
Business Survival 

A disturbing number of Texarkana businesses have disappeared in the last few years. 

As an example, a large old classic downtown hardware store closed.  Perhaps it was 

the lack of business traffic and limited parking combined with the old building’s higher 

utilities and less efficient logistics.  Most likely, these were not the only factors that 

contributed to its demise.  The old hardware store along with several hotels, 

restaurants, barbershops, and general stores had thrived when the nearby train station 

was the heart of the town’s traffic.  As the train system’s use faded, these businesses 

either folded or moved to areas that better handled automobile traffic.  Shoppers’ trends 

were changing.  They were starting to feel the need to spend less of their time (and 

money) shopping. The discount department store was created to fill this need.   As 

shoppers became more mobile, competition became more complicated.  Shoppers were 

comparing prices, considering services, and choosing locations.  Discount department 

stores were increasing their customer base with lower prices, wider selections, and 

faster services.   Although they offered discount pricing, customers were loading their 

carts with foreign-made lower-quality bargains such that overall store sales and profits 

were soaring.  More discount stores appeared and competition for shoppers’ dollars 

increased.  Businesses needed technology to compete. 

Today’s entrepreneur must realize that technology and computing are an inseparable 

ingredient of business.  With few exceptions, successful businesses rely heavily on 

computer systems for their efficiency, speed, and low error rates.  They use the Internet 

to provide an inexpensive media for marketing and communications including email.  

With relatively inexpensive technology tools available to enhance the management of 

business, many businesses are still failing.  These technology tools can enhance 

business operations and reduce the burden of increasing workloads; therefore, the 

combination of technology and communication tools are being utilized by most 

organizations. This means that businesses that efficiently utilize technology still 

compete with similar products and prices, and must compete on the value added 

features of services and location.  If a traditional brick-and-mortar business location is 

not conducive to attract customers, product features and pricing strategies are mute 

points; management would need to move the business or face declining sales.  

Although, moving a business may not be an option and price margins may be near 

break-even, customer service is the one value added factor that a business can control.  

Studies show that how well customers perceive their treatment is a significant factor in 

continuing their business with an organization.   

When I was a boy, I went into a store with my father.  When we left, I asked my Father 

why he had been so nice to an old man in the store.  He told me, “Son, even a dog likes 

a pat on the head”.  It took a while for me to realize that he was not belittling the old 

man but that everyone deserved respectful treatment and that the old man probably felt 



better about his situation after talking with my Father.  My Father was an old-school type 

salesperson.  He set sales records because he knew his business and his customers 

trusted him to help them make money.  He had character and he cared about his 

customer’s success.  Today, businesses need more people like him. 

When we address customer service, we have to look at employees in an organization. 

There are several “types” of employees in every organization; some help, some hurt, 

and some are unique. To the customer, the most important person in the organization is 

the person that addresses their need.  That employee needs to be a people-oriented 

individual that is knowledgeable of the product and services available and possess a 

desire to resolve a customer’s concern.  Organizations want several of this type, but 

they are rare. Another employee type is the “don’t know, don’t care, when is the party” 

type employee.  This is the one you ignore while looking for the employee that can 

answer your question.   Most organizations have at least one technical type employee 

that would not make it as a Wal-Mart greeter; they frequently offer valuable knowledge 

and expertise to the organization, but they need to avoid interfacing with customers, 

please.  Unfortunately, some organizations have a “pot-stirrer”.  This employee incites 

other employees to start rumors and complain about management, policies, or 

procedures.  This individual has one talent, given only a beaker of distilled water and a 

spoon, with a few swirls, they can create sewage.   

For traditional brick-and-mortar businesses to have a chance of surviving in today’s 

business environment they need to offer a set of marketable products or services at a 

competitive price in a desirable location, but to thrive, they need a collection of 

employees that can work as an efficient team and remain focused on the success of the 

organization by anticipating and serving the needs of their customers.  Once that is in 

place, the organization needs to address change, but that topic is another article. 

 


