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Competition: 
Anyone, any where, any business 
that your customer can spend 
money with that could instead be 
spent with your business 
Anyone that can take a customer’s 
discretionary income 
Vacation destination instead of 
hosting guests 
They are taking the ‘bread’ off of 
your table 
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How are you locating your 
customers? 
Can you describe them? 
Where do they live? 
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Options other than the best 
location 
Unique products 
Additional hours 
Offer delivery 
Unbelievable customer attention 
Follow up 
Cheap prices 
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 What does a customer cost you? 
The cost of gaining a new customer 
is $20 

 The cost of keeping a current 
customer is as low as $2 
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Develop a communication network 
– newsletter - to get your message 
out 
Practice delayed gratification 
Customers delete sales pitches 
Newsletter can be print, electronic 
Postcards 
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Cinnabon 
1,181 locations 
1.1 million Facebook likes 
63,729 Twitter followers 
20,765 Instagram followers 
‘Glaze all you want at these 
beautiful buns’ 
‘Guess I’m not good at a bun night 
stand’ 
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Does your staff give great customer 
service? 
Do you have a formal staff 
education program? 
Only 25% of small businesses have 
formal training programs of which 
half actually budget for this 
expense. Of these, the average 
amount is .02% of sales. 
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Item and price 
- Minimum staffing 
- Low cost staff 
- Easy to gauge success 
- Don’t put up with problem 
customers 
- Must compete with the “big boys” 
in advertising 
- Eliminates the small business 
“personal touch” 
- Must be very accounting sharp to 
control expenses 
- Hard to upgrade from this image 
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Product 
Usually has higher margins 
More affluent customers 
Gets good media coverage 
Higher quality items 
Requires “guerilla” tactics 
Requires more staff 
Higher customer expectations  
Must stay on top of market 
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The one with specific needs? 
The problematic customer? 
The browsing customer? 
The price shopper customer? 
The confused customer? 
Which type of business wants 
which customer? 
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What the customers are wanting 
Have in stock what I want 
Value my time 
Sell me value 
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Sell me value 
Quality 
+ Service 
+ Information 
= Price 
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Have in stock what I want 
Value my time 
Sell me value 
Visual merchandising 
Have professional help 
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S.K.U. count 

Inventory depth 

A 

B 

C 

D 
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Hours 

Customer service 

A 

B 

C 

D 
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www.profitsplus.org What territory can you claim? 

A C 

B D 
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Who is your “A” business? Defend 
Who is your “B” business? Offense 
Who is your “C” business? Flanker 
Who is your “D” business? 
Guerilla 
Where should your business be? 
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When a sales rep calls on you… 
Is this an “Oh no, not again?” 
Or, “Here is our partner that does 
not get a paycheck!” 
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As a flanker or guerilla, what can 
you do that they can’t 
Promote 
Offer value 
Offer quality 
Have an educated staff 
Love your customers 
Conduct offensive warfare 
Enjoy the business 
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And a year from today,… 
Sales increase? 
Gross margin increase? 
Customer count up? 
Employee turnover down? 
Customer survey improved? 
Average line count? 
Average ticket size? 
Personal productivity increase? 
Any other goals? www.profitsplus.org 
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A sample customer service survey 
What one thing could we do to 
make it easier for you to do 
business with us? 
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Shay’s Way 

Attitude Will Determine Business Success  
 

by Tom Shay 
 
There is an ad that has appeared in 
many of the financial magazines. Do 
you remember seeing the ad with 
two people sitting on a bench, both 
reading a book? The woman is 
reading one about becoming a 
wealthy person. The man is reading 
the book titled, “I am happy.” 
 

While not remembering which of the 
money-market firms the ad was 
promoting, the gist of its ad was to 
ask, “Which of the two people would 
you like to be?” Today, we are taking 
that comparison and asking you to 
move it into your business and ask 
yourself several questions. 
 

In trying to locate the person who is 
achieving, as compared to the one 
who is always struggling, it has been 
my experience that there are several 
obvious signs to customers as to 
which type of person owns the 
business. It shows in the ways they 
talk to their customers and their 
employees. It shows in the ways they 
service their customers, both in 
routine transactions and with 
customers registering complaints. 
 

When stopping these business 
owners or managers to ask 
questions, it is fascinating and most 
enjoyable to watch and listen to them 
as they tell you about their 
businesses. Victoria Neal, in an issue 
of Entrepreneur magazine, stated 
there are five signs that can help you 
tell if you or the person you are 
talking to is an optimistic 
entrepreneur. 

They have a clear vision of what they 
want to achieve. If you visit the 
offices of these optimists, you will 
probably see a list of items to be 
achieved. You may even see that 
several of the items have been 
checked off, indicating they have 
been completed.  

 

In talking with these individuals, they 
can enumerate what they want to 
achieve. They often brag about their 
employees, a new product or service 
they now offer, or just how they see 
progress in their efforts to achieve 
their goals. 

 

Continuing with the list from 
Entrepreneur, if we are able to 
observe these people in action, we 
would find that they spend more than 
50 percent of their time working 
toward achieving that vision. 

 

Jack Rice, an industry speaker and 
consultant, was a frequent visitor to 
my business for many years. What I 
most remember are his comments 
about the progress we were making 
in our business. He would tell us we 
were being proactive instead of 
reactive to situations.  
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 You can get our free monthly 
newsletter, the e-ret@iler as well as 
an invitation to the monthly e-ret@iler 
conversation with industry experts. 

 
 Text PROFITSPLUS to 22828 

40 
www.profitsplus.org 



Even if you are on 
the right track, 

you’ll get run over if 
you just stand 

there. 
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