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snows, if we hadn’t anticipated demand, we soon 
sold out of sleds, snow shovels and rock salt. If 
we overbought, I would be moving those shovels 
and sleds around to make room for other things 
from March until October.

When our customers came in asking for some-
thing that we really should have had in stock, 
something you would expect to fi nd in any good 
hardware store, I was the runner who ran to one 
of the other hardware stores in town to get what 

our customer wanted.

How do these ideas apply to you? I encourage 

you to be “adept at adapting” as you consider 

what you do to ensure that you are “in stock” 

with what your internal and external customers 

want when they want it. When you gain a reputa-

tion for having what people want when they want 

it, you will prove your reliability. This will secure 

your long-term relationship and guarantee your 

successful future.

A couple of weeks before Christmas I stopped 
by Fred Meyer’s newest store in Wilsonville, 

Oregon to pick up a staple gun for putting up 
our Christmas lights. It is a beautiful store. Fred 
Meyer just keeps outdoing themselves. As I was 
walking in the direction of where I hoped to fi nd 
a stapler, I saw a young man wearing a Fred 
Meyer shirt that said “Superior Customer Ser-
vice.” When I asked Joey (he was wearing a 
name badge) where the staple guns were, he 
pointed me in the right direction, told me where 
to turn and how to fi nd them. I found every size 
staple gun anyone could possibly ask for, except 
the size and price I was looking for. There was 
one empty hook - you guessed it - the size and 
price, $9.99, I was looking for. I found Joey and 
asked him if he could help me. He looked around 
and didn’t see them either. He checked their 
Magic inventory system. It said they had a thou-
sand in stock and 600 on the way. He called 
the department head and she said maybe there 
were some on end caps. He and I walked around 
the store for several minutes looking in every 
area we could think of and came up empty-
handed.

I appreciated that Joey looked thoroughly, asked 
someone else, and happily wrote down the SKU 
number for me. He told me they had a pallet 
coming in that night, so I could call tomorrow to 
see if they were on that pallet.

This is a case where the “superior customer ser-
vice” I received from Joey was helpful, friendly 
and courteous. I couldn’t expect any more from 
him. Unfortunately the computer inventory con-
trol system was completely out of sync with real-
ity. Superior customer service requires that you 
have what the customer wants and needs, in 
stock. Superior customer service is friendly ser-
vice and far more. Selection means having what 
customers want when they want it. There are 
certain items that sell at certain times of the year. 
You want them in stock in season, not when no 
one wants them.

The day after I turned 16 I went to work at 
Congdon Hardware on Pearl Street in Ypsilanti, 
Michigan. I learned very soon how important it 
is to have what the customers need when the 
customer wants it. The winters that we had big 
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 Introducing Turbo’s New
Strategic Execution Summit (SES)

Your executive team executes at record high levels.

A dynamic, aligning process to blend your manager’s
energies and leverage your collective strengths.

·  Craft a compelling “Vision of Victory” to blast 
past the “stories” that block the forward thrust of your 
team.
·  Create a galvanizing mission “slogan” that moti-
vates, builds pride, and pulls your entire organization
together.
·  Defi ne excellence for every role.
·  Develop individual, specifi c 3-step action plans to
ensure performance matches agreed-to measures of
excellence.

SES creates aligned energy to ensure the
highest levels of execution.


