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THANK YOU FOR ATTENDING 

OUR WORKSHOP. 

Since the inception of our business, we have had the opportunity to meet with thousands of business 
people in every kind of business. The Key Frustrations Workshop has played an essential part in that 
dialogue. For, through it, we have been able to create an important medium of communication, which 
in turn has established a foundation of understanding for the many successful relationships which 
have evolved from it between us and our clients. 

Operating a business, at best, is a highly complex and risky endeavor. But, operating a business the 
way most businesses are operated is little more than an unmitigated disaster. It is our contention 
that such disasters, though increasingly prevalent in today's business community, are not only 
unnecessarily wasteful, but mostly preventable. It is our objective as a firm to prevent such disasters 
from occurring, and, by so doing, to assist business people like yourself in the achievement of some 
modicum of independence and control through the development of a more rational and productive 
business enterprise. 

To achieve this objective, we have spent countless hours in researching the most productive 
methods used in the business environment; methods in Marketing, Production, Finance, Engineer
ing, Administration—all were included so as to make certain that the resulting technology allowed 
for a synergy of experience, rather than a myopically specialized one, to emerge. Out of this 
research, and the practical application of it, was developed a program which we believe to be 
unparallelled in the business community. We call it The Michael Thomas Business Development 
Program, and it is at the heart of the service we have developed on behalf of our client companies. 

To better understand what we have accomplished, it is useful to think of our business development 
program as the means through which a company creates its own operations prototype, exactly as a 
franchisor would prior to expansion. In other words, we approach the task of business development 
in exactly the same way as McDONALD'S did in the creation of their franchise system. By so doing, 
we help the entrepreneur to look at his business from a totally unique perspective. Rather than 
personalizing it, as all entrepreneurs are given to do, he begins to look upon the business as a 
system which requires perfecting. In other words, we help him to see his business as an independent 
organism which must be approached systematically—and objectively—if it will ever be able to run 
without his direct and personal attention. 

In the process of developing the above approach, we have quantified those methods, systems and 
techniques which have worked for the most successful franchise operations (as well as the most 
successful of all companies) and have adapted them for use by small, emerging companies. We then 
developed a proprietary method for communicating such information to the management of asmall 
business so as to insure its successful implementation. Finally, once installed, the entire technology 
is standardized throughout the client's organization and documented in manuals. 
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The result is that the small businesses with whom we have worked can take an entire systematology 
which has already been validated in many other companies, and convert it to their own use in a very 
short period of time, and with an impact that can be startling. Where increased sales are the 
objective, sales are increased; where more efficient production is the requirement, production is 
managed more efficiently; where profitability is of primary concern, profits are enhanced. In short, 
wherever it is applied, and then implemented, the technology works. 

It is this objective, and how we can apply these principles to your business, that we will discuss in our 
next meeting with you. To that end, we request that you complete the enclosed CLIENT PREFERENCE 
SURVEY. Through it, our Marketing Associates will be able to better understand your concerns, as well 
as your objectives. Should they be compatible with ours, he or she will then explain the next step to be 
taken in a potential relationship between us. 

Again, thank you for attending our seminar. We trust you have found the information of interest 
whether or not we continue beyond this point. 

THE MICHAEL THOMAS CORPORATION 
SAN MATEO, CALIFORNIA 
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CLIENT PREFERENCE SURVEY 

AS YOU LOOK AT YOUR BUSINESS, CERTAIN NEEDS WILL BECOME APPARENT TO YOU. 
WHILE YOU MAY FIND THEM OBVIOUS, SOMEONE FROM THE OUTSIDE MAY NOT. 

TO GIVE US THE FULLEST POSSIBLE PICTURE OF YOUR BUSINESS, WE ASK YOU TO FILL 
OUT THIS DOCUMENT. YOUR RESPONSES WILL, OF COURSE, BE KEPT IN THE STRICTEST 
CONFIDENCE, AS IS THE CASE WITH ALL COMMUNICATION BETWEEN US. 

WE HAVE DIVIDED THE DOCUMENT INTO 5 MAJOR CATEGORIES: 

(1) GENERAL 

(2) MARKETING 

(3) OPERATIONS 

(4) ADMINISTRATION 

(5) MISCELLANEOUS 

WHILE THREE OF THE CATEGORIES ARE CLEAR AS TO THEIR MEANING, TWO OF THEM MAY 
CAUSE YOU A BIT OF CONFUSION. THEREFORE, AN EXPLANATION IS IN ORDER. 

BY "OPERATIONS" WE MEAN ALL THE FUNCTIONS WITHIN YOUR BUSINESS THAT ARE 
DIRECTLY RELATED TO THE DELIVERY OF YOUR PRODUCT OR SERVICE. IF YOU ARE A 
MANUFACTURER, THIS CATEGORY PERTAINS TO, AMONG OTHER THINGS, PRODUCTION 
CONTROL, INVENTORY CONTROL, SHIPPING, RECEIVING AND THE LIKE. IF YOU ARE A 
DISTRIBUTOR, IT WOULD RELATE TO INVENTORY CONTROL, WAREHOUSING AND THE 
VARIOUS OTHER DISCIPLINES THAT ARE RELEVANT TO YOUR PARTICULAR OPERATION. 

BY "ADMINISTRATION" WE MEAN ALL THE FUNCTIONS THAT ARE PERFORMED TO SUP
PORT THE REST OF THE ORGANIZATION—PERSONNEL, ENGINEERING, FINANCE AND 
WHATEVER OTHERS THAT MAY BE APPROPRIATE TO YOUR SITUATION. 

IF ANY GIVEN ITEM IN THIS DOCUMENT SEEMS UNCLEAR OR IN ANY WAY CAUSES YOU 
SOME CONFUSION, PLEASE DO NOT BE CONCERNED. SIMPLY MAKE YOUR ENTRIES AS 
BEST YOU CAN. THIS IS NOT A TEST. IT'S NOTHING MORE THAN A STATEMENT OF WHAT 
YOU WOULD LIKE TO ADDRESS AND SOLVE IN YOUR BUSINESS DEVELOPMENT PROGRAM. 

WE WOULD PREFER THAT YOU NOT ASK OUR MARKETING ASSOCIATE FOR AN EXPLANATION 
OF ANY ITEM IN THE DOCUMENT, NOT BECAUSE WE REFUSE TO SHARE OUR EXPERTISE 
WITH YOU, BUT BECAUSE WE DO NOT WANT TO INFLUENCE YOUR PREFERENCES. AT THE 
APPROPRIATE TIME, COMPLETE EXPLANATIONS WILL BE PROVIDED. 

THANK YOU. 
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HOW TO COMPLETE 
THE MICHAEL THOMAS CLIENT PREFERENCE SURVEY 

WE ARE ASKING YOU TO FORCE-RANK THE FIVE MAJOR CATEGORIES, AS WELL AS THE 
ITEMS WITHIN EACH CATEGORY, BY THEIR ORDER OF IMPORTANCE TO YOU. 

THEREFORE, YOU WILL BE DOING TWO THINGS: (1) TELLING US WHICH ITEMS IN OUR 
SERVICE INVENTORY YOU THINK ARE RELEVANT TO YOU, AND (2) THE SEQUENCE IN WHICH 
YOU WOULD LIKE TO SEE THOSE ITEMS DELIVERED TO YOU AND MADE AVAILABLE (OR 
INSTALLED IN) YOUR BUSINESS. 

THROUGHOUT THIS DOCUMENT, YOU WILL FIND PARENTHESES ( ) NEXT TO CERTAIN 
ENTRIES AND ITEMS. WHEN YOU SEE THEM, WE'RE ACTUALLY ASKING YOU TO DECIDE IF 
THAT PARTICULAR ITEM IS NEEDED IN YOUR BUSINESS. IF YOU THINK IT IS, THE NEXT 
THING TO DECIDE IS WHETHER OR NOT IT IS A MORE URGENT PRIORITY THAN THE OTHER 
ITEMS YOU NEED. THEREFORE, THE MOST URGENT ITEM IN A GIVEN CATEGORY WOULD 
RECEIVE THE NUMBER "1" IN THE PARENTHESES NEXT TO IT; THE SECOND-MOST IMPOR
TANT, NUMBER "2"; THE THIRD-MOST IMPORTANT, NUMBER "3"; AND SO ON. YOU DO NOT 
HAVE TO PLACE A NUMBER NEXT TO EVERY ITEM; ONLY THOSE THAT YOU THINK YOUR 
BUSINESS NEEDS. 

AS YOU BEGIN EACH CATEGORY, BEGIN AGAIN WITH THE NUMBER "1". 

THE "MISCELLANEOUS" CATEGORY IS RESERVED FOR THE AREAS AND NEEDS THAT ARE 
NOT IDENTIFIED BY THIS DOCUMENT BUT ARE, NEVERTHELESS, IMPORTANT TO YOU. 
ONCE YOU HAVE COMPLETED THAT CATEGORY, WE WILL ASK YOU TO FORCE-RANK THE 
CATEGORIES THEMSELVES. AFTER THAT, WE'LL HAVE SOME GENERAL QUESTIONS FOR 
YOU. 

PLEASE TURN THE PAGE AND BEGIN. 
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GENERAL 

REMEMBER: STARTING WITH NUMBER "1", WHICH IS THE MOST URGENT NEED, THE 
PRIORITIES DIMINISH IN IMPORTANCE AS THE NUMBERS GO HIGHER. 

PLEASE DO NOT USE THE SAME NUMBER MORE THAN ONCE IN THE SAME 
CATEGORY. 

YOU ARE NOT COMMITTING YOURSELF TO THE SEQUENCE YOU ESTAB
LISH. THIS IS ONLY A STATEMENT OF YOUR PREFERENCES AT THIS TIME. 

) ORGANIZATIONAL STRATEGY 

) POSITION CONTRACTS (JOB DESCRIPTIONS) 

) MANAGEMENT TRAINING FOR YOUR MANAGERS 

) DEVELOPING OPERATIONS MANUALS 

) DEVELOPING AN IN-HOUSE NEWSLETTER 

) HAVING US EVALUATE YOUR PHYSICAL ENVIRONMENT 

) EMPLOYEE RELATIONS PROGRAM 

) REVIEW OF YOUR COMPANY'S LEGAL STATUS AND DOCUMENTS 

) AN EXPANSION PROGRAM (FRANCHISING, OPENING BRANCHES, ETC.) 

) IN-HOUSE CAPABILITY TO TRAIN YOUR MANAGERS 

) REVIEW OF YOUR COMPANY'S GENERAL FINANCIAL CONDITION 

) REVIEW OF A POSSIBLE MERGER OR ACQUISITION 

) QUALITY ASSURANCE TECHNOLOGY (GETTING BETTER INFORMATION ABOUT 

HOW YOUR COMPANY IS RUNNING) 
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MARKETING 

NOTE: THIS CATEGORY FILLS MORE THAN ONE PAGE. LOOK AHEAD FIRST. 

( ) DEMOGRAPHIC MODEL OF YOUR TYPICAL CURRENT CUSTOMER 

( ) FINDING NEW MARKETS 

( ) LEARNING ABOUT YOUR CUSTOMER'S PSYCHOGRAPHICS 

( ) DEVELOPING A UNIQUE SELLING PROPOSITION 

( ) PACKAGING YOUR PRODUCT 

( ) DETERMINING WHAT YOUR PRODUCT/SERVICE SHOULD BE 

( ) DEVELOPING ADDITIONAL PRODUCTS/SERVICES 

( ) LOGO 

( ) COMPANY NAME 

( ) PRODUCT NAME 

( ) RECRUITING AND TRAINING A MARKETING/SALES MANAGER 

( ) ORGANIZING THE DEPARTMENT 

( ) SETTING OBJECTIVES FOR SALES 

( ) DISTRIBUTOR PROGRAM (FOR GETTING THEM) 

( ) DISTRIBUTOR PROGRAM (FOR MOTIVATING THEM) 

( ) REP OR RETAIL DEALER PROGRAM (FOR GETTING THEM) 

( ) REP OR RETAIL DEALER PROGRAM (FOR MOTIVATING THEM) 

( ) COMPENSATION PROGRAM 

( ) GETTING COLLATERAL MATERIALS (ADS, BROCHURES, ETC.) PRODUCED 

( ) CUSTOMER SERVICE PROGRAM/TECHNOLOGY 

( ) PRODUCT/SERVICE PRICING 

( ) WARRANTY 

( ) SALES CONTRACT 

CONTINUED .... 
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. . . . MARKETING (CONTINUED) 

( ) EVALUATION OF RETAIL MERCHANDISING STRATEGY 

( ) EVALUATION OF PRODUCT CATALOGUE 

( ) EVALUATION OF CURRENT COLLATERAL MATERIALS 

***PLEASE DO NOT START WITH NUMBER "1" AGAIN*** 

DEVELOPING A SALES PROCESS (PRESENTATIONS, SYSTEMS AND MATERIALS) FOR: 

( ) FACE-TO-FACE WITH PROSPECT/CUSTOMER 

( ) TELEPHONE 

( ) RETAIL 

( ) TRADE SHOW/CONVENTION 

( ) INSIDE SALES DESK 

( ) AFTER-MARKET (ADDITIONAL SALES TO CURRENT CUSTOMERS) 

A SYSTEM FOR: 

( ) FORECASTING SALES 

( ) TRACKING SALES LEADS 

( ) REPORTING SALES ACTIVITY 

( ) PLANNING SALES CALLS 

( ) ESTABLISHING SALES TERRITORIES 

( ) RECRUITING AND TRAINING SALES PERSONNEL 

( ) COMPLETING SALES TRANSACTION PAPERWORK 

( ) COMPUTING SALES CONVERSION (EFFICIENCY) 

( ) SUPPORTING INSIDE SALES DESK 

( ) ENTERING AN ORDER 

( ) MOTIVATING SALES PERSONNEL 

CONTINUED 
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MARKETING (CONTINUED) 

) DETERMINING RETAIL TRADING ZONES 

) EVALUATING RETAIL LOCATIONS 

SYSTEM FOR EVALUATING THE FOLLOWING MEDIA: 

) NEWSPAPER 

) TRADE MAGAZINES 

) CONSUMER MAGAZINES 

) TV 

) RADIO 

) OUTDOOR (BILLBOARDS, BUMPER STICKERS, ETC.) 

) DIRECT MAIL (GENERATING LEADS/INTEREST THROUGH THE MAIL) 

) MAILORDER (SELLING THROUGH THE MAIL) 

) POINT-OF-PURCHASE (RETAIL) 

) HANDOUTS/FLYERS 

) NEWSLETTER AS MARKETING DEVICE 

STRATEGY FOR USING THE FOLLOWING MEDIA: 

) NEWSPAPER 

) TRADE MAGAZINES 

) CONSUMER MAGAZINES 

) TV 

) RADIO 

) OUTDOOR 

) DIRECT MAIL 

) MAILORDER 

CONTINUED . . 
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. . . . MARKETING (CONTINUED) 

( ) POINT-OF-PURCHASE 

( ) HANDOUTS/FLYERS 

( ) NEWSLETTER 
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OPERATIONS 

NOTE: START AGAIN WITH NUMBER "1". THIS CATEGORY FILLS MORE THAN ONE PAGE. 
LOOK AHEAD FIRST. 

SUPPLIER RELATIONS PROGRAM 

DEVELOPING QUALITY CONTROL STANDARDS 

WRITING QUALITY CONTROL STANDARDS THAT ALREADY EXIST 

EVALUATION OF PRODUCTION METHODS 

ORGANIZING THE DEPARTMENT 

PRODUCING PRODUCT DOCUMENTATION (DRAWINGS, BILLS OF MATERIAL, ETC.) 

COMPENSATION PROGRAM FOR OPERATIONS PERSONNEL 

PRODUCT INSTALLATION/DELIVERY TECHNOLOGY 

SYSTEM FOR: 

PROCESSING AN ORDER 

SHIPPING 

RECEIVING 

INVENTORY CONTROL 

WAREHOUSING 

MATERIALS REQUISITION 

PRODUCTION PLANNING/SCHEDULING 

PRODUCTION REPORTING 

COSTING 

QUALITY CONTROL 

PURCHASING 

MATERIALS PLANNING 

CONTROLLING ENGINEERING PROJECTS 

CONTINUED .... 
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. OPERATIONS (CONTINUED) 

) CONTROLLING PRODUCT DOCUMENTATION 

) REPAIRS & MAINTENANCE 

) REJECTS & REWORKS 

) WILL CALLS 

) DETERMINING DELIVERY ROUTES 

) RENDERING TECHNICAL SUPPORT TO YOUR CUSTOMERS 

) RENDERING TECHNICAL SUPPORT TO YOUR DISTRIBUTORS/REPS 

) MANAGING R&D PROJECTS 
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ADMINISTRATION 

NOTE: START AGAIN WITH NUMBER "1". THIS CATEGORY FILLS MORE THAN ONE PAGE. 
LOOK AHEAD FIRST. 

EMPLOYEE HANDBOOK 

SELECTING AND ADMINISTERING FRINGE BENEFITS 

ORGANIZING THE DEPARTMENT 

EMPLOYEE ORIENTATION PROGRAM 

ESTABLISHING AND MAINTAINING PERSONNEL RECORDS 

SALARY ADMINISTRATION (REVIEWS, RECORDKEEPING,ETC.) 

TECHNOLOGY FOR RUNNING A SERVICE DEPARTMENT 

EVALUATION OF CURRENT PERSONNEL POLICIES 

A SYSTEM FOR: 

CASH PLANNING & FORECASTING 

RECEIVABLES REPORTING/TRACKING/AGEING 

PAYABLES REPORTING/TRACKING/AGEING 

DETERMINING & REPORTING THE CASH POSITION 

COLLECTING RECEIVABLES 

CREDITOR RELATIONS 

BUDGETING 

BUDGET MONITORING 

GENERAL COMPENSATION 

COMPENSATION FOR ADMINISTRATION PERSONNEL 

PROFIT PLANNING 

CREDIT MANAGEMENT 

GENERAL FILING 

CONTINUED 
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. ADMINISTRATION (CONTINUED) 

) MAKING BANK DEPOSITS 

) APPLYING FOR A LOAN 

) RISK MANAGEMENT (INSURANCE OTHER THAN MEDICAL) 

) PLANT SECURITY 

) MANAGING OFFICE SUPPLIES 

) ORGANIZING YOUR DESK 

) RECRUITING & TRAINING ADMINISTRATION PERSONNEL 

) LEGAL RELATIONS WITH EMPLOYEES 

) PROCESSING EMPLOYEE INSURANCE CLAIMS 

) CASH HANDLING 

) CREATING & SAFEGUARDING OPERATIONS MANUALS 

) UPDATING OPERATIONS MANUALS 
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MISCELLANEOUS 
USE THIS SPACE TO IDENTIFY NEEDS AND PREFERENCES THAT WERE NOT 

ADDRESSED BY THIS DOCUMENT: 
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THE CATEGORIES 

NOW, PLEASE FORCE-RANK THE CATEGORIES, AGAIN BEGINNING WITH NUMBER 

( ) GENERAL 

( ) MARKETING 

( ) OPERATIONS 

( ) ADMINISTRATION 

( ) MISCELLANEOUS 
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ADDITIONAL QUESTIONS 

1. WHAT EXCITES YOU THE MOST ABOUT THE PROSPECT OF HAVING YOUR OWN 
BUSINESS DEVELOPMENT PROGRAM? 

2. WHAT CONCERNS YOU MOST? 

3. WHAT IS YOUR PERSONAL OBJECTIVE? WHAT DO YOU WANT FROM YOUR 
BUSINESS? 

4. ARE YOU AT THE STAGE IN THE LIFE OF YOUR BUSINESS WHERE YOU REALIZE 
THAT YOU NEED HELP? 

5. DO YOU BELIEVE THE MICHAEL THOMAS CORPORATION CAN HELP YOU? — 
IF NOT, PLEASE EXPLAIN. 
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