49,999”: “I am a long-time user of RH, even 

when they only sold little trinkets & gardening things. Remember the Lawsuit? I happily took advantage of my 1/3 
(33%) Discount and of course bought a lot more! Still buy more, was just talking to Customer Service today. Not 
about anything RH did, but the Delivery Service. As we know, sometimes you get the good guys, who have all the 
extra parts in the truck, some do not. I have found RH is actually getting better! Bought a Linen Queen bed; two 
Custom Leather chairs (one went back, leather was a little too thin--look for that at the Outlet Store, B-, so will be 
great); Kent white Med Bath Cab (beautiful piece of furniture, to die for!); a ton of outdoor patio furniture (for AZ 
house) & covers (used those inside until we bought regular furniture!). OK, enough lol. Would you say I like RH? I 

http://www.builderonline.com/design/interior-finish/new-homes-announces-collaboration-with-restoration-hardware_o
https://laurelberninteriors.com/2016/08/10/shocking-truth-restoration-hardware/
http://www.houzz.com/browseReviews/restorationhardware/restoration-hardware
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think I will change my Vote to 5 Stars (I was just mad at Last Five Miles, but only the Crew from yesterday, normally, 
they’re Great!)” 

 “Judy Lowitz, Project Date: January 2016, Project Price: $1,000–$9,999”: “I did not go to a store. I ordered 
everything online. I was scared after reading all of these negative reviews. I had no idea what I would get. But 
something said ‘Just Do It.’ I ordered living room furniture that I could not find in my area. It is that linen and french 
look. When the furniture arrived, the white glove delivery was perfect. I loved what I picked out. There were some 
minor problems. All it took was one call and everything was happy again. My living room is a happy gathering place 
for my family and animals. I am so happy with my purchase. I do wonder about that new grey card... But I got enough 
furniture for this year....I have had the furniture now for about 2 or 3 months. I am still as pleased and appreciate 
this opportunity to getting such wonderful quality of furniture in my area.” 
 

1-Star Reviews 
 “Jcclaca, Project Date: February 2016, Project Price: $1,000–$9,999”: “I realize this review is long, but it really is the 

short version. In February we purchased two fabric beds and many towels and bed accessories, pillows. The towels 
and accessories/pillows arrived and were fine. It is June and we still don’t have the beds we ordered. The first time 
delivery was attempted the truck broke down and they couldn’t make it. They were supposed to come a couple days 
later, but they called to say some of the pieces were now missing from both beds. They made one bed by combining 
parts from the two (not all parts matched in color) and told me they would order two new beds. They also sent a 
‘loaner’ bed for the missing bed. Of course, they tried to deliver it to my house in LA (it was supposed to go to Palm 
Springs). They were supposed to call when they were coming to PS. No one called. As I was leaving my house that 
night for a concert, a truck pulled up with the delivery. I told them I had no time for them to set up the bed, but they 
insisted they could do it quickly. When I called about reschedule, they said it would be 5 days later. I waited while 
they set up the bed. I received a call today about delivery of one bed. Nice surprise since it was earlier than told after 
the reorder. When I inquired about the second bed to replace the ‘loaner,’ I was told no other bed was ordered. The 
delivery date is now approx the third week of Aug for the bed they ordered today. Restoration won’t do a rush order 
on anything even when it is their error. RH has given us $600 in credit before today’s latest screw up. While the 
employees are nice, it seems no one will do anything to accommodate an increasingly unhappy customer. The 
situation keeps getting worse rather than better. I just tried calling the store in West Hollywood and the phone was 
never answered.” 

 “Prilut, Project Date: April 2016, Project Price: $1,000–$9,999”: “Ordered bathroom suite of fixtures, order was 
easy, however, the process for addressing damaged fixtures is extremely time consuming and not easy. The quality 
does not match the price. overall went from excited to disappointed. Membership card services on dedicated line are 
worse than general line in terms of response and information availability.” 

 
 
 

Additional research by Dan Weil, Emily Carr, Kevin Murphy and Jacqueline Fox. 
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