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Praise from readers of the ‘Secrets Exposed!’ Series

“I believe that the path less trodden is the most rewarding, however it can 

be quite daunting especially in business. I found the ‘Secrets Exposed!’ 

series a breath a fresh air amongst the countless business books that fill 

the shelves. It’s great to find an easy read which makes small business 

owners not feel so alone and helps explain the end worth of having to 

build a business.”

Jason Ham – Uniforms.com.au

“I sat on a plane on the way to Seattle for a meeting to start my own 

business and I often get bored in the air with all that spare time. This time, 

we landed in LA and I wanted the flight to keep going so that I could read 

the book again!! From the very first page, I started to write down items 

for my business that were so relevant. The beginnings of my business were 

made inspirational by Dale’s book and I have not looked back.”

Sally Wheat – Hot Mama

“I really loved these books. They give relevant information written by people 

who are out there doing it for real. Unlike motivational speakers, who whilst 

engaging, can be accused of selling the new age form of ‘the miracle cure’, 

these contributors are actually successful entrepreneurs, who are running 

successful businesses and leading well-rounded, successful lives.”

Bradley Stribley – Oscar White Pty Ltd

“I read one of the ‘Secrets Exposed!’ books and could not put it down. 

It was great to have so many success stories put together in one book. It 

gives you the urge to move and do something. Halfway through reading 

one of Dale’s books I purchased another property and by following what I 

learnt I have accumulated five properties with a total value of $1.4 million. 

I would definitely recommend these books to anyone who is looking for 

some inspiration.”

Derek Edgar – Property Investor/Renovator/Developer
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“As a business owner and investor, I’m always looking for ‘new’ information 

in order to set my goals, and improve my knowledge and financial position. 

I found that by reading your books I was able to gain some valuable 

information from mentors who have been there already, which I believe 

will assist me in achieving those goals in the future. Reading gives you 

the spark to create ideas, the knowledge to make plans and the impetus 

to take action.”

Perry Hartikainen – Multiple Business Owner

“As a budding entrepreneur I sometimes find it hard to focus on the forest, 

for the trees. The ‘Secrets Exposed!’ books help me by inspiring me in my 

big picture thinking and showing me how other entrepreneurs build their 

businesses!”

Samantha Simpson-Morgan – Rarified

“Before I read Secrets of Female Entrepreneurs Exposed! I was feeling flat 

about my new business. I was scared about the future and my ability to 

grow my company. Reading this book reassured me that I was taking the 

right steps to get me to where I wanted to go. It returned my confidence and 

drive, and gave me lots of great recommendations for further information 

to continue my business and personal growth.”

Ilyia Davis – Spillandspan Fashion

“Through the ‘Secrets Exposed!’ series, Dale is able to share with us great 

in-depth experience of the real world of business or property investment, 

for example. With the knowledge gained, individuals can learn the trials 

and triumphs from the success stories without having to lift a finger. There’s 

no better way of learning than from each industry’s best.”

Alan La – Future Pioneer
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Disclaimer

All the information, techniques, skills and concepts contained within this 
publication are of the nature of general comment only, and are not in any way 
recommended as individual advice. The intent is to offer a variety of information 
to provide a wider range of choices now and in the future, recognising that we 
all have widely diverse circumstances and viewpoints. Should any reader choose 
to make use of the information contained herein, this is their decision, and 
the contributors (and their companies), authors and publishers do not assume 
any responsibilities whatsoever under any conditions or circumstances. It is 
recommended that the reader obtain their own independent advice.
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P R E F A C E

If I were in your position right now I’d be wondering if I really needed to 

read this section. However, if this is the first ‘Secrets Exposed!’ book that 

you’ve read, could I ask you to please resist the temptation to skip ahead, 

as I’d like to briefly share with you why this book has been created and 

how you can best use it to impact your life.

When I was growing up I heard somewhere that there are two ways to live 

your life: the first is through ‘trial and error’ and the second is through 

‘other people’s experience’. At the time I dismissed it as just another one of 

those sayings that sounds good, but doesn’t make much sense. Then, like 

most teenagers I finished school with stars in my eyes thinking, ‘This is 

great! My education is over – no more books, no more lectures, no more 

people telling me what to do’. How wrong I was. After a few months of 

bouncing around, not quite sure of what to do next, I stumbled across the 

idea of personal development and started to hear concepts such as:

• Formal education will earn you a living, but self-education will make 

you a fortune.

• Work harder on yourself than you do on your job.

• You will be the same person five years from now, except for the people 

you meet and the books you read.

• Don’t wish that your job were easier, wish that you were better.

• You are your own greatest asset, so you must invest in yourself.

Since November 2000, I have been totally committed to becoming my 

own most valuable asset. After attending hundreds of seminars, listening 

to thousands of hours of CDs and reading shelves of books, I have discov-
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ered that the people who truly succeed aren’t any smarter, better looking 

or harder working than anyone else – they just think differently and have 

learnt to incorporate different values into their lives.

I am now in the very fortunate position of being able to travel interna-

tionally to present personal development seminars to teenagers and I am 

often asked, ‘What is the one thing you need to know to be successful?’ My 

answer is always the same: ‘The one thing that you need to know is that 

there is not one thing that you need to know to be successful’. I’ve learnt 

that success is multifaceted and that mastering one principle of success or 

area of your life isn’t going to take you to the top – the more you master, 

the more successful you will become. But if I did have to identify one of the 

most important success strategies, it would be this: ‘Find out what successful 

people do and do the same thing until you get the same results’.

That’s what this book is all about. The only difference is, instead of you 

going out and finding successful people, we’ve brought them to you.

You see, whatever you want in life, whatever you are shooting for, chances 

are that someone else is already living it. They have already invested years 

of their life and probably hundreds of thousands of dollars, they’ve made 

lots of mistakes, learnt from them and eventually succeeded. So why would 

you want to waste your own time, money and effort through ‘trial and 

error’ when you can fast-track your success by learning from ‘someone 

else’s experience’? As Sir Isaac Newton said, ‘If I have seen further it is 

because I have been standing on the shoulders of giants’.

Every time you pick up a book, attend a seminar or interview a successful 

person, you are compressing years of life experience into a few hours. 

With any of the ‘Secrets Exposed’ books, you can multiply that by between 

twelve and seventeen people and you’re looking at around 250+ years of 

experience and wisdom ready and waiting for you. It won’t prevent you 

from making mistakes of your own, far from it, but it will help you to 

make more calculated and purposeful decisions, rather than big, misguided 

and ignorant ones.

P R E FA C E2
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P R E FA C E 3

There is no shortage of information about how to achieve proficiency 

or even greatness in any area of life these days. Go to any bookstore or 

library and you’ll find the shelves sagging with titles from experts, all with 

their own theories and ways of doing things. But what I have discovered 

is lacking in almost all of these books is INSPIRATION. What’s missing 

is role models and mentors – the stories of people we can all look up to. 

People who started out exactly like you – with a dream in their hearts and 

with all the same fears and insecurities. Given the choice between reading 

a textbook or a dozen success stories about people who have actually 

done something, I’d take the success stories any day of the week. I’m not 

saying that theoretical information isn’t important, of course it is, but 

having presented hundreds of talks to all different types of audiences, I 

can confidently say that it’s always the stories that move people. It’s the 

whole, “If he or she did it, then so can I” that gets inside people’s hearts. 

When we’re inspired we get motivated and then we take positive action 

which leads to results.

The ‘Secrets Exposed’ books are not intended to be a one-stop-shop. They 

are an introduction to the wealth of knowledge available to you and to 

some of the real success stories of people who have reached the top in their 

chosen field of endeavour. That’s why at the back of each book you will find 

most of the contributors’ contact details and some of their other products 

and services that are available to help you continue your journey.

So, how did the whole idea for the ‘Secrets Exposed’ books come about?

Well, in 1998, when I was around seventeen, my nan gave me a copy of a 

book titled Collective Wisdom, by Brett Kelly. In it were transcripts of face-

to-face interviews with a whole lot of prominent Australian personalities. 

And it was a fantastic read. Since then I have seen a handful of random 

‘success story’ books, but the challenge I find with most of them is that they 

are either transcripts of interviews, that never really make complete sense in 

the printed form, or they are written by writers who paraphrase someone 

else’s story. The result tends to be a diluted message that doesn’t really allow 

you to get a sense of the individual’s personality or character.
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P R E FA C E4

In around 2001 I read my first Chicken Soup for the Soul book and real-

ised that there were dozens and dozens of related titles designed to meet 

the needs of different people’s areas of interest. I thought that was pretty 

neat.

It wasn’t until January 2004 that the ‘Secrets Exposed’ idea boiled over. 

I was in my hotel room in Singapore relaxing after six straight days of 

presenting to hundreds of teenagers. I was reflecting on the ideas that had 

been shared with them. One of the most important was to seek out those 

who have already achieved what you want and ask them lots of questions. 

I was plagued by the thought that only a small percentage would act on 

that very valuable advice and that most would never take the step due to 

a lack of confidence, fear of rejection or an inability to contact the people 

they needed.

That’s when it hit me…‘What if I could find the people and put together 

a number of books covering a range of different areas?’ I knew it would 

take a lot of effort, so for the next three days, I sat in my hotel room and 

developed the basis of an entire system to make it happen.

Based on my experience with other books, I decided that these books had to 

be non-time specific and be written (not spoken) by the people themselves. 

This way the answers would be planned and well thought-out, providing 

richer content and more interesting reading. I also wanted to make sure 

that there was an even balance between practical ‘how to’ information and 

inspirational stories that gave an insight into the highs and lows of people’s 

real journeys. I also wanted to ensure that a percentage of every book sold 

was donated to a charity relating to the nature of that particular book.

When I arrived home I got into action. However, between working out 

of a tiny one-bedroom flat and trying to manage two other demanding 

businesses, my plans were a little slow in the beginning and I had to be 

resourceful. So I bought a plastic tub and turned the boot of my car into a 

mobile office! Anytime I could find a spare hour or two, I’d park myself at 

the gym or a nearby coffee shop and make calls from my mobile phone.
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P R E FA C E 5

Putting these books together has been both time-consuming and demanding, 

but it has also been a real privilege for me to have the opportunity to work 

with each of the people involved in the various books. Thank you, to each 

of you, for making it possible!

Well, I think you’ve heard enough from me. Now it’s time for you to 

discover for yourself the wonderful wisdom contained in these pages. I 

hope that you enjoy the read as much as we’ve enjoyed putting it together. 

And who knows, maybe one day we will be reading your story?

Dream Big!

Dale Beaumont

Creator of the ‘Secrets Exposed’ Series

Sydney, Australia
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F O R E W O R D

The mere fact that you’ve picked up this book suggests you’re either 

considering starting your own business, or you’re already airborne and 

are looking for some new ideas.

Either way, this book is for you.

On the following pages you’ll read the stories of real people – no hype, no 

spin, just fascinating personal experiences brimming with passion, courage 

and optimism. 

You’ll discover how others have pursued their dreams; how they’ve over-

come challenges and in a couple of instances, prospered in the face of real 

adversity.

My entry into the world of small business started at the age of eight, helping 

my father clean and prepare cars in his sale yard. I learnt early that loving 

your work was very good for business as nothing attracts more strongly 

than an enterprise that exudes happiness and enjoyment.

As you’ll read in the diverse case histories that follow, to truly love your 

work you need to fully understand what makes you tick. Only then can 

you design a business that aligns with who you are. 

Creating your own ideal business may not happen overnight, but if you’re 

willing to learn from others and work to develop a vision of how things 

could look in your world, it will happen.
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As you devour Secrets of Small Business Owners Exposed! I invite you to 

take note of instances where an experience or action resonates with you 

by actively scribbling a note in the margin or popping a post-it on the 

page.

The ‘Secrets Exposed!’ series are books that are full of strategies, concepts 

and little bits of magic. They should be wilfully plundered, expanded and 

translated for your personal betterment.  

Don’t stand back. Dive in, get involved and embrace the wonderful world 

of small business.

Love your work

Robert Gerrish

Co-author with Sam Leader of the best seller, Flying Solo – How To Go 

It Alone In Business, business coach, presenter and founder of the online 

magazine for business owners, www.flyingsolo.com.au

F O R E W O R D8
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I N T R O D U C T I O N

People enter into the world of business for a variety of different reasons. For 

some it’s a creative spark, for others it’s the need for personal control, and 

some desire the commercial success in order to create a better lifestyle.

Whatever the reason, sheer passion and determination helps individuals to 

begin their business ventures. This is then followed by a prolonged honey-

moon period where the owner basks in their creative flair and chants the 

mantra ‘anything is possible’. For some this period lasts for months, for 

others it’s years. But sure enough, a point is reached when the enthusiasm 

fades and the owner begins asking – ‘Was it really worth it?’, ‘Will anyone 

else work as hard as me?’ and ‘When will these dramas ever stop?’

At this point the business owner has three options:

1. Quietly exit from their business, hopefully without much financial 

damage.

2. Remain committed to the cause and simply adjust to the restricted 

income and routine.

3. Make a decision to grow through the uncomfortable phase and build 

their business to a level that ultimately meets their initial goals and 

intentions.

Sadly, the statistics favour the first two options, because if there is one 

thing we know for sure businesses don’t grow on their own. They need 

to be driven and championed by a person that has a solid commitment 

to increasing their knowledge and improving the efficiency of what 

they do.
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But what type of knowledge you ask? Well, you can try reading one of 

those ‘Complete An MBA In Ten Days’ books, but you’ll most likely wind 

up knowing less at the conclusion than you did at the beginning! Why 

is that? Well, the models which govern the mechanics of a billion-dollar 

corporation are vastly different to those required for a small business, so 

one certainly does need to be discerning when it comes to the input they 

receive.

Surely it would make sense that the best way to receive quality information 

is directly from those individuals that have walked the same path, overcome 

the painful bumps and are now enjoying the fruits of their business success. 

This is the whole idea of the ‘Secrets Exposed!’ series.

Since releasing Secrets of Male Entrepreneurs Exposed! and Secrets of Female 

Entrepreneurs Exposed! we have had fabulous feedback from readers every-

where. However, many have commented that they’d like to read more 

stories from business owners that are at a more relatable level. In other 

words, stories from those people who are either up-and-coming stars in 

the world of business, or those who have decided against oversized growth 

in favour of lifestyle, or because of a deep passion for their work. 

In Secrets of Small Business Owners Exposed! we’ve assembled an amazing 

group of 15 highly successful people who are eager to share their experi-

ences and pass on what they’ve learnt. By reading each contributor profile 

you’ll see that we’ve covered a lot of ground:

• They range in age from 23 to 54.

• Their business turnover ranges from $250,000 through to $5 million.

• Their number of staff ranges from more than 42, to in some cases just 

a single person operation.

• Some have run a number of businesses throughout their career, while 

others have had hit their stride in their first venture. 

• Some have academic business qualifications while others learnt every-

thing through practical experiences.

I N T R O D U C T I O N1 0
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I N T R O D U C T I O N 1 1

As for the content, this book covers: business planning, idea development, 

research skills, capital raising, time management, sales and marketing, 

public relations, financial matters, branding, hiring and motivating staff, 

personality profiling, leadership, crisis management, strategic alliances, 

web development, franchising, national and international expansion and 

much, much more. 

So, is this book for you?

If you have a desire to:

• dramatically increase your turnover and profitability 

• learn how to find and retain motivated staff

• discover how to work smarter not harder 

• better manage stress and enjoy a more balanced lifestyle

• build an asset that is ultimately willable or sellable

• expand the reach of your business locally or globally

– then continue reading.

To further assist you in your own endeavours, a number of contributors 

have also very generously offered valuable gifts to all of our readers. To 

receive them, all you need to do is visit the specified website provided and 

then follow the steps to download the bonus gifts – absolutely free.

At the back of the book we have included the contact websites of every 

contributor. You’ll discover that many have their own books or educational 

materials, which we strongly endorse and encourage you to investigate 

further.

Finally, remember it’s what you do after you read this book that is going to 

determine its real value to you. So, go out there, apply what you’ve learnt 

and when you reach a goal – no matter how big or small – let us know so 

we can share your success story.

ENJOY!                     
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I N T R O D U C T I O N1 2

Dale Beaumont and Simone Tregeagle

Email: info@SecretsExposed.com.au

PS. Ten per cent of the profits from this book will be donated to the 

Tomorrows Youth Foundation, an organisation committed to empowering 

teenagers with practical life skills to succeed in the real world. Having now 

run programs for over 10,000 teenagers, Tomorrows Youth has recently 

set-up a foundation which offers full scholarships to school prefects and 

at-risk teenagers so they can attend the 2½ day Empower U program at 

no cost. For more information or to donate directly, please visit www.

TomorrowsYouth.com.au.
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C R E AT E  A N D  C O M M U N I C AT E

Create and Communicate

D A V I D  S T A U G H T O N

 I suggest  you go in  with your  eyes  wide 

open. I t ’s  no good once you’re  hal f  way in  to 

real ise  that  you real ly  can’t  af ford i t . Financia l ly 

committed, with  a  hal f -setup or  hal f - renovated 

business  is  no place to  be.  
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P R O F I L E

D A V I D  S TA U G H T O N
David ‘Big Dave’ Staughton was born in St Kilda, Melbourne, in 1962. 

As the eldest of three children, David worked in the family hardware 

store from the age of six. One of the biggest life lessons he learnt was 

when the family business shut down in 1980 – a victim of industry 

competition, poor management and changing demographics.

He was educated at Caulfield Grammar School and went on to achieve 

first-class honours in geology at Melbourne and Monash Universities. 

While at university, he earned money working weekends in the next 

family venture, a small tearoom and function venue in the Dandenong 

Ranges.

Following his studies, David worked for five of Australia’s largest 

mining companies, however, after a near-death experience he realised 

that the mining industry was not for him. At 25, with little money yet 

lots of passion, he bought a derelict restaurant in Monbulk and set 

out to become a millionaire by the age of 30.

Over the next 15 years he grew a function centre empire in Victoria 

with four venues and an enthusiastic, high-energy hospitality team. 

He hosted more than 2,000 weddings and functions and won the Best 

Reception Centre Award in Victoria for three consecutive years.

In 2001, David successfully sold off each of his businesses and has 

been assisting business owners and their teams ever since. 

David lives with his wife, Michelle, and their three children in St Kilda. 

He manages to balance his many business activities with quality family 

time – there is nothing the kids love more than watching Funniest 

Home Videos with Dad! 
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What was your first significant business venture and what did you 

get out of it?

In May 1987, I found a derelict restaurant in the Dandenongs called The 

Waldhof. The business had been repossessed by the mortgagee and had 

been completely vandalised over time. It was a real mess, and many had 

passed it by, but I could see some potential. I had some money from 

the stock market and convinced my parents to loan me the rest, before I 

knew it, I was in business. After four months of hard work over winter 

– cleaning up, landscaping, building and renovating – we were ready to 

open our function venue.

The plan had been for my dad to be the master of ceremonies and for 

me to work behind the scenes. He had already been running nearby 

tearooms and doing small weddings for many years. I knew how to do 

the ordering, the preparation and I had some ideas on what food we 

should serve. I was also okay with customers, although I really lacked the 

confidence. However, both my father and I had very strong ideas on how 

things should be done, so it was inevitable that our partnership would 

fail. His old-style school of management just didn’t inspire me.

Basically, the best thing that came out of our very brief partnership (about 

12 days) was for me to be pushed out of my comfort zone. I was forced 

to remove my kitchen apron and step into the spotlight – to be the front 

man, to be the MC. With each function and presentation my confidence 

improved and now I’m on the speakers’ conference circuit. It just shows 

what regularly stepping outside your comfort zone can do.

Did your business take off right away or was it more of a building 

process that took a few years?

I was fortunate that my parents sent me a few prospective customers when 

I first started and over time the wedding reception business slowly grew 

through advertising and word of mouth referrals. The second and third 
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venues grew much faster because we had 

an excess of prospect enquiries, a solid 

brand, and lots of happy customers from 

my first venue. Having been involved in 

seven start-ups now, I found they’ve all 

grown slowly by word of mouth, with a 

focus on customer service. I don’t think 

most people realise the cost of acquiring 

those first few vital customers. Street 

signage is critical for most businesses 

to attract early customers, and with advertising, extra sales effort and 

price discounts you might spend between $50 and $500 to acquire each 

new customer. So make sure you get your money’s worth and offer great 

service to make sure they return (capture their details to invite them back 

and sell them well).

I think that when most people start a business they are very keen to have 

any customers, they’re almost desperate and aren’t very selective. I now 

call it the A.A.A.A.A. phase – we’ll gladly ‘accept anyone at all wanting 

anything, anywhere, anytime at any price’. Generally, early customers are 

mostly disloyal, unprofitable and the most demanding you’ll ever find 

– mostly sourced through signage and advertising and in search of specials. 

That’s why they choose you – you’re probably cheap and unproven! Later 

customers will be of better quality and come through word of mouth; 

they’ll seek you out for your great service.

After a period of time you will discover what you do best, your focal 

point, and move on to the T.T.T.T.T. phase – where you focus on ‘these 

customers, these products/services, at these locations, this time and this 

price’. You can choose which customers to serve and which products and 

services you no longer want to offer.

 That ’s  why they 

choose you –  you’re 

probably  cheap and 

unproven… 
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In the beginning, what were some of the skills you were lacking 

and what did you do about it?

Initially, I hired poorly and managed badly, and experienced a lot of 

stress as a result. One day my life changed when I attended a hospitality 

management workshop run by Tony Eldred. I was complaining about 

having ‘stupid staff ’ and that they were all ‘driving me crazy’. He politely 

enquired, ‘Who hired them? Who trained them? What systems were in 

place?’ It was like he hit me over the head with a lump of wood. From 

then on I knew I was 100 per cent responsible for the team and their 

results. I set about selecting better staff and acquiring the business skills I 

would need from the people I hired; a reverse apprenticeship if you like. 

I spent hours learning from my accountant, the builders, salespeople and 

chefs. I then developed the training programs and systems to improve 

our results and reduce stress. Little did I know, these systems would turn 

out to be the core of my business and an asset to sell.

I also read a few books that changed my life. Back in the eighties there 

were not many business books on the market. There were some classic 

personal development books, theoretical textbooks and books on business 

strategy in US corporations. Certainly there were none like this book, 

written by small business people for other small businesses.

You are known for having great customer service. How did you 

develop and deliver that service?

When I first started, customer service was terrible. I had no idea about 

what customers really wanted or how critical it was. I was always stressed 

out and we made mistakes everywhere. Then we hired better staff, trained 

them and used lots of simple systems. We sent out four-page customer 

satisfaction surveys and spent a lot of time eliminating our mistakes. We 

worked hard on having back-up systems and improving our service. It 

worked – by word of mouth business grew and we eliminated any negative 

publicity with service recovery programs.
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Customers typically remember some events more than others – especially 

the ones that were most painful or pleasurable (the higher the emotional 

intensity, the stronger the memory). This is very useful in understanding 

what customers really value in a customer experience. First impressions 

and last impressions are critical. These are the ‘defining moments’ or 

‘moments of truth’ that customers use to get a gut feeling about whether 

you really provide value.

A useful analytical tool for customer experience is FLOW:

• F is for ‘First’ – look at how you can make a better first impression 

and ultimately improve your service.

• L is for ‘Last’ – the last impression is based on the last interaction you 

have with your client – a meeting, your farewell, an event, a newsletter 

or even an invoice.

• O is for ‘Ouch’ – this is where customers have been slapped around 

or have had a painful experience. Most customers are far more aware 

of the painful interactions than the pleasurable ones.

• W is for ‘Wow’ – things that would normally impress the clients and 

make them go ‘Wow!’ The wow-factor will result in more word-of-

mouth referrals.

What were some of the challenges you had to overcome on the 

journey to achieving your personal and business goals, and how 

did you overcome them?

Being a start-up in the wedding business in an outer metropolitan area 

meant that I had a number of unusual challenges. Initially these included 

being underfinanced and always short of sales in the winter season. Other 

major challenges included dealing with thefts, the Longford gas supply 

disruption and litigation for slip/fall accidents – even coping with a 

bushfire and getting insurance afterwards. The biggest challenge of all was 

the impact of the GST and the changing functions marketplace, including 

the introduction of many new competitors like golf clubs, wineries and 
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restaurants. We overcame these challenges by refocusing on what we could 

do, which was to become really good at selling during difficult times and 

selling winter bookings – specifically, finding the secrets of selling the 

off-peak and shoulder-season bookings.

Can you explain your philosophy behind off-peak bookings? Why 

was it important to your business?

When we first started we just took any bookings that came along – mostly 

Saturdays in the spring and summer. I waited for customers to come 

along and buy the off-peak dates but they never came! In order to 

sell more shoulder and off-peak days we had to develop a number of 

‘think different’ strategies. We thought about potential off-peak target 

markets; we investigated what would make our off-peak dates more 

attractive and built things like gas log fires, undercover photo gardens 

and indoor wedding chapels attached to the foyer; we priced differently; 

we developed our ‘price confidence’ and set prices based on supply and 

demand. Since then I have taught these and other methods to other venues 

– hotels, clubs, motels and caravan parks who have seen impressive sales 

improvements.

You mentioned setting prices based on ‘supply and demand’. How 

did you work out your prices?

When I started the business, most 

reception venues offered just a few 

different function prices with little 

variation by day or season. The whole 

price game changed when I found out 

that the Melbourne to London airfare 

changed 21 times during the year based 

on supply and demand – most expensive 

was the week before Christmas and least 

expensive was mid-October. We began 

 I  waited for 

customers  to  come 

along and buy the 

of f -peak dates  but 

they never  came!  
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to use pricing to effectively shift demand from popular days to less-

popular days.

Most business owners struggle with setting prices, some have low self-

worth and poor self-esteem, and lack the confidence to charge. Other 

businesses didn’t even increase their fees when GST came in, some started 

low and forgot to put them up every year. Putting up your price, reducing 

your discounts and collecting all your invoices is all about your own price 

confidence. If you focus on price objections you’ll find them when they 

don’t exist. Many business owners have been amazed at the customer 

response to a price increase – hardly a complaint – some people even 

saying, ‘Yes, I thought that was too cheap’. Price-obsessed people provide 

way too much value, quickly resort to discounts, are reluctant to discuss 

pricing, lack confidence in price discussions, are weak negotiators, and give 

away too much. They will do anything to avoid conflict and are reluctant 

to ask for things (like payment and referrals) or to prospect and follow 

up. Confidence is a belief – an emotional feeling based mostly on past 

experiences. Everyone has a little voice inside their head – is the little voice 

inside your head helping you or hindering you? It’s really important to 

manage your little voice. Remember: the first sale is to yourself!

Hospitality can be a very busy industry. What is your secret for 

effective time management?

Secret: it’s all about actively choosing what you don’t do that really 

determines your success! When I first started the reception business I 

made the decision not to set the dining tables myself. I could have saved 

a few dollars by doing the low-value tasks but deliberately chose instead 

to work on more valuable tasks – like sales strategy.

I think it is important to outsource some of your low-value activities. 

Choosing to say ‘no’ to low-value tasks and certain business opportunities 

frees up time to do the important high-value tasks and to concentrate 

on better opportunities. It’s all about focus, avoiding distractions and 

saying ‘no!’ more often.
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What is the biggest mistake you’ve ever made in business and 

what did you learn from it?

When the wedding reception business was trading well, I decided to 

diversify and expand into a different industry – honeymoon travel. I 

figured that I knew hundreds of couples that were getting married and 

it would be great to organise their honeymoons and enjoy the jet-setting 

life of a travel agent. I figured wrong.

Our travel agency, Happy Honeymoons, started off with great marketing 

and lots of wide-eyed enthusiasm, and ended up competing on price in 

the cut-throat low-margin world of the discount travel agent. Over a 

period of three years, I lost $250,000 and a considerable amount of hair. 

I did, however, find out how to make a small fortune out of the travel 

business – start with a large fortune and work your way down!

The biggest lesson was ‘focus on your core business’. If you’re bored 

with the core business find a different angle or sell it. Don’t place your 

attention on a distraction. Success in business requires a focus and a 

serious commitment. I also learnt that just because you can do something, 

doesn’t mean you should. I think it’s important to carefully look at your 

competitive advantage and your real reason for going into business. If you 

are going to compete on price alone in a low volume business, then you 

really don’t have much to sell. Don’t open a business purely for ‘lifestyle 

reasons’ and definitely don’t do it to create employment for friends and 

family!

A common mistake for an established business is getting distracted 

because you are too comfortable. Comfort is the enemy of greatness 

because we get bored and lose focus. Sometimes the distraction takes 

the form of a new business opportunity and sometimes it’s non-business 

– like an overwhelming interest in car racing, boating or unpaid work 

for an association, charity or government group. Remember, stick to 

your knitting!
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What do you think are the essential 

qualities or attributes of a successful 

business owner?

The days of old-school ‘command 

and control’ business owners creating 

a fear-driven culture are nearly over 

(fortunately). Business owners need 

a very different leadership style and 

several qualities and attributes. I believe 

the ability to build trust and respect is 

crucial in order to empower and engage other people, as is the confidence 

to perform in an unfamiliar situation. Great communication skills are 

essential for both your team and your customers and for effective rapport 

building. Above all else is the ability to develop and communicate clarity 

and purpose for the business.

You built a large team of young hospitality staff. Can you explain 

the concept of Generation Y and why you believe it is so important 

for business owners to get a handle on this issue?

Since 1972, Australia has had a declining birth rate. Young people are 

in short supply and are radically different to past generations. Staff 

shortage is the number one problem in most workplaces. Some young 

staff barely want to work and others don’t want to stay. Staff want and 

expect more – more leadership, more love, more money and more life 

balance. Recruitment and retention has never been more challenging. For 

the first time in over 30 years we’re seeing a power shift from employer 

to employee. Employees can demand and get more. Many businesses are 

just coming to grips with the leadership style required to find, keep and 

manage young staff – especially Generation Y.

 …bui ld  t rust  and 

respec t  i s  crucia l  in 

order  to  empower 

and engage other 

people… 
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What are the characteristics that define Generation Y?

Generation Y are people who were born between 1980 and 1994. A 

generation of ‘gamers’, they have played thousands of hours of video and 

computer games; they are ‘digital natives’ having grown up with technology. 

They had different parenting and schooling than older generations. They 

are used to instant gratification – wanting and getting things immediately. 

Highly stimulated from a young age, they won’t put up with a boring 

job or a poor leader for long and drive the demand for better leadership 

in the workplace.

What tips can you offer for leading Generation Ys successfully and 

managing their specific needs?

There are a number of things that attract great young staff – a fast-track 

career path, leaders that listen and keep their promises, lots of positive 

feedback, praise and appreciation, rewards and recognition systems, and 

most of all, a good working relationship. Impressive job titles, project work 

and fast promotion are also desirable. Staff are looking for opportunities, 

not jobs, and your website is an excellent place to market your business to 

potential staff – what can you offer an employee? Coaching, mentoring, 

quality training and development, the opportunity to travel and rewards 

are all attractive. Young staff are highly motivated to learn and keen to 

improve. I have had some success building a ‘Leadership Pipeline’ of future 

leaders climbing a clearly structured leadership ladder.

How do you build a ‘Leadership Pipeline’ for young staff?

The first thing is selecting well. I believe that one hour of good recruitment 

is worth hundreds of hours of painful discussions and coaching later. 

Recruiting is a fast game and you need to check references thoroughly. 

There are some 3,500 personality profiling systems in the world. Many 

divide people into four main groups and combinations of these groups. 

Whether you use DISC analysis, Myers Briggs, the Enneagram, Hermann 

Brain or others, an understanding of personal styles is useful. To find out 
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what your staff really value is very useful in helping motivate them to be 

more productive. A quick personality profile like a DISC test or values 

profiling can help determine suitability for the position and team. Clearly 

map out the leadership ladder and what is required for each position. Then 

provide leadership training and coaching to pump up your pipeline.

Having built your business to a successful and sustainable level, 

what made you think that it was time to sell?

In 2001, after 15 years of growth, the wedding market had peaked and 

changed direction, and become more competitive – more wineries, 

restaurants, golf courses and clubs had entered the marketplace. The 

number of marriages fell about 15 per cent in the year after the GST 

and brides wanted more casual events. I believe there is a time to sell 

any business and it’s not when you are nearing death. It’s better to sell 

near the top if possible. My businesses were in great shape but I was 

‘over’ the wedding industry, so I sold off the leases to the four different 

venues. I retained two large freeholds and now collect the rent, which is 

a whole lot easier.

From your experience, what advice would you give to someone 

looking to sell their business?

My first piece of advice is always, always, always read every bit of any 

contract (force yourself if you have to), and insist, where possible, on 

providing the contract yourself. That way you can at least propose what 

you want and this will help in negotiations. Think through the different 

possibilities and plan for various scenarios in the future. A good business 

lawyer can help with this. My other piece of advice is about deciding when 

to sell – either sell near the top or at least prepare it for sale. Preparation 

and presentation are the keys to selling a business. Would you sell your 

car or house in an untidy state? I don’t think anyone would, so take the 

time to make your business great!
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You regard books as an important part of your life. What business 

books do you recommend and why?

Yes, I am addicted to business books and bookshops, I even visit bookshops 

on holidays! Some of the books that are memorable for coming along at 

a critical time for me are:

• How to Win Friends and Influence People by Dale Carnegie – this book 

taught me about people and basic leadership skills, which I desperately 

needed.

• The E-Myth by Michael Gerber – this book showed me the systematic 

path to success.

• Think and Grow Rich by Napoleon Hill – this book helped improve 

my mind-set.

• The 80/20 Principle by Richard Koch – this book taught me to 

prioritise.

• Rich Dad, Poor Dad by Robert Kiyosaki – this book is about 

understanding basic finances.

Some of the most useful, must-read books for small businesses are:

• What Rich People Know and Desperately Want to Keep a Secret by Brian 

Sher – a sensational book covering the major areas of personal and 

business success.

• How to Make Money Out of Thin Air by Brian Sher – a book that 

offers a complete overview of business.

• Billionaire in Training by Brad Sugars 

– a book about buying, fixing and 

selling businesses.

• Instant Cashflow by Brad Sugars – a 

book that focuses on marketing your 

business.

• Cash, Customers and Ads that Sell by 

Brad Sugars – a book that is all about 

advertising techniques.

 …always, a lways, 

a lways  read ever y  bit 

of  any contrac t  ( force 

yoursel f  i f  you 

have to)… 
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I’d also cast my vote for ‘business book of the decade’ to Good to Great 

by Jim Collins for his excellent work on business strategy, leadership 

and teams.

In your opinion, what’s the most common mistake made by new 

business owners?

I believe the number one killer of most small businesses is a lack of 

money. The second biggest would be a lack of basic knowledge about 

finances. Most start-ups are seriously underfinanced and most initial 

sales projections are significantly over-estimated. The initial costs for a 

start-up can be staggering. Sales growth and turnover will, almost without 

exception, be far slower than expected. I nearly went broke three times 

when I took my eye off the finances as I was renovating or expanding 

the business. If you’re going into a new business, I suggest you go in 

with your eyes wide open. It’s no good once you’re half way in to realise 

that you really can’t afford it. Financially committed, with a half-setup 

or half-renovated business is no place to be.

tully c

Bh1287M-PressProofs.indb   26Bh1287M-PressProofs.indb   26 5/2/07   6:48:00 PM5/2/07   6:48:00 PM



C R E AT E  A N D  C O M M U N I C AT E 2 7

Financial knowledge is essential. If you don’t have any skills in that area, 

hire some! Understanding how you can have money in the bank and still 

not be making a profit makes all the difference to survival. This means 

taking it easy on the personal toys, capital expenditure and renovations in 

the first few years. A big, unexpected tax bill or bad debt could wipe you 

out, so make sure you keep an eye on the finances. I once read a great 

quote: ‘Business start-ups are always much slower, harder and far more 

costly than you planned, and if they’re not – call me, I want to invest!’

Who are the mentors that have inspired you? What important 

lessons have you learnt from them?

The most inspiring mentor in my life was my grandfather. Fred Brock ran 

multiple businesses (he was a true entrepreneur) and was always on the 

look out for new ideas and different opportunities. He taught me all sorts 

of lessons about business and life. Grandpa Brock was the first to give me 

a whole weekend’s work and pay me for it. He instilled a work ethic and 

taught me the benefits of hard work and believing in yourself. I learnt 

from his entrepreneurial activities. He also got me interested in trading 

shares while I was still at school. I also learnt from some of Grandpa’s 

mistakes – lack of financial focus and planning. There was always some 

customer problem that had to be rectified and he let me be involved in 

that process. If you can solve a customer’s problem effectively, then the 

solution will be remembered far longer than the initial problem; great 

customer satisfaction and service recovery is something that we have 

always been known for.

Is there a significant quote or saying which you live your life by?

There is one quote that changed my life and is still pinned up on my 

wall: ‘In one-hundred years’ time, it won’t matter what your bank account 

was, what house you lived in or what car you drove. The only important 

thing will be the impact you had on a child’s life’.
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Around the time of the millennium I 

was wondering why I was always busy, 

why I was working so hard in hospitality 

and what impact that would have on my 

young family. I thought ‘get your priorities 

right’. I believe that business is addictive 

and work/life balance is important. Many 

parents work really hard to provide for 

their kids and give them lots of ‘stuff ’ in 

lieu of time. Sometimes time is love and 

it’s not about the ‘stuff ’.

You now work as a professional speaker and deliver a 

presentation about the ‘8S’ – a strategy for improving business. 

Can you share this with us?

I developed the ‘8S’ strategy to provide a quick checklist to discover the 

things that can add or destroy business value – whether preparing to sell 

it or just improve it. For most businesses the 8Ss are: staff, sales, strategy, 

systems, sustainability, stock control, structure and suppliers. And you can 

always add another ‘S’ – service.

Working on the 8S strategy can make your business more valuable in 

both the long and short term. As Stephen Covey says, ‘Always begin with 

the end in mind’ – you can use the 8S strategy to improve the business 

you’re building and how it should look when you sell it.

What are your top tips for developing a great small business?

• Have just one captain – decide who’s really in charge because shared 

responsibility is no responsibility.

• Create and communicate more organisational clarity – be really clear 

about the roles and responsibilities within your company and articulate 

your vision.

 Work ing on the 8S 

strategy can mak e 

your  business  more 

valuable… 
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• Focus – it’s really important to focus on your company’s direction, 

with special attention given to the financial side of the business.

• Plan! (P.P.P.P.P.P.) – prior preparation prevents a pretty poor 

performance.

• Develop more systems – ‘Systemise the routine; humanise the exception’. 

(FedEx)

• Practise – make sure you offer cutting-edge customer service.

• Think – spend some time thinking about the various ways to be 

different, innovative, creative and exclusive.

• Don’t pretend or delay – learn to take action right now!

• Go the extra mile – build great rapport and long-term relationships 

by doing that little bit extra.
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David Staughton has kindly offered a FREE BONUS GIFT valued at $39.95 

to all readers of this book…

How To Find And Keep The Best Staff – Having achieved his goal of becoming 

a millionaire through his own business, David Staughton is today a professional 

speaker and trainer to dozens of fast-growing companies. As a result of his 

first-hand experience, David as created a powerful workbook full of tips 

and techniques for finding and retaining the best staff for your business. 

By following his ideas you’ll discover how to reduce staff turnover, improve 

productivity, boost your sales and improve the value of your business. 

Simply visit the private web page below and follow the directions to download 

direct to your Notebook or PC.

www.SecretsExposed.com.au/small-business-owners

D FREE BONUS GIFT
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Pride in Identity

J O S H U A  N I C H O L L S

 In f ive  years, P lat inum Elec tr ica l  should be in 

i ts  f i f th  year  of  f ranchis ing and our  ver y 

achievable  projec t ions  for  growth indicate  that 

we wi l l  have 50 f ranchisees  with approximately 

150 vans  on the road.  

Bh1287M-PressProofs.indb   31Bh1287M-PressProofs.indb   31 5/2/07   6:48:00 PM5/2/07   6:48:00 PM



P R O F I L E

J O S H U A  N I C H O L L S
Joshua Nicholls was born in Sydney in 1979 and raised by his parents 

to value hard work, save money and be appreciative. Josh attended 

a local high school and had to work extremely hard with the aid of 

a tutor to pass his subjects. Even at 14 years of age, he understood 

the power of delegation; he realised that if he was nice enough to 

the girls he wouldn’t have to do his school work, because they would 

do it for him.

At the age of 15, Josh left school after completing his Higher School 

Certificate and began his electrical apprenticeship. After completing 

his apprenticeship and spending a further three years as a qualified 

tradesman with the same company, Josh decided to venture out and 

start his own business.

In December 2001, when he was 22 years of age, Josh formed Platinum 

Electrical and started as every other ‘man in a van’ business does. 

He worked in the field during the day and completed paperwork at 

night on his bedroom floor in his parents’ house. Long days and long 

nights made for a tiring 90-hour working week.

From its humble beginnings, Platinum Electrical has now grown 

to have 30 employees and has witnessed much success. Platinum 

Electrical Contractors has been a finalist and a winner in many small 

business awards with the biggest achievement in 2005 when it was 

named the Australia Post NSW & ACT Small Business of the Year. 

Platinum Electrical was also named the 36th fastest growing start up 

company in Australia in 2006. In 2007, Josh launched the franchising 

of Platinum Electrical with plans to have 50 franchises within five 

years.

Josh lives in Sydney with his wife and is actively involved in a dynamic 

and contemporary Christian church. He enjoys balancing work with 

play by surfing and playing golf.
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What gave you the motivation to start your own business at 22 

years old?

Watching the lifestyle of my previous employer was my first motivation 

for starting a business. As a tradesman, I would walk into the office at 

7:30am to receive my job schedule for the day. The managing director 

would stroll into the office at 8am, say ‘hi’ to all the guys, make his 

breakfast at a leisurely pace, and then go upstairs to his office for the 

day. I also watched how he had a team in the office that handled the 

day-to-day operations and stress of the company, and that really appealed 

to me. However, what ultimately encouraged me to make the decision 

to get into business at only 22 was the confidence I had in my ability 

as an electrician. I was definitely the typical good technician with no 

business skills at all – when I first started business I didn’t even know 

how to turn a computer on! Also, because I started at such a young age 

I didn’t have a lot to lose. I had no mortgage, no wife or family and no 

overheads, therefore starting a business for me was somewhat low risk 

and the decision was relatively easy to make.

You started as a one-man business, what steps did you take to 

expand?

Originally, expansion occurred through naive and basic sales techniques. 

I would arrive unannounced on potential customers’ doorsteps, in my 

‘King Gees’ and with a handful of business cards. Although the delivery 

has improved somewhat over the years, the content hasn’t changed. I 

grew the business and continue to grow it today by promising clients 

superior service they cannot find anywhere else and by always ensuring 

that we deliver on that promise. Word quickly gets around that we are a 

professional and reliable organisation and so referrals continue to help 

the growth of the company.

I have also expanded the business by creating room for growth. I lead my 

business based on the principle of ‘make the space and you will fill it’. 

Small business owners are often too scared to put on a new staff member, 
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buy a new van or purchase a new premises 

because they are worried they won’t have 

enough business to fill it. This is a trap 

that many small business owners fall into 

because it limits their potential growth. It’s 

all about calculated risks and it’s important 

to take these risky steps because they push 

you and your business forward. As you get 

more comfortable taking the calculated 

growth steps it becomes a lot easier and 

more frequent. Often I will employ new electricians and purchase a new 

van when I only have a 50 per cent workload for them. However, if I didn’t 

take that step, I would not have had the space to service new customers. 

There is nothing that motivates me more to attract new business than 

having a van sitting at the office not earning money!

You said that you want to challenge the industry stereotype of 

‘slack and unreliable’ tradesmen. How are you doing this?

The ‘blue collar’ industry is notorious for its slack tradesmen who are 

disorganised and don’t return phone calls. Because of this bad reputation 

I knew if I differentiated the business by delivering superior customer 

service, clients would really receive the ‘wow factor’. Everything about 

Platinum Electrical is professional and portrays a spirit of excellence. Our 

corporate identity is strong, we have uniformed staff, professional signage 

on our vehicles, and consistent branding on our stationery, marketing 

collateral and website. Our staff are always on time and we ensure this 

is the case through a web-based tracking system. Someone is devoted 

to managing our team of electricians to ensure that we deliver on our 

promise of professionalism, and we always call our customers after each 

job to make sure they are happy with the service we provided. We have 

really tight systems and procedures that ensure customers experience an 

organised and professional company. We have also been accredited as a 

‘Quality Endorsed Company’, which ensures we have all safety and quality 

management systems in place.

 I  was  young and 

ambit ious  and 

wasn’t  af ra id  to  tak e 

r isks… 
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After four years, your business grew by 790 per cent. How did you 

grow so fast and did this present any major challenges for your 

business?

Platinum Electrical grew so fast because I was young and ambitious and 

wasn’t afraid to take risks. At 22 years of age I had no commitments and 

I was able to put all my time and money into the company. I feel that 

the company grew rapidly because I had an eye for insufficiencies and 

always worked on improving them. As we started to grow, I still prioritised 

improving systems and processes and therefore laid a foundation that 

could handle more rapid growth. The second stage of growth happened 

once I sought wise counsel and appointed a business coach. Having started 

business as a technician and only having a vague idea about how to make 

a business successful, I engaged the services of my business coach to help 

me move the business to the next level.

I spend a lot of money on advice and it is really important not to be 

‘tight’ when it comes to this. A lot of small business owners try to cut 

corners by saving money when it comes to professionals in the legal, 

accounting and business fields but this can be a fatal mistake. I believe 

that I have attracted growth by investing money in professional advisers 

who have channelled me in the right direction to do things right the 

first time. If you try and cut corners by doing it yourself, or paying for 

a cheap accountant for instance, you will always pay for it in the long 

run. Choose professional advisers wisely and even if they are expensive, 

the return on investment is priceless.

Why do you want to become one of the most technologically 

advanced electrical contracting companies in Australia?

One of the main reasons is because I love technology. Since a young 

age I’ve always loved the latest and greatest gadgets and like to be the 

first one to have whatever hits the market. From a business perspective, 

staying at the forefront of technology is important because it is definitely 

the way of the future. Being the most technologically advanced electrical 
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company will definitely give us a competitive edge and can provide a 

unique selling point.

What have been the practical benefits of being technologically 

advanced?

Technology has enabled us to do business quicker, smarter and more 

efficiently. The software technology we currently use provides invaluable 

reporting facilities, minimises administration and staff costs, and has 

fantastic tracking capabilities. The technology I’ve introduced into the 

business enhances its structure, systems and procedures, monitors billable 

hours, and gives me more control of the business without always having 

to be there. I can be anywhere in the world and with internet access I 

can see how my business is running at that precise moment. I believe 

you can’t afford to ignore utilising technology to its fullest potential, if a 

competitor uses it, it will give them an extreme advantage over you.

Communication is one of the biggest aspects of your business. 

What do you do in order to open the communication channels?

I am adamant about honest and clear communication between all staff 

in the company and also between our company and our clients.

With regard to staff, I think the reason many business owners have staff 

issues is because they do not communicate openly with them. I have an 

open door policy in my office, and up until six months ago I was working 

with everyone else in an open-plan office. When even the smallest issues 

arise with my staff, I make sure a meeting takes place so that we can 

discuss what’s going on. This is a principle that I have passed onto the 

next management team level to ensure open communication is always 

promoted within the company. Everyone at Platinum Electrical knows 

that they can ring me to organise a meeting and discuss whatever they 

want.
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The biggest way I open communication channels with customers is by 

dealing promptly with customer complaints. Often, business owners 

take offence to customer complaints and don’t deal with them properly. 

Customer complaints are not a negative thing, in fact they are good 

for your business because they force you to look at your business and 

improve it so the same issue doesn’t arise again. Whenever a customer 

complaint is made I ensure that one of my senior managers or I meet 

with the customer in person to address the issue.

In short, communication is the key to resolving all people-related issues, be 

it with staff or customers, and therefore I ensure that open communication 

is always promoted. I often tell my staff that the success of our business 

is not based on how we deal with things when everything is rosey, it’s 

how we deal with things when everything doesn’t go to plan. Remember, 

customers are watching very carefully to see how you deal with their 

complaints.

You took the time to develop a corporate identity. Why did you do 

this and what have the benefits been?

A strong corporate identity has always been important to me because 

it provides good branding for an organisation. There was no way I was 

going to start a business and look unprofessional like so many other 

electricians out there. In a way, the typical ‘tradie’ with his messy and 

unwashed van and with ‘Joe Bloggs & Sons Electrical Services’ sign written 

in mirror-reverse type, has been a driving factor behind my development 

of a professional corporate identity. A 

lot of time and money has been spent 

in developing our identity and it will 

always be something that we continue to 

improve and develop. Apart from wanting 

an identity that clearly differentiates us 

from other electrical companies, I also 

place a lot of value on developing our 

brand because of its many benefits.

 One of  the k ey 

benef i ts  i s  the 

recognit ion we 

receive. 
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One of the key benefits is the recognition we receive. Over the years as 

Platinum Electrical has grown in the local area, our company logo and 

its ‘double P’ symbol is increasingly being recognised. With our vehicles 

travelling around as mobile billboards, many potential customers see our 

brand every day. As our company continues to dramatically grow over 

the next few years, recognition of our brand will also increase. From a 

sales perspective, a potential customer is more likely to choose a brand 

they recognise rather than something they have never heard of or seen 

before. Regardless of whether they have previously used the company or 

brand, it can often make their decision a little easier if they have some 

familiarity with it.

Understanding the importance of a consistent corporate image.

Another benefit of our corporate identity is the professionalism it 

portrays. In contrast to many other trades companies that customers 

have experienced, Platinum Electrical is known for its professionalism. 

Professionalism is made up of many things, including service, punctuality 

and expertise; however corporate identity is also just as important. In the 

case of a potential new customer, they have no idea whether you will 

be punctual, provide a good service or are an expert in your field. The 

only thing they know about your company is its name and the branding 
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associated with it. Branding says a lot about a company and what it 

stands for. If a company takes pride in its image and spends money on 

keeping its branding contemporary and new, they will also take pride in 

their work and customer relationships. I know from my experience with 

choosing companies that I will always choose the company that has a 

professionally designed advertisement over a company that looks like they 

created something in a Word document. Not only does a good corporate 

identity attract new business but it also assures current clients that they 

are partnering with a reputable and professional organisation.

Good staff morale and a feeling of belonging is another benefit of a strong 

corporate identity. Especially as Platinum Electrical has grown over the 

years and increased in recognition, the staff have felt proud to belong to 

the Platinum brand. This has been a fantastic benefit to the organisation 

as a strong team has been developed who take pride in their work and 

are loyal to the company.

Being a young person, do you find it hard to take on staff and then 

lead people twice your age?

No, not really. I thoroughly enjoy leading my staff and over the years I have 

found that I have a natural gift for it. I really enjoy seeing my staff grow 

and develop, and I do everything I can to help them reach their goals in 

life. I definitely do not try to be someone I’m not and because my staff 

see that I am genuine they enjoy working under my leadership. I treat 

all my team with respect and I believe in honouring them when they do 

a great job. I share the vision I have for Platinum Electrical openly with 

all my team and, regardless of what age they are, they are excited about 

being a part of the vision. While sharing the vision, I also give my team 

a lot of ownership and support their risk-taking along the way.

My leadership style is one that empowers and encourages my team and I 

think that is the most effective approach in order to bring out the best in 

people. Because I lead in this manner staff are not threatened or belittled 

and are therefore very easy to lead.
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Do you have any tips for motivating 

staff and helping them remain 

enthusiastic on an ongoing basis?

Create a great team culture – creating a 

solid team environment and then making 

your staff feel part of the team is really 

important. A team environment promotes 

a sense of belonging and emotional 

attachment to a business, and that is 

one of the driving factors that keeps 

people motivated. Platinum Electrical has an amazing team culture with 

fortnightly meetings, monthly barbecues and great Christmas parties. Most 

of our employees socialise outside of business hours and have become 

great friends. The staff of Platinum Electrical are valued and respected, 

and understand that they play a vital role in the future success of the 

company. The benefits of having employees onside are remarkable, and 

promote a unified and positive approach to growing the business.

Give them ownership and encourage risk-taking – I am big on delegation 

and give a lot of ownership to my team. By giving them ownership they 

feel a part of something that is bigger than them and can experience 

the feeling of success as the company flourishes. Part of giving my staff 

ownership is also letting them know I support their risk-taking. Staff 

feel valued and important when they know their leader supports their 

decision-making and risk-taking to move ahead.

Provide performance related incentives – everyone likes being noticed 

and rewarded for their hard work, so performance-related incentives 

also motivate staff. However, it is very important that this is not the 

only strategy used for motivating staff. Many businesses think monetary 

incentives will keep people, but they won’t. Monetary incentives are effective 

when combined with a great team environment and ownership.

Let them know that they’re not just a number – whenever I get a chance 

to have a personal conversation with my staff members I do. It’s really 

 …it  i s  a lso  real ly 

impor tant  that  your 

staf f  are  achieving 

their  own personal 

goals . 
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important that they see I am genuinely interested in them. Formal 

performance appraisals are also a great time for me to sit down with 

my staff to discuss their goals and ambitions. It is not all about the 

success of your business, it is also really important that your staff are 

achieving their own personal goals. Your staff have been entrusted into 

your leadership, therefore you do have some responsibility to motivate 

them toward reaching their personal goals.

Always communicate the vision – I make sure that I am always instilling 

the vision of Platinum Electrical because when the future is bright and 

there are extremely ambitious goals in place, my staff are excited about 

what’s in store and that also keeps them highly motivated. My team also 

understand that they play a major role in my vision for the future and 

the company goals have now become their own goals for the company. 

Having a team of people excited about the future of Platinum Electrical 

is extremely dynamic.

Recently you took a five-week holiday from your business. Was 

this a difficult thing to do and were things a mess when you got 

back?

No and no! Our five-week holiday was a reward for my wife and myself 

for the last five years of hard work. Developing a company that works 

without you takes a lot of hard work (and many sacrifices), however, 

that hard work definitely pays off when you can leave the business for 

five weeks and it runs perfectly. In fact, while we were away our key 

management team hired, fired and grew the business by placing another 

van on the road. Things were not a mess when we got back, instead our 

team grew to yet another level of leadership and ownership.

What do you think are the essential qualities or attributes of a 

successful business owner?

Successful business owners are:
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• strong leaders who lead with integrity and by example

• good managers of themselves, their time and of other people

• socially-equipped to relate with all types of people and personality 

types

• skilful communicators that are open and articulate

• self-motivated and able to encourage others to follow

• confident in choosing the right people for the right job

• observant in spotting weaknesses in a business

• visionaries who never give up!

Why do you believe that having a business coach or mentor is 

important? How have they helped you?

Having a coach or mentor is really important because they are an 

independent sounding board with business experience and great wisdom. 

A coach is not a consultant who comes into your business and tells you 

what to do or does it for you. Rather, a coach spends time listening to 

where you’re at in your business and then initiates discussions to facilitate 

problem solving and strategic planning. This concept was a little hard to 

get my head around at first, I couldn’t believe that I was paying a lot of 

money to do all the work myself. However, the ‘coaching’ technique is 

definitely invaluable because it is not the quick fix that many consultants 

who come in and out of your business in a hurry usually provide. Instead, 

coaching forces you to think and learn for yourself – the first-hand 

knowledge acquisition and personal development lasts for a lifetime. I 

have found that you cannot grow your business without first growing 

yourself.

When I started my business I was definitely an experienced electrician but 

I had no real idea about running a business. Eighteen months along and 

working almost 90 hours a week, I employed the services of a business 

coach and have never looked back. The best thing about a coach or 

mentor is that they keep you accountable to your vision. Often as a small 

business owner you can get caught working in your business and not 

spending enough time working on it and moving toward your business 
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goals. Having weekly or even fortnightly meetings with a coach forces 

you to take a few hours out to specifically think about your business and 

where it’s heading. Although taking this time out is extremely important, 

small business owners often say they are too busy and don’t prioritise 

it. This is dangerous and small business owners often don’t meet their 

goals because they don’t spend enough time strategically planning. This 

is where coaches keep you accountable and regularly challenge you on 

your progress.

I have also found that having a coach can stop you from learning the 

hard way and making big mistakes. Because I have listened to the words 

of wisdom of other people, it has allowed me to progress quickly without 

too many deterrents as a result of making wrong choices.

Why do you believe it is so important for business owners to make 

the shift from working in the business to working on the business?

Working on your business rather than in it should be the goal for every 

single business owner.

The ability to spend your working week looking at your business rather 

than working in its day-to-day operations gives you a bird’s-eye perspective 

and provides you with more control of the business’s future direction. 

It’s funny how small business owners are reluctant to delegate to other 

employees because they fear that their staff won’t do the job as good as 

them. In their quest to keep control of their business, they do the work 

themselves and as a result they are actually losing control because they 

are not spending the time to steer the ship, instead they are below deck 

throwing coal into the fire to keep the 

engine running. Working on the business 

allows you to be proactive rather than 

reactive. If a business owner is working 

in the business they often don’t see what’s 

ahead and can only react to circumstances 

as they arise. In their effort to juggle their 

 …coaching forces 

you to  think and learn 

for  yoursel f… 
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workload and deal with fire spotting, the best they can do is to try and 

maintain what they have. However, working on your business gives you 

the freedom to foresee the future and proactively implement whatever 

is needed to minimise reactive fire spotting. Working in your business 

helps you lose perspective of what you’re doing; all of a sudden what you 

are doing is working a job and not running a business. People often go 

into business for the lifestyle benefits, however, when a business owner 

works in their business they are often worse off because they are working 

a lot harder for sometimes less money (they have become a slave to the 

business).

Making the shift from working in to working on your business is hard 

because of the mind-set change you have to make. In the early stages it 

is difficult because no one will ever treat the business with as much care 

as you do. However, your business will always be held back while you 

stay in that position of working in it. So, do yourself and your business 

a favour and take the necessary steps to put the right people in place and 

start replacing yourself in the business’s operations.

What recommendations would you make to someone else who 

wants to get started in a business of his or her own?

I have two recommendations. First, don’t be a hero and think that you 

don’t need any help. If you are starting a business for the first time, then 

you obviously have no experience running a business – so seek wise 

counsel and ask for help. Your business will grow much quicker if you 

work with a business coach or mentor and hold yourself accountable 

to them.

Second, understand that not everyone is suited to business. Are you? 

Identify your strengths and weaknesses and really contemplate whether 

you were created to be in business. Being great at what you do doesn’t 

mean you will be great at running a business. I was extremely fortunate 

to find out that I was good at business. However, like many small business 

owners, I could have found out the hard way that business wasn’t for 
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me. Starting a business can impose huge financial pressure, so consider 

whether joining a franchise or starting from scratch is best for you.

What are your top seven tips for developing a great small 

business?

1. Work on yourself before you work on your business.

2. Have a healthy balance between business and family life.

3. Create a great team environment and recruit in favour of attitude over 

skill.

4. Constantly work on systems and procedures.

5. Be generous and give to charities.

6. Spend the money and time to develop a strong corporate identity.

7. Always look for the best technology to develop your business and 

minimise non-billable hours.

What is the vision for your business? What do you want it to look 

like in five or even ten years’ time?

In five years, Platinum Electrical should be in its fifth year of franchising 

and our very achievable projections for growth indicate that we will have 

50 franchisees with approximately 150 vans on the road. In comparison 

to our last five years of business (which has been based around the 

conventional way of doing a trades business), growth for the next five 

years will increase by almost 1,200 per cent. During this time, I anticipate 

that Platinum Electrical will have expanded to other Australian states and 

territories, with our existing business continually growing and providing 

a good steady model for franchisees to replicate.

In ten years I’d like Platinum Electrical to be the most-recognised 

electrical contracting name in Australia. And in addition to dominating 

the Australian market I expect that the Platinum Electrical brand will 

begin to have a global presence.
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At what point in your business did 

you start looking at franchising?

Over the last year I have noticed that my 

business has been running very effectively 

without my involvement in the day-to-

day operations. Watching my business 

work without me triggered the idea that 

I could replicate the model I had created. 

Looking at sole trader electricians and 

small electrical contracting companies in the Australian market, I knew 

that I had success strategies and knowledge that I could pass on to them. 

In fact, based on the lessons I have learnt along the way, I feel that I 

can provide franchisees with the key to expanding their companies even 

quicker than I did. Platinum Electrical has grown quickly, however, I 

believe it could have grown even quicker had I started with the knowledge 

I now have.

I also knew franchising was a viable option as I watched how the ratio 

of administrative staff (non-billable hours) to field staff kept rising as I 

grew the business. As I was making steps toward growing the business, 

the bottom line percentage was not improving dramatically and I knew 

I had to try something else to reach my goals faster. I knew that I didn’t 

want to take another five years to double in size, so I began searching 

for smarter ways of doing business.

What do you love most about being in business?

What I love most and what is most rewarding is my amazing team. I 

love seeing my staff grow and develop and I love seeing that I play a part 

in creating their future success and happiness. I encourage my team to 

dream big and to write down their life goals. To see my staff reaching their 

personal goals is probably one of the most rewarding things in business. 

I am so fortunate that I can share this journey with such a great bunch 

of people and they too can enjoy the benefits that Platinum Electrical 

 I  had to  t r y 

something e lse  to 

reach my goals 

faster. 
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brings. I make it well known that Platinum Electrical is the tool that 

can help everyone involved reach their personal goals. The success of the 

business is not just for my wife and I to enjoy, but for the whole team 

who have carried the vision with me. I want people on the outside to 

look at my business and see that it is not only successful, but so are the 

people within it. I especially enjoy recruiting young people and training 

them to take on positions that are often filled in other companies by 

people twice their age.

What I also love most about being in business is the lifestyle that it offers. 

The biggest lifestyle benefit is time and the freedom I have with my time. 

Since I was a teenager I’ve always had the goal that one day I will be in 

a position where I can spend time with my children whenever I wanted 

to. Although the children haven’t arrived yet, it’s very comforting and 

rewarding to know that when they do I will have the time to be a great 

father.
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Delight Your Customers

L I B B Y  D E D M A N

 I love being a  woman in  business  today!  I t 

was  a  di f ferent  stor y  23 years  ago when I  f i rst 

star ted. The impor tant  message is  that  you can 

have chi ldren, marr iage and a  career  i f  you are 

real ist ic, pat ient  and have a  sense of  humour.  
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L I B B Y  D E D M A N
Libby Dedman was born in Newcastle, New South Wales, in 1962. As 

the eldest of three children she was brought up in a sporting family 

that enjoyed spending time in a fishing boat on the shores of Lake 

Macquarie.

At the age of 16 Libby left school and started a hairdressing 

apprenticeship in a small suburban salon. At the end of her four years’ 

training she was awarded the NSW State Apprentice of the Year, in 

addition to six out of eight other skills-based awards. This was to be 

her first taste of success for hard work and she liked how it felt.

When Libby was 21 years old she bought her first hairdressing salon, 

Just Libby. Within five years she had employed and trained three 

apprentices and opened up a second salon. Eighteen years later Just 

Libby, with 25 staff members, relaunched itself as Just Liberated. Over 

the next three years her business grew by more than 40 per cent.

Libby has been the recipient of numerous awards including The Award 

for Excellence in Retailing and The Global Salon Business Award, which 

recognises entrepreneurial business excellence and achievements 

from across 22 countries.

When not working on the salons and her business education, Libby’s 

three children keep her busy with their sporting and musical activities. 

She also enjoys attending race days when her husband’s horses are 

racing, and barbequing with friends. 
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Why did you decide to start your present business?

I needed to have control of my own destiny and it sounded like fun. 

I thought if I had a small business and it didn’t cost much, then what 

did I have to lose? I thought I would try it out for a few years and see 

if I liked it. I was 21 years old and just out of my apprenticeship and 

I had to borrow the money from Mum and Dad because I didn’t have 

any assets or credit history, and no bank or building society would lend 

me the money.

In the beginning, what were some skills you were lacking and 

what did you do about it?

To be honest, the only skills I had were how to perform a basic cut 

and great perm – and I wasn’t too bad at colour and ensuring that the 

towels and salon were kept clean. Oh, and I could answer the phone 

when it rang!

I had just scraped through school doing as little as possible (although I 

did take commerce and that proved to be very handy later on – I wished 

I had listened more!) and at 16 went straight into an apprenticeship. I 

was awarded the New South Wales State Apprentice of the Year Award at 

the end of my TAFE education and also collected six out of eight awards 

for various other skill categories. I purchased my first salon at the age of 

21. In the first few years of business I needed to improve my hairdressing 

skills in order to establish a good name for quality work. Then there was 

the bookkeeping, stock controlling, marketing and training skills to learn. 

Following that, my education came from experts inside the industry, for 

example Goldwell’s MBE (Marketing, Business and Education) Program, 

which helps salon businesses grow in the areas of creative marketing, staff 

motivation, recruitment, salon vision and philosophy, and so on.
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When you started your business it 

was called Just Libby. Why did you 

decide on that name?

I was only 21 years old and I never had 

any intention of employing anyone, so 

firstly it was a statement that I put out 

there, ‘Just Libby’, and it was also for 

advertising purposes so people could find 

me. However, clearly I outgrew the name 

and later changed it to Just Liberated.

What steps did you take to grow your business into what it 

is today?

In the early days I learnt everything about my business from buying stock 

to budgeting for phone and electricity bills, to ensuring that I reinvested 

money every year into the salon and into personal training and education. 

I employed my first full-time staff member within nine months and my 

second employee three months later (who still works for me today). I 

trained them to do everything as I did it. I became involved with local 

school fetes, trivia nights and raffles and made sure that I never turned 

any work away. I stayed back late and came in early and some days there 

would only be ten hours between shifts. I found that as my clientele grew 

I ran out of room and began to trade longer hours. When we exhausted 

that idea I was forced to look for larger premises.

My staff became qualified hairdressers and stayed on. I had learnt that 

location and positioning were very important, especially as I developed an 

understanding of my target market. This prompted my decision to have 

a second Just Libby salon in a nearby suburb. I could only do this once 

I locked in my key staff with extra incentives and a secure career path. 

This enabled me to leave the management of that salon to the systems I 

had in place and to duplicate my salon model in another location. I had 

a two-year-old daughter and a six-month-old at that stage.

 …money ever y 

year  into the sa lon 

and into personal 

t ra ining and 

educat ion. 
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Were there any times that you wanted to totally give up? What got 

you through?

Honestly, some days when I am really tired of making decisions and feeling 

a bit over it (as we all do) I look at what the business has provided for 

my family and think of the life lessons it has taught my three kids about 

hard work, tolerance, patience and persistence. If all that fails I just have 

to walk into one of my wonderful salons and watch my young (and not 

so young) employees working in their dream jobs as hairdressers, laughing 

and mixing with each other and their clients. It makes me realise that if 

I hadn’t kept going maybe we wouldn’t make 500 people a week feel so 

great about themselves, and my team wouldn’t have such a wonderful 

purpose to get up for each day. That’s when I get over it, get on with it 

and love what I do!

What are the most important things you have learnt about 

succeeding in business?

Sales are vanity, profit is sanity – always reinvest in your business and 

save 80 per cent, spend 20 per cent. We can have plenty of sales through 

the till but it’s the profit at the end of the day that keeps you sane and 

successful. If you help others (customers and staff) get what they want 

and focus on the end result then the money looks after itself. In other 

words, if you help others succeed, you succeed.

Be a good listener and always go the extra mile – don’t always think that 

the so-called experts know your business and that you have to do what 

they say or teach; everyone has unique and individual goals for what they 

want out of their business.

Be careful who you measure yourself against – don’t get caught up with 

the tall poppy syndrome, be proud to be a leader and stand out from the 

rest. Don’t become complacent and think you know it all. Always look 

at new ways of doing business whether it’s computers, training staff or 
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rewarding staff. Drop or beware of your negative friends or associates 

because you become who you hang with.

With many years of experience, what tips do you have for hiring 

new staff?

Great question! The most important tip I have about hiring staff is to 

put yourself in their position and see through their eyes how you are 

behaving and ask yourself, ‘Would you want to work for you?’ I have a 

statement I make to my prospective employees that I have developed over 

time and it works: ‘I promise to always be honest with you, in good times 

and bad; I will always show you respect and gratitude for hard work, and 

whether you work here for a short time or a long time it will be a good 

time. Remember the passion and enthusiasm you have today to work 

here and before you accept this job ask any questions that concern you 

so there are no surprises’.

What advice would you give to other business owners about 

creating a great team environment?

My advice is to involve the team in the final decision about employing 

a new staff member and ask for input into their initial probation period 

and training. Every time you employ a new team member the personality 

of the whole team changes so be careful. Sometimes the team will come 

up with the best ideas and many of my business marketing decisions 

have come from my team. If they feel they have a valued contribution to 

make to the business then they will assist you to find staff and suggest 

new ideas.
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If challenges arise within a team of employees, how do you go 

about solving them?

Conflict resolution is a huge issue in lots of workplaces, especially in 

hairdressing where there are lots of females working together. I believe 

what has been successful with my business is that the sooner a problem 

is discussed the better. We look at all the possibilities. I assume everyone 

is entitled to a view and in some cases the ultimate decision is often an 

amalgamation of ideas. I have used the analogy of being the judge and 

they are the jury. Quite often the team sort it out themselves but at the 

end of the day my decision is final.

What has been your secret to having such a high rate of staff 

retention?

Perhaps the best way to answer this question is to ask my employees, ‘Why 

do you choose to work with me for so long?’ Their responses:

• ‘You are honest, open and fair, and understand work/life balance.’

• ‘We are expected to strive for greatness, but your expectations are 

realistic.’

• ‘You give us a level of independence and therefore implicit trust.’

• ‘You are firm, but lots of fun!’

In your eyes, how important is the 

grooming and presentation of your 

staff?

Being in the fashion industry we must 

be seen as leading examples of our salon 

work. In other words, we are walking 

posters for our work and a reflection of 

the prices we charge for what is walking 

out the doors. I definitely lead my team 

by example and would never walk into 

 …ask my 

employees, ‘ Why do 

you choose to 

work  with  me for 

so  long?’ 
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any of my businesses (whether I am working or just popping in) without 

being immaculately presented in dress, hair and manners. This also applies 

if any of my staff or I are attending seminars or training workshops, or 

even walking around the local shops. I often ask my team how many 

people wanted the same hair cut or colour as theirs this week and if they 

answer none, then they are expected to change it.

When my clients were surveyed about the importance of the appearance 

of hairdressers it was ranked as very high and often determined whether 

they stayed or left, or even went into a particular salon.

People say one of your greatest qualities is your high energy and 

enthusiasm. How have you managed to maintain this consistently 

over some 23 years in the business?

Energy is a strong magnetic force and as a business leader if you don’t 

display enthusiasm to your staff and customers – who would want to do 

business with you? I believe those in business with energy and enthusiasm 

rise faster and find it easier because they use the buzz of achieving goals as 

an adrenaline push to take it to the next level. I read a book by Norman 

Vincent Peale titled Enthusiasm Makes the Difference (he also wrote The 

Power of Positive Thinking). While reading it I found this statement that 

I use with my staff when we are solving problems: ‘How can enthusiasm 

help you to a better life? Positive thinking is how you think about a 

problem. Enthusiasm is how you feel about a problem. And the two 

together determine what you do about a problem’.

I recharge my energy bank by attending various business-building seminars 

to build my knowledge. It is when I pass on the information to others 

that I can’t help but be enthusiastic and it is contagious! I advise others 

(especially my staff) that if you have energy at the end of the day then 

you are in the right job and loving what you do. On the other hand, if 

you feel drained and lack enthusiasm half-way through the day, in our 

industry and our business that is not good enough.
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You have great communication skills. Have you always had those 

skills or is it something you have had to develop along the way?

I have always been a great talker and have no problem communicating my 

needs, however, to be a great listener can be difficult and I have had to 

master that skill. I don’t mind listening to my clients’ needs, but to develop 

the skill of asking better questions in order to gain deeper information is 

an art and if you employ staff you need to communicate on all levels. I 

believe this is a skill that can be taught, however, not everyone can read 

from a script and real life situations have taught me the best lessons.

One of the things you have done is set up a focus group to better 

understand the needs of your customers. Can you explain how you 

did this and the practical benefits?

The focus group idea came from one of my many seminar workshops 

with Goldwell. My first focus group was formed because I could not 

decide what changes to make with my salon décor and what services we 

should provide. Through a small group of mixed clients (some long term, 

some new, some men and some women) we discussed what they liked 

and would like to see changed in the salon. The benefits were huge, both 

in a marketing and a financial sense. We were budgeting on spending 

$25,000 to improve the salon, but after we analysed the clients’ feedback 

we realised there was no need to do half the improvements, and in actual 

fact we spent less than half of our allocated budget. We used the money 

saved to start a rewards club, which saw our client retention rate increase 

by almost 30 per cent over the previous ten years. This meant we grew 

about 10 per cent every year, even after 23 years.

I believe if you don’t know your customers then you don’t know your 

business. Ask them what they want and they will tell you! My warning 

to anyone who is thinking about starting a customer focus group is to 

ensure it’s facilitated by someone who knows what they are doing or it 

can backfire. You can’t always do what customers want (like put in a 

beer fridge)!
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Even though marketing is a whole 

book in itself, what are some quick 

tips on the strategies that have 

worked best for you?

Without happy customers you have 

no purpose to be in business, so my 

marketing tip is to first decide who your 

customers are going to be and what will 

make them come to you. To increase new 

customers, build a loyal customer base and use them to market your 

business by means of referrals – and then thank them. We have sent gift 

vouchers out to loyal clients as a thank you for referring business and the 

more they are given the more business they refer to us. We also celebrate 

our clients’ birthdays and offer a complimentary service that they tell 

everyone about. Also, when you win an award (no matter how small) 

advertise it everywhere because in general all customers like to go to an 

award-winning business.

It seems like every business today has a loyalty card. Do you find 

that this is still an effective marketing tool?

We do have a rewards club that works for us as it targets a certain group 

of customers that like the exclusivity of belonging to a group (plus they 

receive special benefits). These customers like it because they feel special 

and receive a tangible benefit.

What do you think are the essential qualities or attributes of a 

successful business owner?

Be accountable to your staff; take responsibility for your actions; and 

never put your staff down or chastise them in front of anyone. If you 

say you are going to do something (to a customer or staff member) do 

 …when you win 

an award (no matter 

how smal l )  adver t ise 

i t  ever y where… 
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everything in your power to follow through. Under promise and over 

deliver. Never the opposite!

How did becoming a mother influence the way in which you ran 

your business?

I definitely think it made me a better employer as I realised that you can 

achieve many things if you just keep your sense of humour and flexibility. 

I learnt the important lesson of prioritising your workload to achieve the 

best possible result for all of the team. You should never fall for excuses 

because unless you have a couple or more kids, lots of cooking, washing, 

sport organising, school things, a house to keep and dance practise (all 

while trying to fit in a bit of fitness training) then don’t tell me you’re 

busy and forgot your scissors!

On another point, I began my analogy of ‘hat’ wearing. I say I wear 

many different hats and when you have a particular hat on you must be 

that person. I have a mother hat, hairdresser hat, employer hat, wife hat, 

daughter hat, sister hat, business hat and friend hat. And sometimes, a 

time-out-for-Libby hat!

Who are the mentors that have inspired you? What important 

lessons have you learnt from them?

As the saying goes, ‘A wise man learns by his mistakes but a wiser man 

learns by the mistakes of others’.

I was never one to read business books, being a hairdresser and excited 

by visual learning if a book didn’t grab me within the first five pages then 

I would lose interest and put it down. However, I was given a book to 

read written by John McCormack who is a highly successful businessman 

in Texas, who owns a chain of 16 salons employing 900 staff in the US. 

I read his book titled Self Made in America in only three days and then 

insisted my husband read it too because this was to be the turning point 

in my then very small hairdressing business.
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John and his wife Marianne’s approach to their business was that nothing 

is impossible and to be prepared to think outside the square. They 

emphasised that if it doesn’t work the first time, go back, analyse, and do 

it again. This approach inspired me to take the next step and purchase 

a third salon. I convinced my plumber husband to leave his job and 

help with the business, and our two children were taught how to do 

the bookwork. My husband had never used a calculator up until this 

time. John also inspired me with the message that it doesn’t matter if 

you don’t get it right the first time, just learn from your mistakes and 

be imaginative, flexible and have fun. Another reason why John and 

Marianne are such mentors to me was because they managed to build a 

business, have a family and support each other – something that I hope 

for in my relationship.

Sharon Blain is another mentor within the hairdressing industry, she is 

known as Australia’s first lady of hairdressing and the long hair guru. I 

had been a student in her long hair and business education classes for 

years. I admired her business acumen from a distance as I didn’t have the 

confidence to approach her for a one-on-one conversation. Then after 

hearing her presentation at a MBE Conference with Goldwell about her 

business strategies, fortunes and more importantly, work/life challenges, 

I realised that success can come at a price that we sometimes don’t want 

to pay. I decided from that day on to ask more questions of everyone 

whom I admired and aspired to be like. I realised from that moment that 

most successful people like Sharon are more than happy to pass on their 

knowledge. I also realised that by surrounding myself with people who 

I aspired to be like and could learn from I became more confident and 

my empire grew quickly.

What are some of the most memorable moments that have ever 

happened to you in your business career?

I have many but three moments stand out for me:
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• After my first year in my shopping centre salon, we won the Award for 

Excellence in Retailing (we went on to win for three consecutive years) 

at the AMP awards night with 22 other businesses in the category.

• In June 2006 I was notified that I was a winner in the Global Salon 

Business Awards and I was invited to travel to Barcelona, Spain, to 

receive the award and attend the conference. With 22 other countries 

represented it was the best seminar I had ever attended. However, it 

was at the opening ceremony that I had one of the most memorable 

moments in my business career. I met with my mentors John and 

Marianne McCormack and they were just as happy to meet me as 

I was to meet them. I believe I would not have been there receiving 

such a prestigious award for Australia had I not read his book and 

began to apply some of his business principles.

A dream comes true for Libby (Megan McCormack, John McCormack, Libby 
Dedman, Craig Dedman, Maryanne McCormack).

• Another memorable moment was when my salon team won an 

Australian Hair Expo Award for the team event in 2000 after competing 

against some very prestigious salons from Sydney. I received the trophy 

at the gala dinner in front of all my peers.
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Having recently won a major international business award, what 

impact has this had on you and your business?

After being notified about winning this prestigious award, it felt like all 

of my 23 years of learning and challenges seemed worth it! It’s been a 

long and tough road to get to where I am now, and winning awards 

is a reminder to never forget where I came from. Our industry has a 

huge skill shortage in Australia and I see small salons (like I once had) 

struggling and going out of business due to a lack of business knowledge, 

not poor hairdressing. After being recognised and judged on my business 

accomplishments, and not my hairdressing skills, I realised that it doesn’t 

matter how good you are at your trade, if you don’t have (or develop) all 

the pieces to the puzzle then the big picture never gets completed.

This award has opened many doors and I have been asked to partake 

in various business discussion groups and to contribute back to the 

Goldwell MBE training programs. I now see myself and my business as 

a role model not only for hairdressing salons but for any business that 

deals with customer service.

What are some of your future plans or goals for the next five to 

ten years?

My future business goals are twofold:

1. I would like to further develop my salon businesses, especially in the 

Generation Y market. In this area I have embarked on a partnership 

arrangement with one of my current staff members to provide a 

business career path that will be a win-win situation for both of us. 

Another salon goal is to further develop our in-salon training and 

education program to set a career path for my staff to aspire to. I 

would like to expand our training to include total style sessions for 

each season, incorporating some local businesses and amalgamating 

this into a social event for our loyal rewards club clients to attend. 
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This will give us a Unique Selling Proposition above other salons. I 

also strive to set the standard for our industry in the area of awesome 

customer service.

2. As a keynote presenter/workshop facilitator, and using my accrued 

communication and customer relations knowledge, I want to create a 

hairdressing-specific customer survey tool that helps business owners 

plan and improve their businesses. I also want to further develop 

my businesses so they set the benchmarks for other businesses to 

aspire to.

My personal goal is to become involved with some charities to raise funds 

and improve the lives of others.

As a mentor for other women, what important messages do you 

want to impart to budding businesswomen?

I love being a woman in business today! It was a different story 23 years 

ago when I first started. The important message (hard as it is) is that 

you can have children, marriage and a career if you are realistic, patient 

and have a sense of humour. Use your intuition, have confidence and 

believe in yourself.

Remember when you make decisions in your business to be careful not to 

make emotional ones (a female problem that needs gentle management). 

Business decisions with all the facts laid 

out in front of you are a must. Ask lots 

of questions if you don’t understand and 

listen intently to the answers. If you don’t 

know what you are talking about read up 

on it and find out – or be quiet! Lastly, 

remember to celebrate often and laugh 

lots.

 Ask  lots  of 

quest ions  i f  you don’t 

understand and l i s ten 

intent ly  to  the 

answers. 

Bh1287M-PressProofs.indb   63Bh1287M-PressProofs.indb   63 5/2/07   6:48:05 PM5/2/07   6:48:05 PM



L I B B Y  D E D M A N6 4

What are your top tips for developing a great small business?

1. First and foremost you must have a passion for what you do! Then 

you must get a policy and procedure manual written, explaining how 

you do business with your customers so when your business grows and 

you employ staff they know exactly what is expected. As the saying 

goes ‘when you get serious, get systems’, this helps with clarity about 

what, why and how you do things.

2. Save 80 per cent and live on 20 per cent of your profits. It is a 

mistake that I have seen too many people make when they start out 

in business. It can be tough, but the ability to discipline yourself to do 

this separates the people who want to nurture a business from those 

who enjoy spending the profits.

3. Don’t look down on any kind of work you are given, take pride in 

whatever it is you are doing. So if I am sweeping the floor in one of 

my salons I do it with enthusiasm and I do a great job. I would never 

ask a staff member to do a job that I haven’t done or wouldn’t do. 

This earns respect from your employees.

4. Look for ways of doing ordinary things differently and in a better way. 

It’s the little improvements that make consistent and big impacts on 

the bottom line. I teach my team that the difference between ‘ordinary’ 

and ‘extraordinary’ is the little bit extra!

5. Get involved in every community event, charity or school function 

you can. Yes, you will be busy, but it’s the cheapest form of advertising 

and you will gain respect immediately as your business is seen as 

contributing to your community.

6. Form a focus group with some customers and survey them at least 

every 12 months to see how they like doing business with you. Do it 

yourself but be very professional, or better still, employ a specialist 

in this area to help you and use it as your business plan for the next 

year. It will ensure that you save money on things that customers don’t 
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necessarily want or find important. It is a good idea to involve your 

team in this.

7. Communicate with your staff and involve them in business-building 

decisions. I have always lived by this saying as well, ‘Don’t blame them, 

train them’, then thank them!
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Keeping it Simple

 W A Y N E  B U R G A N

 I t  is  v i ta l  that  you invoice as  soon as 

poss ible, s t ipulate  your  terms and fol low up. 

People  wi l l  of ten delay  payment  for  as  long as 

poss ible  and pay the person who shouts  the 

loudest  f i rst . Mak e sure  i t ’s  you!  
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P R O F I L E

W A Y N E  B U R G A N
Wayne Burgan was born in 1954 in Port Pirie, a South Australian 

country town that housed the smelting works for the Broken Hill 

mines. From a young age Wayne’s passions were sport and music, 

but a serious knee injury in his first year of high school curtailed any 

ambitions in the sporting arena.

About the same time, Wayne got his first guitar and two years later 

started his first business in the form of a guitar school. Wayne’s parents 

insisted on a good education and at age 17 he moved to Adelaide 

to work and study accountancy at university.

Wayne started an accounting practice in 1987 after spending ten years 

at the Australian Taxation Office reviewing tax returns, auditing small 

business taxpayers, and managing both the business and employer 

instalment sections. While operating his practice, he also served on 

the Public Practice Committee, the South Australian Small Business 

Committee and the Small Business Centre of Excellence for CPA 

Australia. As he proactively focused on helping small business owners 

to run better businesses, as well as manage their taxes, he soon 

attracted the interest of the Business Centre advisers who referred 

new business starters and business owners with financial difficulties 

to him.

Based on this experience, Wayne quickly noticed that many 

small business owners struggled to understand the bookkeeping 

requirements of business, so he developed a simple bookkeeping 

software, Cashflow Manager, to help them. In 1994, he sold his 

accounting practice and took Cashflow Manager international.

Today Wayne lives in Adelaide with his wife, Jan, and two of their 

three children. With offices now in the UK and North America, and 

with his role on the National Board of Youth for Christ, Wayne is a 

regular traveller, and he still enjoys playing sport and music. 
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What do you love most about being in business?

In his book Good to Great, Jim Collins refers to the ‘Hedgehog Concept’ 

where he asks two questions: What are you passionate about? What can 

you do best? I am passionate about helping small business owners to 

be successful and I believe we can be the best in the world at making 

bookkeeping simple for people who don’t understand anything about 

accounting. So the thing I love best is the feedback and comments we 

receive from clients that confirm we are achieving those goals.

What inspired you to start Cashflow Manager?

Through my experience with the ATO I had seen the problems that 

small business owners faced, so when I started my accounting practice 

I focused on helping them. I got to see a lot of new business starters 

and small business owners in financial difficulty and one of the most 

consistent questions that arose was, ‘How do I keep my records?’ When I 

reviewed all the commercial systems available to help them I found that 

they all assumed that the user knew what they were doing. That was a 

false assumption, so I drafted step-by-step instructions for my clients to 

follow and then included examples and forms for them to use.

While other accountants were telling me it was impossible to get their 

small business clients to keep accurate records that were actually reconciled 

to their bank accounts, I was having great success with my clients. I was 

also involved in a discussion group with other accountants and when I 

showed them my system they all wanted it for their clients. 

What are some of the challenges that you had to overcome in the 

early days?

My biggest problem to overcome in those early days was cash flow. I had 

come out of the ATO and while I was good at tax, my passion was to 
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help small businesses be successful. So 

instead of buying someone else’s practice, 

I started from scratch so that I could 

study and learn about business while the 

practice grew. The downside of this was 

that it took a while for the business to 

grow and cash flow was tight. Our twins 

were young and my wife fell pregnant 

again at about the time I was starting my 

practice, so she was not working either. 

Like most small business owners when 

they get started, I did everything myself – right down to the graphic 

design layouts as Cashflow Manager was a printed product at the time. 

I negotiated with a local printer who allowed me to pay for the original 

print runs over time. We started with 2,000 copies, then printed another 

2,000 and then 10,000.

But this led to my next challenge.

As I had developed the Cashflow Manager system for my clients, and 

believed that it was a win-win for other accountants and their clients, we 

marketed it to other accounting firms. As an added benefit, we suggested 

they have their firm’s details printed on the covers as a form of promotion. 

Our arrangement with the printer was that if we supplied them with the 

artwork by Tuesday morning, we would get our covers back on Thursday 

morning so that interstate firms would get their orders early the following 

week. But as we grew the printer started taking us more and more for 

granted and the covers started to arrive later and later.

In exasperation one Friday afternoon when the covers were still not 

ready, I grabbed the artwork, took it to another printer (who worked 

overtime so I could send them on Saturday), and then went and bought 

a printing press. I believe in delighting our customers and I could no 

longer do it with that supplier so changes had to be made. Incidentally, 

within a year or two our printing costs were in the order of $250,000 a 

 I  negot iated with 

a  local  pr inter  who 

a l lowed me to  pay for 

the or iginal  pr int 

runs  over  t ime. 
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year – a sizable account to lose because they did not focus on delighting 

us (important lesson!).

So what makes Cashflow Manager different to the dozens of other 

accounting packages?

Cashflow Manager is a bookkeeping program. It is designed to make it 

easy for small business owners to keep excellent records that give them 

the information they need to manage their businesses, and make it easy 

for their accountants to prepare their taxes. Cashflow Manager records 

money in and money out, creates invoices and manages money owed to 

you for goods and services supplied on credit. It is not a general ledger 

accounting package, so unlike other accounting programs that require 

you to have an extensive knowledge about accounting functions such 

as debits, credits or journal entries and to understand the distinction 

between assets, liabilities, income, expenses and equity, you don’t need 

to know any of that.

One of the features that makes Cashflow Manager so simple is its unique 

column format. The user simply records the details of the receipt or 

payment and then allocates it to the most appropriate column for the 

transaction. Each column has a ‘tax type’ so the GST automatically 

calculates and reports for your BAS. Plus, the transactions don’t disappear 

once you have recorded them like they do with other programs so it is 

easy to review. Cashflow Manager has comprehensive reports for both the 

business owner and their accountants, and also exports to the accountant’s 

general ledger program to enable them to complete financial statements 

and tax returns efficiently and effectively.

Our goal is to provide the simplest bookkeeping solutions on the planet, 

so we spend a lot of time focusing on how to achieve that. When we 

introduced Wages Manager in 2003, we focused on how we could make 

life easier for employers, particularly in view of the complicated laws and 

tax rulings affecting this area. For example, other programs have over 30 

different tax withholding scales that the employer needs to select from 
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for an individual employee. Wages Manager uses the questions on the 

forms the employee is required to fill out for the ATO and the correct 

withholding scale automatically selects.

Another example is the treatment of different types of allowances which 

have different rules about whether tax needs to be withheld, whether 

it constitutes ordinary time earnings for employer superannuation 

contributions, and where it has to be shown on the PAYG Summary (if 

at all). By selecting the type of allowance in Wages Manager all of these 

decisions are automated so employer superannuation contributions and 

tax withholdings are automatically calculated, and PAYG summaries for 

employees take seconds to produce. In fact, a survey of Wages Manager 

clients showed average time savings in the order of five hours at the end 

the year just in processing the PAYG Summaries for employees and end 

of year reports for the ATO.

Inside the easy-to-use Cashflow Manager software.
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What are some of the things Cashflow Manager does to support 

its customers?

Providing clients with excellent support is one of the most important areas 

when supplying business software, and particularly when our goal is to 

be the simplest solution on the planet. So we provide 90 days telephone 

assistance to new users, compared to 30 days which is the norm, and 

a money-back guarantee for anyone who is unhappy in anyway. The 

technology is now available for us to provide assistance over the internet. 

When a client is having a particular difficulty, the support technician can 

show them what to do with the client actually watching the technician’s 

computer screen. Similarly, the client can show the technician their 

computer screen so they can quickly work together to resolve the issue.

The things I have mentioned really relate to the support of our software 

products. But our passion is to help small business owners maximise 

their potential for success, so we include practical business tips in our 

newsletters and have introduced a regular Business Success CD series where 

I interview experts on topics that will help improve people’s business or 

lifestyle.

To support our accountant clients we have introduced a three-tiered 

‘Inner Circle’ membership program. The benefits vary depending on the 

category of membership but include things such as support, upgrades 

and training on our products, and advertising. We also have regular 

‘Practice Development Tele-seminars’ where I interview specialists on 

topics designed to help our accounting 

clients improve their businesses.

In your opinion, how important is it 

for business owners to learn how to 

manage cash flow?

Cash flow (money coming in and money 

going out) is the lifeblood of a small 

 Our  goal  i s  to 

provide the s implest 

bookk eeping 

solut ions  on the 

planet… 
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business. In my opinion it is more important than profit because most 

businesses will survive longer making a loss if their cash flow is positive. 

(Of course, you will not survive long term making a loss.)

Managing cash flow is not difficult but it does require discipline. From 

my experience, one basic area that many business owners do not manage 

well is making sure they get paid by their debtors for goods and services 

provided on credit. It is vital that you invoice as soon as possible, stipulate 

your terms and follow up. People will often delay payment for as long 

as possible and pay the person who shouts the loudest first. Make sure 

it’s you! It is also important to think about the relative costs when 

managing tight cash flow. For example, some people delay paying employer 

superannuation contributions but this can incur substantial extra costs 

because of the Superannuation Guarantee Charge.

If you know when cash flow is going to be tight you can talk about it 

with your bank and your suppliers in advance – and you will get much 

better results than you will by waiting until the crunch hits.

Do you believe it is necessary for small business owners to study 

bookkeeping or accounting?

There is definitely an advantage to understanding accounting, particularly 

as your business grows, however I don’t believe it is necessary for small 

business owners to study accounting. Most small business owners can 

keep accurate records using a simple system like Cashflow Manager to 

get reports they can understand, and then wisely use their accountant to 

provide the financial advice they need.

Although studying accounting is unnecessary, business owners should 

have a good understanding of profit margins because small changes in 

margins can have a large impact on profit. Similarly, most businesses 

have a number of key indicators relating to revenue and productivity 

that will tell them how their business is performing. For example, in our 

business it is important to focus on sales per accountant and support 
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renewal ratios. Once again, this does not require a study of accounting 

but a good accountant can help you work out the key indicators you 

should be focusing on.

On the other hand, many small business people are forced to study some 

accounting because they use general ledger accounting programs for 

their bookkeeping. Unfortunately, many don’t grasp the concepts and 

the feedback we receive from accountants is that many people are unable 

to provide them with records that are accurate and reconciled to their 

bank. This has several consequences. First, the information they are using 

to manage the day-to-day aspects of their business can be misleading. 

Second, their accountant (who charges by time) has to spend more time 

than necessary processing their work, or may lodge returns with the ATO 

that are not accurate leaving the small business owner open to penalties. 

And finally, it can mean that they cannot afford to spend time with their 

accountant working on understanding their business because their budget 

is already exhausted.

Many small business owners still panic every time they have to do 

their BAS. Any advice for making the process faster and easier?

• Use a program that you can understand and that makes your 

bookkeeping easy.

• Don’t leave it until the last minute. A few minutes a day when things 

are fresh in your mind is much easier than trying to do it under 

pressure.

• Have a good filing system; you need to have valid tax invoices for any 

GST expenses.

• Remember to adjust for any private use of motor vehicles or other 

expenses.

Do this and it should simply be a matter of printing your report and 

lodging your BAS.
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If you do take on a bookkeeper and give them access to your 

accounts, what internal procedures should people put in place to 

protect themselves and their businesses?

• Don’t abdicate total responsibility. You need to approve payments and 

have systems to check what goes in and out of your business.

• Ensure that you receive frequent reports, review them, make sure you 

understand them and ask questions about any irregularities.

• Establish systems for timely invoicing and following up outstanding 

accounts.

• Unless there is a good reason to change, I would also recommend that 

you continue to use the same bookkeeping system. Many bookkeepers 

will suggest you change to a double entry accounting program that 

they understand but you don’t. In many cases it is not necessary and 

it is important that you can review transactions when you want to.

What tips would you give a small business owner about working 

with their accountant?

The core function of an accounting firm is to assist you in the financial 

management of your business and the preparation of your taxes, including 

advice on how to keep your taxes to a minimum. I believe that the most 

effective relationship comes from the small business owner providing 

their accountant with bookkeeping records that are reconciled to their 

bank accounts. Their accountant then reviews their records with a trained 

eye and clarifies any questions they might have. They will also perform 

some reconciliations, such as wages and GST, and complete your financial 

statements and tax returns. The reason that I say this is the most effective 

relationship is because this is the most efficient way to process your 

financial statements. Furthermore, because your accountant has not wasted 

unnecessary time in processing these compliance requirements they will 

have time to discuss the implications of your results and the financial 

management of your business with you.
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I believe it is important that you involve your accountant whenever a 

financial decision is required and whenever you are contemplating a 

decision that has potential tax ramifications. Even the decision as to 

whether you lease or buy an item has tax ramifications that you should 

check with your accountant. Surveys show that accountants are generally 

the most trusted adviser, but some small business owners are reluctant 

to seek their advice because of the fees involved. If you provide them 

with well-kept records that are reconciled to your bank accounts you 

will minimise unnecessary processing fees and provide you with the 

opportunity to consult with them wisely.

Unfortunately, many accountants do not tell their clients that their records 

are not up to scratch. So make a point of asking your accountant how you 

can improve your record keeping to provide them with excellent quality 

records that will cut down their processing time and give you more time 

to work on your business with them.

What is the most important thing you have learnt about 

succeeding in business?

I am often asked to speak at business meetings and my presentation is 

usually called ‘The Secret Ingredient of Every Successful Business’. It is 

based on an idea I once heard in a message by the National Director of 

Youth for Christ, Tim Brown, when he was talking about a successful life. 

And what is that secret ingredient? Passion. Passion is the most important 

thing for succeeding in business – but 

there’s more to it than just passion.

P is for ‘Purpose’ – your purpose gives you 

direction and stops you from throwing 

in the towel when everything becomes 

overwhelming. To use business jargon, 

your purpose includes your vision and 

mission, which is another way of defining 

your reason for being. Having passion 

 …mak e a  point 

of  ask ing your 

accountant  how you 

can improve your 

record k eeping… 
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and purpose allows you to plan knowing that you have the direction and 

the zeal to make it happen.

A is for ‘Attitude’ – Jim Rohn says, ‘It is your philosophy, not the economy 

that determines your level of success’. When I had the privilege of hearing 

Michael Gerber (the author of The E-Myth) speak he used a saying that I 

have never forgotten: ‘The fish stinks from the head down’. As the leader 

of your business, your attitude toward obstacles, opportunities, risk, 

customers, staff, suppliers, honesty, integrity and hard work will reflect 

throughout the culture of your business.

S is for ‘Service’ – the Bible says to be great you must be a servant (Matthew 

20:26), and it is the same for business. After consulting with businesses 

about what makes them different from their competitors they often say 

that it is their service. However, the truth is that the general standard 

of service in Australia is not very good, so businesses that can provide 

exceptional service will always stand out from the pack. I believe this is 

where a passionate small business has a huge opportunity over larger 

companies.

S is for ‘Sow’ – I think it is very important to continue learning and to 

then implement what you have learnt. You reap what you sow, and what 

you sow today determines your results for tomorrow. It is very easy to 

get caught up in the day-to-day grind of doing the business but it is 

essential to set time aside for when you work on developing your business. 

The Pareto Principle (otherwise known as the 80/20 rule) applies here 

too. Only about 20 per cent of people are interested in learning how to 

improve themselves and their businesses, and I estimate that only about 

5 per cent actually implement what they learn. But if you are in that 5 

per cent this gives you a huge advantage over your competitors.

I is for ‘Incentive’ – the financial rewards of a successful business are an 

obvious incentive, but so is the value you add to others when you have 

passion and purpose.
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O is for ‘Ownership’ – everyone is looking for someone else to blame. 

Accept responsibility so you make an impact. If you don’t have a go, you’ll 

never know. And if things don’t go right all the time, accept responsibility, 

learn from it and move on. I think it was President Truman who had a 

notice on his desk saying, ‘The Buck Stops Here’. Good advice!

N is for ‘Never give up’ – succeeding in business requires an overdose of 

persistence. A small business owner undergoes pressures that others would 

not even imagine. Develop an immunity to criticism and an unshakable 

belief that you will succeed.

What do you think are the essential qualities or attributes of a 

successful business owner?

A successful business owner has confidence in his or her own ability, 

enjoys competition, achieves goals, makes decisions, is willing to learn 

from others, engages others to complement his or her own strengths 

and weaknesses, and delegates effectively. Successful business owners are 

good leaders, get on well with others, have a customer-focus, and spend 

time working on developing the business as well as performing the day-

to-day functions.

What recommendations would you make to someone who wants 

to get started in a business of their own?

Owning your own business can be 

tremendously rewarding, but it is not all 

beer and skittles. You will have enormous 

pressures from time to time, have to work 

long hours, possibly go without holidays, 

and it can be enormously stressful on you 

and those around you. So it is vital to do 

your homework first. Detailed questions 

are available in Starting a Business? How to 

Avoid Losing your Shirt! which is available 

 O wning your  own 

business  can br ing 

a  lot  of  ex tra 

pressures… 
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on our website, but here is a summary of the questions you need to 

consider:

1. Have you got what it takes? Owning your own business can bring a 

lot of extra pressures that an employee does not normally face. Will 

you cope when they come?

2. How well do you understand the business? If you understand the 

business or industry you plan to go into then you will have a much 

better chance of success.

3. Other than enthusiasm and the best of intentions, what will make 

your business successful?

4. What will make you different and unique? Why should I buy from 

you rather than any other alternative available to me?

5. Do you have, or can you access, the financial resources required?

6. What sales will you need to achieve?

7. What physical resources will you need?

8. What human resources will you require?

If you are struggling with some of these questions, a good accountant can 

help you. And when you decide to start your business they can also help 

you with other issues such as the best legal structure for your business.

What do you hate most about being in business?

Business has the ability to suck you in. When I first left the ATO I was 

offered a partnership in an accounting practice but I declined the job 

because the other partner was working until 10 o’clock every night of 

the week. Within two years of being in my own business I was doing 

the same thing. It was very difficult to make the decision to take on a 

staff member instead of working longer hours myself at a time when I 

was just starting to make a profit. Even now I love work and it’s easy to 

work long hours, but a balance between business and life outside work 

is extremely important, so don’t get sucked in.
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Why do you think so many small businesses fail?

Many small businesses fail because the owners did not do their homework 

properly before they started. For example, when I had my accounting 

practice a client advised me that she had signed a lease for a florist shop 

in the basement of a major shopping complex. It took only a few minutes 

to work out that she needed to make a sale every ten minutes just to 

meet the cost of her lease. A colleague who started a consulting business 

failed very quickly because he totally underestimated the amount of time 

it would take to get clients and simply ran out of capital.

Many businesses fail because they don’t chase outstanding invoices or 

manage their cash flow properly. And some businesses grow quickly and 

have great sales but poor cash flow when their sales are tied up in money 

owed to them on credit. Others fail because the market does not perceive 

a need for their product, or they did not develop a wide enough range 

of customers (when you have an over-reliance on one customer you are 

very vulnerable if that customer decides to leave). And of course some 

fail because of poor record keeping. In some cases this is because they 

don’t understand the system they are using and in others it is because 

they are not disciplined to do it frequently enough.

What are your top tips for developing a great small business?

1. There are four primary functions in a business and you must provide 

adequate focus on all four: leadership and direction; marketing and 

sales; product or service fulfilment; and administration and finance.

2. Delight your customers. Focus on their needs rather than on getting 

them to accept what you have to offer. Surveys show that most 

customers change suppliers because of the perception that their current 

supplier doesn’t care about them. So focus on delighting them.

3. Get good people around you. This applies to mentors and mastermind 

groups – people with experience from whom you can learn, gather 
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ideas and fast-track your success. It also applies to your advisers and 

to the people you employ as your business grows.

4. Be continually working on your business. It is easy to get so focused 

on the demands of delivering products and services that we ignore 

the other elements of building the business. Allocate time to work on 

things such as your marketing, strategic direction, planning, and both 

personal and business growth.

5. Learn and implement. We received an email from a client recently 

thanking us because their average contract had increased from 

$3,000 to $30,000, and they had grown from a one-man operation 

to seven employees as a result of a marketing book we had sent 

them. The difference between them and everyone else who received 

the same information and didn’t experience similar results was that 

they implemented the information they received. Knowledge without 

implementation is just knowledge. Knowledge plus implementation 

equals unbelievable results.

6. Make sure that you have passion and all that entails from what I have 

discussed before.

7. Remember that your business is a means to an end, not an end in 

itself. To be successful in business you need to lead a balanced life so 

don’t become so absorbed in your business that it becomes your life 

and everything else falls down around you.

Where do you see your business in the future?

Changing technology will impact us in several ways. Software products 

will be supplemented and even replaced by internet solutions and we are 

planning for that now. We will also continue to provide better services 

in the way of support and training over the internet to reach a wider 

audience in a more cost effective way.

Bh1287M-PressProofs.indb   82Bh1287M-PressProofs.indb   82 5/2/07   6:48:08 PM5/2/07   6:48:08 PM



K E E P I N G  I T  S I M P L E 8 3

We have been represented in the UK for over ten years and our business 

is now growing rapidly in North America where we have several large 

accounting franchises using our software with their small business clients. 

We are also focusing on the direct sales industry in North America, and 

since some market-leading international companies have adopted our 

products for their independent distributors there has been considerable 

interest from other companies in both North and South America.

An article in The Australian referred to Cashflow Manager as ‘one of 

Australia’s best kept secrets’. Our channel of distribution in Australia has 

been via accounting firms and a lot of small business owners don’t know 

about Cashflow Manager because their accountants have not told them. 

So this is another challenge for us over the next few years.
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Wayne Burgan has kindly offered a FREE BONUS GIFT valued at $19.95 to 

all readers of this book…

How To Avoid Losing Your Shirt – Wayne Burgan, owner and director of 

Cashflow Manager has helped thousands of small business owners – particularly 

with finance-related issues. In this extremely valuable e-book, Wayne provides 

you with a practical checklist of all of the factors you must consider when 

starting your business. Just one of these ideas may save you tens of thousands 

of dollars. So read it today and let it be your guide to business success.

Simply visit the private web page below and follow the directions to download 

direct to your Notebook or PC.

www.SecretsExposed.com.au/small-business-owners

D FREE BONUS GIFT
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Youthful Passion

T I N A  T O W E R

 I love that  I  have to  use my brain  ever y 

day and I  now look around with a  sense of  pr ide 

in  what  I  have achieved. That  is  something 

that  a l l  smal l  business  owners  should 

feel  proud of.  
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P R O F I L E

T I N A  T O W E R
Tina Tower was born in 1984. Growing up in a rowdy house with 

three brothers and a motivational mother and father, Tina quickly 

learnt to never give up and that she could do anything in the world 

if she tried hard enough.

Despite planning on becoming a primary school teacher throughout 

her entire school life, Tina finished high school and started a business 

degree at the University of Technology, Sydney. After she was told by 

a lecturer that she was ‘not serious enough for the corporate world’, 

Tina agreed and transferred to a teaching degree at the University 

of Sydney. In her second year of university she became bored and 

restless and took community courses in photography, massage and 

sign language. Still not satisfied, she took a soul-searching journey 

to India where she discovered her desire to start her own tutoring 

centre and educational toy store.

Today REACH Education Centre has grown to have a wide selection of 

educational toys, a tutoring and pre-school centre, a party place, and 

art and craft workshops. As a spin-off, and a way to ‘reach’ customers 

that have visited the store while on holidays, Tina started www.

towertoys.com.au.

Tina has now finished her university degree, but continues her 

business education through networking and business books. She 

lives in South Sydney with her wonderful and supportive husband, 

Mat, and their beautiful dog, Chase.
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At age 12, you attended a very powerful seminar. What did you 

learn from it and what impact did it have on your outlook on life?

I am a sucker for any motivational material, that started very early on in 

my life. Every time my family went on a long car trip, instead of nursery 

rhymes playing it was motivational tapes. At the time I hated it, but when 

I look back now I think much of my attitude and mind-set has a lot to 

do with those tapes. When I was 12, I went to a Skip Ross camp and 

heard him speak. That was really where I began thinking that I wanted 

to do something out of the norm; to be a part of something bigger. Even 

today I find motivational material very comforting and uplifting. If I have 

a bad day in the shop, I can go home and read Fish! For Life by Stephen 

C. Lundin and feel so much better and ready to go on with the next day 

and the next challenge. A little bit of inspiration can go a long way.

After you finished school you did some travelling, why was it 

important for you to do that?

I always wanted to travel. Throughout primary and high school I had a 

map of the world on the wall with a dot on all the places that I wanted to 

go. After I finished school I didn’t really know what I wanted to do, I had 

always wanted to be a primary school teacher, but I thought it might be 

more exciting to go into business, so I started a degree in organisational 

learning. I quickly discovered that it wasn’t for me, and so I planned a 

three-month working holiday in America before beginning my degree in 

primary teaching. Working on the snowfields in America, chipping off 

ice from the lifts, showed me how hard I never wanted to work again! 

Mainly due to being in love, I cut the trip short and returned home to 

start my teaching degree.

My time in America taught me valuable lessons and made me grow 

up a lot. However, my biggest learning curve came the following year 

with a month-long trip to India. This is where I first thought I would 

start my own business and I came up with the name REACH. Although 

originally REACH was going to import Indian homewares to sell in 
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Australia, I chose to stick with what I 

knew and when I returned home the 

REACH Education Centre was born. 

Travelling is, and always will be, a big 

part of my life. My husband Mat and I 

have a goal to go overseas at least once a 

year to expand our knowledge and enjoy 

the world. This is a big motivation for 

me to work (you also come up with the 

best ideas on holidays).

Your original plan was to return and become a primary school 

teacher. What made you decide to go down the path of business 

instead?

The end of my university degree seemed so far off and I really wanted to 

do something along the way. I was sick of working in clubs, so I thought 

I would work for myself. I wanted to start a tutoring centre for primary 

school children who were having trouble at school in reading, writing 

and maths. However, I figured with the rent in my local area, this wasn’t 

going to make enough money, so I added a few educational toys. It was a 

quick decision to go into business and when I think about it now, I can’t 

quite remember exactly why or how it happened. I was 20 and I thought 

it would be fun to do what I loved doing – playing all day. Working more 

than eight hours a day for someone else seemed like a waste of time, now 

I can work every day for months straight because I love what I do.

I only finished my teaching degree in late 2006 and although I really enjoy 

being in the classroom there is something so addictive about business. My 

accountant mentioned to me that I would make more money working 

half the hours right now if I was teaching, but where would the fun be 

in that! I think as small business owners, we have to do it for the love, 

that’s why we go to our businesses every day, open the doors, put our 

happy faces on and work our little butts off. I originally thought that 

completing my degree would be a bit of a waste, but I am using it so 

 I  was  20 and I 

thought  i t  would be 

fun to  do what  I  loved 

doing –  playing 

a l l  day… 
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much already. I have introduced more concepts into the business and we 

now run ‘school readiness’ classes for pre-schoolers and I hope to write 

articles and help communicate education more effectively to parents. 

So although my original plan was to teach, I now have a business that 

incorporates teaching.

We understand you had some interesting advice from one of your 

business lecturers when you originally started your business 

degree. What was it?

‘You’re not serious enough for the corporate world!’ What happened was 

that our business lecturer set us an assignment to think of a corporate 

image that we would like to project and convey this image on a business 

card. I handed my business card in – a big smiley face with hot pink 

writing (I thought it would be great to go into corporate workplaces with 

a happy and energetic attitude and train them in new things) – and I 

was told that I should rethink my design; that a more professional image 

would be appropriate and that I should rethink whether I was even ready 

for a professional workplace. Well, obviously I said to myself if that’s what 

it’s like, I hope I never am!

In the beginning, what were some of the skills you were lacking 

and what did you do about it?

In the beginning I was lacking all formal business skills. I had a vision, 

and so much determination and motivation to reach that vision, but no 

real clue about how to get there. In a way, I think that lacking so many 

skills helped because in my mind it was quite simple to start a business 

– go and register a business name, get some stock, some signage, sell 

some things and then I’d have it made. If I had known how much more 

was involved and how naive I actually was, I would have definitely been 

more reluctant to start.
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Did your parents play a big part in fulfilling your ambition to start 

your own business?

Absolutely! My dad has his own plumbing business that has allowed me 

to see the advantages of being self-employed, and my mum, although she 

doesn’t have any formal job description, is the busiest person I know. She 

has taught me so much about time management and to never give up. 

One of her favourite sayings was, ‘You can treat problems as stumbling 

blocks or stepping stones’.

Mum and Dad raised my three brothers and me so that we had good 

money saving habits from a very early age. While raising a family, they 

had also been able to build a property portfolio and watching this has left 

me wanting to build my own. I am very lucky to have beautiful parents 

who are always there when I need them. The number of times they have 

helped me out is unbelievable (I am going to have to look after them 

well in their old age)!

What were some of the challenges you had to overcome on the 

journey to achieving your personal and business goals, and how 

did you overcome them?

Time management was a big one. I opened the doors to REACH on the 

weekend that I finished my second year of university. Things went great 

over the summer, but when I had to return to university the following year, 

I found it very difficult. I had no time at all and so I made a timetable 

from the minute I woke up to the minute I went to sleep. This doesn’t 

sound very fun, but life improved so much after that. I factored in blocks 

of time for ‘fun’ and ‘goal writing’ and made sure I stuck to it. After I 

did this, I had more time to work on the business and spend with my 

friends and family.
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Did you have many people tell you that your business idea was 

crazy and wouldn’t work?

Definitely. I was 20 when I opened my doors for business (there are not 

many 20-year-old females that decide to do that). A lot of people were 

concerned that I didn’t know what I was getting myself into, and that 

was true, but I was raised to give everything a go. I am a very happy, 

non-confrontational, easy-going girl so it wasn’t so much the idea of the 

business that people thought was crazy, but me running it. This is where 

the saying ‘surround yourself with great people’ comes in handy. Through 

the BEC (Business Enterprise Council) I started going to networking 

dinners and as intimidated and ‘unworthy’ as I felt, I was able to introduce 

myself into this world that I knew nothing about. It’s really hard at the 

start, but networking has been extremely helpful, both professionally and 

emotionally, as my business grew and continues to do so. I will never 

forget the feeling of my heart beating the first time I had to stand up 

and give my 60-second elevator speech! I was always very confident at 

school and okay at public speaking, but that was awful (although it does 

get better with practise).

Even today I still have people telling me that my business ideas are crazy. 

I have very high aspirations for the future of my businesses and I try not 

to voice them as people tend to look at me like I’m a little nuts. I just 

figure that there are people all over the world who are successful, so why 

not me? From what I have read and can see, the people that do achieve 

success are the ones who believed they could.

What are the things that you do 

to expand your knowledge in the 

various aspects of business?

I love to read! I subscribe to most business 

magazines and love to read books about 

other people. In the beginning I had all 

the drive to do something great, but I had 

 I  th ink that 

lack ing so many sk i l l s 

helped because in  my 

mind i t  was  quite 

s imple… 
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no idea how to do it. So many books give contradictory information, but 

I try a little bit from everywhere, and with trial and error I am finding 

my way. I thought about taking some courses, but with the amount of 

information that is available in books (at a cheaper price) I find that they 

are an invaluable resource. There are still things that I read and don’t 

understand, so I get another book to explain it to me or I ask one of the 

women in my networking group. I must admit though that I like stories far 

more than information books. I love the way that stories convey lessons. 

My all-time favourite business story is One Minute Millionaire by Mark 

Victor Hansen and Robert Allen; it is written with a story on one side, 

and the business principles on the other. I think a business book that can 

make you cry is a great one! Every woman should read this book.

Why are you such a believer in self-education?

My education has involved university, TAFE and community colleges. 

Although these institutions are fantastic (and I’ll probably go back one day 

and study something else), I believe that so much can be learnt through 

self-education. I know in my five years at university I learnt so much, but 

a lot of it was information that I didn’t want or need. When you’re doing 

it yourself you can search on the internet for exactly what you’re looking 

for or read a book specifically about what you want to know. For example, 

whenever someone uses business terminology that I don’t understand, I 

simply jump on the net and Google it. The added advantage is that you 

can learn at your own pace. I think it’s a lot easier to learn when you 

want to, and you know what information you’re looking for.

Did you find it hard to enter a new industry with no experience, 

but also one that is already heavily saturated with big players?

I am still learning how to compete in the toy industry. You would think 

that it would be such a happy and fun industry, but as with all big 

business there are twisted webs. I will always remember trying to call 
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suppliers to get in my first stock. I had no idea what quantities I should 

buy in, what good trading terms are, or what I should be asking for. It 

is only now that I am discovering that I can ask for different conditions 

and different toys.

The mainstream toy world is saturated with big players, however, not in 

the toys that I deal with. My store is educational toys, and although there 

are big stores out there that claim they’re educational, a lot are not. I 

am lucky that I am a teacher and I can recommend certain toys to help 

with different developmental stages in a child’s life. There aren’t many 

toy stores that can do that. In any industry there are always going to be 

big players that will intimidate you and not wish you the best, but I feel 

that it has worked best for me when I stick to what I love.

We understand you had some major cash flow issues early on. Can 

you explain what happened and how you battled through it?

I opened with very little. I had $8,000 in the bank and thought that was 

heaps! But after gyprocking the walls and cementing the floor it was 

gone. I was told not to even bother applying for a business loan, so I 

borrowed little bits of money from everyone I loved (a big thank you to 

my parents, my husband Mat, my brother Brett, my grandma Betty and 

Aunty May!). I was really excited when we opened. In my mind it was 

very simple: I would buy a toy for $12, sell it for $20 and have $8 in my 

pocket. However, I didn’t fully understand just how many other costs were 

involved in operating a shop. I opened my doors in November 2004 and 

in February the following year I went to my first trade fair. You know the 

saying ‘like a kid in a candy store’? Well, that was nothing compared to 

the excitement that I felt seeing all those toys in one massive location for 

me to buy. And unfortunately that’s exactly what I did. I bought. It took 

me until November that year to get my accounts up to date. I dreaded the 

phone ringing and hated opening the mail, but thankfully I have learnt 

from that experience and now control my stock levels very carefully.
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What procedures or systems have 

you now put in place to ensure that 

you manage your business finances 

effectively?

I now have procedures everywhere for 

everything! They are so vital for keeping 

things in check. Originally I made a 

budget, but didn’t really follow it. I thought, ‘I’m the boss, I’ll buy that 

and just change it’. As you can imagine it didn’t work very well. After 

trading for 12 months I looked hard at the numbers and realised that our 

sales figures were really good, but it didn’t seem to matter how much we 

sold, there was still nothing left in the bank.

The first thing I did was get myself a great accountant. I went to him 

because on our first meeting he told me that he didn’t really like my shop. 

I was so upset by his comments that overnight I changed the whole shop 

around to make it look a lot better. If someone was going to be honest 

with me and tell me where I had ‘stuffed up’ then that was really good for 

me. Derek helped me set a more realistic budget and held me accountable 

for sticking to it. I have since put in formal systems to manage the tills 

and what we spend.

What have been some of the best ways you’ve marketed your 

business on a budget?

I had no idea how to market my business and I think that helped. In the 

beginning I wanted to try everything and be everywhere, but as I had no 

money in the bank it wasn’t a choice, it just wasn’t possible. Above all 

else, our best marketing tool has been helium balloons. We have brightly 

coloured balloons with our logo on them and I put them everywhere, we 

give them to every child that comes into the store, tie them to signs, in 

the park, even off the roof racks of my car. I get involved with the local 

schools and pre-schools as much as possible as they are our target market. 

Justin Herald’s book, How To Grow Your Business Without Spending a Single 

 The s imple  and 

prac t ica l  th ings  are 

of ten the best . 
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Cent, was very useful in opening my mind up to new opportunities; it’s 

a great book to help you think outside the box.

I am willing to give everything a go, I’ve tried the traditional ways of 

marketing with letterbox drops, the yellow pages and so on, but I have 

found it’s the different things that get noticed. I have our logo (a big 

yellow smiley man) plastered all over my car, and when I park the car 

on the main road with balloons flying off it, it gets noticed. Networking 

is another very effective way that I market my business because it helps 

to spread the word and increase my profile throughout the community. 

Networking has opened many doors for me and I will be forever grateful 

to the fantastic women in the ‘Rendezvous’ group.

What are some of the practical things that you do to consistently 

meet and exceed the expectations of your customers?

Customers are absolutely everything. Without them, there is no business. 

I know most businesses will tell you that they have exceptional customer 

service, but so many places don’t. My team and I try so hard to exceed the 

expectations of customers. I am constantly surprised when I go into shops 

and either get treated rudely, or am not acknowledged at all. Especially as 

a small business, one advantage that we have over larger companies is our 

ability to know and serve our customers. We try our hardest to remember 

people’s names and say hello to every person that comes through our 

door. We have a loyalty program that rewards our repeat customers and 

we ask for their feedback all the time. When I ask customers what they 

like most about our store, the most common response is ‘politeness’. The 

simple and practical things are often the best.

In a competitive market it is so important to let customers know how 

much you appreciate their business. Recently I had a competitor open up 

very close to REACH. I was very nervous when they opened as I didn’t 

know how much they were going to affect trade. Luckily, our customers 

have remained loyal and although the shop down the road is bigger and 

brighter, customers chose to come back to REACH.
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What is the most important thing you have learnt about 

succeeding in business?

Be nice to people. There are three groups of people in the community that 

help my business: customers, suppliers and other businesspeople. I think 

that I have reached where I am now because of the help and support of 

people from all of these areas. Up until a few months ago, I was the only 

toy store in the mall. It was a main factor in why I wanted to open there, 

and it had worked very well. When I found out that there was another 

toy store moving in 50 metres away I bawled my eyes out. Many people 

assumed that because I was a small business without shop frontage and 

the new store was part of a chain with a lot of money behind it, I would 

not be around for much longer. I must admit, there were a couple of 

moments when I thought the same thing. I had only been open for 18 

months, but during that time I had tried very hard to be nice to everyone 

and build relationships with as many people and businesses as I could. 

With news that I was under threat, customers came out in full support 

and the word was spread about my business faster than it had ever been 

before. Suppliers offered me demo stock for the shop and allowed me 

better discount structures. Rendezvous, the fantastic women’s business 

networking group that I am a part of, gave me emotional support, advice 

and told everyone they could about REACH. Being nice to people went 

a really long way!

What do you love most about being in business?

Everything! I love the excitement, I love the customers, I love the kids, I 

love the competitiveness. There is just never a dull day. Actually, I shouldn’t 

say that because not every day is like that. I went from being a child to a 

business owner very quickly, and it was such a shock to the system. When 

I first opened I spent quite a few nights sitting on the floor after I closed 

bawling my eyes out wondering why I started this and how I was going 

to do it when it was so hard. But once I started reading more books, 

meeting more small business people, and got used to the way everything 

works, it slowly got easier and now it’s so much fun. At REACH we have 
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an educational toy store, a tutoring centre, pre-school classes, holiday 

craft classes and birthday parties, so there is always something going 

on. As much as I would like to sometimes lock myself in the storeroom 

and scream, I love that I have to use my brain every day and I now look 

around with a sense of pride in what I have achieved. That is something 

that all small business owners should feel proud of.

Who are the mentors that have inspired you the most?

Being young and inexperienced, I have sought many mentors. First and 

foremost, my mentors in life and business are my parents, Mark and 

Tracey. I found another source of mentors before I opened REACH, at 

the BEC. This is a fantastic resource available to all small businesses with 

a free advisory service. They also run programs, one in particular is a 

mentoring program. Luckily, the mentor I was assigned was Anita Holland. 

When I began the mentor program I had only been open for six months, 

and was not sure what I was doing in any area of the business. Anita 

was generous with her time and wisdom and helped me to ‘systematise’ 

my business. She made everything much more professional and gave me 

the confidence in myself to go on. Since meeting Anita she has started 

Rendezvous, a non-profit networking organisation for women to share, 

learn and grow. These networking opportunities have proved invaluable 

to me. Every time I meet someone new, they give me a new idea; every 

time I hear another fantastic speaker, it 

makes me want to strive for more.

Are there any significant quotes or 

sayings which you live your life by?

For as long as I can remember, the walls 

of the toilet in my parents’ house have 

been covered with inspirational poems 

and slogans. Throughout school I was 

so embarrassed to have friends over and 

have them go to the bathroom and come 

 When I  f i rst 

opened I  spent  quite 

a  few nights  s i t t ing 

on the f loor  af ter  I 

c losed bawl ing my 

eyes  out… 
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out laughing. My parents loved motivational material and there are two 

main quotes that I live my life by:

‘I’m a winner, and ain’t nobody gonna steal my dream!’ – this particularly 

helped when I was first starting out and constantly told that it wouldn’t 

work, mainly because I was too young and a girl (what a silly reason)!

‘Reach for the moon and you’ll land in the stars’ – I have always wanted 

more out of life and most people I know tell me that I aim too high. If 

I aim high I could end up there, but without an aim I’ve got no chance. 

Goals are very important to me, I spend a lot of time writing about them, 

thinking about them and working to get there.

If you had your time over again, what are some of the things that 

you would do differently?

I don’t think I would do anything differently because everything I have 

done wrong I have learnt a valuable lesson from. I am lucky that I am 

young enough to have little responsibility. I had the attitude when I 

started that if things didn’t work out, then I would fall flat on my face 

and have to start fresh at 22. That’s not so bad. Things will change once 

my husband and I buy a house and have babies, but it made it a lot easier 

to start the business knowing that I didn’t have to fear failure.

What were the emotional challenges you had to go through while 

starting a small business?

Being in business for me is a non-stop emotional roller-coaster! I am a 

very emotional person anyway, so dealing with a business has accentuated 

that trait. A lot of business books don’t talk a lot about the emotional 

side, but to me and most other women in business, it is a big issue. I 

have been told so many times that ‘business isn’t personal’, I don’t believe 

that at all, even with big businesses – if it’s not personal, why do it? We 

spend so much of our lives working that I think everyone must be in 

some way emotionally connected to their business. There have been so 
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many times when I have cried because of my business, so many times 

when I have hated the toys all smiling at me because I was so angry, 

and so many times when I have laughed and felt on top of the world. 

My business is definitely personal, it is what I love to do, and it lets me 

enjoy my life to the full!

Will you be
my friend?

Danger! Warning! 
Warning! Warning!

GRRRR!

tully c

Having started so young, do you think in ten years you will be 

ready for a completely different career?

I have no idea! I think I will always be in the children’s industry, whether 

that be for toys or education, or both. I believe that REACH will always 

be, but I do think that as it is my first business it may not be the one to 

get me to where I want to go (but it will definitely teach me a lot). My 

generation is so lucky to have so many opportunities. It used to be that 

people had the same job and worked at building a career for 50 years, 

but that is now almost unheard of. There isn’t a stigma around starting 

fresh and people aren’t so scared of the unknown so I think that it is 

a lot easier to change the direction of your career. I would like to have 

children in the next couple of years and the mothers that come into my 

shop tell me that it will change me quite a bit – maybe it will slow me 

down, maybe it will drive me to do more, we’ll have to wait and see.
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What is the vision for your business? 

Where do you see it going?

I am very nervous to have this in print 

as it will now hold me accountable, 

however, my vision is incredible! There 

are so many opportunities that can pop-

up along the way, but I do have strategic 

goals and high hopes about where I 

would like REACH to end up. I would 

like the educational part of my business to expand; I would like to offer 

an opportunity for struggling students at school to succeed; and I would 

like to open another centre and do the things that are not feasible in 

my current facility. Last year we launched our online toy store, www.

towertoys.com.au, and I would like that to exceed the shop’s turnover. I 

am in the process now of designing a free online learning program where 

parents can download different information and lessons each month. I 

would like to write more and speak more. There is so much I want to 

do with REACH!

What advice would you give to other young women who want to 

start and grow their own small business?

Go for it! Women are capable of so much and only now are we starting to 

see that emerge. All the lists that the BRW publishes are still dominated by 

men, however, the population of successful women is increasing. There are 

women who have paved the way and broken barriers that are such good 

role models. Get as much advice as you can from other businesspeople 

and the BEC, and listen to your heart. As long as you’re doing what you 

love, you can’t do the wrong thing. I sometimes think that if I had known 

how hard it would be at the start, I might not have done it. But I have 

done it and my life is enriched because of it. 

 M y business  is 

def in i te ly  personal , 

i t  i s  what  I  love 

to  do… 
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Value and Serve

D R  A R I  D I S K I N

 The goal  i s  for  them to need me less  and to 

be able  to  do more for  themselves. By  helping 

them atta in  better  results, they are  healthier  and 

happier, and in  turn they refer  more 

l ik e-minded c l ients .  
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P R O F I L E

D R  A R I  D I S K I N 
B A  D C  ( U S A )

Ari Diskin was born in Melbourne in 1962. He is the third of five 

children born into a progressive and forward-thinking immigrant 

family, which embraced holistic, healthy living values and practices.

Modelling his parents’ lifestyle and example of ‘discover and explore’, 

Ari spent 12 years overseas. After four years in Israel he moved to the 

US where he attended three undergraduate schools concurrently, 

followed by business school and chiropractic college. Before he was 

23, he had completed a Bachelor of Arts degree with a business 

management emphasis and a Doctor of Chiropractic degree.

In 1985, Ari returned to Australia and established what is now known as 

Diskin Life, in Melbourne, a Chiropractic wellness centre that provides 

contemporary, integrative Chiropractic and wellness education. He has 

served, and continues to serve, in professional leadership positions and 

has been recognised with multiple distinctions and awards, including 

Chiropractor of the Year in Australia and overseas.

Professionally, Ari is a dynamic, passionate and experienced Healthy 

Life™ Doctor of Chiropractic. He is a professional practitioner, life and 

wellness coach, health facilitator, teacher, seminar presenter, speaker, 

author, contributor and mentor.

When not working in his centre, on his business or investing in the 

community, he enjoys family time with his wife and business partner 

of over 20 years, Roselyn, and their inspiring son, Joshua.
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What influenced you to start a career as a Chiropractor and set up 

your own business?

There were three primary reasons and influences:

1. I was inspired by years of observing my father, Bernie, a Chiropractic 

pioneer and living legend, who came to Australia from the US in 

1954. Through his knowledge, healing hands, compassion and strong 

communication skills, I watched him transform people’s lives. These 

experiences looked like miracles to me. People came to him with a 

kaleidoscope of issues and challenges, and left not only in better health, 

but more hopeful and happier.

2. I further observed that as a consequence of positively impacting 

people’s lives, they in turn went on to positively influence others 

around them. So, each of his encounters had a positive and manifold 

impact on the community, like the butterfly effect. This made an 

indelible impression on me as to the difference one person can make 

in so many lives.

3. Over 25 years ago, I saw society struggling with ever-growing stress and 

a clear need for primary healthcare practitioners that were university/

tertiary educated. My vision was that I would offer a safe, scientific, 

natural, alternative approach to drugs and surgery, for optimal health 

and wellness.

Chiropractic made absolute sense to me. It respects a person’s own innate 

intelligence, power and ability to heal, considers us as whole beings and 

has a proven track record of results as a science and as an effective natural 

approach. It addresses the physical, chemical and emotional effects of ever-

increasing stresses, which are an ever-present part of our lives. Chiropractic, 

as I have experienced it and practice it today, is performance and life 

enhancing. It promotes and integrates healthy living choices and optimal 

wellness, and addresses the staggering current estimate that between 70 to 

95 per cent of illness today is lifestyle-related. Chiropractic is the largest 

Bh1287M-PressProofs.indb   103Bh1287M-PressProofs.indb   103 5/2/07   6:48:11 PM5/2/07   6:48:11 PM



D R  A R I  D I S K I N1 0 4

surgery and drug-free whole body health 

care profession in the world.

In the beginning was it difficult 

finding clients? How did you market 

your business and how have you 

continued your marketing efforts 

today?

When I first started, advertising and 

marketing was tightly regulated, and 

essentially amounted to an announcement that I had opened my practice 

that let customers know where I could be found. All I was allowed by way 

of street signage from my landlords was a brass plaque with my name 

and qualifications. I recall asking them permission for a larger sign as the 

premises were on a major thoroughfare. They agreed on the condition 

that the other established tenants consented. They did not, saying that 

they had no such advantage when they started, so I should have to ‘do it 

hard’ too. So I drew on my mother’s approach to life – when you can’t 

climb a wall, build a door. I by-passed the tenants by going to the city 

council and obtaining a permit to put a sandwich board sign out on the 

pavement, an unusual practice for a professional over 20 years ago. In fact, 

in those days any marketing by a professional was seen as unbecoming 

and inappropriate.

My first clients were the people I had dealt with and met while setting 

up and outfitting the practice, such as property agents, salespeople, and 

neighbouring doctors and nurses who were also tenants. I now had the 

beginnings of a practice, but I needed more clients to sustain and grow, 

and could not afford to wait around to be ‘found’. I threw an opening party, 

inviting everyone I knew and the word started to spread. I offered myself 

as a professional speaker at no cost to many businesses, professionals and 

a variety of groups. I had powerful and useful health information to share 

in a lively and entertaining fashion. I really enjoyed it, and even now 

continue to do this. I introduced myself and told my story to everyone 

 I  drew on my 

mother ’s  approach to 

l i fe  –  when you can’t 

c l imb a  wal l , bui ld  a 

door. 
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I met. I was the guy walking around with a life-sized model of a spine, 

which automatically drew attention, interest, and questions.

Today, building relationships, educating, and providing quality service 

and value over many years are the cornerstones of our marketing. I have 

found the saying ‘what goes around comes around’ to be true. Clients 

always come when there is space, when it’s the right time for them and 

us, and for the right reasons. Consistent, continual and focused attention 

is required and providing extraordinary service and value – the fees and 

profits follow and flow from this.

What did you do after you reached the point where you were 

booked out every week?

As a health professional, like others who sell their time, there is a limit 

to how many appointments you can fit into a working day. To this end, I 

developed and refined my procedures to increase my capacity almost from 

day one, always with the end result in mind. I found it was amazing what 

could actually be accomplished with innovation, focused attention and 

discipline. When I thought I was totally booked, and people were going 

to have to go onto a waiting list, I increased my capacity by improving 

systems (not compromising) and maintaining the highest possible 

quality standards. We carried out time and movement studies, developed 

procedures and introduced increasingly more sophisticated technology to 

enable us to do more, faster, and with greater efficiency. We expanded our 

physical facilities with attention to design detail, allowing smooth client 

flow and comfort. We recruited skilled people to whom I could delegate 

specific non-clinical duties and responsibilities, invested in staff training 

and education, and introduced experts in complementary fields.

Furthermore, instead of explaining the same information to people one-

on-one, I also created a ‘Wellness Education’ system in various formats to 

accurately, consistently and efficiently educate, support and inform our 

clientele. This includes printed materials, recorded materials, (both audio 

and video), a weekly seminar program (presented live, where people can 
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also share their experiences), a website, electronic news bulletins and so 

on. Interestingly, over time, my focus has sharpened, and with many years 

of experience my capacity to do more seems to organically grow.

With so many people having the same qualifications, how do you 

differentiate your business from the others?

Great question! While I am a Doctor of Chiropractic, I am also known as 

a Healthy Life Doctor™, who practices in a model of proactive healthier 

living, rather than reactive sickness treatment. Diskin Life provides 

progressive, integrative Chiropractic. We carefully consider the many and 

varying factors that may have led to a person’s current condition or state 

of health, and we employ a multifaceted approach drawing on a variety 

of health considerations, lifestyle modification strategies and advice, 

including nutrition and physical fitness to tailor healthier living solutions. 

As it is unlikely that a person’s current state of health is the result of one 

single event or circumstance, they will usually require multidimensional 

solutions and tools.

We also provide ‘Wellness Education’ – a comprehensive and extensive 

life enrichment program. This is designed to empower our clients with 

important information that they can easily incorporate into their daily 

lives, to fast track and boost their healthier living journey, and lifestyle 

behaviour choices. We also have and use cutting-edge high-tech biometric 

assessment tools including; Electromyographic, Thermal and Heart 

Rate Variability scanning, Progressive Digital Posturography and High-

Frequency Low-Dose Full-spine X-ray imaging. We are so confident 

about the thoroughness of our initial consultation and exam that we 

support it with a money back guarantee: if you have ever experienced a 

more thorough assessment of this kind elsewhere, we will refund your 

money. To date we have not been asked for a refund. So, being able to 

stand behind our product is something we have incorporated into every 

action and decision we make.
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It has also always been our purpose and intention to serve not only 

our clients but the community at large. With this in mind, in order to 

increase public awareness of Chiropractic on its 100th birthday in 1995, 

we commissioned the construction of what we believe is the world’s 

largest human vertebrae, depicting a subluxation (misaligned spinal bones, 

causing nerve system interference), which is on display outside the front 

of our centre. This model is truly larger than life – actually, approximately 

15,000 times larger. The sculpture has a motion sensor that activates voice 

messages about its purpose. We consistently strive to innovate, change, 

and keep our environment and individual service dynamic, interesting 

and cutting edge, while offering excellence and value.

Outside the Diskin Life practice with its larger than life vertebrae.

Is your practice proactive about asking for referrals?

Most people are referred to us spontaneously by happy clients, and 

other people who know us by reputation. As we are always busy, it 

is often assumed that we don’t have room for new clients. However, 

Bh1287M-PressProofs.indb   107Bh1287M-PressProofs.indb   107 5/2/07   6:48:12 PM5/2/07   6:48:12 PM



D R  A R I  D I S K I N1 0 8

we do proactively encourage referrals, 

in a gentle manner, because asking for 

referrals lets others know that we do 

accept new clients.

Our clientele include all ages and life 

stages (from newborns to very senior 

years), and lifestyles (from sedentary 

office workers to professional athletes; 

from the gravely ill to ‘pictures of health’). 

If a person is ready and willing to make 

some changes and wants to improve 

the state of their heath, I will always 

meet with them. I offer a complimentary consultation to discuss their 

possibilities, remembering, you don’t have to be ‘sick’ to get better.

Has your business been involved in any strategic alliances 

and what advice would you give to businesses wanting to get 

involved?

Strategic alliances with other professionals and businesses have proven to be 

a win-win situation. We have formed complimentary professional alliances 

with health professionals of all disciplines, including dentists, general 

practitioners, medical specialists, naturopaths, psychologists, massage 

therapists and of course, other Chiropractors. We have also established 

professional alliances with teachers and educational institutions, lawyers, 

accountants, personal trainers and gyms, health food stores, organic 

food suppliers, bedding companies and many other professionals and 

businesses.

We have developed a number of screening tests and tools, we offer 

businesses, such as posture and stress audits, as well as workshops and 

other value-ad opportunities for their staff and customers.

 We have a lso 

establ ished 

profess ional  a l l iances 

with teachers  and 

educat ional 

inst i tut ions… 
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When looking to create a strategic alliance, your focus should be to find 

out as much as you can about the other business and to determine what 

you can offer them that will essentially add value to the product, service 

and bottom line. Only once these opportunities are identified can a 

strategic alliance eventuate into a true win-win-win situation for your 

alliance partner, the customer and your business.

Effective time management is no doubt very important to you. 

What are the most important ideas you have on this issue?

My good friend, Dr Eric Plasker, developed the concept of ‘prime time, 

prep time and play time’.

• Prime time – is the time you are with clients in your business; when 

you are effectively performing your primary function.

• Prep time – is the time you work on your business; where you do what 

is needed to facilitate the smooth delivery, development and growth 

of your business.

• Play time – is just as it sounds; it is when you put down your tools 

and focus on the rest of your life.

Within each of these times, organisation, planning and prioritising are 

important to maximise the 86,400 seconds per day that each and every 

one of us has. How you invest your time makes all the difference to how 

productive you are. Removing physical clutter from your work and other 

living spaces and having an awareness of, and quieting, your mental 

chatter facilitates your ability to make decisions, take action, and create 

a fertile environment for abundance, opportunity and potential in your 

business and personal life.

With so many demands on your time, how do you balance your 

professional and personal life?

I believe that balance is essential for success in business and in life. It 

is a principle that I consciously address on a day-to-day basis with my 
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clients and in my own life. As I suggest 

to my clients, start by dividing your life 

into seven domains: physical, mental/

psychological, family, financial, social, 

career/business, and spiritual. Visualise 

and draw each domain like the spokes of 

a wheel – at one end, all of the spokes 

will meet at the hub or centre, at the 

other end they will extend to the rim, 

which represents the complete wheel of 

your life. Rate each domain of your life by drawing a spoke. The length 

of the spoke depends on how much you are currently investing in it – the 

higher the rating, the longer the spoke. It’s not necessarily about having 

long spokes, but all the spokes need to extend to a similar degree for the 

wheel to be round, so that your life effectively travels on a ‘smooth’ path, 

and for it to be in a state of balance. When applied to a business model, 

you can create a spoke for each facet of your business. If, for example, 

your focus is more about making a profit, and your ‘service to clients’ 

spoke is short and lacking attention, long-term sustainability can become 

an unnecessary struggle.

Regular reviews and re-evaluations of all seven domains of one’s life are 

ideal. For me, over-emphasising any of these to the detriment of others 

creates imbalance and consequent issues that need to be dealt with. The 

sooner these are addressed, the less serious or extreme they become. I 

find that keeping a balance provides the best results and outcomes in 

the long term.

When you take a break from your work, do you find it difficult to 

switch off?

One of my most helpful life practices is ‘Present Time Consciousness’ 

(PTC). PTC is all about focusing 100 per cent on whatever you are doing 

at that time. Using a laser sharp focus to concentrate on an isolated 

situation actually insulates you from all potential distractions. When I 

 Under-sel l  and 

over-del iver, whether 

you are  providing a 

produc t  or  ser v ice. 
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am with clients, my full attention and focus is with and on them. It is a 

learned skill, which helps me to move rapidly between clients and to switch 

from one issue to another during my typically busy days. I find far more 

is accomplished this way rather than flitting between things and feeling 

like my attention is needed everywhere and at the same time. When I 

leave Diskin Life, I think about whatever I consciously decide to direct my 

attention toward. Living mindfully in the now of each and every moment 

supports balance and gives richness to the living experience.

What are the most important things you have learnt about 

succeeding in business?

1. Unwavering belief, passion, drive, persistence and commitment are 

primary, non-negotiable essentials for business success.

2. Serving our clients and customers is the reason we are in business. 

Focus on them, respect them, love them and always treat them as the 

top priority.

3. Under-sell and over-deliver, whether you are providing a product or 

service. This is a sure-fire way of providing value and building loyalty 

and growth.

4. Every team member should leave their personal issues at the door 

before they begin the business of the day.

5. As it costs an estimated five times more to acquire a new client or 

customer than to keep an existing one, appreciate and look after your 

existing clients and customers.

6. When you think you have worked it all out, everything is handled, and 

you can just sit back and coast, you can – as long as you understand 

that you will more than likely plateau, and from there follow the path 

of least resistance and coast downhill.
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7. Unrelenting, focused attention, dedication, creativity and energy are 

required to not fall to the sidelines or get left behind in today’s business 

climate of fast and continual change. Customers are looking for, and 

deserve, businesses that are leaders and innovators in their fields, and 

strive for nothing less than excellence. If they don’t receive it from 

you, they will go elsewhere.

8. Business success is more about resourcefulness than resources.

Is there a significant quote or saying which you live your life by?

Yes, there are many powerful sayings I use in everyday life! I love the way 

quotes crystallise and express universal truths, principles and wisdom.

I like the age-old, ‘be, do, have’. This is the opposite of what our culture 

teaches us, which is ‘have, do, be’ or ‘do, have, be’ where you do things, 

to have things, and only then can you live life fully. I actively strive to 

primarily ‘be’ in an optimal state, physically, mentally and emotionally 

(after all, we are human beings, not human doings). Being enables me to 

‘do’ what I aspire, need, and want to do, with clarity, focus and integrity, 

and the ‘having’ follows, manifesting as success and abundance in the 

many and varied aspects of life.

The quote that best represents my work is, ‘The shape, position, tone 

and tension of your spine reflects the shape, position, tone and tension of 

your life’.

Your spinal cord is effectively a continuation of your brain, and is housed 

within your spinal column. As your body responds to the stresses in your 

life, your spinal cord spontaneously adapts by changing its shape, position, 

tone and tension. This can be seen by viewing a person’s posture, physical 

and mental flexibility, how and where they hold their tension, state of ease 

or anxiety, and ability to cope. Your posture is like a window to your life. 

When I study a person’s physical condition, I can usually safely predict 
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the state of their life. This means that working with a client and assisting 

them to change their spinal condition, can manifest as improved physical 

and mental states of ease, and the consequent ability to make change, 

create and enjoy success, and live richly and optimally.

What do you think holds people back from becoming successful in 

business and ends their success?

Fundamentally, I believe the underlying issue is the lack of, or having a 

weak foundation. To construct a building you first need a solid supportive 

foundation as a base, otherwise whatever you try to build on top of it will 

crumble. A personal foundation of optimal health and wellness is a definite 

advantage in growing a business and enjoying the results of success. What 

I witness daily are businesspeople, who in many cases are their businesses, 

building on a shaky personal health and wellness platform. Without being 

in a strong healthy state to run the business, there is no business! They 

may be taking care of business, but not themselves, which is often the 

most valuable and vital foundation asset of any business.

Think about all the really successful people you know and see in the 

media – world leaders, people of influence, people at the top of their 

fields, business tycoons, sportspeople or entertainers. What do you hear 

about over and over again that hinders or ends their run of success? 

Their health! Addictions, obesity, depression, physical challenges, huge 

stress, the list goes on and on. If you surveyed the life practices of many 

of the most successful people in all fields, 

you would discover that almost all of 

them actively take care of their health 

and wellbeing, have stress management 

strategies and understand the cost of 

not employing consistent healthy life 

practices, prevention and support.

 A  personal 

foundat ion of  opt imal 

health  and wel lness 

is  a  def in i te 

advantage… 
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You also now run various seminars on health. Why have you 

chosen to go down this path and has it affected your core 

business?

One of my primary roles as a Healthy Life Doctor™ of Chiropractic is to 

educate. Throughout my life, I have been fortunate to have learnt from 

some of the world’s greatest in natural health care and lifestyle strategies. 

There is so much information out there, but so many people are time 

poor. Drawing on my experience and expertise, I can sift through volumes 

of information, distil the gems and make the vital, powerful essentials 

easily available for our clients to use and benefit from.

Seminars are about providing people with effective strategies and tools 

to be in a more educated place, and empowering them to take more 

responsibility for shaping their own destinies and healthier lives. I currently 

offer 12 one-hour in-house mini-seminar presentations called the Discover 

Healthier Living Presentation™ series, with more on the way. A different 

one is offered each week and the series is repeated every 12 weeks. Each 

presentation can stand alone so clients can begin at any time. There is 

no additional fee for current clients to attend, as this series affords them 

an efficient way to gain greater value from their care sessions with me. 

The goal is for them to need me less and to be able to do more for 

themselves. By helping them attain better results, they are healthier and 

happier, and in turn they refer more like-minded clients. In addition, I 

frequently tailor and present talks for businesses and other groups, both 

in Australia and overseas.

Apart from business, what else do you invest time and money in 

and why?

My family – my wife, Roselyn, and son, Joshua, who are priceless. Money 

comes and goes, and history has shown that assets increase and decrease 

in value, but family is irreplaceable, and nobody can turn the clock back 

for missed time that you should have, or could have, spent with them. 

My family inspires, motivates, nurtures and supports me.
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Continuing professional development – ongoing education about current 

(and future) health trends, scientific developments, care and management 

strategies and techniques to help me help my clients to achieve their 

health and life goals.

Personal self-development – taking care of myself so I can continue to take 

care of others, and to further enhance and develop my own wellbeing 

and life strategies.

Community – Winston Churchill said, ‘We make a living by what we get, 

but make a life by what we give’. For over 20 years, apart from financially 

supporting many causes, I have served the chiropractic profession in a 

variety of roles, including being president of the Chiropractors’ Association 

of Australia in Victoria and a media spokesperson.

Involvement and contribution – contributing and giving back are hugely 

important and rewarding, and in my view are the social responsibility of 

all, including businesses. There are so many innovative, fun and rewarding 

ways that businesses can involve themselves and contribute to others.

As health is a major issue for everyone, can you provide an 

overview of Chiropractic and share with us how you practice it?

The practice of chiropractic is over 110 years old. There are more than 

400 distinct techniques, which have developed over time and continue to 

be refined and are practiced by some 80,000 practitioners worldwide.

Chiropractic’s primary focus is the restoration, preservation and 

optimisation of the body’s master control and coordination system, 

known as the nerve system. The nerve system, including the brain, spinal 

cord and trillions of nerve cells and fibres, transmits vital messages to 

and from all parts of the body. The nerve system is vital as it not only 

regulates all normal bodily functions, it also directly affects immunity and 

the ability to heal. Additionally, the nerve system enables us to perceive 
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what is happening in our environment 

engaging all our senses (smell, taste, 

hearing, touch and sight).

Physical, chemical, emotional and mental 

stress causes nerve system interference. 

Chiropractors locate the key areas in 

the nerve system, primarily along the 

spine, where this interference (known 

as a Subluxation) has interrupted and 

influenced the function of your nerve system. The spine is similar to a 

television antenna in that its configuration influences how effectively the 

‘messages’ travel between the sender and receiver. In the body, messages are 

sent between the brain and the muscles, organs and other systems along 

a continuous two-way superhighway. Locating and changing the patterns 

of nerve system interference helps influence your nerve system patterns 

from symptoms such as pain, malfunction, disability and inefficiency, to 

patterns of relief, capability, efficiency, ease and peak performance.

Chiropractors are vitalistic primary health care and wellness practitioners 

with extensive qualifications. This means that in most jurisdictions you 

do not need a referral to consult one. I practice a gentle, sometimes called 

tonal, Chiropractic approach called, ‘Network Care’. This specific and 

effective approach efficiently alerts and engages the brain to retrain and 

effectively reprogram your nerve system patterns. It’s like upgrading the 

body’s computer hardware to increase its operating capacity.

I have the highest level of postgraduate written certification in this 

approach, having studied extensively with its developer, my dear friend, 

Dr Donald Epstein, who has also been instrumental in some of the most 

extensive research about wellness. What was discovered was that by adding 

Network Care to other healthy lifestyle practices, such as good nutrition 

or yoga for example, a person’s perception of wellness could actually 

double. This meant that you felt twice as good about your life. Consider 

man’s evolution from constantly using and being in tune with his body for 

primary survival purposes, such as ensuring food and shelter, to today’s 

 This  def in i t ion can 

be equal ly  appl ied to 

your  business  as  to 

your  health . 
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much heavier reliance on the brain and intellect. Modern-day life has 

resulted in an effective disconnection of body from mind. The result of 

this is that we are not always in tune or aware of our rhythms, patterns 

and the alerts our body naturally provides us with. We often only hear the 

most extreme calls for attention, such as severe pain or serious illness.

In line with some of the latest research, one of the goals of the care I 

provide is to reconnect the body with the mind, so that people have more 

awareness and sensitivity, are able to appropriately and effectively respond 

to their whole body’s cues and messages, and avoid crisis.

‘Wellness’ is a term that is often used a lot. What does it mean and 

why is it important?

There are many definitions of ‘wellness’. DePaul University of Chicago 

defines wellness as ‘an interactive process of becoming aware of and 

practicing healthy choices to create a more successful and balanced 

lifestyle’. The key words here are process, aware, choices, and success. DePaul 

University further describes each of these as follows:

• Process – means that you never arrive at a point where there is no 

further possibility of improving.

• Aware – means that you are by nature continuously seeking more 

information about how you can improve.

• Choices – mean that you have considered a variety of options and 

selected those that seem to be in your best interest.

• Success – is determined by you to be your personal collection of 

accomplishments for your life.

This definition can be equally applied to your business as to your 

health.

Chiropractic wellness encompasses this, and is an active process employing 

a set of values and behaviours that promote optimal health, function and 

quality of life.
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What are some of your most favourite books and why?

My favourite books constantly change, however, I would say that among 

my favourites right now are:

Healing Myths, Healing Magic by Dr Donald Epstein – as it examines 

and illustrates how we have been conditioned to unquestioningly believe 

limiting ‘myths’, which do not necessarily best serve us. The book presents 

truths and the reality that healing and living is often far simpler and 

effective than we have been conditioned to believe and accept.

The 100 Year Lifestyle by Dr Eric Plasker – this book illuminates every 

person’s potential to live long, healthy, productive and meaningful 

lives, instead of submitting to the accepted norm of a deteriorating, 

stagnant, existence from about 50 years onward. Dr Plasker also presents 

a comprehensive and wholistic guide for other necessary considerations 

to add quality years to our lives and quality life to our years.

Chicken Soup for the Chiropractic Soul by Dr Fabrizio Mancini, Jack 

Canfield and Mark Victor Hansen – is a book offering stories of inspiration 

and laughter, illustrating our amazing self-healing capacity and the body’s 

innate intelligence.

Chiropractic First by Dr Terry Rondberg – because it is a simple easy-

to-read introduction to how your body works and how you can benefit 

from Chiropractic.

After 20 years of professional service, what keeps you focused and 

motivated?

At the core of my being, I am a naturally grateful, positive and happy 

person. I believe in the principle of giving the way I wish to receive, and 

living congruently with integrity, honesty and accountability. I endeavour 

to follow the same advice for living, both professionally and personally, 

just as I recommend to my clients. I subscribe to the belief that one can 
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only sell what one already owns. A concept I was first exposed to as a 

young child at a seminar with my father, was how essential it was to have 

faith, confidence and belief in your products, services, and ideas. What 

keeps me on a purpose and motivated is just that: my faith, confidence 

and belief in what I do, and how I life.
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C O R P O R AT E  H E A LT H  F I X

Corporate Health Fix

C H R I S  M A L E S

 M y mates  of ten get  stuck into me about  this 

as  I  a lways  want  to  go and see the latest 

‘ inspirat ional ’ spor t  movie. I  guess  i t ’s  just  in 

my nature  and that  is  why I  love doing what 

I  do now.  
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P R O F I L E

C H R I S  M A L E S
Chris Males was born in Windsor, New South Wales (NSW), in 1980. 

As a kid he dreamed of playing cricket for Australia, and although 

his life took a different direction, in 2002 he played for the Australian 

Country XI against the touring New Zealand national side.

Chris went on to study sports science at university, and in his last year 

realised that there was a desperate need for health and fitness within 

the corporate marketplace – he observed that people were working 

harder and longer and were neglecting their fitness. In response, 

Chris started Pro-Fit Corporate Health, a business that brings fitness 

sessions, personal development seminars and health assessments 

into the workplace. Within a couple of months, he discovered that 

the companies he worked with were reporting fewer absentees and 

experiencing an increase in productivity and performance.

Since starting Pro-Fit Corporate Health, Chris has also introduced 

fitness BootCamps to Canberra’s general public. His BootCamps 

are now a successful business which has helped over 500 people 

get fitter and stronger. Chris also spends time presenting his ‘Live 

Remarkably’ personal development program. His humorous, candid 

and inspiring presentation style consistently helps his clients realise 

their true potential and strive for personal excellence in every aspect 

of their lives.

Outside of business, Chris loves to practise what he preaches by 

getting away from his desk for a game of golf. He also enjoys spending 

time on the NSW South Coast with his fiancée Rose.
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When did you or your family first discover that you had 

entrepreneurial talent?

I caught the entrepreneurial bug at an early age when three good mates 

and I started our own little enterprise. At a time when Canberra had 

just introduced household recycling bins, we scrounged around for a few 

dollars, bought a couple of spray-paint cans and some number stencils, 

and convinced our parents to drop us off in the more expensive suburbs. 

We offered residents the opportunity to have their house numbers painted 

onto their bins and charged about $10. After a few hours door-knocking 

we walked away with a couple of hundred dollars each. We did this for 

several weekends and bundled in extras such as car washing and driveway 

numbering. I often credit this early taste of business success as being a 

major catalyst toward starting my own company. Incidentally, my three 

great mates are also entrepreneurially-minded.

What actually inspired you to start a business in the health sector?

I have always been a health nut, and I wanted to be in charge of my own 

working hours as well as to enjoy the freedom that money can provide. 

So, a combination of all these factors stirred up the initial inspiration 

for me. In my last year of university, I realised that I wanted to start my 

own corporate health business after recognising that people were working 

longer hours, moving less, eating more rubbish and essentially getting 

a lot fatter more quickly. I knew that working hours weren’t going to 

change so I thought it would be a great idea to offer fitness sessions in 

the workplace.

There was, and still is, a massive need in the market for corporate health. 

Companies expect their staff to work longer hours and to be switched 

on for the entire day, while people often wonder why they stack on the 

weight, ruin their relationships and have poor work-life balance. Fitness is 

the answer! I really believed I could help change that culture by going into 

workplaces and breaking up the workday by providing on-site health and 

fitness solutions. Whether it was boxing in the empty boardroom or simply 
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going for a jog in the fresh air, I was sure 

that we would help create a healthier, 

happier and more vibrant culture for the 

companies we worked with.

We started by just offering the fitness 

sessions, but this led me to discover that 

most people had to lose a fair bit of weight 

‘off the mind’ before they could succeed 

at losing it off the waistline. Accordingly, 

I introduced a whole series of educational seminars and started to progress 

into the field of personal development.

In the beginning did anyone have doubts about your idea 

working? If so how did you deal with this?

I had one of my university lecturers look over a business plan I put 

together, only to have it handed back to me with red pen all over it. 

She focused solely on the problems and costs of starting up a business 

where I was focused only on the opportunity I saw in front of me. It 

made me realise that sometimes people focus on all the negatives they 

have to go through to reach a particular goal instead of focusing on the 

opportunity to succeed. I think winners more often than not will focus 

on the successful achievement of that goal and not concern themselves 

with worrying about all the hard work in-between. They just get to it!

How did your business start out and what steps did you take to 

grow it into what it is today?

When I started out I was fresh out of university with no real business 

experience, only an idea. Plenty of people suggested that I should work in 

a gym first, but I chose to trust my gut and jumped into the deep end. I 

thought that if it all failed I was well and truly young enough to recover 

any debt and go get a ‘normal’ job. When I first started I thought my 

young age would work against me, so I just called myself a ‘Senior Fitness 

 …most  people 

had to  lose  a  fa i r  b i t 

of  weight  ‘of f  the 

mind’… 
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Trainer’ and let people think that someone else ran the company. After 

a couple of years I realised that people actually respected the fact that I 

was young and had some fresh ideas on health and personal development, 

so I embraced the ‘Managing Director’ title and since then business has 

soared. Just like many successful small businesses, people enjoy meeting 

the boss and seeing them work at the ‘coalface’ every once in a while.

One of the first significant steps was to align myself with other health 

professionals that I trusted and respected. Performance psychologists, 

masseurs, occupational therapists and dieticians were just some of the sub-

contractors that I helped out at different events. Gayelene Clews, former 

sports psychologist for the Canberra Raiders and Australian Wallabies, 

was someone who I teamed up with to get the seminar programs off and 

running. Gayelene is fantastic at relating sporting examples to business 

issues, and specialises in creating strong team dynamics for sporting groups 

and businesses alike. These associations became stronger and stronger as 

business progressed and have led to the business growing from a one-

man-band to a team of health and personal development professionals.

You played cricket at a semi-elite level. How has this helped you in 

your business career?

Playing sport from an early age teaches you to get along with a variety 

of people from different walks of life. Every year you are potentially in 

a different team, with different people, that have differing views on the 

world. One day you might be playing against someone, and the next day 

you might have to play in the same team as them. You learn to adapt, get 

along and work as a unit despite individual differences. I usually find that 

people who have been involved in team sports from an early age have 

developed their people skills to an outstanding level, sometimes without 

even realising it. I’m not exactly sure, but it may simply come down to the 

fact that they have had more interactions with different people throughout 

their crucial developmental years. I also believe that sports allow people 

to develop a real sense of leadership and self-efficacy from an early age. 

This is why so many great sportspeople make it in the business world 
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after retiring. They are able to combine their sharp determination, clarity 

of focus, and high self-worth with their well-honed people skills.

How did you get your foot in the door and start working with big 

companies?

I picked up the phone and called the main decision-maker – the boss! 

I didn’t even plan what I was going to say. I have always been a man of 

action and this mind-set helps me create real momentum and gets me 

out of my comfort zone. Ultimately, it comes from having the confidence 

that what I’m selling is for the greater good of their business. I was lucky 

that once we started with one company, word of mouth spread, and it 

became a lot easier to get that foot in the door.

When selling to corporates, how do you convince them that health 

initiatives are an investment rather than an expense?

There were some pretty good statistics from the US on the return on 

investment from corporate health programs. However, because the industry 

was relatively new in Australia, especially in Canberra, it was hard to get 

more specific Australian data. The initiatives that we offered actually 

started to become something that their people, especially Generation Y, 

cried out for. This made the selling a lot easier because it would obviously 

help them to attract, retain and engage their staff.

The other benefits of implementing corporate health programs are 

that it:

• increases productivity and personal effectiveness

• reduces staff stress

• increases team morale

• reduces absenteeism

• reduces compensation claims

• improves staff loyalty.
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There is also an unquantifiable benefit of investing in your staff. That 

is, it creates a real sense of goodwill and lets your staff know that you 

truly care for them.

What advice would you give to other people who are selling to 

large companies?

First of all, you have to fit to their palette. By this I mean, talk their talk, learn 

their language, dress the way they dress and mirror their professionalism. 

Second, you have to win their respect by offering exceptional service or 

products. Last, where possible, get in front of the main decision-maker. 

This last point is the reason I joined the best golf course in Canberra 

well before I could afford it. I thought it was a great way to meet more 

CEOs and high-profile businesspeople, and it definitely turned out to be 

a different and effective way of marketing (not to mention a great way 

to finish off the working week!).

In your opinion, what are the benefits of having healthy staff?

There is an obvious link between how you feel physically and how you 

feel mentally. Healthier staff members actually save your business time 

and money, and create a culture of success. Businesses can either spend 

money reactively by curing health issues (sick care) or spend a much 

smaller amount proactively by preventing sickness, injuries and overall 

absentees. A business’s number one asset used to be their clients, but I 

think the focus has now shifted to the employees. If people aren’t happy 

at work, and don’t feel like they are being 

looked after by their employer, they will 

simply get up and leave. Unfortunately 

for business owners, these employees will 

quickly be picked up by a company that 

does appreciate them for more than just 

their work. Ultimately, it comes down to 

investing in your most vital asset – your 

people.

 K nowledge isn’t 

power, i t ’s  potent ia l 

power  just  wait ing to 

be ac ted upon. 
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What are some low-cost ways business owners can improve the 

health of their staff and, in turn, improve productivity?

It comes down to creating a healthy workplace culture that the ‘corner 

offices’ buy into. So many bosses talk to their staff about health and work-

life balance, yet do the complete opposite themselves. Often they are the 

ones that work through lunch, load up on caffeine and work back all 

night. This sends the message that ‘if you want to get to where I am you 

need to follow suit’. The most economical way of improving your staff ’s 

health is to actually invest in action. While seminars, health assessments 

and online information are great for inspiration, education and need 

analysis, it is not until you actually start the activity of getting healthier 

that you will notice a change. There are a lot of overweight people that 

know a great deal about exercise and nutrition, yet they never use that 

knowledge. Knowledge isn’t power, it’s potential power just waiting to 

be acted upon.

Our clients can choose to do sessions whenever they like, although we 

will always recommend the lunch hour because it helps raise productivity 

so much. Working out at lunch not only helps to break up the day, but 

also revitalises your thinking and releases positive endorphins into the 

bloodstream that in turn help create a productive and creative mood. It’s 

also great for team morale to be doing the workout together instead of 

visiting a gym by themselves after hours.

Some other ways to improve staff health are:

• organise an incentive program for staff to join in fitness activities

• replace afternoon coffee and cakes with healthier options such as fruit 

and juice

• hold an annual health expo with individual assessments and education 

seminars

• have a health column in your monthly newsletter

• organise teams to compete in popular fundraising events such as fun 

runs and Walk for a Cure.
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You have been the first to adopt a number of health initiatives in 

Canberra. Can you give some examples and why is it so important 

for you to stay ahead of trends?

We were the first to start up a general public BootCamp in Canberra. 

BootCamps are an outdoor fitness session aimed at the 90 per cent of 

people that don’t have gym memberships. Since starting the trend, it has 

been amazing to see how many companies or trainers have followed suit. 

This has made for a quite competitive market where the whole profile of 

BootCamps has been raised. We were the first to start but I would like 

to think that we would also be the first to move on and innovate new 

and exciting initiatives for our loyal customers. We have a great client 

base of truly committed people that have loads of fun working out with 

our various trainers, so hopefully it won’t really matter what we call the 

session as long as we make it enjoyable and results based. I have always 

been someone that would much rather innovate than follow.

Other than health initiatives, what are some of the other things 

business owners can do to get the best out of their staff?

I think people are craving fun, excitement and engagement within the 

workplace. A lot of employees feel that their workplace is devoid of any 

meaning and consequently they lose the passion for their career. Playing 

and working in sport for a large part of my life has shown me that people 

will give you their all if they’re inspired by great leadership. Great coaches, 

bosses and managers find a way to motivate their team members to do 

the little things that contribute to overall success. I think to get the best 

out of your staff you need to first understand what drives them and why 

they do what they do, then you can work out specific ways to recognise 

and reward their efforts.
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What do you look for when 

recruiting trainers and fitness 

instructors for your business?

When I am looking for new fitness staff, I 

always look for someone that ‘walks their 

talk’ and presents themselves as physically 

fit and athletic. Due to the nature of the 

work, I look for people that can inspire 

others through both communication 

and demonstration. Clients respect an instructor that can flawlessly 

demonstrate challenging exercises. I also find that the instructors that have 

grown up with a sporting background seem to have a mental library of 

exercises that they can come up with and implement on the spot, which 

always leads to a better flowing session and avoids stagnation. I also look 

for staff to be extremely caring and who will understand that a lot of 

people come to us because they are fed up with either looking or feeling 

the way they do. Even our BootCamp Instructors, despite their image, 

are all really caring people.

Push it! Push it!
Two, three, four!

tully    c 

 I  have several 

mentors, some I  pay 

for  and others  I 

don’t . 
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What do you love most about being in business?

I love the variety – designing a new brochure one day, speaking at a 

conference in front of hundreds of people the next, and running a 

corporate fitness session or BootCamp the following morning. It’s great! 

Also, in my field of work the thing you become most grateful for is seeing 

the positive changes that people can make in their lives. I get to see people 

in their best possible state – motivated, energetic and having a blast!

What is the biggest mistake you’ve ever made in business and 

what did you learn from it?

The biggest mistake I ever made was to regard mistakes as a bad thing. I 

have since realised that mistakes are opportunities for growth, reassessment 

and experience. I think good decision making comes from experience, and 

experience comes from learning from bad decision-making. I think many 

people fail to reach their full potential simply because they are afraid of 

making mistakes. Being involved in the field of personal development 

has made me realise that mistakes aren’t really mistakes if they provide 

an opportunity for learning. Just make sure you learn all you can from 

those mistakes so that you don’t make them again!

You have a number of mentors. In what ways have they helped you 

grow your business?

I have been influenced by some truly great people. I have several mentors, 

some I pay for and others I don’t. They are all fantastic as they help 

me raise my standards and continually challenge me to get out of my 

comfort zone. Whatever business you are in, I encourage you to search 

long and hard for someone that has had some success in your field and 

try as hard as you can to meet with them. Usually you will be surprised 

by how happy they are to share their experience with you. A word of 

advice: don’t just talk about their highs. I always ask my mentors, ‘What 

were your three biggest mistakes?’ as I believe that this knowledge can 

save me years of time.
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I also have several people in my life that I enjoy catching up with for a 

monthly think tank. I respect these people immensely and enjoy their 

feedback and comments, it’s great to sometimes get an outsider’s view of 

how your business is going. Someone once told me that in five years’ time 

your life will be shaped by the books you read and the people you have 

coffee (or juice!) with. Likewise, I have also heard that if you lay down 

with dogs, you come up with fleas. I believe in both of these statements 

and strongly encourage every reader, not just small business owners, to 

seek out a group of peers that will raise your life standards and help you 

pursue personal excellence.

My father is also a great mentor of mine. For him to have achieved all that 

he has without even graduating from school is a great source of inspiration 

to me. Both of my parents have always supported me wholeheartedly, 

whether it be playing cricket as a kid or playing business as an adult. I 

always remember Dad saying that there were only three rules in sport and 

I think they actually apply to most things in life – never give up, never 

give up, and never give up.

How can people decide what type of business to get involved in?

First, I think you need to work out what you do best and where your 

passion lies. I remember sitting down in my late teens and having a good 

think about what I wanted to do. I was always passionate about sport and 

health so it just made sense to get into that field. Second, I believe it is 

important to think about what skills you have and what skills you will 

need to operate a successful business. If you’re not the most confident 

person, then perhaps a public speaking business is not for you. In short, 

ask yourself what you are good at and what you enjoy doing, and how 

these two factors can be combined in a business that you enjoy!
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What do you think holds people back from becoming successful 

in business?

The same things that prevent people from becoming successful in 

relationships, sports or anything else. I think it is the fear of failure and 

the failure to trust your gut instinct and give something a really good go. 

I have never been one to wonder because I would rather have a crack at 

it. Some people call this gutsy but I see it as pure common sense – life is 

too short to not have a crack at it. I think it’s disappointing when people 

don’t use their talents because they are scared.

What are your top tips for developing a great small business?

• Have a great product – first and foremost you need to have something 

that other people want to buy. Fancy marketing will lead to nothing 

if your product is ordinary.

• Be passionate about it – passion is the thing that clients have an innate 

sense for. In my industry passion is critical. Our clients can see the 

joy it brings me and the other trainers when we help them achieve 

success.

• Invest in a business coach/mentor (and as many as you like) – I have been 

extremely blessed to have met some fantastic mentors in the first few 

years of my business journey. I have deliberately used mentors from 

both within and outside the health 

industry, as you gain some great ideas 

from both.

• Begin with the end in mind and focus on 

what you want the business to become 

– even when I started the business I 

would constantly refer to the business 

as ‘we’. I always envisioned it being 

bigger than just me (friends must have 

 …I  quick ly 

real ised that  my 

strengths  lay  in 

only  a  couple  of 

areas… 
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thought I was going a little mad and had split personalities!). One of 

the things that I teach is that we gravitate toward our thoughts, and 

this was definitely the case for me. Thinking ‘we’ rather than ‘I’ led 

me to quickly go out and find some great personnel.

• Don’t try to do it all yourself – when I first started I was running the 

fitness sessions, giving all the seminars, designing all the materials, 

making all the calls, doing the accounts, and then spending whatever 

little time I had left planning for the future and trying to win new 

business. I quickly realised that my strengths lay in only a couple of 

areas and that I needed to invest in some quality help. This has helped 

me focus on what I do best.

• Innovate rather than follow – be a leader in the market and try to find 

a real point of difference that separates you from your competition 

– even if it’s just adding more value or more personalised service. I 

always know that my business is going well if my competition starts 

following what we do.

Is there a significant quote or saying which you live your life by?

Call me a sucker if you want, but I’m the type of person that is easily 

inspired by a great quote or a scene in a movie. My mates often get stuck 

into me about this as I always want to go and see the latest ‘inspirational’ 

sport movie. I guess it’s just in my nature and that is why I love doing 

what I do now.

While studying at university, I had a ‘No Fear’ poster on my wall of US 

surfer, Taylor Knox, riding down a 50-foot wave. It read: ‘What if your 

fears and dreams existed in the same place? What if to get to heaven you 

had to brave hell? What if everything you ever wanted costs everything 

you ever achieved . . . Would you still go there?’ Even reading it now still 

gets me pumped!
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There is also a great line in a country song by Leanne Womack that says: 

‘When you get the chance to sit it out or dance . . . I hope you dance’. This 

line is one I continually run through my head when I am confronted with 

a challenge or an opportunity that unsettles me. Nobody ever achieved 

much by just sitting around on the couch watching television. You never 

know where you’ll end up if you simply give it a try!

Over the next 10-20 years, what do you see as the major 

opportunities in business?

I think the general public are a lot more aware of the power of marketing, 

advertising and overall branding these days, and I think this will lead to 

a very discerning market where buyers are looking for great experiences 

rather than simple transactions. I think for businesses to flourish in the 

next decade or two they will need to really do business with the heart 

and show the client/buyer that they really care. This has always been 

something that small business operators have excelled at because we are 

usually quite close to the point of the sale (we either run the shop/session 

or are checking in regularly). On the other hand, big businesses can 

sometimes come across as impersonal as the salespeople are not usually 

concerned about making the type of impression that will ultimately lead 

to repeat business. So, the opportunity for small businesses is to really 

treat each client to a fantastic experience, with value adds, follow ups and 

by generally doing business with the heart.

You now do a lot of public speaking. What are some of the key 

messages that you talk about in your presentations?

I have two main keynote seminars that I often present at conferences or 

development days.

Caveman Ways for New Age Days – this seminar unpacks a lot of practical 

ways for people to start living a life of health and vitality. The basic 

concept is that if we eat, sleep and exercise the way we were designed 
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to, like the ‘caveman’, then we can take 

a lot more control over our own health. 

After all, you never see fat cavemen in 

history books do you? So many simple, 

yet critical tips on healthy living get lost 

in the loads of health literature available 

at the moment. I heard the other day that 

there are over 30 new diets coming out 

every month. In this seminar I make it 

very easy for attendees to avoid the myths 

and common traps of the sometimes esoteric health industry, and to 

simply apply common sense healthy strategies that make a difference.

Live Remarkably – this personal and professional development program 

is quickly becoming my signature event. It involves three parts:

• Feel Remarkable – this seminar started as a spin off from the successful 

‘Caveman Ways for New Age Days’ keynote. I found that people were 

craving more information on how to keep the health game as simple 

as possible, so I developed the ‘Feel Remarkable’ seminar that focuses 

mainly on fitness, nutrition, and energy, but also on the power of 

giving and helping others. I think giving, whether it be listening to a 

friend in need, pulling over to help a broken down car, or buying a 

sandwich for the homeless guy down the street, is one of the quickest 

ways to make yourself feel remarkable. The only thing that I ask in 

return is that that person will one day stop and help someone else. 

Next time the opportunity presents itself, try it and see for yourself!

• Think Remarkable – I am so grateful that in my life I have met some 

extraordinary minds – people that have set themselves up for success 

by simply thinking at a different level to most. From an early age and 

until this day, I have soaked up all I possibly can about the science of 

success conditioning. I was lucky that throughout my cricket career 

we would often have performance psychologists come in and explain 

the science behind positive thinking and visualisation. In this seminar 

 You never  k now 

where you’ l l  end up i f 

you s imply  give i t 

a  t r y !  
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I reveal my personal strategies for success and how best to implement 

them into your life.

• Lead Remarkable – in my opinion, we can’t really lead anyone 

successfully until we have worked on ourselves first. This is why our 

leadership seminar comes last. We discuss the secrets of influence 

and the crucial elements to becoming a remarkable leader of your 

organisation, team, family, or more importantly, yourself. The essence 

of great leadership comes back to living a congruent lifestyle where 

you lead by actions rather than empty statements.

All these programs consist of live seminars, online learning and sometimes 

one-to-one executive coaching and goal-setting sessions to help a company’s 

staff to realise where it is they want to go and how best to get there.
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Chris Males has kindly offered a FREE BONUS GIFT valued at $25.00 to all 

readers of this book…

Feel Remarkable Audio – As the owner of one of Australia’s fastest-growing 

corporate health businesses, Chris has seen first-hand the impact of poor health 

and the effects it has on morale, productivity, and ultimately the profitability of 

a business. Understanding that people are, and always will be, your company’s 

greatest asset, this audio recording in MP3 format reveals the secrets to 

increasing energy levels and everyone’s overall health.

Simply visit the private web page below and follow the directions to download 

direct to your Notebook or PC.

www.SecretsExposed.com.au/small-business-owners

D FREE BONUS GIFT
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A Bigger Life

G E O R G E 
B A K R N C H E V

 Last  year  I  took over  220 days  of f. I  don’t  work 

Fr idays, nor  do I  work  on publ ic  or  school 

hol idays. On my days  of f  I  don’t  answer  business 

cal ls  or  do anything business-re lated, I  don’t  even 

read the business  sec t ion of  the newspaper !  
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P R O F I L E

G E O R G E 
B A K R N C H E V

George Bakrnchev was born in Melbourne, Victoria, in 1966 to European 

immigrant parents. He is the only ‘hearing’ child in his family, with both 

of his sisters being deaf. Although George didn’t speak English on his 

first day of school, by the age of five he knew three languages and 

was constantly in trouble for talking too much.

At age 13, after working in a petrol station for four weeks, George was 

left alone to manage it. He provided good old-fashioned driveway 

service and as a result business boomed. It was at this point that he 

realised business was for him.

While studying for his Bachelor of Behavioural Science, George realised 

that he wasn’t passionate about becoming a clinical psychologist, so 

with a small business background, he became a business psychology 

specialist instead. Being more interested in ‘practice’ than ‘theory’, 

George’s first business venture at age 20 took his father’s business 

from $600,000 to over $3 million in sales in less than 18 months.

At age 22 George married the love of his life Dee, and promised her 

a big life. The next five years were anything but. The couple had three 

kids within three years, a seven-day-a-week menswear business, a 

fierce competitor and a diving economy to deal with.

Over the folowing five years, George created the Red/Yellow/Green 

Day™ system and a business success formula called 24-170™. 

George’s system allows him to take more than 200 days off per year, 

work a maximum of 24 hours during the week, and live in a mini-

resort on the Sunshine Coast, Queensland. At this stage of his life, he 

and his wife are happy spending time in their little paradise enjoying 

their three teenagers.
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When did you first discover you had entrepreneurial talent?

At age 13, I convinced a petrol station owner that he should employ me 

on weekends. Four weeks later I was left to run the whole place on my 

own, with customers driving past two other petrol stations just to be 

served by me. It was great fun until I realised I was being underpaid. I 

asked the owner for back pay and he agreed, as long as I handed in my 

resignation at the same time. It all happened in a flash – just as quickly 

as I got the job, I was thrown out of it. Despite this unfair treatment I 

knew I had the passion and skills to eventually run my own business. So 

I knew then that small business was for me!

What was your very first business venture and what did you learn?

After I completed my Bachelor of Behavioural Science (majoring in 

human applied psychology), I didn’t know what to do. I was no longer 

interested in becoming a sports psychologist and after working as a 

voluntary Lifeline counsellor, I realised that I didn’t want to be a clinical 

psychologist either. I was feeling a bit lost – all this study and nowhere 

to go! To kill some time I offered my services to my father, who had his 

own building company (he left a great paying job to buy into ‘The Big 

Lie’). I didn’t like to work for other people, so I offered him a partnership 

deal, and he agreed.

Is it true that you sacked your father from his own business?

Although working with my father was my first business venture, I knew 

what he was doing wasn’t right. He worked crazy hours – up at 5am, 

onsite until 8pm, and then paperwork and trades organisation until 

11pm – there was no way I was going to do the same! So the first thing 

I did was give him the ‘red card’ – I gave him the sack! However, I then 

re-employed him. Yes, it was his business, and he was my father, but I 

didn’t want to see him working those hours any longer.
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We hired an office manager to do the 

paperwork and I focused on organising 

the trades, the designs and fit out, while 

my father did the rest. I threw out his 

‘builder’s clothes’ and told him to wear 

neat casual clothes onsite; I also sold 

his work vehicle and got him to drive 

his jaguar around instead, plus we only 

worked Monday to Friday. I then took 

my father around to look at prestigious 

houses that were selling for over a million 

dollars. We worked out the land cost, the building costs and then tracked 

the sale price for each home we inspected – we learnt that Dad’s competitors 

were making more than $200,000 profit on each home sold.

The truth was my dad was too busy working to make any real money; 

he simply was unaware of what was possible. However, once we made 

ourselves aware, we went out and found a large piece of land, demolished 

the house that was on it, and designed three uniquely-themed homes that 

sold for record prices. Within 18 months, the business went from sales 

of $600,000 to over $3 million – and this was after my father cut back 

on his working hours.

Can you tell us about your menswear boutique store?

After the experience with my father, at the age of 22 and with no prior retail 

experience, I bought an established menswear boutique in Melbourne. I 

kept the same store manager, although 80 per cent of the stock that was 

included in the sale turned out to be old and outdated (dead stock). At 

the same time I married my soul mate, Dee, and we had our first child 

on the way.

Soon after purchasing the store, I called in a retail expert who told me it 

would be a miracle for the business to survive. Such positive news was 

followed by the opening of a new menswear store a few doors down and 

 Within  18 months, 

the business  went 

f rom sales  of 

$600,000 to  over 

$3 mi l l ion… 
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then the resignation of my store manager (who left to work in the new 

menswear store). The store was now open seven days and I was working 

70-plus hours per week; my suppliers were now supplying the same brands 

to the store down the road and store thefts became a major issue. I had a 

cheque for $5,000 bounce, and then a bank cheque for $2,500 (at a time 

when our average sale was $150). Several ‘smash-and-grab’ attempts sent 

our insurance premiums soaring and our sales started to decline; and 

these were only some of our problems.

Eventually things started to turn around for us, however, we had to lose 

over $120,000 worth of stock in a major robbery before we reached that 

point. Soon after the robbery and the birth of my third child, I called 

in help from my father and uncle to renovate the now empty shop. We 

employed a store manager, created an image consultancy service (in order 

to stand out from other stores), and taught this service to our manager; 

our average sale went from $150 to $1,500 and we generated great word-

of-mouth exposure. I created more systems to leverage Dee and myself 

out of the daily operation of the business in an effort to regain our life. 

Our turnaround success caught the eye of business leaders and public 

speakers who started to talk about the House of Oxford ‘experience’. This 

led to businesspeople asking me to help improve their businesses, which 

then led to me opening up a business consultancy service.

House of Oxford was run under full management and I realised that with 

my psychology and real-life business experience I had a system for success, 

no matter what type of business I was consulting to. Red Day Coaching™ 

is a direct result of my real-world psychology and business experience.

What do you love most about being in business?

Business for me is not a commercial venture, it’s a human venture. It’s 

people dealing with people. A business reflects how a business owner feels 

and what they know and don’t know. If the business owner is stressed, 

the business will be stressed; if the business owner is fresh, the business 

will look and feel fresh. If the business owner is poor at managing money, 

Bh1287M-PressProofs.indb   143Bh1287M-PressProofs.indb   143 5/2/07   6:48:17 PM5/2/07   6:48:17 PM



G E O R G E  B A K R N C H E V1 4 4

the business will be poor at managing money – a business is a direct 

reflection of the people that run it.

The most exciting thing about being in business is the ability to be a 

magician, the ability to create something out of nothing. It’s the magic 

of having a thought one moment and a product or service the next. It’s 

this magic that makes me love business so much.

Why did you decide to start your present business, Red Day 

Coaching™?

The problem is not that businesses fail – it’s that they persist; they persist 

with two things, low profits and high stress, and have bought into what 

I refer to as ‘The Big Lie’.

As a business psychology specialist, I’m often in a room (or most likely a 

café) sitting opposite a very stressed-out couple who have invested their 

life savings and their house in a business that is simply not working. For 

many years, my job was to turn that situation around. Behind closed doors 

my ‘business-patients’ would reveal to me what was working for them and, 

more importantly, what wasn’t working for them; they’d share with me 

their greatest strengths and their greatest fears. Over time I discovered a 

theme that was common with all of my business patients – they had all 

bought into ‘The Big Lie!’

‘The Big Lie’ is the myth that owning a business and doing it alone will 

provide you with access to ‘The Big Life’, when in reality it’s returning 

low profits and inducing high stress. My job was to show them how to 

change that situation – and fast! In this process of change, I gave my 

business patients a three-colour day system to work by and four key 

goals that would help them for the rest of their lives. The colour red 

was the most significant colour, which is why I named my business Red 

Day Coaching™ – it now includes an ever-increasing number of Red 

Day Partners (franchisees). Within 12 months, my business patients were 

enjoying a business that worked, plus a lifestyle to enjoy along with it.
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In Australia alone there are over one million small businesses. Most of 

them have bought into ‘The Big Lie’ and most of them need to get on-

track really fast. Knowing this, I suddenly realised that I had found my 

purpose in life: to help business owners turn ‘The Big Lie’ of being in 

business into ‘The Big Life’ they deserved.

What were some of the early steps you took to get your business 

moving?

Having identified my reasons for starting the business, I then went 

about setting it up. To achieve this, I had to hire a CEO – a captain for 

our newly-created ship, someone whom I could click with and trust 

instantly. We found the perfect candidate, Brad Scott, and although we 

had uncanny similarities, we also had differences that would prove vital 

in us moving forward. We then needed to identify highly-skilled and 

passionate individuals who would become our specialist Red Day Partners. 

We hired a conference room after sending an email to all of my existing 

clients letting them know of our new purpose and that we were looking 

for help. I was expecting only a handful of responses – but the room 

was packed! Brad and I spoke about Red Day Coaching and the type of 

people we were looking for. I made the offer for prospective Red Day 

Partners to join us and within three minutes we had more applicants 

than we could handle for the region. We now had the proof we needed 

that what we were doing really worked!

Tell us about the unique system of 

Red, Yellow and Green days. Why did 

you come up with the concept?

My wife, Dee, and I owned a menswear 

boutique called House of Oxford, in a 

bay-side suburb of Melbourne. We were 

open seven days a week and I was there 

every day – Monday to Sunday. Even 

though we had three kids, our only break 

 …true business 

owners  are  not  paid 

for  their  t ime but  for 

the results  they 

produce. 

Bh1287M-PressProofs.indb   145Bh1287M-PressProofs.indb   145 5/2/07   6:48:17 PM5/2/07   6:48:17 PM



G E O R G E  B A K R N C H E V1 4 6

was a two-week trip to Seaworld Nara Resort in Queensland. I had never 

questioned the Monday to Sunday working week until I saw myself in a 

home video filmed at Sea World. It suddenly dawned on me that I wasn’t 

really having a break as I was still worrying about the business, wondering 

how it was going or not going; I was still ringing in every day and my 

mobile was always on, just in case. I never really rested because I thought 

I had to be there in order to get ahead – it was all a big lie.

The Monday to Sunday working week was the problem. I have since come 

to the conclusion that this system was not set up for business owners. 

Yes, it was okay for employees who were paid for their time, however, 

true business owners are not paid for their time but for the results they 

produce. So I threw out the Monday to Sunday system and I created a 

results-based system called Red/Yellow/Green Days.

• Red Days™ – were days designed to figure out what work had to be 

done in order to achieve our goals (how to increase sales and decrease 

expenses). These days are the most crucial days for a business owner.

• Yellow Days™ – were days where I would actually do the work (serve 

customers, buy stock and other similar activities).

• Green Days™ – were days where I wouldn’t do any business-related work. 

It could be any day of the week, be it a Sunday or a Wednesday.

Whereas in the past I owned a Yellow Day business with no Green Days, 

today I have a Red Day business with many Green Days, and I wouldn’t 

have it any other way.

Can you explain what 24-170™ means and how it uniquely grows 

a business?

24-170™ is a set of four standards which serve as a compass. That is, the 

goal is not so much to achieve them, but to work and restructure your 

life so that you get closer to them – away from ‘The Big Lie’ and closer 

to a bigger life.
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The 24-170 formula for a bigger life is:

1. Work a maximum of 24 hours per week (Red Days and Yellow 

Days).

2. Take a minimum of 170 days off per year (Green Days).

3. Have increasing yearly profits.

4. Have no desk or office.

The formula is very simple and the results have been stunning. Whenever 

I suggest the 24-170 system to my business patients they always look at 

me as if I’m from another planet (although they are curiously attracted 

to the idea). I believe that if you can’t work 24-170 today as a business 

owner and thrive, then you have a job and not a business; and what’s 

worse, it’s the type of job you can’t leave because it’s all based around 

you. If this is the case then you have two options:

1. Stop calling your work a business – it’s a job and you’re it. So keep 

doing what you’re doing, but don’t complain about the lack of time 

off, or about your income, or why no one will buy your business, 

because it’s a job.

OR

2. Create a 24-170 business. This means hiring other people to do 

what you’re not unique at. For example, if you’re an electrician get 

a receptionist to answer your enquiries and make bookings for you; 

you’re too busy doing the work and no one really wants to talk to 

an electrician who is in the roof or in the process of hooking up a 

circuit board. And I know it works because our Red Day Coaching 

system helped an electrician do just that; he went from having a 

single van to seven in less than three years and a lifestyle to enjoy it.
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24-170 is something that you teach, 

but is it also something that you do 

personally?

I live my life around 24-170. Without it 

I fall down; I get tired, lose confidence, 

waste time, overreact to things and make 

poor decisions. Last year I took over 220 

days off. I don’t work Fridays, nor do 

I work on public or school holidays (I 

have three teenagers). On my days off I 

don’t answer business calls or do anything business-related, I don’t even 

read the business section of the newspaper! I work four days a week, 

averaging about six hours of highly-focused and highly-effective work 

each day. 24-170 reminds me that I’m in business to create a bigger life, 

not to take away the one I have.

You say that ‘most people are simply unaware of what’s possible’. 

Can you expand on that idea?

Over time I discovered that all of my business patients were simply 

unaware of what was possible. However, when they became aware they 

started to attract the results they wanted. Why? Because there’s a section 

at the base of our brains that filters out information that is irrelevant to 

our daily survival. We attract things when we tell this part of the brain 

(or more accurately, make it aware) of what we want. I call it ‘The Yellow 

Car’ effect. For example, picture a car you want to buy – now picture 

it in yellow. Over the next seven days you will start to see yellow cars 

everywhere, simply because your brain thinks you need the yellow car 

for survival (your brain doesn’t know the difference between a need and 

a want so as far as your brain is concerned, you need that yellow car for 

your survival). There were just as many yellow cars on the road before 

you made yourself aware of what you wanted. However, the difference 

is that you are now aware of what you need in order to survive. This 

 T ime is  a  weird 

t ype of  asset  because 

i t ’s  the only  asset 

that  cannot  be 

managed. 
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concept forms the foundations for my specific goal-setting awareness 

system – it works like magic!

Do you believe that time management is a myth?

Based on my experience, I have found that once an employee leaves a 

full-time job and opens up a business, they no longer get upset about 

working longer hours, starting really early, staying back really late, or even 

working over Saturdays and Sundays.

I noticed that once my business patients’ time became irrelevant, so did 

they. And in the process they devalued their greatest asset – time! Time is 

a weird type of asset because it’s the only asset that cannot be managed. 

I can’t make more of it, I can’t stop it, I can’t make it go faster, I can’t 

slow it down. For years I was trying to manage my time, until I realised 

that it was an impossible task. Look at your watch, try and make the 

time go faster, slow it down, stop it if you can – you can’t. You can’t 

manage time!

The only thing I can do with my time is manage the type of activity I 

do within it. We all have 24 hours a day up our sleeves. What determines 

our success is the type of activity we do within those 24 hours.

What role do systems play in the creation of leverage?

Systems free people! Everything I did in my first business ensured that 

I would never free myself. I became the business and all of the systems 

for how to run that business were in my head. However, once I realised 

that I did have systems for everything I did (and that they were in my 

head), all I needed to do was write them out and teach them to someone 

else. A huge part of Red Day Coaching is based around freeing up the 

business owners, and creating systems is an important part of that. Once 

I documented what I did, I freed myself to work on higher level activities 

(Red Day work) that would make a huge impact on my income and my 

lifestyle.
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Tip: the best people to create systems are those who are doing the actual 

work. If you open up your business every morning, then you should be 

the one who explains how to do it.

What is the biggest mistake you’ve ever made in business and 

what did you learn from it?

Not knowing when to stop riding a dead horse was my biggest mistake. 

I should have sold out of my first business when I lost my passion for it. 

It cost me a lot of time, a lot of relationships, and future income.

What does your current business, Red Day Coaching™ do? Where 

do you see your business in the next three to five years?

Red Day Coaching provides coaches that can be used as external business 

partners. They work with the small business owner(s) and their employees 

to restructure the way business gets done so that everyone within the 

business can create a bigger life. A bigger life can mean having more 

things or giving away more things. For most small business owners the 

small picture stuff has become their big picture and it’s draining them.

A specialist Red Day Coach has the skill to move them out of the small 

picture into a new big picture. The challenge lies in the fact that most 

business owners are ‘right-brainers’. They usually use the right-side of 

their brain and therefore have no trouble seeing the big picture but are 

lousy at implementing it. They start many projects and rarely implement 

any (‘left-brainers’ on the other hand are great implementers, but cannot 

imagine). To help my business patients restructure themselves, I designed 

a special and unique system called the Red Day Book™. It’s a system to 

help business owners and their employees implement and manage all of 

their personal and business projects, and it has become their life book.

My vision is to take Red Day Coaching to the rest of the world over the 

next five years. Therefore, we are looking out for passionate people who 

have the skills to become specialist Red Day Partners with us. We want 

Bh1287M08-Text.indd   150Bh1287M08-Text.indd   150 12/2/07   12:35:32 PM12/2/07   12:35:32 PM



A  B I G G E R  L I F E 1 5 1

the whole world to have Red/Yellow/Green Days instead of Mondays 

to Sundays; we want business owners working closer to 24-170, so that 

everyone can turn ‘The Big Lie’ into ‘The Big Life’.

Can you share one or two success stories from the thousands of 

people you have helped over the years?

I’ll share with you two business patient cases, both extremely different 

businesses. Due to the success of what Red Day Coaching taught them, 

they both ended up becoming Red Day Coaches.

Business patient #1: The Removalist   – Wayne came from a corporate 

management environment in one of New Zealand’s largest courier 

companies. When he moved his whole family to Australia, he decided to 

start a removalist business, so he bought a truck, offered low rates to get 

the business started, got busy, and threw his lifestyle out the door.

When I first met with Wayne he was burning out fast. He was working 

very long hours, had taken on all of the usual risks of being in business 

and wasn’t earning enough to make it all worth it – he had bought into 

‘The Big Lie’. So I covered with him my strategies for creating a business 

that works, while simultaneously maintaining a desirable lifestyle that 

he could enjoy. Within an 18-month period, Wayne sacked himself from 

Yellow Day work; his wife took over the logistics and operations in 

the office, he increased his prices and instigated the ‘no-singlet’ policy. 

Since then, the business has begun to operate under full management 

without Wayne, leaving him with soaring profits, less working hours, and 

increased family time. His quality of life 

was restored.

Business patient # 2: The Lawyer – Pippa is 

a highly-experienced and respected family 

lawyer. When I first met her she was 

renting her premises and had employed 

a lot of staff, as her practice was extremely 

 I  should have sold 

out  of  my f i rst 

business  when I  lost 

my pass ion for  i t . 

Bh1287M-PressProofs.indb   151Bh1287M-PressProofs.indb   151 5/2/07   6:48:18 PM5/2/07   6:48:18 PM



G E O R G E  B A K R N C H E V1 5 2

busy. However, with her many clients came lots of stress, and having a 

very generous nature she was burning out. Pippa came to me to get her 

life back.

The first thing I told Pippa to do was to get rid of your 100-year-old 

lawyers’ desk (this was a big deal because lawyers are very attached to 

their desks for some reason). In a symbolic sense, this was Pippa sacking 

herself. Over the next twelve months, she built strategic relationships to 

build passive income; dropped the Monday to Sunday system for Red/

Yellow/Green Days; learnt to monitor her profits and not her turnover; 

created systems for people to manage; aimed for strategic progress and 

not perfection; invested in over a million dollars of real estate (she now 

owns her office); invested in more effective legal talent; stopped managing 

her time and started managing her activities instead; increased her Green 

Days by 500 per cent; and hired a personal trainer.

Pippa became my first Red Day Coach and is now changing the lives of 

other lawyers and professionals who want to create a bigger life.

When you are not working, what do you like to do with your 

free time?

I have a growing interest in movies and music making (probably because 

I’m hopeless at both). I am probably the only person you will meet who 

actually failed primary school music, so it’s been fascinating for me to be 

able to compose music with the fancy computer software that is around. 

Living by my business principles has allowed my family and me to reside 

in one of the most beautiful parts of the world, the Sunshine Coast. We 

live on a prime ten-acre property. The property is like a mini resort, 

with its own 20 metre resort pool, floodlit mod-grass tennis court, and 

a ten-bedroom 900 square metre home. Needless to say we have lots of 

visitors and frequently have up to ten kids sleeping over. At this stage of 

my life I am happy spending time in our little paradise, enjoying and 

supporting our three kids in realising their talents.
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George enjoying an afternoon of tennis with company CEO, Brad Scott.

Your philosophy is that business should give you a life and not 

take it away. Can you expand on this idea?

Why would an employee in their right mind want to give up working a 

38-hour week, four weeks of paid holidays, a retirement superfund, no 

business debts or leases, in exchange for one of the riskiest ventures on 

the planet, to own a small business?

In my career I have heard some of the noblest reasons for going into 

business – to make a better world or to help people or for more security 

– all great reasons or excuses, but none of them giving true fulfilment. 

The truth is, you should only go into business for one reason – a bigger 

life! Unfortunately, the reality is that most business owners don’t end up 

with a big life, they end up with less, simply because they have convinced 

themselves that owning a small business will one day get them that life.

What I have seen is that most business owners create a business that 

takes their life away from them. They work crazy hours (which no sane 

employee would do); they pay everyone around them before they get 

paid; they pay people to stress them out (for example, bad employees); 

they skip meals, skip their kids, skip their spouse, skip their friends, and 

skip their health until it all comes crashing down in a heap. You don’t 

go into business to lose your money, your sanity, to have less time and 
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control. It doesn’t start that way, it just 

ends that way for most business owners. 

The problem is that we go into business 

believing we have 168 hours a week up 

our sleeves; we go into business with 

highly successful people claiming you 

have to work hard, really hard, to get 

ahead (ahead of what?). This might be 

true for them, but what happened along 

that path? To their kids? Spouse? Health? 

Sanity?

A bigger life doesn’t only mean a bigger bank balance. A bigger life means 

a bigger balance in all areas of life. If you set the intention from day one 

that your business is there to provide you with a bigger life, and through 

that bigger life you will have the energy and the passion to help everyone 

around you create a bigger life as well, then you will truly make it in the 

world of business.

 I  have seen is  that 

most  business  owners 

create  a  business  that 

tak es  their  l i fe  away 

f rom them. 

George Bakrnchev has kindly offered a FREE BONUS GIFT valued at $35.00 

to all readers of this book…

The Big Lie – As the founder of Red Day Coaching™ George has worked with 

hundreds of business owners and knows all too well the challenges they face. 

In this special pre-release transcript of a film presentation titled, The Big Life, 

George takes you behind the scenes and into the lives of the ‘business patients’ 

his company works with. Through stories and examples you’ll discover how 

they left ‘The Big Lie’ and embraced ‘The Big Life’.

Simply visit the private web page below and follow the directions to download 

direct to your Notebook or PC.

www.SecretsExposed.com.au/small-business-owners

D FREE BONUS GIFT
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Importance of Systems

 T O N Y  S T E V E N

 When t imes get  di f f icult , I  mak e a  decis ion to 

tak e i t  on the chin , get  down and work  hard. I 

a lso  have a  dream of  pass ing my business  onto 

my fami ly  and this  dr ives  me through those 

t imes when a l l  I  want  to  do is  g ive  up.  

Bh1287M-PressProofs.indb   155Bh1287M-PressProofs.indb   155 5/2/07   6:48:18 PM5/2/07   6:48:18 PM



P R O F I L E

T O N Y  S T E V E N
Tony Steven was born in Hobart, Tasmania, and educated at Brisbane 

Grammar and Taroona High (now known as Princess Mary Grammar), 

before continuing his studies at Hobart Matriculation College. After 

completing TAFE, he was rewarded with a Diploma of Business 

Management, which he used to gain employment in hospitality 

management and the airline industry.

Years later he went back to TAFE and gained a Diploma of Business 

Management. During this time he took on the role of State Director of 

the Liberal Party in Tasmania and then Executive Director of the Retail 

Traders Association of Tasmania. He also managed and redeveloped a 

health and fitness club as well. Through these ventures Tony gained 

invaluable experience in association management, the not-for-profit 

sector and small business. Using this experience and knowledge, Tony 

went on to start his own association management company called, 

Association Offices Pty Ltd.

As managing director of Association Offices, Tony is also the CEO for 

the Council of Small Business Organisations of Australia Ltd (COSBOA) 

and is regularly in touch with the Federal Government speaking on 

a range of matters that concern small business owners. He is chair of 

Small Enterprise Telecommunications Centre (SETEL); a member of the 

Business Regulation Advisory Group with treasury; a member of the 

ASIC Business Advisory Group; and for the last two years has been 

a keynote speaker at the National Small Business Summit which he 

manages on behalf of COSBOA.

Tony is constantly representing Australian small business owners 

on issues such as business education, industrial relations reform, 

government relations with small business, training, compliance and 

national standards.

Tony still resides in Hobart with his wife, Helen, and four children.
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You had a promising career in politics. Why did you choose to 

move into business?

Two reasons. First, I always thought that I would be more suited to politics 

if I had a small business behind me. I believed that it would enable me 

to be self-reliant and avoid the lack of job security that was associated 

with a life in politics. Second, I have a passionate love for Tasmania and 

its people. I have lived on our ‘North Island’ (the mainland as others call 

it) many times over the years but I wanted to raise my family at home. 

Unfortunately opportunities for me in Tasmanian political scene are few 

and far between due to an overly small parliament and the nature of 

the vote.

Having moved into the type of business I have, I still live a life that involves 

politics. My major client is the Council of Small Business Organisations of 

Australia and its role is to lobby the federal parliament on small business 

issues. Having assumed the role of CEO, I am living a life in politics now 

anyway – the best of both worlds I guess. This also suits my big-picture 

way of looking at things and allows me to be involved at the highest level 

of government, which I enjoy.

Why did you decide to start your present business?

After ending my time as state director of the Liberal Party in Tasmania 

in 1997, I landed a job managing and then relocating a gym for a year. 

However, I began heading in a different direction after I was asked a simple 

question by my wife, ‘What are you good at, what do you like doing?’ My 

answer was, ‘associations’. I love joining things – Rotary, the volunteer 

fire brigade, Toastmasters, and sporting clubs – anything that requires 

members! So if building a business means you have to be passionate 

about what you do, then association management was for me.

I started working part-time with the Retail Traders Association of Tasmania 

in 1998, and spent the rest of the week running the Hairdressing Federation 

of Tasmania. It wasn’t long before the company was looking after fourteen 
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associations in Hobart, Canberra and 

now in Melbourne. I must admit that 

although I had clear intentions and wrote 

a comprehensive business plan, I was still 

amazed as it became a reality.

Can you explain exactly how your 

business works?

Association Offices Pty Ltd is an 

association management company. We 

not only provide serviced offices, but can also act as the association 

staff, where our client managers can become the executive officer of our 

clients association. This means that smaller associations can contract 

us to become their office, thus relieving them of the responsibility of 

employing staff, purchasing equipment and renting office space. It works 

well and the biggest benefit is that we take the best procedures from each 

and apply them to all our clients. It also enables our clients to share costs 

such as staff, rent and equipment. We have meeting rooms, the latest 

office facilities, and expertise that may not be available to associations 

when they operate alone. We have offices in Canberra and Hobart, and 

we are currently setting one up in Melbourne. Our team is a mixture of 

employees, contractors and partners.

In the beginning, what were some skills you were lacking and 

what did you do about it?

Everything! In fact, during the 1990s I went back to school and finished 

a Diploma in Business Management. Without that further education 

I would not have been able to achieve what I have today. These days 

the level of business knowledge required to run a successful business 

is staggering. So many small business owners work in their businesses 

and end up with the equivalent of a job; the key is to work yourself out 

of the job. With my company I am by no means at that point, but my 

 Without  that 

fur ther  educat ion I 

would not  have been 

able  to  achieve what 

I  have today… 
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current focus is building the procedures and setting the right culture for 

me to achieve that goal.

Who are the mentors that have inspired you? What important 

lessons did you learn from them?

The two main people I have taken inspiration from have been my father, 

Barney Steven, and Prime Minister Howard. The reason for choosing 

them is ‘tenacity’. I have learnt from the examples set by both of them 

– never ever give up! My dad built a career in tourism rising very quickly 

to the top of Avis Rent A Car in the 1960s and seventies. Afterwards he 

managed Great Keppel Island and then Dunk Island during the eighties. 

He had an inclusive way with people and although he was tough, he was 

able to attract the best people around him. During his life he had many 

setbacks but time and time again he came back.

Tony Steven and The Hon John Howard.
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Being part of the Liberal Party for over 20 years, I have witnessed the 

career of John Howard grow from a young star to a failed opposition 

leader to Lazarus with a triple bypass and now he’s the second-longest 

serving Prime Minister in our history. Just staying in the game has proven 

that what at first may look unlikely can happen.

A third person I would put on my list is Sir Richard Branson. Although 

he is too far up there and even out there to be relevant to my way of life, 

I admire the sheer capacity he has for business. I believe his success lies 

in his ability to surround himself with the best people and then influence 

the culture they work in, and this never seems to diminish regardless of 

how big the company gets.

What do you love most about being in business?

I love the freedom and control I have as a small business owner; and 

doubt that I could ever work for someone else now. The responsibilities 

are much greater, but I have a sense of ownership and pride in what I (or 

should I say we) have built and continue to build. Association Offices is a 

work in progress; I look forward to further developing the company and 

feel that I need that type of tangible goal to drive me. I guess all small 

business owners have different reasons for what they do, many have just 

built themselves a job, but a many like me are keen to build the business 

and continue to grow the asset.

In your opinion, what exactly is a business system?

A business has systems in place whether or not you have intentionally put 

them there. This is because anything that is repeatable, or carried out on 

a regular basis, is a system. Therefore, I think it is important to ask these 

three questions: Are these activities recorded? Do the staff know them 

well? Are they the most efficient way of doing things?

A word of advice: although it is important to formalise your systems by 

writing them down, unless you have the right people to carry them out 

and the right culture to support them, the systems will not work.
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Why should small businesses implement or improve their 

systems?

Systems ensure that:

• people know their role and how it affects their work colleagues

• jobs are not completed twice by different people

• team members understand what is expected of them and do not use 

excuses such as, ‘. . . but that’s the way we have always done it’

• you have a business that is ready for sale or franchise.

How do tight systems impact your staff’s sense of enjoyment and 

satisfaction?

Well, this was an initial fear of mine because I didn’t want a systemised-

approach to deprive staff members of their individuality and freedom. 

However, what happened when I introduced systems was that clarity 

occurred, routine became commonplace, a sense of purpose was established 

and there was a defined role to action. Of course we are always improving 

on the system. So despite my initial fear, a tight system was actually 

helping me. People need to feel that they are free to make judgements 

and take actions to satisfy customer needs and wants, but it’s all a matter 

of degree and management style.

How do you outline procedures for staff members?

I like to outline my procedures in a table 

format available in a Word Document and 

in hard copy:

1. Name the activity or the service that 

is provided.

2. Outline the service in detail, using dot 

points to highlight the steps required 

to deliver it.

 A  business  has 

systems in  place 

whether  or  not  you 

have intent ional ly  put 

them there. 
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3. Describe the desirable outcome for both the business and the client.

4. List the key performance indicators for the team manager in order to 

measure the success of the outcome.

5. Allocate the position of the person responsible for the task, so that 

there is no confusion about who should be completing it.

You have said that systems help to make a business more saleable. 

Can you explain what you mean by that?

I believe that a business should always be at a stage where it is ready for 

sale or to be franchised, regardless of whether or not you are going to 

follow through on these actions. If the business is able to be replicated 

successfully then you can feel confident that it is operating efficiently and 

that all systems have been recorded properly. And if you do choose to 

sell or franchise your business, a prospective purchaser or franchisee will 

look for three things: the client base, the physical assets and whether the 

business will continue to be profitable if the original owner is no longer 

present. So whichever way you choose to go, generating systems for your 

business can also serve as a measuring stick to determine the efficiency 

of your business.

What’s one of the best business deals you’ve ever done and why 

did it work so well?

Taking on the Council of Small Business Organisations of Australia Ltd 

(COSBOA) as a client for free for the first four months and building a 

funding base for it. The result: COSBOA is now my biggest client!

In February 2004, when the Council had run out of funds, I stepped down 

as deputy chair of COSBOA to take on the role of acting chief executive 

officer. For the next four months we built the first National Small Business 

Summit in Sydney, which featured Prime Minister John Howard as our 

keynote speaker, and David Koch as our guest master of ceremonies. The 

Summit was run through My Business magazine and returned a handsome 

profit. From this starting point we sent out the membership subscriptions 
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due for the financial year, and recruited some sponsors, and we were up 

and away again. The board formally contracted Association Offices that 

July and we established our Canberra office.

What is the biggest mistake you’ve ever made in business and 

what did you learn from it?

Not paying enough attention to detail. I have found, to my detriment, 

that you can delegate but you must never abdicate. Maintaining a close 

eye on the jobs you delegate to others is very important, as is having a 

full understanding of the role you have delegated.

Sold em
all Boss!

tully c

You forgot
 the zero!!

Is there a significant quote or saying which you live your life by?

In association management I have found that we must not only manage 

the people that work for and around us, but also the people who are 

members of the boards that engage us. Therefore, I regard this quote as 

a pearl of wisdom: ‘Leadership, not only means leading those below, but 

also those above’. I have often said, you can never lead people by walking 
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behind them; you can never lead people 

by walking too far in front of them; you 

lead them by walking with them and 

together confronting the future as one.

Small business owners and managers are 

leaders, and success depends on their 

attitude to the people around them and 

their reaction to the issues that confront 

them.

What were some of the challenges you have had to overcome on 

the journey to achieving your personal and business goals, and 

how did you overcome them?

Association Offices is a small business so I believe that the journey is 

still underway. The challenges I have faced, and continue to face, involve 

maintaining the discipline required to remain focused, increasing prices 

to match the market, and providing a constant level of service to our 

clients.

Although successful business owners are often depicted as highly driven 

and passionate people, their self-discipline is often overlooked and in 

reality the discipline to remain focused is something all owners struggle 

with. There is also a discipline required to ensure you increase your prices 

every year in proportion to the increasing costs in your area. (This does 

not mean CPI, which just reflects a limited basket of goods selected by the 

Australian Bureau of Statistics, ABS, for the whole country.) I recommend 

using the AWOTE (Average Weekly Ordinary Time Earnings) figure; it is 

the statistical measure of the movement in average wage costs over any 

given period in a given area. The ABS website has the data required to 

calculate the AWOTE movement in each location. The figure for your 

local area should be used as a guide for increasing your prices. There is 

a lot of pressure on business owners to keep prices down but we must 

remain profitable. The answer to justifying these increases is to become 

 A  business  plan 

is  v i ta l  to  your 

success  and without 

one you have no 

direc t ion… 

Bh1287M-PressProofs.indb   164Bh1287M-PressProofs.indb   164 5/2/07   6:48:20 PM5/2/07   6:48:20 PM



I M P O R TA N C E  O F  S Y S T E M S 1 6 5

more efficient and increase the level of service you provide to clients. I 

have found this very hard to do, but so far we have been successful due 

to the procedures we have developed and continue to refine.

In your opinion, what’s the most common mistake new business 

owners make?

Apart from all the obvious mistakes (like cash flow management, placing 

all their eggs into one basket, employing the wrong people, plus not 

working hard), the most common mistake I have noticed is being too 

obsessed by the business. It is vital to remember that the business is 

meant to work for you (it’s not meant to be your whole life). So many 

times I have come across small business owners who are so involved in 

their businesses, especially the service area, that they don’t take time off 

for years. Sometimes it is important to step back, ask if it is all worth it, 

and if not, what you can do about it.

Too many small business owners work in their businesses and not on them. 

Learn to let go and let your system take over. In the end, the purpose of 

a small business is to provide the owner(s) with the lifestyle they want. 

I have always looked to build my way out of a job.

What recommendations would you make to someone else who 

wants to get started in a business of their own?

Plan, ask questions, and plan again! In recent times there have been 

comments made about steering away from the concept of the business 

plan – I vehemently disagree! A business plan is vital to your success and 

without one you have no direction and no measure to drive your discipline. 

Furthermore, if you are starting your own business with borrowed funds 

then you will need a business plan that outlines the goals of the business, 

the method of operation and marketing, and instils a sense of confidence 

in your business’s investors. A professionally presented document with all 

the details for investors to understand, including a budget with honest 
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expectations, is essential – not only for your other investors but for 

yourself – after all, you are the main investor!

Do you believe it is important for business owners to have some 

sort of formal qualifications in order to be successful?

Yes! It has become so much harder in recent years to run a business in 

accordance with the law, banking requirements and to a standard that 

enables you to compete effectively. Many small business people are in 

business because of their trade or expertise in one area or another. But 

this does not prepare them for the rigours of business. Issues that arise, 

especially when you start to employ people, are complicated and require 

substantial knowledge. Business planning, marketing, the law, industrial 

relations, accounting, communications and occupational health and safety 

are all areas that can be studied at the highest levels. I have a qualification 

from TAFE and I have applied it to every area of my business.

What do you say to people who think it is too late to get into 

business and fear they’ve ‘missed the boat’?

No way! There has been an explosion of small businesses in Australia 

over the last ten years. As larger companies downsize, and then contract 

out to consultants or technicians, more and more people are working for 

themselves. The larger companies’ real agenda is of course to rid themselves 

of employment responsibilities, but it also means more people become 

self-employed which can only be good. With all the shortfalls in expertise 

and skilled labour at the moment, now is the time to set yourself up as 

a business and sell your services/products at the highest price possible; 

demand is high. It doesn’t matter what age you are, just systemise the 

whole operation and build your way out of the job again. Then you are 

left with a saleable asset whether you decide to sell it or not.
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Apart from business, are there any other asset classes you invest 

in and why?

For me, property is the end result and my business provides me the cash 

flow for my property investments. Association Offices operates from 

its own building in Hobart and I’m keen to do the same in Canberra. 

Residential, industrial and commercial properties all increase in value; 

it’s a matter of supply and demand.

Any small business that operates from specific premises should be aiming 

to own it or another similar one. It is the property investment that 

provides the equity for you later in life – the business simply provides 

the opportunity to help pay it off along the way. I try to keep under a 

66 per cent land-to-value ratio, meaning that the total of my loans must 

remain under two thirds of the value of the properties I own (this also 

depends on our ability to service the loan). However, over the long term 

you can expect property to double in value every seven to ten years.

What are some of your future plans or goals for the next five to 

ten years?

One day I would like to see Association Offices have a presence in every 

capital city. Once the procedures are refined and developed to a stage 

where they can be administered by new staff straight away, then I will 

know we are ready to replicate the business in other parts of Australia.

The not-for-profit sector is the last of 

the three major sectors to adopt the new 

professionalism required in Australia today. 

This mainly applies to smaller associations 

– my market niche. Association Offices 

will be well placed to provide refined and 

professional services to small associations 

currently struggling under pressures from 

the government, commercial competition, 

 With  a l l  the 

shor t fa l ls  in  exper t ise 

and sk i l led labour  at 

the moment, now is 

the t ime… 
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and time-poor membership bases. I see Association Offices as a reliable, 

affordable facility for the not-for-profit sector to take advantage of and 

to ensure that the level of professionalism required today is achieved.

You now do a lot of speaking. What are some of the key ideas and 

messages you share during your presentations?

I have two areas of interest: the not-for-profit area and small business. 

I have spoken on governance and the role of board members within 

associations numerous times. As CEO of COSBOA I speak more often, 

especially at the National Small Business Summit each year. I have also 

been asked to speak at a number of conferences on issues such as market 

dominance by larger companies, industrial relations, and the need for 

increased business skills within the small business sector in Australia.

With so many commitments, how do you balance work, family and 

your personal life?

My weekends are sacrosanct and I protect them as much as possible. I have 

four children and I love being in their lives. My wife is very supportive 

of my ambitions and so I have been blessed with her partnership. I 

fly interstate at least every second week and manage my time using an 

electronic diary. I go to the gym every day when I am at home and this 

allows me to remain focused and more productive at work.

I don’t intend to live at this pace forever, but at the moment it is exciting 

and allows me to enjoy the best of all worlds – the business and political 

life, as well as the more down-to-earth life at home with my family and 

friends.
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What do you think are the essential qualities or attributes of a 

successful business owner?

Tenacity, a willingness to learn, an acceptance of different people, self-

discipline, and the adaptability to be able to change. I believe that all of 

these qualities can be found within anyone, unlike formal qualifications 

it’s all about attitude and who or what you decide to be!

What are your top tips for developing a great small business?

1. Have a comprehensive business plan – to have a dream means to have 

a plan that allows you to set a direction and compare your efforts with 

your results. Without a business plan you’re going nowhere.

2. Write down and refine the procedures – it’s vital to develop and refine 

your system; write down the procedures and educate your team. The 

eventual idea is to get you out of the business, so you can prepare to 

replicate the business somewhere else.

3. Operate as a company – register your business as a company under 

ASIC (Australian Securities and Investment Commission) so that you 

can take full advantage of the WorkChoices legislation. Also, and even 

more importantly, having the business as a separate entity from you 

also hones your mind in on issues that are specific to the business, 

not just you as the owner. It begins to build the idea that you are not 

the business and it can, if built correctly, operate without you.

4. Understand and monitor the accounts (especially the cash flow) – as a 

small business the budgets and accounts are vital. A full understanding 

of the current situation and the short-term future is very important. 

Matching revenue patterns with expenditure and ensuring your business 

is designed to reflect that can be very difficult in some industries, but 

good accounting reports will help.
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5. Employ people for their attitude and develop their skills – it is much 

easier to teach skills than attitude. To develop a professional and happy 

work culture you need to have receptive pupils. So when selecting staff, 

also look at personality types, their receptiveness to change, and the 

manner they show toward others. If you get these elements right, the 

skills you require are easy to develop and you’ll have a team that will 

want to stay together and work for the common cause.

6. Stay fit and have fun – being emotionally and physically fit helps you 

maintain the discipline that is required to build a successful work 

environment. The extra energy you get from exercise and healthy 

eating is the main foundation for a positive attitude.
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Tony Steven has kindly offered a FREE BONUS GIFT valued at $25.00 to 

all readers of this book…

A Template Business Plan – Having a sound business plan is vital for any 

successful business operation, but very few small businesses have one because 

of the time and complexity involved in putting one together. This bonus takes 

away all the guess work and makes it as simple as paint by numbers. Covering 

all the essential topics within a few short hours, not only will you have a road 

map for your future growth, but a document for attracting potential investors 

to your business.

Simply visit the private web page below and follow the directions to download 

direct to your Notebook or PC.

www.SecretsExposed.com.au/small-business-owners

D FREE BONUS GIFT
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Know Your People

P E T E R 
B E A V E N - D A V I S

 Learn to  help your  staf f  f i rst  –  share  with 

them your  v is ion and pass ion and help them 

ful f i l  their  goals  because i t ’s  d i f f icult  to  succeed 

without  the suppor t  of  qual i t y  and 

dedicated people.  
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P R O F I L E

P E T E R 
B E A V E N - D A V I S

Peter Beaven-Davis was born in Portsmouth, England, in 1957. Growing 

up in one of the roughest and toughest neighbourhoods in the UK, 

Peter quickly learnt the value of ‘working smart, not hard’ and at the 

age of fifteen, left home with minimal qualifications to serve a short 

stint in the navy. He was later employed by Marconi as a planning 

engineer working on satellite and military communication systems.

At the age of 18, he went against his parents’ advice and purchased 

a condemned house for the purpose of renovating it. With the 

profit he made, he left for Australia two years later and purchased 

a video business in Perth. With no experience whatsoever, Peter’s 

video business sparked an entrepreneurial spirit that saw him start 

numerous businesses, including outdoor advertising, importing and 

exporting, lighting, blinds, spas, shutters, and internet.

Being a self-confessed ‘serial entrepreneur’ and having achieved many 

financial and business successes, Peter admits that his real success 

came after he learnt about the Enneagram – a personality profiling 

system that has helped him improve his relationships with the most 

important people in his life.

His business activities have taken him all over the world and have 

seen him attend some of the world’s top conventions and hear 

leading speakers.

Today his business, The Eagle Group of Companies, operates under 

the management of his brother, while he concentrates on helping 

others with their business objectives. He enjoys spending time with 

his family and is currently developing a new project which focuses 

on internet social networking software, and continuing to expand 

his property portfolio. 
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When did you first discover you had entrepreneurial talent?

It all started with raising funds for a football club. My father, who at the 

time was working as the commercial manager for Portsmouth Football 

Club, gave me the job of selling bingo tickets to local people. I was only 

ten years old so I was scared of door knocking or cold-calling, however, 

the moment I overcame that fear my sales doubled (and so did my 

pocket money!). My mother used to say I could sell ice to the Eskimos 

and tea to China. I guess that’s when my family realised that I had an 

entrepreneurial talent.

How did growing up in a rough neighbourhood help shape your 

business attitude today?

To be perfectly honest, I don’t know. Growing up on a council estate was 

definitely tough and even dangerous at times, but you learnt to be smart. 

Perhaps my belief in ‘working smarter, not harder’ stemmed from this 

background, in which case I guess it did shape my business attitude.

I remember the first time my brother and I started selling bingo tickets 

door-to-door and some kids beat him up. I thought that was enough for 

me, however, I quickly learnt to overcome my fear and dealt with whatever 

came my way. It was also easier (and a lot safer) to sell five tickets to 

one person than to knock on five separate doors and only sell them one 

ticket each. Work smarter, not harder!

After running several successful businesses, you now confess 

to being a ‘serial entrepreneur’. What business activities are you 

currently involved in?

At present, I still own The Eagle Group of Companies, however, I have 

now turned my attention to networking with people, creating business 

opportunities and brokering deals that result in a win-win situation. I am 

working on numerous projects – www.ppckid.com is one such project 
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that I am helping my son develop. We 

are using social networking software that 

helps companies significantly increase the 

number of visitors to their websites and 

massively improve their sales. We have 

helped companies increase their hit rate 

and revenues by as much as 1,000 per 

cent. In addition to this project I am 

also involved in raising finance for a new 

website called www.pomfm.com; helping 

my daughter write a new book, while also working on a book of my own; 

developing and presenting sales/marketing and motivational seminars and 

courses; and continuing to build my property portfolio.

I know how fortunate I am to be in a position where I can now choose 

the projects and work I want to be involved in. Business has presented 

me with these opportunities, however, just like everyone else I had to 

work hard, persevere and face fears I never knew existed.

What do you love most about being in business?

Whereas work was once defined by the tedious nine-to-five grind, where 

an imaginary line separated work from play, this is no longer the case. 

With hours becoming longer and jobs becoming fewer, this line has 

become ambiguous. Work is no longer just work, it’s life, and the lack of 

control that people feel they have over their own lives is becoming ever 

so real. However, it doesn’t have to be this way and this is what I love 

about business.

Business enables you to realise your dreams, goals and aspirations. It 

gives back that freedom of control and allows you to share these benefits 

with the people you care about. For me, business has taken me all over 

the world and has allowed me to see some amazing things. Now, I not 

only live a life that excites me but I’m also in a position to help others 

pursue their passions. Having the opportunity to live a life doing the 

 I  had to  work  hard, 

persevere  and face 

fears  I  never  k new 

existed. 
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things that I want to do and sharing those things with others is a great 

feeling, and starting each new day knowing that new challenges await 

me is exciting and fuels my passion for life. If you can feel this way then 

you will automatically create success because you are truly doing the 

things you love to do. Success should not be measured by the number of 

businesses you have or the amount of money you make, it’s about being 

true to yourself. Business allows me to do this in addition to helping 

others achieve their goals.

How have you dealt with being in such a competitive market?

With my blinds business, at one point I had 16 competitors within a 

one-kilometre radius, all selling a similar product to me. When you’re in 

such a position there are only two options: sink or swim – and I don’t 

say that in a negative way. When faced with a competitive market you not 

only discover whether you really love what you’re doing, but you also get 

to hone your skills. Some of the ways I dealt with being in a competitive 

market were by:

• becoming quick and sharp

• understanding the importance of focusing on the company’s USP 

(Unique Selling Proposition)

• improving the quality and service of all areas of my business (including 

all the minor points)

• treating customers as a lifetime commitment and acknowledging how 

important they are to the business

• viewing the business as a challenge

• working smarter, not necessarily harder

• focusing on the business’s strengths and compensating for its 

weaknesses

• evaluating key performance indicators

• working on the business and not in it

• committing to staff and clients, and performing to the very best of 

my ability.
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What is the most important thing you have learnt about 

succeeding in business?

Enjoy the journey! This is perhaps one of the greatest lessons I’ve learnt 

about succeeding in business. Don’t choose a destination unless you can 

enjoy the road that takes you there. Business should not be a life sacrifice, 

but rather an opportunity to embrace life with passion, fun and desire. 

Yes, by all means work hard to fulfil your goals, be prepared to take risks, 

transcend your fears and strengthen your self-belief, but don’t forget to 

focus on the other major areas of your life – self-development, family, 

community and spirit. 

It’s very easy to become overwhelmed with your own success. However, 

you can ride the crest of a wave one minute and then come crashing down 

the next, so research your product, market well and plan your strategy. 

I usually make three plans:

1. Optimistic Plan (shoot for the stars)

2. Pessimistic Plan (worst-case scenario)

3. Realistic Plan (attainable reality plan)

Planning in this manner allows me to focus on a winning strategy that 

is neither under nor over-ambitious, yet still takes into account the 

unimaginable!

What do you think are the essential qualities or attributes of a 

successful business owner?

Although perseverance, focus, vision and hard work are qualities that I 

believe are essential for a successful business owner, perhaps the most 

important attribute that overrides all others, is treating your business as 

your hobby. Although you must be persistent, tenacious and focused, you 

must enjoy what you do each day. If you love your business then you will 

be passionate about sharing your company’s vision with as many people 

as possible, so make sure it’s fun, exciting and enjoyable.
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To be successful you need to be passionate and consistently positive in 

everything you do – believe in your end goal and expect the very best 

from yourself, your staff and your clients. You represent the sum total 

of your thoughts and feelings, so read as many inspiring and motivating 

books as you can, practise positive creative visualisation and think positive 

outcomes. Success requires commitment and recommitment. Know that 

being extremely passionate about what you love doing will always get 

you to where you want to be. Remember, life is a journey and not a 

destination, so enjoy each day with a passion!

What recommendations would you make to someone who wants 

to get started in a business of their own?

If someone wants to get started in business, the first thing I recommend 

is that you identify your reasons for doing so. Some of the questions you 

should ask yourself include:

• Why do I want to be in business and what am I prepared to give up 

in order to obtain my dreams?

• What are my specific goals and what is my ultimate exit strategy?

• Do I have all the necessary attributes to create a successful and viable 

business?

• Am I prepared to make major sacrifices?

• What is my level of commitment?

• Have I spoken to the most important 

people in my life, i.e. my family and 

friends?

• Will my family and friends support 

my venture and unite to help me?

Once you have done this, consult as many 

professional people, business coaches, 

accountants and so forth as you can 

– and don’t be afraid to ask questions. 

Seek out networking groups, speak to 

 To  be successful 

you need to  be 

pass ionate and 

consistent ly  posit ive 

in  ever ything 

you do… 

Bh1287M-PressProofs.indb   179Bh1287M-PressProofs.indb   179 5/2/07   6:48:22 PM5/2/07   6:48:22 PM



P E T E R  B E AV E N - D AV I S1 8 0

businesspeople that have succeeded and failed, find experts in your field 

or industry.

Someone once told me that there are two definite outcomes in business: 

you will do well and keep or sell it; or you will get sick and die in the 

business. So after you have established your reasons and sought advice, 

design a plan that covers as many contingencies as possible. In short, 

insure your plan and protect your income and family. Remember, the 

driving force behind your success is you and your self-belief, passion and 

desire to reach your goals.

Can you explain your ‘one cent’ story?

When I was working as a manufacturing engineer, one of my duties was 

to collate components (i.e. to source and purchase the components that 

were found on each circuit board). I never forgot how quickly the costs 

used to escalate. They were only low-cost items yet the total would easily 

accumulate to hundreds of thousands of pounds. One day a supplier 

informed me that the price of a small component that we regularly used 

was being increased from 12 cents to 13 cents. It was only one cent, and 

I almost agreed to the price rise, until I realised how much it would cost 

me over the entire year (TIP: always annualise your costs). That one cent 

increase would cost me an additional $4,680 for the year!

So I got a few quotes, found a better price, and went back to my supplier 

and informed him that if he wanted to keep my business he would have 

to reduce, not increase, the original price by one cent. In addition, he 

would also have to allow an extra 15-30 days for payment terms and offer 

a great incentive if the account was paid within seven days. The supplier 

not only agreed to reduce the price by one cent, but also offered a further 

ten per cent discount on the new price (which was now 11 cents) when 

paid within a week. Whereas initially the one cent increase was going to 

cost me an extra $4,680 a year, I ended up saving that additional cost plus 

receiving a discounted price on the seven-day terms. This now meant I 
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was saving $14,508, proving the old adage correct – look after your cents 

and the dollars will look after themselves!

What’s one recruitment technique you have found successful in 

business?

If you have ever applied for a series of jobs at any point in your life 

you’ll be aware that there are various recruitment techniques utilised 

by various employers. However, in my experience I have found that the 

most successful recruitment technique is applying the knowledge of the 

‘Enneagram’. It is essentially a personality profiling system that believes 

by understanding your own personality profile, and those of the people 

you interact with, you can play a more influential role in motivating and 

inspiring others.

Can you explain the Enneagram?

The Enneagram is an ancient teaching of mysterious origins which is 

said to represent every process of creation and renewal. It is taught as 

a system of human development, self-discovery, spiritual growth and 

self-actualisation, and has been credited for having positive effects on all 

kinds of relationships by vastly improving the quality of communication 

between family members, friends, colleagues and clients.

The Enneagram is based on an understanding that all people have a ‘true 

self ’ (the person we are when we are alone, away from other people and 

outside influences) and a ‘false self ’. Whereas different environments 

mould people in a manner that sees them requiring different needs and 

wants, nature dictates that all humans universally crave certain things, such 

as love and acceptance. Keeping this in mind, the Enneagram claims that 

people adopt a personality type to protect their ‘true-self ’ and it is through 

this false personality type that we try to gain love and acceptance. The 

Enneagram explains how we are represented as a system of personality 

types, with each personality characterised by specific patterns of thoughts, 

speaking styles, feelings, emotions, sensations and belief systems which 
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are universal to the type (i.e. they are 

core characteristics).

The Enneagram is seen as a beneficial 

tool for improving relationships because 

if you can first understand yourself and 

what motivates you (i.e. your personality 

type), then you can appreciate that other 

people have either similar or different 

core characteristics to you. By having 

empathy, and understanding the personality types of other people, you 

can respond in an appropriate manner that will ensure your message is 

received correctly (a key fundamental to the communication process). That 

is, you will know what motivates them and how to help them achieve 

their personal objectives to create a winning team environment and a 

very successful company.

What are the different personality types of the Enneagram?

There are nine personality types that form the Enneagram. To fully explain 

each would require another book, however, below is a brief description 

of each type.

1. Perfectionist – people who have a number one personality type are 

naturally hard working. They are very orderly and organised and 

thrive on doing the right thing. Their fear of being criticised or 

getting something wrong, sees them resentfully carrying out all tasks 

required of them. They are motivated by well-structured procedures 

and are often designated to roles that require attention to details and 

regulations.

2. Care-giver – also known as the Helper, people with the number two 

personality are usually among the first to offer their help whether 

it is required or not. The number two personality is afraid of being 

rejected and this often occurs when their efforts and goodwill are not 

 …this  system of 

think ing can be 

appl ied to  a l l 

re lat ionships… 
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appreciated. A sense of worth is important to these people and they 

will continue to be motivated as long as they are acknowledged for 

their extra efforts.

3. Motivator – people who are a number three type personality are 

commonly depicted as a ‘workaholic’. They often define themselves by 

their successes and are driven by their need to avoid failure. Number 

threes have the ability to adopt any mask for any given situation and 

will approach any challenge, especially if they have the support of 

their immediate peers.

4. Romantic – the number four personality can sometimes distance 

themselves from others, casting themselves as the ‘outsider’ in their 

efforts to be unique and different. Often possessing a natural creative 

ability, number fours need to channel this talent, often seeking-out 

specialised tasks that distinguish them from others. Although they 

want to be special, number fours have a fear of abandonment and 

are motivated by trust and recognition of past work.

5. Thinker – also referred to as the Observer, the number five personality 

craves knowledge. These people are often logical thinkers and prefer 

to work in solitude rather than interacting with others. Possessing a 

dry sense of humour and a quick wit, the number five personality 

fears being embarrassed, however, they are motivated and enjoy being 

approached by others for information and knowledge.

6. Loyalist – this title describes people with a number six personality 

extremely accurately. Trust plays a very significant role in building 

relationships with a number six and it often takes time to do so. They 

aim for harmony and security, and have a fear of separation. Known 

for being indecisive at times, the number six personality type can be 

motivated when they are able to establish boundaries and reinforce 

their security.

7. Epicure – known for their carefree and fun-loving nature, the number 

seven personality type often struggles with committing. Although 
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possessing the ability to liven up serious situations, they fear being 

cornered or restricted. They have an optimistic attitude that can 

be transferred to others, however, in order to maintain motivation, 

they need to be financially rewarded on a scale equivalent to their 

efforts.

8. Boss – people who are a number eight personality type will often speak 

their mind, regardless of what others think. Although these people 

can be seen as the protector of the underdog, their approach can 

sometimes be likened to bullying. This strong and powerful approach 

can derive from their fear of weakness and of being manipulated by 

others. Often assuming leadership roles, these people are motivated 

by action and a challenge.

9. Peacemaker – striving for union rather than peace, the number nine 

personality avoids conflict and often evaluates a situation before 

commenting or becoming involved. The fear of confrontation can often 

make the nine feel torn between loyalties, however, they can excel as 

leaders when a structured environment exists. Motivated by union, 

these people usually have a great understanding of what is occurring 

around them.
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Where did you learn about the Enneagram?

The Enneagram was brought to my attention when I completed a life-

changing weekend course. The course was held in Western Australia by 

an extremely wise gentleman named Keith Hayes. The main objective 

of the course was to discover your ‘true self ’, while simultaneously 

grasping a deeper understanding of your ‘false self ’ (personality type). 

The course helped in learning about why the ‘false self ’ was created and 

what negative effects can occur because of it. The Enneagram emphasises 

the significance of having empathy with other people. Only by doing this 

can we understand what motivates other people and thus be able to work 

with their strengths.

For example, after witnessing a colleague’s behaviour and realising that 

this person is a number one personality (Perfectionist), you can build a 

strong rapport with them by making a conscious effort to follow the rules 

and regulations. If everyone within a company were to have this rapport 

or bond with each other, then you will have created a winning team 

culture where everyone is motivated and driven toward one common goal. 

What’s more, this system of thinking can be applied to all relationships, 

whether in a work environment or in your personal life. Personally, I have 

been blessed that my family, friends and work colleagues understand the 

principles of the Enneagram so that I may maintain quality relationships 

with the most important people in my life.

Can you tell us one or two stories about how the Enneagram has 

helped you to recruit in your business?

I profile all of my staff simply so that 

I understand what motivates them and 

can facilitate an environment where they 

will perform. One example of how the 

Enneagram has helped in recruitment is 

as follows:

 Within  a  few 

weeks  the sa les  were 

stronger  than ever 

before. 
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We had a lighting company and employed a sales representative who was 

a number seven personality type. He loved the different tasks we gave 

him and enjoyed dealing with the many different products and clients 

we had. He was an enthusiastic character who thrived on daily challenges 

and loved networking and making sales. He also treated the business as 

his own and overall his sales performance was outstanding. However, 

eventually he went on to greener pastures and while I was overseas we 

employed a person with the number four personality type (although 

we had not profiled him at the time). Within a few months our sales 

dropped drastically.

When I returned, we sat down with the sales representative and explained 

to him that he was an exceptional sales rep, but sales were increasingly 

dropping. Why was this so? We profiled him and identified him as a 

number four. With our understanding of the Enneagram, we were able 

to recognise that the common complaints of the number four personality 

type were that they felt that they were misunderstood at times; were often 

bored with their job; needed regular support and a creative outlet; and 

liked their own way. Upon speaking to the rep, these complaints were 

confirmed and were offered as reasons for the drop in sales. During 

this meeting we listed all of the rep’s strengths and weaknesses and then 

identified what the company needed to do in order to provide the right 

environment, tools and knowledge for him to be successful and satisfied 

in his job. Number four personality types think they are truly unique and 

special, so the rep stated that he wanted to no longer work on a multitude 

of diverse tasks – he wanted to focus on the creative side of the business, 

to work with interior designers only, and he wanted his picture on his 

business card and on the website. The rep went on to provide a list of 

items and objectives, and we promised that whatever we could change 

immediately we would. Within a few weeks the sales were stronger than 

ever before. We knew if we worked with him and understood him better 

we would create a new, positive salesperson, and a win-win environment, 

while at the same time adding value to our business culture.

For me, this is one of the best examples of a time when the Enneagram 

has helped me recruit quality staff (in fact it could not have worked 
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better). It also highlights the importance of helping other people first, 

and the Enneagram encompasses this mentality. Learn to help your staff 

first – share with them your vision and passion and help them fulfil their 

goals because it’s difficult to succeed without the support of quality and 

dedicated people.

How else can the Enneagram aid one’s business?

Your success in business is directly proportional to the quality of your 

relationships. This is especially true for aspects of business such as sales. 

The Enneagram is a fantastic relationship tool because it allows you to 

identify how you sell and why you may lack in certain areas of the sales 

process, for example, closing. It also assists in identifying your clients’ 

buying traits and signals by helping you to understand their personality 

type. Different personalities have different reasons for buying and selling, 

and once you understand these reasons you can pitch a sales approach 

that is more aligned with the customer’s needs, thus making the sales 

process a lot clearer. I have witnessed and experienced the Enneagram 

first-hand and can appreciate how it can accelerate your business and 

the quality of your life.

For small businesses that lack the capital to invest in major 

marketing campaigns, what are some of the other ways people 

can market their businesses?

There are a hundred and one different ways of marketing that don’t 

necessarily cost a lot of money. For example, ask for referrals; use the 

80/20 rule and focus on your best clients (remember the power of repeat 

clients!); create a Unique Selling Proposition; network and leverage with 

companies that are already in your marketplace but who are selling a 

different product (they may have a more significant database and higher 

market awareness than you. Consider exploring joint venture opportunities 

with these companies as a means to gain extra exposure in markets you 

are not already tapped into); collect endorsements and testimonials 

(both written and video); use Google AdWords or hire an internet 
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marketing expert; contact the local press; 

offer free finance; use great copywriters 

to write your material; offer discounts 

and incentives; implement sophisticated 

direct mail campaigns; have great 

customer service; use placemats in hotels; 

telemarket; breakfast seminars; cold calls; 

supermarket boards; workshops; signs 

and banners; golf baskets; invitation only 

events; postcards, local sponsorships; 

press releases; yellow pages; sampling; business cards; fax marketing; 

balloons! . . . 

If you have a small marketing budget, you can save money by identifying 

what works for you and measuring and comparing it to previous 

marketing activities. If it works, keep it simple and don’t change a 

winning formula.

In your opinion, do family businesses run better than non-family 

businesses?

Family vs non-family? It depends on the family and it depends on the 

individuals within that family. If you are going to work with family 

members I think it’s very important to have clear guidelines and complete 

trust. For me, working with family has its highs and lows, but I think 

the former outweighs the latter. I have been extremely fortunate that by 

using the power of the Enneagram and understanding their personalities, I 

have been able to work very closely with my family members, namely my 

brother, son and nephew. My brother is the general manager of one of my 

companies and we have a first-class relationship of which I am extremely 

proud (although we have plenty of stories, good and bad). I think it’s 

fantastic that I have the opportunity to be able to work with the people 

I love, and to witness and assist, where possible, in their growth.

 I  k now exac t ly 

where I ’m going, the 

direc t ion, the 

dest inat ion… 
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How do you operate your business while being overseas?

Business has taken me all over the world, including more than 50 countries. 

Lucky for me I love to travel and I am very fortunate to be in a position 

to do so. However, it is difficult to operate a business from overseas. So 

to assist in this task I make sure I receive a daily profit and loss sheet 

with updates from my general manager. My relationship with my staff is 

at a point where they know what I expect and so information I request 

at the end of a working day enables me to have the comfort of knowing 

that my business is operating effectively. For me, this information is 

like steering a car – I know exactly where I’m going, the direction, the 

destination, and how much it will cost me to get there. Being overseas 

is no excuse for not knowing what is going on and having a great team 

eases the task of running a business while overseas.

How important is it for you to maintain balance in your life?

Although I have been successful in a number of businesses and now have 

the freedom to work wherever I want to, it wasn’t always easy. Turning 

40 was a very stressful time for me, not because I had reached another 

‘0’, but because I had seven companies, was a self-confessed workaholic 

and had gone through a divorce. I had achieved so much and yet I had 

neglected the very thing I was working hard for – my family! Yes, I had 

successes and I had victories, but in the midst of that so-called ‘success’ 

I had failed miserably.

Success cannot be defined by the size of your property portfolio or by the 

number of businesses you may own – it is determined by the quality of 

your relationships and the positive impact you have in the lives of others. 

By also helping others succeed they help you succeed, and I often reflect 

on this whenever I think about the people who have supported me and 

worked for me throughout the years. My success does not derive from 

my numerous businesses, but from now having the opportunity to live 

a life that is naturally balanced between my family, spirituality, work and 

community involvements. This has not always been the case and it was 
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only after I learnt about the Enneagram that I realised I was in business 

for the wrong reasons. Unaware of my personality traits and motives, I 

had been focusing on all the wrong areas of my life and before I knew 

it I was suffering from what I call ‘Empty House Syndrome’. That is, the 

moment in your life when you wake up in an empty beachside, three-

storey house with marble floors and high ceilings, all by yourself.

As I get older, I learn more about the true definition of ‘success’ and 

the right reasons for getting involved in business. Today I am able to 

focus on my family, and while I maintain many business interests, I 

love spending quality time with the people I care for. Business offers the 

freedom to succeed on whatever level we like, be it spiritual, family, work 

or community, but first we need to understand our own personality and 

motives; only then can we truly strive to live a natural and honest life!

Peter Beaven-Davis has kindly offered a FREE BONUS GIFT valued at $59.00 

to all readers of this book…

Profit Booster Audio Track – Join business entrepreneur Peter Beaven-Davis 

and marketing expert Keith Banfield as they dig through some of the most 

cost-effective ways to market your small business, while boosting profits at the 

same time. This is brand new audio that has never been release to the public, 

but now it is yours to download and listen to again and again.

Simply visit the private web page below and follow the directions to download 

direct to your Notebook or PC.

www.SecretsExposed.com.au/small-business-owners

D FREE BONUS GIFT
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Proactive Action

M A G G I E  M A S O N

 I think that  i t ’s  a lso  impor tant  to  have a 

hobby or  pass ion outs ide of  the business. 

Something that  helps  you get  away f rom the 

business  and motivates  you to  embrace l i fe !  
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P R O F I L E

M A G G I E  M A S O N
Maggie Mason was born in the Northern Beaches of Sydney to a father 

who was a historian, university lecturer and writer, and a mother who 

sailed solo around the world.

When she was 18, she moved to Los Angeles to spend some time at 

college. During this time she started to meet entrepreneurs and soon 

realised that she would rather work in sales than nursing, so her first 

sales job was selling kitchens.

Ten years later she returned to Australia and convinced Fujitsu to 

hire her as a customer service representative. After being quickly 

promoted to promotions manager for her department, she found 

that she was spending half her salary on her wardrobe because it 

was a high-profile job. With a burning desire to buy real estate she 

realised that she needed to double her salary. It was at this point that 

she approached Imagineering (one of Fujitsu’s biggest clients) for a 

job on their sales team selling PCs and peripherals. They took her on 

and eight months later she bought her first unit with her increased 

salary. After some time, Maggie was offered a job in barcoding, and 

five years later she started her own barcoding business.

Barcode Direct began at Maggie’s kitchen table, but from day one 

her business was profitable without the need for a bank loan. The 

company is a market leader in supplying barcoding to public hospitals 

throughout Australia and is the preferred supplier to public libraries. 

Barcode Direct has grown steadily for 12 years with a turnover close 

to $3 million.

Maggie has a passion for cutting horses and competes on a state level. 

Her dream is to one-day buy a cutting ranch within a few hours of 

Sydney, and to help other people to start their own businesses. 
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When did you first discover that you had entrepreneurial talent?

When I was 12 and 13, I used to buy horses from the local knackery 

where they were being sold for dog meat. I used to take them home, 

feed and groom them, and train them a little to the point where I had a 

pretty good-looking horse. I would then sell them at double the price I 

paid for them. I’m not sure whether it was my entrepreneurial talent or 

my love of horses showing through, although in hindsight I guess I had 

two essential qualities of a successful business owner – entrepreneurial 

talent and passion.

What made you start your current business ‘Barcode Direct’?

I started Barcode Direct three months after I gave birth to my first child. 

Prior to this, I was working for a big corporation that expected me to 

travel interstate while breastfeeding. The decision to start my own business 

was a sudden one, but it felt right. With a child I wanted more freedom 

and control, and my father gave me $20,000 so I had the money to fund 

the business. Barcoding seemed like the logical business to start as I had 

been working with barcodes for the previous five years, I also wanted to 

be involved in a niche market. Due to the nature of barcoding specialised 

consulting is still required, so I thought I could make money by offering 

my expertise.

Can you explain how your business works and who your main 

customers are?

Our main role is to offer barcoding scanners and printers to organisations 

that require some type of record-tracking or monitoring. We usually get 

requests from businesses to provide barcoding solutions to track their 

medical records or legal documents. We go in and consult with the client 

and advise them on ways to incorporate scanners and printers with their 

current software. We rarely sell them new software as well, unless they 

are starting from scratch, and we always let them trial the equipment 
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first. Essentially, we are upgrading their 

equipment and in an effort to add value 

we also interface the printers and scanners 

to the software.

At this stage, 90 per cent of our business 

comes from the government sector, 

mainly public libraries and hospitals. 

Originally we only approached libraries in 

New South Wales (NSW), however, after 

experiencing great success we decided to approach libraries throughout 

Australia. It’s a relatively small market so we received a lot of referrals 

which helped to spread our work nationwide. Having worked in a hospital 

after I finished school, I was pretty familiar with the hospital system 

and identified four main areas that required barcoding. We then started 

building relationships with NSW hospitals before branching out to other 

states. The other ten per cent of our work is corporate, however, I am 

very comfortable with government work because they always pay their 

bills and you know they will never go broke.

What are the advantages and disadvantages of operating in a 

niche market?

Advantages:

• As niche markets are highly specialised, there is less competition 

compared to mass markets. This also means that there is more repeat 

business, rather than having to continually look for new clients.

• Due to being a smaller market, there are more personal relationships 

and more word-of-mouth referrals.

• We can increase our profits by offering specific software to suit specific 

equipment. For example, we sell portable data collectors that have to 

have certain software written for them. As a result the client has to 

continually come back to us for software.

 We then star ted 

bui lding re lat ionships 

with NSW 

hospita ls… 
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Disadvantages:

• Whenever technology changes, so must you. You need to keep up to 

date with the latest trends otherwise you’ll no longer have a product 

or service that your customer wants. (This can be especially difficult 

if you are unable to get your hands on the latest gadgets or if your 

business is not properly set up for modern innovations.)

• Niche markets are very limited and sometimes they won’t have a lot 

of money. This is particularly true of government departments, which 

are not known for being big spenders.

• When the economy is strong, competitors keep to their own niche 

markets, however, when the economy falters, competitors may approach 

your markets and compete for your customers. During times like these, 

there is very little loyalty between competitors and clients.

Did you do any competitor research in the beginning?

Prior to starting Barcode Direct I was already working in the industry 

so I already knew who my competitors were and considered them to be 

fairly weak. After starting up I was right about the competitor activity 

because we were the only company that really focused on libraries and 

hospitals. Although libraries and hospitals always pay, they are late-payers 

and don’t have to pay within 30 days (some hospitals pay six months 

later). As a result, many of our competitors didn’t want to do business 

with them, whereas we didn’t mind because we had the cash flow to 

support this business.

You’ve said it’s important to do research on your competitors’ 

spending ability. Can you explain what you mean?

Before you start a business make sure you know who you are competing 

against. If you’re competing against multimillion-dollar companies then 

there is the possibility that they will wipe you out completely with their 

marketing, or by buying the market with their huge budgets. The trick 

is to make sure they don’t have that power. In the barcoding industry, 
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there are not many companies like this, however, it was something that 

I considered before establishing Barcode Direct.

In the beginning, how did you afford to buy such expensive stock 

or did you pre-sell it before you bought it?

In my first month, I had to pay cash up front for the stock I bought. I 

then had to sell the stock in order to make a profit. In my second month 

of trading, my suppliers allowed me credit. This worked out good because 

my customers would pay well before I had to pay back the supplier. I 

never had to borrow money or get an overdraft which was great; my 

initial capital of $20,000 was enough to start my business with.

Did your business take off right away or was it more of a building 

process that took a few years?

Barcode Direct was profitable from day one. This was mainly because I 

had no overheads – I was working from home, by myself, and accepted 

a salary drop for the first two years. After those couple of years, things 

started to get better and I was at a point where I was making a normal 

living. I had a serviced office down the street that transferred calls to 

my house and I always went out to meet clients. I believe it’s important 

to take it step-by-step. I don’t agree with taking out overdrafts to buy 

flashy offices, cars or expensive staff straight away. You simply have to 

do what it takes and if that means working from the kitchen table then 

that’s what you have to do.

When did you know it was the right time to start employing staff 

and what process did you use to find people?

I started employing staff the moment I could no longer handle the 

workload and had to perform jobs that I wasn’t good at (for example, 

running an accounting system). It was about two to three years after I 

started that I hired my first employee. Back then, my process for hiring 
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people was to use friends and family – a big mistake! At one stage I hired 

my husband, which caused a lot of trouble in our marriage because we 

were simply spending too much time together. I also hired a friend as an 

office manager and that also didn’t work. I believe the biggest challenge 

for business owners is finding the right people. Once I realised that friends 

and family did not necessarily make ideal employees, I started putting 

advertisements in the newspaper. I would interview them and then allow 

my company to interview them also – this didn’t work either!

Basically I’ve lost a lot of money from hiring the wrong people, and 

because I’ve hired them in the wrong manner, they have gone to work 

for competitors and caused some great damage to my business. My 

biggest problem, however, was that I did this for ten years before I 

decided to change my strategy. Now I hire staff through recruitment 

agencies so that they can be screened and analysed properly. When it 

comes to hiring staff, I simply do not trust my judgement. Reading and 

judging people is obviously a weakness of mine, so recruitment agencies 

are a means of compensating for that. Having said that, I believe that 

small business owners should always be on the lookout for good quality 

people. Recruitment is not a one-off task, but should be carried out 

throughout the year. If you find good people find a way to fit them into 

your business, even if there is no available position, because it’s difficult 

to find winners! I think this is the main job of the business owner – to 

find the right people.

Can you describe some of your experiences with employees that 

didn’t work out?

I once got a response to a job advertisement, 

which actually turned out to be a friend 

of mine. I had known him for 15 years 

and he had a computer degree, which 

definitely appealed to me. Unfortunately, 

he didn’t work out and he was demoted to 

another role with a reduced salary and no 

 …my process  for 

h i r ing people  was  to 

use f r iends and fami ly 

–  a  big  mistak e!  
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company car. This was a bad idea – I don’t think you can demote someone 

and expect them to work out. And it didn’t! This particular person ended 

up starting a new company in competition to Barcode Direct, which he 

did on my time. He copied ideas, built a website and when he left he 

took some of my client base with him. This was one experience where I 

totally misread the person and got my fingers burnt.

On the upside, I did meet a lady at a Brian Tracy seminar who turned 

out to be a great find. She didn’t look great on paper – no experience 

(no resume!) and computer illiterate, however, I was impressed that she 

was self-motivated and willing to pay $5,000 out of her own pocket for 

a success seminar in order to improve herself. She worked out very well, 

and although she knew very little about computers and barcodes, she was 

a great relationship-builder and very good with people. Sometimes this 

can be more important than knowledge.

In your experience what is the best way to deal with employee 

termination disputes?

I highly recommend using a business mediator when dealing with employee 

termination disputes, rather than a lawyer. Lawyers are expensive and 

before you know it you have a legal bill with too many zeros at the end. Just 

recently I brought in a business mediator and we resolved a major issue 

within one hour. Essentially, they came in and identified what each party 

wanted and then came to a resolution that we were all happy with.

Your business services clients throughout Australia. Having only a 

Sydney-based office, how do you do this?

Simply with lots of phone calls! We make plenty of phone calls and have 

a comprehensive website to support our efforts. We are very strong on 

marketing and send a lot of newsletters and catalogues to our clients. 

Our quarterly newsletter has proven to be very effective for outlining new 

products and prices. Our marketing is paper-based; very rarely do we 

send our marketing material via email. We also make a public relations 
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visit to Melbourne and Brisbane every two months in order to answer 

questions, build rapport and inform our clients of new products. Most 

of our business is repeat business, very rarely do we do a one-off sale, so 

we have experienced no problems in servicing our clients in this manner 

thus far.

What advice would you give to other business owners who are 

looking to establish and service interstate customers?

• Have staff who are willing to pick up the phone and provide quality 

customer service.

• Offer fast delivery so that orders are processed quickly and 

seamlessly.

• Provide quick quotes (we provide quotes within two hours).

• Have a very good computer system to monitor and track activities 

and customers.

• Interact face-to-face with your customers whenever possible.

• Maintain contact with your larger customers at least once a month; 

every two weeks via marketing, publications or a phone call is even 

better.

Have you invested considerable time in developing your online 

store and has it improved the profitability of your business?

We did spend some time developing our online store, including a shopping 

cart, however, due to the nature of our product we find that customers 

usually phone us instead of buying online. This is because we offer 

consultation before selling a product in order to determine whether the 

product will work with the customer’s current set up. We also allow them 

to trial the equipment before they purchase it, so once again this usually 

deters people from using the online facility. In fact, on average we would 

probably receive one order a month via our online store. That’s not a bad 

thing because we prefer to speak to our customers first. So essentially our 

online store is a marketing tool that provides us with an online presence, 

rather than a means to sell more products.
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Through your experience you have learnt many lessons 

about overheads and cash flow. What are your key tips or 

recommendations?

• Start with minimal overheads – I think it’s very important to start with 

very low, or no overheads. I don’t agree with starting off with debt, 

interest or overdrafts, and believe that you should only spend money 

on overheads as your business grows and you can afford them (and 

only if you need them!).

• Don’t hire friends and family – often you will be approached by friends 

and family for employment, however, I highly recommend against 

doing this. You should not base your business on helping other people 

out, it has to be based on what the business needs – it needs to be 

nurtured, looked after and cared for. 

• Make sacrifices – sometimes you will not get to drive the car you want 

immediately or move into a nice corporate building. However, these 

things will come if you look after your business and build strong 

foundations.

• Know your market – don’t start a business in an industry you don’t 

know anything about. If you have never worked in a restaurant before, 

don’t open a restaurant! You need experience and need to do your 

market research – does the market want your product? Is it ready for 

your product? What is the competition?

How has being the mother of two children influenced your 

business?

I have a daughter and a son who are absolutely beautiful and who have 

this magical power to instil calmness into my life. My kids keep me in one 

place and motivate me to be a better person, to make money to support 

them and to ensure that they have a nice home to live in. I am very proud 

that I have built a business and that my children have a parent who is an 
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entrepreneur. I hope I am proof to them that they can grow up to live 

their dreams and be successful at whatever they choose to do!

Who are the mentors that have inspired you? What lessons have 

you learnt from them?

One of my most inspirational mentors is Brian Tracy. Brian’s views 

about servicing your clients truly resonate with me. From him I learnt 

that there’s more to being a great salesperson, and that involves offering 

extraordinary service and looking after your client before, during and 

after the sale. I believe that you need to over-service your clients to the 

point where they are shocked by how great your service really is. This is 

something I impress upon the people that work at Barcode Direct.

Is there a significant quote or saying which you live your life by?

‘Never, never, never quit!’ My business career has been a real-life roller-

coaster and there’s definitely been times when I just wanted to throw it 

all in. However, when you have a strong dream and an evener stronger 

desire to fulfil that dream, then sometimes quitting is even harder than 

the challenges that come with being a small business owner. I think that 

it’s also important to have a hobby or passion outside of the business. 

Something that helps you get away from the business and motivates you 

to embrace life!

What’s one of the best business deals 

you’ve ever done and why did it work 

so well?

Some time ago we found out that every 

public hospital pharmacy in NSW was 

switching to new software. We immediately 

jumped on the phone and called every 

pharmacy. Within a week we had orders 

 …there’s 

def in i te ly  been t imes 

when I  just  wanted to 

throw i t  a l l  in… 
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from every one of them. Sometimes good business deals are not the result 

of clever negotiations or confidential information, sometimes they’re 

simply the result of proactive and prompt action.

Another time we heard that retail pharmacies had been instructed by 

the government to buy new equipment by a specific deadline. To assist 

in this transition, the government was willing to give $2,000 to each 

pharmacy. The moment this information came to our knowledge we 

immediately completed a mailout and got a ten per cent response – all 

because we were prompt and not afraid to pick up the phone and get 

the ball rolling. On both of these occasions we were taking orders before 

our competitors had any idea of what was going on. Market knowledge 

is valuable information, and when it is followed by quick actions it can 

lead to great business deals.

What do you love most about being in business?

I love the freedom. One of the major reasons I started Barcode Direct 

was so that I could have more freedom and 12 years later, I still enjoy 

that aspect of owning a small business. Without my business, I would 

not have had the luxury of choosing recently to travel to the US to watch 

the world’s largest horse cutting competition (which was really fantastic!). 

Although owning a small business is extremely hard work, it has allowed 

me to indulge in my other passions. I can’t wait to one day live my ultimate 

dream; and business will be the vehicle that takes me there!

What inspires you to overcome the everyday challenges in your 

business and bounce back?

My dream! In five to ten years I would love to set up a horse ranch with 

imported American quarter horses (which are extremely expensive!). I 

would also like to be a motivational speaker and business trainer. Essentially, 

I love the idea of being financially free and pursuing my passions of riding 

and cutting horses, and helping other people start their own businesses. 

Without that dream, I wouldn’t be doing what I do today.
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Maggie displaying her passion for horse cutting. (Photo courtesy of Barry 
McGregor)
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Grow to the Next Level

 P E T E R  G O W

 Don’t  let  poor  management  become a  second 

pr ior i t y  in  your  search for  the money. I f  you 

cannot  show that  you can manage your 

business, you won’t  get  the capita l  f rom a 

ser ious  investor.  
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P R O F I L E

P E T E R  G O W
Peter Gow was born in 1952 and spent his formative years in Brisbane 

and country Queensland.

After finishing school he went on to complete a Bachelor of Accounting 

at the Queensland University of Technology. He later gained a Masters 

Degree in Commerce (Marketing) from the University of New South 

Wales and a Masters Degree in Applied Finance from Macquarie 

University.

Throughout his career, Peter worked in various roles, including as 

an auditor for a national stock and station company, a management 

accountant for a major multinational food manufacturer, a large 

asset portfolio manager, and a corporate financier with a major 

bank. His career highlights include setting up three venture capital 

funds and having opportunities to gain key insights into how 

very successful companies operate. This enabled him to analyse 

business performance, understand product profitability and gain 

an appreciation of the new product development process for both 

financial and retail products.

Peter is passionate about working with the next generation of 

successful companies. He established Creative Capital three years 

ago to advise and work with growing companies. Peter understands 

the challenges facing business and has discovered that although size 

and uniqueness may differ, there is some commonality between all 

businesses. His true expertise lies in his ability to assist businesses 

to grow, in developing strategies and plans, and in implementing 

processes to attract more funding.

Today, Peter and his wife, Jann, live in Sydney with their two children. 

When he’s not working, he loves travelling overseas and riding his 

Ducati. 
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What is your definition of a real business?

In my opinion, being in business is not just about the profits, it’s also 

about creating tangible value for your efforts, for your shareholders and 

for your employees. As the head of a business (or what I’ll call CEO), 

you have the opportunity to develop great people, great customers and 

great products. If you do all this, and make strong profits, that’s what a 

real business is all about.

Tell us about your current business. What exactly does it do?

I set up my advisory business, Creative Capital, around three years ago to 

assist in the successful growth of companies. One element of my business 

that I am really focused on is creating value. There are two components 

of value – one is related to the operational improvements in the business, 

and the other is related to the structural improvements.

On the operational side, I provide strategic thinking and disciplined 

planning to drive successful business growth. Funding is a key component 

and needs to be in place to facilitate growth and reinforce business value. 

Structural improvements can rapidly escalate business value. Increases 

in value of up to 20 times are not uncommon over a three to five-year 

period. I focus on issues associated with capital structure, the sourcing of 

investment funding, and the building of business disciplines, governance 

and reporting.

One of the key issues that I have identified with growing businesses and 

their funding requirements is the perception gap between what CEOs 

think is important and what investors consider important. CEOs are 

simply not providing the right information to investors to allow them to 

make a positive investment decision. This is one of the key areas of focus 

for Creative Capital – aligning growth with the capital.
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During 25 years of business 

experience you have undoubtedly 

seen a lot of bad decisions made by 

people. Can you share some of your 

most interesting stories?

Bad decisions seem to start early in 

some companies and just escalate. The 

cumulative impact is either bankruptcy 

or liquidation. For each decision there is a 

risk component that is either manageable 

or excessive in relation to the returns. For example, a software company 

developing a new application allowed their staffing mix to be too heavily 

skewed toward the back office area. It was so extreme that there was 

only one salesperson supporting 44 developers and administrative staff. 

The staffing mix was all wrong and this caused the company to burn 

substantial amounts of cash. What was worse was that this went on for 

at least two years! Potential investors were driven away by this situation. 

What they needed to do was to make some reductions in back office staff 

to cease the cash burn, and to urgently get more salespeople in order to 

generate more sales.

As another example, there was a manufacturing company with a very 

successful global product that was having major problems with one of its 

key suppliers. Not only were the parts being delivered outside specification, 

they were also being delivered late. The manufacturer tolerated this 

situation for nine months until the supplier went into liquidation. It then 

took around six weeks to bring another supplier on board due to new 

tooling and other issues. The manufacturer made very limited sales during 

this period and nearly went into liquidation itself. The company failed to 

appreciate that when something is wrong or not working, you must fix it 

before it severely impacts the business. What they should have done was 

switch to another supplier before problems started to appear.

There is also another example of a financial services company that raised 

funding from a private investor. Part of the funding was used to fill gaps 

 …staf f ing mix  was 

a l l  wrong and this 

caused the company 

to  burn substant ia l 

amounts  of  cash. 
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in the management team – a marketing manager and financial controller 

were appointed. All seemed well for the first few months, but the CEO 

wasn’t comfortable with the way the marketing manager was performing. 

In short, the wrong person had been appointed and had to be removed. 

Selecting the wrong person used up cash and delayed the receipt of new 

revenues because the sales process was flawed.

Based on these examples, it can be seen that bad decisions can happen 

through action or inaction. Either way, it is important for CEOs to act 

quickly and with insight in order to avoid further collateral damage.

What are some of your major career highlights and what did you 

learn from them?

Working with both small and large businesses has given me some very 

valuable experience and I now know exactly what smaller businesses 

need to do to grow into successful larger businesses. I have worked as a 

management accountant for a major multinational food manufacturer 

where I gained a solid grounding in marketing, product profitability 

and strategic planning. I have also worked for a failing company, and 

although it wasn’t pleasant at the time it taught me the importance of 

cash flow management.

Perhaps my biggest career highlight and learning curve occurred when 

working in the finance and venture capital areas. In terms of finance, I was 

involved in raising large sums of money from local and offshore investors. 

In the venture capital area I saw a lot of business plans and tracked the 

progress of many small and medium-sized companies after they had 

received funding. The venture capital deals exponentially developed my 

knowledge base and helped me to understand what works and what 

doesn’t. It was on the basis of this knowledge that I developed my 

‘stages of growth’ model for helping companies successfully grow to the 

next level.
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What’s one of the best business deals you’ve ever done and why 

did it work so well?

Over ten years ago, I made the best business deal ever (and since then 

I’m always looking for a similar opportunity). I decided to invest in a 

company that had six talented employees, a good basic product, some 

funding and loads of passion. My decision to fund the development of 

four new products was subject to the appointment of two non-executive 

directors who had strong industry experience and the restructure of their 

balance sheet to achieve a better mix of funding. Within three years, 

the company had 300 employees, a diversified product range, a global 

customer base and a share of a growing market.

  You’re
all hired!

tully c

Its success was driven by the following factors:

• a visionary CEO with strong influencing and leadership skills

• an experienced investment strategist in the finance role

• a supportive board (with non-executive directors who had industry 

experience)

• market access through partnerships with global organisations

• the acquisition of smaller businesses with complementary products.
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Within ten years, the company’s valuation increased by more than 20 

times and it generated great returns for its shareholders. I think it worked 

so well because of the people, a focused growth strategy and the support 

of global organisations.

What do you love most about being in business?

I love watching businesses grow. I love digging into their strategies and I 

love being involved with inspirational CEOs. Furthermore, I am extremely 

intrigued by the different pathways that people take to arrive at success. 

For example, I have a friend who started out as a chemical engineer with 

a major resource company but decided to set up his own hardware and 

software company (I helped fund the development of four new products). 

Within three years, the company had increased in value by 12 times, which 

is some spectacular growth!

From where I sit in my own business (consulting to other businesses), 

I’m working with great people, with great ideas and great products. Why 

would I want to do anything else?

What is the biggest mistake you’ve ever made in business and 

what did you learn from it?

My biggest mistake was jumping out 

of my corporate position and joining a 

struggling small business. In less than 

six months, the business had gone 

into liquidation. When businesses face 

financial difficulties they can spiral 

downward very quickly. It doesn’t take 

long before the market finds out and 

credit from your suppliers disappears. 

Customers compound the problem by 

deferring further purchases and slowing 

down their payments, thus resulting in 

 Within  ten years, 

the company ’s 

valuat ion increased 

by more than 

20 t imes… 
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poorer cash flow and increased pressure, which further risks the viability 

of the business.

From this experience some of the most valuable lessons I learnt were 

concerned with managing and forecasting cash flow, tracking financial 

performance, planning for manageable growth, aggressively pursuing 

profitability, and appointing the right people. It also triggered my obsessive 

interest in why some companies fail and some succeed. I believe that in 

part, the secret of a successful business is to understand where the business 

is at and what is required for it to grow to the next level.

What is the most important thing you have learnt about 

succeeding in business?

I have learnt that successful businesses have some key things in common: 

they are able to identify profitable niche markets; pursue focused strategies; 

develop strong sales and marketing expertise; enter partnerships to gain 

wider market access; find really passionate people; plan their future 

management team; and seek out good advisers. Successful businesses 

usually have higher profit margins and spend almost twice as much on 

sales, marketing and product development (expressed as a percentage of 

sales) than their rivals. The really successful businesses will also have four 

times as many partnership agreements to access new markets. On the 

other hand, the less successful businesses will have little or no planning 

for growth; gaps in the management team; poor systems and processes; 

poor sales and market positioning; poorly differentiated products; and a 

CEO who spends time fighting daily bushfires.

Strategy and planning influences everything you do in business. It impacts 

how quickly you grow, how much funding you need and how quickly 

you develop and release new products. It will also determine when you 

move into new markets, when to seek out acquisitions and when to 

expand your management team. Successful CEOs know this and plan 

for their future.
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What do you think are the essential qualities or attributes of a 

successful business owner?

Successful business owners come in all shapes and sizes. It’s hard to 

identify the one or two key attributes that drive their success. However, 

I would say the following attributes are important:

• having the ability to lead and inspire people

• having the confidence to back their own judgement

• having the ability to develop key relationships or partnerships

• being commercially aware and focused on profitable returns

• being confident and taking the initiative in the market

• having the ability to juggle a range of opportunities

• being creative in the way they solve problems.

Many successful CEOs use experienced mentors or coaches and surround 

themselves with good advisers and the right team members. It makes all 

the difference and helps when facing the tough decisions. Whether it’s 

something new or something more complex than usual, it always pays to 

have an experienced person to go through the pros and cons with you 

and help you to make more informed decisions.

Can you explain the theory of the ‘leaky boat’ syndrome?

When you’re releasing new products or entering new markets, there is 

always something that doesn’t go according to plan. It might be something 

out of left field that causes delays and increases your costs. I call this the 

‘leaky boat’ syndrome – the trick is to finish the race before you sink. 

It’s not too different for growing companies. You don’t want to drain all 

your reserves before getting your first sales. Good CEOs are patient for 

growth, but very impatient for profitability. Plug the leaks and aim for 

profitability as quickly as possible.
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You say that there are six stages 

of growth for a business. Can you 

explain to us what they are?

From my research I have identified six 

stages of business growth:

Stage One – is strongly product-oriented, 

with the company seeking to gain 

customer acceptance.

Stage Two – starts when customers demonstrate a strong demand for your 

product (this is when they are lining up at your door). This is the stage 

when new projects are placed in the pipeline following on from the first 

successful breakthrough product.

Stage Three – is when companies begin to experience growing pains. 

Successful companies have developed efficient internal processes and 

systems that are transferable to other business units or new companies. 

One of my clients who has built and sold two companies, has developed 

a framework to transfer systems and processes from one successful 

business to the next. He knows he can build a $50 million business with 

this infrastructure.

Stage Four – is a consolidation of the efforts instigated in the previous stage. 

That is, rapid market and product expansion is supported by the systems and 

documented processes developed during stage three. The CEO has a very 

strong growth agenda, however, one of his or her main concerns is whether 

the existing management team is capable of taking the business forward 

(the future team is important for long-term business sustainability).

Stage Five – the CEO continues to build his or her dream team and is 

strongly focused on strategy and changing the way the company competes 

in the market. The niche strategy makes way for assertive competition 

where the company uses price, value and other strategies to outmanoeuvre 

its rivals – it’s about asserting your position in the market.

 Capita l  re lates 

to  investor  funding 

rather  than debt 

funding f rom a 

bank. 

Bh1287M-PressProofs.indb   214Bh1287M-PressProofs.indb   214 5/2/07   6:48:28 PM5/2/07   6:48:28 PM



G R O W  T O  T H E  N E X T  L E V E L 2 1 5

Stage Six – is the final stage in which the company is now competing on 

all fronts. This competitive edge relies on the constant development of 

products, markets and customers. Successful companies focus on planning 

for long-term sustainable growth, and developing and retaining the right 

people.

Across all six stages, funding remains the key driver for success – align 

your funding with your growth strategy.

What are the advantages and disadvantages of fast and slow 

growth?

Before talking about fast or slow business growth, I believe there are two 

important drivers that impact growth. The first is related to the CEO’s 

ability to manage growth, and the second is all about the funding. Growth 

places significant demands on any CEO and tests both leadership and 

management capabilities. If the CEO is supported by an enthusiastic and 

capable team, fast growth and strong profits will result. If there are any 

gaps in the management team, it is advisable to build your capabilities 

and grow at a slower rate. I’ve seen CEOs thrive in growth situations, 

but I’ve also seen them burn out and face all sorts of problems in trying 

to achieve fast growth.

The other important driver is cash. Bringing new products into the market 

burns cash and there’s no guarantee of long-term success. There’s a great 

business school article titled ‘First to market, first to fail’ that suggests 

rushing to market doesn’t allow time to develop the infrastructure, systems 

and procedures for sustainability or long-term growth. I’ve noticed that 

the clever CEOs leverage their relationships and stretch their cash.

Fast or slow growth can present similar problems. In either situation, it 

is important to plan your growth and plan your funding requirements. 

Successful growth drives higher business valuations. As a business owner, 

this is the ultimate outcome.
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In your experience, what are some of the ways in which you can 

raise capital for a business?

Capital relates to investor funding rather than debt funding from a bank. 

There are four broad sources of capital to fund your business growth:

1. Friends and colleagues – many people underestimate the power of using 

this group to fund their business. They already know you and have 

your trust (although relationships may suffer when money is entered 

into the equation – keep this in mind).

2. Private investors – this type of investor is generally a very astute and 

successful businessperson. They may have worked in senior corporate 

roles or built their own businesses. Their insight and experience can 

be invaluable, however, they can be very selective.

3. Venture capital funds – these managers are professional investors with 

very specific investment criteria and rigorous screening processes. They 

see lots of business plans and their goal is to select the best CEO and 

the best business to fund (only a very small number of companies 

are funded).

4. Corporate investors – many corporates are seeking acquisitions or 

investment opportunities in companies with complementary products. 

They bring market access and strong financial support to your 

business.

When is the right and wrong time to raise equity in your business 

to fund future growth?

The best time to raise equity for your business is when things are going 

well. You don’t need to raise all the money at once, and in fact it’s better 

to spread it out over several years. This allows you to raise the money 

at increasing valuations and to avoid some of the negative impact of 
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share dilution. Your goal should be to protect as much of your equity 

as possible.

The worst time to raise capital is when you’re not ready or when things 

aren’t going so well. If you’re not ready, the potential investor will suggest 

that you ‘come back and see me’ when you have your product in the market 

generating sales, or when you have achieved breakeven. Each investor will 

generally have defined investment criteria. If uncertain, investors will most 

likely defer their investment decision until things look more certain in 

your business, or until you can prove that they will not be wasting their 

time or money investing in your company. If things aren’t going well, 

investors won’t really be all that interested. If there’s a problem with the 

business you need to fix it before approaching potential investors. Don’t 

let poor management become a second priority in your search for the 

money. If you cannot show that you can manage your business, you won’t 

get the capital from a serious investor.

How do companies decide how much equity to issue to investors 

so they don’t give away more than they should?

My key recommendation is to find a good adviser who has been through 

the capital-raising process. Raising capital impacts your shareholding (and 

the control of your business) and dilutes your share of the future value 

of the business. It is really important to understand what your business is 

worth before going through the capital-raising process. Giving away too 

much equity now may mean sacrificing 

significant future value. This generally 

happens when the CEO is too focused on 

immediate cash for growth, rather than 

the future value of the business.

 …find a  good 

adviser  who has  been 

through the capita l -

ra is ing process… 
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How important is it for business owners to network?

Successful CEOs are great at networking and developing strong 

relationships. It’s all about ‘six degrees of separation’. One of my oldest 

clients needed to attract the attention of a CEO of a major UK retailer. 

This was a very critical contact for him to establish because it could give 

him access to over 3,000 supermarkets in the UK and Europe. By using his 

network, he was able to find someone who knew the CEO. That’s quite an 

achievement for the CEO of a small Australian company. He invited the 

CEO of the retailer to lunch at a well-known London restaurant. He flew 

to London specifically for lunch and walked away with the opportunity to 

run a trial of his product in 140 stores. In short, continuous and focused 

networking is one of the key requirements for business success.

In your experience, what are some of the characteristics of a stable 

and profitable company?

Stable and profitable companies actively pursue unique strategies to gain 

competitive advantage over their rivals. Their top strategic priorities 

revolve around developing their people, focusing on their unique skills, 

and meeting their customers’ current and future requirements. They 

strive to improve their profit margins and reinvest their funds in sales, 

marketing and product innovation. They also focus closely on the external 

environment. They are watching the trends, watching the changes within 

the industry and watching their competitors.

One of the companies I worked for dominated its market by vigorously 

defending its market share. On one occasion, a small competitor 

introduced a new product that looked similar to one of its offshore 

products. The CEO’s response was very swift. Within a week, its product 

was in the market and within three months it had completely dominated 

the competitor. The smaller competitor withdrew its product from the 

market six months later.
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Apart from defending their patch, I think that the stable and profitable 

companies are better at planning and analysing their performance. It may 

sound extreme, but a major multinational food manufacturer I worked 

for revised its five-year plan every six months. That’s very strong business 

discipline.

Why is it important for owners to have a good business plan and 

what areas should it cover?

After reviewing thousands of them, I would have to say that a large 

number of Australian companies have very poor business plans. This is 

disappointing because plans show the intended direction and goals of the 

business, and the steps to implement these goals. Well-formulated business 

plans are a very useful tool for managing and tracking performance. 

Successful CEOs use a combination of delegation and business plans to 

achieve superior performance, and when it comes to raising funding, a 

business plan is an important document to communicate your strategies 

and business model to future investors.

Business plans need to cover four broad areas:

1. People – members of your team and their ability to execute.

2. Finance – where are you making the money? What else can you do 

to improve profit margins?

3. Market – understand why and how your customers will buy your 

products and why you are preferred over your competitors.

4. Leverage – using your relationships to gain wider market access.

In your opinion, what are the most common mistakes new 

business owners make?

Overall, the most common mistake made by new business owners is failure 

to appreciate what needs to be done in order to be successful. That is, 

understanding that every stage of the business-building process presents 

a new set of challenges.
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1.  In the early stages of building a 

business, it’s all about attracting 

customers and establishing business 

viability as quickly as possible. 

The most common mistake is 

not clearly identifying the target 

customers, what they want, and 

how to get it to them. There are 

also problems around funding, 

building a management team and 

a lack of planning.

2. At the next stage of business development, it’s about meeting the 

customers’ demand and building sales and marketing capabilities. 

The biggest mistake is not developing marketing collateral and not 

understanding market positioning.

3. When sales and profitability increase, the next stage is all about 

operational efficiencies and using technology to enhance product 

delivery and customer retention. The most common mistake is due 

to poor systems and a lack of documented processes. Documented 

processes and good systems allow the CEO to delegate more and be 

much more effective in monitoring performance. New staff can also 

hit the ground running using the company’s existing systems and 

procedures.

4. The next stage is about rapid product and market expansion. The most 

common mistake at this stage is the composition of the management 

team. CEOs are generally asking whether the current team can achieve 

long-term sustainability. Is this the future team they need to drive 

the business forward? Significant issues can arise in relation to staff 

retention and talent development as staff members are required to 

fulfil different roles as the company grows.

 …understanding 

that  ever y  stage of  the 

business-bui lding 

process  presents  a  new 

set  of  chal lenges. 
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What do you think holds people back from becoming successful in 

business?

I think you really need to have a ‘give it a go’ mentality and be willing 

to constantly refine and upgrade your skills and knowledge. I believe 

that not having these two characteristics is often what holds people back 

from achieving business success. One of my clients who built and sold 

two companies is continually refining what he does and how he does it. 

He has no hesitation in approaching key people who may assist him in 

growing his business or trying different things to make his products stand 

out. He often jokes that over the last three years he has paid for a very 

expensive marketing degree after developing a new business in the retail 

space. The trial and error process can be slow and expensive but the goal is 

to end up with something that is distinctive and that people want to buy. 

Apart from learning on the job and qualifying for the ‘experience’ degree, 

there are plenty of short courses available and many opportunities to 

surround yourself with talented people who will challenge (and therefore 

strengthen) your ideas and decisions.

Although people learn in different ways, if you are not prepared to improve 

your skills, you and your business are unlikely to grow to the next level. 

You have to decide what you really want from your business.

What are your top tips for developing a great small business?

There are nine important things you need to do to develop a great small 

business.

1. Find an experienced mentor or coach, or join a CEO discussion 

group.

2. Develop your team with the best people you can find and delegate to 

them.

3. Be flexible and give your customers what they want.

4. Focus on a profitable niche.

5. Know where the dollars are generated.

Bh1287M-PressProofs.indb   221Bh1287M-PressProofs.indb   221 5/2/07   6:48:29 PM5/2/07   6:48:29 PM



P E T E R  G O W2 2 2

6. Manage and forecast your cash flows.

7. Align your growth with the funding.

8. Develop key alliance partners to gain wider market access.

9. Back-up your suppliers with other potential providers.

Getting these things right is critical for achieving success. Master these 

and you will attract the right people and right relationships to make you 

even more successful.

What advice would you give to someone that wants to get into 

your line of work?

To be successful in my line of work, I believe that you need a combination 

of small and big business experience; you need to know what a small 

business needs to do to grow into a big business. Also, having some good 

practical expertise in marketing, finance or operations is very useful. If you 

like working with inspirational CEOs and building businesses, I couldn’t 

think of a better job. Each company is different and presents its own set 

of unique challenges. However, there is a common thread across the CEOs 

– they are all very passionate about building successful businesses.
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Idea Protection

D A V I D  N E V E L L

 Protec t ion of  your  invent ion or  idea is  the 

foundat ion for  creat ing value f rom i t . I f  you are 

unable  to  protec t  i t  legal ly  i t  wi l l  be  di f f icult  to 

attrac t  ear ly  investors, and i t  wi l l  of ten result  in 

a  shor t- l ived produc t  . . .  
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D A V I D  N E V E L L
David Nevell was born in 1963 in the small, historic New South Wales 

country town of Rylstone. He grew up with his mother, father and two 

older sisters, where it was all hands on deck to help run the family 

farm after school. Many days were spent planting new crops and 

‘rouseabouting’ in the farm’s shearing shed. When he was not working, 

he spent his spare time with friends, scaling the large mountain range 

which ran through the property.

At the age of 18, David moved to Sydney to extend his education. 

During his twenties and early thirties he completed an Engineering 

Certificate at Sydney TAFE, a mechanical engineering degree at the 

University of Technology Sydney (UTS) and a MBA Executive at the 

Australian Graduate School of Management (AGSM). During this time, 

David trained in the art of Taekwondo before starting a successful 

business teaching students in a number of clubs across Sydney.

David gained 14 years of corporate experience in manufacturing, 

operations and sales team management, before he left the security 

of the corporate world and founded Inventors HQ Australia Pty Ltd, a 

business established to provide solutions for inventors and investors 

to commercialise inventions. Since then, he has established a number 

of other businesses and introduced a number of inventions into the 

market.

David is fanatical about golf, travelling, skiing and fly fishing and heads 

off whenever he can to pursue these passions. He lives in Balmain, 

Sydney, where he enjoys time relaxing with friends and family.
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What was your very first business venture and what did you learn 

from it?

When I moved from the bush to Sydney I started training in Taekwondo 

with the Australian Freestyle Taekwondo Academy. After 18 months of 

training three-to-four nights a week I received my black belt. At the 

time I was also studying mechanical engineering, while training some of 

the lower grades. This period of intense training and instructing others 

developed my teaching skills and I was asked to take over the leadership 

of the Malabar Club. This went very well, I increased the numbers over 

a 12-month period and due to demand started a juniors’ class. The club 

became very successful and I was then asked to take over the City of 

Sydney Club where a similar input of effort grew club numbers and 

created a very successful business.

From this experience I learnt about dealing with people, perseverance, 

business cash flow and promotional activity. Perhaps the most important 

thing I learnt was that you get back what you put in; your passion and 

interest in the activity creates the satisfaction in the results you achieve. 

After ten satisfying and successful years in Taekwondo, I decided to refocus 

my energy on my full-time job (as operations manager with Orica) and 

my MBA studies. I realised that I had spread myself too thin and needed 

to reprioritise my activities in order to get financially fit and ready to 

start another business later on.

Why did you decide to start your present business?

I have always had the desire to start my own business and it was really 

a case of when not if this would happen. There are two words that can 

best answer this question and they are satisfaction and contribution.

When I was in the corporate world I was earning a good, regular salary 

and always enjoyed most parts of the positions I held, however, I felt 

somewhat dissatisfied with what I was doing and I put this down to 

‘contribution’. I always felt I had a greater contribution to make to 

Bh1287M-PressProofs.indb   225Bh1287M-PressProofs.indb   225 5/2/07   6:48:29 PM5/2/07   6:48:29 PM



D AV I D  N E V E L L2 2 6

the world, but in corporate life there 

are many boundaries put in place by 

organisations that unintentionally inhibit 

individuals’ entrepreneurial growth and 

spirit. I had some fantastic leaders that 

coached and guided me along the way, 

however, there is nothing as exhilarating 

as creating your own space, finding the 

opportunity that suits your passion and 

building a business from nothing.

In addition to satisfaction and contribution, I also have a desire to do 

many more things in my life and those things require free time, freedom of 

choice and finance. My previous occupation would never allow me all three 

in abundance. With these goals in mind, my focus has been to build and 

establish a number of business options that can generate passive income. 

Many occupations require you to work tirelessly in your business to earn 

an income, and when you stop working the income stops. My ambition 

is to create a group of businesses that generate passive income.

Tell us where the idea for your product the Skoona Moova® 

came from?

My good friend and business partner John Braams is the ingenious mind 

behind Skoona Moova®. When I was renovating a property together I 

met John and we started chatting about inventions – John had hundreds 

of ideas but didn’t know how to make them work. I took an interest and 

asked John to pick out three inventions that we could work on and said 

I would have a go!

The first invention was the Ozzy Nozzy® (now marketed as Flo-Control 

Nozzle by Bostik), a drip-less nozzle for caulking products that run-on 

(leak and make a mess during the job). This nozzle is incredibly simple 

but very complex to manufacture. The invention won the Australia Post 

 M y ambit ion is  to 

create  a  group of 

businesses  that 

generate  pass ive 

income. 
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Small Business Award in the Getting Started category in 2004, which was 

a great endorsement for our efforts and John’s genius.

Following on from this success, we started Skoona Moova. Essentially, it 

is an alternative means of carrying drinks instead of plastic or cardboard 

carriers (like the drink carriers at the football which are flimsy, unstable 

and spill over people as the drinks are passed along the row). Skoona 

Moova is an environmentally friendly and easier way to carry drinks. 

Initially we researched the market to see how many cardboard and plastic 

carriers were used around the world and the figure was staggering. John 

then built the first prototype to prove the idea, and then we got cracking 

on designing it so that it would fold up and lock open to hold itself 

without any additional supports.

We have over 100 retail outlets across Australia selling the product and 

more recently we have started to market and receive orders from large 

companies (such as St George Bank, V8 Super Cars and Miller Beer USA) 

who want to use the Skoona Moova as a branding and promotional tool. 

We are part way through a five-year plan to roll the product out around 

the world, and part of this process is raising the investment which is 

certainly challenging in our conservative Australian culture.

What advice would you give to people about partnering with 

inventors and other creative people?

I think one of the reasons why John and I work so well together is that we 

are each good at different things – John is great in the inventing arena, I 

focus on commercialising the products, and neither of us interferes with 

the other’s work. We have a high level of respect for each other’s expertise, 

and while we both make suggestions the boundaries are quite clear and 

this works brilliantly. So, although it is important to assess an invention 

it is also important to assess your relationship when intending to work 

with inventors or creative people. I also believe that there is a need for a 

project driver in these types of partnerships in order to move a creative 

idea forward and keep it on track.
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David with partner John Braams, showing off their Skoona Moova®.

When you first started out, what was your marketing plan for the 

Skoona Moova and have you managed to stick to this original 

plan?

The target markets for this product are quite broad and substantial, and 

include the following:

• retail gift and liquor industry outlets

• corporate gifts and promotional markets

• sports stadiums and events

• exhibitions and festivals

• coffee industry

• direct marketing over the internet.
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Our initial marketing plan spans five years and aims to introduce the 

Skoona Moova to these markets progressively through product awareness 

and direct marketing activities. In the early stages, we developed a feedback 

loop through our online store, www.skoonamoova.com, which provided 

information about where the customer heard about the product and what 

they thought about it. This feedback has become valuable in modifying 

our marketing approach in terms of price, place and promotion. It 

usually takes thousands of dollars to buy good research, however, as a 

start-up business we had to find innovative ways to research and market 

our product. This early research and testing phase helped us to develop 

a strategy that would introduce the Skoona Moova through product 

awareness and direct marketing avenues.

Initially, our goal was to introduce the Skoona Moova into the retail world 

by providing a small volume to many stores in a variety of locations. 

This activity was, and still is, supported by public relations and mini-

promotions, such as editorials in The Daily Telegraph and features on 9am 

with Kim and David (Network Ten), New Inventors (ABC) and Cyber Shack. 

This exposure is also strengthened by our website. In my experience, all 

new products take time to be accepted; not always by the end-user but 

by the middle-people who decide whether they can sell the product or 

not. I think it is therefore very important to recruit an enthusiastic and 

strong sales and public relations team to present your product to store 

owners. To this day we have stuck to our original plan, however, we have 

added to it when certain market information came to our attention. These 

changes have come about as a result of being flexible and listening to the 

feedback we have received.

How did you go about getting your 

product into stores? What were 

the challenges and how did you 

overcome them?

Two things are required for getting 

Australian products into stores: very 

 We have been ver y 

for tunate to  have had 

people  approach us 

rather  than the other 

way around… 
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skilled salespeople and great relationships. There are also two challenges: 

finding very skilled salespeople and forming great relationships. Geoff 

Beilby is one of those people who is not only a skilled salesperson, but 

also has a range of great relationships that have developed over 20 years 

in business. Geoff saw John using the Skoona Moova at the football and 

approached him about distribution. Geoff loved the product and within six 

months had about 80 outlets selling it. Since then Villa Mondo has taken 

over as our national distributor for retail outlets and the gift market.

Thanks to the hard work and persistence of Geoff and Villa Mondo, 

we have a good number of retailers, including Howard’s Storage World, 

Peter’s of Kensington and many other retail outlets listed on our website, 

selling the Skoona Moova.

You have introduced the Skoona Moova into international 

markets. What process did you use and what were people’s initial 

responses?

Entering the international market evolved from our initial product 

awareness campaign. The process from there simply involved following 

up leads from people who contacted us. We have been very fortunate to 

have had people approach us rather than the other way around, and I think 

this reflects the effectiveness of our marketing approach. A number of key 

people have been instrumental in assisting with our international market 

exposure, and from this experience I have learnt that taking a product 

to a global audience involves many good people – you can’t do it alone! 

In addition to this, our e-commerce website has been an excellent low-

cost means for communicating our product’s features and benefits, and 

accepting online orders. The power and value of this medium should not 

be underestimated by small business owners, however, the website is not 

a stand-alone avenue for marketing a product; it needs to be supported 

with market awareness activities that bring people to your website.
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For many businesses there is a very high cost associated with 

international expansion. Has this been the case for you and what 

lessons have you learnt?

The Skoona Moova is not a high-cost business and has been structured 

this way from the start, therefore the cost of entry into the international 

market has been relatively low. The major costs have been associated with 

patent protection because we decided on a global protection strategy. Part 

of our product awareness strategy includes attending trade shows in the 

largest overseas markets and these costs are also part of the major expenses. 

However, we do not require an infrastructure in those countries and our 

business arrangements rely on sales commissions rather than salaries. 

Unlike traditional businesses, I am not aiming to grow an international 

organisation, but rather to generate international revenues from the 

products we sell to overseas markets. This is made more appealing when 

structured as a low cost business from the start.

In your opinion, why is protecting intellectual property so 

important?

Intellectual property protection is so important, especially when you have 

something that is quite unique. Protection of your invention or idea is 

the foundation for creating value from it. If you are unable to protect it 

legally it will be difficult to attract early investors, and it will often result 

in a short-lived product when you finally get it into the market. Heading 

down the path of creating a product without first searching to see if 

someone else has beaten you to the idea is fraught with danger. Many 

products that are created and become successful are copied and this will 

happen whether you have intellectual property protection or not, however, 

without the protection you have no legal remedy to prevent others from 

eroding your business investment and value.

For example, my father developed a dental instrument that he showed 

to a reputable international company thinking that they may help him 
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develop and market the invention. A 

few years later while overseas he was 

in discussions with a toolmaker and, 

to his astonishment, the toolmaker 

pulled out the same instrument that 

my father had shown to the company. 

He ended up being able to protect his 

intellectual property and the instrument 

was eventually returned.

Where should people go if they want to find out more about 

intellectual property protection?

There are many websites containing free information about intellectual 

property protection, including the Australian Government website, 

www.ipaustralia.gov.au. Based on my experiences, trademark and patent 

protection are crucial for inventions, and the advice you may receive from 

one patent attorney is not always the same as you’ll get from another. 

Therefore, I think that it is very important to find a patent attorney who 

understands your intentions and who can write you a specific patent that 

will protect your commercial value as well as your idea. When looking 

for a patent attorney it is worth asking a few good questions about why 

and how they write patents, and if someone does breach your patent, 

how they will help you protect your business value. The answers to these 

questions can vary significantly and could end up either costing or saving 

you time and money.

Darryl Mischlewski, director of IP Strategies, wrote a great book called 

Sustaining Competitive Advantage, which is a very good source of 

information for those who want to find out more about intellectual 

property protection.

Do you ever have people tell you that your ideas will not work? How 

do you respond?

 …our  att i tude is 

d isplayed by the way 

we approach l i fe’s 

events… 
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If I had a dollar for every time someone has said to me ‘it’ll never work’ 

I would be a wealthy person! It reminds me of the negative little guy in 

Gulliver’s Travels!

We all have a choice about how we approach the world and our attitude 

is displayed by the way we approach life’s events; some people decide that 

they are going to be negative and have pleasure in putting other people’s 

ideas down. I have met many people from all walks of life and there are 

supporters who will encourage you, and those who are quite happy to 

tell you that it won’t work! However, this type of negativity shouldn’t be 

confused with constructive feedback, which is very valuable.

What advice would you give to someone who has an idea for 

creating a product but simply doesn’t know what they should 

do next?

‘I have an idea but I don’t know what to do next . . .’ is a phrase I often 

hear. The process of commercialisation that I have developed has six 

stages and provides a clear path to follow for anyone wishing to develop 

an idea into a product. These six stages are:

1. Qualifying Assessment and Start Plan – determines whether the invention 

has sufficient potential to warrant further investment and identifies a 

starting position.

2. Search and Prove – involves developing the idea to a prototype stage 

in order to prove that it works.

3. Build and Protect – requires the act of developing the invention to a 

protected, pre-manufacture ‘product-ready’ stage.

4. Attract Funding – by this stage the invention should be ready to attract 

initial investment. 

5. Prepare for Market – a company should be established and the product 

should be prepared for market.

6. Go to Market – enter the market with a finished product.
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This process and the activities within each stage have been developed 

over the last five years of commercialising inventions, and while it is 

well structured it does allow flexibility as every invention is different 

and requires a slightly different approach. I recommend this process be 

followed by anyone wishing to turn their idea into a new business. Our 

company is well positioned to assist in the creation and implementation 

of commercialising products through direct project management or 

mentoring.

What gave you the idea and motivation to start Inventors HQ 

Australia?

The initial idea to start Inventors HQ Australia Pty Ltd developed as 

a result of my involvement with my father’s inventions over the years. 

The motivation to actually start the business really came as a result of a 

number of things:

• Property and share investments provided me with adequate finances 

and funding to start the business.

• I was nearing the end of a two-year corporate position and the timing 

was good for me to either move into another corporate position or 

break away from the corporate world and start my own business.

• Meeting John Braams and the potential to turn some of his many 

good ideas into reality.

• I felt that I had sufficient education and experience in a broad range 

of business areas.

You have developed a process for assessing and selecting 

business ideas that you think will become successful Australian 

inventions. Can you explain some of this process?

In addition to developing the Inventors HQ Australia process for 

commercialising inventions, I have also developed a process for assessing 
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and selecting them. This process includes more than 80 questions that 

cover the areas I think are important for selecting potentially great 

inventions. Five of the key questions I ask are:

1. Does the invention solve a real problem? (Big and high-priority 

problems are better.)

2. Is the problem known globally?

3. Is the invention easy to explain?

4. Is the invention unique and can it be patented to protect its commercial 

value?

5. Can the product be made in commercial quantities, so that the retail 

price can be set four-to-five times higher than the production costs?

What was one of the biggest challenges you faced when starting 

Inventors HQ Australia and how did you overcome it?

The biggest challenge starting Inventors HQ Australia was convincing 

manufacturers to invest the time and money to experiment with the 

manufacture of a new product. With the Ozzy Nozzy, we were knocked 

back by many manufacturers who said that the unique product shape could 

not be made from plastic. After many hours of hunting manufacturers 

and planning meetings, we found someone who was brave enough to say, 

‘yes, I think I can make it’.

Plaspak is that manufacturer, and through 

their relationship with Bostik Findley 

Australia, we were able to visit all of the 

global regional management centres in 

an effort to seek further feedback on 

our product, which led to us making a 

number of modifications. The final result 

of all the field visits and feedback reports 

was sufficient to engage the full support 

of Plaspak to invest in the necessary 

tooling to introduce Ozzy Nozzy to a 

 …we found 

someone who was 

brave enough to  say, 

‘yes, I  th ink  I  can 

mak e i t ’. 
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global market. The process took over two years and has been one of the 

major challenges in establishing our business.

You are very passionate about Australian manufacturing. Can you 

explain why this is?

My passion for manufacturing in Australia comes from my pride in 

our country and the expertise that we have within our nation. I have 

met many competent manufacturers in Australia and I am very keen to 

support our own growth and economic wellbeing, rather than sending the 

profits to other countries. The main reason I suspect people manufacture 

overseas, particularly in China, Taiwan and India, is because the alternative 

process in Australia is costly and not competitive due to the variation in 

labour costs. However, when the manufacturing process is complex and 

the tooling requires experience and expertise, I recommend dealing in 

Australia. When a product is a low-cost item it may not be possible or 

suitable for it to be made in Australia so it sometimes gets tooled overseas, 

but there are inherent problems with doing that, which people only find 

out about through experience.

Before people choose to manufacture their products overseas, 

what other factors should they consider?

• Tooling costs – the cost of complex parts can increase dramatically if 

frequent trips are required to continually communicate the specific 

requirements. The advantage of manufacturing in Australia is that 

it is less expensive to visit an Australian factory to review or modify 

tooling when it is required.

• Quality control – this is a factor that needs to be constantly monitored. 

Generally, it costs more to control overseas and is less of a concern if 

you choose a well-qualified Australian manufacturer.

• Transport delays – wharf strikes, lost, stolen or misplaced products can 

all be costly.

• Slow delivery turn-around – sometimes people do not want to wait 

three months for a product. This can increase your inventory costs as 
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stock cannot always be made at the ‘drop of a hat’ if you get urgent 

orders.

• Transport methods – expenses may result when a customer changes 

their mind and suddenly wants the product next week, instead of four 

months down the track.

• Product or package damage – damage may result from sitting in hot 

containers, especially on the top layer of a cargo ship.

Australian manufacturing can avoid many of these unforseen expenses.

What are your five top tips for exporting and sending products 

overseas?

1. Select your representatives wisely and keep in mind the skills and 

passion that will be required to introduce and sell your product.

2. Provide incentives and rewards. In the beginning, this may mean a 

little bit more than an average incentive or reward because you need 

your product and business to stand out.

3. Don’t forget the big picture and your long-term goals.

4. Give a little – you don’t have to sell the farm, but look for ways that 

you can help your distributors win at every post.

5. Drive your costs down by eliminating unnecessary steps and maintaining 

big enough margins to help manage unforseen events.

What recommendations would you make to someone else who 

wants to get started in a business of their own?

If you are passionate about starting a business, then start the preparation 

today! If you are leaving a paid job to build your business, and you will 

be relying on your new business to pay your way, work out how much 

you will need in terms of spending. I recommend that before you build 

your business, you build a war chest of cash, and options for generating 

cash, other than your main business. New businesses tend to take two or 

three times longer than you think they will to generate sufficient income, 
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so be prepared by having enough cash 

and options to last you three-to-five 

times longer than you predict.

Prior to starting my own business, a 

successful business friend told me three 

things: start small, grow slowly, and get 

the first sale. This advice has served me 

well. Business plans are also another important part of preparation. 

Written plans get delivered whereas unwritten plans can easily be forgotten 

or altered. Prepare a document that outlines your plans. Within this plan, 

one of the most important aspects is to work out how the business will 

make money, if that is your goal. This may seem like an elementary 

question, however, although it is fundamental it is sometimes overlooked. 

Asking this question will lead to many other questions about customers, 

products and services, prices and cash flow through the business.

Furthermore, don’t forget to be flexible, listen to feedback, and focus on 

the relationships in your business, not just the finances.

Is there a significant quote or saying which you live your life by?

One of my all time favourite sayings is by Mark Twain: ‘Twenty years 

from now you will be more disappointed by the things you didn’t do than 

by the ones you did. So throw off the bowlines, sail away from the safe 

harbour. Catch the trade winds in your sails. Explore. Dream. Discover’.

My other favourite saying was created whilst a good friend Arnold and 

I were body surfing which is; ‘The more waves you go after, the more 

waves you catch’.

Where do you see your business ventures five years from now?

My aim in the next five years is to create another 25 products from new 

Australian inventions. We are constantly looking for new inventions 

 L i fe  i s  shor t , so 

star t  as  soon as  you 

can. 
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that have the potential for global success, and we have now attached 

an application form to our website. I am always happy to review new 

inventions and to support Australian manufacturers and ideas.

What are the best and the worst aspects of running your own 

business?

The best aspect of running my own business is the freedom to do what I 

want to do, when I want to do it. I also enjoy the satisfaction of building 

a business and the contribution it is making to other lives. Unfortunately, 

there are too few people to do too many things, and as a small business 

the cash flow can cycle in large swings, learning to manage this is a real 

challenge.

What advice do you have for people wanting to become involved 

in business?

Don’t wait! Life is short, so start as soon as you can. Take calculated 

risks, follow your passion, listen to your instincts and dare to live your 

dreams!
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David Nevell has kindly offered a FREE BONUS GIFT valued at $47.00 to 

all readers of this book…

How To Turn Your Ideas Into Reality – Over the last few years David Nevell 

has successfully commercialised a number of unique ideas and inventions. 

During this exclusive audio interview, Dale Beaumont puts David in the hot 

seat and asks him to share in detail his first-hand experiences. Made available 

in MP3 format, by listening you’ll discover his personal formula for assessing 

ideas, the inside scoop on protection and trademarking, and the various ways 

to start seeing profits sooner. 

Simply visit the private web page below and follow the directions to download 

direct to your Notebook or PC.

www.SecretsExposed.com.au/small-business-owners

D FREE BONUS GIFT
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Aim of Marketing

M O R R I S  M I S E L O W S K I

 I  used to  lec ture  that  new produc t 

innovat ion took an average of  seven years  f rom 

star t  to  f in ish . Today, us ing the internet  as  an 

example, innovat ion can tak e as  l i t t le  as  seven 

minutes  f rom incept ion to  web to  consumer.  
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P R O F I L E

M O R R I S  M I S E LO W S K I
Morris Miselowski was born in Melbourne in 1962. By the age of eight, 

he had already witnessed the mechanics of how a family business 

operated. Ten years later his fascination with the intricacies of systems 

and strategies provided the catalyst for his own junk mail business, 

Phoenix Direct Mail. 

Phoenix lasted four years. By the age of 22 he had built it up to employ 

an impressive 800 part-time staff, delivering over 1.2 million leaflets 

per week. Unsure of what his next move would be, and lacking in 

confidence, he spent eight months working for a recruitment agency. 

It was during this time that he realised being an employee wasn’t the 

direction he wanted his life to take. In 1988 Morris founded his current 

business strategy consultancy, Success through Focus, which guides 

and mentors CEOs and key decision-makers around the world. 

Since that time Morris has built up a reputation as a leading business 

strategist. His insights have been sought after to assist the daily 

operations of publicly listed companies, as well as welfare and human 

resource organisations. He has also lectured in marketing, business 

and management at TAFEs and universities. Lecturing led to many 

corporate speaking engagements at large seminars and conferences, 

guest appearances on national television, regular columns in several 

business publications and a regular radio business show – which have 

seen him become Australia’s foremost ‘business futurist’. Adjacent 

to this successful career, Morris has volunteered as a welfare crisis 

counsellor and a prison chaplain.

Today, Morris chooses to work in a manner that allows him to 

seamlessly blend his many work, speaking and media obligations, 

his personal life and his hobbies (travelling, reading and cooking) with 

his most important commitment – his wife and two children.
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When did you first discover you had entrepreneurial talent?

I was born into an entrepreneurial, self-employed family and can’t 

remember a time when I wasn’t surrounded by business. The family 

business, which still exists today, was founded the same year I was born 

and we grew up together. At eight years of age, the business moved to 

commercial premises and I was working in the office and showroom every 

Saturday and in the school holidays. I never stood a chance! I learnt the 

good, the bad and the ugly of running a business – it’s an addiction and 

a love affair that has never left me.

What was your very first business venture and what did you learn 

from it?

I started my first business in February 1981, two months after finishing 

my Higher School Certificate. It was a letterbox distribution (junk mail) 

business, delivering leaflets into letterboxes around Victoria. The business 

ran for four years and delivered regularly into 1.2 million letterboxes with 

a part-time walker team in excess of 800 people. Phoenix Direct Mail 

originally operated from the garage at home, at a time when being young, 

entrepreneurial and working from home were all severe disadvantages (it 

was a time when the young were meant to be seen and not heard, and 

when the traditional corporate career path still reigned supreme).

I learnt the deeper lessons of this business almost a decade after selling it. At 

the time it all seemed too hard and too difficult; the logistics of operating 

such a complex business in the pre-computer age were enormous, and 

at times, crushing. Yet, with the clarity of hindsight, this early business 

venture was a daily lesson in systems, strategic and innovative thinking, 

and also the drudgery and despair that are common to every business. My 

first business is now a constant reminder to me that blinkered naivety is 

purposeful when mixed properly with faith, conviction and determination. 

Most importantly, it taught me that the road to anywhere worthwhile has 

lots of potholes, mountains and detours, and that it’s how you manoeuvre 

through them that determines your success.
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What made you decide to sell your 

first business?

I sold my first business at the age of 

23, four years after starting it. Those 

four years saw the business outgrow the 

garage and move into an office space, 

the workforce increase from two to in 

excess of 800 part-timers, and we went 

from delivering 250 leaflets to 1.2 million 

leaflets regularly. By the end we were running three businesses: we bought 

a competitor’s junk mail business to secure a local newspaper delivery 

run; started a market research firm that allowed me to use my staff to 

conduct door-to-door research; and there was the core leaflet distribution 

business.

Looking back this seems incredible, but at the time it just felt like hard 

and unending work. It was a seven-day-a-week commitment at a time 

when all my friends were studying and out partying. The world generally 

did not welcome a young entrepreneur – the banks were not interested in 

lending or listening, and selling to the larger corporates and clients meant 

that at the age of 20 I had to continually pretend to be 40. Strangely, at 

the time I sold the business I believed I had no skills and no future, and 

all that was ahead of me was more of the same. I just had to get out. I 

felt that what I was doing was ordinary and that anyone could do it. I 

was so convinced that I had no transferable skills that after selling the 

business I went on a two-month holiday to try to figure out what skills 

I did have and what I could do next.

So far you have had a varied career. Can you tell us about it and a 

couple of the major highlights?

After selling my first business I felt I had to go and work for someone 

else; I was sure I would never start another business. Believing that the 

only thing I could do was sell, I decided to find a job as a salesperson, so 

 I  so ld  my f i rst 

business  at  the age of 

23 , four  years  af ter 

star t ing i t . 
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I applied for a job advertised in the newspaper. I was granted an interview 

and offered a job on the spot – but it wasn’t the job I had applied for.

The company was a large employment agency and they offered me a 

position as a personnel consultant – it was a job that only lasted two 

days. On my third day I was called into the owner’s office; believing the 

worst and being sure that I had been discovered as a ‘no talent’, I walked 

the death march into my boss’s office. To my absolute surprise, instead 

of being fired I was promoted to manager of their executive recruitment 

division – perhaps I did have some talent, but rather than believe that, 

I still saw it as luck. After four months I was headhunted by another 

recruitment firm, however, this job only lasted four months as well. The 

heavy-spending business learnt the hard way that expensive furniture and 

beautiful offices don’t build a business, and I was fired along with most 

of the newly appointed staff.

This eight-month stint ended my life as an employee forever. Without a 

deliberate plan, or any real knowledge about what I was doing, I started 

picking up consulting work from my old clients, assisting them with 

their marketing planning (not that I knew that’s what it was called at 

the time) and slowly began gaining additional marketing, promotions 

and human resource clients. On a sunny Thursday afternoon in early 

February 1990, I was contacted out of the blue by a local TAFE looking 

for a sessional marketing lecturer to start work that evening – this was 

something I had never considered doing (I had no formal marketing or 

teaching qualifications). This was the beginning of a love affair that lasted 

13 years and allowed me to build a secondary consulting business that 

still provides sessional marketing, management and computing lecturers, 

tutors and curriculum documents to a range of TAFEs and universities. 

The primary business, however, was still marketing and management 

consulting to an increasing mix of companies. This ran in conjunction 

with my lecturing, return to formal study, volunteer work and starting 

a family.

Being busy in so many directions is never an issue for me as long as I 

stay true to my core, do what I love to do, am time conscious and eager. 
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I am a firm believer that the universe provides opportunities and it is 

up to us to grab hold of them. Knowing my core and my abilities is so 

important because it allows me to recognise an opportunity. Even if I 

can’t quantify why I should do it, I can intuitively qualify it.

How would you describe your personal philosophy when it comes 

to marketing?

Marketing and business are really simple, we choose to overcomplicate 

it. As defined by Peter Drucker, a prominent business thinker, ‘The aim 

of marketing is to make selling superfluous . . . to know and understand 

the consumer so well that the product or service fits . . . and sells itself ’. 

I use this definition as my benchmark.

Marketing is so much more than advertising and promotion (which 

is really only the final step). To me, the best marketing takes place at 

the intersection of the product, the company, the consumer and the 

marketplace (see accompanying diagram). This involves gaining a deep 

understanding of the client’s company, their consumers’ behaviour, their 

marketplace, their competition, and the past, present and future worlds 

in which the product or service will compete. This foresight leads you 

to frame an opinion of what your product or service should be, and 

the bells and whistles you may need to attach to it in order to make it 

desirable to others.
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In today’s consumerist world, very few of us have a unique product or 

service to offer, we usually offer more of the same. This is not a negative, 

as there can only ever be one inventor of anything, our aim therefore is to 

find a way to make our product or service appear unique and stand apart 

from all others. The trick to doing this well is to go back to the human 

psyche and discover what additional benefits the typical consumer wants 

from that ‘same’ product – this is the way to differentiate yourself. And 

here’s a tip for the new players in the marketing game – if you compete 

on price alone you will invariably fail.

Consumers are now savvier then ever before; they are consummate shoppers 

with years of experience, who can shop online 24/7 anywhere in the world. 

They may not even want to buy, they may just want to research what your 

competitors offer. This is the new consumer frontier. The consumer has 

evolved. They are now a 100 per cent partner in your business. Try to 

fool them, or only pay lip-service to them, and they will pass you by. The 

flip side of this consumer revolution is that consumers are willing to be 

fiercely loyal to you if you do the right thing by them. Get this right and 

consumers will beat a path to your door – that’s marketing!

What key questions should one ask before developing a 

marketing strategy?

As simple as it sounds, the best questions to ask and answer are always: 

Who? Why? What? Where? When? How?

In your experience what are some of 

the most effective ways to advertise 

and promote a business?

There are six broad ways we can 

communicate (through advertising and 

promotions) what we have to offer:

 …consumers  are 

wi l l ing to  be f iercely 

loyal  to  you i f  you do 

the r ight  thing 

by them. 
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Personal selling – the most common method of communication is 

one-to-one, or one-to-many through a face-to-face product or service 

introduction and demonstration. This form of promotion is used most 

often and is effective because you’re eyeball-to-eyeball with the consumer, 

you can change the message if required, answer any objections and ask 

for the order.

Sales promotions – short and medium-term incentives and offers, discounts 

and prizes can be used to kick along sales, introduce or re-energise a 

product, or quickly delete old stock. This can be effective, but can decrease 

your profitability, and if used for too long can devalue your product’s 

perceived value.

Public relations – unpaid advertising in which you send stories of your 

business or yourself to the media in the hope that they will publish it. This is 

a great tool, but comes with no guarantee that the story you want promoted 

will be newsworthy or interesting enough for the media to use. And if they 

do, you cannot control how or when they might use it. The positive side is 

that a story is seen as an impartial endorsement of your product or service 

and therefore holds greater credibility in consumers’ minds.

Advertising – any paid-form of non-personal presentation and promotion 

by an identified sponsor. However, television, radio and newspaper 

advertising generally requires a larger budget then most small businesses 

can justify.

Direct marketing – involves letters, samples, telephone calls and other 

contact messages sent directly to the consumer, usually at their home or 

office. This is a great way to go directly to your consumer and the best 

lists are the ones you create from your loyal customers. You can also 

buy mailing lists to your specifications from list brokers. The downside 

is that consumers receive so much direct mail that they often don’t even 

open it.

Internet – a brave new frontier of online communication ranging from 

personal and company websites to banner advertisements, search engine 
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listings, pay-per-click, cross promotional banners and more. This newest 

form of promotion is just starting to take hold and the interesting thing 

is that often much of the advertising content is developed and produced 

by the consumers themselves.

Within each of these categories there are many more forms of promotional 

possibilities – the most effective one is the one that suits your budget, your 

needs, and your consumers’ interests. No single method works in every 

situation and often a mixture of promotions and advertising is needed. 

Eight out of every ten people I ask about the success of their promotion 

can’t tell me if it worked and why. The trick to a great promotion is to 

methodically measure the success of every campaign against pre-defined 

criteria.

Can you explain the difference between ‘Above The Line’ 

advertising and ‘Below The Line’ advertising?

‘Above The Line’ advertising (ATL) includes mass media promotions 

such as television, radio and newspapers. ‘Below The Line’ advertising 

(BTL) includes direct mail, personal selling, public relations and in-store 

merchandising.

With regard to sponsorship and promotional items, how can 

someone measure the return on investment to their business?

Sponsorships and promotions are in many ways the most difficult to 

measure and judging their success by sales generally doesn’t work. Just 

like other communication tools, sponsorships should be evaluated against 

clearly defined objectives that are agreed prior to the beginning of the 

sponsorship event or activity. Keep in mind that sponsorship is usually 

best used to change or influence consumer perceptions and behaviour, 

brand imagery, customer loyalty and purchase intent. One of the quickest 

and cheapest methods of research is to ask your customers where they 

heard about you and why they felt compelled to contact you.
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What is the opportunity cost to 

someone that doesn’t test and 

measure?

If we don’t learn from our mistakes we 

are doomed to repeat them. I find that 

many clients habitually use the same 

advertising or promotional activities 

(for example, advertisements in local 

newspapers) simply because that’s what 

they’ve always done. They are usually 

unwilling and unable to quantify the response or the return on their 

investment.

Businesses only have limited money and resources, and the opportunity 

cost of not measuring promotional outcomes is that if we use them in 

one way we don’t have the money or resources to do something else. 

Habit is not a great reason for making any business decision.

Do you agree that word of mouth is the best form of marketing 

and why?

I love word of mouth! It’s great for the ego, it’s relatively cheap and it 

delivers me qualified leads. However, if I am going to have something other 

than kind words to feed my family, I know that I have to be responsible 

for driving it. Word of mouth can’t be relied upon day-in-day-out and 

it may not necessarily deliver me the type of client or work that I am 

looking for.

What are some things that business owners can do to encourage 

customers to spread the word?

I find that many people are not willing to ask their clients for a referral or 

recommendation because they fear rejection or the possibility of finding 

out something they don’t want to know.

 I  have c l ients  who 

long af ter  f in ishing 

projec ts  with  me 

are  st i l l  great 

referrers… 
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When I first start working with a new client, I discuss the notion that 

if they love what I do for them then one of my expectations is referrals 

(it’s my equivalent to getting a tip). I go one step further and put it into 

every contract and proposal I send out. The other thing that works for 

me is to abundantly and willingly give my clients my time, my foresight, 

my inklings and my networks. Then I watch it come back tenfold. I have 

clients who long after finishing projects with me are still great referrers 

and continue to look for opportunities for me. I know many companies 

use incentives to encourage referrals and these are also a great way to go 

and worth exploring, but why pay for it when you can just ask for it?

What about strategic alliances? Do you believe they work and if so, 

can you share some examples?

Strategic alliances will be the bedrock of any business in the future. This is 

a strong statement to make, but I make it with confidence. It is becoming 

increasingly difficult and unnecessary for any business, regardless of size, 

turnover or profit, to do everything itself. It doesn’t make economic or 

business sense to move too far away from your core skills, and even the 

largest companies outsource to others to make components for them, 

offer them advice, look after their cars, or a myriad of other non-core 

essentials.

I consider myself to be a great business GP and futurist, but if there is 

a specialist task that a client needs I refer them to my network. I do the 

same when it comes to running my own business. I use a team of virtual 

on-call assistants to achieve my day-to-day business needs, assist with my 

research, do my bookkeeping and answer my telephone. This open-ended 

scalability allows me to morph from being a ‘solopreneuer’ to a business 

of any size, containing specialist skills relevant to the task at hand. And 

at the conclusion of the task I resize back to my original size business, 

ready to do it all over again. The advantages of this are enormous. I 

do not have fixed staffing and associated expenses, which allows me to 

nimbly move through projects and activities. I am confident that every 

time I put out the call, the team of experts I assemble are specialists in 
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their respective fields, with a vast array of knowledge, and ready to get 

down to work immediately.

I also use strategic alliances on a personal basis. I have a group of friends 

around me to whom I go for advice, a chat and motivation, and for whom 

I do the same in return.

Why did you decide to start your present business and what is 

the most important thing you have learnt about succeeding in 

business?

I nurtured my current professional speaking career and strategic consulting 

business to grow organically out of the sum total of all my past actions. 

My most basic philosophy is that like the roots of a tree, both individuals 

and businesses need to know who and what they are and hold strong to 

this core gift.

My roots are in foresight. This core strength has led me to comfortably 

meander through such diverse simultaneous activities as running a 

professional speaking and strategic consulting business; lecturing part-time 

in marketing, business and management; writing; operating and selling 

retail and service-oriented businesses; and being involved in venture capital 

groups. I also know that my core strength needs to be fed regularly with 

a sense of purpose. For me this purpose comes from being true to what 

I want to be; from my wife and two children; from friends and extended 

family; from establishing and following traditions; and from a constant 

need to learn and be involved.

What do you love most about being in business?

The freedom to choose. To me the boundaries of work and life are blurred. 

I am a ‘workaphile’ (lover of work) not a ‘workaholic’ (addicted to work). 

I bring all of me to every interaction. I have never been good at just being 

the businessperson, or the family person, or any other compartmentalised 

person – I am all of me, always. I have also never understood why we 
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feel obligated to delay our desires and enjoyment to some distant future 

retirement point. My advice has always been to find a way to incorporate 

what you want to do tomorrow, into what you do today. I have worked 

by choice from home as a ‘soloprenueur’ since 1986. I work when I need 

to get things done, and when I don’t I do something else. This ability 

to choose to live life as a whole complete person, giving 100 per cent of 

me to whatever I am doing at that particular moment, is what owning 

a business provides for me.

Having been in business now for well over three decades, what 

do you think are the key ingredients to a successful long-term 

business?

I don’t believe there is any magic involved in staying in business; it is 

just hard, consistent work. The trick for me is to make the hard work 

fun and to challenge myself and my clients constantly. I love what I do, I 

wake up early every morning eager for the day to begin and I try to see 

the positive in everything. I also keep the boredom away and the interest 

high by taking on a variety of clients, projects, speaking engagements 

and business adventures, and by travelling regularly, reading widely and 

keeping myself tuned to my family and their needs.

This regime of constantly evolving is important to me because I believe 

that business is often defeated by boredom and useless repetition. We are so 

busy and locked into repeating yesterday that we pay no attention to what 

the business needs to thrive tomorrow. 

Most businesses and people I work with 

are successful, but may have lost their way 

either by not staying true to their core, or 

becoming overwhelmed with the day-to-

day and losing focus on what needs to be 

done to achieve the bigger picture. This 

can be remedied if the desire is there – as 

bad as any situation is there are always 

options to be taken. The one thing I look 

 I  don’t  bel ieve 

there  is  any magic 

involved in  staying in 

business… 
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for in any business, client, associate or speaking audience is ‘desire’. 

Without it everything is impossible, with it anything is possible.

What do you think holds people back from becoming successful in 

business?

Themselves. I know it sounds corny and clichéd, but if you want something 

so badly that you can’t imagine living without it, you will always find a 

way to make it happen. If it’s just not that important to you, don’t get 

caught up in the emotion of it, cut your losses, move on and find the 

passion.

‘You can be free but still be in a prison’ is a phrase you use a lot. 

What do you mean by it?

I spent ten years as a volunteer welfare crisis counsellor and ten years as 

a voluntary prison chaplain, and I have spent much of my life pondering 

why some people succeed while others don’t. This has led me to develop 

a strong fundamental humanistic approach to both business and life. I 

believe that we are born with everything we need to succeed and it is 

up to us to nourish, grow and use our innate gifts to achieve whatever 

we desire.

I have seen many people (who most of us would consider to have nothing) 

who are extremely happy and content – and I’ve also seen people in exactly 

the same circumstances that are depressed and believe that the world is 

against them. Invariably those that were able to change their circumstances 

were those that believed in themselves and looked for opportunities. 

Those that were continually negative and complained loudly about bad 

luck generally got more ‘bad luck’ – this is as true in business as it is in 

our personal lives. The worst prison sentence we can ever face is the life 

sentence we impose on ourselves. We do our time hard, believe there is 

no escape, and continue to break rocks while we wait for someone else 

to plan our escape – the only way out of jail is to parole ourselves by 
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believing we are truly worthy of release, working consistently toward it, 

and accepting no less.

Why haven’t you expanded your business consulting service into a 

franchise or a larger operation?

I get asked this question a lot. The answer is simple – I don’t want to.

I have been tempted many times. In 2005 I came close when I was 

approached by a group of venture capitalists with deep pockets that 

wanted to systemise and franchise my model of business consulting. It was 

a project I eagerly took on. We had lots of meetings and over a period of 

four months I worked up plans for a rollout, as well as creating a complete 

A-Z system for every aspect of the franchisor and franchisee business. As 

we got closer to execution, I became increasingly concerned about the toll 

that this new venture would take on my family. I also realised that the 

rollout would take me further and further away from what I loved most 

about my work – the client interaction, the one-to-one conversations and 

being able to look my clients in the eyes and tell them exactly what they 

needed to hear and know.

What I love about my business is the freedom and choices it gives me, 

but this was the very thing I was going to trade in and I wasn’t quite sure 

what I would get in return. It didn’t sit right and if I couldn’t commit to 

it 100 per cent then there was no point in going ahead with it. It was an 

opportunity, and a good one, but that didn’t mean it was the right one.

What are your top 12 tips for developing a great small business?

1. Discover and nurture your core innate skill(s).

2. Be true to who you are, what you want and your guiding vision.

3. Learn from everybody, copy nobody.

4. Treat everybody as if they were an honoured guest in your home.

5. Communicate clearly with everyone, about everything.
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6. Learn something new every day about yourself, your consumers, 

competitors, suppliers, stakeholders and the world around you.

7. You don’t need to know all the right answers, just the right 

questions.

8. Make small, regular innovations in your business and life.

9. Don’t benchmark – aim higher.

10. Your ‘Return on Life’ (ROL) is calculated on the basis of more than 

just your work.

11. Always take time to cherish your successes, no matter how small they 

appear.

12. Do no harm, ever.

Working now as a business futurist and strategist, what do you 

think are the major future trends in business and what should 

business owners do to make the most of them?

We are in a post-computer revolution, the size and complexity of which 

we have never experienced before. The rate of change is so fast that it is 

easy for new technology, different thinking and newer work methods to 

skip us by. In the classroom I used to lecture that new product innovation 

took an average of seven years from start to finish. Today, using the 

internet as an example, innovation can take as little as seven minutes 

from inception to web to consumer.

The evolution we are experiencing now is not only about technology, 

it is also about a changing demographic – a world where people live 

longer, work differently, play harder and spend differently. This is leading 

to a changing lifestyle and a new set of demands and wants. Behind 

all of this is an ever-growing barrage of constant, instant news and 

information which has led to a growing awareness and concern of political 

and economic unrest, and the advent of a metaphorically shrinking 

world where collectively we witness wars, climate change and political 

unrest first-hand. This avalanche of influences, knowledge and choices is 

forever changing the way we experience and interact with the world. It is 
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changing our belief systems, which is altering our habits, and therefore 

our consumption.

This is the world of tomorrow, not a negative one, but a vastly positive one 

where infinite possibilities and new profitable business opportunities are 

there for the discovery. Denial is futile, you may not want to change but 

the marketplace will force you to, and for those that won’t, think about 

the last time you saw a tradesman making horseshoes. The challenge I 

see is about keeping ahead of this wave and shaping your business to take 

best advantage of the huge possibilities out there on the horizon.

Morris Miselowski has kindly offered a FREE BONUS GIFT valued at $59.95 

to all readers of this book…

3-Month Subscription To MorrisLive.tv – With this content-rich subscription 

you will receive regular written material, audio files and business success 

tips presented to you via video. Plus, you can be a ‘fly on the wall’ and access 

a number of Morris’s exclusive recordings as he interviews other business 

experts on a range of business topics such as: economic trends, finance, human 

relations, marketing, customer service and life balance. As a subscriber you also 

receive four free 24-hour short email responses to your important business 

questions.

Simply visit the private web page below and follow the directions to download 

direct to your Notebook or PC.

www.SecretsExposed.com.au/small-business-owners

D FREE BONUS GIFT

Bh1287M-PressProofs.indb   257Bh1287M-PressProofs.indb   257 5/2/07   6:48:34 PM5/2/07   6:48:34 PM



Bh1287M-PressProofs.indb   258Bh1287M-PressProofs.indb   258 5/2/07   6:48:34 PM5/2/07   6:48:34 PM



B R A N D  B U I L D E R

Brand Builder

G E O F F  L Y O N S

 I t  is  s t i l l  ver y  ear ly  days  but  we are  work ing 

ver y  hard to  establ ish  a  wor ld-renowned brand. 

Who k nows, one day we might  be sponsor ing the 

Rugby World  Cup –  and i f  a  toy  sa les 

representat ive  with his  two mates  can tak e on 

the Hak a, I  can’t  see why not !  
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P R O F I L E

G E O F F  LY O N S
Geoff Lyons was born in London in 1956. When he was seven, his 

parents moved the family to New Zealand with the hope of a better 

life to raise three young children. However, when Geoff turned 15, 

his father passed away and with his older brother away at sea, Geoff 

took responsibility for his mother and younger sister.

After completing school, he studied accounting at university for a year 

before finding it too boring and embarking on a sales career instead. 

His first job as a sales representative was for an internationally known 

toy manufacturer. After progressing to the position of sales manager 

within a few years, Geoff decided to go out on his own and trial a 

business venture. However, after 18 months he was not only forced 

to sell his business, but also his house, in order to pay back creditors. 

Despite this harsh experience, Geoff gained one of business’s most 

valued assets – respect!

After being an employee for another 20 years, Geoff decided to 

have another go at running his own business. He joined a fledgling 

company called Haka New Zealand Limited as the general manager 

and a major shareholder. With an emphasis on the toy and sporting 

industries, Haka has experienced many successes and now diversified 

into the fashion industry, launching a clothing range under the Haka 

brand.

Today, Geoff continues to enjoy work at Haka. When he is not travelling 

to trade fairs all over the world looking for new ideas or products, 

he can be found on a golf course or at his ‘Kiwi Bach’ spending time 

with his family.
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You began your career selling toys. What lessons did you learn 

from your early career in selling?

When I first started work as a sales representative calling on toy retailers, 

I found it far easier to take a soft approach and make friends with the 

customer before I tried to sell them anything. I found selling in this 

manner a lot easier and believe that people are more inclined to buy 

from someone they like and trust. I quickly learnt that by adopting this 

approach, my customers would ‘save’ their orders for me rather than go 

to the opposition. After two or three calls to the same customer, I soon 

found that a trust was being built and as I changed from company to 

company the trust and friendship followed. My philosophy on selling 

was that you always had to go back and see that customer again – no 

matter how many good deals you sell them, they will always remember 

the bad ones.

What made you decide to start your first business and what 

challenges did you face?

In 1984, having sold toys to retailers for nine years, I decided that I 

could make more money by being a toy retailer myself. I learnt that a 

store called the North Shore Dolls Hospital, which had been trading for 

30 years, was for sale so my wife and I purchased it. It was probably the 

worst decision I have ever made in my life (plus, my friends immediately 

nicknamed me ‘The Dolly Doctor’).

From the moment we purchased the business things started to go wrong. 

Within the first six weeks, a new chain of toy stores opened with a branch 

situated within one mile of my business. The new chain specialised in low 

margin, high volume toys with heavy advertising. Within 12 months our 

budgeted sales were well behind, and as a sole trader I knew there was 

nothing I could do to combat this chain of stores. To further complicate the 

issue, we received a 50 per cent rent increase from the landlord and despite 

my protests there was nothing we could do to decrease the amount. After 

18 months, we decided to cut our losses and put the shop on the market. 

Bh1287M-PressProofs.indb   261Bh1287M-PressProofs.indb   261 5/2/07   6:48:34 PM5/2/07   6:48:34 PM



G E O F F  LY O N S2 6 2

We had a six-month ‘demolition’ clause in 

our lease and despite the fact that when I 

purchased the business the landlord had 

guaranteed that there would not be any 

development on the site for at least five 

years, when I found a purchaser for the 

business, part of the agreement included 

a letter from the landlord stating that 

there would be no development for two 

years. The landlord refused to sign this 

letter and as a consequence the purchaser 

was unwilling to include any goodwill in the purchase price. We made 

the decision to sell anyway, knowing there would be a shortfall. But it 

wasn’t all bad – in our first year of operating the business, my wife gave 

birth to our daughter.

When did you know it was time to call it quits and sell your 

toy business? How did you deal with disgruntled creditors at 

the time?

After selling the business, we knew there was going to be a shortfall of 

approximately $50,000 between our sale price and the monies owed. The 

bank, which had been our greatest friend prior to, and while running the 

business, turned nasty and wanted all of its money back immediately. 

As it held a first debenture over the business, we had no alternative but 

to pay it in full. Our conscience would not let us maintain our current 

lifestyle, so we sold our house and everything we owned in order to pay 

back a portion to all of the remaining creditors. This meant that we had 

to move into a semi-finished house with my best man, and try to make 

the most of raising our two-year-old daughter. It’s amazing the reaction 

you get from people when a business goes wrong – some of our ‘friends’ 

suggested to my wife that she should leave me, whereas others offered 

financial and emotional assistance. Many people said to us, ‘things will 

be all right’, but it is very difficult, soul-destroying in fact, when your 

wife tells you she has $10 in her wallet and you’re not expecting to get 

 I t ’s  amazing the 

reac t ion you get 

f rom people  when a 

business  goes 

wrong… 
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paid for another week. To make matters worse, the only job I could get 

was back in the toy trade, and unfortunately everyone knew about my 

unpaid debts and failed business.

I got a job with a company that was part of the Toyworld Group, which 

is a franchise operation in New Zealand. They insisted that I visit every 

other Toyworld member and explain what happened – I was now calling 

upon people who were not only my customers, but to whom I also owed 

money (as one of the major creditors was the Toyworld Group). This was 

one of the hardest things I’ve had to do in my entire life. Imagine walking 

into 56 stores and trying to explain why you had gone broke and could 

not afford to pay back the debt, and then trying to sell products to that 

same customer. The reactions I got were extremely diverse. Some told 

me that they were happy for the debt to be written-off, whereas others 

claimed that I had robbed them blind and that it was unfair considering 

I was still living in a luxury house and driving up-market cars. The truth 

was that I was still living in a half-built house and my wife was driving 

a beat-up Cortina wagon with a boot that didn’t close.

Over a period of three years we repaid the debt in full to all our creditors. 

Unfortunately, to this day some creditors still refuse to deal with me, even 

though it all happened 21 years ago and they got their money back.

After the North Shore Dolls Hospital you then had a very 

successful corporate career. What were the key ingredients to 

your success?

Having been to the bottom of the barrel, I made a conscious decision 

that I was going to make a successful career in the only business that I 

had ever been involved in – the toy business. In hindsight, I believe the 

best thing that happened to my career was joining a company that made 

me visit all of those stores and lay my cards on the table. Even though 

some of the customers did not believe me, the majority understood my 

situation and accepted me for what I was and the efforts I made to pay 

back the debt. I was very lucky to have a company back me and employ 
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me in the same trade I had basically gone bankrupt in. If it had not been 

for their faith in my ability, I would definitely not be where I am today. 

In saying that, I am happy to say that I worked bloody hard to regain 

people’s trust and make myself feel like I was being the best employee 

possible. There is no harsher critic than yourself, and I continued to 

prove myself for many years to come working for good companies with 

good people.

What made you decide to go back into business for yourself and 

start Haka New Zealand Limited?

After going broke once you learn an awful lot and become very street-wise. 

Having been an employee for ten years after the shop disaster, we built up 

a reasonable equity and I felt the time was right to try again. I decided 

that I was never going to be a true success as an employee and that I 

had enough skills to do my own thing. My new business was going to be 

something that I already knew, as opposed to going from a wholesaler to 

a retailer. So I joined Haka New Zealand Limited as a shareholder.

What do you love most about being in business?

When I joined Haka it consisted of only three directors/shareholders. 

Within six months, I had invited a very good friend of mine, Mike Mills, 

to join the business and to take up a shareholding. Over the years, we 

bought out the original two shareholders and invited three others to join 

the business, one of whom is Mike’s brother, Bob. The company is now 

80 per cent owned by Bob, Mike and myself. What I love most about 

business is that it allows me to work with two of my best mates. We have 

all known each other for over 30 years and now we even go on family 

holidays together. As a result of our extremely close friendships, I now 

regard our business discussions as a discussion between friends, and not 

business associates. We all have a common goal, we all know how the 

others think and work best, and we can play off each other’s successful 

attributes to enable the business to work smoothly. (And Friday afternoon 

drinks are always a blast because we all get along together!)
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Tell us about how the business works and how you make a profit 

being ‘the middle man’?

There are two sides to our business:

1. We buy stock and either indent it or vendor-refill to the retailer. 

The risk with this type of business is that we own the stock, so if it 

doesn’t sell we have to either discount it or move it by other means. 

To try and avoid this type of situation we try, wherever possible, to 

avoid one-off deals by putting together programs with the retailer. For 

example, with The Warehouse in New Zealand we run their reading 

glasses program which is an ongoing vendor refill operation, in which 

the only risk is that a particular style of glasses does not sell, which 

can mean we are stuck with that stock.

2. We represent numerous overseas companies and act as their sales 

agent. Orders are placed through Haka, but the financing, freight and 

ownership of the goods are the responsibility of the retailer.

As far as making a profit being the middleman, with the wholesaling 

business we work on full margins, which protects us somewhat if we have 

to reduce the sell price on slow selling lines. With the agency side of the 

business, we work on a commission based on a percentage of the cost 

of the goods. As we are not involved in the financing and so forth, there 

is no risk to this business apart from the fact that we must make sure 

we maintain good agencies. Our main lines for wholesaling are reading 

glasses, costume jewellery and backpacks, 

and our main agency lines are toys and 

sporting goods.  Af ter  going brok e 

once you learn an 

awful  lot  and become 

ver y  street-wise. 
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How did you find your initial clients and what did you do to win 

their trust?

Due to the size of the New Zealand market and the dominance of The 

Warehouse within it, our client base is somewhat predetermined. When 

we started the business, we recognised that in the areas we specialised 

The Warehouse was the predominant player, therefore we concentrated on 

winning this account. With over 20 years’ experience in the toy industry, 

and with previous contact with The Warehouse toy buyer, it was relatively 

easy to continue the working relationship. As the company grew and 

proved its reliability and integrity we were asked by The Warehouse to 

source more and more products in different areas for them.

The important philosophy we have adopted is to ensure that any products 

we offer to any of our clients are of good quality, and we endeavour to 

ensure that delivery is on time and that continuity of supply is not an 

issue. As we are dealing with many different buyers, it’s also very important 

that we are able to change our personality to suit the particular buyer that 

we are dealing with. With regard to selling, we believe that it’s essential to 

get on well with your buyer so we work on improving these relationships 

on a daily basis. As our reputation grew we were able to work with more 

and more retailers, which lessened our dependence on The Warehouse. 

Our business is relatively unique and I do not believe that a lot of people 

would be able to adapt and change as often as we need to in order to 

continue to be successful.

A large percentage of new importers go under within the first 12 

months of business. In your opinion why does this occur?

I believe that a lot of people think that all you need to do is find a product, 

import it, sell it and then look for the next product. Importing is a far more 

complicated and risky business venture than most people understand. 

As many of the products imported come from China, there is a huge 

quality issue and many importers do not do their homework, especially 

when it comes to identifying the legitimate factories. Most products must 
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meet either a local or international standard and it is imperative that 

you do not cut any corners when it comes to these standards. I know of 

one Australian company that had to recall 23 toy products at Christmas 

because although the products had the stamp of the standard on the 

packaging, they had not actually been tested to the standard.

What lessons have you learnt from dealing with manufacturers in 

China and other Asian countries?

One of the biggest difficulties is that I do not speak Mandarin or Cantonese, 

so when I am meeting with a factory, either for the first time or on a 

revisit, I never know what they are actually saying among themselves. We 

employ a Chinese-speaking person who travels with me and it is very 

interesting to listen to the tone and length of conversation that occurs 

between the factory people when Johnny is with me. You can tell straight 

away that they are not being as convergent with each other when we are 

there together as they are when I am by myself.

I knew a European agent who spoke fluent Mandarin, however, when 

he visited trade fairs he didn’t let the Chinese know. He was at a booth 

during one fair and enquired as to the best price for a particular item. 

The salesperson turned to his boss and asked the best price. The boss 

replied, ‘Tell him $1.50, he won’t know any different’. With that, the agent 

cut in with his best Mandarin and said, ‘No, I asked for your best price’. 

At the trade fairs, you get both factories and trading houses exhibiting. 

A trading house does not actually own 

a factory but purchases products from a 

number of factories, adds on a margin 

and then on-sells. It is very important to 

ensure that whenever possible, you deal 

directly with the factory so that you are 

not paying a premium by buying from a 

trading house.

 …there is  a  huge 

qual i t y  i ssue and 

many impor ters  do 

not  do their 

homework… 

Bh1287M-PressProofs.indb   267Bh1287M-PressProofs.indb   267 5/2/07   6:48:35 PM5/2/07   6:48:35 PM



G E O F F  LY O N S2 6 8

What are your top five tips for successful importing?

There are numerous things that you have to take into account when 

importing, however, these are five of the key factors for becoming a 

successful importer:

1. Trust – it is essential that you know the factory that you are working 

with and that you have complete trust in them. Alternatively, you can 

set up an internal quality control so that you know the product you 

import is the same as the sample you have seen. Years ago, if you were 

importing soft toys from China, it was not uncommon to have the toys 

stuffed with pieces of old blanket, sheets and even used bandages.

2. Costings – a lot of would-be importers do not do their initial costings 

of the product accurately. They will offer a price to the retailer that they 

think is ‘hot’ but find when they land the product that their margin 

is totally different due to higher freight rates, different exchange rates 

or duties that may not have been taken into account.

3. Buying the right quantity – wherever possible, it reduces the risk 

considerably if you can work with your buyer to come up with the 

right quantity to order so that you are not holding excess stock or 

short-selling the product. One of the biggest failures of importers is 

to over-order and then have to sell the product at cost or below, thus 

eroding all of the profit margin. It is always a good philosophy to sell 

a product short and then the retailer will come back for more.

4. Trade fairs – due to the diversity of the products we import, it is 

essential that we keep up to date with all of the new trends, products, 

colours and so on. In order to do this it is important that we attend 

as many international trade fairs as possible. Therefore, overseas travel 

is one of our biggest expenses. We often attend these fairs with the 

buyers looking for new ideas and products. With regard to the toys 

and sporting goods part of our business, I will undertake between 

eight and ten international trips a year. To some this might sound 
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glamorous and exciting, but believe me, when you are living out of a 

suitcase in the darkest parts of China, it is anything but glamorous.

5. Building a product listing – as an importer, the buyer does not expect 

you to offer them just one product. For example, if they have asked 

you to source a tennis racket they would expect you to present between 

three and four rackets; they will then choose the best one for their 

needs. Bearing this in mind, it is essential to compile not only a large 

range of products, but also to identify a number of different factories 

for the product.

Having reached a certain level of success, why did you choose to 

diversify and build a clothing label under the same name?

As our business is mainly done on an agency basis, we do not own many 

tangible assets, therefore we cannot offer a lot if we wanted to sell the 

business. As a part of our long-term strategy we wanted to establish a 

brand that was owned by the business. We met with our patent attorneys 

and they suggested that we look at trademarking the ‘Haka’ name and 

developing a range of apparel and accessories. The Haka is a traditional 

dance performed by the New Zealand native Maoris. It is also performed 

at the start of any international rugby game by the New Zealand All 

Blacks. We believed that by developing the Haka brand apparel it would 

have both local and international appeal to rugby players and sportsmen 

worldwide.

Before starting your clothing brand, did you have any experience 

in fashion?

Other than the clothes on my back, my contact with the fashion industry 

was very limited – in fact, my experience was nil! However, we were 

very serious about the brand and knew it had the potential to grow into 

an internationally-recognised brand of apparel. We were also willing 

to employ experts in the field to compensate for our lack of fashion 

experience. Obviously, with the previous success of Haka, we have applied 
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the same principles to the apparel range. We have used the services of 

a well-known designer, a graphic artist and a public relations company 

to ensure that we get it right from the start. Even though I still have to 

enlist the help of my wife and daughter when packing to go overseas 

(and that’s just so my pants and shirts match), one thing I have learnt 

from this venture is that it’s worth investing in as many experts as you 

need to in order to make your business a success.

This new venture involves two of your best friends. Have you 

found the issue of mixing work and friends difficult?

The new venture is still part of Haka New Zealand Limited and it’s really 

just an extension of what we were already doing. What has been fantastic 

over the years is that the three of us complement each other, and with 

our different personalities and business knowledge we have accumulated 

a huge number of contacts in many different fields. I can truly say that 

in the 11 years that I have worked with Mike and the two years that I’ve 

worked with Bob, there has never been a cross word between us. Being 

friends, when there is a problem it is far easier to solve or work through 

than if we were merely business associates. Our meetings are more like a 

get together in the pub than a formal business type meeting, and as friends 

we tend to be more honest with each other as we know each other so well. 

I guess one drawback from this close business and personal relationship 

is that the three of us find it hard to switch off from the business, and 

whether we are on the golf course, out for dinner, or just having a drink, 

we often get the evil eye from our wives when we bring up anything to 

do with Haka. But to counteract that, we like to ask in jest, ‘Do you like 

your current lifestyle? Because without Haka you probably wouldn’t have 

it’. As you can imagine, that always gets a response!
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Geoff with business partners Mike Mills and Bob Mills at the launch of Haka 
Apparel.

The Haka is very important to Maori tradition. How did you ensure 

that you had no trouble trademarking the name?

We knew that the Haka was part of Maori tradition, so prior to trade-

marking the name we sought the advice of a local Maori tribe to discuss the 

best way to launch the Haka apparel range without offending Maoridom. 

We enlisted the services of the local Iwi and they have now blessed our 

new building, which is looked on by them as the birthplace of the Haka 

apparel range. We have also written a mission statement which has been 

accepted by the local Iwi and should we receive any queries or complaints 

from other Iwi, we can refer these back to our Iwi. Furthermore, in an 

effort to give back to the local Maori, we have offered two scholarships 

each year to Maori youth which will be funded by a percentage of our 

sales. Due to the delicate nature of the word Haka, we were determined 

to do the right thing by all concerned and went to great lengths to ensure 

that everything was done according to protocol, so that at no later date 

would there be an opportunity for our actions to be questioned.
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What was your marketing plan for 

the brand and how did you manage 

to involve former All Blacks?

There are currently many brands of 

sporting apparel available worldwide, 

most concentrate on replicating match 

gear or sport-specific clothing. We 

decided that we wanted an ‘after-sport’ 

brand aimed at the 30 to 55-year-old. 

We have tried to keep the designs simple 

but classy, and have used the Haka logo 

on the apparel in various ways. We have 

decided to keep the brand out of mass merchandise retailers as we didn’t 

want it to be considered common or marketed as a discount brand. 

Consequently, we have sold the product to specialised retail stores. The 

Haka is a symbolic part of rugby and it seemed only natural that we should 

use rugby players to act as ambassadors for the brand. We approached 

five retired All Blacks who are still very prominent in New Zealand sport 

and well recognised both locally and internationally. The first five we 

approached agreed to join the Haka team immediately. Although they are 

not shareholders in the company they receive an allowance for each new 

release of clothing and also a small percentage of sales. In return, we can 

use their images on our website, on in-store promotional material and 

they personally appear at various promotions on our behalf.

I believe the reason they accepted our offer was twofold. First, they 

could see the local and international potential of the brand as a result 

of travelling extensively with the All Blacks and seeing the support 

that is present around the globe. Second, they could see the potential 

earnings from our sales with no associated risk required. In lifting the 

profile of Haka, the clothing range was also providing them with further 

exposure.

 …it  seemed only 

natural  that  we 

should use rugby 

players  to  ac t  as 

ambassadors  for  the 

brand. 
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What do you say to people who think it is too late to get into 

business and fear they’ve ‘missed the boat’?

I don’t think age has anything to do with it. It’s not about whether 

you’ve ‘missed the boat’, but whether you have the self-confidence to 

start a business. Do you have confidence in yourself to succeed? For me, 

self-belief is the most important issue and I always pose this question to 

people who are thinking about starting their own businesses. With belief in 

what you are doing, you will be enthusiastic, energetic, careful and have a 

stronger desire to succeed. When self-belief has been established, business 

owners then need to believe in the business. That is, they need to have 

confidence that the business will not only make money, but also that it 

will be successful and that they will enjoy what they are doing. Although 

entering my own business was a big decision, I knew that working for 

myself was a means of bettering myself every day.

What are your top five tips for developing a great small business?

1. Honesty – we have always maintained that in order to sleep at night 

and steer clear of any problems (such as tax liability), we would not 

entertain any activity that could result in us being caught by the 

authorities. Three years ago we had a complete tax audit and after 

three weeks of investigation we were pleased to be informed by the 

tax department that we did not owe any back taxes after trading for 

seven years.

2. Staff – we believe that staff is one of the company’s greatest assets. 

We have a terrific bunch of staff so we reward them well and give 

them time off for important occasions, for example, a child’s awards 

ceremony. These actions have been returned tenfold by our staff who 

are always willing to go that extra yard for us and remain 110 per cent 

loyal.

3. Communication – in our business, where we are constantly dealing with 

numerous retailers and buyers within each organisation, it is critical 
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that we maintain close communication 

at all times. We like to set the example 

by always returning messages, phone 

calls and emails and insist that our 

staff do the same. This may seem like 

a very small point to make but if our 

customers know that they will always 

get an answer, be it good or bad, it 

enhances their confidence in dealing 

with us.

4. Budgeting – from the first day of business we set ourselves a sales and 

expense budget for the financial year and asked our accountant to 

work out the financial result of each month. We then sit down and 

analyse the results and go over both the sales and expense details with 

a fine-tooth comb to see how we can increase profits in the future. I 

believe that too many businesses fail to have an accurate depiction of 

their financial position and therefore have an unrealistic perception 

of how their business is performing.

5. Sense of humour – I would be very surprised if any business I know 

would have an office that laughs as much as ours. We have always had a 

very open mind when it comes to what is and isn’t office protocol and 

do not hold anything back. We do not believe in closed door meetings 

and try to involve staff in as many matters as possible. Obviously, this 

may not work for all offices but I have definitely found that it makes 

it a lot easier to walk into work in the morning knowing that you are 

going to have some laughs during the day.

What are the plans for the Haka clothing line in the future?

At this stage we have only launched a very narrow range of summer 

product. In March 2007, we will launch the winter range, which will include 

rugby-style sweatshirts, pants, jackets and beanies. We will obviously be 

launching a new range every six months due to the seasonality of the 

 …many businesses 

fa i l  to  have an accurate 

depic t ion of  their 

f inancia l  posit ion… 
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apparel industry. As we hopefully appoint distributors in other countries, 

we believe we will have to develop products to suit each country, and 

that may be somewhat of a challenge. We hope in 2008 to add a women’s 

range and to possibly launch other fashion accessories to complement 

the apparel. We will obviously be targeting the Rugby World Cup which 

is held every four years, with particular interest in the 2011 World Cup 

which will be held in New Zealand. It is still very early days but we are 

working very hard to establish a world-renowned brand. Who knows, 

one day we might be sponsoring the Rugby World Cup – and if a toy 

sales representative with his two mates can take on the Haka, I can’t see 

why not!
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We can imagine right now your brain might be spinning with a multitude 

of excellent business ideas, coupled with an array of emotions. Hopefully 

though, the overriding emotion is one of inspiration and a feeling that you 

too are capable of achieving great success in your business.

Despite the title of this book, there really is no great secret to creating a 

successful small business. As this book demonstrates, all the information 

you will ever require to succeed is freely available, as long as you have the 

drive, courage and ‘smarts’ to actively seek out what you need to know. 

However, the real driver of success is simply implementation – the ability 

to put into practise, and take action on the things you hear and read. After 

years of working with people, we have seen that this rarely happens by 

simply reading something once. It comes from re-reading, reflecting and then 

applying – not just once but until it becomes a habit and part of your life.

With this in mind our strongest recommendation is that you do this exer-

cise: re-read each of the chapters of this book, and with a notepad and pen 

by your side, write your answers to these two questions:

• What are the three most important things I’ve learnt from this chapter? 

• How can I implement these learnings in my life, starting today?

Yes, we know that it is going to take some time, but as they say, the only 

place where success comes before work is in the dictionary. And we are not 

talking about physical work, a bit of solid thinking is all it takes. So give it 

a try, after a few short weeks you’ll be amazed at the impact it will have. 
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Also, as was said in the preface of this book, you are your most valuable 

asset so make sure you keep investing in yourself. That is why we have 

provided the many bonuses for you. Make sure you go to the webpage 

(that’s if you haven’t already) and download all of the gifts. They contain 

some fantastic material which you will wholeheartedly enjoy.

In closing, remember this: ‘Nobody can go back to the beginning and make 

a brand new start. But everyone can start from now and make a brand new 

end’, so begin on your path now! Don’t worry about the past, and don’t 

worry that you don’t know enough – you probably never will. Just make 

a start, begin on your path today and continue learning as you go. 

We trust that you’ve enjoyed this book. It has been a real honour to work 

with these amazing small business owners and to share their stories. Take 

their ideas to heart, put them into action and watch your business soar.

DREAM BIG!

Dale Beaumont and Simone Tregeagle

P.S. For anyone either looking to start their own business, or already 

doing it, we strongly suggest also reading Secrets of Male Entrepreneurs 

Exposed! and Secrets of Female Entrepreneurs Exposed! These two books 

provide invaluable insights from owners of larger businesses, which will 

provide more great strategies to further expand your mind and increase 

your success.

P.S.S. We love receiving letters or emails from people who have been 

inspired by something shared in one of our books, so please contact us 

with your tales of inspiration.

Email:  info@SecretsExposed.com.au

Mail:  Dream Express Publishing

  PO Box 567 Crows Nest NSW 1585

  Australia

F I N A L  T H O U G H T S2 7 8
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Other ‘Secrets Exposed!’ Books Available Now

Secrets of Male Entrepreneurs Exposed!

Secrets of Property Millionaires Exposed!

Secrets of Female Entrepreneurs Exposed!

Secrets of Young Achievers Exposed!

Secrets of Great Public Speakers Exposed!

Other ‘Secrets Exposed!’ Books Launching 2007

Secrets of Inspiring Women Exposed!

Secrets of Entrepreneurs Under 40 Exposed!

Secrets of Inspiring Leaders Exposed!

Secrets of Great Success Coaches Exposed!   

Secrets of Top Sales Professionals Exposed!   

Secrets of Internet Entrepreneurs Exposed!   

Secrets of Marketing Experts Exposed!    

Secrets of Top Business Builders Exposed!    

Secrets of Winning Franchises Exposed!  

Secrets of Great Company CEOs Exposed!

For the latest information on the release of the above 

‘Secrets Exposed!’ books, please visit:

www.SecretsExposed.com.au or www.DaleBeaumont.com
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D How to claim your free bonus gift…

Simply visit the special web page below and 
follow the directions to download your free gifts:

www.SecretsExposed.com.au/small-business-owners

Some of our contributors have generously offered FREE bonus gifts to all our 
readers. Here are some of the things you’ll receive simply by visiting our website:

FREE GIFT # 1 ($39.95 Value) How To Find And Keep The Best Staff – Having 
achieved his goal of becoming a millionaire through his own business, David 
Staughton is today a professional speaker and trainer to dozens of fast-growing 
companies. As a result of his first-hand experience, David as created a powerful 
workbook full of tips and techniques for finding and retaining the best staff 
for your business. By following his ideas you’ll discover how to reduce staff 
turnover, improve productivity, boost your sales and improve the value of 
your business. 

FREE GIFT # 2 ($19.95 Value) How To Avoid Losing Your Shirt – Wayne Burgan, 
owner and director of Cashflow Manager has helped thousands of small 
business owners – particularly with finance-related issues. In this extremely 
valuable e-book, Wayne provides you with a practical checklist of all of the 
factors you must consider when starting your business. Just one of these ideas 
may save you tens of thousands of dollars. So read it today and let it be your 
guide to business success.

FREE GIFT # 3 ($27.00 Value) How To Harness Your Stress To Work For You 
– Having helped thousands of people for over 22 years, multi-award winning Dr 
Ari Diskin distills his vast experience and wisdom into a user-friendly guide. In 
it you’ll discover powerful wellness strategies and how by implementing these 
ideas you can achieve your goals faster and get the edge in life. Dr Diskin also 
explains how to harness the inevitable impact of stress and turn it into positive 
effects to improve health and prolong life.

FREE GIFT # 4 ($25.00 Value) Feel Remarkable Audio – As the owner of one 
of Australia’s fastest-growing corporate health businesses, Chris Males has 
seen first-hand the impact of poor health and the effects it has on morale, 
productivity, and ultimately the profitability of a business. Understanding 
that people are, and always will be, your company’s greatest asset, this audio 
recording in MP3 format reveals the secrets to increasing energy levels and 
everyone’s overall health.

FREE GIFT # 5 ($35.00 Value) The Big Lie – As the founder of Red Day 
Coaching™ George Bakrnchev has worked with hundreds of business owners 
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…valued at over $337

* The free bonus gifts offered by contributors are current at the time of printing. If a particular gift is 

no longer available, we will substitute another gift of similar value and content. For the most up-to-date 

information please visit www.SecretsExposed.com.au/small-business-owners

** The intellectual property rights (including trademarks and copyrights) associated with each of the bonus 

gifts offered are those of the respective creators. Unauthorised distribution, modification or copying of any 

of these documents is prohibited without the express written permission of the creators.

and knows all too well the challenges they face. In this special pre-release 
transcript of a film presentation titled, The Big Life, George takes you behind 
the scenes and into the lives of the ‘business patients’ his company works with. 
Through stories and examples you’ll discover how they left ‘The Big Lie’ and 
embraced ‘The Big Life’.

FREE GIFT # 6 ($25.00 Value) A Template Business Plan – Having a sound 
business plan is vital for any successful business operation, but very few small 
businesses have one because of the time and complexity involved in putting 
one together. This bonus takes away all the guess work and makes it as simple 
as paint by numbers. Covering all the essential topics within a few short hours, 
not only will you have a road map for your future growth, but a document for 
attracting potential investors to your business.

FREE GIFT # 7 ($59.00 Value) Profit Booster Audio Track – Join business 
entrepreneur Peter Beaven-Davis and marketing expert Keith Banfield as 
they dig through some of the most cost-effective ways to market your small 
business, while boosting profits at the same time. This is brand new audio that 
has never been release to the public, but now it is yours to download and listen 
to again and again.

FREE GIFT # 8 ($47.00 Value) How To Turn Your Ideas Into Reality – Over the 
last few years David Nevell has successfully commercialised a number of unique 
ideas and inventions. During this exclusive audio interview, Dale Beaumont puts 
David in the hot seat and asks him to share in detail his first-hand experiences. 
Made available in MP3 format, by listening you’ll discover his personal formula 
for assessing ideas, the inside scoop on protection and trademarking, and the 
various ways to start seeing profits sooner. 

FREE GIFT # 9 ($59.95 Value) 3-Month Subscription To MorrisLive.tv – With 
this content-rich subscription you will receive regular written material, audio 
files and business success tips presented to you via video. Plus, you can be a ‘fly 
on the wall’ and access a number of Morris’s exclusive recordings as he inter-
views other business experts on a range of business topics such as: economic 
trends, finance, human relations, marketing, customer service and life balance. 
As a subscriber you also receive four free 24-hour short email responses to your 
important business questions.
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(Eagle Boys Pizza) • Brad Sugars (Action International) • Tim Pethick (nudie Founder) 
• Douglas Foo (Apex-Pal International) • Michael Twelftree (Two Hands Wines) • 
Domenic Carosa (destra Corporation) • Jim Zavos (EzyDVD) • Craig Lovett (Cleanevent 
International) • Glenn Kiddell (VitaMan Skincare) • Trevor Choy (Choy Lawyers) • 
Carmelo Zampaglione (Zamro) • Andrew Ward (3-Minute-Angels)

Secrets of Property Millionaires Exposed!

In this book you’ll discover...

• The essential qualities of all top property investors
• All the various property strategies and which one is right 

for you
• How to make money whether the market is going up or 

down
• Master negotiation techniques that will save you 

thousands
• How to structure your portfolio correctly to minimise tax
• How to use partnerships and joint ventures to explode 

profits
• Expert tips on market trends and future growth areas

Featuring written material by…

Hans Jakobi (Australia’s Wealth Coach®) • John Fitzgerald (Multimillionaire Investor) 
• Craig Turnbull (Author, Speaker & Mentor) • Patrick Bright (Leading Buyers’ Agent) • 
Dymphna Boholt (Asset Protection) • Sam Vannutini (Renovations Expert) • Edward 
Chan (Taxation Specialist) • Gordon Green (Residential & Commercial Investor) • Peter 
Comben (Property Developer) • Rick Otton (Vendor Financier & Wrapper) • Gary & 
Jenny Leather (Husband & Wife Duo) • Michael Yardney (Property Commentator) • 
Chris Gray (Lifestyle Mentor)
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www.SecretsExposed.com.au 

Secrets of Female Entrepreneurs Exposed!

In this book you’ll discover...

• The skills of starting and running your own business
• How to establish your client base and deliver a 

professional service
• The secrets of networking and creating business 

partnerships
• Creative tips for finding and training your team
• How to receive media publicity and lots of free 

advertising 
• What you need to do to expand your business ideas 

around the world
• How to effectively balance business success and 

family life

Featuring written material by…

Sonia Amoroso (Cat Media) • Joanne Mercer (Joanne Mercer Footwear) • Sue Ismiel 
(Nad’s Hair Removal) • Carol Comer (High Impact Marketing) • Sue Whyte (Intimo 
Lingerie) • Kristina Noble & Simone Babic (Citrus Internet) • Sandy Forster (Wildly 
Wealthy Women) • Katrina Allen (DeJour) • Suzi Dafnis (Pow Wow Events) • Tanya 
Bension (Corporate Training Australia) • Amy Lyden (Bow Wow Meow) • Margaret 
Lomas (Destiny Group) • Suzy Yates (Baystreet Mediaworks) • Kristina Karlsson (kikki.
K) • Shelley Barrett (ModelCo.) • Kirsty Dunphey (M&M Harcourts)

Secrets of Young Achievers Exposed!

In this book you’ll discover...

• What it takes to become a real success
• How to know what you want to do with your life
• How to get motivated and stay motivated
• How to overcome criticism and discouragement
• What all super-achievers have in common
• How to reach the top of any career, fast
• How to turn your dream into reality

Featuring written material by…

Bec Hewitt (Celebrity Actress) • Jesse Martin (Young Adventurer) • Chelsea Georgeson 
(Pro Surfer) • Amy Wilkins (TV Presenter & Fitness Coach) • Hugh Evans (Community 
& Aid Worker) • Ilona Novacek (Leading Model) • Ben Korbel (International DJ) • 
Stephanie Williams (Ballet Dancer) • Tim Goodwin (Aboriginal Activist) • Simon 
Tedeschi (Concert Pianist) • Torah Bright (Pro Snowboarder) • Jeremy Lim (Singaporean 
Ambassador)
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Free  CD and guide to help 
you discover how to publish 
your own book and become 
a best-selling author

Would you like to sky-rocket your credibility, be seen as an expert 
in your field and open up doorways to publicity that others can 
only dream about? Then it is probably time you wrote your own 
book…

After receiving hundreds of calls and emails, best-selling author Dale Beaumont 

decided to create a range of resources to help other aspiring authors, and 

reveal everything you need to know to write, publish and market your own 

best-selling book.

Starting with a free 68-minute Audio CD and a 43-page Publishing Guide 

(valued at $147) you’ll discover…

• The 7 quickest and easiest ways to get your book published. 

• Over a dozen costly mistakes that 98% of new authors make and how you 

can avoid them.

• What every author should know about major publishers, specialised 

publishers, literary agents, self-publishing and vanity publishers before 

trying to get published. 

• Why co-authoring a book can double your chances of getting published. 

• The correct royalty percentage that every author should be paid, 

so you don’t get paid less than what you deserve. 

• Why hiring the right vanity publisher almost guaran-

tees your book will be published, but the wrong 

one can send you broke. Learn where to find the 

credible ones. 

• Should you self-publish your book? Discover 

the pros and cons about publishing and 

self-publishing before you make this vital 

decision. 
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And the best part is, this information is written in plain english, so you do not 

need any previous book publishing experience or prior knowledge to under-

stand it!

“Whether you are a fiction, non-fiction or even a poetry writer, Dale Beaumont 

will change the way you think about publishing – forever! Absorb his wisdom and 

follow his plan.”

Dan Poynter (World’s Leading Self-Publishing Expert and Author of over 100 

books)

“Dale’s information has equipped me with all the nuts and bolts on how to become 

an author, not just dream about it! Thanks Dale for your genuine passion for 

publishing and generosity in sharing it with us. I guarantee you will be mentioned 

in my first book!”

Yang Suk Jung

“Without a doubt, Dale is one of the most informed people in the world when it 

comes to book publishing. Having Dale’s information will literally guarantee your 

success as a publisher.”

John Bertone (Businessman and author of Mobile Phone Secrets)

“I’m blown-away with the amount of information being given so openly and freely. 

I discovered that you don’t need years of study in publishing to get started. The 

information provided is sufficient to get out there and get my books out. Thank 

you for taking the time to share. I recommend this information to anyone because 

it helps to totally eliminate the fear of publishing.”

Gaz Lowe (Author of Whispers of the Real Heart)

Whether you have already had your book rejected by a 

mainstream publisher, or you have an idea but are yet to 

get started…you’ll get the information you’ll need to get 

into print fast!

To download your free 68-minute Audio CD and 43-page Publishing Guide 

(valued at $147) today simply visit the following website…

www.GetPublishedSecrets.com
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Discover the amazing success 
behind Australia’s leading 
educational and ‘ l ife-skills’ 
program for teenagers and 
young adults

After five years and more than 7,300 thrilled participants in four 
countries, your teenager now has the opportunity to experience 
the highly acclaimed 21⁄2 day advanced life-skills seminar 
‘Empower-U’…

• Do you feel that your teenager could be achieving more, but can’t seem to 

get them motivated?

• Do you want to give them the best education possible?

• Do you want them to have every means at their disposal to live a happy, 

successful and rewarding life? 

Then you need to discover why thousands of parents agree that the 21⁄2 day 

‘Empower U’ program is the best decision you can make for your son or daugh-

ter’s future…

In a fun, teenager-friendly environment, Dale Beaumont and Brent Williams will 

reveal the very same motivation and high-achievement secrets that propel the 

world’s top performers to success – and that are already working wonders for 

thousands of kids across Australia. Secrets that your child will learn and apply 

to their life immediately. Secrets we’ve made so simple to understand and use 

that you will notice immediate improvements.

At Empower U your child will become so motivated, so focused, 

and so determined to succeed that they could well become 

a super-achiever in a very short time. Your child will 

walk away from Empower U with total belief in their 

own abilities and absolute certainty that they can 

achieve anything they want. Plus, they will have 

a ‘toolkit’ full of specific strategies they can use 

to convert their desires into tangible, real-world 

results – starting right away!
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It doesn’t matter whether your child just needs some friendly encouragement 

or a total ‘attitude overhaul’, Empower U will give them the belief, tools and 

strategies they need to get moving in the right direction.

“I am so glad that a friend told me about Empower U. My daughter attended 

almost two years ago at the age of fourteen. She is now seventeen and more 

motivated than ever. I think the most amazing thing about her experience is that 

it was not just a one-off. They have supported her the whole way and that has 

been just terrific.”

Peter Stacey (Father of Jessica)

“Empower U was absoultely awesome! I have never truly learned, enjoyed and 

been touched by something as much as this in my whole life. I think this program 

will significantly impact on my future in a positive note and I can never express 

my gratitude enough”

Sameer Chowdhury (Age 17)

“My two daughters attended the Empower U program. One excited, one sceptical. 

The change in both of them is truly amazing. I am now such a big fan and I just 

hope that more people take the chance on this that I did. Because then they will 

see what I now see.”

Tura Lechminka (Mother of Alana and Kathryn)

Whether it’s more motivation, improved attitude, better exam marks, a savings 

plan, landing a great job, or just a more open family relationship… you will 

see results fast!

To enrol your son or daughter into the next Empower U program simply 

give us a call or check out our website…

Tomorrow’s Youth International
1300 732 782

www.TomorrowsYouth.com.au
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