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CHAPTER |
To Survive-Act Now!

It seems that every business leader has the same initial ques-
tion: “What can you do for me today?” For all the talk about
new management initiatives, such as reengineering, downsiz-
ing, work-flow analysis, process mapping, policy deployment,
teamwork, and performance pay incentives, business leaders
are still looking for the “quick fix.” They often do not recognize
the most effective ways to survive pressing competitive
pressures—by taking near-term proven action steps to turn
their business around.

Every business is under pressure to change. For many busi-
nesses, earnings are declining, and operating and labor costs as a
percentage of sales are still increasing. Many business leaders
such as you believe that it takes too long to get things done—to
reduce the costs of production and service operations, to improve
quality to assure customer satisfaction, and to bring new prod-
ucts and services to your customers faster, in order to satisfy their
needs.

This chapter sets the stage for you to increase your chance
of survival by beginning now to improve your perfor-
mance by focusing on the key survival factors presented in this
book.



4 THE SURVIVAL FACTOR

TEN STEPS TO BUSINESS FAILURE

It is important in your search for near-term action steps to know
what you shouldn’t do, as well as what you should—as illus-
trated by the positive action steps described in the balance of
this book. David Kearns, former CEO of Xerox, in his book
Profits in the Dark,! created what he called a handbook for com-
petitive decline, a succinct set of instructions that many busi-
ness leaders currently are following that will put your company
out of business. If you already are following these steps to
business failure, don’t expect to be around much longer. The
Kearns course of action has been abridged and adapted for the
survival factors, and each of these wrong ways to do business is
described below.

Step 1: Assume You Know Your Customer

This first step instructs you to assume you know the customer,
that you know what he wants better than he does, and that he
will remain loyal to you no matter how much you abuse him.
This step also advises you not to waste time measuring customer
satisfaction and definitely not to pay attention to or respond to
customer complaints. Who does that customer think he is any-
way!

Step 2: Don’t Invest in Quality

This follows nicely from the first step. It assumes that the cus-
tomer doesn’t care one bit about quality and won’t notice any
differences in quality between one product and another. So don’t
even 1ry 1o meet customer requirements. Do whatever you want.
Don’t bother to improve work processes and reduce rework
errors.



