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“Teamwork: Individual commitment to a group effort.” - Vince Lombardi

There's a Jimmy Buffet song that goes, "I've had good days and bad days, and going half-
mad days." Sure has described October hasn’t it?

We’ve seen record high and low days on Wall Street. The good news is the market
ended yesterday with its second largest one-day point gain ever. Yea!

Some of the bad days were the ugly predictions coming out about this holiday
shopping season. One retail analyst I have followed for years was quoted as saying,
"The worst is yet to come for retailers." Another analyst predicted that the retail industry
could lose between 10% and 15% of stores next year. Boo.

And that brings us to the going half-mad part. Between the stock market and all of the
press it has been quite the roller coaster ride or, as we say here in Boston, a "wicked"
roller coaster ride.

I'm thrilled we finally got some good news, and we'll take the "bad" news with a grain of
salt. But instead of going half-mad, let's take a look at a few actions retailers can
take to NOT be one of that potential 10% - 15% that doesn't make it.

1. Increase the amount of marketing to your customer list. We've always said it's
more productive to market to the customer you know versus the one you don't know, and
that's true now more than ever. I would especially focus on the top 100 to 250 customers
who offer the most opportunity.

2. Keep your team motivated and focused. The successful retailers I'm seeing right
now are those who are keeping the carrot directly in front of their employees. I would
run some kind of company or in-store contest or other incentive as often as you can
between now and Christmas. [ know it's tempting to cut back in this area - but don't.

3. Invest time, energy, and even more dollars in employee training. A lot of
companies will cut back in this area; a huge mistake for them and potentially a great
opportunity for you. I know I've said it over and over again, the most important thing a

specialty retailer must do right now is to maximize every customer opportunity.

Focus the training skills on:
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o How to engage and sell customers who are "just looking."
o How salespeople can create incremental sales and increase the average ticket.

o How cashiers can demonstrate and suggest additional products that will enhance
the customer's purchase and shopping experience.

o Holiday selling for maximum performance.

o Anything else that will create sales.

I've been talking with a regional retailer about launching a new training program early
next year. In our most recent conversation I was told, "We don't believe we can afford to
move forward." My response was, "I don't believe you can afford not to. If you don't
keep improving your employees you wil/ lose market share." They said they'd get back to
me.

So let me ask, are you taking actions to ensure you have a successful holiday?
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We Help Retailers Achieve Exceptional Results

Whether you're a 500-store chain or a single store staff of 5, we can absolutely help
you grow your sales and profits.

Our expertise is helping specialty retailers maximize their
sales by more effectively engaging their customers and
employees. Simply put, we can help you sell more to
every customer with our consulting and/or training
solutions that results in higher sales and profits.

How We Help
Consulting engagements | Custom training programs | Dynamic staff workshops |

Keynote speeches and seminars | Working store visits | Coaching and mentor program
| Buying and merchandising service |
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Book Doug for Your Next Meeting or Event
Some business speakers bore audiences to tears - but retail and customer experience
expert Fleener turns every event into a WOW experience.

“Wow! You are an amazing speaker and our attending members only
had wonderful things to say about you. I most certainly will be
recommending you to anyone looking for a speaker who is informative,
energetic, and engages the crowd." - Beth J (Association)

“You were awesome. Your words of wisdom on leading and managing
store teams was exactly what our managers needed.” - Laura Y
(National Retailer)

Learn more at www.DougFleener.com
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