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Powerfully Simple Point of Sale

How to Harness the Awesome Value of Unique Knowledge
Steve Curtin’s 2013 book,
Delight Your Customers: 7
Simple Ways to Raise Your
Customer
Service
from
Ordinary to Extraordinary,
outlines seven principals to
improve the level of service
in any customer-focused
business.
There is a certain amount of
knowledge that is expected.
Knowledge
about
the
products being sold and how
they are used is essential.
This is the minimum amount
of information an employee
needs to do their specific job.
Unique knowledge, however,
goes beyond memorizing
product specifications. It
can be an awareness of the
product’s
history,
origin,
correct usage, or a littleknown
feature.
Sharing
unique knowledge is a great
way to engage with customers
and makes any product more
interesting and compelling. It
also reinforces the idea that
there are experts in your store.

Customers are more likely to
buy when the product they’re
considering comes with an
endorsement from someone
they consider knowledgeable.
Unique knowledge is also
useful when suggesting addon items that will make the
product perform better for the
customer.
How do employees acquire
unique
knowledge?
Sometimes people come to
the job with prior experience.
Training provided by other

knowledgeable
employees,
managers, or manufacturers’
reps is a good way to bring
everybody up to speed. They
should be encouraged to use
the products they sell or be
able to purchase them at a
reduced price.
Adding to an employee’s
unique knowledge enhances
the value of the employee,
their
interaction
with
customers, and very likely, the
profits of almost every sale.
By George Maginnis

Are You Retaining Current Customers with Superior Service?
TURBO TIP
“89% of consumers
began doing business
with a competitor
following a poor
customer experience.”
www.gigya.com

The customer retention index is a measure of
how many of your customers are returning to do
repeat business. A high retention rate indicates
that your customers have discovered great value
in the service you provide and continue to return
and buy from you. A low retention rate says your
customers have decided to shop elsewhere.
The statistics compiled by Invesp paint a
pretty clear picture: The likelihood of selling
to an existing customer is 60–70%, while

the likelihood of selling to a new customer is
5–20%; raising your customer retention rate by
5% increases profits by 25-95%; it costs five to
seven times more to acquire a customer than to
maintain a customer.
Taking care of current customers plays an
important part in the long-term success of any
business. Plus, satisfied customers are happy to
refer their friends and relatives to you.
By George Maginnis
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7 Easy Promotions to Skyrocket Sales After the Holidays
The holidays may be over but this is no
time to kick back and sip the leftover
eggnog. Try some creative promotions
to increase traffic in your store. The
momentum you build now will have a
positive effect throughout the year.
Slow Movers: You may have already
marked down seasonal items that didn’t
sell. Use the tools in Paladin Point of Sale
to uncover items that have been sitting
around since long before the holidays.
Get it all out there while people are in a
buying/bargain hunting mood.
Show Me How: Inspire customers to take
on a new project in the coming year. Howto books make projects easier by breaking
down complex tasks into manageable
steps. Sell the book today and they’ll be
back for materials tomorrow.

Kick Out the Cold: Staying warm is
top-of-mind for many this time of year.
Have you considered a sale on a range
of products people might use to keep
warm? Discounts on anything from
space heaters to fire logs to hats could
help drive people to your door. Bundle a
group of items together using Paladin’s
kit feature.
The Boss is On Vacation! A mutiny by the
staff is as good a reason as any to have a
sale. These sales are fun and potentially
harmless as long as no one gets thrown
overboard.
New Year’s Resolution Sale: Lots of
people make resolutions for the new
year. Anything you have to enhance
organization,
productivity,
fitness,
cleanliness, or safety is fair game.

In With an Old One, Out With a New
One: “Bring in your old [product] and get
[discount] off the purchase of a new one.”
Think of items that create opportunity for
profitable add-on items. Bundle those
add-on items to create a super deal.
Token Hunt: Announce to customers
that tokens, hidden throughout your
store, are redeemable for a store credit
when presented to a cashier. Knowing a
discount could be hiding anywhere in the
store will incentivize customers to cruise
your aisles longer. Inexpensive tokens
are available at novelty stores or online.
The holidays may be over but with some
careful thought and a little creativity, you
can keep the momentum going as we
ease into the new year.
By George Maginnis

Executive Perspective: Can Retail Survive the Internet Economy?

• Are cashiers fast and trained to quickly handle
It’s no secret that brick and mortar retail
any situation?
businesses have been under assault from internet
• Are you incentivizing customers to return by
retailers for some time. Let’s face it, shopping
online has never been so easy, convenient or,
offering a rewards program?
How do you get more people on the floor to
dare I say it, satisfying. The selection of products
perform those tasks? Fortunately, Paladin users
available on the internet is staggering. Online
already have the inventory management tools to
retailers have access to lots of inventory and good
automate time-consuming back office chores,
prices. Customers can shop from a cell phone and
have their purchases delivered overnight. What’s
like purchasing, ordering, and receiving. Fully
implementing them will free up staff members
not to like?
So, how does a retailer compete? Start by looking
and get them out on the floor to engage with
customers and create that great experience.
at your store from the customer’s perspective. Are
Dan Nesmith
you making it easy for them to do business with
In spite of all the technology available to you today,
President
(even ours) the success of any retail enterprise will
you?
• Are customers greeted and directed to the items they need? ultimately rest with the ability to build strong relationships with
• Is your staff trained to anticipate add-on items customers customers and create a positive shopping experience. If you
can do this, you’ll create a legion of loyal customers willing to
might need?
• Is your store clean and neat, with prices clearly displayed? jump in their car and drive to your store.
• Does your inventory reflect the unique needs of your Why? Because they would rather engage with knowledgeable,
friendly salespeople, than order something passively over the
customers?
internet.
• Are you stocking the right depth of products?

Barcode Scanners Just Got Smarter
A new feature in Paladin Point of Sale
enables compatible hand-held barcode
scanners to alert cashiers when
additional action is required.
Scanning during the check-out process
can be interrupted for a variety of
reasons. When the situation arises, the
scanner will stop scanning, flash three
times, and emit three audible beeps.
Once cashiers know a problem exists,
they can apply the remedy and continue,
saving time and making the checkout
process more efficient.
Barcode scanners using this feature add
efficiency in other ways:
For Compliance:
Retailers and pharmacies who capture
customer information to satisfy antigraffiti, anti-meth, or other controlled
substance regulations, find this feature a
great tool to help them stay in compliance.
Easy Sign-up:
Since many states print barcodes on
driver’s licenses, 2D barcode scanners
can be used to register and verify
customers for rewards programs and
capture customer data to open new inhouse charge accounts.

There are currently a number of scanners
that work with this feature, with more
coming online soon.
• Gryphon I GD4100
• Gryphon I GBT4100
• Gryphon I GD4400 2D
• Gryphon I GBT4400 2D
• PowerScan PD9500
• PowerScan PBT9500
If you would like to activate this feature,
contact our technical support team at
800-725-2346.
By George Maginnis

4 Important Features to Look for in Multi Site POS
You’re thinking about opening additional
stores to reach more people and sell
more products. Keeping track of stores
and inventory spread over a wide area is
much easier with a point of sale system
designed to help you manage multiple
locations. Here are some things to look for
in a multi site POS system.
Reporting
A multi site POS system should allow you
to access information about the operation
of individual stores as well as a global
view of your entire business.
Inventory Awareness
Real-time access to inventory will help you
get a clear view of how well your inventory
investment is performing. Employees with
visibility across all stores can check stock
levels of any item to help customers get
what they need.
Customer Accounts
Customer activity and rewards program
participation can be linked across all
stores. This will allow you to continue

to create a single statement for account
customers regardless of where they made
purchases. Rewards customers will like
being able to add to their point totals no
matter which location they shop in.
Scalable
Chances are you’ll be adding more stores
in the future. A true multi site POS system
will be able to expand along with your
business, allowing you to easily duplicate
your success in your next location.
By switching to Paladin Multi Site POS,
you’ll maintain all the features you’ve
come to expect from Paladin Point of Sale
with the added benefit of linking your
stores together through a secure cloud
connection. You’ll have full access to the
tools necessary to manage the future
growth of your business and information
about each store’s sales performance,
inventory, and customer data.

Business of
Excellence
Company: Sisters Ace Hardware
Manager: Jordon Tandy
Location: Sisters, OR
Years in Business: 11
Sisters Ace Hardware has been a
fixture in Sisters, Oregon for over 35
years. The Tandy family purchased
the store in 2005. As a small town
hardware store, Sisters Ace is very
customer-focused.
Store Manager, Jordan Tandy, likes
helping customers with their projects
by passing along knowledge he’s
picked up along the way. Much of it,
he admits candidly, he learned by
correcting his own mistakes.
Jordan believes people in Sisters
place a great value on shopping local
and don’t mind paying a bit more for
great customer service and the helpful
advice they receive. This has been an
important factor in competing with
large corporate hardware retailers.
Surprisingly, the tool that has helped
keep customer service great is the
RF barcode scanner. “Our employees
regularly scan sections of the store
to stay on top of our inventory. While
they’re counting, they’re out on the
floor and available to help customers.”
Jordon believes people will continue to
value good customer service.
Best Advice:
“Know your area, the neighborhood,
and who your customers are. We
know we’re not going to be the place
where contractors go to get everything
they need. We’re happy to help the
homeowners and do-it-yourselfers who
are changing out a light fixture for the
first time. If you identify a weakness,
isolate it, and work to improve. Improve
as much as you can.”
By George Maginnis

By George Maginnis
TM
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Upcoming Events
Paladin

Tech Buzz

Sales Automation with
Paladin’s PromoBuilder
We sometimes find
Paladin users putting
items on sale by
changing the price in the
inventory module. Using
this method, you have to
do the mark-down math,
you’ll need to mark-down
each item before the
sale and change them again after the sale. The tools built into Paladin
for creating a sale automate the process, save you time, and give you
more control over your sales.
Easily Add Items: There are lots of ways to add to your sale.
• Manually add items if you have just a few things to put on sale.
• Import a text file to put multiple items on sale at once. The text file
should contain two columns. Item numbers on the left with the
corresponding sale price in the right. That’s all you need!
• Apply discounts to a single class, multiple classes, or entire
departments with a few mouse clicks. Reduce the price of hundreds
of items quickly. Paladin does the math.
Scheduling: You select the start and end date. Build sales months in
advance. When the sale ends, all prices automatically return to normal.
Choose who gets the discount: Offer your sale to the general public,
your rewards program customers, your paint or general contractors, your
most profitable or highest volume customers, your parents, your cat. The
options are endless. Create a secret sale and market directly to specific
customers.
Added Benefits
Signage: Once you’ve created your sale in Paladin, you have the option to
print special signage for each item to help you promote your discounts.
No need to create them individually. Start and end dates for the sale can
be included to create a little urgency.
Ongoing Sales: An end date isn’t required for every sale. You can leave
a sale in place for one contractor who reliably buys everything from
you. Create an employee discount that sets the sale price at a small
percentage above cost. Prices appear in point of sale with the discount
applied. No need to make price adjustments at checkout.
Overlapping Sales: It’s entirely possible that a single item might be listed
under two or more sales at one time. When Paladin sees pricing conflicts,
it automatically defaults to the lowest price. This prevents hassles at
checkout, embarrassment for cashiers, and makes customers happy.
There is an excellent video in the Paladin Help Portal by our own Charles
Owen, “Automating Sales, Promotions and Trade Discounts.” He shows
how to build a sale and all your set up options. Charles also discusses
quantity discounts, coupons, and more.
Use these features the next time you create a sale. You’ll save hours
of time, reduce errors, and have more time to spend creating a great
shopping experience for your customers.
By George Maginnis

Paladin will be attending the following events. To arrange a
visit, please email us at sales@paladinpointofsale.com
United Spring Market - FREE USER MEETING
January 6-8 | Minneapolis, MN
HDW (formerly World & Main) Spring Market
January 20-22 | Hot Springs, AR
House-Hasson Spring Market
January 27-28 | Nashville, TN
Emery Spring Market
February 10-11 | Providence, RI
Orgill Spring Market - FREE USER MEETING
February 16-18 | New Orleans, LA
Paladin User Meeting
April 20-21 | Bend, OR

Get Connected:
We love to connect. Join us online by clicking the above links.
Subscribe to our blog for more valuable tips and strategies at
blog.paladinpos.com. Check us out at paladinpointofsale.com

CLICK HERE

