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Helping you create the perfect business! 

“It takes twenty years to 
make an overnight 

success.” 
 

Eddie Cantor  

July 2016 

W elcome to the July issue of 
BB. As accountants we 

obviously deal with many 
different types of businesses, all 
in different financial positions. 
We help our clients improve the 
financial performance of their 
businesses through our expertise 
in accounting and business in 
general: however, clients often 
ask… how can we improve or 
increase cash flow?  

Of course, there are many ways to do 
this, but an often overlooked way 
(and arguably THE BEST WAY) is to 
tap into your biggest business asset… 

YOUR CLIENTS, CUSTOMERS OR 
PATIENTS. 

They, of course, already have a 
relationship with you. 

They trust you. 

They (hopefully) depend on you. 

...and you should be able to quickly 
contact them (either by phone, email 
or mail) with very little additional 
cost. 

So if you’re 
looking to get a 
quick influx of 
cash, then without question, your 
existing clients, customers or patients 
represent the quickest, easiest and 
cheapest way of doing it. 

Better still, it’s relatively easy to 
create cash ‘out of thin air’. 

For example, we advise clients to 
increase cash flow via their clients, 
customers or patients using one of the 
following simple strategies… 

PRICE INCREASE: 

In my experience, I can tell you that 
most businesses don’t charge enough 
for their products or services. There’s 
usually so much more ‘added value’ 
that they have created and not 
capitalised upon. Therefore, price 
increases have little detrimental 
effect, but a big upside. Even a 10% 
price increase can create a significant 
amount of extra profit. Even if a few 
customers leave, this extra profit 
more than makes up for it (believe 
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I n 1987 Jan Carlzon, the CEO of 
Scandinavian Airlines, wrote 

the book, ‘Moments Of Truth’. It 
explained how he took the airline 
from deficit to profit by ‘moving’ 
the airline to a customer-focused 
organisation. 

Now, as you know, there have been 
many books written on customer 
service, but where this book and 
Carlzon’s strategies really differ is 
his focus on each interaction the 
customer has with the business.  

He calls these ‘Moments Of Truth’ 
and, of course, each interaction   
can be a positive or a negative     
experience.  

Scandinavian Airlines prospered 
because they worked very hard     
to make sure each Moment Of 
Truth with their customers was     
a very positive experience, and    
the results they achieved were a       
testament to this. 

Little did Carlzon know that with 
Moments Of Truth he created,        
in my opinion, arguably the       
best,  easiest and most amazing 
customer service system ever     
devised! 

Take a look at the diagram          
opposite. It shows how at each 
contact (Moment Of Truth) you 
need to ensure each interaction is 
a favourable one for the customer. 

So a Moment Of Truth is an         
interaction between the business 
and the prospective customer,    
client or patient.  

It’s called a Moment Of Truth      
because, irrespective of the type of 
interaction that occurs (meeting, 
letter, phone call, email, etc.), the 
outcome can either be a positive or 
a negative experience for the     
prospect or the client. 

What continues to surprise me is 
how few businesses use Moments 
Of Truth or similar strategies         
to ‘WOW’ their customers or          
prospective customers.  

Think about your own experiences 
with other businesses—from a 
business perspective or simply as a 
normal consumer. Think back over 
the last ten years or so and try to 
pinpoint an interaction that         
occurred between you and a     
business where you said to       
yourself, ‘WOW, that was amazing’.  

So where and when should you be 
looking to implement Moments Of 
Truth in your business? That’s 
easy. Look at all your interactions 

Moments Of Truth 
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me, you will be surprised how few 
customers actually leave, or even 
notice the price increase!). 

NEW OFFER: 

Contact your clients, customers or 
patients with a new offer. This could 
be a ‘Special Offer Of The Month’, a 
new product or service, a new package 
or bundle.  

CONTINUITY PLAN: 

Many businesses I see don’t have any 
continuity built into their model. This 
is a big mistake. Ongoing repeatable 
income is a must to create a healthy 
business and is a great way to create 
cash now and every month. Can you 
create a continuity plan, such as a 
monthly maintenance plan, etc., that 
customers would relish? 

None of these 3 ways to create cash 
are difficult. You just need a little 
thinking time to get them right and 
then implement them. 

Better still… 

Apply ALL 3 strategies together. Trust 
me, it will make a big and instant 
difference to your cash flow! 

Con Antonio 

Continued from page 1... 

Moments Of Truth: Each point of        
contact with your customer can be a 

good or bad one! 

 

“Increasing prices, 
creating new             

offers and launching 
a continuity plan    
will bring cash in 

quick” 
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with your customers, clients or    
patients and for each single          
interaction write down what you 
could do to make them think 
‘WOW’ or at least make them think 
‘that was impressive’. 

Once your team grasp the concept 
of Moments Of Truth, they too will 
come up with even better ways to 
create WOWs for your customers. 
But like everything, you have          
to implement—otherwise you’ll     
never get the results you deserve. 

Now I’d like to finish this article by 
giving you one of the best examples 
I’ve ever seen regarding Moments 
Of Truth.  

I’ve taken it from a book I             
recommend titled ‘How To Swim 
With The Sharks Without Being 
Eaten Alive’ by Harvey MacKay. 

When I read this, I thought it was 
the perfect remedy for any of our 
clients who didn’t feel Moments    
Of Truth would work for them,       
or felt they were too difficult to   
implement. It’s a short story of how 
a cab/taxi driver has implemented 
Moments Of Truth in his business 
and the effect they have had on it. 
Read this very carefully.  

It’s full of nuggets you can use right 
now in your business... 

Harvey was waiting in line for a 
ride at the airport. When a cab 
pulled up, the first thing Harvey 
noticed was that the taxi was      
polished to a bright shine.    

Smartly dressed in a white         
shirt, black tie and freshly pressed 
black trousers, the cab driver 
jumped out and rounded the car to 
open the back passenger door for 
Harvey.    

He handed Harvey a laminated 
card and said: “I'm Wally, your 
driver. While I'm loading your bags 
in the trunk I'd like you to read my 
mission statement.” Taken aback, 
Harvey read the card. It said:  
‘Wally's  Mission  Statement: To   
get my customers to their             
destination in the quickest, safest 
and cheapest way possible in a 
friendly environment.” 

This blew Harvey away. Especially 
when he noticed that the inside     
of the cab matched the outside. 
Spotlessly clean!    

Moments Of Truth 

Dumb          
Criminals 

Bird or Rat?  

If you could teach a parrot to       
say anything, what would it be? 
Would it sing you to sleep? 
Creatively insult your ex-boyfriend 
while you shared a bottle of red 
wine? Make conversation with 
your less amicable extended family 
members for you? Personally, I’d 
make sure it memorized my 
grocery list and also token 
bedroom phrases. 

In this case, the owners never 
taught their parrot to be quiet. A 
Michigan couple got into an 
argument that ended in a murder 
and an attempted suicide. How did 
the cops decipher this? According 
to Huffington Post, the African   
grey parrot had been repeating    
the phrase “don’t f—ing shoot!”, 
clearly traumatized. The victim’s  
in-laws insist the bird be used       
as evidence in court, even though 
the wife has not yet been    
charged. Most likely, the cops will 
wing it. 
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Continued on page 4... 

Jan Carlzon’s brilliant book—yet so few 
businesses apply Moments Of Truth—

this is your opportunity! 

http://www.huffingtonpost.com/entry/parrot-murder_us_575202b0e4b0c3752dcdbb0d?utm_hp_ref=dumb-criminals
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As he slid behind the wheel, Wally 
said, “Would you like a cup of       
coffee? I have a thermos of regular 
and one of decaf.” Harvey said     
jokingly, “No, I'd prefer a soft 
drink.”    

Wally smiled and said, “No       
problem. I have a cooler up front 
with regular and Diet Coke, water 
and orange juice.”    

Almost stuttering, Harvey said, “I'll 
take a Diet Coke.” Handing him his 
drink, Wally said, “If you'd like 
something to read, I have The   
Wall Street Journal, Time, Sports           
Illustrated and USA Today.” As  
they were pulling away, Wally 
handed Harvey another laminated 
card. 

“These are the stations I get and 
the music they play, if you'd like to 
listen to the radio.”    

And, as if that wasn't enough, Wally 
told Harvey that he had the air  
conditioning on and asked if the 
temperature was comfortable for 
him. Then he advised Harvey of  
the best route to his destination  
for that time of day. He also let   
him know that he'd be happy         
to chat and tell him about some of 
the sights or, if Harvey preferred, 
to leave him with his own 
thoughts.    

Then Harvey said, “Tell me, Wally, 
have you always served customers 
like this?” Wally smiled into the 
rear-view mirror.  

“No, not always. In fact, it's only 
been in the last two years. My first 
five years driving, I spent most of 
my time complaining like all the 
rest of the cabbies do. 

“Then I decided to do things         
differently. I looked around at the 
other cabs and their drivers.        
The cabs were dirty, the drivers       
were unfriendly, and the               
customers were unhappy. So I    
decided to make some changes. I 
put in a few at a time. When my 
customers responded well, I did 
more.” 

“I take it that has paid off for you?” 
Harvey said. “It sure has,” Wally 
replied. “In my first year I doubled 

my income from the previous year. 
This year I'll probably quadruple it. 
You were lucky to get me today.      
I don't sit at cabstands anymore. 
My customers call me for              
appointments on my cell phone or 
leave a message on my answering 
machine. If I can't pick them up 
myself I get a reliable cabbie friend 
to do it, and I take a piece of the 
action.”    

Wally was implementing Moments 
Of Truth, even though he didn’t   
realise it! With just a few changes 
to the way he worked—and, more 
importantly, the way every other 
taxi cab driver/firm worked, Wally 
transformed his business.    

This true story demonstrates that if 
Moments Of Truth can be so       
successful for a taxi driver, it can 
work for any type of business,     
ESPECIALLY YOUR BUSINESS!  

Moments Of  
Truth  
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Continued from page 3... 

Applying Moments Of Truth to your business conveys outstanding service and        
positions you more favourably than the competition! 
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M y eldest son, Thomas, turned 17 
in November 2013. Since then, in 

between his studying, he has been 
learning to drive (no accidents yet, 
although his driving instructor reliably 
informs me there have been a few close 
shaves!). He will shortly be taking his 
test, so my wife Helen and I decided to 
buy him his first car (ouch!).  

As always, I can’t stop myself from 
evaluating the sales process businesses 
use. Most businesses really don’t have 
any ’process’ at all when it comes to 
sales and selling and, whilst the car 
industry is a fairly old and sophisticated 
market in terms of ‘selling’, it’s no 
surprise to me that there are hugely 
differing approaches, most of which 
SUCK. 

One of the problems we have in the UK 
is that once new drivers pass their test, 
especially at 17 – 21 years old (but in 
particular at 17 and 18 years old), the 
insurance companies hike their prices 
to a ridiculous level. So much so that it 
just wasn’t feasible to put Thomas on 

either my wife’s car insurance or mine 
(the lowest figure was £8,400 a year,  
yes, that’s eight thousand four hundred 
pounds!). Typically, most people will 
therefore drive very small cars with 
engine sizes of less than 1.4cc. 

So not long after Thomas turned 17 we 
all set out to visit the local dealer for 
each manufacturer. Our experience with 
each differed greatly. Renault, Peugeot 
and VW just went through the motions. 
They were all very similar. They were 
helpful enough and polite but they 
didn’t really WOW us. In fact, they were 
very ordinary (just like most businesses 
across the world!). But, and it’s a BIG 
but… 

Toyota were excellent. They stood out 
by a mile (without doing anything 
complicated). In fact, they did a lot of 
what I advise our hundreds of members 
to do—the lessons are insightful and 
can be used equally well in your 
business. 

So let me take you through                     
our experience with them (I’ve picked 
out the main points, but there were 
more)… 

 Proper Reception Area: As we 
entered the garage there was a 
dedicated reception area with 
pleasant seating area and FREE tea 
and coffee and soft drinks. The lady 
at reception was warm and 
courteous and asked us what she 
could help us with. She then asked us 
to take a seat, took our drinks order 
and told us ‘Daniel’ would be with us 
in a couple of minutes to help us find 
the perfect car. 

 

What You Can Learn From My Experience     
Of Buying A Car For My Son  

Cryptic              
Puzzle Of 

The Month 
Apparently, one side of a cat has 

more hair. The findings of the 

Swedish scientific establishment 

have been corroborated by a 

special inquiry by the BB Feline 

Federation. Many hair counts 

were taken of the side in 

question and consistently it was 

found to contain more hairs. The 

scientists determined that more 

hair was required on this side    

to insulate the cat from the 

elements while it was lying 

down. Perhaps you would like to 

examine a cat to confirm the 

findings. Before you do, can you 

guess which side of a cat has 

more hair? 

 
ANSWER ON PAGE 6 
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Steve Hackney—Helping you to quickly 
grow your business 

Continued on page 6... 



 

 

What You Can Learn…  
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 Good Qualification & 
Identification Of Exact 
Requirements: Daniel the sales 
rep came over within a couple of 
minutes, introduced himself and 
then proceeded to find out exactly 
what we were looking for, using 
intelligent questions which not only 
identified what cars were most 
suitable, but also if we were a good 
‘prospect’ in buying mode or not. 

We didn’t want to buy Thomas a 
brand new car but we did want it to 
be no more than 3 years old. We 
wanted the car to have alloy wheels 
(he was 17, after all!), air 
conditioning (not that we need it 
that much in the UK!), satnav 
(unfortunately he has my sense of 
direction), electric windows, radio 
and CD player and central locking. Of 
course, the car had to be under 1.4cc 
to keep the insurance costs at a 
reasonable level.  

 Print-out Of The Most Suitable 
Cars: So after identifying exactly 
what Thomas wanted, Daniel told us 
he’d be a couple of minutes and he 
would return with a list of all the 
suitable cars. Sure enough, a couple 
of minutes later he returned with a 
list of around a dozen used cars, each 
fitting the specification identified 
above. That’s impressive.  

 Viewing: Then Daniel proceeded 
to show us each car (his print-out 
told him exactly where each vehicle 
was situated) and showed Thomas 
around each one offering helpful 
advice. What he was doing here was 
helping us (Thomas) narrow down 
his choice to maybe one or two 
cars—too much choice leads to 
indecision and procrastination. 

 Negotiation: Thomas did in fact 
narrow his choice down to two cars 
and we left the garage telling Daniel 
we would be in touch the following 
day once Thomas had made his mind 
up. The negotiations were concluded 
and both Helen and I and Daniel felt 
we each had a good deal. 

 Car Pick-Up: When we went to 
pick up the car, as you’d expect it 
was gleaming—inside and out. 
Daniel showed Thomas all the 
various controls, set up the satnav 
for him and then talked us through 
their referral programme (you do 
have a referral programme in place 
for your business, don’t you?). 

Again, this is impressive. Many 
salespeople are so  concerned about 

their next sale, they don’t dedicate 
enough time to making sure the 
customer is happy.  

Now, you may think that what I’ve just 
explained is ‘normal’. I can assure you, 
whilst much of what I’ve highlighted is 
simple and common sense, very few 
people do the ‘sales process’ well.  

THIS IS NOT NORMAL.  

Think about your own sales process. Is 
it ‘mapped out’ to logically take the 
prospective customer, client or patient 
through the right hoops to get the best 
possible result—a customer paying you 
the right price and both of you thinking 
you got a good deal? 

Now, because of the way the garage was 
organised, because of Daniel sticking to 
the sales process and, of course, because 
the car fitted Thomas’s criteria, the 
Toyota garage ‘effortlessly’ eradicated 
the competition.  

There was no way we were going to 
look at any other cars in any other 
garages. Of course we liked Daniel. He 
was attentive, not pushy, but thorough. 
It is a great example of how to get the 
sale.  

And remember, a car sale is a               
high-ticket purchase - just like yours in 
many cases.  

CRYPTIC PUZZLE  
ANSWER 

 

Answer:  

 

The outside!  

 

Continued from page 5... 

“This level of            
detail during the 

sales process          
will earn you         
many more             
customers 

Thomas’ ‘new’ Toyota Aygo              
car. 



 

 

I have been utilising HID GROUP 
accounting services for the past twelve 
years, during this period Mr Antonio 
and Partners have provided myself 
with the utmost professionalism. The 
quality of work and excellent advice I 
have received has been detailed and 
precise due to the experience levels 
within the staff. HID GROUP have the 
flexibility and reliability that I have 
required. I recommend HID GROUP to 
all, regardless whether the accounting 
service required is for an individual or 
an organisation.  

 St Lukes Medical Centre 
Dr A Hanna 

It is our pleasure to provide this 
testimonial that reflects our 15 years 
dealing with HID Group and Mr Con 
Antonio. During this period Mr Con 
Antonio and his professional 
accounting and business team have 
been handling our corporate, family 
and personal accounting and tax 
business. 

  

They have rendered their services in a 

very professional manner and to an 
outstanding standard that has met our 
expectations. The friendly nature of 
dealing with Mr Antonio and his team 
has made it so easy to get any aspect of 
the work completed to perfection. We 
wish Con Antonio and his team our best 
wishes. 

Ibrahim Medical Services 
Atef Ibraham 

I've been working with HID for a 
number of years now and I'm extremely 
satisfied with their professional prompt 
service, availability to answer my 
questions, quality reliable advice and 
understanding of the post, current & 
potential future market conditions. 
  
They are always ready to help me in 
any way needed which has proven 
financially advantageous on a number 
of occasions but also assisted me in 
avoiding unnecessary expenses or ill-
informed decisions which would have 
otherwise been costly. 
  
The quality of their accounting work far 
outstrips previous firms I have worked 
with, I have no intention of changing 
and would highly recommend others to 
reap the benefits HID offer. 

Gone Global 

Adam Adair 

Would you like to see your 
testimonial in our next 
newsletter. Simply go to our 
website www.hidgroup.com.au 
and visit the testimonial page 
where you can leave your 
testimonial.  

We are experts at helping our clients 
financially manage and grow their 

business! 

What Our Clients Say About  
HID Group 

Using the BrainTracker grid 
below, how many words can 
you find? Each word must 
contain the central Y and no 
letter can be used twice, 
however, the letters do not 
have to be connected. Proper 
nouns are not allowed, 
however, plurals are. Can you 
find the nine letter word? 

Excellent: 13 words. Good: 11 
words. Average: 9 words. 

Brain Tracker: 
How Many 
Words Can 
You Find? 

Proven Strategies To Help You Build A Better Business 
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Our Contact Details: 
 

HID Group 

Suite 2 , Level 1, 333 Drummond Street 
Carlton VIC 3053 
9341 7333 
mail@hidgroup.com.au 
 

www.hidgroup.com.au 
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Bet You Didn’t Know 

 

 

 

 

 

 

 The probability of a woman giving birth to a 
baby girl instead of a baby boy increases 
significantly the nearer the mother lives to 
the equator. While the cause of this gender 
selection is unknown, scientists believe the 
constant sunlight hours and abundant food 
supply in tropical regions may favour 
female births. 

  American Airlines saved $40,000 in 1987 by 
eliminating one olive from each salad in 
first class. 

  There is only ONE word in the English 
language with three consecutive sets of 
double letters... Bookkeeper. 

  It is not possible to tickle yourself. The 
cerebellum, a part of the brain, warns the 
rest of the brain that you are about to tickle 
yourself. Since your brain knows this, it 
ignores the resulting sensation. 

  In Shakespeare’s time, mattresses were 
secured on bed frames by ropes. When you 
pulled on the ropes the mattress tightened, 
making the bed firmer to sleep on. Hence 
the phrase… “goodnight, sleep tight”. 

Ask Us About Our Unique                                              
Accounting & Business Services... 

 
Value-Added Services:  
 

Business PerformanceTRACKER – Monitoring The Health Of Your 
Business 

 

DecisionMAKER – Looking To The Future To Guide Your Decision-
Making Today 
 

BusinessBUILDER – Raising The Funds To Fuel Your Growth 
 

ProfitSAFE – Keeping Your Money In Your Hands 
 

FutureSAFE – Guiding You Into A Successful Life Beyond Your Business 
 

Compliance Services: 
 
Personal Tax Returns | Income Statements | Business Accounts |  
Company Accounts | Company Tax Returns | Companies House Returns | 
Statutory Audits | 
 
Other Unique Benefits: 
 

 FREE No-Obligation Initial Meeting 

 Unlimited FREE Support  

 3-Step Service GUARANTEE 

 FREE Access To One Of The World’s Leading Marketing Systems 

 Fixed All-Inclusive Monthly Fee  

 

8 

 

© Copyright HID Group 


