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MOSS BUREAU

is a provider of strategic multi-platform design consulting.
Founded in 2012 by the owners of the iconic Moss Gallery in New York City, it
provides a variety of services to a wide range of US and international clients.

F o r M u se u m s, M O S S B U R E A U o ffe rs a n e w re ta il p a ra d ig m , lo o kin g
b e y o n d fid u cia ry re sp o n sib ility to a re p o s itio n in g o f re ta il a s fu ll p a rtn e r to
o th e r m u se u m d e p a rtm e n ts. T h e p ro ce ss is a n in te rv e n tio n a n d th e g o a l is
to tra n sfo rm th e m o st a cce ssib le p o in t o f v isito r in te ra ctio n in to an e ffe ctiv e
p la tfo rm fo r p ro m o tin g th e m u se u m ’s m issio n , co lle ctio n s a n d p h ilo so p h y,
w h ile in cre a sin g sa le s re v e n u e a n d lo w e rin g o v e rh e a d .
Museums live now in the world of the blockbuster, competing with each other for
exhibitions and talent as well as for audiences, and competing with all other forms of
entertainment for their customers’ attention, dollars and time. It has become essential
that every department, including retail, provide maximum value to the enterprise that
modern museums have become. Declining attendance, donor fatigue, siloed operations
and dated technology complete the context supporting urgent change in the museum
world.

O u r a p p ro a ch is b o th a n a ly tic a n d h ig h ly cu ra to ria l, fo c u s in g n a rro w ly a n d
d e e p ly o n th e a ttrib u te s o f a n d o p p o rtu n itie s p ro v id e d b y y o u r m u se u m . T h e
re s u lt is th e p o s t-g e n e ric s h o p, w ith a u n iq u e b ra n d e d id e n tity clo se ly tie d
to th a t o f th e m u se u m .

“ It’s not just a more pleasant shopping experience, it’s the beginning of a
conversation about the role of retail in a cultural institution – is it just about sales,
or should it reflect the works elsewhere in the building? The new MFAH Shop
shows that in the right hands, it can be all of the above. “
- Susan Rufca, writing in HOUSTONIA, 11/17/2015

In November 2014, the Museum of Fine Arts Houston hired
Moss Bureau to do a broad and thorough analysis of its retail
operations . T h i s r e v i e w c o v e r e d a l l a s p e c t s o f i t s o p e r a t i o n s , i n c l u d i n g P & L ,
merchandise, buying, display, physical layout of the shop, and how the shop is
perceived, by customers and by other museum departments.

After submission of the Report, we were contracted to implement its
recommendations. This took place in the summer and fall of 2015.
The work consisted of major changes to the shop brand as well as the shop layout,
which we redesigned, by repositioning existing display fixtures and by adding new
ones. Inventory was reviewed, for content and volume, new vendors were sourced
and the entire product offering was reduced and revamped.
Basic to our plan was the integration of the store into the larger departmental
operations of the museums, including curatorial. The purpose of creating crossdepartmental activity was to support the shop taking on a larger role in promulgating
the museum’s mission. The goal was to create a customized shop that truly
reflected the mission, collections and philosophy of the museum.

This phase of the work was completed at the end of 2015 and we
have now moved onto a third phase, elaborating and implementing
ongoing changes to the merchandise to be introduced in 2016.

OUR WORK BEGAN IN DECEMBER 2014, WITH A COMPLETE ANALYSIS OF THE RETAIL OPERATION.
When we arrived, the first thing we realized was how closed off the store was from outside access.

On the following pages, we show a series of before and after photographs
demonstrating the at times dramatic impact our work had in the look and
operations of the MFA Shop.

STORE WINDOW BEFORE MOSS BUREAU: DECEMBER 2014
The large windows to the right of the entrance door were very open to the interior,
with no visual separation, and the window display was basically more shop display,

STORE WINDOW AFTER MOSS BUREAU: DECEMBER 2015
Floating panels separate the window display from the interior, and the area in front of the window
is dedicated to a specific dramatic representation of the theme of color.

DISPLAY OF BOOKS BEFORE: DECEMBER 2014
Books were everywhere, and the store was visually chaotic.

DISPLAY OF BOOKS AFTER: DECEMBER 2015
Organized by type, and labeled, with end of row plinths on which a book can be rested for more in depth perusal.

DISPLAY WALL ON LEFT OF ENTRANCE BEFORE: DECEMBER 2014
The large display unit encounter immediately upon entering the store was unthemed and chaotic.

DISPLAY WALL ON LEFT OF ENTRANCE AFTER: DECEMBER 2015
This unit has become the Curator’s Picks area, with a large poster in each bay
which names and celebrates four of the museum’s departments, as below.

The interdepartmental aspect of our work is both visible and invisible in these
photos. It should be clear that there was participation from the curators of the
four departments presented in the large cabinet display. Less obvious is the fact
that all new graphics and new display fixturing, which included the reconfiguring
of the “Tiffany” windows shown below, was done by the museum’s Graphics and
Installation departments. Until now, at the MFA, as it is at most museums, retail
was a self-contained island within the larger organization. We think it’s critical to
begin breaking down those walls. As you can see, the results can be very
powerful.

STREET WINDOW BEFORE: DECEMBER 2014

STREET WINDOW AFTER: DECEMBER 2015
Note that the graphic in the window has also been changed.

CENTER QUAD DISPLAY CASES BEFORE: DECEMBER 2014

CENTER QUAD DISPLAY CASES AFTER: DECEMBER 2015

1000 MUSEUMS POSTER DISPLAY BEFORE: DECEMBER 2014
This is a specialist vendor for posters of the Museum’s art.

1000 MUSEUMS POSTER DISPLAY AFTER: DECEMBER 2015
The display has been changed to a large vertical flat screen monitor displaying a slide show of
everything in the archive. It’s directly opposite the entrance door and in the center of the four quad display plinths.

We added Lucite bonnets to the top of existing display units, giving us the ability
to curate and control the display of themed merchandise.

WIDE IMAGE OF STORE BEFORE: DECEMBER 2014

WIDE IMAGE OF STORE AFTER: DECEMBER 2015
Note the major reduction in merchandise on display, as well as repositioning of display units,
creating a more open and organized selling space.

One of three “Tiffany” windows on the exterior wall of the shop.

One other aspect of our work is that it is in general behind the scenes. As the
included press demonstrates, the results of our intervention benefit the museum
not only in the creation of a better, more effective, “more pleasant” shopping
experience, but also in the credit for the work falling to the team in place. This
makes it possible for the institution to shape the story to their best advantage.
If our public association can be helpful, as it was in the case of the Glass House,
then we are happy to be involved in the public relations efforts. If not, and it’s
more effective to support the efforts of museum’s own team, we are equally
happy to stay back stage.

PRESS

RESULTS
As of this writing, it was too early for hard data on the impact of our
work on sales revenue, but anecdotal reports indicate considerable
increase over the prior year.
And our clients had this to say:
“We have been exceptionally pleased with our partnership with Moss Bureau
best reflected in the look and feel of the revamped MFA Shop. Moss Bureau not
only helped us conceive the look of the Shop but also worked with us on
developing a structured framework that will inform our long term approach to
merchandising. The Shop is exactly what we had hoped for, each object stands
special--carefully selected to amplify the shopping experience.”
-- Eric Anyah, CFO of MFAH
“I am beyond thrilled with the overall outcome of the shop and we have received
an overwhelming response of positive feedback…and more to come I’m sure!
…thank you for all of your hard work! I am truly proud of the overall look and feel
of the shop!
-- Chris Goins, General Manager of Retail MFAH

For more information, please contact us:

telephone : 212 204 7107
email : info@mossbureau.com
address : 462 Seventh Avenue, 22nd Floor, New York, NY 10018

