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Retailer Newsletter

April 1, 2020
Tom’s Business “TIPS”

“To Improve Profits”

RE: What Will Be the New Normal?
Hi,
A couple of weeks ago, I decided to send you a ‘Special Edition’ of Tom’s TIPS newsletter. We believe it’s important to give you some ideas you could put into place immediately to help cope with the current situation. It’s obvious we’re going to be I this situation for some time.  Will customers look at social distancing or a wave of the hand instead of the usual handshake, we don’t know, only time will tell.

I do believe customers will look at us in a different way. I also think C-L-E-A-N will be expected from everyone, everywhere, all-the-time! 
As I write this Tips, COVID-19 has everyone on edge. Many people are being laid off or worse, terminated. Small business owners struggle everyday under normal conditions and today is anything but normal. You must be vigilant every day.
You may see some people coming into your store looking for part-time employment. Be sure to take each one seriously even if you don’t have a current opening. When I owned my stores, even in the best of times, and when employee situation was very good, I always had a least one staff member ‘on the bubble’. That means someone who worked for me, was doing mediocre, less than acceptable work, when somebody new walked in, I was interested in upgrading. You need to have you’re A-Game on when a potential applicant walks in. In most cases, you won’t know what type of person you are meeting until you have a short discussion.
I’m still amazed how many signs I see, especially at small businesses:

Help Wanted

Must Have Experience
Experience in what? Operating a cash register, being a coffee barrister, able to do magic tricks? When I interviewed an applicant the first thing, I looked at was their appearance. Since most people at an interview should/would put their best foot forward, so to speak, with their appearance, their ability to communicate, and smile? I believed if a person applies for a job wearing clothes that looked like they just came from the gym or mowing the lawn, they probably will come to work looking the same way. Do they look you in the eye (that’s a sure indicator they may not be telling the truth in the interview), do they speak above a whisper, do they SMILE? You see, these are all things I cannot teach an applicant, they either do it or they don’t. I can teach them how to operate my register, make coffee, and all the rest of CSR duties.
If you have attended a ‘Recruiting’ training session with me, find your workbook we used during the class. Read the Recruiting, Hiring, and Training section. Take a look at our website, where we have numerous forms to improve the hiring procedures at your stores. Review the website and print a form or two you could start using today. Here are just a couple that may be of interest to you:
· 5 Day Training Checklist
· Applicant Consent Form

· CSR & Manager Job Description

· Employee Agreement of Understanding

· Employee Job Performance Evaluation

· Fair Practices Self-Test
· Proper Questions to Ask Applicants
· Quick Employment App

· Recruiting Card front & back

· Sample Interview Questions

· Welcome to Our C-Store

We are providing all these forms for you at no charge! You can copy and edit most forms (WORD & EXCEL). Many of you probably didn’t realize we had this many Employment Forms on our website. 

Just think for a moment, when this crisis passes (and it WILL PASS), and you come out of it with a new CSR (maybe full or part-time) , or manager, you may just be better off in the long run.

I’m sure there are some of you considering laying off some of your CSR’s due to the downturn in business. Do you cut back now, or wait to see if business picks up soon? Do you let one employee go or cut back everyone’s hours, just a bit? These are all tough questions you must answer for yourself. Nobody can do it for you. As I think back to my career, there were several instances where I was faced with this dilemma. In my situation, I always tried to hang on as long as I could before letting someone go due to a decrease in business because I knew how tough it is to hire, train and keep good CSR’s.
I received several emails and texts after my last newsletter thanking me for giving them some new ideas regarding the uncertainty in the world. Many commented on their efforts to keep their store clean, really clean and safe. 

Keep looking for a container of Hand Sanitizer to keep in your store for customer use. Many years ago, when Self-Serve Fueling was just beginning, (I’m old enough to remember the days before self-service gasoline) we had oversized plastic gloves customers could slip on and keep their hands clean. Here’s a link:
https://www.cstore1.com/gas-mitt-intro-kit/14-0120/
I believe items like this upgrades the Customer Service at your store.

I’ve also noticed many businesses have new signage in the doors and windows announcing temporary store hours, limiting the number of customers in the store, etc. Almost all are printed on a computer, not handwritten. You may remember when we discuss Merchandising in our seminars, I reminded you that handwritten signs are a big NO NO! It’s important to look professional, to all your customers, all the time.
I wish you all the best during these challenging days and weeks to come. If there is anything, I can do to answer your questions, I’m only an email, text, or phone call away. If I miss your call, please leave me a voice mail. Good luck!
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
Instructor / Consultant for the Convenience Store Industry
Lee's Summit MO 64082-4864    
816.550.8048
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www.tsmanagementservices.com
“Our business is making your business better!”
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