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Retailer Newsletter

May 1, 2019
Tom’s Business “TIPS”

“To Improve Profits”

RE: The Cleaner the Restroom, the More Consumers Spend
Hi
As many of you know, I have been talking (preaching) about clean restrooms for as long as I have been a consultant in our business. I must give my wife credit for some of this revelation. As we’ve traveled both locally and across the country, I would often hear her comment, “We’re not coming back here,” after a stop which usually included using the facilities. I started looking at the restrooms from her point of view, not my own. The years I spent in the Army National Guard may have lowered my expectations of ‘clean restrooms’. I eventually saw what my wife had been telling me about dirty, unsanitary restrooms. I made it a priority that my stores restrooms always exceeded customers’ expectations. I knew this because I heard them make positive comment about the restrooms many times. I have read numerous articles, listened to experts explain how customers relate ‘Clean Restrooms’ and ‘Clean Forecourt’ to ‘Clean Well-Run Stores’. I hope you will be one of those who ‘believe’.
I read the following article on-line at NACS Daily, and I want to share it, in part, with you.

Cleaner the Restroom, the More Consumers Spend
March 22, 2019 

MENOMONEE FALLS, Wis. – One in two Americans are willing to ante up more cash at businesses that have clean, well-maintained restrooms. The number of those who will “definitely” or “probably” spend more money was up seven points to 52% in 2018.

“When a customer encounters a messy restroom, their perception of that business and its products and services are tarnished. Even worse, 55% are unlikely to return to a business after a bad restroom experience, which can have a devastating effect on sales.”

In addition, 64% of consumers make a conscious decision to choose a business because it has clean, well-maintained restrooms. Women are even more likely to be drawn to pleasing restrooms compared to men. Clean restrooms are so desirable that one in three Americans say they’d pay to use a restroom if they were assured it was clean and well-stocked.

Despite visiting restrooms regularly, Americans report an increasingly high degree of aggravation with them. Their top aggravations include toilets that are clogged or not flushed (85%), empty or jammed toilet paper dispensers (83%), and partition doors that don’t latch (78%). In all, nearly 70% of Americans reported having an unpleasant restroom experience.

Now that you’ve read the article, here comes my personal beef! What about stores that offer NO RESTROOMS for customers? If 64% of our customers make the decision to patronize a business because it offers clean, well-maintained restrooms, how many of them refuse to patronize a business because it has NONE? I don’t know the actual statistic, but I’ll bet it’s higher than 64%! I agree, providing restrooms for your customers may cost a few $$ to make them ADA compliant, useable, etc, but I think it will pay off in the long run. Remember, it’s not the cost of an upgrade (expenditure) you should only consider, it’s the benefit of the improvement, i.e. improved sales &/or gross profit AND NET PROFIT!
Other studies have proven that 80% of customers opinion of the forecourt (pump islands and surrounding area) as a major decision maker of whether customers go in the store or not! Wow! These people don’t even get to your restroom before they decide they’re not going in, for any reason! Here are a couple of ways you can spruce up the forecourt;

· Have a procedure to pick up trash, debris at least twice a day.

· Use a broom & dustpan to do the job correctly.
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· Sweep curbs around pump islands and front entrance twice a week.
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· Make sure your squeegee buckets are clean with paper towels.

· Vinegar works the best and it’s inexpensive.

· Be sure the squeegee is useable, and towels are available.

· Fix pot holes and broken curbs.

· Clean fuel dispensers. Remember my suggestion, clean one pump a day, all four sides. Remove/replace broken pump toppers and credit card app holders. Make sure necessary stickers/decals are clean, fresh, and neatly printed (not handwritten). If stickers, decals are old or unreadable, scrape them off (use Goo Gone if necessary) and replace.
· Many customers think about credit card security when using pay-at-the pump. If your dispensers appear to need sprucing up, does that make them think twice about pump security?
· Paint curbs and bumper poles. If poles are bent or damaged, replace them. Many outlets sell plastic covers you can place over your damaged poles.
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I still hear the same comment during a consulting visit or during seminars, “My business is a little off due to competition.” Maybe it’s not competition, its other retail locations providing clean pump islands, forecourt, AND clean restrooms. Look at your operations and be honest with yourself!!
Don't be a victim of the 5 Dangerous Words –

‘Maybe I’ll Do It Tomorrow’

Do it today! Because tomorrow could be too late!
If you have a question regarding this email or any another topic in our business, drop me an email or call. I enjoy hearing from you. I generally return calls and emails within 24 hours, even when I’m traveling. 


Tom                                                                     
Thomas W. Terrono
T&S Management Services, LLC
Instructor / Consultant for the Convenience Store Industry

Lee's Summit MO 64082-4864    

816.550.8048 cell
816.366.0641 office
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tom.tsms@gmail.com


www.tsmanagementservices.com
“Our business is making your business better!”


