
relationship with your clients. Let your clients get to 
know you. Be personal whenever you can. This begins 
by sending your client a Christmas card or gift such as a 
calendar or fridge magnet. Then keep in touch with your 
clients as you would 20 years ago. That means mailing 
something, calling them or visiting them. All of these 
methods are more powerful than a tweet, Facebook 
post or bulk email.

Our October Edition 
Christmas Catalogue is out 
now and is available to 
get you on the journey of 
keeping in touch with your 
clients the old-fashioned 
yet effective way with 
a printed Christmas 
card or if you prefer to 
call it, an end of year 
thank you card.  Please 
contact us to receive your 
Christmas catalogue 
with the biggest range of 
Christmas cards, birthday cards, thank you cards, fridge 
magnets and calendars. You can also visit  
www.austchristmascards.com.au for the full range and 
several October specials.
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A Word From Ian Renton

If you are old enough, do you ever 
stop to think that life was a lot easier 
last century? Just as we find it hard 
to believe our ancestors survived 
without electricity, washing machines 
and motor cars, today’s youth wonder 
how we survived without the internet, 

social media and mobile phones. 

Business had less marketing options and a smaller 
choice in terms of suppliers but this was counteracted 
by less competition. If we had a good product or 
service and looked after our customers and appreciated 
them, then most likely they would stay with us.

Retailers did not have to worry about shoppers 
comparing prices online. The corner shop was 
appreciated and patronised. Manufacturers were 
successful. Yes, we made cars and lots of other things 
last century.

In the late 1990s, I used to mail about 250,000 
letters annually to prospects and clients. Today, it is 
closer to 25,000. Even so, the return on direct mail for 
my business is higher now than it was 20 years ago. 
This is because direct mail is targeted better.

Last month, I was pleased to read a memo from 
Australia Post. It said that the prices of some services 
were increasing but that greeting cards posted in 
Australia in November and December would remain at 
65 cents. Letters would remain at $1. I recommend 
that you take advantage of Australia Post’s generous 
prices and send as many Christmas cards and other 
greeting cards in November and December as you 
possibly can.

The main reason is competition. It is harder today than 
it was 20 years ago to keep your clients and get repeat 
sales and referrals from those clients. You have more 
competition today than ever before from big business, 
online providers and overseas providers. What are you 
going to do?

The answer is do whatever it takes to build on your 

Floriade,  Annual floral celebration 
in Canberra - till 15th October.

Photo by: John O’Neill
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Today, employees are looking for career growth, 
learning and development and if they cannot get that 
with your business they will seek it somewhere else. 
Training is important for staff retention.

Coming in at number 3 is the opportunity to work 
with great people. Provide opportunities for you and 
your employees to get to know each other in and 
out of work. Recognise your staff. Gifts and other 
physical rewards are good but verbal praise is also 
effective.

Salary comes in at four but employees rate a great 
management and good boss as the fifth reason to 
stay. That means it is up to you to develop your 
leadership skills.

3. Work on your competitive advantage.

Everyone wants to work for a winner. The better 
your organisation is at achieving its goals, the better 
your employees will feel about working for you. Just 
remember that maintaining a good reputation in your 
industry and community can be as important to your 
workforce as financial success. 

When it comes down to it, is important to run 
a profitable and efficient business as this is 
something that customers, staff and suppliers will all 
appreciate.

Reference: http://jouta.com/blog/the-real-top-5-reasons-
employees-choose-to-stay/
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The Importance of Staff 
in Client Retention
Your staff will play a big role in your client retention 
and repeat sales and referrals. Two of the biggest 
decisions that owners and managers make are hiring 
and firing. However, there is a lot that happens in 
between.

To get the best out of your staff, you need to be a 
good leader, have great systems that are followed, 
encourage innovation and be a great motivator. At 
other times, you will need to be diplomatic and 
handle mistakes firmly yet fairly. Here are three tips.

1. Resolve Performance Problems Promptly and Clearly 

You can’t afford to ignore employees’ mistakes, but 
you also can’t afford to demoralise or alienate them 
when you try to correct the problem. Identify the 
problem before talking about it with the employee. 
Describe clearly to yourself why the behaviour is a 
problem, so you can explain to the employee why 
this matter needs attention. Be calm and keep in 
mind that the employee may not realise he or she 
has made a mistake. There may be a problem with 
your systems or training may have been inadequate. 
Don’t be quick to blame.

Ask the employee what he or she can do to solve 
the problem. Make sure the person knows what 
kind of standards you expect. Propose a solution of 
your own if the employee’s idea isn’t practical, but 
don’t assume responsibility for solving the problem 
yourself. Make sure the employee understands what 
you expect and the consequences if the problem 
continues. 

2. Target These Areas for Better Employee Retention 

The biggest challenge facing business owners today 
in relation to staff is to retain the best people. 
Employee retention starts with providing a fair 
salary and other financial benefits but is not the 
primary motivator for staff choosing to stay with 
you. According to Jouta, a Vancouver based Human 
Resources firm, salary comes in at number four and 
the number one reason that employees will stay 
is for the work to be challenging and exciting. It is 
important to stimulate your staff. Your staff also love 
to contribute to your company’s vision through their 
actions. Boredom is one of the main factors in losing 
staff.

Famous Quotes

“The difference between ordinary and 
extraordinary is that little extra.”

Jimmy Johnson

“Genius is one percent inspiration, and ninety-
nine percent perspiration.”

Thomas Edison
 
“Never tell people how to do things. Tell them 
what to do and they will surprise you with their 
ingenuity.”

General George Patton



also leave a fridge magnet with every customer, place 
a sticker in the switchboard and do a letterbox drop 
with pamphlets.

Ian: That is great that you do so many things. It 
may not seem like a lot but I am sure you are doing 
more than many other electricians. You also forgot to 
mention that we are in the same BNI referral group 
and this helps both of us get new customers as well 
as repeat business. What products do you get from 
Renton’s Printing?

Pauline: Renton’s Printing provides us with our 
Faraday Group magnets, our pamphlets, our stickers 
and also business cards. Your business is a vital part 
of our advertising.

Ian: Why do you buy from Renton’s Printing?

Pauline: The service is second to none and the pricing 
is very competitive.

Ian: Thanks, Pauline. It is great to know we are 
helping you with your marketing. What do you like to 
do away from the office?

Pauline: I really enjoy walking, spending time with 
family and friends and socialising.

Ian: Thanks for your time today, Pauline. If you would 
like to contact Pauline or need electrical work in 
Sydney, you can call her on 02 9809 5299 or email 
mail@faradaygroup.com.au. You can also visit  
www.faradaygroup.com.au.

Customer Profile
Pauline Spackman of Faraday Group 

This newsletter goes out 
every month to about 1,000 
businesses in Australia and New 
Zealand. If you would like to be 
featured as a customer profile 
in our newsletter, please get in 
touch with me by email at  
ian@rentonsprinting.com.au. 
There is no charge for this 
publicity for your business. This month’s profile 
features Pauline Spackman from Faraday Group of 
Denistone in the western suburbs of Sydney.

Ian: Good morning, Pauline. Thanks for participating 
in our newsletter. What does Faraday Group do?

Pauline: Faraday Group are electrical contractors and 
data/communications specialists  We provide all 
electrical requirements for domestic, commercial and 
industrial premises. We can upgrade your lighting, 
power, switchboard, smoke alarms, and we are also 
Level 2 authorised service providers for Ausgrid and 
Endeavour Energy so we are able to replace your 
private pole, upgrade your service mains from the 
pole in the street or upgrade your meters.

Ian: What makes your business special, i.e. what sets 
you apart?

Pauline: We are a family run business with good old 
fashioned values and service and our clients keep 
coming back because we offer quality service and 
affordable pricing. Our motto is “professional service 
without the professional price”.

Ian: That is great that you can sum up your benefits 
in six words. How long has your business been in 
operation?

Pauline: We have been in business since 1958, so 
nearly 60 years.

Ian: That is a great effort, Pauline. What is your role 
in the business?

Pauline: My role is the day to day running of the 
business from answering the phones, booking in the 
jobs, invoicing etc.

Ian: What do you do to market to your customers and 
keep your customers for life?

Pauline: We attract new customers via online 
advertising, Google Adwords, and our website. We 
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Cinema Double Pass 
$30 Value

 Coles Myer Gift Card 
$30 ValuePopular & Informative Business Books $30 Value

Referral Rewards
We always welcome referrals. You will receive a 
choice of gifts valued at $30 whenever you refer 
a new client to us. Please ensure they mention 
your name so we can reward you.

We will appreciate referrals for corporate birthday 
cards, thank you cards, Christmas cards, 
calendars, fridge magnets, label printing, business 
cards, brochures and other general printing.

Pauline Spackman of Faraday Group
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Renton’s Labels
Renton’s Printing

Welcome To Some Of Our New Customers
We are delighted to welcome the following new customers to the Renton Group of companies over recent months. 
These customers purchased a mixture of label printing, accounts stickers and greeting cards and come from various 
states of Australia. 

Chelsea’z Soap’z
Vintage Blue
Torino Food Service Pty Ltd            
Mitch Morgan Design      
Matt Hadley Painting & Decorating
Gwynneville Public School

Financial Centre
Berlinda Bautista Pty Ltd
Coffee Dominion
Chemical Systems Australia
Interdata Solutions
Beautiful Abyss

Innovation Real Estate 
Scent Central
Diane Mattingley
Pharmacist Formula
Chakradance
Home Comfort Soul Food

Here Is Everything We Do

www.austchristmascards.com.au – Christmas cards, 
birthday cards, thank you cards, calendars, custom cards 
and fridge magnets. Check out our October specials.

www.austcredit.com.au – accounts stickers, thank you 
stickers, Christmas stickers, sign here labels, and more.   

www.rentonslabels.com.au – product labels, cosmetic 
labels, bottle labels, and all of your label printing needs. 
Get an Instant Quote and upload your artwork online.

www.rentonsprinting.com.au – all of your printing needs 
including business cards, brochures, invoice books, 
catalogues, letterheads, with compliments slips, 
presentation folders, NCR books, NCR pads and more. 

CalendarsProduct Labels

Christmas Cards Thank You Cards

Fridge Magnets

Paula M. Wolter

EAST COAST & DISTRICTS
Mob: 0413 128 532 • Ph: 1300 657 895 • Fax: 1300 657 875

PO Box 5773, Torquay Qld 4655
By Appointment Only

MORTGAGE & FINANCE CENTRE

www.eastcoastfinance.com.au

eastcoast@financier.com
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OZDEN S.M. & COMPANY

Chartered Accountant

Chartered Accountant

Corporate & Business Advisor
Ozden Mustafa CA

2017

Email ozdensm@bigpond.net.au

67 Childs Road Chipping Norton NSW 2170Fax (02) 9728 4478

Ph (02) 9728 4479
Mob 0424 405 411
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Mike DwyerJP
Your finance specialist

Phone:

4342 6832
Mobile:

0417 660 620
Email: mike@dmc131.com
Web: dmc131.com

mortgage concepts

Dwyer
The key to your future.

Australian Credit Licence
Number 387651

Home & Investment Loans
Refinance & Consolidation Loans
Mobile Service - Available 7 Days

Delivered With Honesty & Integrity - Everytime 2017

Monthly Humour

The foreman on a large work site noticed a new 
labourer one day and barked at him, “What’s your 
name?”

“John”, the new guy replied.

The foreman scowled, “Look, I don’t know what 
kind of wishy-washy worksite you were on before, 
but I don’t call anyone by their first name. It’s weak 
and wastes time. I call my employees by their last 
name only - Smith, Jones, Baker - that’s all. If I 
want a job done, I yell, Baker, get this or Jones, do 
that! Now that we have that straight, what’s your 
last name?”

The new bloke sighed, “Darling. My name is John 
Darling.”

The foreman paused briefly for a couple of seconds, 
then said quietly, “OK John, the first thing I want 
you to do is...”

Why did the golfer wear two pairs of pants? 
In case he got a hole in one.


