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For a business to get its first 
1,000 customer is a significant 
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However, it is no easy feat. SME 
Magazine speaks to a media 
solution company CEO and an 
experienced entrepreneur on 
what it takes for a business to 
gain such success. 

24  
BUILDING 
SOCIAL 
ENTERPRISES 

AND MORE…

16
HOW SUCCESSFUL 
BUSINESSES ATTRACT THEIR 
FIRST 1,000 CUSTOMERS? 
For a business to get its first 
1,000 customer is a significant 
milestone and achievement. 
However, it is no easy feat. SME 
Magazine speaks to a media 
solution company CEO and an 
experienced entrepreneur on 
what it takes for a business to 
gain such success. 

24
BUILDING 
SOCIAL 
ENTERPRISES 

AND MORE…

20

CONTENTS   SEPTEMBER 2017      

24

IN SME MAGAZINE THIS MONTH

30 
SME CEO 
FORUM 2017 
SCALING 
TOWARDS 
MAJORITY

32 
GOLDEN 
BULL 
AWARDS

38 
CO-WORKING 
SPACE HAS 
REACHED 
PENANG 

36 
CONQUERING 
THE RISKS 
OF THE 
INTERNATIONAL 
MARKET



SME IS ALSO AVAILABLE AT THE ABOVE OUTLETS  (SELECTED LOCATIONS ONLY)SME IS ALSO AVAILABLE AT THE ABOVE OUTLETS (SELECTED LOCATIONS ONLY)

GROUP PUBLISHER / EDITOR-IN-CHIEF Dato’ William Ng
EDITORIAL Editor-at-Large Jennifer Lee Associate Editor (Malaysia) Jeff Tan (Indonesia) Tony Kusuma Assistant Editor (Singapore) Kevin Tan  

Writers (Malaysia) Raja Azura Raja Nazreen Editorial Enquiries/Article Submission editor@smemagazine.asia
DESIGN Apogee Design PHOTOGRAPHY BMI Photo Unit PRINTER BHS Book Printing Sdn. Bhd. (95134 K) Lot 4, Lorong CJ 1/1B, Kawasan Perindustrian Cheras Jaya, 43200 Cheras, Selangor, Malaysia

DISTRIBUTORS MPH Distributors (M) Sdn Bhd, MPH Distributors (S) Pte Ltd, PT Dian Pasifik
MARKETING + BUSINESS DEVELOPMENT Operations Director Dato’ Ryan Ooi ryan@businessmedia.asia Marketing Manager Tan Yong Keat yongkeat@businessmedia.asia

Assistant Marketing Manager Gale Seng gale@businessmedia.asia Senior Marketing Executives Kavi Arasu kavi@businessmedia.asia 
Elly Kwa elly@businessmedia.asia  Administrator (Indonesia) Nurasiah Jamil amie@smemagazine.asia

ADVERTISING SALES  Account Manager (Malaysia) Eleen Wong eleen@businessmedia.asia Account Manager (Singapore) Candice Lee candice@businessmedia.asia  
Account Manager (Indonesia) Richard Sugiarto richard@businessmedia.asia

SPECIAL PROJECTS Project Managers Daniel Loo daniel@businessmedia.asia Sam Hew sam@businessmedia.asia 
Michael Jerry michael@businessmedia.asia Victoria Chong victoria@businessmedia.asia

 ADMINISTRATION Senior Finance Manager Kenny Chew  Senior Accounts Executive Syarfa Wati  Accounts & Customer Service Teejhay Valerio
SUBSCRIPTION ENQUIRIES circulation@smemagazine.asia

SME IS PUBLISHED BY BUSINESS MEDIA INTERNATIONAL. ALL RIGHTS RESERVED.
Wish To Contact Us? 

MALAYSIA Level 6, Kelana Park View Tower, Jalan SS 6/2, 47301 Petaling Jaya, Selangor, Malaysia [T] +603 7880 3511 [F] +603 7880 3515
INDONESIA Mayapada Tower, 11 Floor. Jl. Jenderal Sudirman Kav. 28 Jakarta Selatan, 12920, Indonesia [T] +62 21 5289 7330 [F] +62 21 5289 7331

SINGAPORE 1 Raffles Place, Tower One, #44-02, Singapore 048616 [T] +65 3158 9809
THAILAND 331, 331/1-3, The Pilot Building, 9th Floor, Silom Road, Bangrak, Bangkok 10500 [T] +66 2235 0570 / 1 [F] +66 2636 7519

W W W.SMEMAGAZ INE .ASIA
LETTERS TO THE EDITOR must include the writer’s name, address and contact number and should be emailed to editor@smemagazine.asia. You may include a pseudonym if so desired. Letter may be 
edited for space and clarity. LOCAL EDITIONS of SME is published in Singapore, Malaysia, Indonesia and Brunei every first week of the month. SME is a publication of Business Media International. 
CONTRIBUTIONS are welcomed. Text and photos (hi-res, but below 1mb) should be emailed to editor@smemagazine.asia with full contact details. REPRINTS & PERMISSION: reprints can be ordered 
(minimum 1,000 copies) from the publisher. No part of this publication, including photos and illustrations may be reproduced or used in any way without prior written consent of the publisher.

REGULARS 
04  NEWS & TRENDING
10  IDEAS BAR
12  EVENTS
42  FRANCHISE
44  TRADE
50  TECHNOLOGY
51  COLUMN
60  LIFESTYLE
62  SCENE & HEARD
64  PERSPECTIVE

60 50

44



   NEWS      4

A SEAN’s favourable demographics, steady urbanisation pace 
and growing middle class, leaves it poised to maintain a 
projected annual growth rate of over 5 per cent in the next 

decade, said the US – ASEAN Business Council. “ASEAN’s 630 million 
citizens make it the world’s third largest population and workforce, the 
fifth largest global economy and one of the youngest regions worldwide, 

with over 380 million people below 35 years old. Since its establishment 
by the Bangkok Declaration on August 8, 1967 by founding members, 
Indonesia, Malaysia, the Philippines, Singapore, and Thailand, ASEAN 
has seen increasing levels of economic prosperity, political stability and 
peace,” the council said. 

ASEAN TO MAINTAIN ANNUAL GROWTH RATE OF 5PC

SMEs URGED TO EMBRACE INDUSTRY 4.0 TECHNOLOGIES

T
he Malaysian Investment Development Authority (MIDA) 
has urged SMEs to raise their effi  ciency levels, strengthen 
inter-firm linkages and respond timely to market changes to 

remain competitive. MIDA Deputy CEO Datuk N. Rajendran said that 
local companies, particularly those in the labour-intensive industries 
such as the furniture sector, could reap much benefits by embracing 
the potential of Industry 4.0 technologies. This includes smart 
manufacturing, robotics and the Industrial Internet of Things (IIOT) 
to significantly increase production volume and reduce dependency on 
foreign labour. 

MALAYSIA ON TRACK TO 
EXPORT RM50B HALAL 
PRODUCTS BY 2020

M
alaysia is on 
track to 
export RM50 

billion halal products by 
2020 from RM42.18 
billion last year, aided 
with more entrepreneurs 
increasing their presence 
in the global market, 
said Halal Industry 
Development 
Corporation CEO Datuk 
Seri Jamil Bidin. He said 
despite the global 
economic downturn, 
demand for halal 
products, especially food 
and beverages, remained 
high with China 
continuing to be the 
biggest importer, 
followed by Singapore 
and Indonesia. “Next, 
we are going to work 
with Saudi Arabia to 
make it as an entry point 
as we are about to 
expand our presence in 
the African continent,” 
he said.

MALAYSIA’S 
E-COMMERCE INDUSTRY 
WORTH RM24.6B 

T
he Malaysian 
e-commerce 
industry has 

grown steadily after its 
boom in the mid-2000s 
and is now a RM24.6 
billion business, said 
iPrice Group. iPrice 
Group is a meta-search 
e-commerce website 
which enables 
Malaysian shoppers to 
connect with hundreds 
of e-commerce 
merchants and discover 
products, compare 
prices and get the best 
deals. In a statement, 
iPrice said Lazada 
ranked as the top 
e-commerce company 
in Malaysia, followed by 
Zalora and 11 Street, 
based on their online 
traffi  c, staff  numbers 
and followers on social 
media applications such 
as SimilarWeb, 
LinkedIn, Facebook, 
Instagram and Twitter. 

SINGAPORE MALLS 
FEELING THE PINCH 
FROM E-COMMERCE

E
-commerce 
giants like 
Lazada and 

Taobao are putting the 
squeeze on brick-and-
mortar shops in 
Singapore’s malls. 
More and more 
Singaporeans are 
shopping with clicks of 
a mouse rather than 
going out.  Even the 
annual Great 
Singapore Sale, which 
targets tourists and has 
been running for 24 
years, cannot forestall 
the decline. The event 
has recorded three 
consecutive years of 
decline in retail sales. 
Some of the world’s 
biggest e-commerce 
players have targeted 
Singapore, due to its 
location as a gateway 
to the lucrative 
ASEAN market and 
the buying power of its 
affl  uent population.

Mechanization, 
water power, 
steam power

Mass production, 
assembly line, 

electricity

Computer 
and 

automation

Cyber 
Physical 
Systems
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DIGITAL COMMERCE SOLUTION FOR SINGAPOREAN SMEs

T he Singapore Productivity Centre (SGPC) and Shopmatic has 
curated the “Enabling Digital Commerce Package Solution” to 
scale-up retail SMEs’ digital capability. The solution enables 

retailers to embark on or catalyse their e-commerce business in a 

hassle-free manner with expertise from the SGPC and Shopmatic. The 
target is to enable retailers to tap on the growth opportunities in the 
internet retailing market which is estimated to be worth US$7 billion by 
2025 as reported by Temasek and Google. 

HONG KONG TO FORGO 
TAX REVENUES, EASE 
BURDEN ON SMEs

T
he Hong 
Kong 
government 

is set to announce a 
tax reform which 
would see its 
administration forgo 
about HK$5 billion in 
revenue and ease the 
burden on SMEs, 
according to Financial 
Secretary Paul Chan 
Mo-po. The move was 
earlier promised by 
Chief Executive 
Carrie Lam Cheng 
Yuet-ngor in her 
election manifesto, 
which proposed 
lowering the tax rate 
for the first HK$2 
million of corporate 
profits to 10 per cent, 
from the current 16.5 
per cent. Under the 
proposed two-tier tax 
regime, Chan said the 
government would go 
without about HK$5 
billion tax revenue, or 
about 3.8 per cent of 
the total amount. 

MALAYSIA 
PROPERTY MARKET 
REMAINS SUBDUED

M
alaysia’s 
property 
market 

remained subdued 
in the first half of 
this year as 
potential investors 
continued to adopt 
a “wait-and-see” 
approach, according 
to the findings of a 
research 
undertaken by 
Knight Frank 
Malaysia. Titled, 
“Real Estate 
Highlights for first 
half of 2017”, the 
report looked into 
the market 
performance across 
various property 
mix: residential, 
offi  ce and retail; and 
highlighted trends 
and outlook in 
various regions, 
namely Kuala 
Lumpur, Klang 
Valley, Penang, 
Johor Bahru and 
Kota Kinabalu.

CHINA TO CURB 
“IRRATIONAL” OVERSEAS 
INVESTMENT

C
hina will 
strengthen 
rules to defuse 

risks for domestic 
companies investing 
abroad and curb 
“irrational” overseas 
investment on its Belt 
and Road initiative. The 
National Development 
and Reform Commission 
(NDRC) said in an online 
statement lauding the 
Belt and Road initiative 
that it would provide 
better guidance on risks 
to companies investing 
overseas to prevent 
“vicious” competition 
and corruption. The state 
planner also cited 
unspecified security risks 
for Chinese companies 
investing abroad. Up to 
the end of 2016, Chinese 
companies had invested 
more than US$18.5 
billion to build economic 
and trade cooperation 
zones in 20 countries 
along the Belt and Route 
routes, it said.

MALAYSIA’S ECONOMY EXPECTS HIGHER GROW IN 2017

M
alaysia’s economy is expected to record a higher growth this 
year, exceeding the initial target of between 4.3 per cent and 4.8 
per cent on the back of the strong first-half performance. During 

the announcement of the country’s second-quarter (Q2) GDP 
performance, Bank Negara Malaysia (BNM) Governor Datuk Muhammad 
Ibrahim said that a new target would be announced in the upcoming 
Budget. BNM’s forecast is that it will certainly be more than 4.8 per cent, 
he added. Malaysia’s economy has remained on an upward momentum 
since Q2 2016, with a GDP growth of 5.8 per cent in Q2 2017 compared 
to 4.0 per cent in the same quarter last year. 
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M alaysia has reiterated its commitment to practise the 3-P pillars 
of sustainable palm oil industry, namely, People, Planet and 
Profit, to overcome various challenges in the global market, 

including the European Union (EU) Parliament's resolution on palm oil 
and deforestation. Plantation Industries and Commodities Minister 

Datuk Seri Mah Siew Keong said Malaysia's sustainability initiatives 
were based on the principles and criteria of the Malaysian Sustainable 
Palm Oil (MSPO). He said the government has mandated for MSPO 
certification throughout the Malaysia palm oil supply chain and promised 
to supply 100% MSPO-certified palm oil by end-December 2019.

MAGIC INKS STRATEGIC PARTNERSHIP WITH GLCS, 
PRIVATE SECTOR PLAYERS

M
alaysian Global Innovation & Creativity Centre (MaGIC) today 
announced a strategic partnership with 14 government-linked 
companies (GLCs) and private sector players. They include Standard 

Chartered Bank, Petronas, Malaysian Resources Corporation Berhad, MIMOS 
Berhad, MRT Corp, UEM Group and Maybank. Together, they will be joining 
their peers as members of the MaGIC CER Circle under the MaGIC Corporate 
Entrepreneurship Responsibility (CER) platform. The partnership will combine 
MaGIC’s extensive network of creativity and innovation programs with the 
private sector players’ industry expertise to support entrepreneurship 
development in Malaysia and drive national innovation. 

TAIWAN POWER 
OUTAGE CAUSES 
US$3M LOSSES

A
 massive 
power 
blackout 

in Taiwan on 15 
August 2017 
resulted in about 
US$3 million 
worth of losses for 
151 companies in 
industrial parks 
and export 
processing zones 
on the island. The 
government was 
planning to 
release a figure 
for the overall 
economic cost of 
the blackout, a 
spokesman from 
the Economics 
Ministry said. The 
five-hour long 
blackout caused 
estimated losses of 
NT$87.47 million 
and aff ected 
millions of homes 
as well as offi  ces 
and companies.

APEC TO BRIDGE TRADE 
POLICY GAPS 

T
rade and 
sectoral 
offi  cials from 

the 21 APEC member 
economies opened 
talks in Ho Chi Minh 
City to enable more 
compatible and 
forward-looking trade 
development in the 
Asia-Pacific. Policy 
collaboration held over 
two weeks, culminating 
with a meeting of 
APEC Senior Offi  cials 
on 29-30 August 2017, 
will bridge structural 
and resource gaps for 
realising more 
equitable and free 
trade and growth in the 
region. Offi  cials are 
focused on boosting 
transparency and 
participation in trade 
agreement negotiations 
while easing trade 
barriers faced by 
businesses – large 
and small – at and 
behind borders. 

CHINA’S BELT 
AND ROAD 
ACQUISITIONS 
SURGE 

M
ergers 
and 
acquisi-

tions by Chinese 
companies in 
countries that are 
part of the Belt 
and Road 
initiative are 
soaring, despite 
Beijing’s crack 
down on China’s 
acquisitive 
conglomerates to 
restrict capital 
outflows. Chinese 
acquisitions in the 
68 countries 
offi  cially linked to 
President Xi 
Jinping’s signature 
foreign policy 
totalled US$33 
billion, surpassing 
the US$31 billion 
tally for all of 
2016, according 
to Thomson 
Reuters data.

MALAYSIA REITERATES COMMITMENT TO SUSTAINABLE PALM PRACTICES
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MALAYSIA NEEDS 35PC SKILLED WORKERS BY 2020

D eputy Human Resources Minister Datuk Seri Ismail Abd 
Muttalib said Malaysia needs at least 35 per cent skilled 
workers among the locals in various fields, in line with the 

objective of making Malaysia a developed and high-income nation by 
2020. He said to achieve this objective, the government was in the 

process of mainstreaming the Technical and Vocational Education 
Training (TVET) to produce more skilled manpower. “Various 
initiatives have also been made to increase access to TVET training 
including collaborating with the industry to increase the eff ectiveness of 
the government strategy,” he said. 

SINGAPORE 
NARROWS 2017 GDP 
GROWTH FORECAST

S
ingapore’s Ministry 
of Trade and 
Industry has 
narrowed the 
country’s 2017 
GDP growth 
forecast to between 
2.0 to 3.0 percent 
from 1.0 to 3.0 per 
cent earlier. The 
Singapore economy 
grew by 2.9 per 
cent on a year-on-
year basis in the 
second quarter, 
faster than the 2.5 
per cent growth in 
the previous 
quarter. On a 
quarter-on-quarter 
seasonally-adjusted 
annualised basis, 
the economy 
expanded by 2.2 
per cent, a reversal 
from the 
contraction of 2.1 
per cent in the 
preceding quarter.

FAIR TAX TREATMENT 
IN ASEAN CAPITAL 
MARKET CRUCIAL

C
IMB Group 
Chairman 
Datuk Seri 

Nazir Razak said a 
fair tax treatment in 
the ASEAN capital 
market is pivotal to 
spur intra-ASEAN 
capital flow. As an 
example, he said in 
accessing 
government Bhat and 
corporate bonds in 
Thailand’s capital 
market, Malaysian 
investors would be 
imposed capital tax 
gains while 
Singaporean and 
Korean investors 
were exempted. He 
added that 
Singaporean 
investors were also 
exempted from taxes 
on Indonesian 
Rupiah government 
bonds, while 
Malaysian and 
Korean investors 
were slapped with 
the tax.

MANDALIKA, 
PALU ECONOMIC 
ZONES TO START 
OPERATIONS IN 
INDONESIA

A
s part of 
eff orts to 
accelerate 

economic growth in 
eastern Indonesia, 
the government is 
gearing up to launch 
two special 
economic zones, 
one in Mandalika, 
West Nusa 
Tenggara, and the 
other in Palu, 
Central Sulawesi. 
“We recommend the 
launch of operation 
of the two special 
economic zones in 
late August or in 
September by 
President Joko 
‘Jokowi’ Widodo,” 
said Coordinating 
Economic Minister 
Darmin Nasution 
after attending a 
meeting of the 
National Council for 
Special Economic 
Zones in Jakarta.

MALAYSIA NEEDS MORE INVESTMENTS IN E&E INDUSTRY 

M
alaysia needs to focus on increasing investments in the Electrical and 
Electronics (E&E) industry to transform into a high-income economy 
under the Industry 4.0 revolution. SME Association Malaysia 

National Deputy President Ong Chee Tat said SMEs in the country had a lot of 
catching up to do, to be on par with the bigger players, as well as be atop the 
latest trends in automation and technologies. He said in terms of the Industry 
4.0 revolution, local SMEs do not have the economies of scale compared to 
other countries, and are thus, unable to get a faster return on their investments. 
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TECHX ASIA 2017 

6 & 7 SEPTEMBER 2017 
SUNTEC CONVENTION CENTRE, 
SINGAPORE
www.terrapinn.com/
exhibition/techX

T
echX Asia covers the 
new emerging 
technologies of IoT, 

drones, 3D, robotics, AI, 
blockchain, data and cyber 
security and applies these to a 
variety of use cases across 
industry: resources, factories, 
logistics, transport, construction, 
utilities and cities. Over two days, 
the event will host 180 speakers 
and 100 exhibitors from across a 
broad range of industries, 
covering the entire spectrum of 
emerging technologies and 
representing the whole of Asia.

BIOMALAYSIA 2017 

11 – 13 SEPTEMBER 2017
KUALA LUMPUR CONVENTION CENTRE
http://biomalaysia.
bioeconomycorporation.my

F
rom products that 
are integral parts of 
our lives, to services 

that support the global supply 
chain, BioMalaysia 2017 is a 
3-day event which serves as a 
platform for local and 
international bio-based 
companies to network, build 
relationships, share fresh 
ideas, experiences and 
practical solutions in the 
evolving bio-based industry. It 
is a proven platform which 
encourages investment or 
funding, supports new 
business ideas and provides for 
growth opportunities in 
bio-based industries

ASIA PACIFIC 
COATINGS SHOW 2017 

13 – 15 SEPTEMBER 2017
JAKARTA CONVENTION CENTRE, 
INDONESIA
http://www.coatings-group.com/
apcs/jakarta

T he Asia Pacific 
Coatings Show 2017 is 

Exhibition Services. The 
exhibition remains as Asia’s and 
Malaysia’s only professional 
international trade show 
focussing on herbal, green, 
natural and related products and 
services. It is recognised by 
industry players as the annual 
herbal marketplace to meet and 
interact with local and 
international exhibitors.

AGRI MALAYSIA 2017 

28 – 30 SEPTEMBER 2017
SETIA CITY CONVENTION CENTRE, 
SHAH ALAM, MALAYSIA
www.agrimalaysia.com

A
gri Malaysia is aimed 
to be the most 
professional and 

comprehensive agricultural 
trade exhibition dedicated to 
local and international market 
players for an exclusive product 
and technology showcase. This 
unique platform shall bring 
industry stakeholders under one 
roof for business expansion, 
learning and networking to 
achieve a greater improvement 
for overall industry. It is 
designed for market players and 
industry stakeholders to explore 
business opportunities and 
technology in both local and 
international market.

LIVESTOCK MALAYSIA 2017 

28 SEPTEMBER – 1 OCTOBER 2017
MALAYSIA AGRO EXPOSITION PARK 
SERDANG (MAEPS)
www.livestockmalaysia.com

T
he organiser, UBM 
has joined with the 
Ministry of 

Agriculture and Agro–Based 
Industry Malaysia in holding 
the international livestock 
exhibition with the theme 
“Bringing Technology to 
Farmers”. With over 120 
companies from 20 countries 
and regions exhibiting at 
Livestock Malaysia, the expo 
will put on display the latest 
technologies and equipment 
for feed, farming, animal 
health, processing and many 
more sectors.

the leading coatings event in 
Southeast Asia and the Pacific 
Rim for raw materials suppliers 
and equipment manufacturers for 
the coatings industry. It 
showcases products like 
additives, biocides, chemicals, 
oils, polymers, solvents and much 
more in the adhesives & sealants, 
chemicals & dyes industries.

LANDSCAPE ASIA 2017 

14 – 16 SEPTEMBER 2017
KUALA LUMPUR CONVENTION CENTRE
www.eggroups.com

L
andscape Asia 2017 
provides the ideal 
platform for 

organisations to showcase 
leading trend products, new 
services and key skills of the 
industry. It is the perfect 
environment for visitors to 
discover the newest and most 
innovative products and 
solutions to help them in their 
design and projects.

POST GRADUATE 
EDUCATION FAIR 2017 

16 & 17 SEPTEMBER 2017
KUALA LUMPUR CONVENTION CENTRE
www.pgef.asia

M
alaysia’s largest 
postgraduate 
education fair is back! 

Choose from hundreds of 
postgraduate diplomas, Masters 
and even Doctorates – from 
local and international 
institutions. Power up your 
career, master the destiny of 
your companies, and move up 
the knowledge value chain. 
Come and learn of the various 
study opportunities for working 
professionals and entrepreneurs!

HERBAL ASIA 2017 

20 – 22 SEPTEMBER 2017
KUALA LUMPUR CONVENTION CENTRE
www.herbalasia.biz

H erbal Asia is organised 
by GITEX Global 
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DESIGN     TRANSFORMING WORKSTATION  

T
he designer Frencesc Rifé has designed a sleek console that can be opened up to reveal a fully functioning workstation. It 
is suitable for use at home and in corporate settings.
        Called the HO, the unique furniture product appears to be a standard, albeit high quality, wooden console at first 
glance (when it is not being used as a workstation). The sleek console opens up to reveal a small cubicle-like offi  ce, com-
plete with a filing cabinet, space to store various tools and work, a cushioned stool, a LED lamp, and integrated power. 

ECO     ZERO WASTE GROCERY STORES 

N
U Grocery' recently had its grand opening in 
Ottawa, Canada, introducing consumers to a 
new destination for eco-friendly shopping. NU 
Grocery sets itself apart as the city's first-ever 
zero waste grocery store, which encourages 

consumers to bring their own containers to be filled with 
goods made available through the store. NU Grocery's walls 
are adorned with writing that uses three simple words to 
describe its system: "tare, fill, pay." Those who bring their 
own containers are invited to first weigh their empty 
containers, fill them with liquid foods, baked items or dry 
goods, then have them weighed again before checking out. 

TECH    CUSTOMER LOYALTY REWARD

T
he Bahista Cafe, based in Sydney, 
Australia, has found an innovative new 
way to reward customers who frequent 
the shop on a consistent basis. The cafe 
has implemented the Noahface tool, 

which "uses biometrics to recognize the customer's 
face within half a second of their facial features being 
scanned by the camera, which is attached to an iPad." 
The system tracks customers who come in repeatedly, 
and prompts cafe workers when it is time for the 
business to give them a free coff ee or deal. It also 
improves service, as employees are better able to 
learn and remember the names and faces of their 
regular customers. 

BY 
JENNIFER 

LEE          
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TRAVEL    'KITMANA'  

T
he 'KITMANA' convertible wallet is a customizable 
piece of equipment for travellers that will provide them 
with a way to carry all their essentials without having to 
worry about security. It is made using CRYPTALLOY 
technology that works to provide anti-RFID capabilities 

without increasing size or weight. The wallet can be used to store 
your passport, ID and all credit cards within, ensuring that everything 
is kept in one spot rather than spread across multiple spots.

SPORTS     BREATHING TRAINER

I
ncreasing your respiratory performance is 
simple with the use of the 'TrainingMask 3.0' 
Breathing Trainer, which is a piece of 
equipment that's worn on face during sports 
or exercise to limit air intake. Making use of 

the NXT FORC3 air flow platform, the mask is capable of 
being customized to let in the desired amount of air to 
increase the level at which your lungs need to work to keep 
you moving. In turn, this helps to increase your respiratory 
performance without having to train for extended periods 
or increase your overall stamina.

GAME     GAMING IMMERSION HEADSET

T
he Razer Tiamat 7.1 V2 Gaming Headset is designed for total video 
game immersion to push gamers to new levels when it comes to 
enjoying their favourite titles. The gaming headset is incorporated 
with a whopping 10 drivers with five in each ear cup to provide 
surround sound that hasn't been possible with other headsets on 

the market. This means you'll be able to enjoy each sound without having to feel 
as though you might be missing out on some sort of detail. The headset 
incorporates the Razer Chroma backlighting for a distinctly intriguing design 
aesthetic. 

APP     SCHEDULED ROUTINE TIME

T
he Sand app works to help you perform time 
blocking to ensure everything gets done. The 
Sand app works diff erently from traditional 
to do list apps by keeping everything on the 
list to let you re-add it to your daily schedule 

whenever it requires being done again. This means you'll 
be able to plan your day in a far quicker manner rather 
than having to manually input everything every time you 
want to create a list. The Sand time blocking app is ideal 
for those who want to ensure that they don't let things slip 
through the cracks when they've got numerous tasks to 
take care of in a day.
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products or services and not from 
their competitor,” he explained.
        Speaking on the marketing 
strategies to push for the 
milestone, he said that there 
is no blanket solution but it is 
good for businesses to start with 
identifying their target audience 
(consumers). 
        “If the target audience is 
millennials, that would take a 
diff erent approach. One of the 
prerequisite is to have a website 
that is engaging and informative. 
Is has to be mobile-friendly 
considering the fast-growing 
smartphone penetration rate in 
Southeast Asia,” he stated. 
        He said that it is also 
useful for businesses to know 
how to engage consumers in a 
meaningful manner. 
        “Consumers expect products 
or services they purchased to give 
something beyond functional ben-
efits. This makes it is necessary for 
businesses to think of how can a 
product or service create personal 
benefits for their customers.
        “Important for brands to 
create content that shows they 
care for the consumers and 
society at large,” he added. 
        Vogiatzakis said that in this 
digital age, the marketing plan 
would definitely involve social 
media and other digital platforms. 
“Consumers, especially the 
younger ones consume content 
heavily on Facebook and other 
similar platforms. 
        “One of the interesting 
attributes of digital platforms is 
that they create are a ‘push and 
pull’ eff ect.” Product or service 
content is pushed (broadcasted) 

I
n the current digital age, 
attracting customers is no easy 
feat in a competitive environment 
as there are multiple digital 
platforms. Hence, it is a 
significant achievement for 
businesses to reach its “first 1,000 
customer” milestone.
        Before a business can reach 
the milestone, it must be well-
equipped to face the challenges 
of the demanding market. To be 
prepared, Havas Media Group 
Malaysia CEO Andreas Vogiat-
zakis said that businesses must 
carry out comprehensive market 
research to determine and under-
stand their target customers. 
        “Businesses need to know 
what products or services are 
capable of fulfilling consumer 
needs. It is vital to fully 
understand what customers want. 
Other than that, they should know 
how does a brand or service stand 
up against competition and how it 
adds value to what consumers are 
already getting in the market.
        “It is not a complicated re-
search but requires businesses to 
be bold to learn about assets they 
possess, explore demographics 
in the market, as well as pinpoint 
why consumers should buy their 

BY 
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into the digital platform, sparking 
discussions (pull eff ect) on the 
platform itself which gives valu-
able feedback from consumers to 
businesses,” he said.
        “If businesses off er meaning-
ful content and create impactful 
discussions, their customers will 
also share content and become 
ambassadors of the brand. 
Leveraging on digital platforms is 
mandatory,” said Vogiatzakis.
        He also pointed out that 
traditional media struggles 
to create effi  cient “push and 
pull” eff ect, because they could 
not compete with the almost 
instantaneous broadcasting speed 
of digital platforms.
         It would be meaningless if a 
business attracts new customers 
but eventually fails to retain them. 
Touching on this, Vogiatzakis 
reiterated the need for brands to 
be meaningful to customers. 

MEANINGFUL BRANDS DRAW 
CUSTOMERS According to the 
findings of Meaningful Brands 
2017 survey report, conducted by 
global media group Havas Media, 
consumers demand brands to 
create functional, personal and 
collective benefits. 
        Using the example of a hand 
soap product, Vogiatzakis stated, 
“Consumers would want to know 
if the hand soap can eff ectively kill 
bacteria, which is the functional 
benefit. But, they also want to 
know if natural ingredients are 
used for their personal benefits.
        “Additionally, they will be 
finding out if the brand is running 
any corporate social responsibility 
programmes. They want to 
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know if the soap company has social conscience will eventually create 
collective benefits for the society.”  
        He stressed that in the long run, companies who produces 
products or services which only provide functional benefits will lose 
the battle in retaining customers.
        “According to our latest Meaningful Brands report, globally, people 
wouldn’t care if 74% of the brands they use every day just disappeared. 
Therefore, creating the three types of is important for businesses to 
retain customers.”
        The report also pointed out that brands that go beyond the product 
and make a positive, tangible impact on what matters to us, gain a 
greater share of our lives. These brands are rewarded with stronger 
attachments and deeper audience connections, which in turn helps 
reinforce consumers’ trust.
        Asked of how media solutions providers help businesses capture 
the market, Vogiatzakis said that they basically go beyond advertising. 
        “Our mission is to really create meaningful connections between 
brands and customers, to eff ectively bridge to gap between the ‘seller’ 
and ‘buyer’. We carry our brand audits, market audits to not only create 
great advertising, but also create added value.
        “It is about taking a 360-degree holistic approach that utilises 
traditional and new media. We help businesses send out messages telling 
consumers how the product or service will create added values in their 
lives,” he said.
        Vogiatzakis said that it is a great achievement for a business to 
reach its first 1,000 customers milestone, because it is an indication of 
where the business stand in the market.
        “If I am an entrepreneur who reached this milestone, I would 
connect on a diff erent level with customers. The purpose is to learn 
about what did they like about the product or service, how can the 
product or services be improved, and how can customers become 
ambassadors for my product or service.”
        He said that leveraging on the milestone achievement gives the 
business a powerful tool. However, he pointed out that one of the 
biggest mistakes committed by some SMEs is that they fail to leverage 
on existing customers by engaging more with them.
        Bagman Corporation (Bagman) founder and CEO Dato’ Liew 
Bin shared his story of leading a company that has over 20 years of 
experience in the industry with more than 50 million bags sold. Bagman 
company is one of the top wholesale bag manufacturer in Malaysia, 
specialising in custom-made and ready-made bags.
        “I created my own customer relationship management (CRM) 
because I knew it is 15 times more expensive to find new customers 
compared to retaining loyal customers. When your products and 
service are excellent, you will attract referrals that move your business 
forward,” he explained.
        After building a customer base, Liew said that it is important to 
feed useful product information to customers but not too often, lest 
customers become uninterested. He also pointed out the need to reward 
loyal customers with special discounts or privileges.
        Having served many customers, he highlighted that the “first 1000 
customers” milestone will not carry any meaning if the customer data is 
not properly analysed. 
        “It is also important to update customer data to keep track of 
the current market. These loyal customers can be providing product 
testimonials, which we can use to attract new customers in well-planned 
marketing campaigns.” he added.
        Liew stated that ensuring excellence in customer service and 
products development is the way to retain customers. “To maintain 
competency, your products must be creative to make them stand out 
from the rest in the market.” 

INNOVATION DRIVES PRODUCT EXCELLENCE The element that drives 
Bagman is the company’s culture of innovation. “It has become a way 
of life that keeps us going. As CEO, I strive to create a ‘wow’ factor 

in our products and demand the 
rest of my employees to adopt the 
same mindset.
        “Because of our innovation 
and a focus on R&D, we 
succeeded in creating our own 
brand instead of merely being an 
original equipment manufacturer 
(OEM),” said Liew. 
        The company’s Terminus 
brand has won many international 
awards such as the Reddot Design 
Award, under the Fashion & 
Lifestyle category. This raised 
Bagman’s flag high in the market. 
The Reddot Design Award is an 
international product design prize 
awarded by The Design Zentrum 
in Essens, Germany. 
        There are also some other 
pointers on marketing which 
entrepreneurs can refer to. An ar-
ticle on the OPEN Forum website 
gave businesses seven constructive 
ways to attract new customers: 

01. IDENTIFY IDEAL CUSTOMERS
It is easier to look for and attract 
customers if you know the type 
of consumers you seek. Without a 
composite of your ideal customer, 
you probably wouldn’t know where 
to start looking.
        Narrowing down to a specific 
group of customers is important. Avoid 
making broad target market statements, 
such as every woman, every man or all 
baby boomers. Few products appeal to 
a vast group of people, and overstating 
your market will prevent you from 
developing viable targeted strategies 
for attracting clients.

02. DISCOVER WHERE YOUR 
CUSTOMER LIVES Where you look 
for customers will depend on the 
nature of your business. Some good 
online locations include forums and 
social media pages, including your own 
and those of similar or complementary 
businesses. Offline, you can meet plenty 
of potential customers at conferences 
and conventions in your industry.

03. KNOW YOUR BUSINESS 
INSIDE AND OUT Thoroughly 
understanding your industry and having 
a firm knowledge of your product 
or service is critical to being able to 
attract interested clients. When you 
know your product in detail, that fact 
comes through. The people who would 
be interested in your offerings can see 
how knowledgeable you are and will 
seek your assistance.

04. POSITION THE PRODUCT OR 
SERVICE AS THE ANSWER
Give potential clients you come into 
contact with a good reason to try 
your products or services. This is 
the first step to retain them as loyal 
customers, suggests Flehx Corp owner 
and lead programmer Jason Reis.
        “Provide value and establish 
yourself as having an in-depth 
understanding of the problems they 
are looking to solve. This takes 
the form of creating content via 
webinars, blog posts, guest blogging, 
and getting out there and physically 
networking with people. With a 
structured sales funnel setup, you 
will be able to convert the followers 
or fans into paying customers.”

05. ADOPT DIRECT RESPONSE 
MARKETING Your best bet for 
reaching out and touching customers 
is to use tactics to encourage them 
to complete a specific action, such 
as opt into your email list or request 
more information.
        Learn to create 
advertisements that attract 
your ideal clients by giving them 
something of value for free to get 
them started in your funnel. 
        Learn all you can about direct 
response marketing practices, because 
they will teach you to focus on 
results that matter. Create compelling 
messages that tell your ideal audience 
you understand their pain, and can 
make it go away faster and cheaper 
than they could without you.

06. BUILD PARTNERSHIPS 
Teaming up with businesses that offer 
complementary services offers you 
the opportunity to take advantage of 
synergy, which can be very effective 
in building a business. For instance, if 
you have a company that specialises 
in SEO, consider teaming up with a 
business that builds websites.
        When all is said and done, 
nurturing relationships, either with 
other business owners or customers, 
helps you create a customer base.

07. FOLLOW UP After your 
efforts to bring in business, always 
remember to close the loop, suggests 
Orange Mud CEO Josh Sprague. 
“Remember to set follow up tasks 
and execute your plan. So many leads 
and great conversations are wasted 
because you forget to follow up.” 
Doing this simple step is sure to get 
your customer base to grow. 
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I
t is easy to forget Michael Dell in the pool of 
technology tycoons. The Bezos, Gates, Jobs, 
Zuckerberg and Mas of the world are such 
media darlings that Dell, with a networth of 
$20 billion, pales in comparison. However, 
people who knows and have worked with Dell 
would tell you that he is easily one of the most 
entrepreneurial person on earth, and all things 
being equal, trumps the other technology 

tycoons in guts, vision and leadership. 

THE BOY FROM TEXAS In 1999, Michael Dell was giving a lecture on 
the ABCs of entrepreneurship to a business class at his psuedo-alma 
mater, the University of Texas. When it came time for the question and 
answer period, one of the students eagerly stood up and asked Dell why, 
despite being worth over $17 billion (then), he continues going to work 
each day. “You’ve got so much money,” the student said. “Why don’t 
you just sell out, buy a boat, and sail off  to the Caribbean?” Dell stared 
back at the student and replied, “Sailing’s boring. Do you have any idea 
how much fun it is to run a billion-dollar company?” 
        Michael Saul Dell was born on 23 February 1965, in Houston, 
Texas. The son of a Jewish orthodontist, Dell’s family was financially 
well off . Dell discovered his entrepreneurial instincts at a young age, 
starting his first business, Dell’s Stamps, when he was just 12 years old. 
After he earned $2,000 from his stamp collection, Dell was hooked. 
When he was 16 years old, Dell began selling newspaper subscriptions 
to the Houston Post by sifting through the city’s mortgage and marriage 
license lists. This, he believed, would lead him to people who were new 
to the area and who would not yet have a subscription. By the end of his 
first year, Dell had made over $18,000. Although he was still a student 
at Memorial High School in Houston, Dell was earning more than even 
his high school teachers. By the time he graduated, Dell was driving his 
very own BMW. 
        Despite being financially successful, Dell’s early teachers saw little 
promise in him, with one commenting that he “would probably never 
go anywhere in life.” Dell enrolled in the University of Texas at Austin 
and began studying biology with the intention of becoming a physician. 
Although Dell’s first exposure to computers was when he was 15 years 
old – he took apart and reassembled the motherboard of his brand 
new Apple II – it wasn’t until he was in university that his interest in 
computers was again peaked. 
        In 1984, Dell came up with a simple but radical idea: build custom 
computers and sell them directly to the customers. He had learned early 
on from his stamp experience the benefits of removing the middleman. 
With a $1,000 loan, Dell created a computer company called PC’s 
Limited from his dorm room at UT. He soon realized that biology 
was not his passion – that perhaps the stacks of computer books and 
magazines beside his bed were trying to tell him something. 
        As the success of PC’s Limited continued to grow throughout the 
school year, Dell began to realize that he was on to something great. He 
was 19 years old and in his freshman year, but school was the farthest 
thing from his mind. With an additional loan from his grandparents, 
Dell changed his company’s name to Dell Computer Corporation and 
dropped out of school to focus on his business full-time. 
        “I had to give it a full go and see what happened,” recalls Dell. 
“I couldn’t resist the opportunity.” But, Dell’s parents were less 
enthusiastic. All of a sudden, their soon-to-be physician had become a 
university dropout. To placate his parents, Dell made them a bargain: 
“The deal was, I would start into business full time in May, and at the 
end of August we would take a look and decide if it was doing well.” If it 
was not, Dell promised to return to school. 
        Dell never went back to university.

IIIIIIIIII

THE PC REVOLUTION In 1985, PC’s Limited introduced its first 
computer design of its own, called the Turbo PC. Dell began advertising 
the system in national computer magazines, but with a unique twist: 
these computers were available for sale directly to consumers and could 
be custom-assembled. The prices Dell was off ering were thus far lower 
than the retail brands. 
        In its first year, PC’s Limited had grossed over $6 million. Dell 
finally moved out of his dorm room and into his own condominium. 
Just two years later, in 1987, Dell created the first on-site-service 



program for his customers. With no stores that could act as service 
centres, Dell had little choice. 
        That same year, Dell expanded his company in the U.K., and 
eleven more countries over the next four years. In 1988, Dell change 
the name of PC’s Limited to Dell Computer Corporation and took the 
company public. On that very day, the company’s market capitalization 
grew by $30 million. In 1990, Dell tried to enter the retail world, selling 
his products through warehouse clubs and superstores. Despite this un-
successful venture, Dell was able to re-focus his company to be included 
in Fortune magazine’s 1992 list of the world’s 500 largest companies. 
        Over the next seven years, Dell would work hard to overtake Com-
paq as the largest single seller of personal computers across the country. 
In 1997, Dell celebrated its success with the shipping of its 10-millionth 
computer system. Dell was, without a doubt, a success. But, he wanted 
more. In 2003, Dell changed the company’s name to Dell Inc. in order to 
enable the company’s expansion into products beyond computers. Dell 
was now focused on entering the consumer electronics market, with the 
introduction of televisions, handheld devices and digital stereos. 
        Unlike his previous attempt into taking his company into retail, 
this venture proved much more successful for Dell. Meanwhile, Dell 
Inc. was expanding its presence overseas and the company topped 
Fortune magazine’s 2005 list of Most Admired Companies. But, tough 

T
o become a success, 
Dell says, “You just 
need a framework 
and a dream.” 

Dell transformed a dorm 
room venture into one of the 
world’s largest billion dollar 
corporations. He became the 
youngest CEO in history to ever 
head a Fortune 500 company 
and he created a revolutionary 
new model for doing business 
in the information age. How 
did he do it?

HE HAD FOCUS Dell isn’t the 
computer industry’s biggest 
innovator, but nor does it try to 
be. Dell knows what it is good 
at and what made it a success, 
and it has stuck to that formula. 
By cutting operating costs, 
eliminating the middleman, 
scrapping inventory and 
spending a minimal amount on 
research and development, Dell 
is the first to admit that it’s sole 
goal is to off er computers at the 
lowest possible price and leave 
the cost and risks of innovating 
to others. 

HE PRIORITIZED THE 
CUSTOMER With little 
innovation of its own, Dell 
is often accused of being 
a one-trick pony. “No,” he 
replies. “We’re a two-trick 

pony. We satisfy customers 
and we make a profit.” From 
day one, Dell has made a point 
of studying his customers as 
opposed to his competitors, 
believing this would give him a 
greater competitive advantage. 
By focusing on product 
customization, customer needs 
and customer service, Dell has 
established his company as one 
of the most customer-centric in 
operation today. 

HE DELEGATED AUTHORITY
Dell might have started off  on 
his own at 19 years old, but as 
the company grew, he knew his 
success would depend on the 
people he surrounded himself 
with. “There’s no such thing 
as a self-made success,” he 
says. “We are all gifts to each 
other, and my own growth 
as a leader has shown me 
again and again that the most 
rewarding experiences come 
from my relationships.” By 
giving his staff  a high degree 
of responsibility and authority, 
Dell was ensuring his team had 
an equal amount of interest in 
seeing his company succeeded 
as he did. 

HE WAS FLEXIBLE “Swing for 
hits, not home runs,” says Dell. 
“Business is like baseball. If 
your competitor is batting 300 

you want to bat 350 or 400. 
No-one’s batting 1000. So 
you can’t worry about it.” Dell 
wasn’t aiming to be perfect. 
But, he did want to stay on top 
of his competitors. By being 
aware of changing trends 
and being flexible enough to 
adapt to them, Dell was able to 
use those very changes to his 
advantage. 

HE WAS INDEPENDENT Dell 
had everyone from his parents 
to industry experts telling 
him to ignore his dream and 
go back to school. There was 
no way a 19 year old with no 
innovative product of his own 
could break into the game, they 
said. But, Dell believed in what 
he was doing. He knew there 
was a demand that he could 
meet and he refused to listen 
to his critics until they were 
singing his praises. 

You only need look at the name 
on the computer in front of 
you and chances are Dell’s 
success will quickly become 
apparent. Dell has not only 
set the bar for customized, 
low-cost computers, but by 
making his success seem so 
simple and straightforward, 
Dell has become one of the 
most fascinating and copied 
entrepreneurs in history.
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times were ahead. In November 2005, Business Week published an 
article called “It’s Bad to Worse at Dell”, detailing the company’s 
projected shortfalls in earnings. In August 2006, Dell announced 
that it would be recalling 4.1 million laptop batteries due to safety 
concerns in what was the largest safety recall in the history of the 
consumer electronics industry. 
        This was a lesson Dell did not forget. He realised that as a 
public company, his hands are tied by investors and regulations. In 
2013, Michael Dell with the help of Silver Lake Partners, Microsoft, 
and a consortium of lenders, took Dell, Inc. private. The deal 
was reportedly worth $25 billion and faced diffi  culties during its 
execution. Notable resistance came from investor Carl Icahn, but 
after several months he stepped aside. Michael Dell received a 75% 
stake in the private company.
        Today, Dell Inc. continues to use a direct-sales model to sell its 
products to both consumers and corporate customers. By receiving 
payment for products before it has to pay for the materials, Dell 
minimizes the risk that befalls many other companies. In 2016, 
Dell completed the acquision of EMC Corp, a leader in storage 
solutions, to form Dell Technologies. The combined entity has 
a revenue of over US$ 61 billion in 2016 and employs 138,000 
people worldwide. Not so bad for a 19 year old dropout.  
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egardless of the “start-up boom”, 
social start-ups, or better known as 
social enterprises remain a minority in 
Southeast Asia. This could be due to the 
lack of awareness on social enterprises 
and the public in the region paying more 
attention to tech-related companies. 
        Social enterprises are organisations 
that have a social cause as their primary 
mission and uses a private sector business 
model to sustain themselves. In this issue 
of SME, three social entrepreneurs share 
their journey in the social sector. 
        Additionally, Malaysian Global In-
novation & Creativity Centre (MaGIC) 
executive director of ASEAN Centre of 
Entrepreneurship and Community & Out-
reach Ehon Chan also gave us valuable 
information on what it takes to be a social 
entrepreneur and what he thinks of the 
future of Malaysia’s social enterprises.
        Kal Joff res founded Tandemic with 
co-founder Hakim Albasrawy. A few years 
ago, they had an idea about how social 
media could be leveraged for social good. 
“The first idea you start with is never the 
right one though and we pivoted our work 
several times before we got to where we 
are today. 
        “I think what’s important is not so 
much the initial part that started some-
thing but the continuous growth process 
that comes out of taking something to 
customers, getting real data and feedback 
about that, and responding to it.”

BRINGING INNOVATION TO THE SOCIAL 
SCENE Joff res said that Tandemic’s 
mission is to bring innovation to the 
social sector. “The private sector has 
been tremendously eff ective and taking 
advantage of new technology and 
management approaches to innovating. 
We’re working to bring that innovation to 
make an impact in the social sector.”
        He pointed out that building a social 
enterprise comes with work-related and 
personal challenges. “It’s by working 
through all those ups and downs and con-
tinuously seeking out what’s resonating 
with people that we get to the other side – 
stability – for a social enterprise.”
        He said that one of Tandemic’s 
biggest challenges is scaling up their work. 

“We’re expanding our work regionally 
so we can find the right kinds of partners 
who share our vision and have the 
capacity to help us scale up our work so 
we can have a bigger impact.”
        Sharing some pointers on starting a 
new social enterprise, Joff res stated that 
there are two things he would keep in 
focus. “The first is to keep the business 
model simple. Building a social enterprise 
isn’t easy. I often speak with social entre-
preneurs who are trying to build a social 
enterprise on multiple sides – they’re try-
ing to organise craft makers in a commu-
nity and simultaneously build a market. 
        “This doesn’t work very well because 
there are too many moving parts. If 
you want to have a chance at building 
something that can have a significant 
impact, focus on one thing and work with 
someone else to do the other.”
        The second thing is to focus on 
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A CAUSE TO EMPOWER REFUGEES 
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modules and curriculum for 
diagnosed patients. We hope to 
raise mental health awareness, 
and people’s willingness to seek 
medical help for mental issues if 
needed,” stated Huang. 
        Speaking on the challenges 
she faced as a social entrepreneur, 
Huang said, “Initially when I 
started, I was alone. Finding key 
team members and managing my 
team is a key challenge. I believe 
that armed with core values such 
as integrity, clarity, a winning 
mindset of being open and giving, 
it is much easier to navigate many 
unexpected issues that come up 
along the way. 
        “Having a good support 
system of advisors and mentors 
really help too, to guide me in the 
right direction. I am immensely 
grateful for all the guidance and 
help I have received this past year 
from everyone who wants to see 
us succeed, and the hardworking 
staff  that have joined our team.”  
        Huang pointed out that 
over the past one year, raiSE has 
organised courses, seminars and 
many activities for grant awardees 
and active social enterprises to 
attend and learn. However, she 
opined that there is no adequate 
preparation that can prepare 
one for the events ahead their 
entrepreneurship adventure. 
        “I am still learning how to 
embrace fear and anxiety on some 
days, and to approach all things 
with fortitude and tenacity. Maybe 
this is something that a budding 
social entrepreneur can reflect on 
as well, on how mentally tough 
they are,” she added.
        Nevertheless, she stated 
that the social start-up scene is 
very exciting now in Singapore. 
“On 19 August, we just had the 
second annual Festival For Good 
carnival where more than 70 
social enterprises came together 
to share and celebrate the good 
work that we are doing.” 
        Ehon Chan, who leads 
MaGIC’s ASEAN Centre of 
Entrepreneurship (ACE) said 
that the first thing to consider 
for a social entrepreneur would 
be the underlying motivation for 
the interest in becoming one. 
“For some people, it is simply the 
freedom of being their own boss 
while for others, it is a deep-
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rooted emotional connection to 
a problem that will result in a 
lasting positive impact.
        “Budding social 
entrepreneurs also would require 
a thorough understanding of 
what a social enterprise is and 
is not. They should possess in-
depth knowledge of the social 
entrepreneurship landscape 
of their nation to identify 
and understand the possible 
challenges, opportunities and 
assistance or support available for 
them to leverage on.”
        He said that the next 
requirement is to have a clearly 
defined problem and how does 
the entrepreneur plan on solving 
it. “A social entrepreneur at any 
point in time has to be constantly 
on the ball and know the issues 
they are trying to solve in and out. 
        “It is great that you are inter-
ested in making a positive impact 
but if you are uncertain about the 
problem and/or the solution, try 
to be part of an existing social 
enterprise to learn the ropes.”
        The business model of the 
social enterprise is crucial to 
consider, pointed out Chan. If 
an entrepreneur does not have 
a solid business model in place, 
chances of the social enterprise 
failing are relatively high. 
        Chan stated that some of 
the common business models for 
social enterprises are:
   CROSS-SUBSIDISATION 

uses revenue generated 
from one consumer tier to 
subsidise the cost for another 
consumer tier.

   BUY AND GIVE  
donate one product or 
service for each product sold.

   MICRO FRANCHISING  
often from the bottom of 
the pyramid; to start up 
small franchise businesses 
without a significant 
upfront investment. These 
enterprises are often 
combined with microfinance 
to help the entrepreneur pay 
off  the franchise costs.

   INCLUSIVE BUSINESS  
include the poor or 
underprivileged in a 
company’s value chain on 
the demand side as clients 
and consumers, or on the 
supply side as producers, 
entrepreneurs or employees.

   START-UP GUIDE       27

refugees in Malaysia through a food business. 
        The trio were volunteer teachers at a refugee school in Cheras, 
Kuala Lumpur. In college, they had initiated awareness and fundraising 
events in aid of refugees, and created a platform called Hands of Hope 
Malaysia for their fellow students who wished to volunteer at the school.
        Suzanne, who oversees marketing and communications, said, 
“We came to understand the challenges faced by these marginalised 
communities and realised a pressing problem. One to two students were 
dropping out of school on a regular basis every week.”
        After paying home visits to the drop-outs, Suzanne, Swee Lin 
and Yuet Kim found that the students’ families were struggling to pay 
their school fees. The school is funded by the refugees and students are 
charged RM50 per month. 
        “That, on top of having to pay for their house rental (between 
RM650-RM1,000 a month), does take its toll on the families’ already 
limited finances. The children have no choice but to stop schooling.
        “Yuet Kim came up with the idea of helping the families earn an in-
come through the most basic of human needs – food. The families cook 
for themselves regularly anyway, so why not turn that into a livelihood?.”
        Since receiving its first orders in January 2016, the Picha stable has 
grown from one Burmese family – whose son, Pita (pronounced Pi-cha), 
inspired the project’s name – to nine, including those from Syria, Iraq, 
Afghanistan, and Palestine. 
        “Proceeds are split 50:50 with the families and to date, Picha 
has generated over RM330,000 for them, from 32,000 meals sold. 
Currently, we are running three diff erent revenue streams – lunch-
boxes, catering and open-house series,” said Suzanne.
        She added that The Picha Project has received grants from 
government agency MaGIC and independent not-for-profit organisation 
myHarapan in total of RM 45,000.
        Getting sales has always been a challenge for The Picha Project. 
“We are always hustling every day to do cold calls, cold marketing, 
meeting a potential client, and getting recurring sales. Currently, the 
other challenge is to hire a full-timer to join our team,” cited Suzanne.
        She said, “It is important for budding social entrepreneurs to do 
the small things right, such as inviting them to your events and keeping 
in touch with them. Always meet as many people as you can, especially 
mentors who support your start-up idea to collect feedback on the things 
that you can improve on.”
        Suzanne said that although all of The Picha Project’s beneficiaries 
are refugees at the moment, she and her co-founders would like to 
support Malaysians including the urban poor, orang asli and the 
homeless in the near future.
        “We believe that not only the rich can have something to off er to 
the poor, but the poor have something to off er as well. We need to learn 
from each other to make the world a better place,” she added.

HELPING MENTAL HEALTH PATIENTS Joan Huang runs the Center 
Pottery Studio which she founded a year ago in Singapore. “I had 
attended the LeapForGood workshops organised by the Singapore 
Centre for Social Enterprise (raiSE), to brainstorm ideas to address 
mental health issues, and help the elderly. 
        “I attended these workshops simply with the intention to share my 
experiences of working at the hospitals with mental health patients. I did 
not have the intention of starting my own social enterprise. 
        “But after three weekends of brainstorming, I had a lightbulb mo-
ment to combine pottery (which I learnt as an undergraduate) with medi-
cine/medical treatment. This is how Center Pottery started,” she said.
        raiSE was set up in 2015 to develop the social enterprise sector in 
Singapore. It nurtures new enterprises by providing advisory services, 
programmes, training and resources to sustain their growth.
        Center Pottery’s goal is to use the therapeutic art of clay making 
to help mental health patients in their recovery. The social enterprise 
works with two prominent psychologists to combine the science of mod-
ern psychology with clay art to create a robust therapeutic curriculum.



   DESIGN FOR EXTREME 
   AFFORDABILITY  

based on a technology 
or service that has been 
fundamentally redesigned 
and has achieved maximum 
effi  ciencies so that it is 
aff ordable to the poor. These 
products or services tend to 
be solutions that are both 
less expensive and more 
locally responsive.

SUPPORTING SOCIAL 
ENTREPRENEURS MaGIC is 
committed to driving the growth 
and systemic changes within 
the social entrepreneurship 
sector through policy dialogues, 
engagement with the private 
sector, community outreach 
programmes, capability 

social entrepreneurship is relatively new. Most of Malaysian social 
enterprises were founded in the past five years. Almost half of all social 
enterprises have yet to consistently cover their cost. They get most of 
their revenue from business-to-business (B2B) sales.”
         Chan pointed out that there is more government involvement in 
social entrepreneurship in Malaysia this year. “Government bodies 
are setting up support systems for social enterprises as it recognises 
that social enterprises can help tackle social issues in new and cost-
eff ective ways. 
        “We can see more collaboration between social enterprises and the 
government to solve social issues. For instance, the procurement of VIP 
gifts for the SEA Games from social enterprises”
        He said that impact investment is quickly gaining traction. “Impact 
investments will grow fast as social ventures increasingly demonstrate 
their ability to deliver scalable impact with attractive financial returns. 
        “Increased innovation from the corporate sector is also evident. 
Instead of the usual Corporate Social Responsibility (CSR), corporates 
are quickly adopting Corporate Entrepreneurship Responsibility (CER). 
        “Innovative partnerships between companies and social 
organisations are allowing companies to reach new markets or create 
new social impact models that can be expanded and replicated,” he 
added. 

development and social impact 
measurement programmes, and 
providing a platform for social 
entrepreneurs to engage with 
impact investors, said Chan.
        He said that although there 
has been increased adoption 
of the social business model, 
social entrepreneurship is still 
embryonic in Malaysia.
        “This is the perfect opportu-
nity for us to invest strategically 
to ensure the development of 
a sector that will transform the 
nation’s economy to one that 
is more equitable and sustain-
able. According to the Thomson 
Reuters Foundation poll, Malaysia 
is the ninth best country in the 
world to be a social entrepreneur.  
        “Based on the findings of 
our survey, the typical Malaysian 
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Tandemic is an innovation lab based in Kuala 
Lumpur and Singapore. It focuses on applying new 
approaches to addressing social challenges ranging 
from preventing diabetes to improving the quality 
of vocational education and works in partnership 
with the social organisations, the private sector, 
and governments.
        Through his work, Jo� res has served clients and 
partners such as UNICEF, UNDP, Standard Chartered, 
Microsoft, Novo Nordisk, and Sime Darby. For his 
social impact work, he has been recognised as part 
of the Purpose Economy Asia 100, 100’s Asia leading 
social innovators.

TANDEMIC CEO AND CO-FOUNDER 
KAL JOFFRES

Picha Project was founded by Suzanne, Swee Lin and 
Yuet Kim, former college mates, where each had 
pursued a di� erent course – psychology, account 
and � nance, and music respectively. 
        The social enterprise aims to empower 
marginalised communities in Malaysia through a 
sustainable food catering and delivery business. 
Swee Lin handles � nance and human resource, 
Suzanne oversees marketing and communications, 
while Yuet Kim takes on the role of CEO and drives 
the overall direction.

THE PICHA PROJECT CO-FOUNDERS 
LIM YUET KIM, LEE SWEE LIN AND SUZANNE LING

Joan founded Center Pottery studio about a year 
ago with the mission to use clay through art ther-
apy to help individuals with mental health prob-
lems. Being one who excels in her pursuits, she is 
a Doctor of Medicine, PhD candidate (Psychology) 
and Asian Games gold medallist in sailing.
        She studied ceramics at the University of 
Pennsylvania, Philadelphia, under master potter 
Sumi Maeshima and at Main Line Art Center in 
Philadelphia, with master potter Bob Deane.

CENTER POTTERY FOUNDER 
JOAN HUANG



Established in 1993, NTC’s business 
covers Infrastructure & Data, Cloud & 
Security, Audio & Visual and Managed 
Services. It emphasises on its customer-
oriented corporate philosophy, and 
has developed methods to offer an 
Integrated ICT and AV solutions that 
are tailored for every client.

As a member of Aidas Group, our 
group businesses cover across regional 
countries like Indonesia, Malaysia, 
Thailand and Vietnam.

Wilson Ng
Founder & Managing Director,
NTC Integration Pte Ltd (Member of Aidas Group)

We are honoured to win the SME100 
Award ! It is a testament to our  passion 
and teamwork that drive innovation and 
growth for our organisation. A big thank 
you to our Valued Customers, Business 
Partners and dedicated Staff for their 
continuous support!
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initiative to help corporates and 
sector players drive innovation 
via start-ups and entrepreneurs. 
It is an open innovation challenge 
platform that enables corporates 
and sector players to post innova-
tion challenges for start-ups and 
entrepreneurs to hack.
        He said that corporates and 
organisations are crowdsourcing 
ideas and solutions through 
MaGIC Activate by tapping into 
a pool of talents who are also 
participating in the programme.  

INNOVATION CHALLENGES
Large corporates post innova-
tion challenges (projects) on the 
MaGIC Activate platform. Then 
start-ups with ideas from the 
R&D they carried out pitch solu-
tions to the challenges. Through 
this collaboration, large corpo-
rates save cost and time spent on 
in-house product development. 
        “For the start-ups and 
entrepreneurs, they will meet 
potential clients, gain market 
access and find partners for 
growth. Even if they fail in bidding 
for a project registered on the 
platform by our large corporates, 
they would have developed their 
innovative ideas to the stage of 
proof of concept,” said Ashran.
        He pointed out that the 
start-ups and entrepreneurs’ 
participation in the MaGIC 
Activate programme will add to 
their experience, helping them 

transform sectors,” he reasoned.
        Ashran said that MaGIC is 
working on this eff ort through 
the Corporate Entrepreneurship 
Responsibility (CER) programme. 
The programme’s purpose 
is to encourage more private 
sector participation in start-ups, 
innovation and entrepreneurship, 
driven by the CER Circle.
        The circle is made up of 
three components – CER Partners 
(large corporations), CER 
Enablers (technology support 
platforms) and CER Community 
(start-ups, trade organisations 
and SMEs). This builds a “mini-
ecosystem” which speeds up 
collaboration and communication 
between the CER Partners, 
Enablers and Community. 
        “We will not be just looking 
at Malaysia, but will be harvesting 
from the regional ecosystem to get 
the best ideas out of the region 
(ASEAN).” It is about getting 
the best deal that makes good 
business sense, he explained. 
        He said that Malaysian 
companies will benefit by compet-
ing in a regional environment. 
Meanwhile, local companies that 
lacks an edge when compared to 
regional competitors will know 
where they stand in the market. 
Knowing their position, these 
companies can then start catching 
up their regional peers.
        Ashran also introduced MaG-
IC Activate, a MaGIC & Techstars 
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attract business opportunities out 
in the open market. 
        Before ending his talk, 
Ashran urged start-ups and 
entrepreneurs learn more about 
MaGIC’s programmes and 
participate in them, thus tapping 
into a wider pool of resources. 
        Another speaker, Malaysia 
Productivity Corporation (MPC) 
Deputy Director General Dato’ 
Abdul Latif Abu Seman, shared 
his insights on “Enhancing SMEs 
Productivity through Public-
Private Partnership”.
        He said that SMEs need 
a robust climate with a good 
regulatory framework for business 
growth and regulations must be 
implemented after going through 
suffi  cient public consultation. 
This is because any regulation 
implementation bring significant 
impact on business performance 
and productivity, he explained.
        “As long as a business is pro-
ducing more output than input, 
then it is on a productive trend. 
However, productivity is about 
working smarter not harder. More 
output can be achieved by better 
combining inputs via new ideas, 
technological innovations, new 
business model and more effi  cient 
resource allocation.
        “It is also about managing 
cost to the minimum by 
exploring innovative ideas and 
new ways of doing things,” 
pointed out Abdul Latif.

H
eld at Pullman Kuala Lumpur 
Bangsar on 9 August, the SME 
CEO Forum 2017 gathered chief 
executives of government agencies 
and industry players to share in-
sights which can help SMEs scale.
        One of the talk session 
presented by Malaysian Global 
Innovation and Creativity Centre 
(MaGIC) CEO Ashran Ghazi 
touched on “Activating SMEs 
towards Innovation”. He urged 
corporations, sector players 
and entrepreneurs should be 
collaborating to drive innovation 
and build a more sustainable 
entrepreneurship ecosystem.
        He said that ideas coming 
out from business organisations 
are looking more similar, so it is 
important to tap into the creative 
minds of the slightly younger gen-
eration. This will shift mindsets 
and conventional views, he stated.
        “If we can match the 
younger market with experienced 
entrepreneurs, we will be able 
to develop new businesses and 
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SCALING 
TOWARDS 
MAJORITY

30    SME CEO FORUM      



supporting government agencies 
to create more e-payment 
facilities. More convenient and 
faster payment facilities helps 
usinesses in compliance matters 
and obtaining licenses.
        “In 2008, prior to the 
intervention by Pemudah, we 
only had 42 agencies running 
70 e-payment services. But, 
fast forwarding to 2015, the 
number has grown to 422 
agencies providing 742 e-payment 
facilities,” said Abdul Latif. 
        Malaysia is also ranked 
11th in the world on the ease for 
investors to get electricity supply. 
Abdul Latif said that the process 
takes four procedures through 
a period of 31 days. “Malaysia 
has set the frontier in regulatory 
quality and effi  ciency in reliability 
of supply and transparency of 
tariff s index, scoring 8 on the 
scale of 0-8,” he added. 
        Drawing to the matter of 
regulatory transformation, he 
said that public consultation by 
industrial sectors are carried out 
to get feedback from stakeholders. 
        “We review the regulations 
and implementations through the 
feedback from the consultation 
sessions. We also attend 

regional engagement sessions 
to check if Malaysia’s good 
regulatory process is on par with 
international standards. 
        “Public-private engagement 
is the order of the day, because at 
the end of the day businesses are 
the ones aff ected,” he said.
        Concluding his talk, Abdul 
Latif said that the Malaysia 
Productivity Blueprint is the way 
forward for the country. 
        Under the blueprint, Five 
strategic thrusts – building 
workforce of the future, driving 
digitisation and technology, 
fostering industry independence, 
ensuring robust and accountable 
ecosystem, and inculcating the 
practice of productivity – are 
listed down as a guideline to 
address productivity challenges.
        The SME CEO Forum 2017 
opening ceremony was offi  ciated 
by Business Media International 
managing director and group 
publisher and SME Magazine 
editor-in-chief Dato’ William Ng.
        Offi  cial platinum sponsor 
of the forum is Bukit Bintang 
City Centre, while offi  cial 
gold sponsors are Baker 
Tilly, Regus, SF Express and 
Worldwide Holdings.

        Under the Eleventh Malaysia 
Plan, the government is enhancing 
productivity through innovation, 
strengthening human capital 
development, increasing demand 
for SME products and services, 
and creating home-grown 
champions, he stated.
        According to Abdul Latif, 
there are initiatives under the 
public-private partnership being 
put into action through the 
Special Task Force to Facilitate 
Business (Pemudah) to improve 
the ease of doing business in 
Malaysia. One of the initiatives is 
to build a more effi  cient process 
to start a business.
        Referring to the Doing 
Business 2008 report by the 
World Bank, he said that starting 
a business in Malaysia used to 
take 31 days by going through 10 
procedures costing RM3,000. 
        “By 2017, the same annual 
report stated our process has 
improved to two days with three 
procedures, at a cost of RM1,010. 
However, our target is to shorten 
to it to one day through only one 
procedure, at a cost of RM1,000.”
        In line with the digital 
age, another eff ort carried out 
by Pemudah is monitoring and 
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        He said that productivity 
not only creates impact on 
businesses, but also helps to 
improve the standard of living 
and quality of life.
        Speaking on the SME 
Master Plan which is being 
carried out by the government, 
Abdul Latif said that the 
target is to increase SMEs’ 
national GDP contribution to 
41% by 2020. In 2010, SMEs’ 
contribution to the national 
GDP stood at 32%. 
        “We are also putting in 
eff ort to see SMEs’ contribution 
to Malaysia’s total export grow 
to 25%,” he added.



publisher and editor-in-chief of 
Business Media International 
and the award’s organising 
chairman said, “The judging this 
year is very intensive, given the 
record number of nominations. 
Despite the tough economic 
environment, it is clear our 
SMEs are not giving up.
        “Our hope is that through 
the Golden Bull Award, we will 
continue to motivate our SMEs to 
achieve greater heights.” 
        He urged businesses to go 
back to basics when they are 
competing in a tough market. 
“This include ensuring that 
products are of good quality, 
employees are well trained and 
well taken of, and customers are 
listened to and cared for.”
        He opined that too many 
SMEs rode the last economic 
boom, became successful but 
eventually paid the price of forget-
ting the basics. That is why these 
businesses are getting into the red 
when the market slows down. 
        A key diff erence between 
Golden Bull Award and other 
business awards is the data-driven 
approach of the programme. 
Nominees are judged based on 
data provided by the offi  cial credit 
bureau, Credit Bureau Malaysia, 
audited and ranked according to 
their business performance.
        The awards’ offi  cial auditor 
is Baker Tilly Monteiro Heng and 
offi  cial sponsors are Ecoworld 
and Isuzu Malaysia.

specialises in producing and 
supplying personal protective 
equipment (PPE) products in 
Malaysia and Southeast Asia.
        “The biggest challenge 
for enterprises today is not 
competition among peers, but it 
is about recruiting and retaining 
talents. Hence, our company 
provides a healthy working 
environment equipped with 
recreational facilities. This helps 
to increase the productivity of our 
employees,” said Lee.
        I-WAN Media CEO Dato’ 
Ishak Mohammad Ishtiaq is 
happy that his company won 
by the first participation of the 
Golden Bull Award. “Being 
a media, advertising and ICT 
services company, we are always 
looking for new opportunities and 
winning the award will help to get 
our name out in the market.”
        Another Outstanding Golden 
Bull winner, Industri Makanan 
Jati, was represented by its 
founder and managing director 
Tan Poh Kong. He believes the 
award will give an advantage to 
his company when sourcing for 
new customers.
        He has been in the crispy 
flour manufacturing business for 
the past 16 years. “It is not easy to 
start a business but perseverance 
helped me through challenges 
I faced. I also take a hands-on 
approach in my business, running 
R&D, production and sales.”
        Dato’ William Ng, group 

S
even months into the SME 
Start-up and Promotion Year, 
the Golden Bull Award made a 
comeback to celebrate its 15th 
year. A splendid gala dinner 
was held at the Majestic Hotel 
in Kuala Lumpur on 27 July to 
present awards to the winners. 
        The Golden Bull Award 
was first organised in 2003 by 
Expomal and Nanyang Siang 
Pau. It was subsequently acquired 
by Singapore Press Holdings 
before being relaunched in 
partnership with Business Media 
International, with the aim to 
transform the awards into a 
regional programme. 
        The awards are divided into 
three categories based on revenue 
of the winning companies – Super 
Golden Bull, Outstanding Golden 
Bull and Emerging Golden Bull. 
Many past winners have gone on 
to become public listed entities, 
cementing the awards’ tole as a 
catalyst for growth for SMEs.
        A record of 417 nominees 
submitted their names for this 
year’s awards and 86 businesses 
were recognised as Super Golden 
Bull (11), Outstanding Golden 
Bull (67) and Emerging Golden 
Bull (8) winners respectively. 
        “Having participated and 
won in the previous editions 
of the Golden Bull Award, 
it is an honour to again be 
recognised by the awards,” said 
Dato’ Lee Ngai Mun, founder 
and chief operation offi  cer 
of Outstanding Golden Bull 
winner Proguard Technologies.
        Proguard Technologies 

SSSSSSSSSSSSSS

GOLDEN
BULL AWARDS

32    GOLDEN BULL AWARDS      

specialises in producing and 
supplying personal protective 
equipment (PPE) products in 
Malaysia and Southeast Asia.
        “The biggest challenge 
for enterprises today is not 
competition among peers, but it SSSSSSSSSSSSSSSSSSSSSSSSSSS

GOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDENGOLDEN
BULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDSBULL AWARDS

   GOLDEN BULL AWARDS      GOLDEN BULL AWARDS   



33

NIGHT OF 
ENTREPRENEURIAL 

ACHIEVEMENT



   FEATURE      34

        So, does your business need big data 
analytics? Ask yourself these questions. 
01. Does my business know what the 
  customers want? 
02. How can my business operate more 
  effi  ciently with big data? 
03. What sort of talent do I need to 
  achieve this? 
The pace of the digital will make the next few 
years crucial for the Big Data Analytics indus-
try. It is important for businesses to take the 
necessary steps now for long-term gain. 

THE ASEAN DATA ANALYTICS EXCHANGE (ADAX)
SHARALA AXRYD IS CEO OF 

D
 
 
ubbed by many as one of the hottest jobs of the 21st century, data 
scientists and professionals have taken industries by storm with 
companies seeing the need to act on the banks of information available 
in the digital era. 

BIG DATA AND BENEFITS TO BUSINESSES The world is moving quicker 
than ever, with technological advancements in the last decade providing 

us the ability to store and compute large quantum of data in lightning speed. 
        The wealth of information available makes data scientists and professionals valuable assets 
to the organisations, by providing them the ability to analyse, process, and store the data they’ve 
collected to derive actionable insights. 
        Supporting this, data scientists and professionals are an integral component of competitive 
intelligence, a newly emerging field that encompasses several activities, such as data mining and 
analysis. Why is it important? This allows businesses to make more strategic decisions that will 
deliver long-term benefits. 
        When applied to the business, competitive intelligence can reduce operating margins, find 
new revenue streams, identify patterns and trends, and influence innovation. 
        A study by McKinsey Global Institute suggests that retailers analysing large data sets could 
increase operating margins by 60 per cent and the healthcare industry could reduce annual costs 
by 8 per cent or US$200 billion. Competitive intelligence is poised to off er data scientists and 
professionals increasing job opportunities in the coming years.
        For businesses with large amounts of unstructured data from varied sources, data 
scientists can help bridge the gap by providing insights that will impact business decisions, 
goals and challenges. 
        Businesses with less complex data sets could opt for data analysts instead as they’re able 
to use existing analytics and business intelligence tools to interpret historical data and derive 
immediately actionable insights from relatively accessible data and information.
        With increasing market volatility, analytics is the primary enabler to derive truth and 
meaning from data that drives the business growth. Senior executives are seeing the value of 
analytics and are investing heavily in technology, people, and processes. Data analytics is no 
longer a “nice to have” but an integral component of business function today. 
        In the context of Malaysia, we are already making steady progress towards becoming the hub 
for ASEAN’s big data analytics (BDA) industry, supported by a growing number of multinational 
BDA companies setting up operations in the country in recent years. 
        The growing local BDA industry also creates a demand for more quality talent. Malaysia has 
made strong commitments to develop 2,000 data scientists and 20,000 data professionals by year 
2020 with the formation of the ASEAN Data Analytics Exchange (ADAX) recently. So, what does 
this mean for businesses? A unique opportunity to collaborate with industry players and gain 
greater access to quality talent. 
        Hiring talents can be costly aff air, especially since they are hot in demand. Businesses can 
also consider upskilling and reskilling their workforce to stay relevant. This is a pragmatic and 
cost-eff ective solution for employers, with several quality training providers available in the market 
– The Center of Applied Data Science (The CADS), SAS Institute, and Cloudera to name a few. 
        The wide range of training programmes provided by these institutions will allow 
businesses to upskill their current workforce to increase productivity, improve retention, better 
communication, and ultimately save money.  

BY 
SHARALA 
AXRYD
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        Finally, in the event of a worst-case 
scenario, should the preventions and 
recovery actions both fail, trade credit 
insurance companies could then proceed 
to indemnify the policyholder the unpaid 
amount from their customers according to 
the insurance contract terms.

LACK OF AWARENESS Having worked with 
various SMEs in Malaysia, we observed that 
most SMEs are under-insured when it comes 
to protecting themselves from credit risk. 
One possible reason for this could a lack of 
awareness on the importance of trade credit 
insurance. 
        While they will no doubt purchase 
insurance to protect their physical assets such 
as fire insurance for their premises or coverage 
against theft, many SMEs are unaware of how 
trade credit insurance could help to mitigate 
risks, boost sales and protect their bottom line.
        With the economy back on track to a 
more positive future, prospects of growth in 
the global economy off er ample opportunity 
for Malaysian SMEs to break new ground and 
acquire new clients.
        However, they would need to start taking 
trade credit insurance more seriously to better
equip themselves to extend their reach in the 
international market.  

AND PRACTICE LEADER FOR FINPRO/CASUALTY AND PLACEMENT 
PRACTICE, MARSH INSURANCE BROKERS MALAYSIA.

DEVAKUMARAN PALNISAMY IS THE SENIOR VICE PRESIDENT 

E
 
xpanding across national borders is a goal for many SMEs in Malaysia. 
However, the risks of doing so may well outweigh the benefits. 
Challenging uncertainties in the global economic environment
have given rise to an increase in trade and country risks for many 
regions all over the world.
        While the global economic growth outlook appears more robust 
this year, companies seeking to expand overseas will still have to 
take into consideration other risks as well. For Malaysian SMEs, the 

question is how can they go global in a challenging environment, armed with limited resources 
and without the financial strength and manpower of larger corporations?
        The answer lies in tackling the root of the problem – risks. Doing business or setting up shop 
abroad carries an assortment of risks. All organisations, including SMEs, must look for ways to 
secure their growth while safeguarding their interests and assets against financial setbacks and 
other risks that are beyond their control. One such method is through trade credit insurance.

WHAT IS TRADE CREDIT INSURANCE? Trade credit insurance helps businesses to manage 
receivables risk such as insolvency, financial diffi  culties or the inability to settle debts in 
accordance with the agreed payment terms. 
        It consists of three main components, namely prevention, recovery and indemnity, which 
together give businesses the confidence to extend credit to customers while improving access to 
funding from banks and other financial institutions at competitive rates.
        Trade credit insurance can also be used to prevent protracted defaults. For instance, a 
prospective customer overseas intends to purchase goods from a company on credit terms. The 
company has done some research and found that the prospect is creditworthy and has a relatively 
good standing among other suppliers. 
        However, as this is its first venture overseas with this particular prospect, it is a little hesitant 
to extend credit. What can it do? This is where trade credit insurance comes in.
        Trade credit insurers have access to the credit ratings of a very large number of 
organisations that will most likely include any prospective customers a company may wish to 
engage. They also have a very large global database, thus allowing them to conduct the credit 
risk analysis on behalf of their clients and putting them into a strong position to negotiate 
trading terms with their prospects.
        In addition, trade credit insurance can help to relieve clients of the fear of non-payment on 
the part of their customers by providing them with an indemnity against the non-payment.
        It is also possible for trade credit insurance to address political risks. A value-added feature 
of a trade credit policy is that the insurer can also act as a credit controller of sorts. This is 
especially useful in cross border transactions where a company may not be very familiar with the 
local laws and language. Trade credit insurers with their global networks would be able to assist 
with the collection, thus allowing the company to concentrate on its business.
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T
hough being 
seen as less 
active and 
prominent in the 
SME segment of 
the banking 

industry, AFFINBANK Group 
(AFFINBANK or the Bank) is 
now lining up plans to grow its 
SME banking portfolio aggres-
sively. The Bank’s first move is to 
split its business banking division 
into the SME & Commercial 
Business, and the Corporate & 
Public Sector Business divisions.
        AFFINBANK’s Director of 
SME & Commercial Business di-
vision Lim Kee Yeong stated that 
these two divisions were offi  cially 
established in January this year. 
He has emphasised that the SME 
& Commercial Business division 
aspires to become the preferred 
partner to Malaysian SMEs, pro-
viding them with comprehensive 
financing services as well profes-
sional advisory support.
        “We are reviewing and doing 
appropriate modifications to our 
current systems and processes 
starting from the very basic 
application forms to loan approval 
conditions so to endeavour ease 
and convenience to local SMEs,” 
he added.
        A five-year plan has been 
established in alignment with 
the Bank’s major transformation 
programme, AFFINITY. 
AFFINITY is the Bank’s strategic 
transformation programme 
intended to propel the group 
to a new level of performance 
by remodelling its businesses to 
compete more eff ectively. 
         “In conjunction to this 
five-year business plan, we will be 
putting in infrastructures, people 
and processes into the system, 
hence building value propositions 
for the SME businesses over the 
next few years.”
        Lim said that all details, 
procedural guidelines and en-
hancements for this SME banking 
model and growth plan will be put 
in place within the next 24 to 36 
months. With such pronounced 
eff orts being put in place, Lim 
is confident that the Bank will 
acquire a more competitive stake 
in the SME market.
        “We have enough products 
to off er to the SMEs, but the key 

is when and how do we encourage 
and attract the customers to take 
up these products that we have to 
off er,” he cited.
        One segment of the SMEs 
that the Bank is interested to 
capture is the start-ups. “We 
are looking at businesses that 
have been in operation for 
not more than three years and 
we have a dedicated team to 
cater to these new-to-market 
customers,” he explained.
        “We see extended oppor-
tunities available to be explored 
within this category, not only just 
at the current business phase 
but stretching into the maturing 
phase of their business cycle. 
During the start-up phase, we are 
here to assist them with perhaps 
acquiring their first business cur-
rent account and bank guarantee 
as well providing preliminary 
financial advisories.  And by the 
time these start-ups mature into 
the next business phase, we can 
then off er new propositions that 
suit to their needs. “ 
        Speaking of their target, Lim 
said that the Bank is looking at 
a compound annual growth rate 
(CAGR) of 15 to 20 per cent for 
its SME banking segment. 
        Distribution will be one 
key point in the execution of 
the division’s five-year plan 
including both manual and 
digital distribution. 
        “Manual distribution will be 
carried out through our business 
centres. Currently we have 20 
business centres. We plan to grow 
the number of centres to 23 by the 
end of 2017 and to 26 centres by 
next year.
        “The business centres will 
focus on medium to large sized 
customers, however the smaller 
sized customers and new start-ups 
will be handled by a dedicated 
team - the Alternate Channels 
team. This team handles all non-
conventional services and they 
will be supported by a telesales 
team as well by the first quarter of 
2018,” said Lim.
        Other than that, 
AFFINBANK is reviewing its 
trade facility packages. This will 
account for the need to set up 
more trade windows nationwide.  
There will entail the need to look 
into bundling in more attractive 

AFFINBANK 
BUILDING 
STRONG SME 
FOUNDATION

AFFINBANK’S DIRECTOR OF SME AND COMMERCIAL BUSINESS DIVISION LIM KEE YEONG

financial off erings for businesses to be put in place in the next six to 
twelve months.
        For digital distribution, he said that the Bank is still in discussion 
with vendors and a more concrete plan will be established in the second 
half of 2018. 
        Another intangible side to grow the Bank’s SME banking services 
is to amplify customer engagement. “SMEs need more than just loans, 
some businesses lack knowledge with building credit history or even 
book-keeping skills and what we can ride on is to provide simple 
advisories as well and financial advice. We are in the process of building 
a value-added-solution for SMEs to obtain relevant financial information 
and services,” he added. 
        The SME & Commercial Business division has conducted 
more than 10 customer engagement activities nationwide since its 
establishment. “We have talked to these customers and are able to have 
a better understanding after which. And this has added much value to 
our follow-up business propositions.” said Lim.
        “We will also be improving our online banking services, including 
adding off erings to make it more SME friendly”, according to Lim. “We 
are in the process of enhancing our loan origination system (LOS) and it 
will be ready sometime next year to cater for a larger customer volume. 
Our digital banking section is also working on customer engagement 
through the Bank’s social media and internet banking platform.
        Lim said that the SME & Commercial Business division has been 
mainly carrying out foundation building work up to date. He opines that 
it is important to build a strong base for the growth of the Bank’s SME 
segment. However, he remains confident that the bank will see more 
significant results next year.  



C
o-working is a global 
movement to create 
innovative, collabora-
tive and community 
driven workspaces that 
move beyond tradi-
tional work environ-
ments. Stop working 
alone – work for 

yourself, not by yourself.
        In recent years, co-working space has 
been emerging as a new trend in Asia. This 
is supported by the rapid increase of remote 
workers and changing working styles, as new 
generations seek more flexibility in their job. 
        Co-working spaces are also sprouting 
up in Malaysia and a new player has just 
joined the fray in Penang. Located at the 
heart of Georgetown, disruptive co-working 
space Scoopoint off ers amazing working 
environment and facilities. It is also a 
platform to live up to one’s passion, network, 
collaborate and inspire one another. 
        In a mixture of relaxed suburb home 
living atmosphere and concentrated working 
environment, Scoopoint creates room between 
work and privacy in which the innovation and 
creativity of professionals are fostered.
        Penang is such a wonderful place to 
live, work and play. Unfortunately, many 
Penangites have left the beautiful island 
because of limited resources for career 
development, business advancement and 
chances of starting a business. Scoopoint 
aspires to change this perception to help 
Penang retain its talents.
        Scoopoint founder and creative director 
Mei Tan said, “We connect entrepreneurs 
from diff erent backgrounds and industries. 
We create a platform for them to collaborate, 
create opportunities and grow together as a 
strong and positive community here in Penang. 
        “We also provide creative and 
consultation services, such as branding, 
advertising design, social media marketing, 
estate planning and funding options to bring 
their business to the next level.”
        She said that Scoopoint also wants to be 
the connection point for businesses and entre-
preneurs from other cities to connect and seek 
new opportunities and collaboration with the 
Penang market and businesses. “Setting foot in 
the new market is never easy, but we created a 
platform to make this possible,” she added.

THE BIRTH OF SCOOPOINT COMMUNITY
According to Mei, she studied in the US and 
in her university, there is a strong community 
even though students come from diff erent 
background and majors. 
        “We always encourage and inspire 
each other. This motivated me and kept my 
passion burning. However, when I moved 
back to Penang, I couldn't find a platform or 
community that to share my positivity, passion 
or ideas with. 
        “I knew that my passion and ideas will 
gradually wither. So, I decided to create the 
community (Scoopoint) to help each other 



grow and keep up our passion.”
        Mei also pointed out that there is a lack of 
connection and resources from other indus-
tries and cities. “There aren’t many opportuni-
ties for young start-ups and entrepreneurs here 
in Penang because most of them have left to 
bigger cities. So, I decided to encourage more 
talents here to collaborate across diff erent 
industries and cities or countries. 
        “Scoopoint is the connection point for 
businesses and entrepreneurs from other cities 
to tap into the Penang market and expand their 
opportunities here. Meanwhile, our Penang 
start-up-and entrepreneurs can also tap into the 
connection to grow and expand to other cities.”
 
IDEA BEHIND SCOOPOINT’S NAME
Speaking on how Scoopoint got its name, Mei 
said that it originated from “scooping ideas”. 
“The word scoop is very catching and I always 
use it as ‘scoop ideas’. Plus, I was looking 
for words that tie with social collaboration 
opportunities (SCO). 
        “I believe that scooping together every 
day will make us mountains together. And 
since Scoopoint is the connection point, every 
point in other cities would be a Scoopoint too. 
Our members are called Scoopies, while the 
process of brainstorming or making it happen 
is called Scooping,” she explained.
        She said that Scoopoint’s vision is to cre-
ate a positive working environment, communi-
ty and opportunities to encourage passion and 
collaboration that drive success and happiness.

        Offi  ce facilities in Scoopoint include 
high speed internet supported by TIME, 
working desks and offi  ce rooms, cabinets, 
lockers, admin and mail services, electrical 
plug points, phone and conference booth, 
meeting rooms and training rooms. 
        Scoopoint believes in work life balance 
and positive working environment, so other 
facilities – a cosy sofa area overlooking 
the sea view, table tennis table, nap room, 
standing working station and a pantry 
area – are included. The pantry has all the 
necessities, such as microwave, toaster, 
coff ee machine and refrigerator.
        Mei said that Scoopoint also 
off ers event and meeting room rental 
with full set of equipment for training, 
presentation, product launch, workshop, 
meeting and others. 
        On the other hand, the co-working 
space is always looking for new speakers 
from diff erent industries and background 
for experience sharing and giving 
insights that can inspire and broaden the 
knowledge of Scoopoint members and the 
public, she said.
        Within two months of operations, 
Scoopoint has already organised 18 events. 
Examples of the events are Big Step into 
UX design skill-share by Can Yelok, 
Women Entrepreneur Night by Krista 
Goon, Penang Entrepreneurs Networking 
Night, Intellectual Property Talk by 
Gordian, BrandYourself Showcase by Steve 
Wee, Product Design 101 from Expedio. 

FUTURE EXPANSION Scoopoint is looking 
at expanding its Scoopie membership 
to other cities. “We want to set up new 
Scoopoint co-working branches in cities like 
Kuala Lumpur, Kuching, Melaka and other 
parts of Malaysia for our short-term goal. 
        “Eventually, our goal is to bring 
Scoopoint to other countries in Southeast 
Asia, such as Vietnam, Thailand, Indonesia, 
Philippines and Cambodia to connect these 
points globally,” said Mei. 

Other than being a working and community 
space, Scoopoint is also a branding and 
creative house that provides creative solution 
and consultation and design services to its 
members and non-members. 
        “We have an in-house team with almost 
eight years of experience in the branding and 
advertising fields. We also provide consultation 
services by working closely with our panel of 
advisors, such as BrandYourself Agency, Asia 
Green Group, StayHi Social Media Marketing 
and InSync Group,” said Mei.

ABOUT CO-WORKING SPACE
C

o-working space provides flexible and cost-saving renting of desks, small offi  ce 
rooms and meeting rooms. It is a solution for those in need of small working space 
with basic facilities. 

        In the past, many SMEs, start-ups, freelancers, self-employers and remote workers only 
had the options of working at home, in cafés or traditional offi  ce environment This was 
because renting and setting up a big offi  ce space is a costly long-term commitment.

WHO IS IT FOR? Small businesses, freelancers, remote workers, budding entrepreneurs, 
start-ups and those who are looking to transition out of their isolated work environments 
– home offi  ces, traditional offi  ce and cafés – into a creative workspace that will push their 
productivity and creativity to the next level.

HOW DOES IT WORK? People and businesses of all kinds come together in one facility to 
share resources, create a community and reduce operating costs. They can opt to use a co-
working space by the day or monthly, or anywhere in between. It is flexible. 

T
he 
Scoopoint 
co-
working 

space is opened 24 hours 
every day for desk 
members. Available 
packages offered are: 

SCOOPIE 
MEMBERSHIP 
(minimum 3-month 
subscriber)
 Free 3 days hot desk
day pass
 50% off for hot desk
day pass 
 50% off for first hour
meeting room rental
 Exclusive invitation 
to events
 Online and offline
community platform
to connect and 
share ideas
 Special discount with
Scoopoint merchant 
partners like cafes, 

hotels and restaurants
 Special discount on
branding, marketing 
and advertising 
consultation with 
design services
 Mailing address and
mail handling service

HOT DESK 
DAY PASS 
 9am to 6pm flexibility
hot desk usage
 Usage of facilities
include high speed 
internet, play area, 
pantry and nap room
 Free coffee, tea 
and snacks

HOT DESK 
PART TIME 
(10 days in month) 
 9am to 6pm flexibility
hot desk usage
 Usage of facilities
includes high speed 
internet, play area, 

pantry and nap room
 Free coffee, tea 
& snacks
 Include all membership
privileges

HOT DESK 
FULL TIME 
(monthly)  
 24/7 flexibility access
hot desk usage
 Usage of facilities
includes high speed 
internet, play area, 
pantry and nap room
 Free coffee, tea 
& snacks
 Printing credits
 Free 1 locker
 Include all the
membership privileges

PRIVATE DEDICATED 
DESK FULL TIME 
(monthly) 
 24/7 flexibility access
hot desk usage
 Usage of facilities

includes high speed 
internet, play area, 
pantry and nap room
 Free coffee, tea 
& snacks
 Printing credits
 Free 1 locker
 Include all the
membership privileges

PRIVATE OFFICE 
ROOM FULL TIME 
(monthly) 
 24/7 flexibility access
private office usage
 Up to 5-pax per office
 Usage of facilities
includes high speed 
internet, play area, 
pantry and nap room
 Free coffee, tea 
and snacks
 Printing credits
 Security access to
office room
 Business name or logo
on the door
 Include all the
membership privileges
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N-HANCE WOOD REFINISHING 
Year Founded: 2001
CEO: Dan Tarantin
Number of Franchisees: appx. 500

N
-Hance is a wood refinishing franchise 
that uses a proprietary refinishing 
process and product line that requires 
no sanding and uses an instant-curing 

U.V. process for hardwood floors and kitchen 
cabinets. It is an innovative, aff ordable cabinet 
and floor renewal service that renews your 
wood cabinets and floors without the dust, 
inconvenience and noxious fumes associated 
with traditional refinishing methods
        Over time, wooden cabinets and floors 
can become damaged or faded. N-Hance can 
renew their life and lustre at a fraction of the 
cost and without the hassle. In fact, the brand’s 
expert service is usually a fraction of the price 
of cabinet refacing, replacing or refinishing.
        N-Hance craftsman can remove the dirt 
and grime build-up that can make wood look 
flat and lifeless over time. The renewal process 
thoroughly cleans the surface, removes old 
coatings, repairs damaged areas with less mess 
and applies an elegant finish. 

PAUL DAVIS RESTORATION 
Year Founded: 1966
CEO: Rich Wilson
Number of Franchisees: appx. 400

P
aul Davis is a franchise organization 
that provides services to clean-up 
and repair damage to residential and 
commercial properties due to water, 

fire, mold, storm or other disasters. 
        Founded in 1966, Paul Davis is a 
rapidly growing network of more than 370 
independently owned and operated franchises 
in the US and Canada. The company’s 
headquarters is located in Jacksonville, 
Florida, as well as our National Training 
Center, where Paul Davis professionals are 
certified in the areas of emergency restoration, 
reconstruction and remodelling. 
        The Paul Davis franchise network focuses 
on delivering the highest quality services in 
the communities, towns and cities across 
North America, having created a synergy of 
excellence, expertise and experience that is 
second to none.

360° PAINTING 
Year Founded: 2005
CEO: Paul Flick
Number of Franchisees: 80

W
hen you’re repainting your home or 
your business, a professional’s touch 
makes all the diff erence. That’s why 
homeowners and business owners 

across North America rely on the professional 
painting services off ered by 360° Painting.
        360° Painting can help turn your vision 
for your home or business into a vibrant real-
ity. The franchise delivers eye-catching results 
on projects of any size and any scope, off ering 
a professional’s touch from the planning stage 
of a project to the final brushstroke. 
        With an approach founded on quality, 
responsiveness and customer service, 360° 
Painting is the perfect partner for any painting 
project. The brand knows how hard it can 
be to find painting contractors customers 
can rely on, and take pride in off ering a level 
of professionalism and customer care rarely 
found in the painting business.

this sector of franchise is worth a look for 
franchising opportunities.
        This month, we explore some home 
improvement franchises, some of which have 
set foot in Asia, while others are waiting for 
the right franchisee to bring their brand to 
the region. What does it take to succeed in a 
home improvement franchise? First, it must be 
good knowledge on the type of service you are 
providing, be it tile flooring, painting, wood 
refinishing or others. Quality of service and 
products used for home improvement is vital 
to retain customers.

H
ome improvement 
franchises are 
useful to 
homeowners who 
wants to maintain 
their properties 
well or hire 
renovation 
services. 
        With more 

luxury and premium properties sprouting up 
in major Asian cities, there is potential for 
growth in home improvement demand. Hence, 
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MR. ELECTRIC 
Year Founded: 1994
CEO: Joel Worthington
Number of Franchisees: appx. 200

E
stablished more than 20 years ago, 
Mr. Electric is a global franchise 
organization providing electrical 
installation and repair services. 

Recognised by Entrepreneur magazine among 
its “Franchise 500,” Mr. Electric franchisees 
provide these services to both residential and 
commercial customers at almost 200 locations 
worldwide. Mr. Electric is a subsidiary of The 
Dwyer Group, Inc., family of service franchises.
        When it comes to installing new outlets, 
electrical panels, or any appliance with complex 
electrical wiring, it is always best to call the pro-
fessionals.  Mr. Electric specialises in residen-
tial and commercial electrical installations.
        Enhance certain areas of your home 
inside and out with specialty lighting, holiday 
lighting, and landscape lighting from Mr. 
Electric. Adding lights with wireless lighting 
controls to the exterior of a home or business 
can also increase security. Mr. Electric also 
helps keep homes safe by preventing an 
electrical fire. Other preventive measures, 
such as child proof outlets, are simple ways to 
ensure peace of mind.  

AMERICAN LEAK DETECTION 
Year Founded: 1974
CEO: Pat DeSouza
Number of Franchisees: appx. 350

R
ichard B. Rennick, who understands 
the need for effi  cient, reliable leak 
detection services, founded American 

Leak Detection. Growing up, Rennick worked 
for his father’s plumbing company where he 
had to help locate water leaks in pipes buried 
under concrete slabs using a 6-pound maul and 
chisel. Not only was the task tedious and 
time-consuming, but it left a large mess for the 
homeowner. It made him realize there had to 
be a better way to find leaks.
        As an adult, Rennick became a police 
offi  cer and supplemented his income with 
plumbing jobs on the side. While working in 
the plumbing industry, he grew even more 
convinced of the need for a less invasive 
procedure to locate leaks. 
        Rennick decided to team up with an 
expert to develop equipment, which could 
locate concealed leaks. After much trial and 
error, they were able to develop extremely 
sensitive electronic tools equipped with 
minute microprocessors. From these humble 
beginnings, the electronic leak detection 
industry was born in 1974.

GLASS DOCTOR 
Year Founded: 1962
CEO: Mark Liston
Number of Franchisees: more than 270

E
stablished in 1962 with one shop in 
Seattle, Wash., today Glass Doctor 
off ers complete glass repair, 

replacement and services to the residential, 
automotive, and commercial markets at more 
than 270 locations in the US and Canada. 
        Glass Doctor helps customers complete 
home improvement projects, including double 
pane window repair and interior decor updates. 
The company strives to off er the best value in 
home glass repair and replacement services. 
        The company’s expert specialists 
can handle window repair, insulated glass 
replacement, glass doors and home glass 
decor like mirrors, table tops and shelves. Not 
only can they repair and replace your glass, 
they protect it with the Clear Choice™ glass 
protectant. With 
        The Glass Doctor team also off ers emer-
gency services seven days a week. Emergency 
services include immediately securing broken 
windows and doors with plywood, measuring 
openings for new glass, and rush ordering 
glass from preferred suppliers. 
        Glass Doctor provides responsive 
customer service, convenient scheduling, high-
quality workmanship and up-front pricing. 
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  AUSTRALIA IN FIGURES

Official name:  Commonwealth 
 of Australia
Capital: Canberra
Land Area: 7,682,300 sq km
Population: 24,621,800
Life expectancy: 82.2 years
Adult literacy: 99 per cent
Languages: English, 
 Mandarin, 
 Italian, others
Major Religion: Protestant, 
 Catholic
Currency: Australian dollar
GDP: $1.189 trillion
GDP per Capita: $48,800
Unemployment:  5.8 per cent
Main Exports: Coal, iron 
 ore, gold, meat, 
 wool, alumina, 
 wheat, 
 machinery and 
 transport 
 equipment
Main Export Destinations:  China, Japan, 
 South Korea, US, 
 India
Main Imports: Machinery 
 and transport 
 equipment, 
 computers and 
 office machines, 
 crude oil and 
 petroleum 
 products
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AUSTRALIA

I
n recent decades, 
Australia has become 
an internationally 
competitive, advanced 
market economy due in 
large part to economic 
reforms adopted in the 
1980s and its location 
in one of the fastest 
growing regions of the 
world economy. 
        Long-term 
concerns include an 
aging population, 
pressure on 
infrastructure, and 
environmental issues 
such as floods, 
droughts, and bushfires. 
Australia is the driest 
inhabited continent 
on earth, making it 
particularly vulnerable 
to the challenges of 
climate change. 
        Australia is home 
to 10 per cent of the 
world's biodiversity, and 
a great number of its 
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 TIPS ON DOING BUSINESS IN AUSTRALIA
   It is polite in Australia to shake someone’s right hand when

you meet him or her for the first time. This is also customary 
for business practices.

   Australians appreciate modesty and factual information,
which is to the point and delivered by an approachable and 
friendly individual who avoids self-importance. 

   They tend to underplay their own success so ensure that you
don’t jump to conclusions or make any initial judgements 
about them. 

   Decision making can be a slower process than what you
are used to, as the business culture in Australia is collabora-
tive and top management like to consult with subordinates 
prior to making big decisions, so this takes time.

   Ensure you have travel and health insurance suitable for
your time in Australia; it’s advisable to register with 
Medicare (the local health service).

flora and fauna exist nowhere else 
in the world.

AUSTRALIAN ECONOMY This year 
Australia is expected to surpass 
the world record for the longest 
period of uninterrupted economic 
growth, 26 years, currently held by 
the Netherlands.  Australia’s GDP 
grew by 3.3 percent in 2016 and is 
anticipated to grow by 3 percent in 
2017. Australia’s growth continues 
to exceed the Organization for Eco-
nomic Co-operation and Develop-
ment (OECD) average despite the 
economy transitioning to broader-
based growth following the end of 
the resources boom in 2015. The 
start of 2017 has seen strong signs 
of recovery and growth. 
        An emphasis on exporting 
commodities rather than 
manufactured goods has 

underpinned a significant increase 
in Australia's terms of trade since 
the start of the 21st century, due to 
rising commodity prices. 
        Australia has a balance of 
payments that is more than 7 per 
cent of GDP negative, and has had 
persistently large current account 
deficits for more than 50 years. 
Australia has grown at an average 
annual rate of 3.6 per cent for 
over 15 years, in comparison to 
the OECD annual average of 2.5 
per cent.
        Australia was the only 
advanced economy not to 
experience a recession due to 
the global financial downturn 
in 2008–2009. However, the 
economies of six of Australia's 
major trading partners have been 
in recession, which in turn has 
aff ected Australia, significantly 

hampering its economic growth in recent years. 
        From 2012 to early 2013, Australia's national economy grew, 
but some non-mining states and Australia's non-mining economy 
experienced a recession. Since 2008, inflation in the country has 
typically been 2–3% and the base interest rate 5–6%. 
        Rich in natural resources, Australia is a major exporter of agricul-
tural products, particularly wheat and wool, minerals such as iron-ore 
and gold, and energy in the forms of liquified natural gas and coal. Al-
though agriculture and natural resources account for only 3% and 5% of 
GDP respectively, they contribute substantially to export performance. 
        Australia's largest export markets are Japan, China, the US, 
South Korea, and New Zealand. The country is the world's fourth 



 FUN FACTS
   The name “Australia” comes from the Latin word australis,

meaning southern.
   The world's largest reef system, the Great Barrier Reef, is found off 

the north-eastern coast of Australia. 
   Australia is home to a variety of unique animals, including the

koala, kangaroo, emu, kookaburra and platypus.
   Although they usually keep to themselves, there are a range of

dangerous snakes in Australia, such as the Brown Snake, Tiger 
Snake and Taipan.

   The world's oldest fossil, which is about 3.4 billion years old, was
found in Australia.

   Australia is very sparsely populated: The UK has 248.25 persons
per square kilometre, while Australia has only 2.66 persons per 
square kilometre.

   The flag carrier airline of Australia, Qantas once powered an
interstate flight with cooking oil.

   Australia is home to the longest fence in the world. It is 5,614km
long, and was originally built to keep dingoes away from fertile land.

   Kangaroos and emus cannot walk backward, one of the reasons
that they're on the Australian coat of arms. 
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to major business centres 
with Sydney being the highest 
ranked at 14th. The country’s 
telecommunications costs are 
among the lowest in the region. 
        Australia’s corporate tax rate 
of 30 per cent is very competitive 
when compared with other major 
economies, with higher company 
income tax rates applying in the 
US, China, Japan, Germany, France 
and India. The country’s alliance 
with markets throughout the region 
is increasingly providing business 
people with a comprehensive range 
of financial services in the Asia 
Pacific region. 
        Australia off ers real cost 
advantages for every category 

of business needs from prime 
central business district offi  ce 
space, metropolitan factory space 
and industrial land, to transport 
infrastructure and low-cost utilities. 
There is a strong and enduring 
tradition of democracy in Australia 
where rule of law and regulatory 
frameworks prevail.

LANGUAGE Australian English is 
the country’s offi  cial language and 
is the first language of most of the 
population. Australian English dif-
fers from other varieties of English 
in vocabulary, accent, pronuncia-
tion, grammar and spelling.

ETIQUETTE AND CUSTOMS
Australians are generally not 
formal, so greetings, even initial 
greetings, are casual and laid back. 
It’s common to shake hands and 
Australians would normally just use 
first names to introduce people.
        Gifts are exchanged at 
birthdays and Christmas as they 
are in the UK. It’s common to tip 
tradespeople at Christmas with a 
small amount of cash, a bottle of 
wine or even a 6 pack of beer! Gifts 
are usually opened when they are 
received, in front of the gift giver.
        It’s hard to picture the 
Australian life without thinking 
about the good old Aussie “barbie”, 
holding a nice cold beer in your 
hand! Many invites to the home will 
indeed be to such an occasion and 
it’s usual to bring your own alcohol 
with you. It’s polite to phone ahead 
to see if the host or hostess would 
like you to bring anything else.

largest exporter of wine. 
        Australian wine export value grew by 7 per cent to AU$2.22 billion 
in 2016 and average value grew by 6 per cent to AU$2.96 per litre free-
on-board (FOB), the highest average value since 2009, according to the 
Wine Australia Export Report December 2016.

A GOOD PLACE TO DO BUSINESS Multinational companies view 
Australia as presenting the best business case for regional headquarters 
to target the dynamic Asia Pacific region. Key business centres in 
Australia include Sydney (New South Wales), Melbourne (Victoria), 
Brisbane (Queensland) and Perth (Western Australia). 
        Offi  ce space costs in Australia’s business centres are low relative 
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strategic decision. Companies that don’t 
strategically invest in AI will slowly lose market 
share to companies whose core businesses are 
built around AI.
        For enterprises, there are four trends in 
artificial intelligence that stand out: large-scale 
machine learning, deep learning, human-
enhanced AI and autonomous systems. 
        Contributing to these trends are less 
expensive and more powerful hardware, 
and open source end-to-end connected data 
platforms that maximize the value of data-
in-motion and securely store, manage and 
perform complex processing of data-at-rest. 
        Furthermore, pure and hybrid cloud 
deployments enable companies to quickly scale 
and access additional resources on demand. 
Here’s a bit more on the four trends in 
artificial intelligence that aff ect enterprises:
 
01 LARGE-SCALE MACHINE LEARNING
The ability to learn without being explicitly 
programmed, Machine Learning, has been 
around for a long time and is well understood. 
What is diff erent is the relatively recent 
emergence of general purpose tools, such as 
Apache Spark, that enable processing of very 
large datasets. 
        Additionally, data scientists can now 
collaborate and rapidly deliver high-impact and 
high-value business assets, without worrying 
about managing compute resources, security, 
or data-replication.
        A classic example of machine learning is 
detecting fraudulent login attempts. Instead 
of explicitly specifying every rule and every 
possible fraud case, machines learn by being 
presented with thousands of examples. The 
advantage here is that once the initial model 
has been created, it can continuously evolve 
and self-improve, becoming more accurate.
 
02 DEEP LEARNING Due to recent 
improvements in computer graphic cards and 
releases of popular frameworks, deep learning 

W
e all have seen the 
headlines: “Google's 
AlphaGo defeats world-
class Chinese ‘Go’ player”, 
“IBM's Watson is tackling 
healthcare with artificial 
intelligence” and so on. 

        Artificial intelligence (AI), which is es-
sentially a set of tools and programmes that 
make software “smarter” in a way an outside 
observer thinks the output is generated by a hu-
man, is starting to break out on the global stage.
        For most in Asia, AI in its most basic 
forms is already evident in daily lives. 
Personalised product recommendations on 
e-commerce platforms like Taobao or Flipkart 
and voice assistants like Siri or Google Now 
are just a couple of examples. Still, far-
reaching changes lie ahead. 
        With exponential growth in computing 
power and favourable supply-side factors, 
like the advent of advanced algorithms, a 
vast pool of indigenous AI-related talent and 
massive government-funded infrastructure 
development, both the breadth and depth of 
AI adoption in Asia is set to sharply accelerate 
in the coming decade. This will create an 
economic value between US$1.8 trillion and 
USD3 trillion a year by 2030 in the region. 
        Closer to home in Singapore, the 
government, through the National Research 
Foundation (NRF) will be investing up to 
S$150 million into a new national programme 
aimed at boosting the nation’s AI capabilities 
over the next five years. 
        The initiative labelled as AI.SG, will see 
more collaboration with companies and start-
ups to power the country’s AI eff orts. Enter-
prises forecasted to be most aff ected by AI in 
Asia include: financial services, healthcare, 
manufacturing, retail and transportation. 
        Andrew Ng, the renowned data scientist, 
has said that AI needs to be a company-wide GENERAL MANAGER OF ASIA PACIFIC

KAMAL BRAR IS HORTONWORKS VICE PRESIDENT AND 

has some excellent results in specific narrow 
use cases with actionable intelligence. This 
now makes it possible for businesses to hone 
in on new business opportunities. 
        Additionally, raw processing costs are 
falling rapidly, lowering the barrier to entry 
for everyone, and there are many pre-trained 
(downloadable) components that allow 
companies to significantly shorten model 
training time and focus on optimising their 
networks for their specific use cases.
 
03 HUMAN-ENHANCED AI Another common 
trend is having humans evaluate results from 
AI. AI is still a long way from having human-
like abilities of comprehension, reasoning and 
intuition. Human-AI teaming will result in bet-
ter outcomes than either alone would provide. 
        For instance, in healthcare, using the com-
bination of AI and the human experience can 
reduce false positives and increase patient satis-
faction, which often leads to monetary gains.
 
04 AUTONOMOUS SYSTEMS More and 
more systems operate and adapt to new 
circumstances with little to no human control, 
changing the landscape of the workforce and 
the way we think about the workforce moving 
forward. This category is much broader than 
just autonomous cars or drone delivery. 
        There’s automated financial trading or 
automated content curation systems, such as 
creating automated news digests around sports 
or finance. But more importantly, driving 
the business includes the ability to diagnose 
and update internal systems such as security 
vulnerabilities, which is key in the world of 
rapidly evolving cybersecurity threats. 
        These four megatrends highlight the 
exciting areas of innovation that will be 
impacting organisations large and small in the 
coming years. Data science plays a vital role in 
unlocking the potential of enterprise data to 
extract maximum value, improve revenue and 
increase profitability. 

BY 
KAMAL 
BRAR
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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. 

to change; or there is too little time to achieve the change they want
   They are distracted by other

influences telling them what to do or how to think

Even if we flash all the benefits as to why they should change, 
psychologically most human beings are more likely to go without if 
they cannot really feel the true pain of their situaiton.
        Unless there is some form of intense pain – a major discomfort 
– for what ever reason, most people are unlikely to do anything about 
the situation.
        And if this is the case we cannot off er a solution if there is no 
problem or no perceived problem that is painful enough to address now.
        However, all is not lost when it comes to sales and helping clients 
move forward and make good decisions with us.
        We must first recognise that pains, problems, issues, needs, 
opportunities, call them what you will, come in many shapes and sizes. It 
will depend on the role the client has, the current state of their markets/
teams/customers/competitors, their personal circumstances/values/
drivers, their experience and capability, and so on as to what their pains 
may be.  But the pain must be personal.
        Our first job as salespeople is to find out if a problem or pain 
exists from the client’s perspective and is recognised by them as being 
important. We must be good detectives and look at the following:

Reasons for their issues?
   What is the root cause for their problem?
   Help them find out ‘Why am I having trouble?’
What can we do as salespeople?
   Uncover the things we cannot influence
   Identify the things we can influence
   Select the things we can educate them on to help them deal 
   with their problem
When we are dealing with more complex business problems we need to 
identify the “Pain Chain”.  The Pain Chain describes the departments 
and functions that are aff ected by a decision or action taken by another 
function of the business. 
        Understanding the fundamental structure of a buyer’s value chain 
therefore assists in identifying the pain chain which in turn can assist 
both the client and sales person in determining the best solutions for the 

problem at hand.
        Truth is, it was a easier in 
the 20th century when part of any 
good sales person’s job was to 
educate their clients and keep them 
informed about the lastest in this 
and that and help them see what 
pains and issues they were facing 
and how to solve them.
        In the 21st century, the 
internet is doing a pretty good 
job of keeping clients informed; 
however, as there is so much 
information to wade through 
clients can experience the paradox 
of choice which means they 
become indecisive, overwhelmed 
and challenged when it comes to 
making informed decisions about 
what to do even if they are in pain 
and have issues to address. The 
paradox of choice can lead to 
no decision which could be very 
dangerous for the client.
        Ironically, this paradox of 
choice is a pain in itself that sales-
people can help clients solve by 
being great information sorters and 
sifters; helping clients clear the clut-
ter and make informed decisions.
        In summary, you cannot help 
someone if they do not want help 
or not perceive needing help. It is 
our job as salespeople to properly 
diagnose our clients’ siutations 
first and then determine if they do 
indeed have a pain (whether they 
know it or not) or not. And then 
act accordingly from there.  

R
ecently I wrote about 
wanting to tell clients 
what to do and why we 

couldn’t even if we know better. 
The premise was that what may 
seem so obvious to us may not be 
obvious to the client or on their 
agenda at all.
        Why? Simply put, if the client 
or prospect does not perceive or 
admit to having an issue, a prob-
lem, a challenge, some diffi  culty 
they want to overcome, or even 
an opportunity they want to ignite 
then they will not perceive the need 
to change what they are doing now.
        And even if they can see it 
or feel it they may have various 
reasons why they don’t want to do 
anything about it now. Here are 
some reasons why people may not 
want to change:
   They don’t see a reason to

change; they can’t be bothered 
to change; they see it as too 
hard/diffi  cult to change; they 
are too afraid to change

   They have had a bad
experience with something 
similar to what you are 
off ering and don’t want to go 
there again

   They do not have the authority
to make the decision to change 
and therefore cannot buy

   They do not have the budget
to take on what you are 
off ering right now or ever

   They feel it’s not the right time

NO PAIN, 
NO CHANGE =
NO SALE



F
or several years, I’ve 
performed what some 
might consider an 

unusual daily ritual.
        At a pre-arranged time, I 
get a phone call from a person 
who I have hired solely for the 
purpose of listening to me report 
my scores on a brief self-test. The 
questions, which I wrote myself, 
function as a simple checklist 
of my main priorities. For 
instance, have I done my best to 
exercise, set goals, have positive 
interactions with others, etc. My 
caller listens politely, records my 
scores, and then we hang up.
        What’s the purpose of this 
self-rating? This process, which I 
call the “daily questions,” keeps 
me focused on becoming a hap-
pier, healthier person. It provides 
the discipline I sorely need in my 
chaotic working life as an execu-
tive coach, teacher and speaker, 
which involves traveling 180 days 
out of the year to countries all 
over the globe. And, it helps me 
get better at almost everything!

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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minutes I devoted to writing, and 
whether I am up-to-date on my 
doctor appointments.
        The daily work of behavioral 
change, which can do so much to 
re-orient our lives for the better, 
might seem overwhelming. The 
people we know we can be, 
the people we once dreamed 
of becoming, can recede ever 
farther as we try to stay afloat in 
our daily routines. 
        We feel dissatisfied, and 
dissatisfaction slides easily into 
bitterness. Once the chance to 
make a change has passed, our 
bitterness solidifies into regret.
        Think of the daily questions 
as a pragmatic antidote to 
those darker emotions. Put 
your goals on paper, or an excel 
spreadsheet. Measure every 
day, “Did I do my best to…?” 
Your problems won’t disappear, 
but you will exist in a diff erent 
relation to them and you will 
improve. You are now the agent 
of change and prepared to get 
better at anything!  

        At the seminars I teach, I encourage students to try this for 
themselves by writing their own questions. Most of them are eager to 
participate. When I encounter a skeptic, he or she usually asks why 
I need to pay another person to remind me of such simple things – 
the list even includes whether I flossed my teeth. Shouldn’t I, a fully 
functional adult, remember to do that on my own?
        Of course I should, and so should we all, but simple, daily 
behaviors are among the hardest things about our lives to control or 
change. Taken together, they can make the diff erence between a life 
well lived and a life gone hopelessly off  course.
        Perhaps because our culture lionizes willpower and 
independence, most of us believe that we aren’t supposed to need help 
with these fundamentals. Instead, we tend to believe help is warranted 
only for diffi  cult, complex problems. From this perspective, the daily 
questions seem pointless at best. Why take a test for which I wrote the 
questions and to which I already know the answers? Not only that, I 
merely ask whether I’ve done my best to do achieve my goals – that’s a 
pretty soft standard. The only scale of success is, “Did I try?”
        It sounds too easy. But after years of dedication to this process, I 
now hold the counterintuitive belief that the daily questions are in fact 
a very tough test, one of the hardest we’ll ever take.
        At the moment, I have 29 daily questions. There is no correct 
number. It’s a personal choice, a function of how many issues you 
want to work on. Some of my clients have only three or four questions.
        The first 13 of my questions ask whether I did my best to address a 
particular behavioral change or interpersonal challenge. For example, 
did I do my best to avoid angry or destructive comments? Did I do my 
best to find meaning in my work? The remaining 16 cover professional 
and personal self-discipline issues like how much sleep I got, how many 

HOW TO GET 
BETTER AT 
ALMOST 

ANYTHING!



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. 
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G
iven my role in the world, 
I say no a lot.
        I get hundreds of 

unsolicited emails a day, often 
asking me to get together, invest, or 
look at something. Lots of VCs and 
execs who I know simply ignore 
and don’t respond to these emails. 
I’ve always tried to at least respond 
to them unless they are clearly a 
mass email.
        A long time ago I learned how 
to quickly identify what I don’t 
want to spend time on, which I 
wrote about in 2009 in my post 
titled Saying No In Less Than 
60 Seconds. As time has passed, 
I’ve tuned this filter more, as the 
volume of requests has gone up.
        It’s not a burden to receive 
the requests. It used to be a burden 
to say no, but it isn’t anymore. I’ve 

from yesterday and overnight that 
I hadn’t yet responded to. I’m sure 
I’ve got another 20 after I finish 
this post, at which point I’ll start 
attacking my weekly non-urgent 
to-do list. The music Amy chose is 
nice and mellow, the sun is shining, 
and I’m calm and contemplative 
after a full week.
        If I say no to you, realize 
that it rarely has something to 
do with the quality of your idea 
or you as an individual. Instead, 
it’s about me and how I want to 
spend my time. I know there’s 
often dissonance in that, especially 
if you are a founder who is trying 
to get my attention because they’d 
like me to be an investor in their 
company. But realize that by saying 
no quickly, I’m respecting you and 
your time by not wasting it. 

spent a lot of time thinking about why, how it used to aff ect me, and how 
it aff ects me now.
        I’m fundamentally an information synthesizer. I want more, not less, 
data. I want it from a diverse range of inputs. My brain does a good job 
of storing away bits and pieces of the stuff  I see, read, and hear (although 
I’m worst at hearing – I much prefer seeing or reading) and brings 
them back to the forefront connected to other things at the appropriate 
moment. That’s one of the reasons I read such a diverse set of books.
        But I don’t need a lot of data to make a decision as to whether I 
want to spend time on something. I’m already extremely booked up, so 
if I don’t say no as often, and as quickly as I do, I can’t begin to imagine 
what things would look like in my world. While I’m open to lots of new 
things, I only want to spend time on things that interest me or that I feel 
like I can add something to.
        The one downside of this is that a lot of my schedule is a reactive 
one, where I’m spending time on things because I said yes to a request. 
I believe this is part of my job and it can be a satisfying part of my 
existence. But, when it gets out of balance with all the actual proactive 
work I need – or want – to do, it often causes me to have lost stretches of 
time like I did this summer.
        I’m sitting in Amy’s offi  ce with my laptop catching up on stuff  today. 
I’ve already told about 20 people no so far as I went through my emails 

SAYING 
NO 100 
TIMES 
A DAY
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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. 

W
hen you want to improve 
customer loyalty, turn 
bad situations to your 

advantage. If things go wrong, 
step up to the plate to fix them. 
You’d be surprised at the return 
on investment you receive from 
doing so.
        A great example of taking 
the right steps to build loyalty 
happened to me not too long 
ago. We use a convenient laundry 
service that picks up our dry-
cleaning and delivers.
        A new pair of fashion pants 
came back from the cleaner utterly 
destroyed. The cloth had bubbled 

improve customer loyalty.

ACTION STEPS TO IMPROVE 
CUSTOMER LOYALTY 
What is the “cash value” of things 
that break, malfunction, get lost 
or otherwise go awry for your 
customers? Are you ready to spend 
that amount – immediately – to 
set things right? When you do so, 
you are making an investment that 
could have rich rewards for years 
to come. Happy customers come 
back and tell their friends.
        For a lifetime of customer 
loyalty, are you willing to invest 
even more?  

and buckled and almost torn apart.
        Next to the telephone number on the laundry receipt was a small 
note: “Liability may be limited to the cost of dry-cleaning.”
        With concern in my voice, I called the proprietor of Laundry 
Unlimited. To her credit, she listened to my report and immediately 
replied, “Well, it sounds like we need to buy you another pair of pants 
without delay.”
        Dry-cleaning cost? $7. New pants? $150. Taking the right steps to 
improve customer loyalty? Priceless.
        It will take many dry-cleanings for Laundry Unlimited to earn back 
the money spent replacing our pants. But Linda has earned our loyalty 
for many years to come. She deserves the profits she will make and 
couldn’t have responded better to improve customer loyalty.

KEY LEARNING POINT TO IMPROVE CUSTOMER LOYALTY 
When things go wrong, don’t hesitate to spend money setting things 
right. It isn’t money spent at all; it’s money wisely invested and will 

LAUNDRY 
UNLIMITED 
‘BOUNCES BACK’ 
TO IMPROVE 
CUSTOMER 
LOYALTY



As a sought-after corporate 
speaker and comedian, 
published author, talk radio 
host, syndicated business 
columnist, and self-professed 
Mama's Boy, Tim's unique 
perspective is enjoyed by 
thousands who listen to his 
radio show, read his books 
and columns, and hear him 
speak every year.
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R ecently, we discussed the 
importance of performing 
an autopsy on a dead 

business. No, I haven't been 
watching too many of those 
wonderfully graphic, TV forensic 
investigation shows. The reason I 
recommend you do a business 
autopsy is to uncover the exact 
reasons why the business died. 
This is valuable information that 
can not only heal feelings of 
personal failure, but also better 
prepare you for the pitfalls of 
business should you ever take the 
plunge again.
        Starting a business is never 
easy and the odds of your success 
or failure are about even money. 
The fact is, approximately half 
of all small businesses fail within 
the first four years. And a large 
percentage of those failures occur 
within the first year. These are 
the statistics that keep many 
entrepreneurs awake at night. 
Like Sisyphus, always pushing 
that boulder to the top of the hill 
only to have it tumble back to the 
bottom each time, you never know 
when you're going to lose your 
grip on your business and have it 
tumble back over you. 
        OK, so far in this column I 
have managed to squeeze in refer-
ences to modern American televi-
sion and ancient Greek mythology. 
Enough highbrow beating around 
the bush. Perform the autopsy and 
learn from it. Only by knowing the 
real reasons your business died can 
you identify and hopefully stave off  
those maladies before they take you 
down next time, if there is a next 
time. And if you're a true entrepre-
neur there will be a next time, trust 
me on this.

        A vital part of marketing is 
knowing who your competition 
is and always knowing what they 
are up to. The entrepreneur who 
ignores his competition is a fool 
(gee, was that too harsh?) and is 
always destined to fail, as proven 
by the fifty-five percent of the 
dead businesses in the survey who 
either didn't even know who their 
competition was or simply chose to 
ignore the competition altogether. 
        Here's a nice hole in the sand 
for you, sir.
        Please insert your head…
Another mistake made by forty-
seven percent of the deceased 
businesses was that they relied on 
just one or two customers for the 
bulk of revenues. This is a common 
mistake made by many business 
owners who devote all their energy 
to one huge client. What they don't 
seem to understand is that if that 
one customer goes away, so does 
most of their revenue. 
        When performing your 
business autopsy you might 
identify other contributing factors 
that were beyond your control, 
such as a down economy, the 
lack of qualified employees, new 
government regulations that 
negatively aff ect the way you 
must do business, the failure of a 
strategic partner, etc.. 
        There will always be things 
you can't control. The key to 
business success is to keep control 
of those things you can and do 
everything you can to prepare for 
those things you can't.
        Next time we'll discuss 
a few things you should and 
should not do to help ensure 
your business success.
        Here's to your success.  

THE BUSINESS 
AUTOPSY A 

FACT OF LIFE

        There are many reasons why businesses fail, but according to a 
recent survey by U.S. Bank, the majority of business failures can be 
attributed to three reasons: bad management, bad financial planning, 
and bad marketing. 
        Bad management comes in many forms. The survey showed that 
seventy-eight percent of the business failures examined were due in part 
to the lack of a well-developed business plan and a business owner who 
had no business being in the business he was in. In other words, the 
business owner did not have an adequate knowledge or a thorough un-
derstanding of the business he had chosen to start. This is why software 
entrepreneurs like me don't start shoe stores. I have feet, I wear shoes. 
That's not enough to qualify me to go into the shoe business.
        Next, seventy-three percent of the business failures in the survey 
were also manned by owners with rose colored calculators. These 
business owners over-estimated revenue projections (the number of 
expected sales) and under-estimated the burn rate (the amount of money 
required to sustain the business per month).
        It gets better. Seventy percent of the failed businesses in the study 
were led by entrepreneurs who were in denial regarding their own 
competence, or more to the point, their own incompetence. These 
business owners either didn't recognize or chose to ignore their own 
entrepreneurial shortcomings. These entrepreneurs also did not seek 
assistance from others who might have made up for their inadequacies. 
It's sometimes hard to ask for help when you are supposed to be the one 
with all the answers. 
        Believe me, I know.
The final contributing factor to the death of sixty-three percent of the 
businesses who died from bad management was that the owners had no 
relevant or applicable business experience. 
        Bad financial planning was the second reason sited by the survey 
as to why most businesses fail. In business, it's always about money. 
According to the U.S. Bank study, eighty-two percent of the business 
failures studied reported poor cash flow management as a contributing 
factor to the death of the business. 
        Seventy-nine percent of the businesses were inadequately funded, 
and seventy-seven percent miscalculated the cost of doing business. In 
other words, they failed to take into account all of the costs involved 
when setting the price for their products.
        Let's move on to my favorite subject: bad marketing. You've heard 
me preach this sermon before. You can have the greatest product in the 
world, but if your marketing eff orts are inadequate or ineff ective you will 
end up with a warehouse full of the greatest product that no one in the 
world has ever heard of.
        The study showed that bad marketing was a contributing factor in 
the death of sixty-four percent of the businesses surveyed. Many of these 
misguided entrepreneurs either minimized the importance of marketing 
and promotion or ignored it totally. 



Dave Kurlan is a best-selling 
author, top-rated speaker and 
thought leader on sales devel-
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and the CEO of David Kurlan 
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force development. 
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UNDERSTAND 
THE REASONS 

FOR POOR 
SALES 

success.  However, they aren't 
your top 3 salespeople and 
we can prove it.  If you took 
their existing accounts away - 
which they probably inherited 
and didn't close themselves 
-  and asked them to build 
a pipeline, close some new 
accounts and generate new 
business, they would fail in 
dramatic fashion.

Our eyes can be wide open yet 
still fail to see what we don't 
want to see.  When expectations 
aren't met it causes the three D's 
- discomfort, disappointment and 
disaster.  Sometimes you can't 
see the reality of your own sales 
force until you have the actual 
data and use it to look at your 
people, systems, processes and 
strategies through a diff erent lens.  
Companies that fight the data 
don't change.  Companies that are 
afraid of the data remain clueless.  
And companies that embrace the 
data grow by leaps and bounds.
        The sales force evaluation is 
the most important and powerful 
thing you can implement at your 
company.  It leads to better 
decisions, changes based on 
science instead of hunches, and 
improvements based on necessity 
instead of opportunity.  

T hat wasn't what I 
expected!"  
        You might say that 

after reading an awesome book, 
waiting for months and years in 
anticipation of the movie version, 
only to be extremely disappointed 
when the much hyped film failed 
to live up to what you remembered 
feeling when turning the pages.
        You might also feel let down 
after leaving a great, but expensive 
restaurant, but the meal, service or 
ambiance was quite diff erent from 
what you had imagined when you 
heard about the business.
        And from experience, I can tell 
you that once in a blue moon, after 
we evaluate a sales force and pres-
ent our findings, a rare CEO can 
become defensive and react poorly 
to the results.  When it happens, it's 
usually a sign that the CEO is out of 
touch with the sales force.  I'll share 
some of the things to which they 
sometimes react badly:
        The top 5 findings that a CEO 
might react poorly to are:

01.  An executive sales leader
appears to be weak on Sales 
Leadership Evaluation.  The 
CEO might say, "Well, the only 
reason we landed that multi-
million dollar contract with 
that billion dollar company is 

because of Bob.  He sold it himself.  So how do you explain that?"  
        The CEO didn't recognize that the company took a great major 
account salesperson, place him in the Sales VP role, and instead of 
leading the sales force and functioning as a Sales VP should, he still 
wants to be the rainmaker and the star of the show. That definitely 
makes him a weak Sales VP!

02.  The entire sales team is weak.  The CEO might say, "Then how do
you explain our double digit growth over the last 5 years?"  
        The CEO doesn't recognize that the company's success has 
more to do with great marketing and desirable products than the 
salespeople who represent them because their salespeople just plain 
suck!  This is an example of Mediocrity winning out over excellence. 
If the company grew at double digit rates with this group, then they 
would be growing by leaps and bounds with stronger salespeople!  

03. The salespeople have issues around the Will to Sell.  Many of the
salespeople lack the kind of commitment to sales success that is re-
quired to get to the next level.  The CEO might say, "I can't understand 
how that can possibly be and I certainly don't know how to fix it."  
        The problem is that the company was hiring the wrong 
salespeople, focusing on technical skills instead of sales core 
competencies and in doing so, created a culture of complacency.

04. With the proper training and coaching, the existing sales force can
generate 75% more revenue but it will take 24 months.  The CEO 
might say, "That's a considerable increase.  I don't believe that's 
possible.  Why is it so large and why will it take so long?"  
        The problem is that the existing sales force is so weak that 
they are leaving letting large numbers of opportunities slip 
through their fingers without any ability to capture it.  It will take 
24 months because the gaps are so wide and deep and there is a 
lengthy sales cycle.

05. Some of the top account managers evaluated as weak salespeople.
The CEO might say, "They are the top 3 salespeople so they can't be 
that weak!"  
        The problem is that those 3 account managers manage more 
revenue than anyone else and they're extremely important to your 
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ULTIMATE PRODUCTIVITY     WITH JIM STOVALL

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.

A s a convention and arena 
speaker, I have the 
privilege of talking to 

hundreds of groups from all walks 
of life. I have spoken to a joint 
session of the House and Senate in 
Washington, DC, groups of 
multimillionaires, top students 
from across the country, successful 
sales leaders and entrepreneurs 
from around the world, middle 
school and high school classes via 
satellite and the web, and every 
imaginable type of organization. 
This past week, I had one of the 
great privileges of my speaking 
career when I had the opportunity 
to address injured and disabled 
Marines at one of their Wounded 
Warrior events. 

stand in the gap when you are 
called upon, but these brave men 
and women volunteered to serve 
our country and you and me. 
        Freedom isn’t free, and these 
are the brave individuals who pay 
the price for all of us. 
        When you think of all the 
good things in your personal and 
professional life, remember that 
there remains an unbroken line of 
bravery embodied by these heroic 
men and women who have made 
everything possible. 
        As you go through your day 
today, take every opportunity to 
thank the men and women who 
have served so well and off ered so 
much for you and me. 
        Today’s the day!   

MODERN-
DAY 

HEROES
        As a fan of classic movies myself, I have often wondered what 
happened to John Wayne, Gregory Peck, Charlton Heston, Gary 
Cooper, and other heroes of that generation. I found them last week, 
in living color, serving in our Armed Forces. These modern-day heroes 
have gone through unimaginable challenges, and while they have been 
injured and disabled, they have never lost their pride, honor, or dignity. 
        These young people are finding the courage it takes to pick up the 
pieces, bind their wounds, and move forward with the rest of their lives. 
We owe them a debt we can never pay. Our honors and gratitude are 
just a down payment on a lifelong obligation for their service. 
        After my speech, I had the opportunity to meet each of the 
wounded warriors, sign a book for them, and take a picture with them. 
They each told me where they were from and what they were looking 
forward to in the next phase of their life. While they certainly have 
challenges and barriers ahead of them, I have little doubt that these 
Marines will perform in life as honorably as they did on the battlefield. 
        While this particular group of injured and disabled service people 
receive the extra attention and services they deserve, it is important for 
us to remember that everyone who serves in our modern day military 
volunteered to be there. It’s one thing to charge into the breach and 
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SUPPLY CHAIN PROFITABILITY     WITH ROY STRAUSS 
   COLUMN      

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.

number, batch number, expiration date, quantity received and possibly 
a serial number to track an item within a lot. The company referred to 
in this example had set up multiple data entry stations. After scanning 
the product ID barcode, four other fields had to be data entered. This 
process doubled the time of the receiving process. Workers had to sit at a 
fixed work station (where data entry could be done) and each item on the 
receipt (there could be as many as forty, some with multiple pallets, and 
some with multiple items mixed on a pallet) had to be brought to and 
from the data entry station.  
        By implementing a voice recognition system workers became mobile 
by wearing a headset and were prompted to read the information into the 
microphone by the system for required fields after scanning the product 
ID. The time saved by not moving the product to and from the data entry 
station and by speaking vs. entering data resulted in major increases in 
speed and effi  ciency and reduction in labor costs. Since items could be 
received into the system at the staging area and the data entry stations 
eliminated, key space was freed up for other uses. 

APPLICATION 2: A consumer goods company shipped high volume 
truckloads of thousands of products to major big box retailers. Even 
though as a percentage of goods shipped returns were low, the number 
of objects returned was voluminous. Truckloads of large gaylords 
(enclosed pallet size shipping containers) with numerous items in varying 
states of condition inside were received daily. Items returned could be 
saleable, saleable after re-boxing, sent to a checking station to check 
functionality, returned to vendor, held for vendor inspection, held for 
management review, or disposed of. 
        By implementing a voice recognition system workers could scan 
the barcode on each item and state a number reflecting the condition 
from the choices listed above into the microphone and place the item on 
a sortation conveyor which would then sort by the condition recorded 

M any companies who use 
bar code technology are 
still plagued with 

excessive writing and/or data 
entry. This happens when many 
diff erent kinds of information must 
be captured for each item during 
receiving and suppliers will bar 
code only item numbers and no 
other fields. Another situation 
where voice recognition can 
augment bar code systems is when 
there are numerous potential next 
steps in the receiving process that 
must be identified on the fly. These 
situations can occur whether for 
new receipts or returns. Voice 
recognition is also valuable when 
continual instruction to the worker 
is required but both hands must be 
free to do work such as order 
picking or manufacturing assembly. 

APPLICATION 1: A very high 
volume pharmaceutical distributor 
must capture the NDC number 
or UPC bar code number (either 
which will be bar coded) and 
additional information as well for 
each product at receiving. This 
information could include a lot 

so the product could be collected 
together with other such items and 
easily moved to the proper next 
location. Saleable items could be 
returned to stock immediately. 
Non-saleable items could be 
transported to an area where they 
were sorted for the next step in the 
returns process and were out of 
the way, and those to be disposed 
of conveyed to a dumpster. 
        Voice recognition allows 
for 2 way communication by 
head set for any order picking 
operation. Hands are free to do 
work and feedback is transmitted 
instantaneously eliminating all 
paper and any labor associated 
with recording information or 
entering data. 
        The quality of voice 
recognition technology is 
better than ever and should be 
considered for laborious data entry 
and multiple choice situations. 
Systems are multilingual and each 
head set could be programmed 
to work in a diff erent language 
but with the results of the process 
presented in the formats required 
by company management. 

KEY 
USES FOR 

VOICE 
RECOGNITION 
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AA
t least once a 
week, a client 
tells me how 
confused they are 
about nutrition—
and I get it. With 

so much information and conflicting 
advice floating around, it’s easy to 
feel mixed up. But busting myths, 
and explaining the science behind 
healthy eating is one of my favourite 
parts of my job. Here are five of the 
most common misconceptions I 
hear, and why you can let them go 
for good.

MYTH: WHEN YOU EAT JUNK FOOD, 
YOU CAN JUST BURN IT OFF It's not 
that simple. The quality of what you 
eat matters—a lot. And the damage 
from unhealthy food simply can't 
be undone with a tough workout. A 
2015 study, for example, found that 
artificial additives from processed 
foods may raise a person's risk of 
developing autoimmune diseases.
        Trying to compensate for 
poor diet choices with exercise 
is a double whammy: Physical 
activity puts stress on the body, 
and without adequate nutrition to 
recover from the wear and tear, 
you can become weaker rather than 
stronger. A balanced, whole foods 
diet is important for everyone. And 
if you’re regularly active, it’s even 
more important, not less.

MYTH: IT'S OK TO EAT AS MUCH 
PROTEIN AS YOU WANT Most of 
my clients are concerned about 
overdoing it on carbs. But the truth 
is you can eat too much of any 
macronutrient, including protein. 
The protein you eat maintains, 
heals, and repairs tissues in the 
body made from this building 
block. But you only need so much 
protein to accomplish these tasks. 
When you exceed the amount, the 
surplus protein can either prevent 
weight loss, or cause weight gain.
        To strike a good balance, 
include some protein in each meal, 
but don’t go crazy. A good rule of 
thumb: If you’re active, to aim for 
half a gram of protein per pound of 
your ideal weight. So, if your goal is 
130 pounds you need no more than 
65 grams per day.

BY 
CYNTHIA 

SASS

        You can achieve this amount 
with two eggs at breakfast (12 
grams), one cup of lentils at lunch 
(16 grams), a quarter cup of 
almonds as a snack (6 grams), and 
6 ounces of salmon at dinner (33 
grams). Timing also matters. To 
help your body make the most of 
the protein you eat, it should be 
spread out throughout the day.

MYTH: EATING AFTER YOUR EXERCISE 
CANCELS OUT YOUR WORKOUT 
Nope, the calories you consume 
post-exercise aren’t immediately 
shuttled back into your fat cells. 
In fact, it's important to eat after a 
sweat session.
        Working out takes a toll on 
your body, and afterward your 
body is primed for recovery: Eating 
a clean, nutrient-rich meal or 
snack provides your cells with the 
raw materials needed to heal and 
repair. This recovery process is key, 
because it’s not just the training 
itself, but the healing from the 
training that builds and maintains 
muscle mass, boosts metabolism, 
and improves your fitness level.
        For the best results, choose 
post-exercise foods that deliver vita-
mins, minerals, antioxidants, lean 
protein, and healthy fat, like a salad 
topped with salmon or beans and 
avocado; or a protein smoothie with 
veggies, fruit, and almond butter.

MYTH: FRUIT IS AS BAD AS CANDY 
Some of my clients avoid fruit, 
fearing that natural sugar leads 
to added pounds. But a recent 
Harvard study found that shunning 
fruit altogether isn’t necessary 
for weight management. The 
researchers looked at more than 
130,000 adults, and found that 
those who ate an extra daily 
serving of fruit shed an additional 
half a pound over a four-year 
period. While that may not sound 
significant, it could help off set 
typical age-related weight gain.
        Fruit is also packed with 
important nutrients, water, and 
fibre. And its naturally occurring 
sugar is less concentrated than 
other sweet foods. For example, 
one cup of whole strawberries 
naturally contains about 7 grams of 
sugar, compared to about 13 grams 
in one tablespoon of maple syrup, 
17 in a tablespoon of honey, 21 
grams in 17 gummy bears, or 30 in 
a 12 ounce can of cola.
        Some research even shows that 
compared to veggies, fruit may have 
a more powerful eff ect on lowering 
weight. This may be because fruits 
tend to replace higher-calorie good-
ies and treats, whereas veggies tend 
to be add-ons. Bottom line: with 
so many benefits, fruit is definitely 
worth including in your daily diet, as 
long as you don’t overdo it. 

        Aim for at least two servings a 
day, maybe one with breakfast, and 
another as a snack or dessert. Reach 
for more if you’re especially active.

MYTH: EATING FAT MAKES YOU FAT
Despite the best attempts of 
nutrition experts (including me) 
to dispel the notion that eating fat 
makes you fat, fat phobia still exists. 
Clients continue to tell me they 
avoid avocado, or choose low-fat 
salad dressing because they’re 
watching their waistlines.
        Eating the right fats, however, 
is a smart strategy for weight 
loss. Healthy fats are incredibly 
satiating. They keep you fuller 
longer, and research shows 
that plant-based fats like olive 
oil, avocado, and nuts increase 
appetite-suppressing hormones.
        Plant fats have also been 
shown to reduce inflammation and 
boost metabolism, and they can be 
rich sources of antioxidants. Aim to 
include a portion of healthy fat in 
every meal and snack.
        Need some ideas? You could 
add avocado to an omelette, or 
whip it into a smoothie. Add nuts 
or nut butter to oatmeal. Drizzle 
garden salads and vegetables with 
extra virgin olive oil. Snack on 
veggies with guacamole or tahini 
as a dip. And enjoy a bit of dark 
chocolate as a daily treat. 

5 NUTRITION MYTHS 
EVEN HEALTH FIENDS GET WRONG



MUSIC MOVIEBOOK

POPULAR MANIPULATIONS 
BY THE DISTRICTS 

P
opular Manipulations is an accurate 
representation of how much Robby, 
Braden, Connor, and Pat have 

grown, individually and as one solid unit. The 
album’s songs are so visceral and compelling 
they make you like you’re experiencing every 
emotion at once. You can wade through the 
lyrical themes of manipulation, possessiveness, 
and anxiety or float among their dark and 
dreamy arrangements. Each song stands alone 
on its own but the synergy between them as a 
whole is explosive.

COST OF LIVING 
BY DOWNTOWN BOYS

T
he album’s centrepiece, Violent 
Complicity, starts with a few loud 
instrumental crashes before lead 

singer Victoria Ruiz starts howling about a 
kitchen table, a gathering space where people 
share ideas and nourishment. In the song, the 
table is collapsing as Ruiz explains that she 
built it herself. “The stakes are high/ And it 
can’t be just about getting by,” she snarls at 
anyone who plays spectator in today’s 
increasingly hostile political arena. 

AMERICAN MADE 

A
merican Made tells the story of Barry 
Seal (Tom Cruise), a TWA pilot who 
became a drug smuggler in the 1980s. 

He is recruited by the CIA to help counter the 
emerging communist threat in Central America. 
Seal’s role in this major CIA covert operation 
led in turn to his involvement with the Medellin 
cartel, which ultimately embarrassed the 
Reagan White House after the Iran-Contra 
scandal became public.

IT

W
hen local children start disappearing 
one by one in the town of Derry in 
Maine, seven children known as The 

Losers Club band together to deal with the 
problem. They find themselves going against an 
evil clown named Pennywise, whose history of 
murder and violence dates back for centuries. 
27 years after their last encounter with 
Pennywise, children start to disappear again, 
thus, the group reunite to stop the demon once 
and for all as IT has returned to their 
hometown. 

ALL THE UGLY AND WONDERFUL THINGS, 
BRYN GREENWOOD

A
ll the Ugly and Wonderful Things is 
the ultimate noir fairy tale, with 
Wavy as the wounded beauty, small 

and blonde, abused in body and spirit, and Kel-
len as the beast, big and hulking but just as 
broken. 
The evil 
father, 
wasted 
mother, 
and other 
family 
members, 
all have 
their roles 
to play 
- and they 
all impart 
truths that 
move the 
book along 
at a fast 
and 
mesmer-
izing pace.

THE HEART’S INVISIBLE FURIES, JOHN BOYNE

A
s the book moves from 1945 to 2015, 
we follow sweet, well-intentioned Cyril 
from Dublin to Amsterdam to New 

York City as he embarks on a series of humor-
ous and heartfelt adventures. As he grows up, 
goes off  to boarding school, and then out into 
the world, he struggles with identity, religion, 
and 
sexuality, 
all the 
while trying 
to discover 
who he 
really is, 
inside and 
out. For 
many years 
he is adrift, 
trying to 
make sense 
of his 
heart’s 
desires in a 
cruel, 
confusing 
world.
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T
he Financial Education Convention 2017 was held at Portman College on 22 July by the Millionaire Business School. 350 attendees 
attended this event to learn how to gain financial freedom through business, property and stock investment. Among the attendees 
were business owners, young investors and entrepreneurs.

SINGAPORE BIKE SHOW 2017

HONG KONG INTERNATIONAL TEA FAIR

FINANCIAL EDUCATION CONVENTION 2017

B
acked by popular demand, the second edition of Singapore Bike Show took place over three days at the Singapore EXPO Hall 5 from 18 to 
20 August. The latest bikes, gears, accessories and gadgets were showcased in the exhibition. It is a key platform for motor associations, 
manufacturers, distributors, training schools and delivery companies in Asia to converge, network and develop business opportunities.

T
he Hong Kong International Tea Fair gathered more than 240 exhibitors from mainland China, Hong Kong, India, Japan, Kenya, Korea, 
Singapore, Sri Lanka, Taiwan and the US. The fair was held at the Hong Kong Convention and Exhibition Centre from 17 to 19 August. 
Exquisite teas were showcased, including aged Pu’er tea and French dessert tea infused with dried fruits. 
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