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Issue 16

This is a Computer Troubleshooters publication that summarizes recent computer & business news that could affect small business owners and home offices. For more details on any topic contact your local Computer Troubleshooters office.

How is your business travelling?

· Do you have excess manufacturing capacity, empty seats, vacant hotel rooms, growing inventory?

· Is your advertising working less and less effectively over time? Are consumers just not responding as readily now?

· Is your media plan getting less and less viable, as reach declines and prices escalate? Do you find yourself having to do less and spend more to get it?

· Do your channels of distribution (retailers, distributors, and franchisees) need to be rallied and pumped up?

· Do your consumers need a little extra push to make a purchase?

· Does your current marketing formula need to be recalibrated?

· Do you need to ‘prove it’ to your consumers?

· Do you have a great story that just needs to be demonstrated?

· Do you have a great business plan and key marketing strategies, but need to bring them to life?

· Do your internal troops need to be rallied and motivated?

· Do you have important target segments that are hard to reach (college kids, ethnic groups, and urban trendsetters)?

· Are you over-spending on price discounting?

· Are you executing last years' plan again this year, and likely to execute it again next year, with no changes?

· Do you see trends in the marketplace that you want to capitalize on, but just don't quite know how?

· Do you not see any trends but wish you could?

· Are you getting more than your fair share of consumer minds? Shelf space? Share of category spending? Merchandising?

· Are your non-working dollars growing faster than your revenues?

· Do you need a faster-acting solution?

· Do you want to or need to make a splash in the marketplace?

· Do you want to get merchandising out of your media buy?

· Do your consumers need some tangible proof to convert?

· Do you need to say it and then also to prove it?

· Are you launching a new product or service?

· Are you re-launching or restaging your brand?

· Do you need to bring your brand to life and make it accessible?

· Have you gotten all of the awareness and distribution that you need, but revenues aren't up to budgeted levels?

· Do you want your consumers to storm the aisles?

· Does your organization lack the muscle memory to learn and improve over time?

If you find yourself saying. “Yeah, that's pretty much the boat my brand is in,” then you need assistance, possibly from a promotional marketing agency.

Some companies are drifting off into the corner, hoping the current economic climate won’t be too severe, and won’t last too long. But others are walking straight into the fray with a plan in mind — a plan that will not only keep things moving through troubled times, but set the stage for what will happen when the downslide turns into an upturn.

There are very few businesses and brands that wouldn't benefit from a good promotion-marketing plan. 

If you determine that you need some serious promotion marketing help (a “yes” to at least a few of the above questions suggests you do), how might you go about selecting the right resource for you? 

1. Does the agency have a proven track record of finding creative solutions? 

2. Are these creative solutions insight-based and strategically sound? Do they exhibit insights about your business? 

3. Are their programs “return on investment”? Will their price be lower than the value you receive? Can they demonstrate how they'll look at this? 

4. Are they highly service-oriented? Do they go above and beyond? Do they have a ‘can-do’ and ‘will do’ bias? 

5. Do they have all of the logistics, processes, and discipline to guarantee quality and speed? 

6. Do you respect their talents and skills and passion, and do you feel a good chemistry with their team? 

Computer Tips 
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Adding Euro Symbols to Windows 95

The Euro will enter circulation on Jan. 1, 2002, and support for the Euro currency symbol on Windows 95 PCs will fast become a necessity if these computers will not be upgraded to a more current OS. The advent of the Euro does not affect just European users; businesses all over the world that trade with Europe will need to be able to use the Euro sign (€) as they do the dollar symbol ($). 

To add Euro support to Windows 95, you need to download the W95Euro.exe file from Microsoft Euro Currency Support for Windows 95. 
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Show Me the Menus...

In Office 2000, Microsoft introduced a different type of menu system, and a lot of veteran users don't like it at all. In Word 2000, when you browse through menu items, the only options visible are those that Word determines to be the ones most often used. 

If you want to see the rest of the menu options, you have to click the down arrow. This added step can take time -- especially for those keyboard enthusiasts who are accustomed to using [Alt] key combinations and pressing individual letters to open menu items. 

You can configure Word 2000 to show all of your menu options all of the time. Go to Tools | Customize and click the Options tab. Deselect the Menus Show Recently Used Commands First check box and click Close. If you want to go back to the "short" menu scheme, just reactivate that option. 
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Make Your Folder an Instant Tool Bar 

Need an instant tool bar for a specific folder that you already have on your desktop?
Simply grab the folder and drag it to the edge of the screen -- either left, right, top, or to the current toolbar menu at the bottom of the screen. An instant tool bar will appear showing all the contents in that specific folder. You can do the same thing from Explorer by dragging the folder to the edge where you want the tool bar to appear

How to write a negative letter to your Customers

The letter begins:

Dear Pickett Wilson: (got my name wrong for a start – should be Wilson Pickett)
In our efforts to provide you with important and timely information, we want to tell you about some upcoming price changes for your ………………..services.

Beginning with your [they put a date here] bill, the monthly price of our …………. service will increase by £75.00, as outlined in the table below.

And on it goes, in that same tone, about as warm and fuzzy as a traffic citation.

And then onto negative customer communications….

We dialed the help desk number for some clarification:-

.

Busy signal. 

Busy signal. 

Busy signal. 

Ten minutes later, whee! 

A ring. 

But that's no reason to be happy. 

Recording: “All service representatives are busy. Calls will be answered in the order they are received. Your call is important to us. Please stay on the line.”

That message repeated itself every three minutes. We heard it about 18 times, because we were on hold for 55 minutes. Great customer service, guys.

It became a challenge. Who would stay on hold for 55 minutes except two people who are either a) stupid, b) unconscious or c) furious? We claim “c” but also may qualify for “a.”

But wait, there's more. When a service representative finally answered, he reaffirmed the increased the price…quite naturally, and then offered new service categories are bronze, silver, gold and platinum. If we want what we've always had, platinum service would cost $179.95 a month instead of the $79.95 we'd been paying.

Negative Customer Relationship Building isn't limited to the stumbling world of communications. Try transportation. Try getting a straight answer about when your flight, listed on the board as “On time,” actually will leave. 

Try computer software companies – they even charge for calls to their customer service lines, asking questions their inadequate instruction booklets answered partially, incorrectly or not at all.

Business Management Tips

Instead of grand advice about all the “big picture” things let’s look at some of the little things. Many times it's the little things that tip you off to how effective an operation is. 

The physical appearance reflects your standards and expectations to everyone working there. 

If your customers walk into a sloppy operation they will not find great performance in terms of service levels, operating costs, or inventory accuracy.

You must track and report some basic measurements of the business on a daily and weekly basis. Without them, you're doing nothing more than “winging it.”

Nothing affects space utilization, replenishment demands, and picking efficiency more than:

a) having a process of determining where each item is located in the warehouse and

b)  what the capacity of each location should be based on the expected activity of the item. 

Many operations spend way too much time manually handling tasks that could be handled automatically (e.g. generate picking tickets in an appropriate sequence, sorting forms)

Some companies have a separate step to check every stage, like checking an order after it is picked and before it is packed. In the vast majority of these cases, you just don't get the bang for the buck that you might think. This is an additional cost and built-in bottleneck that makes sense only when there is a serious accuracy problem that cannot be solved through other means first. 




Will your Computer Systems handle your business needs for the next 5 years?

















