









	
 Home

	 Add Document
	 Sign In
	 Create An Account














[image: PDFKUL.COM]






































	
 Viewer

	
 Transcript













Number 31 Hair Dressing Salon The company started in 1997 by buying the business from an existing owner for whom the current owner, Jilly Lynch, worked. The original business turned over about £300 per week. Jilly initially negotiated a 3 month lease so that she could see how the business might develop and then negotiated an extension to this lease for a further ten years. As sales grew, the space in the original shop was rather limited and so the business moved to its current location closer to the market square in the town. The lease on the current premises is for 25 years with a series of 'break clauses' allowing the owner to get out of the lease. These clauses are at five-year intervals. Jilly would have preferred to buy the premises but did not have the capital to be able to do this. The owner is Jilly Lynch. Jilly is therefore solely responsible for the success or failure of the business. If the business had to close she would be responsible for the debts of the business. Also, the premises have been secured partly through using her home as security to raise the money to move from the original premises. Jilly's husband, Paul, helps with certain aspects of the business, for example, managing the accounts, but he is not an owner and is effectively employed by Jilly to help out. Vision As a small business, No31 does not have aims and objectives as such. However as a sole trader Jilly must maximise her sales opportunities and encourage customer loyalty. She can do this by ensuring that her customers are satisfied, and leave having paid a fair price. Operations The business provides a service as a hairdressing salon but it is also providing a product - the finished hairstyle. Customers may come into the salon with an idea of what sort of style they want - it may be that they require something simple like a basic cut, it may be that the style they require is something different to the one they have currently - a perm, highlights, hair colour, hair extensions and so on, and the customer may have some idea of what it might look like - they may bring in a picture of a celebrity or someone in a magazine that has the sort of style they are looking for. The finished product, therefore, is what people walk out with at the end of the session. The service comes in the relationship that the business builds with its customers; this can be more complex and can be where the business might be able to add value. Adding value takes place as customers go back to the same stylist who 'understands' their hair type, what it will do, what it will not do, what it will take and what it will not and also the experience the stylist has in being able to advise on styles in relation to the shape of the customer's face, bone structure, body shape, eye colour and so on.



New recruits are taken on for a three-month trial basis. There are particular problems with recruiting juniors because Jilly finds that many are not prepared to work hard to learn the business, to gain the experience needed and to develop their skills. Some new recruits think they know it all; others are reluctant to give time to the business when necessary or simply feel that what they are being asked to do is just too much like hard work! Appropriate staff are vitally important for the business. The atmosphere in the place is a key competitive advantage; it has to be relaxed, business like, professional and welcoming. Simple things like assessing the state and condition of a client's hair before washing it so that important information can be passed to the stylist before the main work is done is very important. Staff with 'an attitude' destroy that atmosphere and can be damaging to the business. For example, Jilly explained that one former member of staff began to discuss other staff in the presence of customers and upset the working atmosphere of the place. When this worker left, the 'sniping' continued and this is seen as being very damaging. Marketing Jilly says that the reputation of the business is vital to its success. When customers leave the salon they are a walking advert for the company and the discussions they have with their friends is an important part of marketing the business. Paul encapsulates the view by saying that the worst piece of marketing is a customer leaving the salon unhappy! As such, there are no formal marketing methods used. The marketing mix is important in terms of having the right product, the right price, being in the right position, having the right people and the right process is obviously important and these are constantly monitored through the observations made by Jilly and the staff and the feedback they get from customers. Some adverts are placed in the local newspapers. Advertising on local radio can cost £3-4,000 for a six-week run and adverts in magazines like Vogue can cost £2,500 for 3 runs, and the business has to write the piece and supply the photographs themselves. Such promotional methods therefore cannot only be expensive they might also not target the right type of customer and so be largely wasted. The fact that the business is fully booked 6 weeks in advance is testament to the success of the word of mouth approach.



When the customer walks out of the shop, they are exposing themselves to the view of the whole world. If someone walks out with a style that is inappropriate for that person and gets ridiculed they are unlikely to return. The understanding of customers' needs, therefore, is an important part of the service that is provided.



ICT No. 31 does not have a Web site. Part of the reason for this is that the customer base is largely local and as such there is little need for a Web site that would reach across the globe! If local people wish to contact No. 31 they can always use the telephone and most are near enough to drop in to make an appointment. Many of No. 31's customers make new appointments when they leave the salon after they have had their hair done and most regular customers will have the telephone number of No. 31 (and the name of their favourite stylist) to be able to make repeat appointments. As mentioned earlier, the most useful form of marketing for the business is word of mouth and as such this does not rely on the use of ICT.



Another aspect of the service is that the customer may well go to the hairdressers for an 'experience'; this experience might be an opportunity to be pampered and looked after for a short time, to relax and let someone else take the strain, to read a magazine, have a cup of coffee and have a chat. The service also has to ensure that people feel that they have had a complete experience therefore - it is not just a case of get them in, do the job and get them out as quickly as possible - it is all about how to add value.



No. 31 do use ICT, however, for their accounting procedures. At home, Jilly and Paul have a computer linked directly to the till at the shop which has accounting software on it. All transactions are automatically logged on the computer as they are made. The emphasis is on the individual stylist using the till correctly. They each have an identification number which they must key in when recording a sale. The software enables Jilly to monitor the daily, weekly and monthly takings and to get a breakdown of which stylist is generating the most revenue for the business.



Human Resources Most recruitment is done through word of mouth. The original recruitment was carried out by Jilly using people she had worked with in the past and who she felt were right for the business. Now, it is much harder to find suitable recruits as the business grows. Some staff may be recruited as a result of contacts through other staff, others may come through contacts the business has with the local Further Education College and others may be through accident - for example, someone who knows someone whose daughter happens to be studying hairdressing at college.



The data it generates can be revealing. Some stylists deal with a large number of customers but each transaction adds relatively little value. Such transactions may be simple cut and blow dry work. Other stylists get through a smaller number of customers but the work done adds a great deal of value. Such work may include highlights, perms and so on. The use of the software, therefore, gives Jilly a good indication about the direction of their business and a means of comparing sales data with previous months and years.
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