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

RE: Great Customer ‘Food’ Service

Hi,
As you will remember from my last Tom’s Tips, I mentioned some reasons why Great Customer Service is vital for a successful c-store operation. I discussed my surprise at the number of CSRs who don’t feel comfortable speaking their customers' local language. I failed to mention the one item that crosses all languages, all education levels, and all races, and that is the smile!
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If your CSRs cannot perform that simple function on Day 1 (or during their original interview), maybe they should not be working for you. A genuine smile is universal. It requires no translation, no special training, and no perfect pronunciation. It immediately communicates welcome, respect, and appreciation. Customers may not remember every word that was spoken, but they will remember how they felt when they walked out the door. Great customer service doesn’t always start with words. Sometimes, it simply starts with a smile. Recently, an article in C-Store Decisions highlighted something we already know: Exceptional customer service is not optional; it is essential.

The article reinforces an important principle: strong customer service is not an add-on to operations; it is the operation. As we continue to grow food service offerings, maintaining high service standards will be one of the key drivers of sustained success.
Top of Form

The Most Underrated Profit Center in C-Store Foodservice.

Hospitality
Foodservice has never been stronger in convenience retail, but product alone doesn’t create loyalty. Future-minded convenience stores have spent years upgrading food — better equipment, better ingredients, and more innovative, quality menus. Put another way: You can have the best breakfast sandwich in town, but if the experience feels cold, customers will gladly drive another 300 feet for one that feels warmer.

Food Gets Them In; Hospitality Gets Them Back
Legendary management consultant and author Peter Drucker famously said, “The purpose of business is to create and keep a customer.” In food service, especially in convenience retail, that second part — keeping them — is where hospitality does the heavy lifting. Customers can buy a decent slice of pizza or breakfast burrito almost anywhere. What they remember, however, is how the experience made them feel. Were they acknowledged? Was the store clean? Did the interaction feel connected? Hospitality can turn a quick stop into a habit. And habits are far more valuable than one-time visits — especially in a business where customers may stop three or more times a week and still never read your signage.

Why Hospitality Hits the Bottom Line
Across food service, research consistently shows that customers will spend more and return more often when the experience feels positive and personal. Friendly service, cleanliness, and simple human connection matter just as much as the menu. In c-stores, where competition is often just across the street rather than across town, hospitality is an easy differentiator. You can match pricing and copy menu items. You cannot copy culture.

What Hospitality Looks Like in a C-Store (It’s Not Fancy)
Hospitality is defined as: ‘the friendly and generous reception and entertainment of guests, visitors, or strangers’. Sounds like Great Customer Service, to me!

Hospitality in a convenience store doesn’t mean white tablecloths or scripted greetings
It looks more like:
· A genuine hello
· An employee who knows a regular customer’s usual order
· A team that takes pride in cleanliness
· A manager who treats food service as a sales opportunity, not a potential sale

Hospitality Is a Leadership Choice
Here’s the point: Hospitality doesn’t happen by accident. It shows up intentionally when leadership decides it matters. Operators who see themselves as culinary leaders understand that hospitality is both an art and a calling. They hire for it, train for it, and reward it. And they protect it — even on the days when staffing is tight, and the lunch rush feels relentless. They also understand something critical — loyal customers are more forgiving. They come back more often. They spend more time. And they tell other people about you. That’s not soft thinking. That’s smart business.

The Real Opportunity Ahead
As c-store foodservice continues to evolve, the next wave of winners won’t just be defined by cheap “value” menus, but by foodies with great menu options. They’ll also be defined by both true value and by how well they take care of guests. Hospitality turns transactions into relationships. Relationships drive loyalty, and loyalty is where long-term profitability lives. In a channel built on speed and convenience, the most powerful thing you can offer may be something surprisingly simple: hospitality, every single time. Because when food brings a guest in, hospitality is what keeps them coming back.

I believe this article speaks for itself. If you truly want to move your business forward, to take it to the next level, you must be willing to evaluate what needs to change, make those changes, and commit to them consistently.

I recently re-formatted parts of our website, particularly ‘Forms & Reports For Your Business’. I have added several new documents that may help your business. Remember, many of these forms may need to be ‘tweaked’ for your particular store(s). I couldn’t possibly create business tools that would work in every c-store in the country.

If your store is not as profitable as you believe it should be, there is usually a reason. The good news is that most profitability challenges can be identified and corrected.

If you’re a retailer who wants stronger performance, give me a call or send me an email. If you are a supplier or organization working with retailers who are struggling to maintain profitable stores, please reach out. We can help improve store operations and increase profitability. It won’t cost you anything except a little of your time to make a phone call, send a text, or write an email, and it could make a significant difference in your results. 
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* * * * * *
You don’t build a reputation on what you are going to do.
									Henry Ford

* * * * * *
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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tom.tsms@gmail.com
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“Our business is making your business better!”
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