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t h e  p a n e l i s t s

Calloway’s Nursery

Dallas/Forth Worth

and Houston, Texas

mytexasgarden.com

North Haven Gardens

Dallas, Texas

nhg.com

Pemberton Farms 

& Garden Center

Cambridge, Mass.

pembertonfarms.com

Our newly formed garden center social media panel  
will help you take your tech knowledge to the next level —  
and learn through their experience how to incorporate it into your business.T E C H  T A L K ✳

When my grandfather Tofic Said-
nawey first opened Pemberton 
Market in 1930, his philosophy 
was simple: Offer quality prod-
ucts at great prices, build a rela-

tionship with every customer who walks through 
the door and treat each customer the way you 
would want to be treated. 

As Pemberton Farms celebrates its 80th year, 
our philosophy as third-generation business 
owners remains the same, but the way we do it 
may have changed a bit! 

My brother Tom and I have worked hard to 
maintain these simple values. Open seven days a 
week, we make sure at least one of us is at our store 
every day, 363 days a year. (We’re closed only on 
Christmas and New Year’s Day.) Whether it’s the 
busy spring garden gardening season or a cold 

Connect With
Pemberton Farms

Web: 
www.pembertonfarms.com 

Facebook:
Search for Pemberton Farms &
Garden Center

Twitter:
http://twitter.com/PembertonFarms

The More Things Change…
After 80 years in business, much at Pemberton Farms has changed, but a lot has stayed the same. 
In today’s age of technology, is there still room for good, old-fashioned customer service?

By Mark Saidnawey

winter’s day, one of us is there. We’ve learned the 
importance of customer service and work hard 
to continue the traditions that were passed down 
to us. We are in front of our customers, listen to 
what they are asking for, keep a close eye on our 
products (many are perishable) and thank every 
person who walks through our doors. A little 
kindness goes a long way.

Currently Tom and I own and operate 
Pemberton Market, the original grocery and 
liquor store; Pemberton Farms, a full-service 
garden center and gourmet food store; and our 
online catalog gift business, www.pemberton-
farms.com, one of the largest in New England. 
Though we carry on the philosophy of our grand-
father; our father, Leo (who, at 82, still comes in 
every day); and his brother Alfred, we also have 
had to look for new ways to bring customers to 
Pemberton Farms. The dot-com bust in the late 
’90s, 9/11 and the recent economic downturn 
forced us to be more creative as a business. Fortu-
nately, we have so many new tools to use to attract 
new customers, tools our father and grandfather 
never had.

On the Internet Bandwagon
As I wrote in a previous article in January’s 

Lawn & Garden Retailer, “Facebook and Twitter and 
iPhones, Oh My!,” the Internet, particularly social 
media sites, has been extremely beneficial for our 
business. Facebook and Twitter are both easy to 
use and, more importantly, free! We currently 
use them to let customers know about upcoming 
events, new introductions, specials, gardening 
ideas and more. To date, more than 600 customers 
have “followed” us. Review sites are also helpful, 

and they’re often more important to potential 
customers. One review site, Yelp (www.yelp.com), 
is used by millions of consumers a month. All it 
takes is one bad review that spreads for customers 
potentially to stop coming. Pemberton averages 
400 page views a month. To date, customers have 
written 75 reviews about us, and our rating is 4.5 
out of 5 stars. Thanks, customers! 

The Google Payoff
One of our most successful tools for pro-

moting our business has been Google AdWords. 
Although used mainly for our online gift basket 
business, it has given us tremendous success 

Leslie Finical Halleck Mark SaidnaweyKimberly Bird

Google asked Pemberton Farms & Garden Center to play host to a 
national press conference — thanks to one Google employee’s cus-
tomer service experience at the garden center as a college student.
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through purchasing key words and 
search phrases from Google. “Gar-
dening Supplies,” “Gifts” and “Gift 
Baskets” are among the terms that 
have helped us target new customers 
and bring new business opportuni-
ties to Pemberton Farms. We have 

been using AdWords for eight years 
and have reaped a profitable return 
on the dollars we’ve spent. 

Thanks to our success with 
Google, they recently contacted 
us and asked if they could use our 
garden center to hold a national 

press conference with Google execu-
tives, state and local politicians, and 
reporters from various TV networks 
and local newspapers in attendance. 
Of course, we said yes! (For a look 
at press coverage on the event, visit 
http://bit.ly/pemberton-google.)

This event was a major accom-
plishment for our business. It was 
on the news that night, in Boston-
area newspapers the next day and 
all over the Internet. For Pemberton 
Farms to be mentioned in the same 
sentence as a multibillion-dollar 
company like Google was such an 
honor. From a corner store to a 
nationally mentioned business — 
I’d like to think our grandfather 
would be proud. After the event, 
I asked a Google executive why 
they’d selected Pemberton to host 
this event, with so many larger cor-
porations in the Boston area. She 
told me that when she was in col-
lege in Boston, she used to visit our 
store often. She loved the store then 
and remembered how wonderfully 
the staff had treated her. So when 
Google decided to have the press 
conference in Boston and she saw 
that Pemberton Farms was a cus-
tomer, she knew it would be the per-
fect place to hold the event. 

Eighty years later, treating people 
the way you’d want to be treated paid 
off, and our business was rewarded 
with national media coverage. 
Thanks Tofic, Leo and Al, your les-
sons have sunk into the third gener-
ation. It is now up to Tom and me to 
ensure that the fourth generation of 
Saidnaweys continues this tradition. 
Hope you’re listening, Amanda, 
Laynie, Greg and Dana… 

Mark Saidnawey owns and oper-
ates Pemberton Farms & Garden 
Center in Cambridge, Mass., with his 
brother, Tom. He can be reached at 
mark@pembertonfarms.com.

Write in 770

Maine Bucket CompanyThe

P.O. Box 1908 . 21 Fireslate Place . Lewiston, ME  04241-1908 . Phone 207-784-6700 . Fax 207-784-0939 . www.mainebucket.com
Contact the Maine Bucket Company for additional information.

Versatile crates, tables and planks provide 
endless display options.
Perfect display fixtures for Scheurich and other 
pottery lines, giftware and plant material.

•

•

Shown  in white wash and also available 
in twelve optional stain colors.

Write in 771

The revolutionary system to
customize & create your own
backyard sensation!

Stop by the WoodLink® booth #2028 at the IGC Show. Ask Melinda, Ron or Rick for a personal demo!

Color-coded components
allow for EASY, FAST &
ENDLESS combinations!

Unique slot & pin mechanism allows for
EASY ASSEMBLY!

Slide the pin into the slot...
and youʼre done!

Examples of thousands of combinations:

Pole MountWall Mount Deck Mount

Visit us at www.woodlink.com

• Easy to customize!
• Installs in minutes
• Thousands of combinations!
• Mounts on walls, decks or ground poles
• Attract more birds!

SHOW SPECIAL 
50% OFF

DISPLAY*

*Product not 
included

T E C H  T A L K ✳

Brothers Tom (left) and Mark Saidnawey, third-
generation owners of Pemberton Farms & Garden 
Center, with their father, Leo (center).

LearnMore!
For more information related to this 
article, go to www.lgrmag.com/lm.cfm/
lg071003


