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‘The nice thing about 
living in a small town is 
that when you don’t 
know what you’re 

doing, someone else 
does.’  

(Anon)  



‘ 

‘In times of change it is the 
learners who inherit the 

future.   

Those who have finished 
learning find themselves 

equipped to live in  a world 
that no longer exists. 

(Eric Hoffer) 



 
 
 



‘You've got to be hungry 
– for ideas, to make 

things happen and to see 
your vision made into 

reality.’ 
 

(Anita Roddick)  



 ‘Ideas make the world go around. 
People in communities and business 

today  
live and die by their ideas’ 

 
(Michael Kiely) 

 We need to be idea and  
    opportunity obsessive. 



“Whoever invented the 
first wheel was smart.   
Whoever invented the 

other three was a 
genius”. 

(Sid Caesar)  



‘The mechanics of running a 
business are really not 

complicated when you get down to 
the essentials.You have to make 
some stuff and sell if for more 
than it cost you.  That's about 
all there is to it, except for a 

few million details.’ 
 

(John L McCaffrey)  
 



Beechworth, Victoria  

















Case Study Beechworth Bakery 
    

q  Employs 76 people 
q Turns $8 million plus per year                                  
q  Took $30,000 over the counter on one  
    day 
q  Attracts over 800,000 customers per  
    year 
q  Offers 200 products 
q  Seats 300 customers 
q  Has won the most significant Regional 
   Tourism Award in Victoria 3 times 



Replicated the bakery in 5 other towns (255 
staff and $15 million in total turnover) 



 
	  
	  

How do 
you make 
dough 
Tom’s 
way? 



‘‘If you don’t take 
care of the customer,  
some one else will.’ 
(Tom O’Toole, Beechworth Baker) 

 

1. Positively Outrageous 
Customer Service 





‘We are not in 
business to build 

products or services.  
We are in business to 
build relationships.‘ 

 

(Michael Lebooveff) 



1%   Die 

3%   Move Away 
4%   Float from business to business 
7%   Change business on recommendation   
from friend 
8%   Chronic moaners and buy according     
to their whims 
9%   Believe they can buy more cheaply     
elsewhere 

68%  Object to the indifference or       
attitude of the staff  

Why Retailers Lose Customers? 



Some Cold Hard Facts about Winning and Keeping Customers 

 
 

  
 

Fact:  On average, one dissatisfied customer will  
  tell 11 others who on average will tell 5 others  
  (i.e. 67 bits of negative advertising) 

 
Fact:   It takes 12 positive service incidents to make  

  up for one negative incident. 
 
Fact:   A typical business hears from only 4% of its  

  dissatisfied customers.  The other 96% just go  
              quietly away and 91% of them will never come  
              back. 
 
Fact:   Seven out of 10 complaining customers will do  

  business with you again if you resolve the   
 complaint in their favour. If you  

              resolve it on the  spot, 95% will do business   
              with you again. 



Fact:   The average Australian business will turn  
  over 10-30% of its existing customers this  
  year – most because of poor service.  Most  
  of these customers could have been   
  retained.  

 

Fact:   Businesses with low service quality lose 2%  
  market share a year.  Those with high  
  service quality gain 6% market share a year. 

 

Fact:   Businesses providing quality service can  
  charge up to 9% more for their products 
  and services. 

 

Fact:   It costs 6 times as much to gain a new  
  customer as it does to keep an old one. 

 

Fact:   A really satisfied customer will, on average,  
  generate at least 7 extra customers. 



  

The Needs of Customers are Very 
Simple 

q  look at me 
q  smile at me 
q  greet me 
q  talk to me 
q  thank me 

(Tom O’Toole) 



 
Never treat customers as enemies, approach  

  them as potential friends. 
 

Think of customers as guests, make them laugh. 
 

Acknowledge their presence within 30 seconds:  
  smile, make eye contact, say hello. 

 

Talk to them within the first 3 minutes. 
 

Offer product advice where appropriate. 
 

Smile. 
 

Always thank customers and invite them back. 
 

Treat customers as you’d like to be treated. 

Anita Roddick’s 20 Second Crash Course  
in Customer Care 



200% Unconditional 
Satisfaction Guaranteed 

 
On quality, product, friendly and 

efficient service.  If not completely 
satisfied, we will replace the product 

and refund your money. 
 

Beechworth Bakery 



‘Any business that 
doesn’t have a system 
for customer feedback 
is a solution looking 

for a problem.‘ 
 

(Scott Gross) 



‘I believe the simplest way to run the 
business is to ask the customer. It’s like 

having a free consulting service working for 
you full time… In the early days, I was under 

the impression that we couldn’t grow 
anymore. We were turning over about $1.5 
million a year. If you’re turning $1.5 million 

cash over a bakery counter in Australia, 
you’re doing pretty good. I stuck these 

customer comment boxes in and they told me 
how to do it better, and I started to grow.’ 

 
( Tom O’Toole ) 



‘If you bend over 
backwards, there is no 

way you will fall on 
your face.’ 

 

(Zig Ziglar) 
 

















	   	  	  	  	  	  VISITORS        INCOME      STAFF      PRICE 
 
 1993        8000     $80,000            ½          $4                    
 2013    140,000      $2.4 M           44         $40    

Paronella  Park	  
‘Our task is to take the vision and dream of 
Jose Paronella – an exciting and incredible 

story, blend it with the beauty of his creation 
and produce an experience for  

the vision ‘ 
  

(Mark Evans) 



Number 1 in RACQ’s 150 Must Do’s Award 
voted by the public in 2009 



‘Nothing compares …wander through the 
captivating charm of a lost castle of 

romantic dreams inspired by spectacular 
waterfalls and nestled in the lush 

tranquility of a mysterious rainforest.  
Delightful gardens whisper untold stories 

of the past’.  
 (Paronella Park Brochure) 



‘Our marketing is fair, 
our customer service is 
extraordinary. That’s 

what makes us 
successful’ 

(Mark Evans, Paronella Park) 



Paronella Park 
 

It’s the little things that make the 
difference to the customer 

q  ‘Meet and greet’ in the car park 
q  Privileged card for locals 
q  A 2 year pass out issued with every 

ticket 
q  200 umbrellas for use on wet days 
q  Free insect repellent 
q  Free iced water 
q  ‘Our Guarantee’ 



Our Guarantee 
 

Our Guarantee is that your 
visit to Paronella Park will be 
the amazing surprise of your 
travels … or your admission 

will be refunded in full. 



q   Driving service for visitors with 
    walking difficulties 
q   Dog sitting service 
q   Free Caravan Park site for all paying visitors 
q   Employment of 2 Japanese and 3 Chinese staff  
    to serve increasing numbers of Japanese/   
    Chinese visitors 
q   Opening hours 9.00am – 9.30pm-7 days a    
      week 

Paronella Park 
 

It’s the little things that make the 
difference to the customer 



‘In every town and 
business there has to be 

the WOW factor. 
 

WOW is the answer.’ 
 

(Tom O’Toole, Beechworth Baker) 
 

2.  Innovative Marketing 





TOM O’TOOLE VOUCHER 























q  incorporates a shoe museum featuring shoes from people like 
Clark Gable, Marilyn Monroe, John Kennedy, Judy Garland 
etc 

q  free coffee at Cappuccino Bar 
q  physical therapist who gives complimentary foot massages on 

Sundays and holidays 
q  big screen TVs showing latest sports programs 
q  selection of more than 30,000 pairs of mens' shoes in 2,000 

styles 
q  new staff receive 64 hours of training before they go onto 

the floor 
q  staff have business cards, thank you notes and birthday 

cards they can send customers 
q  30 day 'walk test guarantee' promoted on big posters 

throughout the store 

LARRY'S SHOES  
Largest shoe store in the world  







Social Media 
Strategy 



HUMOUR - SIGNS 
 

‘All of our Christmas trees are adjustable –  
we have a chainsaw out the back!’ 

(Hardware Store) 
 

‘Back in 5 minutes….Sit, stay’ 
(Vet Surgery) 

 

‘My business sucks’ 
(Carpet Cleaning Business) 

 

‘Drive carefully….We’ll wait’ 
(Funeral Parlour) 

 

‘This is the best place to take a leak’ 
(Radiator Repairer) 

 
‘If I can get you to laugh with me you’ll like me 
better, which makes you more open to my ideas’ 

(John Cleese) 





Elvis 



Elvis 



Elvis 



Elvis parsley 



‘If you want to survive in a town of 
2000, only half an hour from a 

major regional centre, you need to 
be bold and creative.  Small 

business is getting harder.  It’s a 
struggle.  Only those who are 

prepared to think outside the box 
can survive in our business sector’. 

(Elvis Parsley, Grapeland, Woodford, Queensland) 



WOW Commitment 

We are passionate & committed 

Our team delivers memorable 
experiences 

While having fun! 



Personal Reflection 
q How do you stand out? 
 
q What  are you famous for? 

q What is weird about your 
business? 



3.Staff Pride, Enthusiasm 
and Involvement 

‘I spend a lot of money training my staff.  
Some locals think  that I’m investing too 

 much money in my people and they say to me: 
 “Tom, what if you train them and  

they leave?”  
To which I usually reply: 

“What if I don’t train them and they stay.’ 
 

(Tom O’Toole, Beechworth Baker) 







‘I am just one of 76, and the most useless one 
they tell me. My business is about people. 

We  so often think it  
it is about product. 
If my place burnt 

down tomorrow, and as  
Long as the buggers 

weren’t cooked, I could  
be operating down the  

road within hours’ 
(Tom O’Toole) 

 
 
 
 





Staff Appreciation 
U.S. Experience 

•  64% of people leave their jobs 
because they do not feel 
appreciated 

 
•  70% of workers report no praise or 
recognition in the workforce 







 4.Community 
Connectedness 

 
‘Be part of your community.  
Stick up your hand and get 

involved’. 
 

(Tom O’Toole, Beechworth Baker) 











‘None of us is as strong as 
all of us. I know when we 
all work together, we all 

win together.’ 
 

(Tom O’Toole, Beechworth Baker) 

 5. Collaboration and 
Networking 



‘If you want to 
go faster, go 
alone. If you 
want to go 
further, go 
together. 
        
    (African Proverb) 



Midlands Meander, South Africa 
”a spectacle of nature,arts and crafts, just 

waiting to be explored” 

•  Africa’s largest and most popular arts 
and crafts trail- 80 kms , 216 businesses 
on 4 routes 

•  28 year history  



  
‘I will market my 

neighbour as well as 
I market myself’ 

 

(Wall Pledge of participating businesses in 
the Midland Meander Arts Marketing trail) 



6. Be Passionate 
‘Passion. If your heart’s not in 
it, get out.  The sky’s the limit 
if your heart’s in it. You’ve got 

to have enthusiasm. If you 
haven’t got enthusiasm you’re 

buggered!’ 
 

 (Tom O’Toole, Beechworth Baker) 



  
‘A man without a 
smiling face must 
not open a shop’ 

 
(Chinese proverb) 

 



‘We have to be passionate in 
everything we do and say. I can't 
bear to be around people who are 

bland or bored. There's a breed of 
brain dead, gum chewing assistants 
in so many shops, I want our people 
to feel excitement about our culture 

and our product!’ 
 

 (Tom O’Toole, Beechworth Baker) 



‘Keep away from people who try to 
belittle your ambitions. Small 
people always do that, but the 
really great make you feel that 
you, too, can become great’. 

 

(Mark Twain) 

Avoid the Dream Takers and 
Negative Energy Suckers … 



7.  Idea Obsession and 
Continuous Learning 

 ‘Be a continuous 
learner!’ 

(Tom O’Toole,Beechworth Baker) 



Lessons 
1. Positively outrageous customer service 

2. Innovative marketing 

3. Staff pride, enthusiasm and involvement 

4. Community connectedness 

5. Collaboration and networking 

6. Idea obsession and continuous learning 

7. Passion 



 
 
 



To be successful in business, one 
needs to be: 

 

Bold 
 

Different 
and 
 

First 
  

(Anita Roddick, Founder, The Body Shop)  



What is special about our 
business community that 

cannot be lost? 

Retain 



What happened in the  past 
that made a positive difference 
to our business community that 

we seemed to have lost? 

Regain 



What does not work or is 
counter productive in our 

business community that we 
need to get rid of? 

Drop 



What needs changing or 
modifying in our business 

community to achieve 
more positive impact? 

Change 



What new initiatives are 
required to enhance our 
community and  business 

environment? 

Create 



Every morning in Africa a springbok 
wakes up. 

It knows it must run faster than 
the fastest lion or it will be killed. 

Every morning a lion wakes up. 

It knows it must outrun the slowest 
springbok or it will starve to death. 



But it does not matter 
whether you are a lion or a 

springbok; 

When the sun comes up you 
had better be 

Running! 



Contact Details 
 

Peter Kenyon 
 

pk@bankofideas.com.au 
 
 

For copy of presentation, to view Website and/
or register for newsletter mailing list: 

 

www.bankofideas.com.au 
 


