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ihﬁf@ are sther elempntq \hjch are @cua}lq iapartant o

én cn@ of thcqe is ‘the uales ano uperatlnr Analysiq?h'

Back in the “fillinv st"?ier aays when pmrators

- were me?e ﬁarder takera disvenQinr thp amounfs of

gasq1;n¢ aad;mator~o11 the motorists asked for,

dealéré‘did*ﬁ0§ can¢erﬁ themselves with sales potertials

ard -allonage trendgzs " lowever, to-déy‘s éervice‘
stations must épérate just the opnosite way, because

they are a complex, fast-naced conpetitive busiress,

The dealer no lonzer can have a successful business

by operating just 2s an order taker. He must study

his 3&193 potantials, know moderr. station operation

andfsalesvbechniques which will help hir recch

USSP S 4

cales Levelopuont, “sso

~The$e trendq shon the number of rrllonq

oxnected to be sold in a specific period. fzh¢ trenﬁs

are'uauallkﬁc&lculﬂted from pa"* rp°°rps‘ 1}



~,Drespeet£re custemars apd turx ?hem irtn rpauiar‘   “ l 

cugto§eys, and nlatﬁhi?j”ﬂl€ﬁ urwura carafullv to

Lake‘aﬁvaz ta e Of "H “16‘ fm*f)r‘r rw+u=r=: that are hi

To~nay 8 service statiors renulre 1arg@,

can}tal investmentq - qltoq, huildir*:, equinnent arar

it takes ﬂffieient, aCtIVP sellip» o brire qatiwtsctnry

?eturnq799-§§2§efianﬁtmnnts,~'rherefore, evary dealer
“36u1“~hav¢fh‘séles vlan which is Sasadior;past and

ﬁreseh£ a§comnli8huents ard vaich iréiﬁdes ar. ohjecfive
for the fhture.,,'he,moﬁthly saleSrrccord isrthe | |

deaier}',scereboard.~‘The‘sales record is so desipned T

as,té'fecﬁrGVall the,iﬁportart sales iuforﬁatien1
‘hera are hrcvisions not for dailv and morthly total
3ales; but’also for a com»narison of actual sales with
objectivesfplanned fbr the period. 1n adc¢ition and
'very‘imﬁnrténtﬁéisthe~monthly-analvsis at the bottom
of Lhewrecord. - 1iere are provided the answers to
show,how well the~station has becn doine for the month,
whﬁrofit;ﬁi?ht“nsed‘additéonal heln, énd most of all,
“here and how mnch it fell short of its objective,

1t is the dealer s ~air or loss that cor he translated

flntd th?;succesa,or failure of 2r outlet and Jt is

is whi hwpra‘ides the rotlvaticr of ood retail

| to fcrm on Sery. ce Statlon Operatinp ,
ndixﬂﬁ*ﬁos.;zlf to (vi) _ervice lnventary




e;This is a rﬂcorg 1hat x?vnr:!ai1~'t reveal
a decllninr or im “*virr bh iness C’ttf?”iS'

Jncr@nsinp salpw £i ~ires h: ﬁh}1ght the rond work of

the 068‘191“, ﬁiyinﬁ him Qi Sprert ,:‘.r:‘,'tt%yi to comrend ard

& nc‘mraf' Y the“ "‘ 0 3193 TZ‘(::%SS':;?f‘)r;S;? 3{)1%4 ,fgr, t hg 11‘%331"&
Lrew@ ir h“s businasa.' What arc t‘r Jhgeatgvﬁ of
thiﬁtsales &nalysis~ Jn such & hzg C;mm€rfld1 firﬁ
as. ,530 Jtd. uastﬁrr,‘inc. thero a2re diverse and
cl«ar cat ebjectives, ths PALG OTOs ofﬁv)1ch:are to
use thia analysls as a roliahle " ivnnoﬂt" to puide
the camnany s dealers in their ht emnt t) st roamlin

their‘enterprises and to maximisge thezr profit
potertials¢ A very good ~uide that the comnany car 37
use to internret qarket ¢ rﬁitnor” i- tho sales records,
‘heose records zre necessury for deternining trerds,
analysinggweaknass, ard sattin?‘incentivvs an'the
rart of ﬁhe dealer., LYrom the =zile: rocords, sales.
ardlyses sre pr@pqred. These analyses are derived

from fluctuations 4n sales fivurw:., Takine into

conﬁiderﬂticn differeLt econonic variablvq like a

'/“car rewiquatj ‘ng or @ %urven

sudaen deerea

alea records re wrepar@d by tha Prrgo i
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This i~ ar scfue] gales racord chamutad

from sales fieures, 16¢:5, The wraph shovs & ~reant
decline in February but sales lmorove ~lichtly Trom
Pebruary to April, after vhich therve i¢ ¢ wlizht declire
arain, - Sales pos:tlox juproves =1lir “’1» senir from
June to July. Then a dovnward trenc cety ir azain. Ir

Septembe “salc s’Volume“ are not too pronicing bt
after this, the trenc. chanves to one of a qtpady incrnw«e.

~P9mnany“analystq attrlbute this to.'; 
‘4)- end of ywar sales trenc cauftm by the

New’Year ‘holiday periodsj -
“ bhe“?;ger“ Sales Promot1om bamvaign, ard
increaqon 4nvestm rt o in rftall outlirts.,
;i1 1mnos¢1ble to 1jnn~ ut how effective

; ”Th@ comnsny i° currnrtlv corﬁnctjn?

ff€ctiveneq
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 trio3 to axanine what are tho factors that h#?@n

cavepd ﬂ certain decline or 1nnrg~~e in'"a]es ﬁa
1ﬂctpd in thv srleu “pcnrd A these records
e vf tremendous im 0?@3100' the comnery dnsicts
thot. dealers mk use of thew
un the cOHnaLv :idc§ the s j;,qlw re Cowﬂq
s 38 , |
Br Hnreu hy aﬁalera ','rw,%ctgliaé LSRG enninared
vith nhat tha cemnary has eummtsde fhggtffifurﬁﬁv
rhe? trﬁﬂsl&téﬁ into ﬁrawhq by *hf arketing'
Ayal#sis53epartmgn§ and thr Hles trerds arc finally
pre ‘3(:1 ted fcramly 5.’18- iwo oxanples ol these ":—‘ les
tﬁetdﬁ éfé i11ﬁstrﬁt£d5here,jL the form of Lraphs 1
and¢ 7, These two sraphs show #imost similir trerce
except at end of‘year. Irow thon the commany would
bte sble to forecast its futurs actions tud dezler
rapuifgm&hﬁ#‘on a2 oith to -onth bisis, Clomporins
thise trends;with paat roCcoras, # fuirly‘chuvate
Fﬁﬂm?'*t conld be pot i the Aross o siachy
inve: tory nd fuijrm wrthtwn;t. his 1ill evable

hm camsany to be 31ka on the ra&dinamv to meet

3 nromﬂtl Ay Srarility to oo

2 logses and curtailmont
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of rusinpss both to thp ccmnaqy &nr
f;ticiencyEQill cﬁrfaxnl | ar }a 5¢;;g¢ﬂ;, ,ﬂ.thp,
;z.u~r1pr of a'c\rﬁial cfrpazn_fﬁﬁ1 .

v “rlftfﬁrshim.

k;Ré§°rdsfor betérﬁiﬁihrx#rofityardllaa« -
L“V&liv ﬁéﬁﬁi?e@'hyfTﬁw arf‘ﬁtr“nﬂlv 2ovoented hv thf
“r;a:y - ars iﬁpartart to the c&alar. r%bcarﬁq of
yxskrses énable a dealer te analx se and cartrol hiq
rseq., Payrell and porsonxal rrccrds are
*mr;rtaxt tc the dpalnr in. Gﬁtﬁrmxrgny his 1abcur co;t T
Inver tory rscerés help the deaTar in euttinr dnwn |
s ﬂqive %tock and aralvsin; his stock neads.' Crnﬁ%t
rocordg ara neceeqary to rn a xeund crﬂdit'husinQSe sod
the enahle a dealer to give hia customers pbod
orﬁdwt qervice, and at the same time cut down his
(rt( t loases. ,Finally, fived nazeta records are
racrﬁrwd,for determirin- de-rrciation allowance and

to nrovidc the dealer with proof of ownerchip,

1n $te Commany-Tealer Nelatione Prasrarre,
Leen nlao QCCV"&S&‘)‘Bﬁlly srarte loans to its rrori~irs
dexae%§;775§11¢wiﬁ? ié s form, iervice itrtisr Uperatirs

Cdprartart drdicator of whether o

Khis ia on. the ﬂaqumﬂt4on

the deale r ihiﬂ
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purchoses, rnd,

i;i), f@ce 2 cosh elortaoe due pe snfareseer
circumet&nces.

Xeilning th€ dealer’ "cgitiﬂ?‘in his ‘ vvicp ;tgtfma,

’*?ﬁésﬂ‘, lr thj Prrtxcuifr GRue, ’h a.aI“”

U}ﬂ dealer haS a tOtuﬂ ey fit Of Ol.p neﬁr :;s;};’{;}'),
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1 t operatinv ca"acitv ‘lﬂﬁwt»nﬂ, fnd 917@,
’inr thnt the qtat‘on vith tvn baye, a ret

rofit of <904 is cquite pood, Hovever, this alore jo
cot onfricjent and the comnony +311 taks inte considoration

e ooersting analysis rocords of poot roturre too,

“i

#uvﬂ?‘r CCrdS *111 sratle the eomniry o con vhether
i nkmt10n has nrorrr e ey not,  Af “rrr has “orp

stesdy decline' n C'Tn', the cecerar vill “her tow
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~ fgftﬂr this Only, will it conwider whather ts forward

"‘~a }.rmn ar mt. Tha m oi‘ tha nr-ef‘it is t.he min
nsacator af the sjze of loan th« coapany i« nrpparod

A ,xve, Depending or th» *wcunt and tyne of ﬁnvaqtmert

n ﬁsnLer wants to undertakp for a re?ulnr prcfit of

grw;aﬂ nne thausand dell«rs a Mﬁﬁth, thw comaany is

g réa to forwdrd a wrart oﬂ uu tJ Len t*auaénd

Sl o,

herﬁ lo%qeq ara rﬂvuierlv uuwtained th@;]

’“iﬂ'?? *” mﬂ?? snscepuibﬁe ,whére the vrartinﬁ Of arloan
ie o ncvrned.;kfn th]ﬂ cawo th riqk c“ ronaymrnt iak ﬁ,,f
r-. ‘iowew r, thm-*' umnrtnmta mr Iareare ne t
Ay? :*1\ bar ed ’rum this U’lVllé*P"l’en t the:
Soany hich i« alwayv "4n°thhtic Vowurdq'it.

| L rs, fherefo , when an ﬂhp1«Cd ion for loan is
f0;¥ﬁrded b ary of these d(ulers, the Codeny will
cwpfucn'analyvea'ns to the causes of the lostes and
it i" oroved :hat a loan will nnll him out of his

dj‘,iaultins and heln hlm attain'a esund ioot;r" in his

%QFV1CG;SLatJOﬁ ,uvinaqa, a loan gan be mace gv"llﬂ‘lp




,_. ; nnkOs 1% &s Pasy as possible for the deaiér t&;ggfiJ?ik

““"kf:fnceuunlhtc all ef the 1afhraﬁtioﬂ 19 than

"*fif}tbd iato the rest of the records.

 ﬂ;  2)

k ‘work sheat, provided with the daily
;f]roport on which to enter actual firures and-

o te make eg.au:atjon%-

*715 ordar to be of value to. the daaler, theseQV'

'f;g rwe9rﬂs are expl&ineé duringe persoanel |

f,{ierainiap by the salesman; alens with the

‘lf<aeegsaary followsup review, A dealer who

'ii'ifha: been convinced ‘that he neods a pood

8 ﬁ nceeuntiag systen and has beer trained on haw

into koop reeorcs and :nalyse the information
they contain, has pone a lonz way in

| becoming 2 better 1ndenandont‘businesaaaa.
The Eﬁtﬁ campnny‘therefare streagses on dealers
; koaping‘theao records hecauge it is
"uocesSer for the dealers to keep rood

raeords, net only bacabsa it is com~ulisory

“ n by lnw in many areas, but because they erable

”“”f:chem toz—

nmly'w their business performance so

e théy can direct thp pffortq of their

men bsﬁtér and determine what *wnravemerts:‘

fﬁad‘progfaﬁmes are nceded. 1hay ther can
éanatruetive actian ttwardq increasinf S

pfnf!tso ~f* 




- :;   11)";jtan1yao their labenr coats and ather
W~~ *¢xpena¢s. This gives them control of their |

‘;u, 30at ef deinr busineas whicw has an 1nportart

Voffact on their net nrefit.
111) ~eomtrol and analyse their credit business,
kwhieh 18 eesertial if he is to expand eradit |
,, ‘uise1ya E&ny éaalara fail mor 3 because of 90°P
~,ersdit eaatrel than for any other reason.
>,;7) h&va a basis for salea 1ncant1ve,
,hcaause records are neccssary for eetting up-
";,a boans plan and stock control by analysing
s%eck~requirtments and cutting down steck
losses.
v) claim all deductions that are allowed
underkin0000 tax laws, such as depreciation

of fixed assets.

rAftér reading the above reasons, it is
Jmnerative thereforc that both the company and the
ealers have a prbper system of analysis. It mus

be atressed amﬂin that the Esso-dealer relations

VJlnot only to foqter ?ood relationq

nromm

ketwenn £he com anyﬁénd its dealers but 81\0 to heln

one anothgr mﬁka prnfita in thrir rrspactive nositienqk

a8 bUSineanaenhf~‘;;;ﬂ,

n&cEsSéty theref6rs,¢that @achlservige



statiam hm taﬁlyscd by eompany saleaaem te determine  1

‘the baagg ?t&ciling prableas that are nrwvertia? 1tk   i ’ ‘i

from mcﬁiﬂx mim rallonace. This should be
dore in- @rﬂer to dsteraige the mest nrsductive use

use 0f a aaleeaaa'u tima in reapect to a piven
'varvicﬁ statian. QWhat may ha wrons vith a service
qtatien -ny bear no reinticnshin to the eurrent
nrnmatiaa prarrﬂamﬁ that th@ salesman ai?ht b@
quv«eqting to the dealer. Onee tha hasic problems

are identified a ceurse ef aeticn nust be resolved e
with e&re baia? t&keﬁ thst thﬁ %alegnan is nmot diverted
by the eoastnnt preasures of less imncrtant currenrt
act*vitias¢k &s fﬁr as the company is eoncerﬂed the
qalesman is the noat important person who links the
dealer to the caapany. In its camp&nyudealer
relations, the'aaleaman $iinys about this contact
hetween doalers and tha company. As such, itris

of benefit that the salesman's role be diqeussed here
triefly. CThe anceess or failure of this company-
ﬁpalar rslatisas proframne depends to 2 rreat extesnt on
the qalesnnn'a activities which include selline to the
peaiar and fbllawinp current proprammes like a nation-

L0
vide campniga en saies promotion. The bir danger is

. The prsaent one is tha "Tiger Cam "ot

"leg engﬂsnline and tsse motor Uil. 1his
‘ successful, The Marketins _Analysis
”as@ is now conéueting a survey to

around aentember last year and ‘has



‘1,that routina funetions lika craéit collecticns, taﬁk 1

,and bump repair erders, and the daalefq étatement will

toke all ef tha salasman '8 time

ta thw exclusien of
colution af basic problems. o

'34:  _an§ Bgnefigg,of Analvsinr Lea 1 er
bnnr&tiﬁns i

,'The ebjeetivas ef the analysis are:

,1) T@ clarify and make the cnrﬁany 581@%
'frepresantat1V9s knaw more of isso's Qetail
 ﬁarketin? ?hll\SODhY and ¢’ rceﬂt aﬂd~hOW'
k‘they af?ect dealer&.' |
,02) To increase comnanv’q Knowlfdwe and =kill
 in how to help its dealers huild nrofitable
and growing buéiness, |
 ‘3) To develop the knowledre an¢ skill the
cbmpany‘needs in sellins more »nrocucts |

through its dealers,

The 3alas renrbseatatLVQS’ e¢fTort, narticipation
.l ezthuszatlc annllcatlon ot the know=hoi~ developed
will brov1de benefits to draivr%o thev /16l

;1) | Greater carrines from tine, wifort and

‘,ﬁare stlmulytan: and satisiying °“9rati°“'
3f3) Increaqu recopritian a=,0ounﬁ

':f‘buainessman frem emnloverq cuqfnmers, and




B hj | GT@%@P BDQUFitV &nd wﬁiﬂ?ﬂ%‘ ccrtml. :
p*?fitg go_gggg

1) Inere&sed 3aiea and rvturﬁ on

| invcstmart.

:‘2) , ﬂorﬁ eificxent di- tr1‘ 1 gn dr\ 1ewer,~

o QQ“SG | -

°:93) laprjv@d comnetltive pos\ ﬁn iﬁ‘eéch |

f'ﬁﬁrket. 7 s
  ;“) f lncreased Ledler anc eé‘numer rrcc~ﬂif10r jf
'“ﬁ,and loyalﬂy, | | |
5) Aodad value in une or 1he most
,,innortant of <aso'e resourcee - t‘f 5aleq~ar. :
’\Tha eomnany looks to thn Ceuler to make ‘sco |
a nrosinént factor in his mirket by rrojectins a
favourabie“ﬁsse~lﬁarn“ and achieve <ales b jectives of
‘gs0 nroducts by nroviding arn efficient and adequate -

sales and service facilities. It looks to its
».tail saleswen to aid the dealer in imnprovine tho
g sales~and prefit'aerformanCe epd, thereby, heln
tha company achleve jts retail sales and rrofit

ohjectives.‘ Esen believes that smeressful retail

O*tlets are impartant because.

‘9*“ice statlﬂna are a m2 5 T area of




'  38nsrud to 1ts Gealﬂrs'#rewth;f:~  :
”v ?f 3) 4 aalar;sueeeSQ nrojectw a faveuraﬁln'ﬁ‘ ' f "  5 4
 :;4339 imﬂyegta;the motcr r# n{blie.;,k
fTheae ene”atians are very 5m*ertart ir the
-a of comnary-dealer "elatiorq nresremme; for
e ag ful Qneratianq will as Qist n de&ler.
,1) te earr zoad r»twr* or his iYVﬁst*@rt.
ﬂi dns3t1ef¥ctcr; returrs may can°a him to ‘*v”%t
b‘his aeney alaewhare,ri |

"2) te %atisfy hi° aarrir? “Galg ardrlivinz

V‘Tﬂ@eﬁsg jaﬂltﬁ% hia @arrivrq =ateh thsea he g ﬁf
 cap ﬂﬁkv in other finlde gf bgglregg' ho te | 5
 likely to seek differet en lojmert. o

| Réﬂlisinythe tremer dous imwoftarce of the
s+ ove rcasons, 58so must alweys work with its cezlers
in a cohtihuinrkrelationship of ~:tual trust ard .
carfidenee.,’This calls for a skillfulkapnroach tc the |
121ling function which ihvolvea helninr a denler
ceternine his snnertunitieq far imnroye-ert, fuidirc

ccnns&l‘ing him continuously,to helr hin achieve

his woals.   ;,




Cren s atier anpfararce lavout ﬂnd ?ood “??VlCP are

':,r_w1‘15be more ablp

1) ~,héld;pPESenthustOWRPS'
o 2) attract more and better custoiers;

3 bulld customer COIfldrP’°'

'}¢§) ,%%ake 1t ,aslev for n*orlw to euj,

 V 5j ‘:thabliﬁh n&i?hhourhoea ,Qdﬁwill;

6): ”ach19ve i31~ﬁtandini in tn% chmunity; v;
j"7)' ,cut 1arour enst in relaﬁian‘tg sales |
r-volume%  7, e ' 7 S ; ; ﬂf}
‘ R) mncréése nersonnn1 fora1e; %
0) wark fnster and save tim épdf | N s
lG),; ﬂalntain rmf)d hrofit marsing.

The caﬁpany nlaéaq:hjgh priority on these

aslitie fcr it believes that a n?ation‘;‘annearance .

helns notorlsts decide whether to trace *hnrm, or at
= cwmvetitive‘outlet a hlock or two fAvLY.e the
tro ent motarlst i attracted first by appearance
are it canrot be denied that ool nopriTATce,

aintenance of a
v1ca, and efficwﬂnt caiptenan

. ™ m{
favourﬂbIV'affact ths zrofit »icturs

nmnary’q nelicv t' 1VVA5* in

ot jv»(r E"‘f um

DG ,atiezs 1P key Mark
P rhe com"any 3nv a%% ir wev .

Jvaluma cutletq tbat will COVsr




anc dFﬁW’trﬂﬁQ frem n wide marxetir~faréa;,7”,

S T R SRR tc the
: paabcr cf smaller valume nutlate |

rovering ah@ut the‘same w&rkvt1nc arma.“Follewinw is

3 illust?ntlaa_showinf'& ﬁvngcal %so reteil eutlet.,,ir |

it hos r@ads aa three ﬁifwe ef it. ?thia 1« +ha tybe of,k

*1et and 1ocatian ths chJary wﬁshes vnry vuch to

f;yvﬂ,et’

“ The c«npany wishes to maintain a cantﬂnual
nvowramme for nyg!ading its retail outlet: 5n term
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