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Retailer Newsletter

August 1, 2019
Tom’s Business “TIPS”

“To Improve Profits”

RE: The 10’ Rule
Hello
I was in the back room of my local Walmart recently and noticed a sign – “The 10 Foot Rule”. It states all store employees are required to acknowledge customers within 10 feet. Now I’ll admit that’s not something I see a lot of Walmart employees doing, but would that step up your customer service a notch or two? We always talk about ways to improve your Customer Service, your Curb Appeal, your Restrooms, etc. Most of those items cost some $$ but asking your staff (and you) to smile and acknowledge all customers within 10’ is something everyone can do, all the time. That idea by itself can make a difference in your business and doesn’t cost anything! There are lots of ways you can acknowledge customers. If your staff feels uncomfortable with this new idea, give them a few thoughts. Here are just a few:
· Welcome to our store
· Have a nice day

· Thanks for coming in

· Have a great day

· See you soon
· Drive carefully

· Enjoy the nice day

· Hello or Hi

After your staff has been trying this for a day or two, they will become comfortable and develop their own ideas. Be sure you are looking your customer in the eye, when speaking to them.
I’ve met many operators hanging on by their fingertips just to survive in their stores. Many times, we put the blame on to ‘new competition’. Sometimes we throw up our hands because we think there is nothing easy, we can do. I still firmly believe the small business owner (including me when I owned my stores), have a solid advantage over the new and shiny new locations. That advantage is we have a financial interest in watching our business grow and blossom. The salary operated Quik Trip, Qwik Trip, WaWa’s, and the rest, don’t have the same financial interest we have. I still believe we can overcome the obstacles of facing new competition because we can offer superior Customer Service and our customers know us as a member of the community providing a service to our neighbors.
Have you looked at 2018 S.O.I. on our website? How do you compare to the rest of the industry? Interesting statistics you should review.

I just returned from a 7-day cruise to the Eastern Caribbean, with my 3 sons and their families to celebrate our 50th Anniversary. If you’ve ever been on a cruise ship you know the wide diversity among the crew. I enjoyed the greeting I received from literally every crew member including officers, servers, and even maintenance personnel. Sometimes they just looked at you and smiled, but that made impressions on everyone they encountered.

On a personal note, don’t let the summer slip by without taking time away from your business to enjoy your family. Speaking from personal experience, I thought for many years that my business would not survive without me being there 7 days a week. Trust me, it will! I realize it can be a struggle to balance home life and business, but it can be done. I missed many of the growing years with my boys. It’s time you cannot make up later. Enjoy your family time!

Don't be a victim of the 5 Dangerous Words –

‘Maybe I’ll Do It Tomorrow’

Do it today! Because tomorrow could be too late!
If you have a question regarding this email or any another topic in our business, drop me an email or call. I enjoy hearing from you. I generally return calls and emails within 24 hours, even when I’m traveling. 


Tom                                                                     
Thomas W. Terrono
T&S Management Services, LLC
Instructor / Consultant for the Convenience Store Industry

Lee's Summit MO 64082-4864    

816.550.8048 cell
816.366.0641 office
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tom.tsms@gmail.com


www.tsmanagementservices.com
“Our business is making your business better!”

