
_,Dear 

The Small Business Council of the Muncie-Delaware County Chamber of Commerce 

(needs, requests) two hours of your time. In recent years there has been increasing 

consideration given by public and private policy makers to the needs of small business. 

We believe it is time to ask small business what it needs and wants. 

We are (asking, requesting) that you participate in a focus group along with 

eleven other (entrepreneurs. small venture founders) to share your opinions and 

feelings about the nature of small business in Delaware County. The focus group 

session will be held Wednesday, March 30. 1983 from 9:30 - 11:00 A.M. in the 

room of the L.A. Pittenger Student Center. 

We would very much appreciate your personal participation. You are one of 

twelve entrepreneurs carefully chosen. We have spent four months planning this in 

order to insure that your time and ours is well spent. The information generated 

will be used by the Small Business Council to plan a two to five year program of work. 

Other non-profit community based organizations and government units have also 

requested this information. 

We will not ask any embarassing questions or seek sensitive personal information. 

When information generated by the group is disseminated. the identities of the 

participants will be kept confidential. 

You do not need to prepare for this. The session will be a relaxed and informal 

group discussion moderated by Al Rent of J. Allan Rent & Associates. We sincerely 

hope that you will be able to join us. Please phone me if you have any immediate 

questions. 1 will be in contact between March 22 - 24. hopefully to confirm your 

participation. 

Sincerely, 

Rob O'Brian 

Chairman 



THANK YOU FOR COMING. 
WE KNOW YOUR TIME IS VALUABLE. 

;:OCl<.~ 

INTRODUCTION Gi/?04.p 
Cl~fli~e.,. 

WE PROMISE TO CONCLUDE BY 11 A.M. 

YOU ARE ONE OF THREE GROUPS THAT WILL BE HELPING US FIND OUT ABOUT THE 
CLIMATE FOR SMALL BUSINESS IN DELAWARE COUNTY. THE INFORMATION WE DERIVE 
FROM THESE THREE FOCUS GROUPS WILL BE USED TO CONSTRUCT A SURVEY TO BE 
MAILED TO ALL BUSINESSES IN DELAWARE COUNTY. 

THE RESULTS OF THE SURVEY ARE ANXIOUSLY AWAITED BY THE SMALL BUSINESS 
COUNCIL AND VARIOUS ENTITIES WITHIN BALL STATE UNIVERSITY AND CITY GOVERN
MENT. THE RESULTS WILL BE USED TO HELP THESE GROUPS DETERMINE HOW TO 
BETTER MEET YOUR NEEDS. 

WE ARE ONLY ASKING YOU FOR YOUR OPINIONS AND FEELINGS. THERE ARE NO RIGHT 
OR WRONG ANSWERS. THIS IS INFORMAL - JUMP IN ANYTIME. 

WE WILL BE TAPING SO THAT WE CAN LATER REVIEW THE MATERIAL. NO ONE OUT
SIDE OF THIS GROUP WILL HEAR THE TAPE AND WE WILL NEVER USE ANY COMMENTS 
IN CONNECTION WITH A SPECIFIC INDIVIDUAL. 

THE ONE THING YOU HAVE IN COMMON IS THAT YOU HAVE EACH STARTED AN INDE
PENDENT SMALL BUSINESS IN THE LAST THREE YEARS OR SO. 

--I THINK IT WOULD BE USEFUL TO GO AROUND THE TABLE AND INTRODUCE OURSELVES 
AND TELL WHAT YOU DO, WHEN YOU STARTED BUSINESS AND MAYBE WHY. 
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PHASE II 
~ ,cSCRIBE SOME OF THE OBSTACLES YOU HAD TO OVERCOME TO START YOUR BUSINESS, 

(WE WOULD LIKE TO CONFINE THIS TO ELEMENTS THAT ARE, OR COULD BE, WITHIN 
YOUR CONTROL, WE WOULD LIKE TO STAY AWAY FROM AREAS LIKE INFLATION, HIGH 
TAXES, ETC,) 

(NOTE: AFTER SOMEONE RAISES THE ISSUE OF SMALL BUSINESS FINANCING ASK 

HIM/HER: "WHAT DID YOU TAKE WITH YOU WHEN YOU FIRST APPROACHED YOUR BANKER 

FOR A LOAN?" 

WHAT KIND OF CONSIDERATION DO YOU BELIEVE SMALL BUSINESSPERSONS GET WHEN 
THEY APPROACH A FINANCIAL INSTITUTION FOR A LOAN? 

HOW DID YOU RESEARCH YOUR BUSINESS CONCEPT PRIOR TO LAUNCHING THE VENTURE? 

~ WHAT ARE SOME OF THE SIGNIFICANT PROBLEMS YOU FACE ON A RECURRING BASIS 
IN RUNNING YOUR BUSINESS? 

""fIME FOR DISCUSSI-eN 

LET ME GO THROUGH A SHORT LIST AND HAVE YOU JUMP IN WITH COMMENTS ON ANY 
OF THESE THAT YOU FEEL ARE SIGNIFICANT PROBLEMS FOR YOUR BUSINESS OR 
WITHIN YOUR INDUSTRY, 

I, CASH MANAGEMENT / 
2. PRICING STRATEGIES ~ 

-), I NTERNAL CONTROL SYSTEMS (I NVENTORY CONTROL, ETC,) ---
4. COST REDUCTION 
5. RETAINING PERSONNEL c/ 
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1.. TRAINING PERSONNEL ;( ~~ -/:;,. TAJ~~ w.. ~ 
" RECORDKEEPING SYSTEMS (~B"11C ~ ~ ~ 
8. EMPLOYEE COMPENSATION 
g. LONG RANGE PLANN I NG >f 
10. TAX PLANNING 
11. TAX PREPARATION 
12. RECRUITING PERSONNEL 
13. COMPLYING WITH GOVERNMENT RULES 
14. INVESTMENT PLANNING 
15. ECONOMIC FORECASTING 

IN WHAT MANNER OR TO WHAT DEGREE DO YOU USE THE SERVICES OF A CPA OR 
ATTORNEY? aJ-~~ ~c.:;. ~~~ 

HOW FAR INTO THE FUTURE HAVE YOU PLANNED YOUR BUSINESS? DO YOU HAVE A 
WRITTEN PLAN? DO YOU REFER TO IT OFTEN? 

WHAT RESOURCES DO YOU USE IN THE COMMUNITY? (OUTSIDE OF CPA, ATTORNEY, 
ETC.) WHERE DO YOU GET BUSINESS ADVICE AND INFORMATION? 

ARE THERE OTHER SOURCES OF ASSISTANCE THAT YOU KNOW ABOUT THAT YOU JUST 
HAVEN'T HAPPENED TO USE OR ARE MAYBE RELUCTANT TO USE? 

ARE YOU FAMILIAR WITH AND DO YOU USE ANY OF THESE AS RESOURCES? 
UNDERGRADUATE OR GRADUATE COURSES AT BALL STATE? 
COURSES AT IVY TECH? -,CHOOL OF CONTINUING EDUCATION AT BALL STATE? 
OTHER RESOURCES AT BALL STATE? 
THE CHAMBER OF COMMERCE? 
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THE SMALL BUSINESS COUNCIL? -~_JRE (SERVICE CORPS OF RETIRED EXECUTIVES)? 
THE SMALL BUSINESS ASSISTANCE CENTER? 
INDIANA EMPLOYMENT SECURITY? 
THE PRIVATE INDUSTRY COUNCIL? 
INDIANA DEPARTMENT OF COMMERCE? 
THE SMALL BUSINESS ADMINISTRATION (HAVE YOU EVER REQUESTED SBA MANAGEMENT 

ASSISTANCE PUBLICATIONS?) 

ANY OTHERS YOU WOULD LIKE TO COMMENT ON? 

WHAT SUGGESTIONS WOULD YOU MAKE TO THE CHAMBER, THE UNIVERSITY, CITY 
GOVERNMENT OR OTHER AGENCIES ABOUT WAYS TO BETTER SERVE THE SMALL BUSINESS 
COMMUNITY? 

(WHAT WOULD YOU LIKE TO SEE, WHAT DO YOU NEED THAT YOU ARE NOT GETTING 
NOW?) 
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APPENDIX B 

TRANSCRIPT OF SECOND FOCUS GROUP 



Al Rent - more responsive to business and community needs. We may discover things that we never , 
though about. 1 know in our first group we did. We really appreciate your taking the time to 

be with us. We'll take about an hour and a half of your time. Feel free to talk as much as you 

wa~ As pleasing or unpleasant as it might be. . ........................ . Introductions 

Gene 1 have a locksmith shop in Muncie. This is my wife Zelda '., -; c;. She helps 

me. 1 started my business back in 1965, part-time. I worked at Chevrolet for around 15 years 

and I got tired of the hassle over there. So we've been full-time about 3 years. Basically 

I have a 24 hour on call business, if I'm there. I don't advertise this cause a lot of times 

I'm just tired and don't answer the phone. Zelda - I answer the phone and make the appointments. 

John - I presently have the One Accord Restaurant. It was John's Awful Awful dri~e in 

for several years. I've been doing business on that location there for quite a few years now.(21 

I was there before the mall and shopping centers and everything else and started out with a 

block building that was kind of a summer soft drink stand. That location has always had a 

restaurant there, going back before my time it was called Sycamore Restaurant. With the new 

businesses and the mall and the growth in that part of the town, the drive in business kind 

of got left standing by the wayside. It was hard to stay current with the advent of the fast 

food chains and all that.. So in 1976 we had had several bad years of losses in the restaurant 

business and we finally closed that operation down. After we closed it down we decided to 

co~ up with the idea of the One Accord Restaurant. We felt like we had to come up with some

th~dg a little bit different, not in direct competition with fast food chains. We could put 

our own energies into it. We've been real happy with the growth that we've had. Just 3 weeks 

ago we completed a new addition, a new room, which increased our seating capacity by about 50 

seats. We now seat about 225 people. By taking this step it has so far proved a profitable 

business. We're happy with the business the way it is. 

Elaine for Jackie. , __ ",;, ", - Microwave Kitchen Shop. Starting our 8th year. We are 

now at the corner of Tillotson and Jackson, which used to be the Kenmore Restaurant. We've 

been there for 4 years. We started small and have expanded to a bigger location. Muncie na

tive, prior to being in business I was an educator at BSU. Think we've been in business this 

long because of the right idea at the right time. Before staring the microwave shop, teaching 

at BSU 1 did non-credit courses through continuing education, teaching microwave cooking. 

I didn't want to work full-time and they wanted a full-time instructor, so I resigned and 

started a business which is worse. When we first started we did not sell microwave ovens, 

only taught cooking, this was not available any place else. There was a definite need and 

market for that. We began to realize very quickly that we actually were selling microwave -o .s. I didn't want to in the beginning because 1 didn't want to bother with financing, 

servicing, delivering, all those kinds of things. 1 just wanted to teach the classes. But 

you would stand an hour or two with a customer talking about somebody else's appliance 

walk through somebody's else's store, put down the money and take home the appliance. So 



we ~eall~ were selling ovens. We decided if we were going to sell it we were going to make the 

profit. Now we sell 2 brands of ovens and sales are very good~ I have to say with the economy 

it actually helped our business. The tighter things got the better our sales have been. 

Partly due to a change in customer's attitude. Women use to think of a microwave as a luxury ,--
ite. Something nice to have some day. Now with the economy and more women working, it's a 

necessity. Something they're buying for the whole family, not just for her sake • 

Gloria . - Gloria's, in the Village, 514 N. Martin. It is a ladies store, not a college 

store, it is for ladies. I am a Muncie native. Before 1 opened my store 6 years ago 1 worked 

at Steck's Apple Tree for Tom Steck which was just around on University Ave. I always wanted 

to own my own store, and 1 was tired of working for someone else, making them money and 

me spending all my hours not making any money. 1 had a couple of very nice people who wanted 

to back me in business and the three of us started out. Three months later one person s~id 

she wanted out so I bought her out. Last October I began sale owner. I do own the store, 

I'm buying the store. I have had good business and when I opened in 1977, inflation was 

setting in, but 1 do have very good, loyal people and continue to have good business. 1 have 

Anderson, Portland, New Castle and other outside customers, which, through word of mouth, 

helps also. I wish that everyone I know would forget McGalliard Extension and 1-69 and quit 

going down to Glendale and then come back and say "oh I saw that at Penelopes". I love Muncie 

on the Move and that slogan and everything but I think everyone applied should try Muncie 

first. That's one of my real beefs. But I just grit my mouth and forget it. My customers are 

n,'-necessarily mall shoppers, they like quality merchanidse which I have. It's quality 

merchandise, it's a little more expensive but not the most expensive. Sometimes between my 

merchandise and something that's a little less, the quality is better. That's what I like 

is quality, not quantity. That's what 1 want to give people. I'm happy with my business. 

Vicky :; - Manager at Tony's Lockeroom. Tony's has been in business about 4 years and 

I've been there about a year and a half. I guess we're successful because 1 work about 70 

hours a week. We do the very best we can. I have no ambitions to have my own because I love 

this business, but I might want to be partners with him someday. 

Judy - ~ - Normandy Flower Shop. This business has been down there about 42 years. 

My husband and I bought the shop the first of July last year. We're lucky to have a lot of 

nice old customers, plus we're always trying to build up the business and get new customers, 

new ideas, new plans. We're holding our own. We feel its successful because the previous 

owner had a good clientele. We made some changes and I think we do nice work. We have good 

service. We're going to try to keep up with what's going on now. Service is an important 

p~t of our business. We try to make people happy. That's a lot of it. 

Myron - r - Norm's Paint Co. corner of 5th and Madison in Muncie. We've been in that 

general location since 1955, before that we were the neightbor to Normandy Flower Shop. 

2 



We started as the A-I paint store in partnership with my father and uncle. This is before I was 

here. I took'over the business Sept. 1, 1979 at the time that,we moved into our present loca

tion. Since that time we've had a tremendous growth increase of 498% in 3 calendar years. 

We've quadrupled our current staff and probably quadrupled our inventory. It accelerated at 
~ 

tho rate for a number of reasons. Some of which the market place was becoming prime with the 

approaching death of one of our competitors who had somehwat of an empire in the paint business 

in Muncie. This gentlemen had no children coming up in the business, the business seemed to 

have no destination to it and also lack of interest and poor health to the owners. It kind of 

left that particular business in Muncie vulnerable. At the same time we came into it we became 

more aggressive but not aggressive in the sense of hard core sales. More aggressive in the sense 

of shwoing people that we carry quality merchandise, that we are competitive in price, that 

we stand behind the products and more importantly, my work force is highly educated on the 

products that we sellon a daily basis. It's a very technical industry, so I think part 

of our success story stands behind the fact that we carry a very knowledgeable staff and 

people who.buy from us understand that paint is our specialty. And that we stand behind the 

products that we sell and so forth • 

Mike .. - Pierce Electro~ics , a general electronics business. My philosophy is not to 

necessarily specialize in one" product but try and specialize in many. Probably more the con

ception of being a supermarket of electronics goods although we're not quite where we want to 

be size - wise. Because we are limited by space. That's my philosophy of who we are. Well it's 

c ~ed the swag method of doing business. Scientific wild ass guessing. I have learned that 

in this kind of economy we can't run our business that way. And that we've had to make a lot 

of changes to stay in business. And it's very difficult in these times to be in business. 

When things get tough the tough have to get going. So we have to change our ways. 

Al Rent - we're looking at this particular time, for attitudes and reflections about business 

in general. Your personal experiences, there are no right or wrong answers. Next direction 

I would like to take is for you to' think about the goal that you set for yourselves, for 

your businesses, when you began. You had certain aspirations, certain dreams and hopefully 

you set certain objectives, goals to be reached. I'd like you to think about those. I'd 

like you to tell me a little about those goals and how you have reached those. It's a free 

for all and I'll throw it out for anybody. 

"I didn't have any great aspirations. My main purpose was to make a confortable living. To 

make ends meet, be able to pay the people lowe and to realize a certain amount of satis

faction of taking a business in, of putting your energy into it and watching it grow. And 

g~ting back to what I said about the drive in restaurant era coming to an end, at the time 

1 ,.ad a piece of property on McGalliard Rd. that was probably one of the nicest's pieces of 

property on the whole road. Everyone was scrambling for it. I had pllrchased a couple pieces 

of property all of them combined there. Over the years turned down some others that I wish 

I hadn't. In fact 1 had become discouraged, when you lose money over 4 or 5 years it makes 



you become a little discouraged. You wonder why you're doing that, why not work for the other 

fellow for a'while. We listed the properties for sale. He sai~ that this wouldn't last 6 weeks 

on the market, but he had it listed for over 6 months. And I didn't even get an offer that 

I)kould refuse. And it was at that t{me that we decided to make the changes. We felt like 

moJJe we were supposed to stay there and change our directions. That's the reason we went 

with the One Accord. The type of business that I have we donf't depend totally on just the out 0 

Muncie community. A big portion of our business is from Del. Co. In fact on Fri. or Sat. 

probably over half of the licenses plates are from out of Del. Co. We have high school, 

church and other groups push for banquet business, we're not set up for that. We've had them 

come for 5-060 miles. I knew I would have to rely on drawing from out of Del. Co. To have 

a viable business I knew I would have to have this type of thing. I have a high labor cost, 

probably higher than most other restaurants. In restaurant business, food and labor costs 

are two things you can control and all the other things you don't have too much control over. 

Those are the two main things, labor and food costs. In my business I have a higher labor 

costs but I make up for it because 1 don't have franchise fees, and things like that." 

"Judy - Give us another 20 years. When we bought the shop we had a lot of differnt ideas 

mainly to increase our inventory and increase the clientele, give our designs a new look. 

We've don a lot of that but just coming up with the money is increasingly difficult. We've 

run into so many things. I've been a manager before but never an owner with all the book 

work and the government, etc. At the end of the month you've got to pay all this and that 
~ 

a it's real difficult to come up with the money. I have a picture in my mind of how 

1 want things to look like but it really takes alot of time." 

"Mike - I worked in advertising about 5 years and sold advertising locally for WERK and 

1 got to the point I guess I was just getting burned out. I'd go around and see my customers 

all the time and I thought gee I'd Like to work for myself. So I had the opportunity of seeing 

a lot of different retailers and one that I thought was particularly on the ball, I asked 

him, how do you start a business? i didn't know. With a lot of pushing and prodding from him 

he got me going. As far as goals and aspirations my first year iri business I projected out 

what we would do in sales and I thought, 1 quit a $25,000 a year job and if I could make 

$10,000 my first year I'd really be doing something. So that was my goal. 1 ended up making 

a lot more than that and we've don very well. We've been very fortunate. My main drive was 

to try to do something myself instead of having to work for someone else. And even if 1 

make less money I'm more satisfied and at ease with myself than for someone else. And even 

though the pressures are greater, and the bills are much more than 1 ever conceived, it's 

still easier for me to :.ive this way than to work for another employer. 

Myron - 1 think for me : saw my family lose all it's family tradition and heritage through 

an error of my parents. They started out with nothing and had to work to get something. 

In their error, a lot of the tradition with grandparents, family, got kind of lost. 1 saw 

an opportunity for me.to jllmpt into something that my father started and hopefully get somethinl 



going in the family that would fall under tradition. That was a real underlying factor in my 

considerati~~ for jumping into Norm's Paint Supply. 

Gloria - I graduated from Burris and a mOnth after graduating my father passed away and 1 
0 ..... '" ~ 

sti had a brother in high school so 1 wanted to go to college and 1 wanted to go into 

fashion. I had my application and everything. So 1 decided it was best 1 stay home and work 

so 1 got a job in the office at Warner Gear because my uncle got me a job out there. And 

1 worked there for about 7 years and gradually went on to BSU and 1 still had in my mind, 

I still want to go into merchandising. That's what 1 always wanted to do. So then I moved to 

Indianap01is and got a job with L.S. Ayes in the training department where I felt like 

probably was as good as my parents paying for me to go to Chicago. But they had a marvelous 

training dept. and I worked there a little over 4 years and I cam back and that's when 1 
---

went to Steck's. So my goal was reached in 1977 when 1 was able to go into my own business 

and I just want to do that forever. 

Al - How much money do you owe the bank? Your relationship with your banker. 

Gene - we do most of ours with ANB and some with Merchants. We have pretty good relations 

with American Natl. and also Merchants but we're coming out of most financial problems. 

We have gone back to goals from about 6 months ago to get completely out of debt. It's going 

to take awhile. We've cut up our credit cards and sent them back, we pay everything with ,-
C t. I think we have preety good relationships with Amer. Natl. and Merchants. 

~Al - Are the banks helpful in realizing your goals? Do they work with you in your business? 

Gene - I would say so, most of the time. 

Al - Jackie you did what you said you didn't want to do. And that was to go into the finan

cing business and carry equipment. 

Jackie - going back to the goals I feel different than this group here because I never wanted 

to own a business. 1 didn't start the business to make an income because I realized 1 

wouldn't the first couple of years. And 1 have a nice husband who makes a good income. 

Those were not my main goals. But when we moved from our smaller location to our location 

at Tillotson and Jackson our floor space is 4 times what we had before. It was likfe 

moving into a bowling alley. And 1 needed money for inventory. We made the move the last 

week in Sept. and were closed for a week because I have this thing about image with my busi

ness. This is me and it has to have a professional image and an expert just doing the job 

and training people there. Other people in that area couldn't understand why we closed the 

b~iness for a whole week. But when we opened it had to look right. And going into the 

h~_lday times 1 needed money because of the inventory. And went to the bank for the first 

time, 1 did not need the money to start the business, becalJse it started so small. 1 had 

no problem in getting a loan for inventory. This is a women's business owned solely by 

myself. When the little payment book came it was made out in my husband's name. T 



immediately went right back to the bank and. said no - it's me. They said they would change it 

on the bank records but just to keep the little payment book and I said no, we'll do it the 

whole way. I had a hard time getting the bank to accept the fact that it was my business. 

That it was not husband and wife. When we asked for the loan they wanted a personal financial 
~ 

sta ~ent which would include his incoem on that. And that loan was just for 6 months and 

has been paid back. But I had trouble getting them to deal with me. I had the same problem 

with an accountant, that's no longer working for me. 

Gloria - since I became sole owner I don't have an unlimited line of credit, like I had be

fore when my partners husband worked at the bank. But I have a nice line of credit. Because 

in my business I am receiving new merchandise in June and July when it's 102 degrees outside. 

Very few people could care less about receiving winter merchandise. And when you've got 

$25-30,000 in bills to pay you have to go to the bank. And I've been very fortunate and fucky 

to pretty much keep my borrowing very low. I work alot by myself, I have 3 part-time people 

who really don't have to work, they're great people they have all different kinds of con

tacts and they love working for the discount on their clothing and to get out. My overhead, 

as far as payroll has been great. I've learned to do alot of the accounting part myself. 

Which helps to keep my overhead down, but I do have an accountant. She advises me not to worry 

about borrowing money, that's part of business. Any my brothers are trying to get that into 

my head but I don't like to owe anything. I have a very nice relationship with the bank. 

Because I do pay them back. Al - Do you think you can keep up with the trends. In your 

c ,it changes every year. Gloria - I am not trendy. My clothes are very classic and my 

customers remark they still wear clothes that they bought previously and still feel good in 

them. Al - Trends change, products and merchandise demands change~Do you feel comfortable 

in anticipating those kinds of changes? 

Myron - I don't really know how subjected I am to trends and such. Houses have been painted 

white for ever. Interior colors change and we can keep up with those, and wallpapers. 

We also supply an auto body supply market. In that business there is very little trend. 

I can't really comment on trend like someone in fashion. 

Al - what about the economic trend. Are you able to keep up with those that affect you. 

Mike - whatever we get in today is discontinued merchandise, that's how fast my market 

changes. It's a nighmare at times. We went through the CB boon when it got started, the 

next thing to come along was video. The best thing I can do is listen to my customers to see 

what they want. We go to trade shows a couple times a year. It's suprising how intelligent 

t~ general public is they pick up on fads real fast and when you get 3 or 4 people in a 

d~J requesting this and you know if you don't have it you better get it fast. It's extremely 

volatile in my business. Atari for example has been out since 76 or 77 but it wasn't big 

until about 2 years ago. And now for all intensive purposes, Atari is a dead horse. Thev 

are off on something else. It's just very changeable. Something 1 have to deal with on 

almost a daily basis. 



Al - who gives you information, the industry itself? ~ 

Mike - yeah, I get the trade magazines, salesmen are a big help. Customers are the best. I 

do~ know what starts a trend, why all of a sudden did people start buying CB's? And then 

all vf a sudden stop. I probably sold everyone in town 4 or 5 radios. Now we couldn't pay 
'-,~, 

our rent with what we sell in CB's where we use to make about $60,000 a month in CBfs. 

Why does it start? Why does it stop? 

Al - trend had a big effect on John. You made this switch to this kind of operation. Did you 

have any business advice or was this a gut reaction. 

John - just a gut reaction. This is something you learn, you just kind of get a gut feeling. 

Time to switche horses or something. I'm always slow to move, I don't make snap decisions. 

Al - are there any prob~ems in your businesses that re-occur, significant problems. They 

did when you started and they do today? Not continue to plague you but you have to continually 

deal with them on an every day or every month basis. 

Jackie - I see my whole business as a trend, microwave ovens. I projected it to be 10 or 12 

years and everyone will have one. I'm looking in the future how I'm going to end what I 

created. Is this going to be sold or whatever? In the beginning I didn't have the problems -
t [I have now because I was the only person. I worked all day, did the grocery shopping, 

taught the classes in the evening. I did the whole thng~We're now having problems managing 

people and their personal problems. If I keep my employees personal family problems outside 

the door that might make a big difference, in getting them to work on time and doing what 

they need. But that's the only recurring problem I've seen in the last 4 years. 

Vicki - I think one of the biggest problems in the restaurant business is people turnover. 

Fortunately now I screen the staff and call people back and it's getting easier because 

the people that are now there are making good money and don't want to look for another job. 

That's a big help when you don't have a large turnover. I don't think the employment office 

offers good quality people and the papers, you get so many calls, its hard to find a few good 

ones. Al - could you use help in the area of staff training? Vicki - no, finding quaLIFIED 

people is the problem. It's the most difficult thing. 

Gene & Zelda - we just have each other. We just have primarily a service business so we 

don't have employment problems. The only problem, and it doesn't come up that often, we 

~t came from from our folks on Thanksgiving Eve and we got a call from a lawyer locked 

out of his office in Anderson and when we talked to him on the phone he talked like he had 

a stroke. So I asked him for directions and met him and when 1 did he was so drunk he 

couldn't walk a straight line. And he was a lawyer. There was no way he could lock himself 

out without the key so I made an extra one and opened it up wondering how to cover myself. 



So I wrote on the bottom of the bill that he authorized me to do this and he paid me and we 

both signed it and gave him a copy and left. On Mon. morning a man called to ask if I did this 

and come to find out they were brothers and he had kicked this guy out and had the lock 

cha~ed. He was very nice and we told him we had a signed copy. And we sent him a photostatic 

cOPJ. And that's the last we heard. I get this every once in awhile, it's an occuring thing. 

Especially in divorces. This and keeping up in the trends are things we encounter. 

There are no laws in Indiana on locksmithing. So we go along with what others go .along with. 

Salesmen are not helpful. I spend most of my time educating the salesmen in my area. I feel 

alot of times they're wasting my time. There must be a big turnover in sales reps. we don't 

get a lot of help as far as information from them. And I would find this to be true in media 

salesmen also, radio, newspapers, we don't get alot of help from those people. 

1 suppose you find too t.hat salesmen try to high pressure you into buying something that you 

don't really want. 

Not if you know more about it than they do. 1 don't get that kind of pressure from radio 

salesmen. 1 won't get that kind of pressu~e from cookware salesmen because he's never cooked 

in his life and has no ideas what he's going to do with this thing in the package~ I tell 

them don't talk me into anything, this is my money. I'm not working for someone else. I'm 

spending my money and I've gotta be sure that it's something I can sell. 
~ 

What about solicitation over the phone? 

I get as many calls from local fundraising spring carnivel, pto's, door prizes. Everyone. 

And some I know benefit me more than others and you feel bad about saying no, but we're in 

business and you can't give everything away. You could soon go out of business. 

I've got a continuing problem, it seems like. The restaurant business is such a fortunate 

business, whether they like to think that or not. You go into a restaurant and you get the 

good service, good meal, you get all done and how many people ask themselves, okay, I want 

to charge this meal. You just don't do it. You have an immediate cash flow right there 

and probably 99% of your customers who come in put their money on the table and out they go 

and everything is right on top. In my business I am forced into having to have credit. 

If I don't have credit, I don't get the accounts. 1 dont get the body shop accounts, and 

the contractor accounts and even a lot of the small consumers and small businesses. If Jacki 

or someone comes into my place and they have a business and they want to charge and be billed 

~the end of the month, this is a common procedure for me. Now what happens to me on the 

purchaisng end of things, and I'm sure it happens to a lot of other people, is that my 

suppliers, we buy in large dollar volumes also, my suppliers give me until the 10th of 

next month to pay my bill. Now the tenth of next month rolls around and I either pay my 

bill or it slips up to the 20th and they call me up and say, which doesn't happen to me 



cause I'll go to any extent to pay my bill, is there a problem and if I say yes, 1 don't have 

the money tO'pay you then they will immediately put me on CO~ for the remaining of my6 

purchases until that past bill was caught up. So they give me very little time to operate 

with but my accounts on the other hands, if times get tough, if they buy a product from me -and ~j out and make a profit, now theoritically they should turn around and bring part of 

that money that they sold their service for, or whatever, come back in and pay for that gallon 

of paint or that welder or whatever they do. But instead they have a list of priorities, top 

priorities that they want to pay their rent payment, and some might like to have a good time 

on Friday night, and this and that. Finally when YOll get way down the list, its finally 

come back in and pay for the merchandise that YOll bought. The problem that we are continually 

having now, and especially the way the economy is, is whether or not people are carrying . .---
out their end of the credit agreement. And if they stretch me to 30, 60 and 90 days I've -already had to pay for that merchandise out of my back pocket somehow. It's either me and" 

the bank or me, having to pay for that merchandise. Then I have to sit back and wait for that 

money to filter in so I've got a reverse cash flow situation which hampers my abilities to 

carry out my goals to make my business grow to offer the public new merchandise and so forth. 

Thanks for your time on this. 

Restaurants do have that problem. Calise 1 am not going to turn down a party of 50-60 people 

who want to charge. We'll take credit cards or take house accounts. 

WI-"-' I opened my business the bank advised no charge accounts and it's really worked well. 

1 have a few people that 1 know that 1 carry and usually it's the lawyers or doctor's wives 

that are slow to pay but 1 know I'm going to get the money. I have never had one bad check 

in over 5 years, I've collected on everything. So 1 really feel fortunate because I know 

those people, if they can go out of town and buy they can buy here in Muncie too and pay 

cash or check or charge or whatever. 

Al - to what degree to you use profeSSional services like a cpa, attorney, how do they 

function in your business. Do you utilize them regularly, seldom or any other business 

professional. 

I have a husband who graduated from BSU in accounting so he does the records, 1 spend the 

money. 1 keep track of the daily raises. He gets them at the end of the month with the 

bank statement and every 3 months then they go to an accountant. We got to the place 

where we needed an outside person who could look at these figures and interpret them because 

we felt like we were reading them right but not really knowing. So we hired an accountant 

tQ-do this and like I said before he had difficulties dealing with me. He needed some 

inLormation one day I took it to his office, he was on the phone, when he hung up I gave 

him the materials, when 1 got home I found out he was talking to my husband at the time. 

He had all women working for him, and he could not have a woman paying him. So he's been 

replaced. But 1 do use an accountant. The next lease negotiation, I will have an attorney. 



I'm cot happy with my lease arrangement right now and it's coming due this fall. Our building 

has been sold since the time I moved in and signed the lease so we have new owners. 1 do 

feel a need· for an attorney. 
~ 

Al - do you feel the need for any other business professionals. 

We just renewed the insurance. 1 had shopped around for insurance and we changed insurance 

agencies. I shopped for the price. they're all offering the same basic service. this is how 

much coverage I need anC. signs. windows. this type of thing. 1 do have someone that'f offering 

advice in that area. He's an independent agent. He's dealing with different companies and 

has saved me money. 1 really feel like the accountant 1 have now. I'm paying more but he 

has more than saved me that amouni of money in taxes. The other area that 1 would need help 

that I'm still lacking in is advertising. I've not found good help here either. As far 

as taking a class or course. that's not part of my background. 

I do my own quarterly report 1 do my own payroll and w~ite payroll but 1 do use an accountant 

and 1 do use an attorney in negotiation when 1 became sole owner, and 1 just had to renew 

a lease after 5 years. My attorney helps on that plus my accountant. Right now with my fiscal 

year just ending, all of my records are down there and its pretty soon Friday and time to 

start paying, the 15th of May is. So I need that professional advice. I love doing the 

qlJa.rterly report and its been educational for me. 

One of the biggest problems that I had when I started the business, and 1 did everything 

myself. I ended up hurting myself by trying to do that because I really don't understand it. 

I understand more now than what I did when 1 started but •••••••••••••••••.•••••••••••• 

You've got to be sure to file all your federal forms. and if you've never don it before, 

where are you going to get the knowledge. Unless somebody pays you a visit to tell you about 

it. 1 learned that in a couple of years that you have to have an accountant. Also in my 

business after we got so large 1 had to go to a full time bookkeeper because there wasn't 

enough hours in the day to keep that under control. An accountant is probably one of themost 

important things. 

Al - who told you what to do? Where did you go for assistance? 

No place. 1 just had to figure it out by myself, which 1 did to a point but you know there 

are limitations when you have no training. It takes a lot of time. 1 was working 6 days 

at the store and was going home on Sundays and doing that all day Sunday and it got to be too 
Ii 'I'. 

ml-. My suggestion is let somebody else worry about the accounting and you worry about selling 

the merchandise and buying the merchandise and trying to control your overhead, not spend 

alot of time figuring tRxes, because that's not really what your in business for, your in 

business to make money. That's where my talent lies, my talent does not lie in an office 

working on tax forms.· 

10 



1 agree with that but 1 still feel like I've got to have a basic understanding of his language 
, 

so 1 ca~ talk with him. And understand what it is that they're telling me. 1 had to learn 

basic bookkeeping skills, even though this is not what I'm doing on a daily basis. -
I'm at that point right now where 1 don't know how much 1 should let the accountant do and 

how much 1 should do myself. How many reins do 1 need to hold on to. It's really confusing. 

1 fuddled my way through it and got it done but its really frustrating. The langu~ge and 

the deadlines. Where do 1 get it? Where do 1 start? 

Al - where do you go for business advice? Are you accountants and attorneys your business 

advisors right now? 

I can tell you where not to go. Don't ask your friends. At the time we started the shop there 

was one in Florida and one in Oregon, and no others in the country. And I had all these things 

enthusiasm' from my friends and encouragement and then they tell me 5 years later, gee 

really didn't know if you could pull it off. So friends are not the ones when you really 

want unbiased opinions. Your worst enemies could give better advice. You can't just say 

go to professionals because there are standards arrong professionals and you have to sort through them. Just because 

they're an attorney or accOlmtant, they may not think the SaTe way, they may not have the SaTe realistic goals 

for your business that you have. You have to supply them with a lot of information and yOlI can't say that that's 

~et or private or 1 don't want you to \a1o..l those facts and figures and expect them to 1NOrk on them on a professiona 

bc.v.l.s. YOlI have to shop arong the professionals too. 

T used to 1NOrk for Ballard Hardware when 1 got out of the service, so when this care up 1 talked to Dave Parsons 

and he advised rre to go with it, as a friend then. 1 didn't go to professional people. 

1 probably 1NOuid not have done it without the encouragerrent of friends saying oh sure YOlI can do it. But care to 

find out later they had the Scm:! doubts too. 

I have a good relationship with a major supplier in my business and I listen to them an awful lot even though they 

are a supplier of mine. I've fOlro over the last 3~ years of part of my grCMth increase that awful lot of the things 

they suggested 1 get into be an excellent decision. But like John said a little while ago, we need tegive ourselves 

lhe credit because of feelings within our cwo selves of hoN things should be done and hoN things should 1NOrk and 

those feelings are our cwo best advice. As for the financial and legal matters and so forth whether or not 1 can 

afford to do something, whether it be advisable for I'1'e to make an expansion move I consult with my attorney and 

CPA, and he's also the secretary of my corp. so 1 have close contact with that aspect of the business. As for the 

actual initiation of an expansion ideas or SOI'1'ethi ng like that t kind of get fee lings whether SOI'1'ething wi 11 sell 

or~rk Ollt then I carry thrOlJgh with my cwo gut feelings and carry thrOlJgh and watch what it does. If it doesn't 

do what 1 thought it 1NOllld co, then I can alsways get back out of it. Sofar we've been real lucky in what we thought 

v.K)uld v.K)rk. Anothe thing 1 do is keep a close rapport with my errployees and make the business feel like it 's their~ 

as IlllCh as mine. 1 give them a lot more freedan that other businesses probably do. 1 consult with them on the idea~ 

of expansion and I'1'erchandiSe and so forth to see thei r feel ings since their I ives are involved, <lnd they h.we excellcn 

" 



feelings as to what they think might sell, so we talk about it within the business and so forth but 1 in essence 
--"" , 

make the tJltimate decision as to what goes on. 

--1 'pose my biggest help 1 guess was 1 was past president of the state assoc. ~rd ~ 've got a over the 

aequainted:.'Wl't'h.a'1ot .. .6f the 10C:ksmiths over 'the state-of~lndiana. We neet once a ronth In Indianapolis. And 1 

have gotten to be acquainted with several. If 1 run across a problE!!l1 or idea that is not pressing I'll wait and 

Contact one of those people and talk to them. For exarrple, before 1 decided to go full tine at it I talked to a 

locksmith in Speedway and he was one who gave ne encourage to go at it full tine. 

1 rely very heavily on trade journals, what 1 read. This keeps ne ahead and 1 go to trade shcMs rore than paid 

professional things locally. 

Al - h<M about planning? For the future, you are here to day and you have arrived and talked about the gOals and 

ambitions you had when you began your business but are you doing a day by day, hour by hour operation or are you 

looking to the future and planning. 

I 001 kind of a one day at a tine person. 1 rore or less rove when the spirit roves ne. I go along for awhi Ie and 

things go great then all of a sudden sarething pops into my mind that 1 \IoUuld like to do sarething. 1 start thinking, 

and like 1 said I'm slow to rove, but once 1 decide 1 go full force at it. So 1 just have always kind of went that 

route for myself. Get a little idea, start thinking about it, null it over in my head and start putting it together 

llttle by little, talk to other people, get other ideas and sort out the good and bad and rely rrore or less on 

"J own feeling. I don't have any set plans written doom. 1 have aspirations. 

III the very sene business I have to have rore stnJCtured goals. Tony and 1 \IoUrk closely together. 1 nm the place 

for him. He's happy with the arrangerrent we have. When 1 started I wanted within 2 years to have the place carpletely 

self sufficient, it wasn't· doing that well at the tine, that 1 thought was due to lack of a full tine manager. 

1 soon realized there wasn't going to be anyone like me following very shortly. I'm gonna have to be there all 

the tine so instead of getting another place, we are now about to expand. 1 don't have a written business plan, 

it's in our heads but we Io~ lUY long it \>KlUld take to get things \IoUrked out. Its happened a little faster than 

1 thought. And now we're going to go a little bigger than originally planned. It is a lot rrore structured, but 

I like it that way. Originally our idea was another college town for expansion, another Tony's with sports influence 

but as 1 said 1 can't be in t\loU different cities at the sene tine and keep both operations rroving srroothly. So 

then we thought right here in Muncie, maybe in the Vi llage, and 1oJOrk 90 hours a week. 

Al - list of resouces available to you. 
Graduate or tmder graduate courses at Ball State (no tine to take advantage of these) 

Courses at Ivy Tech 

Co)lt~nuing Education at BSU (sarewhat) 

G'h.,,,oer of Coonerce (scheduled one neeting with SCDRE, was sarewhat beneficial, we've been in this business lo~ 
enough and I'm at the place should I sell or rove or go out of business. My sales are good and the market is good. 
so the payoff may be good. But no, 1 didn't get a lot of help on lUY to go out of business. 

I ~ 
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Small Business Assistance Center (where is that, this is a new narre to Jre. Is this the sate as the Small Business 
Associatiun?) (Beginning in business 8 years ago, I attended several worksl1ops that SM put on for \\QTen in business 
in Indy and Ft. Wayne but I didn't find that available here, if this is the serre type of thing.) (What do they 
offer?) (There is definitely a need for this, I get requests all the tlJre to talk to groups and people at BSU and 
the~ are the kinds of questions I an asked whether to go into business and these are not the kinds of questions 
I 1 't can answer because I'm limited to one area of business. Sanetirres I think we can prevent a lot of people 
frOll failing in business if they were given rrore information earlier.) 

Al - final question. What kinds of things do you think Ball State, TIle Charher, Sma 11 Business CotD'lCi I could offer 
small business that is not being done now. What kind of help do you need that they could do for you. 

Going back to the sessions I attended in Ft. Wayne and Indy, alot of the information 1 got was very general. Small 

Business .tuln. has all these free parrplets and stuff you can send for on taxes, advertising, etc. but its very very 

general type things. If they're going to do it the need to do it right and give current and factual material and 

detailed material and say this is the facts of life. This is what your facing when you go in business. Not always 

paint such a rosy picture. r have trouble when talking to groups, they say do I want to really encourage them, 

tell both sides, they have to make the decision. SOlletirreS we've not supplied them with enough of the everyday 

facts. 

I did a lot of plarming before I opened my own business. I had about 1 years of plilnning, writing down, talking 

to the bank, talked to the president, they tried to discourage Jre, instead of encouraging Jre. Then 1 would go back 

and talk and then I waited one year and I'm still writing everything down and planning and finally they knew T 

had this plan and 1 had worked it out on paper the way they 1 iked it and I just think a lot of people think YOIl 

C<:I~go into business, I've had a lot of people approach Jre and say '00 I'd like to st.art a dress shop' and 1 think 
I' I 

tt.,_ J think because you sell this dress for $50 you're making $ SO, they don't realize what cares out of that $ '"X1 , 

What it costs, and 1 guess 1 didn't realize what payroll taxes could COlle out, rent, utilities, insurance, lawyer 

fees, you end up with hardly anything. I think people need to !<noN this that just starting a business is glarorous. 

I VK>uld start again, 1 hope 1 don't have to but 1 think that really needs to be spelled out to people also. 

I asked certain questions and course I didn't need to !<noN too nuch about the basics of the focx:l business. \-hit 

you're looking at as far as overhead and these things, but in Jrexican focx:l 1 decided this was a gocx:l area to go 

in to because about 20'/0 of all food sales was ethnic type foods and about 85"/0 of that was Jrexican food. So 1 felt 

like that was a good time to go with that type of food service. In the Jreantirre we had been in a few restaurants 

one in particular in Tulsa that 1 liked the particular format. It was nuch larger but 1 thought 1 could adapt that 

to Mtmcie. I started with that idea. 

Al - do you think BSU, The CfulITber, SBC could be of service to you today. 

I don't see it as far as opE!rating the business because persons never wanted to set it in here, the hours involved, 

everyday, 24 hours a day. You're the one that !<noNs. If I'm there everyday, I have my hands on things. If 1 go 

<May for a week it takes me a couple days to get back to that place where I've got the feel of everything. Sensitivity 
,-( 

i~here. 
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Can"t be all things to all people. The Charber, if they want to do sorething in this area, the general type things 

for those people who ,are thinking about going into business, but then if they plan a workshop on plarming or advertisi 

ing, then they're assuning we're gonna have beginners, and that meaning to we becares very generalized and I care 

~feeling like 1 've wasted an evening. 1 thirk maybe if, they're going to do sarething specialized and say this 

is .or people who have been in business for x nurber of years or this is people who are starting in business and 

set up their panels and their work that way. Cause 1 feel like 1 've set through a lot of evening weetings that 

were not less than official. 1 like breakfast weetings, 1 have rrore tiwe in the rrorning. So 1 don't see that weetings 

would have to be in the evening. 

1 think one of the best things they could do would be contact businesses that are not merrbers and let them kncM 

what's going on and invite them to participate. If they do that then maybe they'll have rrore neTtlership and rrore 

interest. 

1i'If you want help in sare area you sort of help yourself. You hunt for it, you go to BSU, or Continuing Education 

or you see what's being done in other 'areas, or you read about a workshop or seminar or sarething. There doesn't 

seem to be a clearinghouse that has al~_t~_i-=,_ inLo~tion, you can just say what's going on in the next 1 rronth 

period or I l<ncw between this rronth and this rronth 1 'm going to have rrore tiwe at work and so what might be avai labe. 

-----or that person as the arrount of tirre I spend in that class. 

I ~ink, my biggest thing is if they could offer rrore k.naNledge, I guess it is, on advertising. 1 don't knew what 

tv put in, 1 go to the re.'spapers, your penalized to go 1, 2 or :3 days ad if that's what I want to use. If YOIl 

go to a contract and spend x nurber of dollars, you get sare of that back. I can't afford that kind of arrangerrent. 

I've got to put one ad in there that's there and the people will see it, it'll stand out with a minwun charge. 

r 'd like to see the Ch.arTber put on a workshop at a naninal fee that we'd pay to get a broad SpeCtlUTl as far as 

the advertising thing. I know alot of my carpanies will have a coop advertising. But I don't l<ncw how to put the 

two together. 

Help with cClTputers in business, this is a big, gra.n.ng thing right TlON. And everybody's putting on a ccrrputer 

C lass and 1 'm even having trouble finding which is the class that "( need to begin with. Ball State's got 6 of them 

going. You want to k.naN ha.r to fit that into your particular needs. I'm looking for help in ccrrputers right new. 

I have a son who's bought one and I'm afraid to go into his room. 

A few years ago 1 felt the need for a ccrrputer so I ~nt out and bought a ccrrputer and spent about $35,lXXl on a 

c~uter. We bought sarething that looked really nice that we thought would do the job, and listened to the saleman 

first. Then we found out that we had to program it and then we couldn't program it the way we wanted it, then it 

wasn't large enough for our capacity. So a piece of advice for sarebody's that's lost a lot of rroney on cClTpllters. 

Eiod sareone in your business category, or trade journal or dealer associations, is there another dealer 1 ike 

nJ.:: that's using a cClnputer, do they have a program? Talk to those people, look at sore of the different prograns 

and find a program that fits your business. Buy the software then go shopping for a cClTputer. !Xm't do it the other 

way around. 
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July 13, 1983 

Dear Business Owner: 

We need your help! 
a 20ct s tamp to te 11 
County. 

Please invest 15 minutes of your valuable time and 
us how to better serve small businesses in Delaware 

Enclosed please find a survey and a self-addressed return envelope. 
This is a bl ind survey - that is, the forms and return envelopes are 
identical and uncoded. We will not know who is responding, so your confi
dentiality is insured. We ask you to please answer all of the questions, 
if possible. 

The purpose of the survey is to help The Chamber of Commerce and several 
public and private agencies determine the effectiveness and appropriate
ness of their goals, programs and activit ies. This is the most intensive 
survey ever taken in Delaware County asking you - the small business 
owner - what you want in terms of cooperation and assistance from the 
community. 

This survey is being sent to the l,850-plus small businesses (those 
wi th fewer than 50 employees) in Delaware County. Typically such surveys 
yield a very low response 00%). The Chamber, in cooperation with Ball 
State University, has spent nearly 10 months developing this survey. 
To be statistically valid we need a much higher return rate. Several 
organizations have been relying on The Chamber to help set directions 
for policies affecting small business. This is our sincere attempt to 
get your input (whether you are a Chamber member or not) so that all 
of us can be assured that we are responding to your true needs. 

Please do not set this aside. If at all possible, spend the next 15 
minutes helping us plan for the next five years. 

We appreciate your consideration. 

Sincerely, 

1?~(}L5~ 
Rob O'Brian 
Chairman 
Small Business Council 

RO:sc 

Enclosures 

MUNCIE-DELAWARE COUNTY CHAMBER OF COMMERCE 
500 NORTH WALI\IUT STREET • MUNCIE, INDIANA 47305 • PHONE: A.C. (317) 288-6681 

ACCREDITED 
CHAMBER OF COMMERCE 

CHtI""BER CF COMMERCE 
OF THE UNITED STATES 



ANONYMOUS SMALL BUSINESS NEEDS ASSESSMENT SURVEY 
Please do not reveal your name or your co~pany. 

DEMOGRAPHICS 

A. TYPE OF BUSINESS (circle one) Retail, Wholesale, Service, Manufacturing, Construction, 
Professional Practice, Other (please specify) ------------------------------------------------

B. SIZE OF BUSINESS 
Number of e~ployees as of 7/1/83 Full-time Part-time 
Gross sales (most recent fiscal year) Previous year __ ~------__ ------------
Did the business make a net profit during the last fiscal year? Yes No 
Previous year? ~es No 

C. FORM OF ORGANIZATION (circle one) Sole proprietorship, Partnership, Sub Chapter S Corporation, 
Regular corporation, Medical, Dental or Professional corporation 

D. HOW LONG HAS THIS BUSINESS BEEN IN EXISTENCE? _______ --- If.you did not start this business, how 
long have you owned or operated it? ______ ___ 

E. LEVEL OF FORMAL EDUCATION of owner or proprietor (circle one) Some high school, High school graduate, 
some technical school, technical school graduate, some college, college graduate (level) 
Age of owner or proprietor ----------

F. BUSINESS OWNERSHIP - Special status (circle all that apply) Minority-owned business, 
Female-owned business, owner is a Viet Nal-Era Veteran, owner is handicapped or disabled 

,II. REASONS FOR GOING INTO BUSINESS 

Why specifically did you choose to go into business? 

What were your initial goals and objectives when you began this business? 

Have you reached your goals and objectives? 

How have you modified your initial goals and objectives? 

Ill. BUSINESS PLANNING 

Prior to going into business did you research the nature of this business and the market for your specific 
products or services? Yes No If yes, how? 
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Do you now research your business and your market on a regular basis? Yes 
If yes, how? 

No 

Do you periodically prepare written business plans to help you reach your goals and objectives? 
Yes No If yes, what basic elements do these written plans contain? 

How far into the future do you plan? 

IV. OPERATIONAL 

-

Explain what you feel are the two biggest operational problems you face in small business today. (Please 
exclude answers like "the economy in general", "inflationll, "taxes", etc.) Please concentrate on problems 
that are or could be within your control. 

1. 

2. 

Describe the nature of your relationship with financial institutions. Do you believe you are treated well 
and fairly? 

How much operational assistance IS available to you from financial institutions? 

V. SOURCES OF ASSISTANCE 

Before entering business, what potential sources of assistance did you seek out? 

In operating ycur business, where do you go for good advice, training and other types of assistance? 

-----<-------

Which sources of assistance do you know about but are perhaps reluctant to use and why? 
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VI. PLEASE SELECT ONE ANSWER FOR EACH OF THE FOLLOWING QUESTIONS 

~ My primary reason for starting into business is: 

-

(a) to be my own boss 
(b) to carryon or establish a family 
(c) to obtain financial independence 
(d) to fill a need in this community 
(e) I've always wanted to own my own 
(f) other (specify) 

I see myself as: 

(a) an innovator 
(b) a follower of current trends 
(c) a conservative traditionalist 
(d) other (specify) 

tradition 

business 

Which of the following do you expect from your b~siness? 

(a) to obtain a specific return on i~vestment 

(b) to make enough money to live on 
(c) to beat my competition 
( d) to eventually expand my business 
(e) to eventually franchise my business 
(f) other (specify) 

How well did your formal education and work experience prepare you for these areas of management? 
(Please indicate by checking the appropriate column) 

Bookkeeping 
Advertising 
Pricing 
Financial management 
Planning, setting goals and 

objectives 
Projecting income, expense and 

cash flow 
Researching business needs 

Very 
~owledgcable 

Moderately 
knowledgeable 

Some 
knowledge 

No 
knowledge 

Do you make a conscious effort to plan? Yes No If yes, what kind of planning 
do you do? 

(a) initial planning (before starting or acquiring business) 
(b) long-range planning 
(c) operational planning 
(d) daily planning 
(e) reactive planning (plan when confronted with obstacles) 

Do you believe that long-range planning and forecasting are (check one): 

essential to the continuing success of my business 
a minor consideration in operating my business 
helpful, but I don't have the time to do it 
helpful, but I don't have the knowledge to do it 
not sufficiently helpful to justify the time and expense 
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Check all of the following ite.s on the list that you feel are significant proble.s for s.all business 
today. Please feel free to co •• ent on any proble.s checked. Please rank the five .ost significant with 
#1 being the .ost difficult proble •• 

cash .anage.ent __________________________________________________________________________________ ___ 
econo.ic forecasting ______________________________________________________________________________ __ 
pricing strategies ________________________________________________________________________________ __ 
invest.ent planning ______________________________________________________________________________ ___ 
internal control syste.s __________________________________________________________________________ __ 
co.plying with govern.ent rules ____________________________________________________________________ ___ 
cost reduction 

--~--------------------------------------------------------------------------------------recruiting personnel 
retaining personnel ________________________________________________________________________________ _ 
tax preparation __________________________________________________________________________________ ___ 
training personnel ________________________________________________________________________________ __ 

tax planning ____ ~----------------------------------------------------------------------------------.anage.ent accounting syste.s ______________________________________________________________________ ___ 
long range planning 
e.ployee co.pensation ______________________________________________________________________________ _ 

advertising ______ ~---------------------------------------------------------------------------------
security (external) 
credit and collections 

-------------------------------------------------------------------------------------------------other 
---------------------------------------------------------------------------------------------------------------------

If you have approached a bank for a loan, were you satisfied with your treatment there? Yes 
If not, why? (circle one or .ore) 

(a) didn't pay enough attention to .e or .y ideas 
(b) unwilling to take the risk with a small business 
(c) discrimination toward women or minorities 
(d) other (specify) 

No 

--------------------------------------------------------------------------
Which of the following sources of business information or services do you use in your business? (check 
all that apply) 

other businessmen 
friends, family 
trade associations 
customers 
business magazines 
suppliers 
bankers 
manufacturer's representatives 
distributors 
management firm 

VII. NEEDS FOR ASSISTANCE 

Small Business Administration 
other government agencies 
Chamber of Commerce 
academic institutions 
seminars, workshops 
Small Business Assistance Center 
professional consultant 
Service Corps of Retired Executives 
other (specify) 

In what areas do you desire management or technical assistance? 

Where can you presently get assistance In these areas? 



VIII. 
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SOURCES OF ASSISTANCE 

What sources of assistance do you need that you cannot locate? 

What types of assistance do you believe should be created for sIal 1 business in Delaware County? 

Are you aware of anyone central source of information about: licenses. perlits and regulations affecting 
sIal 1 business; government assistance programs for small business; sources of lanagelent and technical 
assistance? Yes No Comments: 

Do you think a central source of such information 5hould be created? Yes No Why? 

If there were a central source of information on the above. how often would you use it? 

Would you be willing to pay for such a service (central resource)? Yes No If yes. would you 
expect to pay: a reasonable market-rate fee ; a token fee (the exp;n;es o~he resource organization 
to be partially ~ubsidized from some source other than those using the service) Com.ents: 

What is the primary market for your produ~t or service? (circle one) 

(a) consumers 
(b) industry 
(c) government 
(d) export 
(e) other (specify) 

In term3 of the goals and objectives you set when yo~ started or acquired this business. do you consider 
your business: 

(a) very successful 
(b) moderately successful 
(c) marginally successful 
(d) unsuccessful 

What is the company title of the person who responded to this survey? 

For statistical purposes only, please indicate whether you are a member of the following: 

local Chamber of Commerce State Chamber of Commerce u.S. Chamber of Commerce 

trade association National Federation of Independent Business 
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TABLE 1 

TYPE OF BUSINESS 

Retail 

Wholesale 

Service 

Manufacturing 

Construction 

Professional Practice 

Other 

Table 2 

FORM OF ORGANIZATION 

Sole proprietorship 

Partnership 

Sub Chapter S Corp. 

Regular Corp. 

Dental or Professional Corp. 

Other 

73 

% 

30.5 

5.3 

32.1 

7.5 

6.4 

17.1 

1.1 

% 

37.5 

2.7 

28.2 

27.2 

3.3 

.5 



- Table 3 

1 year 

2 years 

3 years 

4 years 

5 years 

5-10 years 

LENGTH BUSINESS IN EXISTENCE 

10-20 years 

20-30 years 

30-50 years 

50+ years 

under 5 years - 21.4% 

over 20 years - 38.8% 

-------------------- - -----.---

74 

% 

4.3 

2.7 

4.8 

5.3 

4.3 

14.4 

23.4 

11. 7 

20.7 

6.4 



- Table 4 

GROSS SALES MOST RECENT YEAR 

o - 49,999 

50,000 - 09,999 

100,000 - 149,999 

150,000 - 199,999 

200,000 - 249,999 

250,000 - 498,999 

500,000 - 899,999 

1,000,000 - 4,999,999 

5,000,000 - 9,999,90~ 

Table 5 

GRORS SALES PREVIOUS YEAR 

o - 49,999 

50,000 - 89,999 

100,000 - 149,P99 

150,000 - 199,999 

200,000 - ~49,999 

250,000 - 499,999 

500,000 - 999,999 

1,000,000 - 4,999,999 

5,000,000 - 9,999,999 

75 

% 

4.8 

10.6 

12.2 

6.9 

5.3 

10.6 

11.7 

8.0 

1.6 

% 

4.3 

9.6 

11. 7 

4.8 

3.7 

11. 7 

10.1 

9.0 

1.1 



- Table 6 

LEVEL OF EDUCATION OF OWNER/PROPRIETOR 

Some high school 

High school graduate 

Some technical school 

Technical school graduate 

Some college 

College graduate 

SPECIAL STATUS BUSINESS OWNERSHIP 

Minority-owned 

Female-owned 

Vietnam-era veteran 

Handicapped,disabled 

SEE SELF AS: 

Innovator 

Follower of trends 

Conservative traditionalist 

Other 

76 

% 

4.3 

16.7 

1.6 

5.9 

20.4 

51.1 

absolute freauency 

Of 
If) 

7 

28 

9 

2 

45.1 

11.6 

30.6 

12.7 



- Table 7 

REASON CHOSE TO GO INTO BUSINESS 

To be my own boss 

Family tradition 

Obtain financial independence 

Fill need in community 

Always wanted to own a bus. 

Other 

Table 8 

INITIAL GOALS AND OBJECTIVES 

Obtain specific ROI 

Make enough money to live on 

Beat competition 

Expand business 

Other 

REACHED GOALS AND OBJECTIVES 

Yes 

No 

77 

Of 
j() 

31.1 

12.0 

26.2 

12.6 

6.6 

11. 5 

% 

23.3 

41. 3 

2.3 

14.0 

19.? 

% 

75.0 

25.0 



- Table 9 

EXPECTATIONS FROM BUSINESS 

Obtain specific ROI 

Make enough money to live on 

Beat my competiton 

Expand my business 

Franchise my business 

Other 

Table 10 

Yes 

No 

MODIFICATION OF INITIAL GOALS/OBJECTIVES 

If yes ... 

Decreased expectations 

Increased expectations 

Cut back 

Reorganized 

78 

% 

32.8 

31.7 

2.2 

23.0 

1.1 

9.3 

31.4 

41. 0 

5.3 

15.4 

.5 

4.3 
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- Table 11 

LONG-RANGE PLANNING IS: 

Essential 50.0 

Minor consideration 20.4 

Helpful but no time , 8.6 

Helpful,but no knowledge 8.1 

Not helpful 12.9 

Table 12 

PERIODIC WRITTEN REPOHTS: 

% 

Yes 26.5 

No 73.5 

Table 13 

MAKE CONSCIOUS EFFORT TO PLAN: 

Yes 84.6 

No 15.4 

CONSCIOUS EFFORT IN INITIAL PLANNING: 

Yes 26.1 

No 73.9 



-

Yes 

No 

Yes 

No 

Yes 

No 

Yes 

No 

CONSCIOUS EFFORT IN REACTIVE PLANNING: 

CONSCIOUS EFFORT IN LONG-RANGE PLANNING: 

CONSCIOUS EFFORT IN OPERATIONAL PLANNING: 

CONSCIOUS EFFORT IN DAILY PLANNING: 

80 

% 

30.9 

69.1 

35.1 

64.9 

51.6 

48.4 

% 

37.8 

62.2 



-- Table 14 

Consumers 

Industry 

Government 

PRIMARY MARKET FOR PRODUCT/SERVICE 

LENGTH OF FUTURE BUSINESS PLANS 

1 year 

2 years 

3 years 

4 years 

5 years 

5-10 years 

10-20 years 

20-30 years 

30-50 years 

Consumers 

Industry 

Government 

Export 

Other 

PRIMARY MARKET FOR PRODUCT/SERVICE 

81 

% 

73.1 

17.7 

1.6 

absolute 

33 

12 

11 

1 

22 

15 

3 

1 

1 

% 

73.1 

17.7 

1.6 

. 5 

7.0 

freq. 



- Table ~5 

Yes 

No 

Yes 

No 

Yes 

No 

Yes 

No 

Yes 

No 

MEMBER OF U.S. CHAMBER OF COMMERCE 

MEMBER OF STATE CHAMBER OF COHMEFCE 

MEMBER OF LOCAL CHAMBER OF COMMERCE 

MEMBER OF TRADE ASSOCIATION 

MEMBER OF NAT. FED. OF IND. BUSINESS 

82 

% 

~0,7 

89.3 

% 

~O. 7 

89.3 

29.4 

70.6 

% 

49.7 

50.3 

% 

17.6 

82.4 
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TITLE OF RESPONDENT 

President/owner 

Vice President 

Manager 

Sec./Treas. 

Bookkeeper/Clerk 

Owner's spouse 

Table 16 

SUCCESS RATING OF BUSINESS 

Very successful 

Moderately successful 

Marginally successful 

Unsuccessful 

Table 17 

MADE NET PROFIT LAST FISCAL YEAR 

Yes 

No 

MADE NET PROFIT PEEVIOUS FISCAL YEAR 

Yes 

No 

83 

% 

80.3 

5.6 

6.7 

4.5 

1.1 

1.7 

% 

32.4 

50.0 

10.0 

1.6 

% 

68.8 

31. 2 

01 
fO 

79.5 

20.5 
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Table 18 

RESEARCH DONE ON MARKET/PRODUCT(BEFORE BUS.) 

% 

Yes 

No 

HOW THIS RESEARCH WAS DONE 

Experience in business 

Professional consultant 

Other businessmen 

Family 

Wrote for information 

Potential/current customers 

Journals,mag. ,stats,etc. 

Competition 

Surveys 

Table 19 

Yes 

No 

RESEARCH BUSINESS AND MARKET REGULARLY 

50.0 

50.0 

% 

34.3 

4.3 

21.4: 

1.4 

1.4 

10.0 

10.0 

10.0 

7.1 

% 

47.0 

53.0 



- HOW REGULAR RESEARCH IS DONE: 

Experience in business 

Professional consultant 

Other businessmen 

Wrote for information 

Potential/current customers 

Journals,mag. ,stats,etc. 

Competition 

Surveys 

Table 20 

FORMAL EDUCATION/PHEPARATION: 

Very knowledgable 

Mod, knowledgable 

Some knowledge 

No knowledge 

Very knowledgable 

Mod. knowledgable 

Some knowledge 

No knowledge 

BOOKKEEPING: 

ADVERTISING: 

85 

% 

4.2 

9.7 

16.7 

1.4 

12.5 

29.2 

18.1 

8.3 

% 

19.2 

26.9 

35.2 

18.7 

9.5 

22.3 

32.4 

35,8 



-

Very knowledgable 

Mod. knowledgable 

Some knowledge 

No knowledge 

Ve~y knowledgable 

Mod. knowledgeable 

Some knowledge 

No knowledge 

PRICING 

PLANNING 

PR.OJECTING INCOME 

Very knowledgable 

Mod, knowledgable 

Some knowledge 

No knowledge 

Very knowledgable 

Mod. knowledgable 

Some knowledge 

No knowledge 

RESEARCHING BUSINESS NEEDS 

86 

23.1 

26.9 

29.1 

20.9 

% 

14.3 

34.6 

31. 3 

19.8 

% 

17.3 

22.9 

36.9 

22.9 

% 

7.3 

27.3 

35.2 

30.3 



- FINANCIAL MANAGEMENT 

Very knowledgable 

Mod. knowledgable 

Some knowledge 

No knowledge 

Table 21 

OPERATIONAL PROBLEMS IN SMALL BUSINESS 

Cash management 

Economic forecasting 

Pricing strategies 

Investment planning 

Internal control sys. 

Complying with govt. rules 

Cost reduction 

Recruiting personnel 

Retaining personnel 

Tax preparation 

Training personnel 

Tax planning 

Mgmt. accounting sys. 

Long-range planning 

Employee compensation 

87 

% 

18.2 

38.1 

22.7 

21.0 

% 

9.1 

3.0 

3.6 

.6 

3.0 

8,5 

9.1 

12.7 

3.6 

.6 

3.0 

2~4 

.6 

1.8 

4.8 



Advertising 

Security(external) 

Credit and collections 

Marketing/mgmt. 

Other 

Motivation 

Competition 

Mgmt. of workload 

Problems (Ranked - absolute frequency) 

1. Recruiting personnel(21) 

2. Cost reduction(15) & Cash mgmt. 

3. Complying with gov't rules(14) 

4 Employee compensation(8) 

88 

3.0 

1.8 

3.6 

2.4 

17.0 

1.2 

.6 

3.6 

5. Prictng strategies,retaining personnel, credit/collections(9) 

Table 22 

Yes 

No 

Much 

Some 

Not much 

TREATED FAIRLY BY FINANCIAL INSTITUTIONS 

OPERATIONAL ASSISTANCE FROM FIN. INST. 

88.1 

11.9 

37.2 

17.5 

16.1 
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None 15.3 

Don't know 13.9 

BANK DID NOT PAY ENOUGH ATTENTION 

% 

Yes 2.7 

No 97.3 

BANKS UNWILLING TO TAKE RISKS 

Yes 16.5 

No 83.0 

BANKS DISCRIMINATE AGAINST WOMEN/MINORITIES 

% 

Yes .5 

No 98.9 

Table 23 

SOURCES OF ASSISTANCE BEFORE ENTERING BUS. 

Other businessmen 23.6 

Friends, family 7.3 

Trade association 3.6 

Suppliers 4.5 



Bankers 

Manuf. 's rep. 

Distributors 

SBA 

Other gov't agencies 

Chamber of Commerce 

Professional Consultant 

S.C.O.R.E. 

Other 

SOURCES OF ASSISTANCE IN OPERATING BUS. 

Other businessmen 

Friends, family 

Trade association 

Customers 

Business magazines 

Suppliers 

Bankers 

Manuf. rep. 

Mgmt. firm 

Other gov't agencies 

Chamber of Commerce 

Academic institutions 

Seminars,workshops 

Professional consultant 

Other 

90 

41.8 

.9 

.9 

3.6 

.9 

.9 

5.5 

,9 

5.5 

29.6 

3.1 

15.4 

1.2 

2.5 

3.~ 

6.2 

3.1 

.6 

1.2 

,6 

3.7 

3.7 

18,5 

7.4 



Table 24 

SOURCES OF ASSISTANCE RELUCTANT TO USE 

Other businessmen 

Trade associations 

Business magazines 

Suppliers 

Bankers 

Mgmt. firm 

SBA 

Other gov't agencies 

Chamber of Commerce 

Academic institution 

Seminars,workshops 

Professional consultant 

S.C.O.R.E. 

Other 

Table 25 

AWARE OF A CENTRAL SOURCE OF INFO. 

Yes 

No 

SHOULD A CENTRAL SOURCE BE CREATED? 

91 

0/ ;a 

4.8 

4.8 

1.6 

1.6 

11.1 

1.6 

14.3 

12.7 

1.6 

14.3 

3.2 

6.3 

3.2 

19.0 

0/ 
/0 

12,6 

87.4 

absolutre freq. 

Yes 108 



No 

HOW OFTEN WOULD USE A CENTRAL SOURCE? 

Often 

As often as necessary 

Occasionally 

Seldom 

Never 

Don't know 

Yes 

No 

WILLING TO PAY FOR A CENTRAL SOURCE 

If yes ... 

Reasonable market rate/fee 

Token fee 

92 

40 

% 

20.0 

24.5 

22.7 

19.1 

10.0 

3.6 

% 

58.0 

42.0 

70.0 

30.0 
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