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Retailer Newsletter
February 1, 2026

Tom’s Business “TIPS”
“To Improve Profits”

RE: How Much Does Great Customer Service Co$t?

Happy Valentine’s Day!
Great Customer Service
This may surprise some of you, but great customer service costs almost nothing—while failing to deliver it can be devastating.
As I travel around the country, I visit a lot of stores, both at home and on the road. What continues to amaze me is how little conversation there often is between customers and customer service representatives. When I ask store owners or managers about it—many of whom I’ve come to know quite well—the answer I usually hear is, “They’re not comfortable speaking English (or the local language).”
I’ve heard that explanation so often that it doesn’t shock me anymore—but it still concerns me. Think about it: your front-line employees, the people who interact with more than 99% of your customers, aren’t comfortable speaking with them? Really?
In my humble opinion, businesses like this will never truly thrive or flourish. They may survive, but they’ll only get by. And I can’t help but wonder how someone can spend most of their adult life—often with a personal financial stake in the business—and be satisfied with just getting by.
I suspect many of these retailers never heard my comments during training seminars about how powerful suggestive selling can be. Some businesses call it upselling; others refer to it as add-ons. Whatever the name, it’s the same idea: encouraging customers to spend just a little more each time they visit.
Restaurants are masters of this. They work hard to increase “the check” by offering a beverage (and maybe a double), suggesting appetizers, and, of course, asking about dessert. Those small suggestions add up in a big way.
When I owned my stores, this approach was mandatory for my customer service reps. For example, when a customer asked for a pack of cigarettes, the response wasn’t just to ring it up. Instead, they’d say, “Would you like two packs today? You can save XYZ cents.” We always offered a discount when buying 2 packs.
Simple conversation. Simple suggestions. Big impact.
And that’s the heart of great customer service.
Great Customer Service = Trained, Intentional Selling
One of the most successful programs we ever implemented was simple, consistent, and well-trained. Every customer was asked, “Would you like to purchase a car wash today?” When the answer was yes, the next step was automatic: “Would you like the Premium Wash?”—while pointing to the menu and explaining the added benefits.
This wasn’t optional. It was a required selling step, and it worked.
Why? Because customers don’t always know what they want until we show them. When CSRs confidently explain the value of the Premium Wash, customers can make a better decision—and often choose the higher-value option.
To reinforce the behavior, we paid a commission. Extra effort earned extra pay.
• CSRs were motivated
• Customers received value
• The store increased gross profit—without increasing traffic
That’s a win for everyone.
According to NACS Daily, the National Average Basket Value in 2024 was $8.05. Basket value is simply the average amount a customer spends per visit. Increasing basket value doesn’t require more customers; it requires better execution with the customers you already have. The ‘Basket Value’ is the average purchase amount customer spend inside the store.
Pricing with the Customer in Mind
Fuel pricing follows the same principle. My rule was straightforward: always match the competition.
When wholesale prices went up, and the street followed, we stayed competitive and made money. When prices dropped shortly after buying higher-priced fuel, we still matched the street—even if it meant selling at a loss on that load. Why? Because customers won’t buy from you if your price is higher than the store across the street.
Some operators focus on “making a profit every day.” But if your price is set to make a profit and you’re not selling any fuel, you’re not really making money. Volume and loyalty matter.
Training Is Not Optional
None of this happens by accident. It happens through structured training.
Our updated 5-Day Training Checklist is now available on our website. If your team isn’t following a documented training process, then whose policies and procedures are they using—yours or their own?
· Training creates consistency.
· Consistency builds confidence.
· Confidence drives sales.
Great customer service starts with great training—every time.
Update on Tom’s Tips
I know your time is valuable, so one of my goals for 2026 is simple: keep it short. I’ll be more mindful of your time in every newsletter. And remember, past Tom’s Tips are always available on our website.
We Are Here For You
If your store isn’t performing the way you believe it should, don’t ignore that feeling. There’s usually a reason—and a solution. Reach out to me by phone or email. If you’re a supplier or part of an organization working with retailers who are struggling, I encourage you to contact me. Together, we can strengthen operations and improve profitability. The only investment required is your time.
* * *
Do the right thing, even when no one is looking. It is called integrity.
* * *
Don't be a victim of the 5 Dangerous Words
‘Maybe I’ll Do It Tomorrow’
Do it today because tomorrow (could be) will be too late!

Tom                                                                     
Thomas W. Terrono

T&S Management Services, LLC
C-Store Rescue
Instructor / Consultant for the Convenience Store Industry
Lee's Summit MO 64082-4864    

816.550.8048
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“Our business is making your business better!”
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