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I am pleased to present the Annual Report for fiscal year 
2019-20, on behalf of the Newfoundland and Labrador 
Liquor Corporation (NLC), a Category two entity under 
the provisions of the Transparency and Accountability 
Act. The Board of Directors is accountable for the 
contents and results provided herein.

This Annual Report outlines results, financial information 
and highlights from 2019-20. As the third and final fiscal 
year of NLC’s 2017-20 Business Plan, it also provides a 
summary of NLC’s success in those years covered in the 
plan. 

A new three year Business Plan for 2020-2023 will be 
presented in the House of Assembly on December 31, 
2020 and will be made available online at 

https://nlliquorcorp.com/about-newfoundland-
labrador-liquor-corporation 

As NLC prepares to take advantage of future 
opportunities, the Corporation will continue to focus 
on customer service, progressive corporate culture 
and excellent financial performance, while staying 
true to its commitment to social responsibility. I would 
like to thank the Government of Newfoundland and 
Labrador for its continued support and in particular, the 
Honourable Tom Osborne, Minister Responsible for NLC 
during these last three years of our current business 
cycle. I look forward to working closely with the current 
Minister Responsible for NLC, the Honourable Siobhan 
Coady. 

I would like to congratulate and welcome Bruce Keating, 
NLC’s President and CEO. Bruce joined NLC at a critical 
juncture, in the early stages of the COVID-19 pandemic. 
His leadership through the unprecedented challenges 
faced during the pandemic illustrates a people-
first approach, ensuring employees and customers 
understand that NLC’s top priority is their safety and 
well-being, while continuing to provide a high level of 
service. I commend Bruce and his team on a job well 
done. 

Finally, I would like to thank Sharon Sparkes, former 
Interim President and CEO and Wayne Myles, former 
Board Chairperson for their contributions during this 
past business cycle. Delivering on NLC’s traditional 
beverage alcohol mandate while guiding it through the 
legalization of cannabis required extraordinary efforts. 
The structure that they and their team launched and 
operate is a model of success, ensuring a safe and 
secure supply of cannabis, while significantly disrupting 
the illicit market and providing a financial return to the 
Government of Newfoundland and Labrador. 

I look forward to a successful year ahead and the 
beginning of our 2020-2023 planning cycle.

Sincerely,

Fraser Edison, Chairperson

CHAIRPERSON’S MESSAGE
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NLC’s vision is “to be dedicated to our customers 
and communities with progressive, passionate and 
responsible service.”

NLC is responsible for the importation, sale and 
distribution of beverage alcohol and for regulating the 
sale and distribution of cannabis in Newfoundland and 
Labrador.

NLC operates under the expectation that it will generate 
revenue for the Government of Newfoundland and 
Labrador that will be reinvested for the benefit of the 
people of the Province. Over the coming years, NLC will 
strengthen the business, achieve operational excellence 
and continue to improve the experience of customers, 
all with a strict commitment to its social responsibility 
mandate.

Oversight of NLC is provided by a Board of Directors 
appointed by the Lieutenant Governor in Council, 
based on the recommendation of the Independent 
Appointments Commission, typically for a term of three 
years. The Board normally includes a Chairperson, the 
President and CEO and other members as appointed. 
The President and CEO of NLC is responsible for the 
everyday management and other duties as assigned 
by the Board. Reporting to the Board, the President 
and CEO is also appointed by the Lieutenant Governor 
in Council, based upon recommendation of the 
Independent Appointments Commission. 

NLC’s head office and blending/bottling plant (Rock 
Spirits) are located at 90 Kenmount Road and 85 O’Leary 
Avenue, St. John’s, Newfoundland and Labrador. Its 
distribution centre is located at 300 East White Hills 
Road, St. John’s, Newfoundland and Labrador. NLC 
Liquor Stores are located throughout the Province. NLC 
provides employment to 600 employees, 357 of which 
are female and 243 of which are male.

NLC’s gross expenditures in the 2019-20 fiscal year were 
$163.8 million, with revenue of $342.8 million.

For additional information on NLC’s Vision, Mission and 
Values, please visit 

https://nlliquorcorp.com/about-newfoundland-
labrador-liquor-corporation 

OVERVIEW
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During the 2019-20 fiscal year, NLC built upon the 
previous year’s launch of its successful cannabis 
business model – ensuring access to a safe and 
secure supply of cannabis throughout Newfoundland 
and Labrador. Following the broadening of scope to 
include concentrates, along with topical and edible 
cannabis products, NLC continued to work closely with 
government and the business community to introduce 
additional products through its retail and online 
channels. NLC’s Merchandising team negotiated supply 
agreements with 13 additional providers of cannabis 
from throughout Canada, while NLC’s Regulatory 
Services and Social Responsibility division continued to 
work closely with its partners within law enforcement 
and Canada Post to disrupt the illicit market. NLC’s 
Regulatory Services and Social Responsibility division 
also works closely with members of the licensee 
community – including partners in both the beverage 
alcohol trade and the cannabis sector. 

In addition to working with its partners in the cannabis 
line of business, NLC continues to monitor and 
enhance beverage alcohol product selection and 
works with suppliers to bring products to market 
that generate interest among customers and sales to 
the Corporation. These are highlighted in-store and 
promoted to consumers through a range of media 
and communications, including digital and social 
media, traditional advertising and quarterly catalogues. 
Customers were given an opportunity to sample a range 
of products from various taste profiles and price points 
through NLC’s three consumer-sampling events in fiscal 
2019-20 - Beer Expo, Wine Show and Whiskies of the 
World.

Additionally, during the 2019-20 fiscal year, NLC’s 
Department of Regulatory Services and Social 
Responsibility partnered with several community 
organizations to further its mandate of promoting safe 
sale and consumption of beverage alcohol. These 
partnerships included the launch and support of the 
Mothers Against Drunk Driving (MADD) School Assembly 
program, efforts to curb impaired driving in conjunction 
with local law enforcement, the business and hospitality 
community through Hospitality Newfoundland and 

Labrador’s Serve Responsible NL Program and working 
with multiple community organizations and schools 
through NLC’s Responsible Choices initiative. Through 
the Responsible Choices program, participants 
experience the potentially deadly consequences of 
being impaired, while they are sober and safe, working 
through a series of strategically controlled tests. Each 
activity requires participants to wear goggles that 
emulate various degrees of impairment while performing 
a variety of tasks, including opening a pad lock with 
a key, throwing or catching a tennis ball, walking a 
standard sobriety line and driving a mobile cart through 
a series of pylons and traffic signals.

In the final weeks of NLC’s fiscal year 2019-20, in 
response to the COVID-19 pandemic, the Provincial 
Government and the Office of the Chief Medical Officer 
enacted measures and guidelines to prevent the spread 
of the virus in Newfoundland and Labrador. Operating 
within the guidelines set forth and with employee and 
customer well-being as its top priority, NLC closed 
its retail locations to the public, while introducing an 
online/phone ordering and pick-up alternative. NLC 
had previously initiated a series of measures aimed at 
controlling the spread of the virus, including physical 
distancing and increased frequency of cleaning of 
all points of contact. During this time, NLC worked 
closely with the Provincial Government, the Office 
of the Chief Medical Officer, the Newfoundland and 
Labrador Association of Public and Private Employees, 
licensees, Liquor Express operators and employees. It 
adjusted operations accordingly, maintaining a high 
level of service to the public. Its distribution centre 
continued shipment of product to partners throughout 
the Province, Liquor Store staff remained committed 
to serving customers and head office employees 
continued to perform their regular roles. In addition, 
to provide a critical service to medical personnel and 
first responders, NLC repurposed its bottling plant to 
produce Health Canada approved hand sanitizer as part 
of Newfoundland and Labrador’s broader response to 
the pandemic. NLC’s response and the efforts of its staff 
were lauded by the public and industry for efficiency and 
attention to safety. 

HIGHLIGHTS & PARTNERSHIPS
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NLC has retail locations throughout the Province 
and a manufacturing plant (Rock Spirits), distribution 
centre and a corporate office in St. John’s, with a 
total workforce of 600 employees. Liquor Store and 
satellite store locations account for 68% of employees, 
corporate office accounts for 17%, while 15% are 
employed at Rock Spirits and the distribution centre. 

NLC’s lines of business include the following:

• Retail Sales

• Wholesale Sales

• Blending/Bottling

• Regulatory Services

RETAIL SALES
The most visible component of NLC’s 

operations to many is the retail sale of beverage alcohol 
through its 24 Liquor Store locations and 5 Satellite 
Store locations. Currently, these are located as follows:

Liquor Store outlets carry an extensive selection 
of spirits, wine, beer and ready-to-drink alcoholic 
beverages, imported from within Canada and around the 
world, as well as locally produced spirits, wine and beer. 
Liquor Store staff members are all direct employees 
of NLC. All aspects of store design, sales, marketing, 
merchandising and human resources fall under NLC 
jurisdiction. Liquor Store sales account for 66% of NLC’s 
annual sales revenues. 

*Recognizing that Lines of Business in the 2017-
2020 Business Plan did not include cannabis, this will 
be added as a Line of Business in NLC’s 2020-2023 
Business Plan.  

WHOLESALE SALES
NLC’s Wholesale operations supply 142 

Liquor Express locations and over 1,400 licensees. 
Liquor Express accounts for 28% of NLC’s annual sales 
revenues while licensees account for 5%. Liquor Express 
stores are located primarily in rural areas and involve 
arrangements whereby a business entity competes 
for the opportunity to sell beverage alcohol in a retail 
environment, receiving a commission from NLC on its 
product sales. 

Licensees include lounges and restaurants that are 
licensed by NLC Regulatory Services to purchase 
product that is resold to customers.

St. John’s (8 stores, 2 satellites)

Mount Pearl (2 stores, 1 satellite)

Corner Brook (1 store, 1 

satellite)

Clarenville (1 store, 1 satellite)

Bay Roberts

Carbonear

Conception Bay South

Gander

Grand Falls-Windsor

Happy Valley-Goose Bay

Labrador City

Marystown

Paradise

Placentia

Port aux Basques

Stephenville

LINES OF BUSINESS
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BLENDING/BOTTLING
Rock Spirits is NLC’s manufacturing operation, 
and consists of a blending and bottling plant, 
employing 45 people. NLC has developed 

formulations for various spirits, owns the rights to 
certain brands, and blends and bottles product at 
its facility in St. John’s. These products are sold in 
Newfoundland and Labrador and are marketed to other 
liquor jurisdictions in Canada and the northeast United 
States. NLC also blends, bottles and distributes spirits 
on behalf of other suppliers. NLC’s manufacturing plant 
offers both high speed bottling as well as the ability to 
support the intricate bottling required of niche brands. 
NLC has secured new contracts and maintains current 
relationships through exceptional customer service and 
diligent investments in its manufacturing operations. 

Rock Spirits owns, produces and markets the following 
products:

Rock Spirits contract bottles the following products:

Screech Rum

Screech Spiced Rum 

Screech Honey Rum

Screech Gingerbread Rum

Old Sam Rum 

Old Sam 5 Rum

George Street Spiced Rum 

Shiver Vodka

Shiver Gin

London Dock Rum

Cabot Tower Rum

Newfoundlander’s  
White Rum

Ragged Rock Rum                                          

Iceberg Vodka

Iceberg Gold Rum

Iceberg Silver Rum

Iceberg Gin

Crystal Head Vodka 

Crystal Head Aurora Vodka

Crystal Head Pride Vodka 

Golden Wedding Whisky

Signal Hill Whisky

Liquormen’s Ol’ Dirty 
Canadian Whisky

Smugglers Cove Rum

Newfoundland Distillery 
Company Vodka

Newfoundland Distillery 
Company Cloudberry Gin

Newfoundland Distillery 
Company Aquavit

Newfoundland Distillery 
Company Rhubarb Vodka

Newfoundland Distillery 
Company Seaweed Gin

Newfoundland Distillery 
Company Chaga Rum

Newfoundland Distillery 
Company Gunpowder and 
Rose Rum                                         
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REGULATORY 
SERVICES

Regulatory Services is responsible for regulation of all 
licensed establishments in the Province in accordance 
with the Liquor Control Act and Regulations, the 
Liquor Corporation Act, the Smoke Free Environmental 
Act and the Cannabis Control Act and Regulations. 
Regulatory Services is actively involved in the design 
and implementation of NLC’s Social Responsibility 
programs while promoting social responsibility in all 
areas of business within the Corporation and with its 
stakeholders.

There are two divisions within Regulatory Services: 
Licensing and Regulatory Administration, which oversees 
all licensing and administrative matters, and Regulatory 
Compliance, which ensures compliance with governing 
legislation. 

Licensing and Regulatory Administration issues and 
maintains all liquor licenses in the Province. Licensing 
information is stored and maintained to assure data 
accuracy, promoting operational efficiency in support 
of Regulatory Compliance. The division is accountable 
for the development, implementation and maintenance 
of policies and procedures, as well as advising and 
providing information to the Province in regards to 
governing legislation.

Regulatory Compliance seeks to educate all interested 
and vested parties in the relevant laws and regulations 
promoting voluntary compliance. Where voluntary 
compliance is not achieved, this department is 
responsible to take steps to ensure violations are 
addressed and ultimately public safety is assured.

Additional Information

For more information on NLC and its operations, see 
NLC’s website at nlliquorcorp.com



STRATEGIC THEME 1: 
STRENGTHEN THE BUSINESS
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The desired outcome or strategic result from this 
theme is achieving financial commitments through 
innovation, realizing new opportunities and building on 
past performance. NLC continues to deliver significant 
financial return to its shareholder.

NLC’s core objective is increasing shareholder value – 
that is, delivering on financial commitments through 
management of key measures and achieving sales 
targets while maintaining a strong emphasis on socially 
responsible operations.  

GOAL
By April 4, 2020, NLC will have strengthened the 
business. 

Objective – By April 4, 2020, NLC will have 
improved shareholder value.

INDICATORS:
•  Reached target sales of $267.4 million

•  Achieved earnings from operations of $180.5 million

•  Achieved dividend of $189.5 million

•  Reduced inventory by $0.9 million

Sales for the year ending April 4, 2020 were $268.9 
million, $1.5 million higher than the sales target or a 0.5% 
increase. This growth was primarily driven by Liquor 
Express sales, as well as gains within both the spirits and 
ready-to-drink categories.  

Liquor Express stores accounted for the majority of the 
increased sales. In March, there was a high degree of 
uncertainty related to the COVID-19 pandemic. Liquor 
Express stores purchased additional product in March to 
keep up with consumer demand and to mitigate the risk 
of any unforeseen issues in the supply chain.

Spirit sales volume increased during the year, driven 
primarily by the continued growth in the premium spirits 
category, which is the primary reason for the increase.

Ready-to-drink sales have been showing growth over 
the last few years and continues on this trend. Sales 
volume increased 10% in fiscal 2019-20 compared to 
prior year and was higher than anticipated.

Beer sales were consistent with prior year and ahead 
of target for fiscal 2019-20 by 0.9%. Increased sales of 
specialty and domestic premium products is mitigating 
the decline of domestic products. 

Wine sales and volume were 0.9% lower than targeted. 
Research indicates that consumers, specifically 
millennials, are moving away from wine towards lower-
calorie, portable drinks in the ready-to-drink category. 

Cannabis online sales were $0.5 million in fiscal 2019-
20, which is consistent with the prior year. This remains 
an area of focus for the organization in the future.

Earnings from operations were $179.1 million, which was 
$1.4 million lower than anticipated. This is due to lower 
earnings from cannabis operations. Legalized cannabis 
is a new industry, making it challenging to forecast. Sales 
volume was lower than expected, resulting in lower 
earnings. NLC continues to make strides in its efforts to 
disrupt the illicit market, and sees this as an opportunity 
to gain additional revenues in fiscal year 2020-21 and 
beyond. 

Alcohol earnings were strong, showing increased sales. 
NLC has also focused on minimizing costs and reducing 
discretionary spending where possible. 

The dividend to the Provincial Government was $168.5 
million, which was below the target for fiscal 2019-20 by 
$21 million.  

During the fiscal year, the total dividend payment was 
reduced by $9.5 million primarily due to lower than 
expected cannabis sales. As an emerging industry, it is 
difficult to forecast sales in cannabis, however, NLC is 
confident that continued investment in this market will 
yield substantial growth, particularly as it continues to 
disrupt the illicit market. 

The remaining $11.5 million was withheld in March 2020 
in order to manage working capital during the COVID-19 
pandemic, and will be paid to the Provincial Government 
during the first quarter of fiscal 2020-21.

INDICATORS 19/20 ACTUAL

Reached target sales of 
$267.4 million

$268.9 million 

INDICATORS 19/20 ACTUAL

Achieved earnings from 
operations of $180.5 million

$179.1 million 

INDICATORS 19/20 ACTUAL

Achieved dividend of  
$189.5 million 

$168.5 million 



ANNUAL REPORT  |  2019 - 2020 11

NLC is committed to reducing the amount of inventory 
on hand by improving core inventory turns and 
decreasing the percentage of non-core inventory. The 
reduction of $1 million in inventory was above target by 
$0.1 million, primarily due to the sale of non-core wine 
products in fiscal 2020.  

THREE-YEAR
PERFORMANCE SUMMARY
While sales targets were achieved in two of the three 
fiscal years, sales were lower than anticipated in fiscal 
year 2018-19. Sales for the year ending April 6, 2019 
were $262.4 million, $2 million lower than targeted. 
Economic indicators were forecasting a decline in 
sales for fiscal 2018-19, however, sales were lower 
than expected, specifically in the wine category. Wine 
sales were lower than targeted as a result of less than 
expected private orders and premium wine sales. Spirit 
sales volume declined in the second year of the three-
year planning cycle as well. 

Dividend targets were achieved in two of the three fiscal 
years, however, it was not achieved in fiscal 2019-20 
due to lower than anticipated cannabis sales and the 
allocation of funds to manage working capital during 
the COVID-19 pandemic. As noted, the $11.5 million 
variance associated with COVID-19 will be paid to the 
Provincial Government during the first quarter of fiscal 
year 2020-21. During the fiscal year, the total dividend 
payments were reduced by $9.5 million primarily due to 
lower than expected cannabis sales. 

Throughout the three-year business cycle associated 
with the 2017-2020 Business Plan, NLC has focused on 
minimizing costs and reducing discretionary spending 
where appropriate. While this reduction in costs allowed 
the organization to achieve its targeted earnings from 
operations in two of the three years, it was short of its 
target in fiscal year 2019-20 by $1.4 million. 

INDICATORS 19/20 ACTUAL

Reduced inventory by  
$0.9 million

Inventory reduced by  
$1 million
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2019-20 
Actual

2019-20 
Target

 
Variance

%  
Variance

2018-19 
Actual 

2018-19 
Target

 
Variance 

% 
 Varience

Spirit

Wine

RTD

Beer

129.6

78.8

21.8

38.3

126.5

79.5

20.4

38.0

3.1

(0.7)

1.4

0.3

2.5%

-0.9%

6.9%

0.8%

126.1

77.5

19.8

38.0

124.8

82.9

18.4

37.5

1.3

(5.4)

1.4

0.5

1.0%

-6.5%

7.6%

1.3%

SALES BY PRODUCT CATEGORY (MILLIONS OF DOLLARS)

2020

1,602

861

606

307

79

90

23

17

3

3

3,591

2019

1,606

807

589

311

119

84

20

17

3

1

3,557

2018

1,711

837

597

326

123

72

19

17

3

1

3,706

2017

1,762

836

590

329

119

64

19

17

4

1

3,741

2016

1,824

826

590

356

137

62

19

17

3

1

3,835

2015

1,893

813

589

368

129

61

19

18

4

-

3,894

2014

1,947

815

584

371

124

60

20

19

4

1

3,945

Rum

Rye Whisky

Vodka

Liqueurs

Scotch - other Whisky

Gin

Tequila 

Brandy

Cognac

Miscellaneous

SPIRITS SALES  
(in thousands of litres)
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2020

2,276

377

2,653

2019

2,041

371

2,412

2018

1,888

362

2,250

2017

1,789

312

2,101

2016

1,817

300

2,117

2015

1,771

249

2,020

2014

1,578

137

1,715

Refreshment Beverages

Cider

READY TO DRINK (RTD) & CIDER SALES  
(in thousands of litres)

2020

3,509

2,541

22

6,072

2019

3,524

2,630

32

6,186 

2018

3,559

2,779

40

6,378

2017

3,570

2,871

61

6,502

2016

3,698

3,017

94

6,809

2015

3,681 

2,476

101

6,258

2014

3,479

2,378

100

5,957

Local Beer

Imported Beer

Low Alcohol Beer

BEER SALES  
(in thousands of litres)

2020

4,001

285

53

10

4,349

2019

3,998

284

54

14

4,350

2018

4,188

294

59

16

4,557 

2017

4,104

290

61

10

4,465

2016

4,047

296

65

5

4,413

2015

3,852

285

70

6

4,213

2014

3,692

275

71

5

4,043

Table Wine

Sparkling & Champagne

Fortified Wine

Low Alcohol Wine

WINE SALES  
(in thousands of litres)
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STRATEGIC THEME 2: 
OPERATIONAL EXCELLENCE
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INDICATORS 19/20 ACTUAL

Improved core inventory 
turns to 4.8

4.7

Operational Excellence is a key pillar on which NLC will 
achieve its mission and vision. Operational excellence 
means operating in a way that is safe, reliable and cost-
efficient. 

For customers and stakeholders, operating in this way 
helps NLC deliver on its commitment to the Province 
of Newfoundland and Labrador and the communities it 
serves.

GOAL
By April 4, 2020, NLC will have improved its operations.

Objective – By April 4, 2020, NLC will have 
enhanced its organization’s programs aimed to 
strengthen operations.

INDICATORS:
•  Improved core inventory turns to 4.8

•  Improved cases per worked hours by 2%

Improving core inventory turns without restricting sales 
growth is key to increasing profitability. As inventory 
turns improve, efficiencies are gained, freeing up cash 
for dividend payments.

During fiscal 2019-20, NLC continued to focus on 
improvements to inventory turnover, continuing 
to address lower volume products at retail and the 
distribution centre. This resulted in core inventory turns 
of 4.7, falling slightly short of NLC’s goal of 4.8. However, 
total inventory decreased by $1 million in 2019-20 
compared to 2018-19. Total inventory has decreased by 
$4.9 million since fiscal 2016-17.

Improved cases per worked hours is a measure which 
helps illustrate sales efficiency against labour required. 
Retail cases per worked hours improved by 7.7% in fiscal 
2019-20. Efficiencies were gained across the store 
network as sales increased while salaries and benefits 
remained consistent with 2018-19. Retail cases per 
worked hours have increased by 15.6% since fiscal year 
2016-17.

INDICATORS 19/20 ACTUAL

Improved cases per worked 
hours by 2%

7.7%
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THREE-YEAR
PERFORMANCE SUMMARY 
In an effort to continuously strengthen its operations, 
NLC is not only committed to employee physical safety, 
but to psychological safety as well. An analysis of the 
utilization of NLC’s Employee/Family Assistance Program 
and Long Term Disability claims in 2018 showed a 
marked increase in employee-requested support and 
long-term absences due to mental health issues. An 
in-house trainer was certified in Mental Health First 
Aid (MHFA) and as a result, all NLC locations and/or 
departments have at least one manager/supervisor 
trained in MHFA who can provide support, guidance, 
information and access to resources. NLC delivered on 
its commitment during the three years of the 2017-2020 
Business Plan, by increasing the number of employees 
trained in Mental Health First Aid to 88 from just 17. 

Retail cases per worked hours have increased by 15.6% 
from fiscal 2016-17 to fiscal 2019-20, as efficiencies 
were gained in each of the three years of the 2017-
2020 Business Plan. In fiscal year 2017-18, NLC made 
significant gains in this area following an operational 
analysis by store location, offering insights into how to 
make more efficient use of labour. While sales results 
in fiscal year 2018-19 negatively impacted NLC’s ability 
to successfully achieve this indicator for that specific 
year, gains made in fiscal 2019-20 were the result of 
efficiencies across the store network as sales increased.

Core inventory turns have increased from 4.4 turns in 
fiscal 2016-17 to 4.7 turns per year in fiscal 2019-20, as 
NLC continued to focus on improvements to inventory 
turnover, addressing lower volume products at retail and 
the distribution centre. While falling slightly short of its 
targets of 4.9 in fiscal year 2018-19 and 4.8 in fiscal year 
2019-20 (achieving 4.7 in both years), NLC has improved 
inventory turnover overall, without restricting sales 
growth. 



STRATEGIC THEME 3: 
CUSTOMER EXPERIENCE
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INDICATORS 19/20 ACTUAL

Achieved customer 
satisfaction score of 95% 

97.7%

INDICATORS 19/20 ACTUAL

Met twice per year with 
licensees

One Meeting

INDICATORS 19/20 ACTUAL

Implemented camera 
upgrade in four additional 
stores  

Achieved

NLC’s success rests on its ability to meet and exceed 
expectations of those served. Retail consumers seek 
a pleasant and rewarding shopping experience, with 
associates who are polite, caring and genuinely 
interested in helping; employees that have excellent 
product knowledge and offer sound advice; and an 
efficient shopping process, both in-store and online. 

GOAL
By April 4, 2020, NLC will have improved the Customer 
Experience

Objective – By April 4, 2020, NLC will have 
improved the customer service experience.

INDICATORS:
•  Achieved customer satisfaction score of 95%

•  Implemented camera upgrade in four additional stores

•  Met twice per year with licensees

NLC’s receipt-based customer satisfaction survey 
provides valuable insight and information that is used 
to improve overall customer experience. Liquor Store 
Managers monitor survey results on a regular basis 
and make changes to improve customer service where 
required. Customer concerns are reviewed promptly and 
actioned accordingly, fostering high satisfaction ratings. 

NLC has made it a priority to ensure customers’ 
concerns are addressed as soon as possible – in-store, 
via email, phone and through social media inquiries. 
Customers have several outlets with which to provide 
feedback, and in-store staff and head office personnel 
work closely on matters of customer complaint 
escalation.  

NLC upgraded camera systems in four Liquor Stores 
in fiscal 2019-20, located in Corner Brook, Gander, 
Grand Falls-Windsor and Stephenville. Camera upgrades 
contribute to the safety of customers and staff and assist 
in loss prevention initiatives. 

Since fiscal 2015-16, 18 Liquor Stores and the 
distribution centre have been upgraded, with remaining 
stores and head office to be completed in the near 
future. 

NLC has made it a priority to meet with licensees 
regularly, ensuring lines of communication remain open 
and topics of interest may be discussed on an ongoing 
basis. While NLC had planned to meet with licensees 
twice per year, schedules and business demands of 
working committee members, weather related events 
and the COVID-19 pandemic prevented it from fully 
achieving this indicator. This collaborative approach to 
working with licensees on issues impacting its business 
will provide long-term stability to NLC’s relationships 
with these valued partners, to the mutual benefit of the 
Corporation, licensees and customers.
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THREE-YEAR
PERFORMANCE SUMMARY
The launch of e-commerce for beverage alcohol was 
highlighted in the 2017-2020 Business Plan. It was 
subsequently cancelled in fiscal year 2017-18 due to 
the investment required at the time, as well as the 
impending legalization of cannabis. NLC had shifted 
its focus from online retailing of beverage alcohol to 
e-commerce functionality for cannabis. However, the 
onset of the COVID-19 pandemic in March 2020 altered 
this direction and required the organization to change 
its customer experience model, ensuring the safety 
of staff and the general public was paramount, while 
maintaining a high degree of service. 

NLC applied its learnings from the launch of cannabis 
e-commerce to build upon the flexibility of its newly 
designed beverage alcohol site (nlliquor.com) to offer 
a ‘click and collect’ option for customers. The ability 

for customers to now order online or via telephone, 
and to pay and pick-up in-store received immediate 
positive response and offered a new service, which NLC 
will build upon with ‘add-to-cart’ functionality in the 
near future. This enhancement was possible given that 
NLC had recently re-launched its retail and corporate 
websites. Both new websites (nlliquor.com and 
nlliquorcorp.com) are now mobile-friendly, offering a 
seamless and efficient user experience for both desktop 
and mobile devices.

NLC challenged itself to improve the customer 
experience, measuring this success using its receipt-
based customer satisfaction survey. The organization is 
proud to have consistently achieved Retail Satisfaction 
scores over 97% during its business cycle.

 

1 2 3
F I N D  

Y O U R  S T O R E
C O M P L E T E

O R D E R  F O R M
P AY

+  P I C K - U P

NLC’s primary focus is on the health and safety of its employees and customers. 
Should NLC make further adjustments to its operations during the COVID-19 pandemic, 
an update will be posted at www.nlliquor.com. Thank you for your patience. Stay safe.



STRATEGIC THEME 4: 
SOCIAL RESPONSIBILITY
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NLC will implement initiatives, individually or in 
partnership with other organizations, that reach out to 
the public, engaging and educating them. NLC’s role of 
educator and promoter of responsible consumption and 
its commitment to the communities in which it operates 
goes hand in hand with the sale of product. Programs 
are strategically aligned so that NLC’s reputation as a 
socially responsible organization reinforces its reputation 
as an excellent retailer. Additionally, NLC marketing 
and media continues to integrate social responsibility 
messaging.

GOAL
By April 4, 2020, NLC will have implemented initiatives to 
strengthen its commitment to social responsibility.

Objective – By April 4, 2020, NLC will have 
implemented programs to enhance our 
leadership role in social responsibility.

INDICATORS:
•  Community based partnerships initiatives  
    completed 100%

•  Achieved challenge and refusals rate of 9%

•  Licensed establishments and cannabis retailers 
    inspected 90%

•  Responsible Choices program redesigned 100%

•  Continue to strengthen enforcement partnership 
    initiatives to disrupt organized crime activities relative 
    to beverage alcohol and cannabis. 

NLC continued its legacy partnerships with Crime 
Stoppers NL, Citizens’ Crime Prevention Association, 
MADD, Fetal Alcohol Spectrum Disorder (fasdNL), Law 
Enforcement Torch Run, Hospitality NL, and Iris Kirby 
House. In addition, NLC contributed to the Community 
Food Sharing Association, Rainbow Riders, The 
Gathering Place, A Dollar a Day and First Step Charity in 
recognition of their important work.

Leadership Awards were presented in recognition of 
those who have gone ‘above and beyond’ in terms 
of commitment to their communities. The recipients 

included the Newfoundland and Labrador Construction 
Association, First Step Charity, Bill Mahoney, Courtney 
Clarke, Allan Hawco, Lauren Pearcey, as well as the NLC 
Cannabis Team.

NLC sponsored MADD Canada’s School Assembly 
Program, delivered to junior high and high school 
students throughout the Province, reaching over 4,000 
students. NLC also participated in MADD Canada’s 
Project Red Ribbon campaign, accepting donations at 
Liquor Stores during the months of November through 
January. 

As part of a Victoria Day weekend social responsibility 
initiative to raise awareness of the dangers of impaired 
driving, all Liquor Stores distributed seatbelt covers and 
t-shirts with ‘Drinking and Driving Kills’ messaging to 
customers. 

NLC recognized Plaid for Dad Day at its head office and 
corporate stores by donating funds and wearing plaid in 
support of Canadian families facing prostate cancer.

Inspectors joined the Royal Canadian Mounted Police 
(RCMP) to deliver presentations of NLC’s Responsible 
Choices Program in Old Perlican and Bell Island.

The Corporation monitors its challenge and refusals 
rate, defined as the percentage of transactions at Liquor 
Stores during which customers are asked to show 
identification. NLC’s Check 25 program mandates that 
Liquor Store and Liquor Express staff check identification 
of customers who look 25 years of age or younger 
to ensure they are of legal age to purchase beverage 
alcohol. In fiscal 2019-20, NLC slightly missed its 
target by challenging and/or refusing 8.7% of all sales 
transactions.

Licensed establishments and cannabis retailers are 
inspected according to a risk-based inspection schedule, 
which ensures that those premises that present a higher 
risk are visited more frequently. As a result of operating 
at full capacity with no position vacancies, the target 
number of inspections was met in fiscal 2019-20.

INDICATORS 19/20 ACTUAL

Community based 
partnerships initiatives 
completed 100% 

100%

INDICATORS 19/20 ACTUAL

Licensed establishments 
and cannabis retailers 
inspected 90%

90%

INDICATORS 19/20 ACTUAL

Achieved challenge and 
refusals rate of 9% 

8.7%
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The redesign of NLC’s Responsible Choices program 
was completed in fiscal 2019-20 with the incorporation 
of content related to the effects of cannabis use.

In the 2019-20 fiscal year, NLC’s Compliance and 
Enforcement unit investigated 16 incidents, 12 of which 
resulted in cannabis seizures. With the assistance of the 
Royal Newfoundland Constabulary (RNC), RCMP and 
Canada Post, a total of $2.1 million in illicit products and 
cash was seized.  

NLC’s Compliance and Enforcement unit has secured 
access to the Provincial Government license to take 
online training with the Canadian Police Knowledge 
Network. Training is ongoing, with 14 courses now 
available to NLC Inspectors, while these Inspectors 
provided training for law enforcement partners 
regarding new cannabis legislation.

Memorandums of Understanding (MOUs) and Working 
Groups are in place with Canada Post and the RCMP. 
Although NLC had hoped to have MOUs in place with 
the RNC and Service NL’s Motor Registration division in 
fiscal 2019-20, discussions remain underway. For this 
reason, the indicator is considered 95%. 

THREE-YEAR  
PERFORMANCE SUMMARY
Through legacy partnerships with Crime Stoppers 
NL, Citizens’ Crime Prevention Association, MADD, 
fasdNL, Law Enforcement Torch Run, Hospitality NL 
and Iris Kirby House, NLC continues delivery of its 
social responsibility programs. Initiatives such as the 
NLC Leadership Awards, Responsible Choices program, 
Serve Responsible NL and the “Drinking and Driving Kills” 
campaign enable NLC to engage and educate, delivering 
on its commitment to social responsibility.

Over the last three years, NLC has expanded its “Drinking 
and Driving Kills” messaging to include cannabis, 
and has included this in subsequent campaigns 
through traditional and digital media. In working with 
various partners, NLC has also played a key role in 
promoting social responsibility in cannabis through 
the development of online training modules accessible 
through ShopCannabisNL.com.  

NLC continues to effectively implement its risk-based 
inspection policy, which guides Inspectors’ ability to 
strategically schedule compliance inspections, focusing 
the application of resources to encourage compliance 
by those that present greater risk. While targets were 
met in two of three years, the number of inspections 
was slightly below target at 88% in fiscal 2017-28 due to 
position vacancies. 

The Corporation measures the success of the Check 
25 customer ID program by monitoring challenge and 
refusal rates at Liquor Stores. While NLC’s challenge and 
refusals rate met or exceeded targets in the first two 
years of the Business Plan, it fell just below its 9% target 
(at 8.7%) in fiscal 2019-20.

INDICATORS 19/20 ACTUAL

Responsible Choices 
program redesigned 100%

100%

INDICATORS 19/20 ACTUAL

Continue to strengthen 
enforcement partnership 
initiatives to disrupt 
organized crime activities 
relative to beverage alcohol 
and cannabis 

95%



OPPORTUNITIES & 
CHALLENGES AHEAD
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NLC’s 2017-2020 Business Plan, presented in the House 
of Assembly on June 30, 2017, provided direction for 
the past three fiscal years and guided the efforts of the 
Corporation until the end of fiscal year 2019-20. The 
2020-2023 Business Plan will be presented in the House 
of Assembly on December 31, 2020 and will guide NLC’s 
decisions during the coming years. 

In addition to the responsibilities outlined in the 2017-
2020 Business Plan, the legalization of cannabis by 
the Government of Canada in 2018 resulted in NLC 
taking a lead role in the launch of this new industry. 
Opportunities include revenue growth and public 
education, while challenges exist from a regulatory and 
enforcement perspective. 

NLC and all retailers throughout Newfoundland and 
Labrador face challenges with respect to economic 
uncertainty - including a decreasing and maturing 
population. At an already-challenging time, the effects 
of the COVID-19 pandemic have also created further 
difficulties for retailers. While it is early to determine 
these overall effects, NLC has noted a number of 
trends, including a shift towards larger format options 
and economy brands and an increase in purchase 
of established brands. NLC must also consider 
consumption trends as it seeks opportunities to grow. 
Compared with the rest of the country, Newfoundland 
and Labrador has higher rates of consumption in 
categories such as beer and spirits, while wine and 
ready-to-drink categories continue to offer a significant 
growth opportunity.

In fiscal 2019-20, NLC improved its online experience, 
redesigning nlliquor.com, implementing lessons learned 
from its launch of the cannabis e-commerce website, 
ShopCannabisNL.com. Upon closing its stores to 
the general public to assist in preventing the spread 
of COVID-19, NLC developed an online/telephone 
ordering solution. NLC will continue to build upon this 
initiative, offering ‘add-to-cart’ functionality in the weeks 
ahead and will optimize the use of e-commerce and 
m-commerce (mobile commerce) in the years to come. 

During fiscal 2019-20, NLC conducted a survey to 
gather the thoughts of its workforce. Having recently 
come through a period of organizational change, 
results indicated that there existed an opportunity 
for the organization to ensure its people feel a sense 
of belonging and that they feel valued for their 
contributions. The introduction of NLC’s Diversity, 
Inclusion and Belonging Committee in fiscal 2019-
20 ensures that NLC continues to evolve as an 
organization where all employees and customers feel 

welcomed, safe and valued. The survey also indicated 
that employees desire more information and regular 
communications. To this end, NLC has a renewed focus 
on ensuring matters of organizational significance are 
well communicated, recognizing this as an opportunity 
to engage its employees and further nurture an 
environment of belonging and trust. 

An additional opportunity that NLC will explore in the 
months and years ahead is with respect to the means 
by which customers access products, exploring new 
opportunities to provide efficient access. For instance, it 
will continue to strengthen the Liquor Express channel 
and build upon its private ordering program. NLC will 
also continue to play a partnership role in the further 
development of the craft brewing industry, as this 
continues to be a key opportunity. 

NLC will continue to optimize operations at Rock Spirits, 
attracting new partners and expanding opportunities 
to export products outside of its home markets. NLC’s 
control over its own bottling plant provides flexibility to 
reconfigure operations to meet unique needs of partners 
and Government, as evidenced by its production of 
hand sanitizer in the early stages of the COVID-19 
pandemic. With plans to add a canning line, NLC looks 
forward to taking advantage of trends in the ready-to-
drink category. 

During fiscal 2019-20, the Office of the Auditor General, 
Newfoundland and Labrador, released a Report to 
the House of Assembly, Newfoundland and Labrador 
Liquor Corporation, outlining issues of concern related 
to the Bordeaux Premium Wines program. The report 
included a number of recommendations – all of which 
NLC implemented either prior to or immediately upon 
the report’s release, along with other initiatives it feels 
will strengthen public trust. NLC also seized upon this 
opportunity to reduce excess Bordeaux wine inventory. 
While this report was in relation to a specific category, 
NLC viewed it as an opportunity to reduce inventory and 
increase supply chain optimization.  

While it requires the support of its shareholder and 
partners to help it realize its full potential, NLC will 
continue to explore and capitalize on new opportunities.
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SALES BY LOCATION

Howley Estates 1 7,980 

Stavanger Drive 1 1,837

Corner Brook - Humber Gardens 10,839 

Long Pond - CBS 10,539

Merrymeeting Road 10,1 1 6

Kelsey Drive 10,052

Pearlgate Plaza 10,025 

Topsail Road 9,768

Paradise 8,213 

Gander 8,125 

Mount Pearl - Old Placentia Road  7,573

Grand Falls 7,473 

Happy Valley 6,738

Blackmarsh Road 6,410

Bay Roberts  5,977 

Clarenville 5,802 

Stephenville 5,328 

Ropewalk Lane 5,235

Carbonear 4,942

Marystown 4,853

Labrador City 3,793

Queen Street 3,337

Port aux Basques 2,659 

Murphy’s Square - Satellite Store 2,573

Placentia 2,1 28

Lake Avenue - Satellite Store 1,543 

Centennial Square - Satellite Store 1,543

Newfoundland Drive - Satellite Store 1,508

Clarenville Irving - Satellite Store 485

FISCAL YEAR 2020 
(THOUSANDS OF DOLLARS)

(NLC LIQUOR STORES)




