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The $517,000 Customer

As you have seen, I believe in manners, saying please and thank
you, sir and ma'am. Is there a payoff in being polite? In having a
nice showroom? In treating people with respect? You bet. In the
long run, we will do more business because we take care of our
customers and their problems.

Will this way of doing business appeal to everybody?

Mo,

Are there people who are always going to be looking for the
last dollar?

Yes.

That kind of person might enjoy going to Sears and buying his
own il filter, and then going to K Mart to get the oil on special.
Then, convinced he has saved seven whole dollars, he happily

au crawls under his car and changes the oil and filter himself. He'll
beat our price, but he’ll spend three hours doing it
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But most people have better things to do with their time than
spend three hours changing their oil. They want as much hassle as
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possible removed from their lives. When they shop, they want a
pleasant environment, and we want to give it to them, not because
we want to sell them one Sutomobile, but so that we have a
chance to sell them ten or twenty. That’s the number of cars they’ll
buy in a lifetime, and it adds up to a lot of money. If cars are
$35,000 apiece, 12 cost $420,000. Then you have the parts and
service work that go on top of it. It adds up to a substantial num-
ber, in our case $517,000. Every time you get a chance to sell a
customer one item—be it a pack of gum or a car—you need to
think about how much he represents in future business,

There is also the rock-in-the-pool theory to explain why you
should treat customers this way. When we do a real good job for
customers, they tell their friends. That word-of-mouth advertising
is stronger than anything we can do on television. In fact our
advertising line is, “Ask the person who drives one.” If people will
ask our customers about what it's like to do business with us, we
have a much better chance of getting them to become customers
themselves.

And every car we can sell to a friend represents another
potential $517,000 in business.

So you can see that, while 1 truly believe in treating customers
as you would a spouse, parent, or friend, it’s not all altruism. We
« are all motivated by self-interest. We do think about “What’s in it
for me?” And if we treat people in a positive, comfortable way,
we're going to do more business than if we rough them up and
bounce them around. The folks who feel comfortable roughing
them up don't care if the customer comes back.

Mow there are places like Sears, where, when you walk in the
door, you know not to expect a lot of service. You're there for one
reason, and that's price. But that's not why we're in business. We're
trying to provide a warm, enjoyable experience, like going to a
fine hotel. You're willing to pay a little more because they treat
you so nice, and there’s that piece of chocolate on the pillow, and
the shower is not two drops a minute but comes out full force
when you turn it on, and the towels are big and fluffy.

The cost of providing this kind of environment adds to our
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cost—but it also adds to our volume,
not as great as some people’,
Why? Because we take care of

So, while our margins are
the money we take to the bank is.
Our customers, and they come back
esult, we think we'll be in business

and bring their friends, As ar
for a long, long time.

e people ‘shé{a’l&%} ctra- %Tﬂrbﬁ l‘-"ﬂ'

o should never ha\{ghavalt——pr,,w;m-«r r

ing.. )
" not products, And of:ingg Mot mp”)’”‘; buﬁﬂz EQlutmns

{mom] time. " they'll be happy to trade ;f.onej, fEI

e »uyr;.-. pdnded *shh A

rs;x'




