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C oca-Cola announced significant changes. Firstly, the 
introduction of a new design across all of its Coke range 
in Malaysia, where for the first time ever, the entire 

Coke range will be marketed under one brand – Coca-Cola. The 
change will mean that all of Coca-Cola’s varieties. Consumers will 
soon see the new One Brand design on everything from cans and 
bottles to billboards and television ads.

        Second, the company launched Coca-Cola Zero Sugar, 
a new and improved sugar-free Coca-Cola, which will 
replace Coca-Cola Zero.  The new recipe tastes like the 
original Coca-Cola, but without sugar.  Coca-Cola Malaysia 
will support the Coca-Cola Zero Sugar launch with a 
marketing campaign that encourages more people to try 
and choose the zero-sugar option.

COCA-COLA MALAYSIA INTRODUCES NEW AND IMPROVED COCA-COLA ZERO SUGAR

W
estwood Secondary School alumnus 
Xavier Tan sowed the seeds of 
entrepreneurship in 2015 when he went 

through the Network for Teaching 
Entrepreneurship (NFTE) programme as a 
Secondary 3 student. Tan, 19, owns Typographic 
Apparels, a T-shirt printing company, and 

Typoholic Apparel, which sells T-shirts 
featuring designs by budding artists. The 
printing firm was established in January 
last year, and Mr Tan started selling printed 
tees under Typoholic Apparel in January 
this year with revenue ranges from few 
hundreds to $2,000.

GO GOOGLE MALAYSIA TARGETS 1000 SMES

S
mall and medium enterprises (SMEs) 
lag in adopting a digital strategy to 
drive their businesses forward.

According to SME Association of Malaysia 
president Michael Kang, SMEs understand how 
to run their businesses, but not how to adopt 
modern technology.
        An initiative helmed by Google Malaysia 
to help SMEs explore new markets by 
digitising and equipping them with the right 
knowledge and tools. It’s called Go Global 
Malaysia (#MYGoGlobal). The nationwide 
training programme is provided free of charge 
to SMEs and Google Malaysia has said in the 
past that their target is to get at least 1,000 
SMEs in the programme.

19-YEAR-OLD BOY OWNS TWO BUDDING BUSINESSES
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L G Electronics (M) Sdn Bhd 
showcased its new series of home 
electronic products themed, 

“Innovation that Goes Beyond”. The launch 
event revealed a wide range of world-recognised 
and award-winning technologies such as LG 
SIGNATURE 4K OLED TV, Super UHD TV, 
Smart InstaView™ Refrigerator and 
TWINWash™ washing machine.
        “LG showcases its understanding in 

creating technologies that marks a diff erence for 
our consumers. We bring innovation to a whole 
new level, with products designed to improve 
consumers’ lifestyle through comfort and 
durability”, said David Oh, Managing Director 
of LG Electronics (M) Sdn Bhd.
        They also featured other notable products 
namely LG’s home speaker, refrigerators, top-load 
and front-load washing machines, dishwashers and 
many more during the launch on April 25. 

NETFLIX CLAIMS OPPORTUNITY "HUGE" 
AS DEVELOPMENT DISILLUSIONS

S
treaming video pioneer Netflix Inc 
ended the first quarter with fewer 
customers than Wall Street however 

insisted that the open door for development was 
"enormous". Netflix blamed the drop partly on 
shifting some of its mainstream shows such as 
"House of Cards," and other programs to the 
second quarter which should boost the number of 
new subscribers in that period.
        The streaming firm included 4.95 million 
new subscribers in the quarter, less than the 5.2 
million it had gauge. In the US, the firm included 
a third less new members than the same period a 
year prior, while abroad individuals fell 22%.

P
rasarana Malaysia Bhd is looking at the Brunei market 
to build a metro network system there, said its president 
and group CEO Datuk Seri Azmi Abdul Aziz. 

Prasarana also said it was focusing to determine somewhere in 
the range of 15% to 30% of its income from non-charge activities. 

"These incorporate additionally foreign based 
income," he said. 
        In a related development, Prasarana said it has 
bid for metro projects in India and Saudi Arabia and 
expects to know the results of these bids soon.

PRASARANA QUICK TO MANUFACTURE BRUNEI METRO SYSTEM

LG ELECTRONICS BRINGS INNOVATION THAT GOES BEYOND
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F
rance's richest 
man has made a 
£10bn move to 

combine the Christian 
Dior fashion house and 
luxury goods firm LVMH 
under the same 
ownership. Under the 
complex deal, the Arnault 
family will off er to buy the 

rest of Dior that it does not already own. 
LVMH will also buy Dior's high-end fashion 
line for 6.5bn euros (£5.5bn).
        That will unite Christian Dior Couture, 
the 70-year-old fashion label which has been 
worn by film stars from Elizabeth Taylor to 
Jennifer Lawrence, with the Christian Dior 
perfume and beauty business already owned 
by LVMH. Moreover, the shares in Christian 
Dior jumped about 11% and LVMH shares 
rose 5.4% on Tuesday, April 25.

CHINA JOINS RACE FOR BOOMING INDIAN CAR 
MARKET / INDIA'S AUTOMOBILE MARKET MAY 
SOON HAVE A NEW PLAYER: CHINA

S
hanghai based SAIC Motor is talking 
with three Indian states about setting 
up manufacturing operations.” said a 

company executive to CNNMoney. The 
automaker is also discussing the possibility of 
taking over a factory in Gujarat owned by 
General Motors (GM).
        "It's a growing market, so we need to 
have a presence," said P. Balendran, SAIC's 
chief representative in India. Furthermore, 
the company, which is owned by the Chinese 
government, is planning to sell cars under the 
British brand MG Motor, one of its subsidiaries. 
Thus, Balendran would not say when he hopes to 
begin making cars in India. That depends on how 
the talks go, he said.

A ccording to the Real Estate and Housing Developers’ 
Association Malaysia (Rehda) more than half of 
Malaysians surveyed want to own a home within the 

next six months. In a poll of 1,655 respondents, he said 56% were 
looking to own a home within the next six months, primarily 
within the KLCC area and Kuala Lumpur city centre. 
        In terms of preferred property size, 34% of respondents 

said they were looking for a home that ranged between 
1,000 sq ft and 1,500 sq ft, while 33% preferred units 
that ranged between 800 sq ft and 1,000 sq ft. As for 
pricing preferences, 41% of respondents said they were 
looking for property that ranged between RM300,000 
and RM500,000, while 32% were eyeing homes priced 
between RM500,000 and RM750,000.

MOST MALAYSIANS WANTS TO OWN A HOME IN NEXT 6 MONTHS

CHRISTIAN DIOR AND LVMH COMBINED 
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THYSSENKRUPP PLANS TO OPEN 
3D PRINTING CENTRE 

G erman industrial group Thyssenkrupp 
plans to open its own 3D printing 
centre this year to manufacture products 

for its customers as some industrial components 
such as airline or wind-turbine parts can now be 
made by 3D printing, or additive manufacturing, 
in which objects are printed in layers directly from 
a computer design instead of being cut out of 
blocks of material.
        This saves money on material costs by 
reducing the number of parts needed tenfold 
or more, and saves time from design to 
manufacturing, allowing objects to be produced 
in small batches in a cost-eff ective way. “We have 
invested already into the machines and people 
– they are there already producing. The centre 
would be inaugurated in September, and would 
produce both metal and plastic products.” said 
Hans-Josef Hoss, an executive board member of 
Thyssenkrupp Materials Services division.

THE CHINESE STOCK MARKET ROLLER COASTER 
SEEMS TO BE BACK IN FULL FORCE

S
tocks in Shanghai had been in a 
period of relative calm this year, but a 
relatively steep drop of 2.7 percent 

this month has refocused attention on the 
markets. Since mid of April, Shanghai stocks 
have been on a bit of a losing streak. This recent 
volatility complicates government eff orts to keep 
calm in the markets ahead of a major leadership 
change this fall. Someday in April (16/04/17), 
Liu Shiyu, the chairman of the China Securities 
Regulatory Commission, delivered a speech at 
the Shenzhen exchange.
        Consultancy Eurasia Group pointed out 
that Liu said, "today there is no finance without 
politics, and no politics that does not closely 
watch finance," noting sensitivities around the 
coming change in top Communist Party brass and 
protecting the 100 million investors in China.

TOSHIBA TO REPLACE AUDITOR 
PWC OVER DIFFERENCES

T
oshiba Corp has decided to replace its 
auditor after less than a year as the 
troubled electronics conglomerate 

struggles to win its approval on full-year 
financial statement.
        At a news conference announcing the 
third-quarter results on April 11, Chief Executive 
Satoshi Tsunakawa said there were irreconcilable 
diff erences with the auditor over the validity 
of past reports. The Nikkei said Toshiba was 
looking to hire a second-tier accounting firm since 
the other two of the big four, Deloitte Touche 
Tohmatsu and KPMG Azsa, have potential 
conflicts of interest given past business deals.

C
hief executive offi  cer Raymond Gillon from the 
Netherlands, CSO Nicky Lum from Malaysia and chief 
operating offi  cer Mudasar Mohamed from India came 

together to create a “Uber-like technology platform’’ that can match 
the needs of shippers with transportation companies in Malaysia 
and Singapore.
        Ezyhaul off ers free-to-use service for shippers to connect 

with transportation companies and make bookings for domestic and 
cross-border transportation services. It also includes a real-time tracking 
system for their dispatches, and access to electronic documentation and 
e-PODs (proof of delivery). Mudasar said the company would be starting 
cross-border business into Singapore on May 1. On average, about 2,000 
trucks cross over between Singapore and Malaysia and for a start, they 
are eyeing 100 cross-border transactions.

THREE FRIENDS FROM THREE COUNTRIES RUNS EZYHAUL
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2ND GLOBAL ISLAMIC 
ECONOMY ENTREPRENEURSHIP 
CONVENTION 2017

11 MAY 2017
KUALA LUMPUR 
www.gieeconvention.com 

A
fter a successful, 
premiere global 
gathering for 

entrepreneurs, startups and 
SMEs in the Islamic Economy 
in Dubai last year, GIEEC 2017 
(Formerly M Powered Summit) 
will continue as THE 
entrepreneurship and SME 
development platform in the 
global Islamic economy to 
inspire, connect and empower 
the creation and development 
of Islamic economy startups 
and SME's.

GET IN THE RING GLOBAL 
CONFERENCE 2017

17 – 19 MAY 2017
SINGAPORE 
www.getinthering.co

T
he Global 
Conference is the 
signature event of 

the Get in the Ring 
Foundation. Every year the 
company organizes a 
conference where the global 
community gets together for 
training, networking, social 
activities and to award the best 
startups that participated in 
the Global Startup 
Competition and Challenges. 
This year they’ll be heading off  
to Singapore. 

SUSTAINABLE DEVELOPMENT 
GOAL SUMMIT 2017

23 MAY 2017
KUALA LUMPUR 
www.sustainabledevelopment.un.org

T
he year 2015 was a 
monumental one for 
the global 

community. We saw the 
renewal of the Millennium 
Development Goals to the 
Sustainable Development 
Goals and the Paris Climate 
Agreement. The public stage 
has set the signals for a new 
normal; where business for 
private profit alone is 
insuffi  cient. With collaboration 
being the emerging theme for 
progress on sustainability, the 
Global Compact Network 
Malaysia (GCNS) is bringing 
you a new and exciting summit 
in the field of Sustainable 
Development Goals.

ITEX 2017

11-13 MAY 2017
KUALA LUMPUR, MALAYSIA 
www.itexshow.com 

R
ecognized as the 
industry’s largest and 
most extensive event 

for business solutions providers, 
ITEX will once again bring you 
top-notch, vendor-neutral 
education and partnership 
opportunities to steer your 
company into the future of 
offi  ce technology. ITEX is all 
about helping independent 
offi  ce technology dealers build 
their brand and set up their 
businesses for sustainable 
success in the future.

HR SUMMIT ASIA & EXPO 
ASIA 2017 / SME SUMMIT

3 & 4 MAY 2017
SINGAPORE 
www.hrsummit.com.sg 

A
re you disruption 
proof? What does it 
take for HR to lead in 

a digital age constantly disrupted 
by new technology and social 
platforms? In managing today’s 
globalised and highly diverse 
workforce, how should 
organisations adapt and engage 
employees to stay ahead and 
remain competitive? The future 
is now. How can HR transform 
to embrace change and meet 
constantly evolving business 
needs in the future economy? 
Get your answers to these 
pressing questions, HR concerns 
and practical solutions @ HR 
Summit Asia 2017 - Asia’s 
leading workforce management 
event for the last 15 years!

SEAMLESS MIDDLE EAST

1 & 2 MAY 2017
DUBAI, UAE
www.terrapinn.com 

S
eamless has three 
separate 
conference agendas 

covering the world of 
Payments, Ecommerce and 
Retail. With one shared 
free-to-attend exhibition 
hosting 300 of the region's 
leading technology providers, 
the event will explore the 
world of commerce of the 
future and growth. 

WORLD OF DIGITAL 
PRINTING 2017

18 - 20 MAY 2017
INDONESIA
www.kristamedia.com 

T
he 4th 
International 
Exhibition on 

Digital Printing Technology 
and Supplies will be held in 
Jakarta, Indonesia and 
feature a number of printing 
techniques for all industries. 

COMMUNICASIA / 
ENTERPRISEIT2017

23 - 25 MAY 2017
SINGAPORE
www.communicasia.com 

J
oin CommunicA-
sia2017 to discover 
upcoming solutions 

and innovations that will 
allow you to stay ahead of the 
learning curve and competi-
tion. It is also the ultimate 
networking and collaboration 
platform for professionals in 
the ICT Industry!
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RENTAL  ONE-WAY CAR RENTAL APP

A
nyone who’s rented cars before know how frustrating it is to have to 
pay a massive surcharge for returning cars to a diff erent stations. One 
would think that in today’s age of app-everything, someone would come 
out with an app to match renter who drop off  a car a one station to 
another who would pick it up and send it back to the original station. 

Well, someone has! The Gig Car Share app is developed by American Automobile 
Association or AAA, and launched experimentally in Oakland and Berkeley in 
California. All rentals are one-way to ensure that users don't pay just to park. All the 
cars in the Gig fleet are Toyota Prius C hybrids. AAA worked with Oakland and 
Berkeley to ensure that all of its cars could be parked on the street without being 
ticketed. This means renters won't have to fight to find a parking spot or go out of 
their way to use a designated lot.

SHOES  PLANT-BASED SNEAKERS

R
iding on the eco-friendly trends, Reebok launched a sustainable product 
initiative called 'Cotton + Corn' that will introduce consumers to plant-
based footwear. The project from Reebok Future considers three key 
phases of a product's lifecycle, such as making the footwear out of "things 
that grow," delivering performance features and off ering a way for the 

product to return to the earth after it has served its primary purpose - Reebok's plant-
based Cotton + Corn shoes can be composted after use. 
        While other brands have organically-sourced apparels and shoes, Reebok is taking 
this a few notches upward by using 100% plant-based materials. Back to nature, indeed.

BY 
JENNIFER 

LEE          UNIQUE MATERIAL  CONTAINER POOL 

O
o you have heard of container 
hotels: clautrophobic hotel rooms 
partitioned out from shipping 
containers. How about a 
swimming pool from container, 

which sits nicely in your garden, and which you 
can relocate to your next home easily? 
Canada-based company Honomobo introduced 
the ‘Modpool’, a shipping container pool that's 
capable of being installed and can be utilized 
as a domestic pool option for consumers.
        The 'Modpool' can be used as a dual 
pool and hot tub, if desired, and is capable of 
being installed above-ground, partially buried 
or completely buried. This makes it possible 
for those with diff erent needs to be able to 
install a pool without having to perform 
major landscaping changes. Additionally, 
the 'Modpool' can be brought with the home 
owners to their next home when they move to 
ensure they always have access to a pool.
        What else can a container do? That could 
be your next big business idea!

BANKING  MOBILE-ONLY BANKING

J
ust as banks are investing record amount of cash into fintech start-ups, one telco 
upped the game by introducing a mobile-only bank. Orange launched the Orange 
Bank earlier this year in France, as well as Spain and Belgium. The mobile-only 
bank gives customers the chance to make NFC mobile payments, P2P mobile 
transfers via SMS and get help with basic banking tasks from an artificial 

intelligence virtual assistant. With the opening of Orange Bank, this bank will be the only one 
on the market to off er two completely free payment payment methods for all customers. Those 
who sign up with Orange Bank will be given a bank account, a customizable debit card and 
more features that will appeal to the Millennial generation and Generation Z segments. 
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RESTAURANT  24-HOUR VEGAN

I
f you are a vegetarian (let alone a vegan), you know how tough it is to find a 
good vegetarian restaurant, let alone one that operate 24-hours. Come to think 
of it, which 24-hour restaurant you know of that has any semblance of being 
healthy? Globally Local, a Canadian food chain, launched a first-ever 24-hour 
vegan drive-thru restaurant in the world. The one-of-a-kind fast food 

establishment will be established in London, Ontaria (in Canada, not the UK), with seating 
for 120 people. 
        The menu items at this new Globally Local location will mimic popular fast food burgers 
with entirely plant-based ingredients. This includes the Famous Burger that is comparable to 
a McDonald's Big Mac and the Vegan Vopper, which is a play on Burger King's classic Whop-
per. With this new drive-thru, Globally Local promises to off er 24/7 high-tech service, as well 
as "a model that we plan to take global and change the fast food industry forever." Not sure 
we agree on the bombastic claims, but yes, this would be a welcome for vegetarians. 

HEALTH  VITAMIN-ENRICHED COFFEE

W
hat? Vitamin and coff ee? That sounds as odd a couple as it can ever be. 
Beanies Flavour Coff ee is formulated with vitamin D, capable of 
supporting those who lead busy lifestyles that might not get their 
recommended intake of the nutrients they need. The Beanies Flavour 
Coff ee varieties includes three flavor varieties including Cherry 

Chocolate, Vanilla Bean and Apple Cinnamon with each cup completely free of sugar 
and just 2 calories each. 
        Gimmick or real-business proposition? Only time will tell. But now, you have 
reason for another cup of that caff eine-infused drink. 

DELIVERY  MIDNIGHT MEALS

O
K, here’s a confession. We all love that midnight meals (read: 
mamak). Who doesn't? But what do you do when you don’t want to 
leave home, and yet all the meal delivery services are closed? 
US-based fast food restaurant Jack in the Box has introduced 
‘Munchie Meals’ - specifically catering to those who seek late-night 

snack options, and has partnered with late-night meal delivery experts Door Dash 
to devlier midnight meals. The service has rolled-out in a number of US cities, 
and expect copycats to bring similar services to a city near you. 
        Thinking of a new niche to operate in? This could be it!

OFFICE  MEDITATION BOOTH 

O
h, this is one idea we’d 
want in our own offi  ce! 
The Headspace offi  ce in 
Santa Monica, California 
was designed by 

celebrated designer, Kelly Robinson. 
Headspace is an online platform that 
focuses on the health and wellness of 
individuals, particularly their mental 
health. Because of this, the offi  ce that 
Robinson designed was focused around 
balance and meditation. This is 
particularly prominent in the offi  ce's 
centrally-placed meditation pods, which 
act as compact sitting areas in which 
employees are able to think, meditate, 
or simply relax. 
        The new Headspace offi  ce design 
is able to show that the company's 
primary focus, to improve the mental 
health of individuals, is reflected back 
into the company culture as well. Now, 
where’s the application form?
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economic capital model - and 
this is what is happening in our 
relationship to the environment. 
The result is disastrous climate 
change and the consequences are 
only just beginning to impact. Our 
recent flash floods and available 
scientific data illustrate what is in 
store, so the quest for workable 
solutions is urgent.
        The government has 
fortunately finally woken up to 
the eff ect of climate change on 
all areas of our environment and 
subsequently our standard of 
living and long-term well being. 
It has now legislated to try and 
assist with the reduction in 
global warming and has made 
certain undertakings on the 
world stage regarding reducing 
green house emissions. 
        However, it is not all doom 
and gloom. There are powerful, 
eff ective methods available to 
us all to reduce our impact on 
the environment (and therefore 
the greenhouse eff ect) while 
complying with the ensuing 
legislation and even exceeding it, 
and at the same time improving 
profit and amenity! How? By 
understanding and implementing 
Sustainability on any project.
        Many lay-people, and even 
many within assorted professional 
industries, may automatically 
associate sustainability concepts 
with alternate or 'greenie' phi-
losophies and practices. But this 
is not a "tree-hugging" exercise - it 
is a system that with appropriate 
knowledge can off er significant 
reductions in the bottom line of 
costs while at the same time sig-
nificantly improving the negative 
aff ects on the environment and 
amenity /comfort of any facility. 
Surely a win/win situation.
        Sustainability can off er 
significant proven savings in 
energy costs, water costs, building 
costs, lifecycle costs, running 
costs and labour costs whilst 
greatly improving value with a 
minimum initial outlay.
        We can think about our 
buildings and try to reduce 
energy use there. Eighty-four 
per cent of property owners, 
architects and consultants are 
involved in green development 
to some degree, but there are 
still limited choices of green 
building products, according 
to the first major survey of 
attitudes to sustainability.
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t was Earth Day on 22 April. For 
many businesses, it meant very 
little, but for some, going green is 
not just about sustainability: it’s 
actually good for business.
        As we move further into 
the 21st century the impact of 
climate change is becoming more 
noticeable to the general public 
and more serious in its impacts 
on our way of life. 
        Climate change is a result of 
our contempt for our environment 
and the resultant unbridled 
demand for energy. This demand 
is maintained by our limited 
awareness and understanding 
of the consequences of our 
increasing demands on these 
limited resources.
        Weather extremes and 
greater fluctuations in rainfall 
and temperatures caused by 
climate change are liable to 
change productive landscapes and 
exacerbate food, water and energy 
scarcities in a relatively short 
time span. Particularly worrying 
is sea-level rise because of the 
density of coastal populations and 
the potential for the large-scale 
displacement of people in Asia.
        Even if we stopped 
emitting greenhouse gases now, 
researchers predict Eurasia, 
eastern China, Canada, Central 
America and Amazonia are at risk 
of forest loss. Global warming of 
less than 2°C would create a 30% 
probability of deforestation, while 
more than 3°C would double the 
likelihood of loss. 
        We are facing our second 
industrial revolution - abundant 
people but limited resources. 
        A smart capitalist always 
reinvests in his capital. Letting 
it run down through overuse, 
caused by ignorance of the 
importance of the capital 
resource to a successful business, 
is a myopic view of the symbiotic 
relationship between the capital 
resource and profitability. This 
is a recipe for disaster for any 
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        While governments are seen as having the greatest influence 
on society's reaction to climate change, 65% of surveyed people 
expected the private sector to take the lead in coming years.
        Wind power could supply one third of the world's electricity by 
2050 and save 113 billion tones of CO2 emissions, according to a 
report by the Global Wind Energy Council (GWEC) and Greenpeace.
        Research by the BCA indicates the following:
 The building sector is one of the fastest growing sources of 

 greenhouse emissions - 21% of total
 The cost of compliance is substantially off set by savings in HVAC 

 plant and in a number of cases delivers a net reduction building cost 

Practical sustainability has many examples of significant improvement 
in all profit and amenity outcomes.
        The new ING insurance headquarters in Amsterdam was 
designed and built as a green building in 1987. 
        It featured an integrated design team process, passive solar 
heating and ventilation, day lighting, water effi  cient landscaping and 
rainwater capture. They achieved a 92 % reduction in energy used 
compared to a conventional building of similar size, which results in 
$2.9 million (US) per year saving on energy costs! 
        The energy effi  ciency features themselves were paid back in just 
three months. 
        Absenteeism decreased by 15% over the previous head quarters 
building and productivity was noticeably improved. The US Dept 
of Energy, indicates numerous examples of significant energy and 
related cost savings in buildings with a sustainable infrastructure of 
over 50 per cent of the base cost of energy use per year, major im-
provements in productivity, and decreases in absenteeism of 15-20% 
over all types of facilities.
        As you can see, sustainability is good for business.

WHAT IS SUSTAINABILITY?
Sustainability is the practice whereby the demand on capital resources 
is significantly reduced through appropriate analysis based on an 
integrated systemic overall approach to facility resource use. This 
approach is then incorporated into those facilities. 
        This results in ineffi  ciencies being identified and removed from 
the demand cycle. 
This is not just an action - it is a philosophy, a way of thinking, being 
and understanding the issues that accepts the logic behind sustainable 
practice and incorporates it into the total company philosophy.
        "Effi  ciency creates wealth" or conversely "ineffi  ciency wastes money".
No business can survive if it wastes money. This approach is relevant 
to all types of commercial and residential facilities alike including: 
aged care, hospitals, shopping centres, manufacturing process, 
entertainment, infrastructure and housing projects.
        Sustainability is about reducing these loads on the environment, 
thereby improving profitability and environmental outcomes through:

1  Integrated system design and whole system thinking 
2  End use-least cost analysis principles 
3  Effi  cient and energy and human resource management 
4  Practical and innovative sustainable practices 
5  Understanding and implement  ing the four principles of 
  "the  environmentism".

WHY SUSTAINABILITY?
This integrated approach to sustainability results in the following benefits:
1. Improved profit due to:
 significantly reduced running costs due to more effi  cient usage
of environment resources such as power water, and the related 
infrastructure that drives the demands on these resources
 improvised integrated building envelope and internal fit off  design
reducing thermal and acoustic loads, improving worker effi  ciency, 

increasing resident 
appreciation due to improved 
comfort and therefore 
increasing value
 reduced authority approvals
time and costs by advocating 
and incorporating sustainable 
principles
 significantly reduced water use
costs due to rainwater capture, 
improved water use practice 
resulting in decreased demand 
for water, water recycling and 
low water gardens etc
 reduced lifecycle costings due
to improved system design, 
reduced loads on equipment 
,better specified and therefore 
smaller ,more effi  cient and 
longer lasting equipment
 reduced maintenance/repair
costs due to less wear and 
tear on equipment caused by 
reduced demand on equipment 
or reduced amount/smaller/
better specified equipment
 improved functionality
resulting in reduced labour 
requirements/costs and 
improved labour outcomes/
improved system effi  ciencies
 reduced absenteeism and lost
time due to improved 
working conditions
 improved staff  productivity
because of a healthier 
working environment
 increased demand for facilities
due to the improved amenity 
for residents. This results in 
less advertising costs ,less resi-
dent vacancies and down time
 reduced rubbish and
associated costs due to im-
proved recycling and reduced 
waste due to designs of systems 
and operations replicating
 "bio mimicry systems."
(Systems based on the natural 
concept of "no waste" closed 
loop systems- all production 
being used)
 improved building practice
/design /process/materials 
quality resulting in reduced 
building and system waste, 
rework, maintenance.

2. Improved amenity for 
residents due to:
 improved building envelope
and fit off  design resulting in 
improved living conditions.
 more natural lighting improv-
ing reading conditions and 

reducing negative aff ects of 
artificial lighting such as glare 
and associated negative 
visual impacts.
 more thought given to resi-
dential functionality 
resulting in more joyous and 
harmonious living atmosphere.
 reduction in toxic products be-
ing used such as paints, 
internal finishes, materials, 
carpets etc.
 improved comfortability due
to reduced heating and cooling 
requirements nad the resultant 
improved equilibrium of 
temperature.
 more comfortable environment
due to the improved function-
ality of design based on resi-
dents and staff  requirements.
 use of bio-phillic concepts
in design parameters where 
possible bringing residents 
into closer contact with natural 
systems -proven to improve 
health outcomes 
 fresher air, cleaner water
,more peaceful environment.
 improved relationship between
staff  and clients.
 improved acoustic outcomes
due to super effi  cient 
windows and insulated 
building envelopes.
 less stressful and more
relaxed environment benefiting 
residents and staff .

3. Improved environmental 
outcomes due to:
 water recycling and waste
water recycling.
 innovative, coordinated and
cost eff ective building design 
resulting in improved building 
envelope and fit off  outcomes 
reducing thermal and 
acoustic loads.
 reduced power/energy
demands resulting in 
decreased contribution of CO2 
and other green house gases.
 reduced loads on the sewerage
system and stormwater system.
 reduced loads on machinery
thereby reducing demand for 
ineffi  cient production practices 
for that machinery.
 reduced demands on the envi
-ronment due to recycling, 
waste awareness, and 
bio mimicry.
 reduction in the related supply
chain loads caused by the 
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reduction in end use loads due 
to the improved effi  ciencies 
resulting from end use least 
cost analysis.
 improved labour effi  ciency
resulting in reducing waste 
and downtime.
 improved productivity due to
less maintenance costs.

The important thing to remem-
ber is that sustainability must be 
cost eff ective. If it is not, nobody 
will use it. Even though it has 
great benefits for the residents 
and the environment, if it costs 
more to implement without any 
cost benefit then it is in itself not 
a sustainable practice. Also, it 
must be a system that, whether 
we like it or not, appeals to the 
financial bottom line.
        Sustainability must be 
practical. Even "not for profit" 
operations must be aware of 
this issue, otherwise they will 
reject sustainable practice as 
redundant as they cannot aff ord 
to operate in a sustainable 
way if they are running at a 
major loss. Of course, this can 
be avoided by ensuring that 
sustainability is practical.
        Sustainability is a practice 
that is more cost and result 
eff ective the earlier it is 
implemented into an integrated 
system of design and operations. 
In any project, 90 percent of 
all costs are decided on the 
first day. The eff ectiveness 
and value of any decision, 
not just sustainable ones, are 
lessened exponentially the 
later a decision is implemented 
into the project cycle. (e.g.: 
adding an extra room once the 
building is finished or increasing 
or changing the productivity 
requirements once the factory 
is complete is obviously 
disproportionately expensive)
        Those first decisions can 
have enormous bearing on the 
success or failure of a project. 
        If sustainability as a 
direction is agreed with on day 
one then the benefits are sig-
nificantly increased. There are 
many benefits to be gained from 
implementing sustainable prac-
tice at any stage of development 
but the most benefit is gained if 
incorporated at the beginning 
of the process in an integrated, 

coordinated manner.
        Appropriate management 
of the overall integrated system 
is required to ensure all stake-
holders needs are examined 
and understood and wherever 
possible are taken into account 
for successful sustainable 
implementation. This way all the 
relevant design team members 
and stakeholders, including 
operations staff , can be included 
in the process resulting in an 
integrated system based on 
understanding and outcome.
        It is important to note 
there is minimal benefit in 
trying to improve sustainability 
by reducing running costs with 
stand alone, non- integrated 
processes. The installation of 
such items as a solar hot water 
heater on a roof of a building 
with no sustainable infrastruc-
ture is not going to provide the 
results you need to validate 
sustainable practice. It will not 
be a cost eff ective exercise, as it 
is not an integrated component 
of a sustainable system and as 
a stand alone and consequently 
ineffi  cient component it will 
not have the desired result. As 
a consequence, its comparative 
ineff ectiveness will eventually 
persuade management that sus-
tainability is a waste of time.
        Sustainable practice is 
not about achieving massive 
reductions in power usage or 
water recycling cost through 
single non-integrated items which 
are not repayable or economic 
over the short to medium term.
        Big savings can be cheaper 
than smaller savings.
        Sustainability is at its most 
fulfilling and beneficial when 
the system is integrated and 
coordinated. Minor concessions, 
such as just replacing the light 
globes in your facility with 
energy effi  cient types, do help 
of course, but much more 
advantage could be gained by 
a more integrated initial design 
or retro fit concept for a similar 
outlay but with greater results.
        Sustainable practice is 
about trying to achieve smaller 
reductions in power and water 
usage, for instance, over a raft 
of integrated areas. Achieving 
20% reductions over 5 or 10 
areas of operations will result 

in a 100-200% improvement in sustainable outcomes rather than 
trying to achieve 100% reduction in environmental loads through 
one item in one area. This is practically unachievable and will not 
result in the desired sustainable outcome. If the aim is for massive 
sustainable outcomes over a limited number of avenues the outcome 
will be disheartening.
        The results from sustainable practice can be quite significant for 
a small outlay. In a recent and new $9 million Aged Care, "not for 
profit" project of 90 high and low care beds in Sydney, the project 
owners increased the size of the Stormwater detention tank required 
by council by about 300% at an extra over cost of about $4,000 and 
then at a cost of around $11,000 we returned the water from the tank 
into the toilet system. 
        Based on water consumption figures from the previous 60 bed 
nursing home on the site we will save approximately $1,500 per month 
in water bills. This means the system will pay for itself in about 11 
months and from then those savings come off  the financial bottom line.
        This system was implemented into the design at quite a late stage 
in the process and shows how beneficial sustainability can be for 
relatively small investments. 
        It is important to note these concepts were introduced very late 
in the design process and were not as integrated, and therefore as 
beneficial, as they could have been had sustainable practice been 
considered on the first day of project inception.
        Another area to consider in sustainable practice is the importance 
of getting the most impact from what you are implementing. Although 
the initial cost of an item may be higher it may allow greater savings in 
other areas. This will significantly add value to the cost of the item rel-
evant to the reduction in costs of other related items within the system.
        The use of Super Windows (triple insulated glass) for example 
can result in the following benefits.
01. increase the amount of light into a building resulting in decreased

electrical lighting requirements in daytime, including capital costs 
of lights etc

02. improve daytime heat storage in winter/cooling in summer to
reduce heating/cooling requirements

03. reduces construction costs due to smaller HVAC infrastructure
(heating /cooling) and improved effi  ciency of structure due to 
increased space released by reducing or eliminating HVAC fixtures

04. reduced maintenance costs and capital outlays due to reduced
heating and cooling requirements

05. reduced energy costs due to improved thermal values of the
windows and reduced artificial lighting requirements

06. improved daylighting performance resulting in the proven benefits
for residents and staff  that daylighting brings over electrical lighting 
(US Dept of Energy Report 1998) 

07. improved noise suppression
08. improved heating and cooling at perimeter zone areas
09. reduced need for curtains to provide thermal/acoustic balance at

window openings
10. increased design scope due to more glass being able to be used
11. reduce significantly the loads/energy requirements on HVAC

reducing or eliminating the needs for same
12. improving amenity and comfort by bringing the residents closer to

the natural environment by using more glass
13. improving the productivity of staff  as they are working in 

better environment
14. reducing staff  absenteeism due to improved working conditions and

happier environment
15. increased demand for the facility by prospective residents due

to the overall benefits the residents experience resulting in reduced 
marketing costs and less down time in rooms.

This example suggests that if we properly count multiple benefits and 
take credits that are real and measurable in rigorous engineering-
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economic terms we will very 
often find that one way to 
make a building inexpensive 
to construct and run is to 
install initially more expensive 
but ultimately sustainable 
windows. This is not the usual 
value engineering approach of 

the right shape and pointing it 
in the right direction for solar 
orientation is enough to save 
one third in energy use. 
        The use of sustainable 
practice for all buildings is the 
way of the future and the facility 
that embraces this concept will 

squeezing dollars and cents out 
of each component separately, 
but is utilising our money in 
a highly integrated fashion to 
place greater investment in 
some areas in order to reduce 
expenditure in others.
        Just making a building 

gain the competitive advantage. 
Sustainable practice is not a 
complicated premise, but a 
logical engineered practice that 
has proven results.
        We must do "more for 
less" if we are to advance 
sustainably.
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heating during the frigid Nova Scotian winters and no plumbing, but 
they always seemed to make do. 
        When Joyce was 16-years old, he decided to drop out of high 
school and try his luck out in the real world. He moved to Hamilton, 
Ontario in search of greater opportunities. With just $35 in his 
pocket, Joyce had set off  on his own. He drifted around between 
factory jobs until he finally decided to enlist in the Royal Canadian 
Navy in 1951. With a specialization in communications, Joyce was 
immediately sent overseas, where he served off  the coast of Korea and 
Japan for his first tour of duty. 
        After one year in the Navy, Joyce decided to move back to 
Hamilton, where he started training to become a police offi  cer. At 
the same time he was working for the Hamilton Police force, Joyce 
drifted into the food industry when he purchased a local Dairy Queen 
franchise. Both would prove to be career choices of much significance 
later on. While managing the Dairy Queen gave him crucial business 
experience, working as a cop also introduced him to someone that 
would forever change his life. 
        It was on his daily foot patrols as a police offi  cer that Joyce became 
friends with Tim Horton. Horton was a Canadian hockey legend, who 
was admired for coming from extreme poverty to the heights of success 
that he did. Horton was so impacted by his childhood experience that 
even while he was a hockey legend, he worked on the side doing other 
jobs to supplement his income. One of those side jobs was a local coff ee 
and donut shop that he had opened, called Tim Horton’s. 
        Located on Ottawa Street in Hamilton, not even the hockey star’s 
name could save the little shop. After all, Horton might have known his 
way around a rink better than anyone else, but when it came to running 
a business, he was skating on thin ice. Joyce, however, was interested 
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Two years back, Burger King paid an unprec-
edented US$ 11.4 billion for a chain of donuts 
stores called Tim Horton. The purchase made 
a lot of sense to Burger King, as at that point 
Tim Horton had more outlets than Burger 
King’s archrival McDonald’s did in Canada. 
        How did a donut shop grew to become 
of the world’s best loved brands, and in the 
process gave McDonalds and Burger King 

a run for their money? The story is one of sweat and dilligence. This 
month, SME Magazine discusses the rags to riches story of Ron 
Joyce, who went from zero to multi-billionaire on the back of strong 
business acumen.

FROM ZERO…
He grew up in rural Nova Scotia, Canada in a house without plumbing 
and a wood stove for heating. Today, he’s worth US$ 1.4 billion, 
according to Forbes. How did Ron Joyce get to where he is today? He 
did it by building a tiny coff ee shop by the name of Tim Horton’s into 
one of the world’s most beloved and successful brands. 
        Born in 1930, in the rural town of Tatamagouche, Nova Scotia, 
Ronald Vaughan Joyce came from a poor family. Together with his 
parents and two siblings, he lived in a small three bedroom house that 
had few conveniences. When he was three years old, his father died, 
leaving his mother to take care of the family on welfare. There was little 
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having to drive back to Buff alo, where he was playing for the Buff alo 
Sabres. Horton initially agreed, but for unknown reasons, he later 
changed his mind. At the age of 44, Horton was killed in a car accident 
on that fateful drive back home. 
        The following year, after having an auditor assess the value of the 
company he and Horton had grown, Joyce agreed to pay $1 million 
to Lori Horton, Tim’s widow, for her shares. Although the company’s 
worth was deemed to be $1.8 million and the two had agreed to split it 
right down the middle, at the last minute Horton’s widow held out for 
$1 million. Joyce had no choice but to agree, and with that, he gained 
complete control of the coff ee chain. 
        From there, Joyce continued with his plans for expansion. Through 
a strategy of creative marketing, common sense production, and a focus 
on selecting and training the best people to run his franchises, Joyce 
saw Tim Hortons (he dropped the apostrophe after the death of its 
namesake) explode onto the scene nationwide. With over 2,600 Tim 
Hortons outlets throughout the country, which together sell over 4.5 
million cups of coff ee every day, the company has surpassed even the 
American giants to become Canada’s biggest fast-food business. 
        During the early 1990s, a franchise owner of both Tim Hortons 
and Wendy’s restaurants asked both companies if he could combine 
both under one store. This new ‘combo store’ led to an informal 
partnership between the two companies. In 1995, Joyce finally agreed 
to sell “his baby” to Wendy’s in exchange for more share of Wendy’s 
stock than even Wendy’s founder Dave Thomas had. 
        Despite letting go of his business, Joyce continues to live his 
dreams. Joyce now spends his time devoted to the charity he created, 
the Tim Horton Children’s Foundation, and the $60 million golf 
course he built in his home province. 

in Horton’s venture. The two had become good friends and Joyce 
wondered if his experience with Dairy Queen could be used to save 
Horton’s shop. 
        Joyce did not waste much time wondering. Before long, Joyce and 
Horton were in business together.

…TO HERO
It was 1967 and two men had just signed the franchise agreement 
that would forever change not only their own lives, but also the entire 
landscape of Canadian business and culture. The two friends thought 
that with Joyce’s business savvy and Horton’s famous name, they 
could make their coff ee shop a success. By the end of the year, the 
duo had opened up two more Tim Horton’s stores and they were full 
partners in the business.
        By and large, Horton remained a silent partner in the business 
while Joyce oversaw its expansion. Horton had once tried to get more 
involved in the aff airs of the company that bore his name, but he did not 
fair so well. When he rolled up his sleeves and attempted to learn how 
to bake doughnuts, he got badly burned by the fryer. To make matters 
worse, two fellow hockey players came by to visit the shop. Upon seeing 
Horton hard at work, they began to trade jokes about their teammate 
who was sporting a baker’s apron. After that, Horton gave up, and Joyce 
again rose to the front of the business. 
        It was not long, however, before reality would come crashing 
down on the rosy dreams the two young men had for their futures. 
On February 20, 1974, Horton and Joyce got into an argument over 
Horton’s use of company credit cards; Joyce was worried about being 
audited. The two talked until 4 a.m., when they finally resolved the 
issue. Joyce invited Horton to stay at his home for the night, instead of 

having to drive back to Buff alo, where he was playing for the Buff alo 
Sabres. Horton initially agreed, but for unknown reasons, he later 
changed his mind. At the age of 44, Horton was killed in a car accident 
on that fateful drive back home. 
        The following year, after having an auditor assess the value of the 
company he and Horton had grown, Joyce agreed to pay $1 million 
to Lori Horton, Tim’s widow, for her shares. Although the company’s 
worth was deemed to be $1.8 million and the two had agreed to split it 
right down the middle, at the last minute Horton’s widow held out for 
$1 million. Joyce had no choice but to agree, and with that, he gained 
complete control of the coff ee chain. 
        From there, Joyce continued with his plans for expansion. Through 
a strategy of creative marketing, common sense production, and a focus 
on selecting and training the best people to run his franchises, Joyce 
saw Tim Hortons (he dropped the apostrophe after the death of its 
namesake) explode onto the scene nationwide. With over 2,600 Tim 
Hortons outlets throughout the country, which together sell over 4.5 
million cups of coff ee every day, the company has surpassed even the 
American giants to become Canada’s biggest fast-food business. 
        During the early 1990s, a franchise owner of both Tim Hortons 
and Wendy’s restaurants asked both companies if he could combine 
both under one store. This new ‘combo store’ led to an informal 
partnership between the two companies. In 1995, Joyce finally agreed 
to sell “his baby” to Wendy’s in exchange for more share of Wendy’s 
stock than even Wendy’s founder Dave Thomas had. 
        Despite letting go of his business, Joyce continues to live his 
dreams. Joyce now spends his time devoted to the charity he created, 
the Tim Horton Children’s Foundation, and the $60 million golf 
course he built in his home province. 

T
hanks to Joyce, 
Canada has been 
called by some 
the “Timbit 

Nation.” Even the Royal 
Canadian Mounted Police 
have an unoffi  cial radio code 
for Tim Hortons, as 10-99 or 
“Tango Hotel.” Every single 
day, for a product that costs 
just pennies to make, Tim 
Hortons brings in revenues of 
over $2 billion. How was this 
young boy from rural Nova 
Scotia who grew up on 
welfare able to become one of 
Canada’s most celebrated and 
successful businessmen?

PERSISTENCE Joyce was only 
human. He had regrets like the 
rest of us. But what perhaps 
set him apart from others was 
that he did not let those regrets 
get in the way of going on with 
the rest of his life. Where he 
made a mistake once, he picked 
himself up, got over it, and 
went back to work. 

PASSION Joyce’s ex-wives might 
not have anything positive to 
say about him, but they would 
both be first hand witnesses 

to the passion and dedication 
that he had for his work. And, 
for Joyce, that was what it was 
all about. Whether he was in 
the boardroom or out on the 
golf course, Joyce wanted to 
devote himself completely to 
something he loved. 

FOCUS Joyce knew that if 
was going to succeed in the 
competitive coff ee industry, 
he would have to stand out; he 
would have to create a unique 
selling point that would keep 
customers coming back to his 
shop instead of the one across 
the street. And, he knew fancier 
cups and the like were not 
going to do it. To that end, Joyce 
reoriented his company to focus 
on freshness, believing it was 
something that would be valued 
by customers. He was right. 

BRANDING If there is one 
thing that Joyce understood 
better than anything else it was 
the importance of creating a 
powerful and lasting brand. He 
created a company that became 
“your friend along the way” 
for Canadians nationwide. By 
keeping Tim Hortons in touch 

with communities, and focusing 
his marketing around Canadian 
culture, he turned a coff ee shop 
into a Canadian institution. 

FRANCHISING Joyce knew that 
if he wanted Tim Hortons to 
grow, and grow rapidly, he would 
have to embrace a system of 
franchising. By implementing a 
structure based on fairness and 
support for his franchisees, Joyce 
saw his chain become one of the 
most popular in the country. 

Joyce did not have any formal 
business education. He did 
not even have a high school 
degree. What he did have was 
determination and ambition. 
As a result of his impressive 
career, Joyce has received the 
Order of Canada, induction 
into the Canadian Business 
Hall of Fame, and five honorary 
university degrees. “The 
amazing part of this story,” he 
says upon reflection, “is that a 
young kid can leave small-town 
Nova Scotia at an early age, 
and be successful working hard 
at what he believed in…It’s a 
great story of what you can 
achieve in this country.”

RON 
JOYCE’S 
SECRET 
INGRE-
DIENTS 
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e hear all the time that ‘beauty is in the 
eye of the beholder’. If that is the case, 
why are so many people obsessed with 
looking good? Truth be told, looking 
good doesn’t just increase your chances at 
professional and personal success, it helps 
to build self-confidence. 
        Today, beauty businesses are 
mushrooming across the region. In 
Singapore alone, some 2,600 new 
beauty businesses were registered 
in 2016 compared to 1,900 in 2014. 
Clearly, the beauty industry is deemed 
to be an attractive industry for many 
entrepreneurs. Market intelligence firm, 
Euromonitor International, has predicted 
that the beauty industry will surpass US$ 
150 billion in 2017. Yuko Nakamura, 
global skincare R&D director at P&G 
believes that Asian customers are more 
discerning than their counterparts in other 
regions. “Asian pay a lot more attention to 
personal care at an earlier age”, she says. 
        Although the industry may be one 
that’s relatively easy to get into, many 
beauty entrepreneurs will tell you that 
it’s a long, hard rollercoaster ride to 
success. This month, SME Magazine 
presents to you an insider’s guide to the 
beauty industry. 

MEET THE BEAUTY ENTREPRENEURS
Chan Chan, founder of Crissbrow 
Embroidery Art and Academy has been 
in the beauty industry for the past 16 
years. Starting off  as a freelance eyebrow 
embroidery technician, her company 
today specialises in eyebrow, eyeline and 
lips embroidery.
        “I ventured into this business after 
taking up an embroidery course back in 
2005. Today, we off er a variety of embroi-
dery services and conduct professional 
embroidery classes,” Chan says, adding 
that “a human’s eyebrow plays a very im-
portant role in a person’s facial features”.
        Another beauty entrepreneur, 
Sereen Eng, founded a nail party salon 
seven years ago. Posh! Nail Spa is Eng’s 
brainchild, after spotting the growing 
manicure and pedicure trend and decided 
that her future lies within the industry. 
        “Nail care is becoming a necessity 
rather than just a luxury because it's not 
just about beautifying the nails, it is about 
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a person's overall grooming and 
attention to details in order to 
create a good first impression. I 
saw the profit potential and im-
mediately decided to take up the 
challenge”, said Eng, who holds a 
degree in marketing and business 
law from Monash University. 
        “To bring more traffi  c into 
our salon, I introduced the idea 
of nail parties. Customers can 
book our venue to celebrate 
special occasions and at the same 
time enjoy some manicure and 
pedicure”, she added.
        Beauty salons come in 
a variety of shapes and sizes. 
Some off er facials, while others 
off er hair-dos and makeups. 176 
Avenue is the creation of three 
friends: Jady Teoh, Jean Ng and 
Joylna Tan to provide an all-in-one 
beauty salon that could fix a cus-
tomer’s hair, eyelash extensions, 
manicure, pedicure, waxing and 
massage at the same time.
        “We were looking for a place 
to get all our beauty fix in one 
place. Since there was no place 
for us to get all these, we thought 
it would be a good opportunity 
for us”, said Tan. 
        176 Avenue doesn't just off er 
beauty services, it serves both 
alcoholic and non-alcoholic drinks 
to customers while they enjoy 
their beauty treatments.  
        Jac & Ivy Nail Spa started 
when one of the founders, Ivy 
Chong realized her keen interest 
in manicure and pedicure. She 
took up a nail course at the Pink 
Room International Nail Acad-
emy, and subsequently won a nail 
art competition in Korea. Initially 
she started a nail beauty shop in 
Singapore and later expanded 
into Kuala Lumpur in partnership 
with Miss Malaysia World 2007 
2nd runner-up Jacqueline Ong. 
        As she explains, “by putting 
myself in the shoes of a customer, 
I wanted to create one of the best 
nail spas in Kuala Lumpur that 
promises to deliver exceptional 
world-class customer service 
with an extraordinary pampering 
session. Therefore, we set 
ourselves apart by creating a nail 
‘sanctuary’ where customers can 
unwind while my team of nail 
artists take meticulous care of 
their hands and feet”.
        In contrast, Sharina 
Manmohan started a mobile nail 
spa out of frustration waiting at 

seems to be the toughest challenge for Crissbrow’s Chan as some 
customers couldn’t wait for weeks. Therefore, she ended up losing some 
of these customers since she doesn’t do walk in at her place.  
        “To get good team members and retain them is my biggest 
challenge. The nail care business is considered a service industry; and 
like any service industry, empowerment is the key. It is not easy, but it is 
workable. I encourage my team to excel and continuously stay motivated 
about their career and do my best in creating as well as bringing in new 
projects to keep them occupied and empower them.” says Posh!’ Eng. 
        Eng explains: “Over the years, I’ve learnt to be a leader rather than 
a boss. As Richard Branson says, ‘learn to look after your staff s first, 
and the rest will follow".
        Joylna Tan agreed with Eng as she also feels retaining good 
employees is tough. “Since we are a standalone shop, we rely heavily on 
word-of-mouth as opposed to walk-ins hence we always have to make 
sure that we’re on top of our game; always providing the best possible 
service to each and every one of our customers.” she said.
        As for Ivy Chong, her initial journey in the beauty industry was 
tough since she was young and came in with zero knowledge about busi-
ness. Nevertheless, she managed to overcome it with her husband’s and 
family members’ support. In the current situation, she finds it a great 
challenge to juggle raising a family and running a business at the same 
time. Instead of taking the challenges in a hard way, she embraces them.
        Just like Chong, Jesslyn Ho also thinks that the toughest challenge 
is in starting the business. “It makes me feel accomplished thinking 
about the roller coaster journey we rode. There are a lot of challenges 
but I would say our first day to use our very own POS system is the 
most challenging one. On that day, I cried almost every second of the 
day! It was chaotic and devastating to all Bubble Gummers. After years 
of paying for our POS system, we decided to build our own to ease 
our operations and to facilitate our expansion plan. We didn’t realise 
the system was not ready to use and the whole day was haywire. From 
booking customers’ appointment, closing sales and even checking 
our inventory. However, I’m very blessed with a strong team that was 
supportive enough to help each other through that tough patch. The 
next day, we are totally fine. We survived the hurricane!” she said.
        For Sharina, her biggest challenge was being a mobile salon itself. 
“When we first started, the idea of having someone to step into your 
personal space to get pampered was still very new. As we are a mobile 
salon, we do not have a shop which makes it a little tougher,” she said.
        In addition to that, she had to do a lot of marketing mainly through 
social media despite being good at what they do and having the right 
team members.
        Make-up Meastro team’s biggest challenge was the trend towards 
digitalisation. “With a trend of companies moving towards digital for 
engagement of audiences, the challenge to capture the attention of 
our audience heightens with competition, resulting in the demand for 
interactive and engaging marketing goals, without compromising the 
finesse of a personal human touch.”

COLOUR THE DULLNESS IN YOU Many beauty entrepreneurs put their 
customers’ opinion and satisfactions first. The entrepreneurs would 
affi  rm the glow in a customer’s face colour their dullness.
        “It feels great to be invited to international beauty exhibitions, 
events and competitions as I get to travel and expand my talent. This 
year will be a blast since more people are getting their eyebrows done, 
including men,” said Chan when asked what keeps her motivated in 
this industry.
        “Moreover, the smile on my customer’s face after getting beautified 
is the biggest satisfaction that keeps me in this field,” she added. 
        Ho saw the potential in this high margin market as she achieved 
RM200,000 of sales personally when she was working with an 
international waxing company within a year. That helped her see 
the potential of the industry. “I get full of surprises, like literally and 
figuratively! I’m talking about the customers’ experiences. I’m happy 
when we help our customers to boost their confidence, personal hygiene 
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the system was not ready to use and the whole day was haywire. From 
booking customers’ appointment, closing sales and even checking 
our inventory. However, I’m very blessed with a strong team that was 
supportive enough to help each other through that tough patch. The 
next day, we are totally fine. We survived the hurricane!” she said.
        For Sharina, her biggest challenge was being a mobile salon itself. 
“When we first started, the idea of having someone to step into your 
personal space to get pampered was still very new. As we are a mobile 
salon, we do not have a shop which makes it a little tougher,” she said.
        In addition to that, she had to do a lot of marketing mainly through 
social media despite being good at what they do and having the right 
team members.
        Make-up Meastro team’s biggest challenge was the trend towards 
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nail salons to get her nails done. 
Her business, Nails on Wheels, 
is the first mobile nail spa to win 
awards in Malaysia. “We go to our 
customers for all their manicure, 
pedicure, waxing and massage 
at their own comfort zone”, says 
Sharina. “We provide mobility 
and convenience”, she added.
        Make-up Maestro is the 
brainchild of three make-up 
artists: Valda Goh, Jas Tan and 
Queenie Cong, who believe 
that collectively, make-up artists 
can support each other to grow 
together. Make-up Maestro is 
today one of the leading make-up 
teams providing make-up and 
hairstyling services in Singapore.
        “Most make-up artists are 
freelancers, and we see a growing 
market for companies to engage 
make-up artist teams for their 
awards night or company events. 
Having passionate make-up 
artists specializing in diff erent 
make-up types such as special 
eff ects, wedding and theatric 
make-up under a single umbrella 
means you can engage the same 
company for diff erent projects 
with diff erent requirements”, the 
three founders said.  
        Jesslyn Ho saw the potential 
for a local waxing parlour to 
grow in Malaysia when she was 
working with an international 
waxing salon for almost a year. “I 
started my own business named 
Bubble Gum Wax after a serious 
life event which was an eye 
opener with three other friends 
back then. One left the company 
after less than a year due to 
personal issues. The business my 
mum’s idea when she discovered 
my talent”, she said.
        Bubble Gum Wax applies 
raw industrial interior design to 
all their outlets, which makes 
them diff erent from other waxing 
parlours, which are usually in 
pink. They insert a lot of black co-
lour into the interior designs and 
their staff s are dressed in army 
jackets to give their customers an 
army camp environment.

CERTAINLY NOT A WALK IN 
THE PARK Under the layers of 
glamour and apparent success 
are sheer hard work. As the 
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        According to her, the waxing industry will continue to grow 
and within the next few years salons targetting Muslims and men 
will be established. 
        “Beauty is very subjective and with the feedbacks that we have 
gathered from our customers, they don’t only look good but also feel 
good after getting their beauty fix at 176 Avenue,” said Tan.
        “Nevertheless, nothing beats the satisfaction when you see a 
satisfied and happy customer,” she added. 
        “If there is one thing that keeps me motivated, it’s seeing the smiles 
on their faces and knowing that the team did a great job,” said Chong.
        As she explains: “Everybody wants to look their best always, so I’m 
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        “What motivates me is that we are not only providing mobility 
and convenience in the name of beauty, but the fact that we are also 
providing nail care services,” said Sharina.
        Sharina said the concept of being mobile have been a great con-
venience to all her clients as they are able to provide these services for 
people from all walks of life has truly motivate her. “Five years ago, the 
idea of even having a halal nail polish sounds funny. Times are chang-
ing. We are moving forward, heading for bigger things,” she added.
        Based on Posh!’ Eng’s experience for the past 7 years, she feels 
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        “The first thing that came across my mind when I first decided 
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make money out of it too!" But of course, it was more than that.”
        However, she also enjoys meeting many new and interesting people 
every day and develop an ongoing relationship with them. Clients are the 
key element in the beauty industry but to Eng they are not just clients 
but most of them are her business partners and close friends where she 
is able to leverage on each other’s networks and create more business 
opportunities for each other.
        “The nail industry has given me a new perspective in life and a 
career I never dreamt of,” says Eng.
        Make-up Maestro believes in empowering their make-up artists 
with support, teamwork and encouragement. Through this, they 
hope the team could step out of their comfort zones and pick up new 
techniques and share new experiences to improve themselves from a 
professional point of view. 
        The company hope that the empowerment will influence the experi-
ence and lives of their clients on their special day, and indirectly provide 
the satisfaction and achievement of being part of a greater purpose 
would be significant to their make-up artists, as with their clients.
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        “The first thing that came across my mind when I first decided 
to do this business is: 'Yay! Now I can do my nails anytime I want and 
make money out of it too!" But of course, it was more than that.”
        However, she also enjoys meeting many new and interesting people 
every day and develop an ongoing relationship with them. Clients are the 
key element in the beauty industry but to Eng they are not just clients 
but most of them are her business partners and close friends where she 
is able to leverage on each other’s networks and create more business 

        “The nail industry has given me a new perspective in life and a 

        Make-up Maestro believes in empowering their make-up artists 
with support, teamwork and encouragement. Through this, they 
hope the team could step out of their comfort zones and pick up new 
techniques and share new experiences to improve themselves from a 
professional point of view. 
        The company hope that the empowerment will influence the experi-
ence and lives of their clients on their special day, and indirectly provide 
the satisfaction and achievement of being part of a greater purpose 
would be significant to their make-up artists, as with their clients.
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THE ENTREPRENEURS 

Chris Chan is the founder of 
Crissbrow Embroidery Art 
and Academy with 16 years of 
experience in beauty industry. 
Besides the ordinary eyebrow 
embroidery, she also provides the 
latest Korean Eyebrow Embroidery 
services which includes, Korea mist 
brow, natural brow, inner eyeliner 
and crystal lips at her centre at 
Petaling Jaya.

CHRIS CHAN
FOUNDER AND OWNER 
OF CRISSBROW EMBROIDERY ART 
AND ACADEMY

never easy! Swim harder!” stressed Bubble Gum Wax’s Ho.
        Meanwhile, Chong encourages new beauty entrepreneurs to 
follow their heart and passion. “It is easier to be in a job that you are 
passionate about, than being passionate about your job. I always remind 
myself and the team, that we are building long-lasting relationships with 
customers, not just closing a transaction each time they use our services. 
Moreover, never forget to stay focused, be positive and smile.
        Sharina explains the reality: “Have a working paper, that would 
be the first thing you should do before starting a beauty industry. Work 
out the pros and cons. Do deep research and get some feedback from 
people around you and don’t be afraid to take the risk. Not only that, 
go for it as there is nothing to lose but everything to learn and gain. 
Experience is the best teacher in this field.” 
        “Opportunity comes to those who are prepared, so continuously 
upgrade and prepare yourself for better things to happen! Nothing 
worth having comes easy, so put your heart into doing what you do and 
always give your best,” says Posh!’ Eng. 

        “Go for talks and sign 
up for international premium 
courses and don’t just sit there, 
thinking everything is going to 
be alright as long as you have 
customers. Upgrade yourself 
as the world upgrades itself”, 
she said. 
        While 176 Avenue’s Joylna 
thinks that looking at your goals 
and not giving up would be the 
best advice to give a beauty 
industry starter. “Starting a 
business is never easy so you have 
to be highly passionate about 
what you intend to do,” she said.
        “Do it with passion! Life is 

        According to Make-up 
Maestro’s team, 2017 started off  
with uncertainties in the stock 
market, where most companies 
adopted a conservative approach 
towards their investments and 
marketing campaigns. However 
regardless of the economy, there 
will always be game changers and 
market leaders emerging in every 
industry. This is to be expected in 
the make-up industry as well. 

TIPS AND ADVICE For those who 
are venturing into beauty and 
wellness industry, Chan advices to 
keep upgrading yourselves.
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Bubble Gum Wax-The Waxing 
Expert was established in 2011 

by Jesslyn Ho aiming to provide 
the best quality waxing and 
hair removal services in the 

most comfortable and relaxing 
environment. Today it has 7 

branches across Malaysia.  

JESSLYN HO
FOUNDER OF 

BUBBLE GUM WAX SDN BHD

www.bbgwax.com 

All three graduated from 
Melbourne and are good friends 

before founding this all-in-one 
beauty salon. The three of them, 

or the ‘Triple J’s” as they pride 
themselves, are generally high 

spirited and constantly on-the-go. 
Teoh is in-charge of the � nance 

arm of the business, Tan is more to 
PR and marketing while Ng leads 

the creative aspect of the business

JADY TEOH, JEAN NG 
AND JOLYNA TAN

FOUNDERS OF 176 AVENUE BY 
JOJEAN LASH N POLISH SDN BHD

www.176avenue.com

Sharina Manmohan the � rst 
to start a mobile nail spa. She 
is also the winner of MDEC 
E-Commerce Reward Programme, 
CLEO Hot Shot of the Year 2013 
and Gen-Y Entrepreneur of The 
Year Award 2015. Besides that, 
she is a member of Soroptomist 
International Damansara and 
Perniagawati Malaysia. 

SHARINA MANMOHAN
FOUNDER AND OWNER OF 
NAILS ON WHEELS

www.nailsonwheels.com.my
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Ivy Chong is a certi� ed award-
winning manicurist with numerous 
awards under her belt from the 
International Nail Olympics 
Competition 2011 & 2012. Ivy 
graduated with an international 
diploma from the renowned Swiss 
institute of CIDESCO and went on 
to become a mentor & tutor at 
a CIDESCO a�  liated academy in 
Singapore. Realizing her passion 
for nails, she furthered her studies 
at the Pink Room International 
Nail Academy to graduate as one 
of the top in her class. This led to 
her opening her � rst nail salon 
in Singapore. In 2013, she saw an 
opportunity to return to Malaysia 
to start Jac & Ivy.

IVY CHONG
CO-FOUNDER OF JAC & IVY NAIL SPA

www.jacandivy.com

Serene Ng started Posh! Nail Spa 
in 2010 with the belief that every 
woman deserves to be pampered 
and she believes in colours and 
manicure. Sereen has diversi� ed 
her business into di� erent areas, 
such as: Manicure in Motion – POSH 
Mobile Nail Spa, Creative Academy 
of POSH and POSH Franchise 
Opportunities. She is also the 
nominee for Brand Yourself 
People’s Choice Award 2015 and 
the winner of Brand Yourself Most 
Stylish Award 2015.

SERENE ENG
NAIL CARE EXPERT AND FOUNDER OF 

www.poshnailspa.my

POSH! NAIL SPA

Make-up maestro is helmed by 
three make-up artists: Valda 
Goh, Jas Tan and Queenie Cong 
who came together to set up a 
collective agency for make-up 
artists to come together and 
showcase their talents.

VALDA GOH, JAS TAN 
AND QUEENIE CONG
MAKE-UP MAESTRO FOUNDERS

www.makeupmaestro.sg
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R
apid technological shifts have spurred the emergence of Big Data as a 
powerful business tool for applications across a broad range of indus-
tries. The global expansion of smart mobile phones (1.5 billion sold in 
2015 alone) has dramatically heightened Internet traffi  c and social media 
exchanges (31 million Facebook messages per minute). Parallel advances 
in the Internet of Things (IoT) have enabled the linkage of physical 
objects to digital networks, boosting data flows from home appliances, 
motor vehicles, and industrial machinery. Meanwhile, gains in wireless 
broadband and cloud computing have expanded global capacity to 

manage the deluge of digital data streaming from individuals, households, and organisations 
        This article explores the use of Big Data by middle market businesses, whose adoption of 
these new technologies lags behind that of other sectors of the international business community. 

BIG DATA TECHNOLOGIES The emerging field of “Big Data” subsumes a group of related 
technologies designed to collect, process, and analyse the large and growing volumes of digital 
data in the global economy. These technologies include the following:
   DATA WAREHOUSES: Centralised, specialised data repositories to store large amounts of 
   structured data
   DISTRIBUTED SYSTEMS: Decentralised data processing platforms such as Apache Hadoop and 
   open source software 
   STREAM PROCESSING: Technologies to process real-time streams of event data such as 
   financial trading, fraud detection, and process monitoring
   STRUCTURED QUERY LANGUAGE: SQL software to manage information in relational databases
   VISUALISATION: Technologies that translate data analyses into animations, images, and diagrams 

COMMERCIAL POTENTIAL OF BIG DATA These Big Data technologies off er significant promise 
for business enterprises across the global value chain. Manufacturing companies can use data 
analytics to generate operational effi  ciencies, improve supply chain management, and accelerate 
new product development. Oil and gas companies can employ remote monitoring systems to 
manage rigs and pipelines equipped with data-emitting sensors. Utility companies can extract 
data on household electricity consumption to align supply and demand of distributed power. 
Healthcare providers can tap large data bases to assess the effi  cacy of medical treatments and 
improve patient outcomes. Retail companies can leverage Big Data platforms to track in-store 
consumer behaviour, optimise product assortment, and rationalise pricing. 
        A recent study by McKinsey & Company (McKinsey Quarterly, “Digital in Industry: From 
Buzzwords to Value Creation”, August 2016) estimates that companies adopting Big Data 
technologies stand to reap the following gains:
   10-40 per cent reduction of equipment maintenance costs
   20-50 reduction in time to market
   30-50 per cent decrease in machine downtime
   45-55 per cent increased productivity in technical professions
   85 per cent increased market forecasting accuracy

However, the commercial potential of Big Data is very far from realisation. As a consequence of 
advances in digital technology, more data has been generated during the past two years than in 
all of prior human history. The International Data Corporation estimates the current volume of 
global data at 2.8 zettabytes. 
        However, just 0.5 per cent of this massive body of data has actually been analysed–
demonstrating the technical, organisational, and human constraints on the ability of companies to 
utilise the vast body of digital data now available to them.
        Furthermore, most of the commercial value of Big Data has been captured by a relative 
handful of large companies. Foremost among these Big Data beneficiaries are “born through 
analytics” IT and e-commerce companies such as Amazon, eBay, Facebook, and Google. Other 
earlier adopters of Big Data technologies include global technology companies (Dell, IBM), large 
industrial corporations (General Electric), global retail companies (Walmart, Target, Tesco), 
international hospitality chains (Harrah’s, Marriott), branded consumer companies (Zara), and 
leading financial service companies (Capital One, Progressive Insurance).
        Fulfillment of the global promise of Big Data thus depends on the dispersion of the above-
noted technologies beyond this elite circle of early adopters.

BIG DATA ADOPTION BY MIDDLE MARKET BUSINESSES Middle market businesses have been 
slow to embrace Big Data. A recent survey by Gartner Inc. indicates that mid-sized companies 
(defined as business organisations between 1,000–9,999 employees) lag behind both large BY 
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corporations and small enterprises in adoption 
of Big Data technologies. 
        Just 5 per cent of mid-sized companies 
in the Gartner survey are at deployment 
stage of Big Data, compared to 21 per centof 
large companies and 23 per cent of small 
enterprises. The largest share (35 per cent) of 
middle enterprise are at the initial knowledge 
gathering and strategy development phases of 
their Big Data programmes  (Gartner, “Survey 
Analysis: Big Data Investments Begin Tapering 
in 2016”, September 19, 2016).
        The following factors impede the 
adoption of Big Data technologies by middle 
market businesses:

SCALE Many middle market businesses lack 
the scale to make eff ective use of digital data. 
For instance, many mid-sized manufacturers 
do not possess a critical mass of sensor-
equipped machinery to generate a requisite 
volume of information to apply data analytics 
for operational performance improvement. 
Similarly, mid-sized consumer product 
companies often lack the internal capacity to 
collect and process data on market trends and 
buyer preferences. 

COMPLEXITY The high levels of complexity 
of Big Data technologies–entailing the 
application of sophisticated software 
programmes  and advanced data analytics 
to make discriminating use of data streams 
across multiple channels–deter middle market 
businesses anchored to legacy IT systems.

HUMAN CAPITAL Adoption of cutting edge Big 
Data technologies demands employees with 
highly specialised education and training. 
McKinsey estimates that the United States 
will face a shortage of 140,000–190,000 
Big Data experts by 2018. Middle market 
businesses competing with large companies 
like GE and IBM may be ill positioned to 
attract this scarce talent. 

RISK AVERSION The surprising result of the 
Gartner survey–that small enterprises 
(fewer than 1,000 employees) are 
outpacing mid-sized companies in Big 
Data implementation–suggests a measure 
of risk aversion in the middle enterprise 
sector. Lacking either the scale of large 
corporations for major IT deployments 
or the appetite of small enterprises for 
innovative technologies, middle market 
businesses hedge on Big Data investments. 

APPLICATIONS OF BIG DATA TECHNOLOGIES 
To surmount these barriers to Big Data 
adoption, middle market businesses should 
examine the experiences of early adopters in 
key global industries:

RETAIL As the world’s largest retail company 

(collected from millions of smart meters 
worldwide) and analyse household energy 
consumption patterns (based on load levels, 
time, geography, and weather). 

TRANSPORTATION AND LOGISTICS Big 
Data presents manifest possibilities in 
transportation and logistics: visualising 
delivery routes, rationalising distribution 
networks, maintenance of transportation 
vehicles. For example, United Parcel Service 
has launched ORION (On-Road Integrated 
Optimisation and Navigation) that employs 
proprietary software, advanced package 
labelling, and GPS-enabled fleet telematics to 
optimise distribution routes.

BIG DATA OPPORTUNITIES FOR MIDDLE 
MARKET BUSINESSES
The experiences of large companies described 
above provide valuable guidance for middle 
market businesses considering investments in 
Big Data technologies:
1.  As late movers in the Big Data arena,

middle market businesses are well 
positioned to learn from the experiences 
of large early adopters. For instance, 
mid-sized manufacturing companies can 
survey the results of Big Data deployments 
by large manufacturers to identify specific 
applications that failed and/or succeeded to 
achieve satisfactory returns on investment. 
Mid-sized biotechnology firms can evaluate 
the experiences of large pharmaceutical 
companies for indicators of how best 
to leverage Big Data technologies for 
accelerated drug development.

2. Consistent with long-term trends in the
ICT industry, Big Data technologies are 
simultaneously rising in quality and declin-
ing in cost, for example, ultra-miniature, 
high-powered, Internet-enabled sensors that 
were once prohibitively expensive are now 
within reach of budget-constrained middle 
market businesses. The expansion of cloud 
computing and forthcoming deployment of 
5G broadband will expand opportunities 
for middle market businesses with limited 
internal capacity to externalise Big Data 
applications. 

3. Middle market businesses are not only
potential users of Big Data technologies, 
drawing on the prior experiences of large 
early adopters. They are also prospective 
providers of Big Data technologies 
and services to those very same large 
companies. For instance, retail companies 
and consumer goods manufacturers exhibit 
a growing demand for specialised software 
products capable of discriminating amid 
massive of data sets, creating a market 
opportunity for mid-sized software 
companies. 

with a huge installed base of customers, 
stores, and suppliers, Walmart is driving the 
application of Big Data technologies in the 
retailing sector. Walmart deploys its Retail 
Link system to manage product inventory and 
stocking across the company’s global supplier 
network (17,400 vendors in 80 countries). 
Walmart’s Data Café platform tracks point 
of sale data (1 million transactions per hour) 
to optimise product assortment and delivery 
across retail stores worldwide. These Big Data 
technologies enable Walmart to formulate 
dynamic algorithms to assess shifting 
consumer preferences and customise outlet 
layouts based on store-specific sales data and 
buyer behaviour.

INDUSTRIAL INTERNET Leveraging its standing as 
a leading global supplier of industrial products, 
General Electric has launched a software 
platform (Predix) that permits the analysis of 
data streams from Internet-connected sensors 
in equipment and machinery. GE’s initiatives 
in the “Industrial Internet” target fixed 
asset-intensive industries such as aerospace 
(predictive maintenance of jet engines), energy 
(monitoring of power stations), and mining/
extraction (surveillance of downhole drilling 
and off shore operations).

LIFE SCIENCES Cleveland Clinic, Kaiser Per-
manente and other healthcare providers are 
deploying Big Data systems to improve deliv-
ery of services to patients. Applications in the 
healthcare industry include (1) remote moni-
toring and treatment of patients with chronic 
diseases, (2) prescriptive analytics to match 
individual patient needs with customised 
interventions, and (3) correlation of data from 
multiple patient pools to gauge the effi  cacy of 
cancer drugs and other therapies.
        Meanwhile, Merck and other 
biopharmaceutical companies are applying 
Big Data technologies to compress the long 
and costly process of developing, testing, and 
approving new drugs. These technologies 
facilitate the selection, stratification, and 
monitoring of participants in clinical trials 
and hasten the analysis of clinical data for 
regulatory approval. 

ENERGY AND UTILITIES Big Data technologies 
enable the capture of real-time information on 
energy consumption by individual households. 
This data permits the adjustment of electricity 
supplies and prices to meet variations in power 
demand and calibrate utility bills with the 
usage profiles of customers. 
        A pioneer in the application of Big 
Data in energy and utilities is OPower, the 
Virginia-based technology company that 
was acquired by the California software 
giant Oracle in May 2016. OPower’s digital 
platform allows power companies to process 
large volumes of residential energy data 
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when a shopper’s favorite product is not avail-
able, nine percent doesn’t buy any product and 
leaves the shop empty-handed and 37 percent 
buys a diff erent brand. Many shoppers never 
switch back to the original brand. Every two 
percent of extra on-shelf availability leads to a 
one percent increase in extra sales. In an Asian 
market that is more competitive, improving 
availability is a key to success. 
        Studies for Southeast Asia show that 
actively managed field marketing activities 
can increase overall on-shelf-availability 
considerably by up to ten percent. These 
additional percentage points can be decisive 
for the commercial success, especially in 
the highly competitive FMCG sector in 
Malaysia.  

T
oday’s successful fast moving consumer goods (FMCG) brands don’t 
just deliver their products to the retail outlets and wait for potentials 
shoppers to buy their products. They actively increase product 
availability and visibility in the retail space to turn shoppers into buyers 
and create long-lasting demand.
        The economic climate has considerable impact on the global 
retail sector, which represents around one third of the gross world 
product. To capitalize on current opportunities and temper risks in a 
volatile economic climate, it is critical for retailers and brand owners 

to expand their businesses in and to promising, future markets. Avoiding the pitfalls of shifting 
retail markets, however, requires a strategic mindset about expansion. Each market has unique 
challenges and unique opportunities.
        Malaysia decidedly is a promising land for the consumer goods sector. With a forecasted 
GDP growth of over four percent in 2017, the country is still among the fastest-growing economies 
in the region. The country is also one of the most attractive markets worldwide in retail 
development, according to consulting firm ATKearney.  
        These attractive market conditions awake the interest of new market participants. Aside 
from the established Western brands, many Asian companies are expanding to new markets such 
as Malaysia, leading to increased competition. Domestic consumer goods companies are getting 
more competitive in their off erings, too. 
        Launching new products is one way to increase market share. This however requires 
significant R&D and marketing investments and space on supermarkets’ shelves is very limited. 
Of the newly introduced products in Southeast Asia, just ten percent remain available on the shelf 
of retailers beyond their first year, highlighting the significant risk involved in investing to take a 
new product to market.
        Beyond expanding to more outlets and introducing new products, field marketing can help 
grow Malaysian FMCG companies. The discipline is a relatively new and broad activity within 
marketing. Its main benefit is to drive growth for international manufacturers by increasing 
product availability and visibility in the retail space. 
        In addition to merchandising, field marketing also includes product demonstrations and 
consulting, promotions, event management and design of promotional material such as product 
displays, promotion booths and uniforms for promoters. Field marketing aims to actively convert 
shoppers into buyers for FMCG companies. These value-adding services have increasingly 
become important over the years as they increase the demand for products directly at the point of 
purchase, thus enabling attractive growth opportunities for consumer goods manufacturers in a 
competitive environment.
        Increasing on-shelf availability is one of the main targets of field marketing. At any given 
time, approximately one out of every twelve products globally is out of stock. Research shows that 
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   DUTY TO MITIGATE THE LOSS: 
Most insurers expect a claimant to 
mitigate the loss following a cyberattack. 
For example, if employees are unable 
to perform their work responsibilities 
following an attack and a business is 
obligated to pay them, it would likely be 
considered a business interruption cost. 
However, it would also be expected that 
management would mitigate the cost 
by reassigning the employees to other 
functions or sending hourly employees 
home when it became clear they would be 
unable to perform their duties.

   ACTUAL LOSS SUSTAINED: 
The business interruption loss suff ered 
should be quantified in a manner that 
illustrates the actual economic impact. 
This may mean that the loss claimed 
under an insurance policy is reduced 
by successful mitigation measures, or 
by resources distracted by the claim 
circumstances but does not result 
in additional costs. For example, 
upper management is generally salary 
remunerated and therefore, a company 
does not actually incur additional costs 
despite the inevitable extra hours devoted 
to the company subsequent to a breach.

Organisations typically, and understandably, 
focus on getting systems running following 
an incident, but you also must be prepared to 
document costs and losses related to business 
interruptions. Business interruption claims can 
be complex; therefore, notifying your insurance 
company, reviewing your insurance coverage 
and seeking advice regarding identifying and 
tracking losses related to business interruption 
following a breach are all critical elements of 
recovering from a cyberattack.
        It is often diffi  cult to go back and 
recreate the timeline and support for business 
interruptions after the fact. Inadequate 
planning and playing catch-up can leave 
you vulnerable to insuffi  cient insurance 
coverage and diffi  culties supporting a business 
interruption claim. 

M
ost key business processes are now automated and built on technology. 
Consequently, disruptions from a cyberattack can lead to significant lost 
sales and productivity, recovery costs and reputational harm. 
Accounting for business interruption costs is almost as important as 
mitigating the breach itself, especially as exposure is only expected to 
increase in the future.
        The true cost of business interruption often requires complex 
calculations to accurately quantify the loss. Business owners must 
be prepared to objectively track and document losses from business 

interruption following a breach in order to work eff ectively with their insurer. 
        Reimbursement of losses from the insurance company can help a business recover, but it is 
important to understand what insurers require following a breach, thus increasing the likelihood 
of an effi  cient claim process:

   PROPERLY SCOPE INSURANCE COVERAGE: In many cases, companies’ policies are incorrectly
set up at policy inception and consequently, do not adequately transfer the risk under the 
policy. This often leads to a circumstance where the business is not properly indemnified for 
its full loss when an event occurs. For example, a common error at policy inception is a focus 
on worst case scenario events while a significant amount of money is left on the table for 
much more common, lesser-loss events.  

   SHOW PROXIMITY TO THE CAUSE: The purpose of most business interruption insurance is
to get the business back to the same position as if the breach did not occur. For this reason, 
you must show the loss estimates are directly related to the breach event. In other words, 
additional costs or lost sales would not have occurred “but for” the cyberattack. As an 
example, the mere fact a customer is lost may not be enough to include lost sales in a 
business interruption claim. One would likely need to show that the customer would not have 
been lost if the cyberattack had not occurred.

   HAVE THE FACTS IN ORDER: If a cyberattack occurs, documented evidence of the breach
and its economic impact must be provided. Aff ected entities are encouraged to immediately 
begin tracking unproductive time, lost sales, lost product, additional work hours or other 
costs associated with a breach. Comparison of trends in costs or sales before and after 
the breach can also be used to support a business interruption claim. Losses must be 
documented, and losses calculated or estimated with “reasonable certainty.”

5 KEY CONSIDERATIONS FOR 
EFFECTIVE BUSINESS 

INTERRUPTION 
COVERAGE
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resources, resulting in cost savings and 
productivity. 

CRACKING THE SMEs TRAVEL CODE
Unlike MNCs that are weighed down by 
bureaucracy, SMEs should take advantage 
of their smaller scale to remain agile in all 
areas of their operations, including business 
travel. With a flatter hierarchical structure, 
SME owners can drive change more easily. 
This should be leveraged on to build a strong 
travel management foundation that puts the 
business in a good position to scale up in 
times to come.
        When SMEs are empowered with the 
right tools, expertise, and technology to 
effi  ciently manage their business travel, they 
can then focus on expanding their horizons 
and building relationships that are essential 
to the growth of their businesses. 

JOANNA PATTERSON IS 
DIRECTOR OF ACCOUNT MANAGEMENT,
 ASIA AT FCM TRAVEL SOLUTIONS

M
alaysian’s small and medium enterprises (SMEs) export growth is 
expected to double in eight years down the road according to 
Malaysia’s Prime Minister, Dato' Sri Haji Najib Tun Razak. This 
means that more SME owners and employees are travelling for 
business. Traditionally, the business travel best practice is only of 
significance to multi-national corporations (MNCs) where a 
substantial number of employees travel frequently. For the occasional 
business traveller from a SME, it is easy enough to book their trips on 
an ad-hoc basis, especially with the variety of digital tools at their 

disposal today. 
        However, when business travellers take matters into their hands, resources are not 
optimised and travellers can be exposed to risks and complications.  For instance, employees 
may lose track of their expenses or waste time scouring multiple sources for lower flight and 
accommodation rates, causing productivity to take a hit. Travel insurance is hastily bought off  
an online vendor that may not be attuned to a business traveller’s specific requirements, or 
altogether neglected. Most alarmingly, the employers’ duty of care obligations to their employees 
often take a backseat in the pursuit of cost savings and convenience. 
        The socio-political landscape today is plagued with uncertainty. Travel bans, terrorist 
threats and aviation incidents all attest to the need for companies to be more conscious of the 
risks involved when travelling for business. The simple solution is to develop a sound travel 
management policy that not only saves cost but also minimises risk and liability. Here are some 
key guidelines especially for SMEs to consider:

COST-BENEFIT ANALYSIS An easy first step to consolidate business travel is to partner with a 
Travel Management Company (TMC). Contrary to popular belief, a reliable TMC does not add to 
your travel spend. In fact, TMCs are in a position to leverage bulk-buying discounts not accessible 
by independent bookers. By partnering with a TMC, SMEs can in fact enjoy lower rates on flights, 
accommodations and even car rentals that are otherwise only available to MNCs.  
In the long run, SMEs can stop the never-ending search for cost-savings and even enjoy an 
extended resource without incurring the cost of an additional headcount. 

REDUCING YOUR RISK PORTFOLIO Business travel risk management entails more than just travel 
insurance. However, most business owners do not have the full-fledged knowledge needed to 
implement a robust business travel policy that covers all grounds.  
        A travel policy not only gives business travellers clear guidelines to comply with to minimise 
risks, it also protects the employers from litigations due to negligence. Given the increasing risk 
associated with travel, it is more critical than ever for SMEs to work with an experienced travel 
partner to establish these guidelines. In addition, a travel partner can help put in additional 
safeguards, such as round-the-clock helplines to aid travellers who are caught in unexpected 
situations or emergencies during their trips. 
        In the long run, a well thought-out business travel policy can enhance the allocation of 
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F
oreign middle 
market businesses 
surveying the 
Chinese market in 
2016 will encounter 
a more challenging 
environment than 
the one 
multinational 

corporations faced during the early years of 
China’s global economic opening:
   From double digit rates, annual GDP

growth in China has slowed to 6.0–7.0 
per cent–still strong compared to 
developed market economies, but a far cry 
from the breakneck growth rates China 
registered in previous years. 

   Fixed capital investment in China has
also slowed under the impact of 
unsustainable corporate debt and 
excess capacity in key sectors of the 
national economy, narrowing the range 
of commercial opportunities for foreign 
suppliers of fixed capital goods.

   Business conditions that once favoured
foreign businesses have become less 
friendly for new foreign entrants into 
China, as state regulators have restricted 
market access to strengthen the competi-
tive positions of domestic companies.

Notwithstanding these challenges, foreign 
middle market businesses enjoy important 
growth opportunities in particular niches of 
the Chinese economy. 

ratio of investment and consumption in the 
Chinese economy, with the latter reaching 43 
per cent of GDP by 2020. China’s services 
sector, which accounted for 31 per cent of 
GDP in 1990, is projected to attain 55 per 
cent in 2021. 
        The forthcoming expansion of consumer 
spending in China augurs favourably for mid-
sized foreign companies with strong brands, 
high quality products, and capable channel 
partners that facilitate access to the country’s 
rising middle class of households with 
discretionary purchasing power. The increased 
role of China’s services sector is also a positive 
development for foreign middle market 
businesses able to exploit their competitive 
advantages in service-related trade.

TRENDS IN FOREIGN TRADE
Recent data on Chinese foreign trade echo 
these observations drawn from GDP growth 
numbers. In 2015, China imported $1.6 
trillion of products and services. 
        Manufactured products accounted for the 
largest share of Chinese imports (51 per cent), 
followed by services (22 per cent), fuels (9 per 
cent), and ores/metals (8 per cent). The lead-
ing sources of these imports were South Korea 
(10.9 per cent of total imports), United States 
(9.0 per cent), Japan (8.9 per cent), Germany 
(5.5 per cent), and Australia (4.1 per cent).
        Most of these categories of foreign 
imports incurred declines in 2014-15. The 
steepest fall in imports occurred in fuels and 

MACROECONOMIC ENVIRONMENT From 7.3 
per cent in 2014, real GDP growth in China 
declined to 6.6 per cent in 2016. The IMF 
projects further deceleration in 2017 to 6.2 
per cent. Some analysts believe that even these 
modest GDP growth numbers overstate the 
actual rate of growth of the Chinese economy.
        However, these headline GDP growth 
rates obscure sectoral variations within the 
Chinese economy. Growth has markedly 
slowed in China’s industrial sector, especially 
mining and manufacturing. But other parts 
of the Chinese economy display more robust 
growth rates, notably e-commerce and 
advanced technology sectors that play to the 
strengths of foreign middle market businesses.
        Furthermore, recent data signal an 
incipient rebound of the Chinese economy 
from its weak performance in 2015 and early 
2016. The September 2016 report of the 
China Federation of Logistics and Purchasing 
(CFLP) announced the highest PMI in 22 
months, reflecting an expansion of output, new 
orders, and purchases of inputs.
Long term, China’s era of decelerated growth 
presages structural changes that create 
commercial opportunities for strategically 
nimble foreign middle businesses. 
        The Five Year Plan approved at the 
National People’s Congress in March 2016 
foresees China’s transition from an export-
led, resource-intensive growth model into a 
service-oriented, consumer-centric model. 
Economists anticipate a recalibration of the 
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ores/metals, illustrating the combined eff ects 
of weakening global commodity prices and 
ebbing import demand by resource-intensive 
Chinese companies. But food imports (a 
category that off ers major opportunities for 
foreign middle market businesses with strong 
consumer brands) held steady during the 
economic slowdown.
        Even China’s beleaguered manufactur-
ing sector displayed areas of resilience amid 
the downturn in foreign imports: e.g., aircraft 
equipment, electronic components, musical 
instruments, nuclear reactor components, 
optical and medical equipment, watches and 
clocks. As China pivots from a resource-based 
to technology-intensive growth model, foreign 
middle market businesses will enjoy opportuni-
ties in specialised manufactured products that 
cannot be readily sourced domestically. 
        Current data provide additional grounds 
for optimism about China’s foreign trade sec-
tor. Imports (both RMB- and USD-denominat-
ed) increased in August 2016, the first signs of 
import growth since October 2014.

FOREIGN DIRECT INVESTMENT
Recent trends in foreign direct investment 
(FDI) also hold substantial promise for foreign 
middle market businesses. 
        China received USD $136 billion FDI 
inflows in 2015, surpassing the level of 2014. 
Adding inbound FDI in Hong Kong (much of 
which is destined for the mainland), the PRC 
has surpassed the U.S. as the world’s leading 
recipient of FDI inflows. This development 
signals the foreign investor community’s 
continued confidence in China as an FDI host 
despite growing anxieties about the country’s 
politico-economic trajectory. Manufacturing 
represents the foremost destination of inbound 
FDI in China (approximately one-third of total 
inflows), followed by real estate, leasing and 
business services, and wholesale/retail trade. 
        The bulk of foreign direct investment 
in China is undertaken by multinational 
corporations. Most foreign-based middle 
market businesses lack the scale, experience, 
and operational capabilities to engage directly 
in FDI in China. However, the installed base of 
foreign multinationals in China creates growth 
opportunities for middle market businesses 
pursuing “follow the leader” strategies. By 
hooking onto the global supply chains of large 
multinationals already present in the country, 
foreign middle market businesses can realise 
their commercial objectives in China while 
avoiding the costs and risks of full-fledged FDI.
        Execution of a follow the leader strategy 
depends on demonstration by foreign middle 
market businesses of a superior value 
proposition over local suppliers of products 
and services demanded by the multinationals. 
Such a strategy has proven diffi  cult in previous 
years, as domestic suppliers in China enjoyed 
labour cost and locational advantages that 
foreign-based companies could not surmount. 

debt is USD-denominated, exposing many 
Chinese corporate borrowers to both exchange 
rate risk (devaluation of the RMB against the 
U.S. dollar) and interest rate risk (higher debt 
servicing costs stemming from the anticipated 
increase in interest rates by the U.S. Federal 
Reserve). The eroding profit margins of large 
state owned enterprises situated in industries 
with excess capacity (automotive, cement, coal, 
iron/steel, non-ferrous metals, shipbuilding) 
heightens pressure on those companies to 
accumulate additional debt. 
        For foreign middle market businesses, 
the high level of corporate debt in China raises 
the danger of financial illiquidity of Chinese 
importers and a deterioration of commercial 
conditions in over-leveraged sectors of the 
Chinese economy. 

EXCHANGE RATES In October 2016, the 
International Monetary Fund will formally 
add the renminbi to the Special Drawing 
Rights (SDR), signifying recognition of the 
Chinese currency as an international reserve 
asset in transition to full convertibility. This 
development will provide some measure of 
confidence to foreign companies undertaking 
RMB-denominated transactions. 
        However, short-term fluctuations in the 
RMB exchange rate create uncertainties for 
foreign companies active in China. Foreign 
middle market businesses whose Chinese oper-
ations are limited to exports are vulnerable to 
the recent devaluation of the RMB. While the 
magnitude of these recent exchange rate shifts 
has been modest (5 per cent devaluation of the 
RMB against the U.S. dollar between Septem-
ber 2015-September 2016), foreign middle 
market businesses will face weakening price 
competitiveness should this trend continue.

BARRIERS TO FOREIGN TRADE AND INVESTMENT
A number of the Chinese industries of special 
interest to foreign middle market businesses 
exhibit comparatively low tariff s. For instance, 
the average WTO bound tariff  on electrical 
machinery entering China is 9.0 per cent. 25.3 
per cent of imported products in that category 
enter China duty-free.
        However, foreign middle market business-
es confront a number of non-tariff  barriers to 
entry in China. Incumbent foreign companies 
in China report increasing regulatory favourit-
ism toward local firms (e.g., faster approval 
of licenses). Local regulators (emboldened by 
China’s emergence as a global leader in trade, 
investment, and finance) are also imposing 
technology transfer requirements on foreign 
companies and heightening enforcement of 
anti-trust laws to shield domestic companies 
from foreign competition. 

        However, China’s migration to a technol-
ogy-based development model creates points 
of insertion for foreign middle market busi-
nesses seeking to enter multinational supply 
chains. In this scenario, multinationals would 
no longer assign primary weight to the cost/
locational advantages of indigenous Chinese 
suppliers, looking instead to foreign companies 
(including middle market businesses based 
in the home country) for specialised products 
with high technology content. 

RENEWABLE ENERGY AND SUSTAINABLE 
DEVELOPMENT At the September 2016 G20 
summit in Hangzou, President Barack Obama 
and President Xi Jinping ratified the Paris 
Agreement committing China and U.S. to 
reducing greenhouse gas emissions to mitigate 
global climate change. 
        This agreement by the world’s largest 
emitters of CO2 signals expanded trade and 
investment opportunities in renewable energy. 
China is already the world leader in installed 
renewable energy capacity and renewable 
energy investment, followed by the United 
States. As a result, Chinese companies have 
established commanding positions in key 
segments of the renewable energy market, such 
as photovoltaic solar. 
        However, foreign middle market 
businesses still enjoy growth opportunities in 
specialised niches of the Chinese renewable 
energy market that local incumbents do 
not yet dominate (e.g., next generation 
clean technologies). Foreign-based middle 
market businesses are also poised to exploit 
commercial opportunities in environmental 
management, resource conservation, and 
related areas to support the Xi government’s 
embrace of sustainable development.
        In this connection, foreign middle market 
businesses should take note of the Chinese 
government’s launch of a $30 billion venture 
fund (modelled on Singapore’s Temasek) to 
support the development and commercialisa-
tion of advanced technologies. Prospective 
foreign entrants into China’s technology sector 
should also avail themselves of the Bank of 
China’s cross-border matchmaking events to 
promote partnerships between Chinese and 
foreign-based small and medium enterprises. 

CONCLUSION: CHALLENGES FACING FOREIGN 
MIDDLE MARKET BUSINESSES
Against these growth opportunities, foreign 
middle market businesses confront several 
challenges in China:

CORPORATE INDEBTEDNESS Standard and Poors 
(S&P) reports that China’s total outstand-
ing corporate debt reached $17.8 trillion in 
2015. At 171 per cent of GDP, this is the 
world’s biggest corporate debt, double that 
of the U.S. and far surpassing that of other 
emerging markets.
        A substantial share of China’s corporate 
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available in Asia, while others are waiting for the right franchisee to 
show up and says: “let me do this in Asia!”.
        What does it take to succeed in a training franchise? It goes 
without saying that you should have some business or training 
experience. A long list of professional and business contacts would be 
inevitably useful (and critical) for success in this people-driven industry. 
        If you are a trainer, and finding it diffi  cult to break into the 
congested industry, perhaps a franchise option could be good for you 
(though we do not warrant any success or failure). As with any business, 
there’s risks involved, and with franchises there are the additional 
upfront investments such as royalty and franchise fees, which you may 
or may not be able to re-coup. But having said all that, for new players 
(and even experienced professionals) in the training business, a training 
franchise could very well make a real diff erence.
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hile franchises in retail and food service 
continue to dominate both the take-up rate 
among potential franchisees as well as the 
first-in-mind when the term ‘franchise’ is used; 
a growing number of franchises are available 
in the training business.
        This month, we explore several of these 
training franchises. Some of these are already 
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DALE CARNEGIE TRAINING
Year Founded: 1912
CEO: Joseph K. Hart, Jr.
Number of Franchisees: appx. 300

T
his franchise was 
started by the 
programme’s 

namesake, Dale Carnegie, author 
of ‘How to Win Friends and 
Influence People’. The book was 
a literary phenomenon when it 
was written, and remains a 
popular primer for every 
business person till today. Today, 
franchisees of Dale Carnegie 
Training off er instructional 
programmes on subjects such as 
self-improvement, strategic skills, 
leadership, sales, communication 
and interpersonal relations for 
both individuals and businesses.
        Dale Carnegie's original 
body of knowledge has been 
constantly updated, expanded 
and refined through nearly 
a century's worth of real-life 
business experiences. The 
franchisees around the world 
use their training and consulting 
services with companies of all 
sizes in all business segments 
to increase knowledge and 
performance. The result of this 
collective, global experience 
is an expanding reservoir of 
business acumen that clients rely 
on to drive business results.

COMPUCHILD
Year Founded: 1994
CEO: Julie Standish
Number of Franchisees: appx. 50

C
ompuChild instructors 
comes to child care 
centers, schools and 

community centers to teach 
computer and technology classes 
for children, using the standards 
created by the International 
Society for Technology in 
Education as a guide. The 
Carmel, Indiana, company has 
been in business since 1994 and 
began franchising in 2001.
        CompuChild programmes 
target a wide range of audience, 
ranging from two-year olds and 
pre-schoolers to kindergarten 
and after-school programmes. 
One of the company’s highlights 
is the STEAM Enrichment 
Camps at child care centers, 
schools, YMCA’s and community 
centers: using fun and creative 
technology and materials to plan 
entertaining activities for the 
kids. Activities include building 
and programmeming LEGO 
Education robotics sets, making 
t-shirts, using digital microscopes, 
making books or movies, using 
a digital camera to make a 
scrapbook and more.

LEADERSHIP MANAGEMENT 
INTERNATIONAL
Year Founded: 1965
CEO: Randy Slechta
Number of Franchisees: appx. 480

P
aul J. Meyer founded 
Leadership 
Management Inc. (LMI) 

in 1965 to help companies 
develop leadership skills in their 
workers. The company provides a 
line of programmes and courses 
designed to help people achieve 
their professional and personal 
goals. LMI’s programmes are 
produced in 23 languages and 
have been marketed in more than 
60 countries.
        Programmes include 
leadership development, 
personal assessment and 
development, personalized 
development process and 
behavioural change, which 
takes a combination of results-
based strategic planning, 
coaching, assessments, and 
the ‘Total Leader Concept’ 
and uses it as the springboard 
for achieving important goals. 
This total solution builds 
leadership capabilities, drives 
performance, realizes desired 
vision, and delivers the ultimate 
achievement: measurable and 
sustainable results. 

SANDLER TRAINING
Year Founded: 1967
CEO: David Mattson
Number of Franchisees: appx. 250

I n the late ’60s, David 
Sandler began 
developing a sales 

training programme, eventually 
founding the Sandler Sales 
Institute in 1967. Throughout the 
’60s and ’70s, Sandler created 
sales training programmes for 
small and mid-sized companies, 
large corporations and non-sales 
professionals. In 1983, he 
implemented franchising. 
        Today, Sandler Sales 
Institute is made up of a network 
of more than 250 trainers 
and consultants who coach 
salespeople, managers and other 
professionals. It's arguably the 
world’s most successful sales 
system, designed to create lasting 
performance improvement 
through reinforcement, a process 
designed to be ongoing to build 
on prior learning. 
        The company’s broad 
product range off ers a unique 
business model that gives 
franchise owners the opportunity 
to make recurring income. 
Sales Mastery is the backbone 
of the Sandler business model, 
allowing franchisees to start 
their business by off ering public 
training to frontline salespeople, 
business owners and managers 
in a public forum. From there, 
franchisees can build their 
businesses, off ering private sales 
and management training at the 
client’s location. 
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  BANGLADESH IN FIGURES

Full Name:  People's Republic 
 of Bangladesh
Capital:  Dhaka
Land Area:  148,460 sq. km
Population:  156,186,882
Life Expectancy:  73.2 years
Adult Literacy:  61.5%
Languages:  Bangla, English, 
 Others
Major Religions:  Muslim, Hindu, 
 Buddhism, 
 Christianity 
Currency:  Taka
GDP:  $628.4 billion
GDP per Capita:  $3,900 
Unemployment:  4.9%
Main Exports:  Garments, 
 knitwear, 
 agricultural 
 products, fishery, 
 jute and jute 
 goods, leather
Main Export Destinations: US, Germany, UK, 
 France, Spain
Main Imports:  Cotton, 
 machinery 
 and equipment, 
 chemicals, iron 
 and steel, 
 foodstuff



454545

B
angladesh is a country 
located in Southern 
Asia, bordering the Bay 
of Bengal, between 
Burma and India. This 
tropical country is 
almost entirely flat, with 
a mild winter from 
October to March, and 
hot, humid summers 
from March to June. 
        The landscape 
is dominated by the 
Ganges-Brahmaputra 
delta where the Ganges, 
Brahmaputra and 
Surma Rivers make 
their way down from 
the Himalayas and con-
verge on the lowlands. 
        Unfortunately, due 
to its unique geological 
makeup, the country 
sits in one of the most 
disaster-prone areas 
of the world. Frequent 
cyclones and floods 
have killed thousands 
and impeded economic 
growth for decades. 
However, the frequent 
floods and water makes 
the country’s land one 
of the most fertile in 
the world. 
        Modern 
Bangladesh emerged 
as an independent 
nation in 1971 after 
breaking away and 
achieving independence 
from Pakistan in the 
Bangladesh liberation 
war. The country's 
borders coincide with 
the major portion 
of the ancient and 
historic region of 
Bengal in the eastern 
part of the Indian 
subcontinent, where 
civilisation dates back 
over four millennia, to 
the Chalcolithic. The 
history of the region is 
closely intertwined with 
the history of Bengal 
and the history of India.
        The area's early 
history featured a BANGLADESH 



succession of Indian empires, 
internal squabbling, and a 
tussle between Hinduism and 
Buddhism for dominance. Islam 
became dominant gradually since 
the 13th century when Sunni 
missionaries arrived. Later, Muslim 
rulers reinforced the process of 
conversion by building masjid 
(mosques) and madrassas.
        The borders of modern 
Bangladesh were established with 
the partition of Bengal and India 
in August 1947, when the region 
became East Pakistan as a part of 
the newly formed State of Pakistan 
following the Radcliff e Line.[1] 
However, it was separated from 
West Pakistan by 1,600 km (994 
mi) of Indian territory. Due to 
political exclusion, ethnic and 
linguistic discrimination, as well as 
economic neglect by the politically 
dominant western-wing, popular 
agitation and civil disobedience led 
to the war of independence in 1971. 
After independence, the new state 
endured famine, natural disasters 
and widespread poverty, as well as 
political turmoil and military coups. 
The restoration of democracy in 
1991 has been followed by relative 
calm and economic progress.

BANGLADESHI ECONOMY
Bangladesh is a developing country, 
with a market-based mixed econo-
my and is listed as one of the Next 
Eleven emerging markets. It is also 
one of Asia’s poorest countries and 
falls behind others in business and 
creditworthiness. Combined with 
their lack of infrastructure, expert 
skills and the lack of transparent 
governance and political instabil-
ity, the country’s growth has been 
comparatively modest. 
        Corruption aff ects many 
aspects of daily life in Bangladesh 
and is often cited as a barrier to 
private sector development. In 
2014, the country ranked 145th on 
Transparency International in 2014 
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with most industries needed for a 
successful entrance into the market 
impacted. Corruption
        One of the biggest challenges 
for an SME in Bangladesh is 
learning to avoid paying ‘speed 
money’. ‘Speed money’ is 
unoffi  cial, under the counter 
payments to minor offi  cials 
to expedite business where 
politicians, bureaucrats and law 
enforcement offi  cials often wield 
significant discretionary power. 
Abuses in power are known to 
happen and would therefore take 
a skilful hand in negotiating a 
sound business. 
        The Anti Corruption 
Commission is formed in 2004, 
but is largely ineff ective in 
investigating and preventing 
corruption because of 
governmental control over it.
        However, in recent years, 
its liberal regime has meant that 
direct foreign investment has 
risen in due part to its tightening 
laws on corruption and a stronger 
position in its Governance. 
Although more than half of GDP 
is generated through the services 
sector, almost half of Bangladeshis 
are employed in the agriculture 
sector, with rice as the single-most-
important product.
        This, combined with remit-
tances from Bangladeshis working 
overseas in various positions to 
their families – all which totalled 
about $15 billion and 8% of 
GDP in 2015 – amount to one 
of the largest contributions to 
Bangladesh's sustained economic 
growth and rising foreign exchange 
reserves in recent years.

TEXTILES – 
A NATION OF WEAVERS 
Despite the prevalence of farmers 
in Bangladesh, the country’s export 
earnings come mainly from the 
textiles and garment industry. The 
industry is an extremely lucrative 

  FUN FACTS 
    The word Bangladesh means "Country of Bengal" in Bengali. 
    Bangladesh is home to the world’s largest river delta – the Ganges Delta and 
    the world’s largest mangrove forest – the Sundarbans.
    The country is home to the world’s longest unbroken sandy beach – 
    Cox’s Bazar Beach – at over 120km 
    It has a population density of almost 3000 people per square mile.
    Although the country’s o�  cial sport is the Kabaddi, cricket is still the 
    most popular
    Even though the country has more than 2000 daily newspapers and 
    periodicals, the readership is only at 15%. 

one, having accounted for over 80% of its total exports – amounting to 
over $25 billion alone in 2015 – despite several large scale accidents 
from their factories. This alone makes it their principle earning export 
industry with 20% of their total GDP in 2016 alone. 
        Currently, Bangladesh is the second biggest exporter in the world 
in textiles and ready-made garments. The industry continues to hold 
strong, which is mainly due to its large population and low labour costs. 

TRICKS OF THE TRADE It would be advantageous to have a local 
representative or an agent on a commission basis to help procure the 
goods for export. The local representative would be able to navigate the 
local bureaucratic red tape that would invariably plague most business 
owners unfamiliar with the country’s labyrinthine bureaucracy. It would 
also be wise to engage in a representative that would be able to cover 
the entirety of Bangladesh instead of a single city focus.  
        Should there be any legal conflict, the 1972 Contract Act details 
the rights and liabilities of an agent and the principal. It would therefore 
be prudent to have a separate clause to denote arbitration or the 
legal resources available to both parties should there be any need. 
The Bangladesh International Arbitration Centre is Bangladesh’s first 
arbitration centre for the settlement of commercial disputes.

LANGUAGE English is widely spoken in a business setting, which visitors 
and guests who wish to conduct business in the country would find 
advantageous. However, Bengali is the dominant language and it is not 
uncommon for locals to converse amongst themselves in their native 
language instead. 
        Instead, if a person is unsure of his position in the negotiations, 
it would therefore be advantageous to bring along an interpreter to 
help ease the proceedings and to ensure that they are treated fairly in 
the negotiations. 

 TIPS ON DOING BUSINESS IN BANGLADESH  
   Bangladesh has a corporate tax regime that expressly favours publicly-traded

 companies, who pay 27.5% tax on their earnings instead of Bangladesh’s main 
 35% rate

   In Bangladesh, the left hand is considered unclean. Use your right hand as a
 dominant hand when shaking hands, giving out your business cards and eating. 

   Bangladeshis tend to be formal and in a business meeting. Men should wear long
 sleeved shirts and trousers and women should dress conservatively when 
 attending a business meeting with your hosts. 

   Business cards are commonly exchanged. An ample supply of them when
 conducting meetings. 

   As is common in most Asian countries, small talk is important to establish relations. 
   Similarly, Bangladeshis speak indirectly and never in concrete terms. 
   One would have to read between the lines and their body language to get a full 
   picture of the meeting. 
   Bangladeshis stand close when speaking to someone of the same gender and 
   touch is common. However, when speaking with a person of the opposite sex, the 
   space is often increased.
   Public displays of a� ection, even between husband and wife, are frowned upon. 
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UNLEASHING 
BUSINESS 
GROWTH 
IN THE 
DIGITAL 
AGE

D
igital has long been 
espoused and recognised for 
its potential to level the 
playing field for any 
enterprise, big or small. Yet, 
far too often, we see small 

business owners and business builders 
struggling to make sense of technology trends 
and create business value from them. 
        In Malaysia, entrepreneurs contribute 
over a third of the nation’s domestic output, 
playing a significant role in powering the na-
tion’s growth. Recognizing this, the govern-
ment declared 2017 as the Start-Up and SME 
Promotion Year, and allocated RM75 million 
to programmes under the SME Master Plan 
and RM15 billion to schemes under the Syari-
kat Jaminan Pembiayaan Perniagaan (SJPP).
        Meanwhile, it is important that business 
builders continue to keep up with the latest 
technology trends, and be invested in adopting 
technology into their day-to-day operations.

GEARING UP FOR BUSINESS SUCCESS
Most SMEs operate with a lean team and 
minimal resources. It is understandable 
when business builders hold to an if-it-ain’t-
broken-don’t-fix-it mindset about business 
management technology. However, what many 
do not realise is that, very often, when we do 
not evolve, we are moving backwards. This 
can be the case for businesses builders who 
hold on to old ways of running their business. 
        Many business leaders tend to believe 
that advanced technology-led business manage-
ment tools are complex and meant for large 
organisations. This cannot be further from the 
truth because there is a wide array of tools out 
there designed for SMEs. Whatever the size 
of the operation, the key is to run it effi  ciently 
and productively, and technology can help.
        Take for example, the food services 
industry, which is traditionally heavily 
manpower-driven.  Operators in the industry 
are now finding it increasingly diffi  cult to 
hire workers and the onus is on the industry 
to seek innovative ways to work around the 
manpower crunch. 
        Thankfully, there are readily available 
cost-eff ective business solutions that 
businesses can look to help alleviate their 
manpower challenges. A simple example of 
this would be the likes of mobile applications, 
digital kiosks, tablet ordering that can lower 
the requirement for manpower and manual 
processes at certain stages of service – such 
as order taking and payment. 
        Most importantly, business builders 
must take the first step to explore how they 
can invest in and integrate technology in their 
business today to ensure that they stay ahead 
of disruption and not get left behind.

PICKING THE RIGHT TOOLS TO BUILD YOUR 
BUSINESS SMEs need to be strategic when 
adopting innovative technology, making sure 
the technology is helping them to address 

critical business issues and not adding more 
burdens to the operation. Before embarking 
on a digital transformation journey, there are 
some best practices that should be prioritised 
to ensure a higher success rate.
        When selecting a new technology, busi-
ness owners should consider the following: 
Does it bring value to my business by increas-
ing sales, diff erentiating my products from 
competitors, or by helping save cost in the long 
term? Would the technology even be compat-
ible with my current setup? Will my employ-
ees be able to adapt and use this technology 
easily? The last point is especially noteworthy 
as many business owners fail to consider the 
impact of the technology on their employees 
and whether it will make their jobs easier. 
        For businesses in the food services 
industry, this can be applied in automating 
labour-intensive processes in the kitchen. 
Specifically, entrepreneurs and restauranteurs 
may want to look for the following when 
choosing a solution:
  Automated equipment to eliminate manual

food preparation, which can be deployed in 
a central kitchen

  Automated equipment that eliminates
manual dishwashing

  Fully web-based, mobile responsive and
easy-to-use software that can take orders 
and bill customers

  Reporting and fully integrated business

intelligence with graphical business 
processes and workflow functionality, to 
better plan manpower requirements

Thorough business and technology planning 
involving key stakeholders and users must be 
done before implementing any new technology. 
The idea is to have a clear macro goal on what 
the technology should help the organisation 
to achieve. At the same time, decision making 
should also involve drilling down to the 
granular level on how the technology will 
impact all aspects of the business in the short 
and the long run.

RAMPING UP DIGITAL TRANSFORMATION
As the business environment evolves, it is 
crucial for SMEs to embrace change. It is also 
important that business builders do not see 
change as a means to an end, but rather a 
necessity for the business to continue to thrive, 
even in uncertain times. They need to see 
that digital transformation can open up new 

opportunities and possibilities. 
        Many SMEs are already seeing the 

value of integrating new technology 
into their day-to-day business 

operations. This is especially 
true now that the workforce is 
increasingly being filled by tech-
savvy millennials.
        The overarching theme 
of this year’s budget focuses 
on adaptability, rather than 
achievements; to build 
resilience, rather than to hit 
targets. For SMEs looking to 
expand, choosing the right type 

of technology will be crucial to 
support business growth and help 

them weather rough times. Just as 
employees need to be future-ready for 
challenges and opportunities ahead, 
SMEs need agile and scalable solu-
tions that can evolve with the business 
and resize quickly when there is a 
need. 
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THE VIRTUAL COMPUTER
Think of those amazing computers you 
see on a Hollywood sci-fi blockbuster. A 
character tapping on the air with laser 
keyboards floating at their fingertips while 
a giant screen looms large. The future is 
closer than you think. Technology is gaining 
ever closer to that day and for now, we have 
virtual keyboards for sale. 
        So, what is a virtual keyboard? A virtual 
keyboard, as wiki defines is “a form of 
computer input device whereby the image of 
a virtual keyboard is projected onto a surface: 
when a user touches the surface covered by 
an image of a key, the device records the 
corresponding keystroke.” 
        They certainly look futuristic, but 
without a solid flat surface for interface, its 
use is sadly still limited. Perhaps someday 
we can all indulge in our inner geek with the 
holographic lights and displays. But that day 
isn’t today just yet.  

3D VR GLASSES VS…
Okay this could alternate between cool and 
really unnecessary. A Virtual Reality (VR) 
tech creates new environments for users to 
interface with and is something that will hit it 
big in the coming years. 
        Think of the potential this could have 
for your company. A construction design firm 
could use the tech to show potential clients 
the design of the project before it is built. How 
about search and rescue companies? 

… AR GLASSES
Not to be confused with a VR glass, the 
Augmented Reality glasses (AG) enhance 
your surroundings and add to it instead 
of creating a new reality for you. Think 
Pokémon Go, where users see a virtual 
monster on their phone screen interposed on 
their phone camera. 
        What can an AR do for you? Sky’s the 
limit. You are interposing extra details onto 
your surroundings. Have an offi  ce space that 
new hires and guests that guests aren’t familiar 
with? No guesses to what AR can do for them. 
        In an interview to TechRepublic, 
Arie Barendrecht, CEO and co-founder 
of WiredScore says “In the coming years, 
virtual reality and augmented reality will 
fundamentally alter how employees do their 
jobs. While the technology is still in the 
early stages, the opportunities to improve 
worker output are exciting. One example 
is giving employees like police offi  cers or 
other emergency workers immersive training 
experiences. We're also seeing VR applied 
in the real estate sector. A company called 
Floored is creating 3D tours of offi  ce spaces 
that haven't even been constructed yet, 
allowing potential tenants to get a 'real life' 
experience and visually see potential design 
tweaks. There's still a long way to go, but 
in the next year and beyond, virtual and 
augmented reality will reshape the worker 
experience as we know it.” 

T
he adage 
“Reinventing the 
Wheel” has always 
meant that certain 
forms of technology 
has always been 

reinvented or updated even when there 
was never a need for. Or do we? These 
are some of them.  
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jobs. While the technology is still in the 
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VOICE ACTIVATED SOFTWARE 
Think of Siri, Alexa and the number of 
other voice activated softwares that are 
slowly flooding the market. Voice activated 
softwares are quickly taking over a user’s 
life and they can only get more prevalent. An 
early report from 2015 showed that over 65% 
of Americans with the software are actively 
using them in their daily lives. This figure is 
only going to grow as the tech becomes ever 
more sophisticated. 
        For a company, there is plenty that can be 
done. The retail industry is slowly adopting the 
technology to help their sales representatives 
navigate their work day with actions like 
checking inventories for them while they are 
engaged with their customers or assisting 
others when they are busy. 

INTERNET OF THINGS
The Internet of things aka iot is something 
constantly talked about these days. We hear 
how great it always is, making our lives easier 
by having things talk at us whenever they 
need something.
        In its defence, it does make things easier 
for a business. That ability — to learn and 
make decisions without human intervention 
— is what makes IoT such a powerful tool 
for both individuals and businesses. For 
example, companies are already using 
networked products and sensors for a wide 
variety of reasons, including to streamline 
the manufacturing process, to track and 
analyse shipments, to better understand their 
worker’s needs and habits, and to make more 
informed decisions. 
        Or how about the business’s consumers? 
A product that records user data to tell its 
makers what its users really want? And have 
them pay for exactly that? Glorious. A business 
will be able to easily tailor make its products 
and market it to the right segment saves not 
only a large amount of R&D money, it would 
chart the changes in consumer taste for a 
company to know where it stands in the curve. 
What more can you ask from a product? 

WEARABLE TECH 
Unlike most of the gadgets and tech above, 
wearable tech is still something most 
businesses have yet to adopt. "It really is 
very early in the game; we haven't seen 
widespread adoption yet, but expect to see 
more," said Kirstin Simonson, cyberlead for 
Travelers Global Technology. "People are 
struggling to determine what their [return on 
investment] is going to be”
        Also, some employees might be leery of 
having a piece of technology that constantly 
monitors their every movement. Still, the 
movement is gaining traction. A recent news 
announcement had Taser International 
declare that they would supply bodycams 
to the American police in order to combat 
growing distrust and to improve effi  ciency 
amongst the force. 
        "[Wearables can] help workers be safer, 
for example, either around chemicals, lifting 
something, or climbing towers," Simonson 
said. "They're able to monitor how your 
body is reacting to these conditions and 
determine whether or not you might need to 
do something diff erently." And this, in many 
ways, will improve a worker’s experience with 
the company. 
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YCL Precision Engineer-
ing Sdn Bhd established in 
1996.  Located in Kluang, 
Johor, Malaysia, the company 
provides customized precision 
machine parts and components 
for a variety of industries and 
applications. YCL specializes in 
Swiss Screw CAM Turning, 
CNC Turning, and other related 
Secondary Process finishing. 
Its ISO 14001: 2004 and ISO 
9001: 2008 certified factory is 
built on a 50,000 square feet 
land area, with a build-up area 
of 36,300 square feet for 
production purpose. YCL 
possesses CNC autolathe, 
CAM autolathe , and centerless 
grinding machine and others.

YCL team consists of 60 
qualified professionals who 
have a great experience in 
turning and milling operations. 
They possess a fast and 
accurate creation of high quality 
parts, from such materials as 
stainless steel, free cutting 
steel, brass, aluminum, delrin, 
teflon, including any other 
material standard upon 
request, and customizing of 
individual orders. To ensure 
product quality, most imported 
materials used in YCL are from 
Japan, Taiwan, South Korea, 
and Germany. This eventually 
sets the uniqueness of YCL 
against competitors, and opens 
up opportunities for fruitful 
cooperation between YCL and 
the industrial enterprises in the 
region.

To further support YCL’s 
production capabilities in 
complex and high precision 
work, it developed special 
technical skills, invested in 
technologies, and possessed 
specific engineered equipment. 
This allows YCL:

・ To maximize its efficiency 
   at work 
・ To be responsive to the 
   ever changing needs of the 
   market
・ To maximize its flexibility to 
   work with clients, and 
・ To hold the leading 
   positions among
   professionals in our field.

Since its establishment, YCL 
Precision Engineering has 
always been improving its 
production time, producing high 
quality products, and enhanc-
ing its competitive pricings to 
the valued customers.

With more than 20 years of experience in the precision parts market, 
YCL has supplied its parts to several major clients in the industry. YCL’s 
business philosophy is to work closely with its clients to efficiently 
manage the entire supply chain process of its clients in order to allow 
the clients to focus on other key aspects of their business including: 
Office Automation, Instrumentation, Medical, Electronics, and Automo-
tive. Asides the local market, YCL also exports its parts overseas, partic-
ularly in the ASEAN region such as Thailand, Vietnam, Indonesia.

A member of

YCL Precision Engineering Sdn Bhd, a member of GMCI Corpo-
ration, has been awarded the Top 10 Achiever of the prestigious 
SME 100 Fast Moving Companies Awards 2016. The award was 
presented by the Malaysian Deputy Finance Minister, Dato' 
Othman bin Aziz and the Editor in Chief of SME100 Award, Dato' 
William Ng, at the Palace of the Golden Horses on the 9 Decem-
ber 2016. 

With the award, YCL is now rated among the top precision 
engineering companies in Malaysia. "Winning the award drives 
me more to think nothing is impossible. I strongly believe that we 
need to always remind ourselves to think beyond the usual 
accepted parameters and push our creativity through to achieve 
our goals," said Mr David Lew, the Managing Director of YCL 
Precision Engineering.

YCL Precision Engineering
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SALES BLOG     WITH SUE BARRETT

Sue Barrett is a sales expert, 
writer, business speaker and 
adviser, facilitator, sales 
coach, training provider and 
entrepreneur. Sue founded 
Barrett in 1995 to positively 
transform the culture, 
capability and continuous 
learning of leaders, teams and 
businesses by developing sales 
driven organisations that are 
equipped for the 21st Century. 
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coach, training provider and 
entrepreneur. Sue founded 
Barrett in 1995 to positively 
transform the culture, 
capability and continuous 
learning of leaders, teams and 
businesses by developing sales 
driven organisations that are 
equipped for the 21st Century. 

ambiverts as being the best sales people; those who can mix it up with 
people as well as listen and be quiet when needed.
        The stereotype of the loud, confident, fast-thinker, and fast talking 
personality as a ‘great salesperson’ is slowly fading. However, they 
still remain prominent in many people’s minds especially when they 
are associated with being manipulative. Generally, this is because of 
the obvious fact that people with that type of personality are easier to 
spot, and it’s the stereotype that is still being perpetuated in the media, 
movies, television, etc.
        It also happens that this is a very common stereotype of success—
boasting self-confidence and a command of the room.
        Clearly, this loud and aggressive stereotype does not represent the 
majority of sales people and sales people are tired of being associated 
with it. They no longer want to be categorised like this because it has 
clear and direct links with the image of an unethical, manipulative and 
sleazy salesperson. 
        This silent majority wants a new stereotype to be the norm.

RE-THINKING THE SALES STEREOTYPE
Many people start their sales career being ashamed of being in sales 
and fear being associated with the negative stereotypes of the sales 
profession, holding strong negative views of selling. 
        This makes their work harder and their lives more miserable if they 
carry this burden with them every day. With time, education and good 
information they come to understand what good selling is about: a fair 
exchange of value, helping people, and that everybody lives by selling some-
thing. Selling becomes a profession (or part of a career) to be proud of.
        To move from ordinary to extraordinary salespeople the silent 
majority must speak up.
        Most salespeople know that they only want the best for their clients 
and companies, and they are tired of being judged by the acts of a minor-

ity and what the media portrays. 
        So here’s what the silent 
majority want people to know:
 If you have to fool or trick your
customers into buying 
something then it’s not good 
selling, that’s deception.
 If you have to take advantage of
someone to get something then 
it’s not good business.
 Selling is an honourable
profession, when performed 
with integrity and transparency 
it adds real value to both buyer 
and seller.
 Selling is the oxygen that fuels
the fire of business and industry - 
without sales we have no business.
 Selling is about the fair exchange
of value where both buyer and 
seller benefit.
 If you want to introduce a new
idea or concept to someone 
and persuade them of the 
merits of what you have then 
you are in selling.
 Selling is vital life skills as well as
a vital business skill.
 Today, selling is everybody’s
business and everybody lives by 
selling something. 

T
he history of sales 
methodologies and sales 
people is full of twists and 

turns. With a few excellent –or at 
least well-intentioned– ways of 
selling and many others that are 
the complete opposite.
        There was a time when the 
salesperson was the only one with 
information about new products 
-from the end of the 19th century 
to mid-20th century; they were 
the experts and customers were in 
their hands when it came to make 
a buying decision. This produced a 
situation where many sales people 
started to take advantage of the 
naïve and ignorant customer and 
sold them whatever they wanted 
to sell to them, often under 
the illusion of the promises of 
miraculous outcomes. 
        In brief, from the 1800’s 
until now there have around 20 
diff erent ‘schools of thought’ when 
it comes to sales methodologies. 
Having a look at the characteristics 
of salespeople for each one of 
these methodologies it is easy to 
understand how the stereotype of 
the sleazy, loud and overconfident 
salesperson came about, and why 
this negative stereotype has been 
perpetuated in screens big and 
small through movies, television 
shows and advertising. Typical 
examples are Glengarry Glen Ross, 
Mad Men, Wall Street and the Wolf 
of Wall Street to name a few.
        It shouldn’t be surprising 
then that it’s diffi  cult for many 
people to be associated with the 
sales profession, even when they 
are in sales—and, who isn’t in sales 
these days?
        Contrary to the general, and 
overwhelming, perception that 
sales people are loud and outgoing, 
there is much more a mix of 
eff ective sales types with the latest 
research pointing to the versatile 

SALES TREND
THE SILENT MAJORITY



Dr. Marshall Goldsmith 
was selected as one of the 10 
most In� uential Management 
Thinkers in the World by 
Thinkers50 in both 2011 and 
2013. Marshall’s exciting new 
research on engagement will 
be published in his upcoming 
book – ‘Triggers’
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LEADERSHIP EXCELLENCE     WITH MARSHALL GOLDSMITH

things will happen.
        First, you won’t have to think 
about this sort of neutral response; 
it will become automatic – as easy 
as saying “God bless you” when 
someone sneezes.
        Second, you will have 
dramatically reduced the hours you 
devote to contentious interfacing. 
When you don’t judge an idea, no 
one can argue with you.
        Third, people will gradually 
begin to see you as a much more 
open-minded person, even when 
you are not in fact agreeing with 
them. Do this consistently and 
people will eventually brand you 
as a welcoming person, someone 
whose door they can knock on 
when they have an idea, someone 
with whom they can spitball casual 
ideas and not end up spitting at 
each other.  
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O ne of the bad habits that I 
talk about in my best-
selling book What Got 

You Here Won’t Get You There is 
“Passing judgment: the need to rate 
others and impose our standards 
on them.” Some of you may have a 
boss who does this, some of you 
may do this yourselves. Let’s 
analyze this bad habit.
        While, there’s nothing 
wrong with off ering an opinion 
in the normal give and take of 
business discussions, because you 
want people to agree or disagree 
freely, it’s not appropriate to pass 
judgment when we specifically 
ask people to voice their opinions 
about us. In those moments when 
other people have passed judgment 
on advice they have solicited from 
me, my first thought is, “Who died 
and made you Critic in Chief?”

        This is true even if you ask a question and agree with the answer. 
Consciously or not, the other person will register your agreement, and he 
or she will remember it with great specificity when you don’t agree the 
next time. The contrast is telling. The person thinks, “What was wrong 
with what I said? Why did I bother?”
        People don’t like to be critiqued, however obliquely. That’s why 
passing judgment is one of the more insidious ways we push people away 
and hold ourselves back from learning what we may need to know to 
achieve greater success. The only likely thing that comes out of passing 
judgment on people’s eff orts to help us is that they probably won’t try to 
help us again.
        How do we stop passing judgment, especially when people are 
honestly trying to help us?
        Try this: For one week – every time you feel like making a judgment, 
treat the idea that comes your way from the person with complete 
neutrality. Think of yourself as a human Switzerland. Don’t take 
sides. Don’t express an opinion. Don’t judge the comment. If you find 
yourself constitutionally incapable of just saying “Thank you,” make it 
an innocuous, “Thanks, I hadn’t considered that.” Or, “Thanks. You’ve 
given me something to think about.”
        After one week, I guarantee you will have significantly reduced 
the number of pointless arguments you engage in at work or at 
home. If you continue this for several weeks, at least three good 

IS YOUR 
BOSS A CHIEF 
CRITIC OFFICER?



Brad Feld has been an 
early stage investor and 
entrepreneur for over 20 
years. Prior to co-founding 
Foundry Group, he co-founded 
Mobius Venture Capital, and 
prior to that, founded Intensity 
Ventures, a company “that 
helped launch and operate 
software companies. He is also 
the co-founder of TechStars. 

53

FELD THOUGHTS     WITH BRAD FELD
   COLUMN      

conflict in your head. On the one hand, you are pessimistic about where 
things between Maria and Stephan will end up. On the other, you know 
that even if their relationship fails, the company can still be a success.
        You also learned a lot from your experience with your co-
founder. Each of you made mistakes in approaching things during 
your conflict period. This hurt both of you and negatively impacted 
the company for a while. Your struggle with each other was public, 
and it ruined several other relationships with people who felt like they 
needed to choose sides.
        Being optimistic in this context is diffi  cult. But it can be done. 
Start from a positive frame of reference. Talk openly with Maria about 
the things that you and your co-founder did wrong as you tried to 
address your conflict. Be clear about how things could have turned out 

diff erently. Be introspective in 
your discussion and speak from 
experience, instead of giving 
advice. Remember to reinforce that 
even though your relationship with 
your co-founder ended up failing, 
your business was successful.
        Let Maria have her experience 
as she tries to resolve things with 
Stephan. Try to be a positive 
influence in the mix to encourage 
her to do the work involved, even if 
they end up parting ways. 

Brad Feld has been an Brad Feld has been an Brad Feld
early stage investor and 
entrepreneur for over 20 
years. Prior to co-founding 
Foundry Group, he co-founded 
Mobius Venture Capital, and 
prior to that, founded Intensity 
Ventures, a company “that 
helped launch and operate 
software companies. He is also 
the co-founder of TechStars. 
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diff erently. Be introspective in 
your discussion and speak from 
experience, instead of giving 
advice. Remember to reinforce that 
even though your relationship with 
your co-founder ended up failing, 
your business was successful.
        Let Maria have her experience 
as she tries to resolve things with 
Stephan. Try to be a positive 
influence in the mix to encourage 
her to do the work involved, even if 
they end up parting ways. 

L
ast month I took two 
weeks completely off  the 
grid. As part of it, I spent 

some time working on my next 
book, Give First. As part of that, I 
finished up the sections on 
Deconstructing the Techstars 
Mentor Manifesto. While I wrote a 
draft of this post over a month ago, 
It felt appropriate to publish this, 
and the next few Mentor Manifesto 
posts, after a wave of Techstars 
Demo Days that just happened.
        #15 is “Be Optimistic.” 
It sounds simple, but it can be 
incredibly diffi  cult.
        As a mentor, your job is not 
to solve a founder’s problem. 
It’s to help. It’s to listen. It’s to 
provide feedback and data from 
your experience.
        You can do this from many 
diff erent perspectives. However, 
given the stress on a founder, it’s 
best to do this from an optimistic 
frame of reference.
        Here’s an example of the 
challenge. You are a mentor to 
Maria, who is struggling with 
her co-founder Stephan, who 
has become unpredictable, 
inconsistent, and subdued. Maria 
feels alone, both on a day-to-day 
basis as well as in dealing with 
Stephan (there are only two 
founders in this case.)
        As a mentor, you had a 
diffi  cult co-founder experience 
in your last company. While the 
dynamics were diff erent, it ended 
poorly with your co-founder 
leaving the company. While you 
haven’t spoken since you split up, 
your business was successful and 
acquired for a life-changing sum of 
money for each of you.
        Your co-founder struggle is 
one that didn’t work out between 
you and your co-founder but was 
ultimately financially rewarding for 
each of you. You carry around this 

MENTORS 
15/18: 
BE 
OPTIMISTIC
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Ron Kaufman is the 
world’s leading educator 
and motivator for upgrading 
customer service and uplifting 
service culture. He is author 
of the bestselling “UP! Your 
Service” books and founder of 
UP! Your Service. 

O
ne customer complained 
when served by a 
“Trainee” at a five-star 

hotel. If served by someone not 
entirely qualified, he wondered, 
should he pay a less-than-
qualified rate?
        “Trainee” badges are 
horrendous. They are frequently 
old and mangled, handed down 
from new staff  to new staff  
for years. They do nothing to 
improve customer experience 
while creating an atmosphere 
that is simply uncomfortable.
        The new staff  feel exposed 
and humiliated, as if they do 
not warrant a real name until 
they prove their mettle on the 
front line. The customer feels 
uncertain and wary, wondering 
if his requests for service will 
be understood and acted upon 
correctly. And the manager is 
anxious, hoping a recycled plastic 
badge will provide some defense 
or insurance from customer 
upsets and complaints.
        Just the opposite often 
happens. The staff , manager 
and customer are all on 
edge. It’s a “lose–lose–lose” 
situation that does not 
improve customer experience 
or elicit a sense of comfort.

        Instead, train your new staff  
to welcome customers with solid 
eye contact and a warm smile 
while saying:
        “Hello! It’s good to have you 
with us today, and my pleasure 
to serve you. I’m still a bit new 
here so my colleague will be 
overseeing my work to be sure we 
take care of everything just the 
way you want it. Is that alright?”
        Most customers would be 
surprised by such confidence 
from a new staff  and are likely 
to respond, “That’s fine!” And 
if the service is good, positive 
compliments will surely follow. 
        Ultimately, this tactic can 
improve customer experience 
and put everyone in a more 
comfortable frame of mind.

KEY LEARNING POINT TO 
IMPROVE CUSTOMER 
EXPERIENCE
“Trainee” badges don’t help; they 
only hurt and hinder.

ACTION STEPS TO IMPROVE 
CUSTOMER EXPERIENCE
Don’t create anxiety with an old 
piece of plastic. Instead, build 
confidence, improve customer 
experience and goodwill with the 
right kind of training. 
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compliments will surely follow. 
        Ultimately, this tactic can 
improve customer experience 
and put everyone in a more 
comfortable frame of mind.

KEY LEARNING POINT TO 
IMPROVE CUSTOMER 
EXPERIENCE
“Trainee” badges don’t help; they 
only hurt and hinder.

ACTION STEPS TO IMPROVE 
CUSTOMER EXPERIENCE
Don’t create anxiety with an old 
piece of plastic. Instead, build 
confidence, improve customer 
experience and goodwill with the 
right kind of training. 

IMPROVE 
CUSTOMER 

EXPERIENCE 
BY LOSING 
LOSE-LOSE 

SITUATIONS
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business. Tattoos and nose 
hoops aside, he was friendly, 
knowledgeable, professional, and 
supportive of his customer’s needs. 
As I looked around the waiting 
area I could tell that his business 
was well-run and designed to make 
his customers feel confident and 
comfortable at the same time. 
        The girl (an employee as 
equally friendly as her boss) who 
actually did the piercing was 
meticulous and thorough and 
highly trained, and took more time 
consulting with my daughter than 
any doctor has ever spent talking 
to me. She made sure Chelsea and 
I understood the entire process 
and the ramifications. Only when 
she was convinced that Chelsea 
was satisfied with her choice did 
the piercing begin.
        In the end, Chelsea got her 
belly button ring and I got my first 
exposure to an entrepreneur of 
another kind. Maybe I’ll get my 
belly button pierced. I’d look good 
with one of those big old lion head 
knockers like you see on the doors 
at church hanging over my belt.
        Anyway, all’s well that ends 
well. Then her mother called....

I ’ve been expanding my 
entrepreneurial horizons 
lately by meeting 

entrepreneurs in businesses I’d 
never been exposed to before. I 
learned that there are many kinds 
of entrepreneurs and each dances 
to his own drummer. Some do it 
the right way while others do it 
however they dang well please. I 
have found that their attitude 
determines the quality of work they 
do and most likely how long they 
will stay in business.
        Case in point: my eighteen 
year old daughter, Chelsea, 
decided that the world would 
come to a screeching halt if she 
didn’t get her belly button pierced. 
Yes, I said, belly button pierced, 
which to me sounds about as sane 
as having your head waxed, but 
I’m told belly button piercing is 
all the rage, even with girls whose 
bellies should never be exposed 
under penalty of law (you know 
who you are, ladies). 
        Now I personally don’t see 
the logic in having holes poked in 
your body other than those that 
the good Lord put there in the 
first place, but according to my 
daughter, Daddy, all the girls are 
getting their belly buttons pierced.
        To which I replied, If all the 
girls were having their heads waxed 
and painted blue would you want 
to do that, too?
        To which she replied, 
Dad, you’re an idiot. When she 
switches from Daddy to Dad I 
know I’m in trouble.
        The conversation just went 
downhill from there and as usual 
I lost the argument when she used 
the magic words, Mom said it was 
OK with her if it was OK with you.
        Man, I hate it when the ball is 
bounced back into my court and I 
don’t know how to hit it.
        So I replied, If your Mom 

waxed her head and painted it blue...
        Now if I’ve learned anything in my life it is this: when Mom says its 
OK that either mean it’s really OK or it isn’t really OK and she’s putting 
the bad guy hat on me and I’m supposed to put my foot down and say 
no. Since her mother wasn’t around to give me hand signals and calling 
her to verify the story would have meant that I didn’t trust my sweet 
daughter (so I was told) I had to take her at her word. I gave my blessing 
to said piercing and wished her well. 
        Then the kicker came when she said And Mom said you should go 
with me to have it done.
        Now I was with this child when she rode her first bike, when she 
put on her first pair of skates, when she danced her first dance with a 
boy (I still hate that kid), and when she bought her first brassiere (that’s a 
whole other column), but I never thought I would have to hold her hand 
while she got a loop of surgical steel poked through her belly button. I 
wasn’t sure I could watch such a thing without doing something violent 
to the person making my baby uncomfortable, but the duties of the 
modern father never end.
        So off  we go to a tattoo/piercing parlor. I have to be honest, I 
fully expected to walk into a place so dank and dirty that I would have 
grounds to kibosh this whole belly button piercing thing. To my surprise 
we walked into a facility that was well decorated and brightly lit, and 
probably more sterile and professionally run than most hospitals.
        We were warmly greeted by a young fellow who was tattooed and 
pierced like a walking billboard to his industry. He had a thick hoop 
dangling from his nostrils, which I assume his wife used to hook a rope 
to and pull him around with, kind of like leading a brightly painted bull. 
First impressions go both ways: I’m sure he was wondering what this 
redneck wearing a Hawaiian shirt and torn jeans and cowboy boots was 
doing in his store.
        Then I realized he was an entrepreneur (we can spot each other) 
and I immediately pulled out my microscope to inspect him and his 

WE ARE ALL 
ENTREPRENEURS 

ON THE INSIDE
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business. Tattoos and nose 
hoops aside, he was friendly, 
knowledgeable, professional, and 
supportive of his customer’s needs. 
As I looked around the waiting 
area I could tell that his business 
was well-run and designed to make 
his customers feel confident and 
comfortable at the same time. 
        The girl (an employee as 
equally friendly as her boss) who 
actually did the piercing was 
meticulous and thorough and 
highly trained, and took more time 
consulting with my daughter than 
any doctor has ever spent talking 
to me. She made sure Chelsea and 
I understood the entire process 
and the ramifications. Only when 
she was convinced that Chelsea 
was satisfied with her choice did 
the piercing begin.
        In the end, Chelsea got her 
belly button ring and I got my first 
exposure to an entrepreneur of 
another kind. Maybe I’ll get my 
belly button pierced. I’d look good 
with one of those big old lion head 
knockers like you see on the doors 
at church hanging over my belt.
        Anyway, all’s well that ends 
well. Then her mother called....

I ’ve been expanding my 
entrepreneurial horizons 
lately by meeting 

entrepreneurs in businesses I’d 
never been exposed to before. I 
learned that there are many kinds 
of entrepreneurs and each dances 
to his own drummer. Some do it to his own drummer. Some do it 
the right way while others do it 
however they dang well please. I 
have found that their attitude 
determines the quality of work they 
do and most likely how long they 
will stay in business.
        Case in point: my eighteen 
year old daughter, Chelsea, 
decided that the world would 
come to a screeching halt if she 
didn’t get her belly button pierced. 
Yes, I said, belly button pierced, 
which to me sounds about as sane 
as having your head waxed, but 
I’m told belly button piercing is 
all the rage, even with girls whose 
bellies should never be exposed 
under penalty of law (you know 
who you are, ladies). 
        Now I personally don’t see 
the logic in having holes poked in 
your body other than those that 
the good Lord put there in the 
first place, but according to my 
daughter, Daddy, all the girls are 
getting their belly buttons pierced.
        To which I replied, If all the 
girls were having their heads waxed 
and painted blue would you want 
to do that, too?
        To which she replied, 
Dad, you’re an idiot. When she 
switches from Daddy to Dad I 
know I’m in trouble.
        The conversation just went 
downhill from there and as usual 
I lost the argument when she used 
the magic words, Mom said it was 
OK with her if it was OK with you.
        Man, I hate it when the ball is 
bounced back into my court and I 
don’t know how to hit it.
        So I replied, If your Mom 

waxed her head and painted it blue...
        Now if I’ve learned anything in my life it is this: when Mom says its 
OK that either mean it’s really OK or it isn’t really OK and she’s putting 
the bad guy hat on me and I’m supposed to put my foot down and say 
no. Since her mother wasn’t around to give me hand signals and calling 
her to verify the story would have meant that I didn’t trust my sweet 
daughter (so I was told) I had to take her at her word. I gave my blessing 
to said piercing and wished her well. 
        Then the kicker came when she said And Mom said you should go 
with me to have it done.
        Now I was with this child when she rode her first bike, when she 
put on her first pair of skates, when she danced her first dance with a 
boy (I still hate that kid), and when she bought her first brassiere (that’s a 
whole other column), but I never thought I would have to hold her hand 
while she got a loop of surgical steel poked through her belly button. I 
wasn’t sure I could watch such a thing without doing something violent 
to the person making my baby uncomfortable, but the duties of the 
modern father never end.
        So off  we go to a tattoo/piercing parlor. I have to be honest, I 
fully expected to walk into a place so dank and dirty that I would have 
grounds to kibosh this whole belly button piercing thing. To my surprise 
we walked into a facility that was well decorated and brightly lit, and 
probably more sterile and professionally run than most hospitals.
        We were warmly greeted by a young fellow who was tattooed and 
pierced like a walking billboard to his industry. He had a thick hoop 
dangling from his nostrils, which I assume his wife used to hook a rope 
to and pull him around with, kind of like leading a brightly painted bull. 
First impressions go both ways: I’m sure he was wondering what this 
redneck wearing a Hawaiian shirt and torn jeans and cowboy boots was 
doing in his store.
        Then I realized he was an entrepreneur (we can spot each other) 
and I immediately pulled out my microscope to inspect him and his 
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same as they were 40 years ago? 
Their employees are low paid in 
comparison to their B2B cousins, 
under trained on product, not 
trained or trained using antiquated 
methods for greeting customers 
and helping them buy, and most of 
the employees don't seem to care 
all that much. I believe the retailers 
are getting exactly what they are 
paying for and until they raise their 
expectations, compensation and 
training methods, they will con-
tinue to get destroyed by Amazon.
        Of course there are 
exceptions. Apple and Niketown 
immediately come to mind. 
Neiman Marcus has a history of 
excellence. But then who? The list 
is pretty short.
        There is a lot to be learned 
from this. B2B companies don't 
need to look into a crystal ball 
because the B2C lessons are what 
lies in store for them if they don't 
realize that everything about selling 
has changed. If their salespeople 
are still selling transactionally, 
relying on demos and quotes, 
and trying to compete on price, 
they will be obsolete in two years. 
Buyers will have no use for them. 
They will be redundant. 
        Your salespeople must follow 
a milestone-centric, customer 
focused sales process, take a 
consultative approach, sell value 
and abandon their old methods. 
You are running out of time. 

WHAT B2B COMPANIES 
MUST LEARN 

FROM 10 REASONS 
WHY AMAZON 

IS DESTROYING 
RETAILERS
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same as they were 40 years ago? 
Their employees are low paid in 
comparison to their B2B cousins, 
under trained on product, not 
trained or trained using antiquated 
methods for greeting customers 
and helping them buy, and most of 
the employees don't seem to care 
all that much. I believe the retailers 
are getting exactly what they are 
paying for and until they raise their 
expectations, compensation and 
training methods, they will con-
tinue to get destroyed by Amazon.
        Of course there are 
exceptions. Apple and Niketown 
immediately come to mind. 
Neiman Marcus has a history of 
excellence. But then who? The list 
is pretty short.
        There is a lot to be learned 
from this. B2B companies don't 
need to look into a crystal ball 
because the B2C lessons are what 
lies in store for them if they don't 
realize that everything about selling 
has changed. If their salespeople 
are still selling transactionally, 
relying on demos and quotes, 
and trying to compete on price, 
they will be obsolete in two years. 
Buyers will have no use for them. 
They will be redundant. 
        Your salespeople must follow 
a milestone-centric, customer 
focused sales process, take a 
consultative approach, sell value 
and abandon their old methods. 
You are running out of time. 

WHAT B2B COMPANIES 
MUST LEARN 

FROM 10 REASONS 
WHY AMAZON 

IS DESTROYING 
RETAILERSRETAILERS

A
 mazon generated almost 
$44 Billion in net revenue 
last year and it had to 

come from somewhere. That's not 
$44 Billion that people wouldn't 
have spent if not for Amazon. It's 
money that people would have 
spent, at some retailer, probably 
within an hour of their home or 
offi  ce, but chose to buy from 
Amazon instead. 
        You may think it's because 
Amazon saves them money but that 
isn't necessarily true. And you may 
think it's simply more convenient to 
order from your laptop or mobile 
device but that might not be the 
case either. I'm going to share my 
10 reasons why this is happening 
and you might be very surprised 
with my conclusion at the end 
of the article where I provide an 
important warning for B2B Sellers.
        How often have you needed 
or wanted something today? Paying 
for overnight shipping was not 
acceptable, free prime two-day 
shipping was not soon enough, and 
ground shipping meant waiting 
forever. You want it now.
        So you traveled to the retailer 
and what happened? If your 

experience was anything like mine, it was one of the following:
01. The store was open but it didn't seem like anyone was working that day
02. You found someone but they knew less than your pet
03. You were attacked by an overly aggressive salesperson
04. You found what you wanted but the checkout line wasn't moving
05. The salesperson tried to talk you into something diff erent from what 
  you wanted
06. They didn't have what you wanted in stock 
  (or in your size or preferred color).
07. You made it to the cashier but it took 10-minutes to find an SKU that 
  would scan in their computer
08. Their tiny bags were too small for what you purchased
09. Their skimpy bags didn't support the weight of what you purchased
10. You had to wait for them to bring a big box from "the back" and you 
  could have driven to an Amazon warehouse and back in the time it 
  took them.
Did you notice that I didn't say you found what you wanted but it was 
10% more than on Amazon?
        Amazon is destroying them. It's in stock. You can get it tomorrow. 
You don't have to deal with morons. There's never a line. They ship it 
right to your door and without a single salesperson they take care of you 
in a way that retailers seemingly can't. 
        Because they are losing revenue and profit, retailers are compensat-
ing and making things worse. They seem to specialize in slow, dumb 
and incompetent people; out of stock merchandies, outdated systems 
and frustrating customer service. Why would anyone choose to have this 
experience when they can point, click, pay and get what they want?
        If a retail chain is getting destroyed by Amazon, it should do the 
complete opposite of what most retailers are doing. They are already 
losing money, so doing more of the same won't change their fate. 
They should hire more staff , provide better training, and focus on the 
customer experience - doing whatever it takes to dramatically improve 
the customer experience and hope that people are so delighted with their 
visit, how they were helped, their ability to get in an out on their timeline, 
and getting what they wanted, that the positive word of mouth could turn 
things around.
        And that brings us to sales. Selling has changed dramatically. But 
the changes aren't limited to B2B sales. B2C selling has changed just 
as much - perhaps even more. So why are retailers still doing things the 
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Jim Stovall has been a 
national champion Olympic 
weightlifter, president of 
an Emmy Award-winning 
television network, and a 
highly sought after author 
and platform speaker. He was 
chosen as an International 
Humanitarian of the Year, 
joining Jimmy Carter, Nancy 
Reagan, and Mother Teresa as 
recipients of this honour.

M ost people would assume 
that an obituary is the 
final word in a person’s 

life; however, there was a gentle-
man who lived in the 19th Century 
for whom an obituary was a new 
beginning. You and I can join him. 
        Alfred Nobel was a Swedish 
gentleman who lived from 1833 
to 1896. He amassed a fortune as 
the inventor and mass producer 
of explosives including dynamite. 
His story might have ended there 
except for a premature obituary. 
When Alfred Nobel’s brother 
passed away, the press mistakenly 
ran an obituary on Alfred Nobel. 
Among other things, this obituary 
stated Alfred Nobel was “a man 
who had made it possible to kill 
more people more quickly than 
anyone else who had ever lived.” 
        Alfred Nobel had the advan-
tage of previewing his own obitu-
ary, and he knew he didn’t like it, 
and he didn’t want to be remem-
bered that way. So, he took action. 
        Relatively few people know 
of Alfred Nobel as the inventor of 
dynamite, but he will forever be 
known as the creator of the Nobel 
Peace Prize and Nobel prizes for 
literature, economics, medicine, 
and the sciences. 
        He changed his lasting legacy 
180 degrees by simply becoming 
aware of his own obituary and 
rewriting it. You and I can join 
Alfred Nobel today as we become 
aware of the fact that we are daily 
writing our own obituaries, and if 
we don’t like the first draft that we 
have today, we can edit it before it 
goes to the final press. 
        We have a tendency to look 
at the world through a short-term 
lens. We consider today’s schedule, 
this week’s calendar, or this 
month’s expenses. If we want to 
be a high-impact, self-actualized, 
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Jim StovallJim Stovall has been a Jim Stovall has been a Jim Stovall
national champion Olympic 
weightlifter, president of 
an Emmy Award-winning 
television network, and a 
highly sought after author 
and platform speaker. He was 
chosen as an International 
Humanitarian of the Year, 
joining Jimmy Carter, Nancy joining Jimmy Carter, Nancy 
Reagan, and Mother Teresa as 
recipients of this honour.

M ost people would assume 
that an obituary is the 
final word in a person’s 

life; however, there was a gentle-
man who lived in the 19th Century 
for whom an obituary was a new 
beginning. You and I can join him. beginning. You and I can join him. 
        Alfred Nobel was a Swedish 
gentleman who lived from 1833 
to 1896. He amassed a fortune as 
the inventor and mass producer 
of explosives including dynamite. 
His story might have ended there 
except for a premature obituary. 
When Alfred Nobel’s brother 
passed away, the press mistakenly 
ran an obituary on Alfred Nobel. 
Among other things, this obituary 
stated Alfred Nobel was “a man 
who had made it possible to kill 
more people more quickly than 
anyone else who had ever lived.” 
        Alfred Nobel had the advan-
tage of previewing his own obitu-
ary, and he knew he didn’t like it, 
and he didn’t want to be remem-
bered that way. So, he took action. 
        Relatively few people know 
of Alfred Nobel as the inventor of 
dynamite, but he will forever be 
known as the creator of the Nobel 
Peace Prize and Nobel prizes for 
literature, economics, medicine, 
and the sciences. 
        He changed his lasting legacy 
180 degrees by simply becoming 
aware of his own obituary and 
rewriting it. You and I can join 
Alfred Nobel today as we become 
aware of the fact that we are daily 
writing our own obituaries, and if 
we don’t like the first draft that we 
have today, we can edit it before it 
goes to the final press. 
        We have a tendency to look 
at the world through a short-term 
lens. We consider today’s schedule, 
this week’s calendar, or this 
month’s expenses. If we want to 
be a high-impact, self-actualized, 

successful person through the 
long-term lens, we’ve got to begin 
writing our own obituary and 
creating our lasting legacy today. 
        There are some people 
like Alfred Nobel whose legacy 
extends worldwide through the 
way they have impacted society. 
There are some individuals who 
impact only a handful of people, 
but their impact is felt at a core 
level. You can change the world 
and leave a powerful legacy either 
way. Some people change the 
world while other people change 
the world changers. 
        There are teachers, 
pastors, coaches, and mentors 
whose names history will never 
record but whose legacies will 
endure as long as thoughts or 
discussions of greatness exist. 
Stake your territory, make your 
claim, and begin writing your 
own obituary now while you 
can still make a diff erence. 
        As you go through your 
day today, join Alfred Nobel in 
rewriting your own obituary. 
        Today’s the day! 

START 
WITH 
YOUR 
OBITUARY
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fast moving products are in short supply to:
  Trigger rationing
  Be held aside for one’s best customers
  For the Purchasing Dept. to buy more sooner and expedite their receipt

 Products that are easily resold or have had previous inventory shrinkage 
 Very valuable products that require close scrutiny 
 Products that are tiny and easy to conceal 
 Products that are easily damaged and can be discarded without 

 notification to management 
 Products that look similar to others or that can easily be mixed together, 

 confused, or mis-picked 
 Products from unreliable vendors with a history of errors in product 

 supply and/or count 
 Items whose facility balance on hand reach zero to both verify the 

 out of stock situation in the facility, alert Purchasing to expedite the 
 receipt of product from the supplier, and have sales switch customers 
 to similar products 
 A product with continually changing case packs, or purchased from 

 diff erent vendors who use diff erent case packs or packaging 
 Products whose price changes frequently to alert a price change for new 

 stock or with prices on the package or item such as a book 
 Any item with a picking shortage should be cycle counted as soon as the 

 discrepancy is recognized to:
  Find missing product to give the customer what was ordered
  Update the system immediately if the shortage is real to avoid repeat of 
  the discrepancy and create backorders in the system
  Order more of a shorted product if the discrepancy is real
 Products stored in locations that  are diffi  cult to see or work with 

 such as:

Roy Strauss, president 
of The Strauss Consulting 
Group, LLC www.scg4u.com 
has been helping companies 
increase their pro� tability and 
competitive edge by improv-
ing customer service while 
reducing costs since 1983. SCG 
has expertise in all aspects of 
supply chain including space/
layout, software, automation, 
equipment, sta�  ng as well as 
the complete design and imple-
mentation of distribution and 
manufacturing centers.
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fast moving products are in short supply to:
 Trigger rationing
 Be held aside for one’s best customers
 For the Purchasing Dept. to buy more sooner and expedite their receipt For the Purchasing Dept. to buy more sooner and expedite their receipt

Products that are easily resold or have had previous inventory shrinkage 
 Very valuable products that require close scrutiny 

Products that are tiny and easy to conceal 
Products that are easily damaged and can be discarded without 

 notification to management 
Products that look similar to others or that can easily be mixed together, 

 confused, or mis-picked 
Products from unreliable vendors with a history of errors in product 

 supply and/or count 
Items whose facility balance on hand reach zero to both verify the 

 out of stock situation in the facility, alert Purchasing to expedite the 
 receipt of product from the supplier, and have sales switch customers 
 to similar products 

A product with continually changing case packs, or purchased from 
 diff erent vendors who use diff erent case packs or packaging 

Products whose price changes frequently to alert a price change for new 
 stock or with prices on the package or item such as a book 

Any item with a picking shortage should be cycle counted as soon as the 
 discrepancy is recognized to:

Find missing product to give the customer what was ordered
Update the system immediately if the shortage is real to avoid repeat of 

  the discrepancy and create backorders in the system
Order more of a shorted product if the discrepancy is real

Products stored in locations that  are diffi  cult to see or work with 
 such as:

Roy Strauss, president Roy Strauss, president Roy Strauss
of The Strauss Consulting 
Group, LLC www.scg4u.com 
has been helping companies 
increase their pro� tability and 
competitive edge by improv-
ing customer service while 
reducing costs since 1983. SCG 
has expertise in all aspects of 
supply chain including space/
layout, software, automation, 
equipment, sta�  ng as well as 
the complete design and imple-
mentation of distribution and 
manufacturing centers.

T raditionally, cycle 
counting has been done to 
improve inventory 

accuracy, to warn one of inventory 
shortages, for security reasons, 
and/or to eliminate the annual 
counting of inventory to satisfy 
accounting requirements. Present 
day Supply Chain software whether 
it is ERP, WMS, or specific for 
inventory management typically 
includes features that in 
conjunction with barcode scanning 
or RFID can automate the cycle 
count process: for a variety of 
requirements; on a predetermined 
time schedule; with automatic 
update of results; and with 
automatic production of exception 
reports for follow up. So with the 
ability to automate both counting 
and the count update, and to get 
key reports, cycle counting 
becomes an excellent management 
tool for: products of special 
interest; products with specific 
characteristics; or for many 
diff erent reasons, such as: 

 To be notified immediately when 

THE MANY 
BENEFITS 
OF CYCLE 
COUNTING 
  Rear of double-deep locations
  The location is diffi  cult to see 
  from the ground
  Rack levels with multiple SKUs 
  per level and no dividers, in 
  which one SKU can end up 
  behind or be mixed together 
  with others
 Products that are diffi  cult to 

 identify, count or receive for 
 any reason 
 Products with any other 

 characteristics that you suspect 
 could have specific reasons for 
 inventory shrinkage or error

By being able to immediately 
recognize potential problems and 
designing the cycle counting system 
to alert management to prevent 
them, or to negate damage caused 
by them, one can serve customers 
better, improve operations, train 
staff  to operate better, and reduce 
costs. When acquiring new software 
one should specify the diff erent 
ways cycle counting might be done, 
the ways it in which it will be used, 
for which types of items and which 
circumstances will be addressed, 
and what kind of automated update 
and exception reporting will occur 
both at present and for changes 
contemplated for the future to 
ensure the software will serve the 
company’s needs properly. 
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responses when at work. This can 
determine whether a person can 
adapt into the corporate culture 
and work environment.
        BaZi Personality Profiling 
provides highly reliable results with 
virtually zero interpretation errors 
at its basic level. Unlike other 
typical personality tests, no one 
can cheat on their BaZi chart as it 
is derived solely from their Date 
of Birth. It can assess a person’s 
personality up to 85% accuracy, 
while the remaining 15% is based 
on how the person exercises his or 
her own free will to make things 
better or worse. 
        Thus, HR will not only identi-
fy the right candidate, but also help 
their existing staff  to determine 
their own Profile as well. With that 
information, an organisation can 
also provide suitable training to 
improve the skills and knowledge 
of its employees to maximise their 
potential accordingly. Visit www.
joeyyap.com and see how you 
can utilize BaZi to introduce an 
improved method of funnelling 
employees into roles, both big 
and small, for your organisation’s 
benefit. 
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of character, but in actual fact, this is not the case when faced with real 
situations. Confusion arises when the true personality reveals itself and 
contradicts the hypothesis or vague results of the report.
        The simplest and fastest way to accurately identify one’s charac-
teristics can come from a method called the BaZi Personality Profiling 
system, to help HR improve their hiring process. Its biggest advantage is 
that it doesn’t require any input from the candidates at all. By using only 
the candidate’s Date of Birth, a BaZi calculator can auto-generate a BaZi 
chart. HR, trained with some simple BaZi knowledge, can use the BaZi 
chart to determine a candidate’s personality profile almost instantly. 
        BaZi has a high accuracy level in ascertaining a person's basic and 
inherent personality. It can determine a candidate’s character at three 
diff erent levels, categorized as Day Master, Structure and Profile. 

DAY MASTER REVEALS CHARACTER Each person is diff erent and unique 
according to his or her respective Day Master. It represents the most basic 
self and identity, signifying the innate personality traits, qualities, quirks, 
strengths and weaknesses. In the hiring process, HR can easily match the 
candidate’s talent according to the criteria of the job description.

STRUCTURE REVEALS BEHAVIOUR A person’s Structure can determine 
the strengths and weaknesses that relates to people and events in the 
work environment. HR can discover why some people are the way they 
are to help them approach these diff erent behaviours at work eff ectively. 
As diff erent job position plays a diff erent role within a team, it is 
important to know whether a potential candidate is well-suited for his or 
her role, either as a team member or a team leader. 

PROFILE REVEALS ROLE AT WORK A BaZi Profile peels off  yet another 
layer of the candidate’s personality to reveal the roles he or she plays 
in life, whether consciously and unconsciously. It reveals a person’s 
self-image and work mask that shows their natural tendencies and 
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FILLING 
UP 
BIG 
SHOES

H igh employee turnover is 
giving sleepless nights to 
HR managers. There are 

many challenges faced by HR 
professionals today to identify a 
candidate’s innate skills and talents 
suitable for the right job. While the 
right attitude, hard work and 
training are crucial to determine 
the success of our professional 
lives, we cannot deny that our 
unique inborn strengths can 
influence the way we approach 
work. Thus, HR needs to be aware 
of this and take an appropriate 
approach in its hiring process to 
identify the right candidates. 

THE RECRUITMENT STAGE
Recruitment practices need to 
be improved to engage suitable 
candidates who can qualify certain 
criteria in the job description. 
Despite all the basic requirements 
of education and work experiences, 
characteristic and attitude are 
equally important to select the 
right candidate. Personality 
profiling through tests like the 
Jung Myers-Briggs, DISC profile 
and the Keirsey Temperament 
Sorter, to name a few, are the 
common systems used to identify 
a candidate’s characteristics in 
many large corporations and 
multinationals. But these tests may 
come with certain disadvantages. 
        First, they require the candi-
date to actually sit for them and 
answer forced choice questions, 
where the individual has to select 
only one of two possible answers 
in each question. Secondly, the 
reliability of the test results in 
accurately profiling the person can 
be “tricked” because the candidate 
can opt to skip questions if they are 
unable to decide on an answer. 
        Not everyone can fully 
understand themselves. They may 
assume they are of a certain type 
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A combination of 
technology and lifestyle 
changes is bound to 
disrupt your business, if 
it hasn’t. Change is 
inevitable, and 
disruption isn’t a 21st 

century invention. It’s simply a new word to 
explain change. 
        Farmers in the 15th century selling 
directly to clients were disrupted by the 
emergence of weekend markets which in turn 
were disrupted by specialist grocers which 
in turn were disrupted by supermarkets that 
were disrupted by hypermarkets which are 
now disrupted by online groceries. 
        New trades and new businesses will con-
tinue to appear, some of which will comple-
ment yours, while others will challenge it.
        Now that we’ve established that disrup-
tion is nothing more than a new word for 
something we know, what can we do about it?
        First, we must understand that nothing 
ever becomes totally irrelevant. The invention 
of modern antibiotics could’ve killed 
penicillin. It hasn’t. The invention of penicillin 
itself was said to make traditional medicine 
irrelevant. It hasn’t. 
        Horses were not made obsolete with the 
invention of the car. They simply migrated 
their ‘industry’ from transportation to 
recreation. Photography didn’t kill painting. 
In fact, impressionism and cubism became 
popular after the invention of the camera. 
        We simply need to find new meaning 
and new use for what we do. Staying relevant 
is more about meeting consumer needs 
and solving their problems than it is about 
spotting cool products. Just as not everything 
‘old’ is irrelevant, not everything new is 
necessarily relevant. In short, listen to the 
naysayers, but ignore most of it.
        Second, realise that smart business 
models are essential to the longterm survival 
of businesses, but they are not the only 
ingredient to building a great business. All 
of us have had meals made from low-cost 
ingredients, yet because a great chef worked 
on it, it tasted heavenly (and you probably 
paid a heavenly price for it too). Similarly, 
we’ve also had meals made from top-of-the-
line ingredients, with minimal treatment or 
cooking, and they tasted great all the same.
        In business, it’s 20 percent planning 
and 80 percent execution. Terry Neill, 
former chairman of Accenture sums it 
best: “winners out-execute rather than 
outstrategize their competitors.”
        Every visitor to Taipei would have heard 
of the city’s celebrated bookstore, Eslite. Not 
only has the company survived the onslaught 
of online bookstores, they have thrived in 
recent years. While bookstores are closing 
down elsewhere, the company has expanded 
into new markets and now has over 50 stores 
across Taiwan, Hong Kong and mainland 
China. The success of Eslite is as much a 
result of their challenging the norm (like 

opening a 24-hours store and introducing art 
and lifestyle into their stores), as it is their 
disciplined execution of their strategy.
        The simplest way to counter disruptive 
competitors is to execute your business well.
        When Apple launched the eMac, my 
first thought was ‘eww’; a green computer, 
anyone? But that eMac became a phenomenal 
success, and was the precursor to sealing 
Apple’s reputation as an innovator. It was 
more about flawless execution than it was 
about creative ingenuity.
        Third, focus on your non-disruptible 
off erings. In theory, new technologies and 
improved business models have empowered 
disruptors to take over the markets served 
by traditional businesses. In reality, every 
business has its Archilles’ heel. For businesses 
that are new and focused on growth, that 
weakness are often more than one, and can 
be easily exploited if you just know how.
        Consider the case of online grocers versus 
brick and mortar grocers. Two non-disruptible 
off erings are apparent: unless online grocers 
are willing to invest heavily on a cold-chain 
(and even if they do), they are highly suscep-
tible to perishability of products. Hence, focus 
on perishable products. As most online grocers 
either employ their own delivery trucks or out-
source them to logistics companies, delivery 
time is often limited. As such, there’s room for 
‘last minute’ products. Consider this: if you 
have a bad migraine and need a painkiller fast, 
would you run to your nearest pharmcy or 
would you rather order them online?
        Fourth, define your own category. That’s 
what disruptive businesses are doing. We’ve 
all heard of how Uber is now the largest 
transportation company but owns no vehicle 

(not true, by the way), or how Airbnb is the 
largest hospitality company but owns no 
room (not true either as technically they are a 
marketplace, not a hospitality company).
        As we know now, disruption is not 
something new. IBM, which first made their 
fortune with the invention of the mainframe 
computer was at the brink of failure with the 
introduction of the mini-computers: machines 
that works just as well, but at one-tenth of the 
cost of what IBM was selling. What did IBM 
do? They invented the personal computer, 
of course. But then they got disrupted again, 
when the personal computer became almost 
a commodity, margins shrunk, and the battle 
was won or lost at distribution. So IBM sold 
their PC business (a cash cow even then), and 
focused on services.
        Used car as an industry had a bad rap 
because of pushy salespeople and dubious 
product claims. So they are now more prone 
to calling themselves ‘pre-loved’ auto markets. 
Similarly, quick service restaurants sound a 
lot posher (and healthier) than fast food joints. 
Defining your own category is however not 
merely semantics. You absolutely need a pivot.
        By the way, the term ‘pivot’ itself is not 
something new. As every good entrepreneur 
knows, when what you are doing doesn’t 
work, try doing it diff erently. Or doing 
something new altogether. A pharmacy 
could open round-the-clock, while an online 
pharmacy would be limited by logistics. 
        Disruptive competitors often resemble 
an eight feet giant. But remember, every giant 
has its weak spot. Your job is to find that 
weak spot. Use disruption wisely. It’s what 
makes entrepreneurship such an exciting 
journey. 

SURVIVING 
DISRUPTION
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William Ng is Group Publisher and Editor-in-Chief of Business Media International.  He can be reached at 
w.ng@businessmedia.asia or connect with him at 
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