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By Andrew Turtle 


Executive Summery

Chantronics is a small business in the electronic and computer industry. It is steadily growing as technical advice and its strong reputation grows. In this assignment I will cover everything in the business from services, to products, through to the history and to the running of the business. It will include a report, S.W.O.T analysis, mission statement, the location, and the current position of the business. The external and internal environment will be looked at with the legal structure, products, services, insurance, government influences, competitors and customers spoken about. I will go through the 4 business functions. This assignment also includes a time plan and all the steps I did along the way with pictures, interviews, surveys and questionnaires, which I have collected or encountered over the time. 

Business Report

Chantronics is a computer and electronic outlet at Smithfield, South-West Sydney. An experienced and helpful team means this self-sustained business is growing at a steady rate. Chantronics offers many services including:

· On-sight consultations

· Computer networking

· Electronic and computer repairs

· Electronic designs 

· And prototyping. 

Chantronics supplies electronic parts, and as competition has slowly decreased, these parts are becoming hard to find anywhere in the Sydney Metropolitan Area. 

Chantronics is a partnership between two brothers and employs three people. All the employees are multi-skilled and do a variety of everyday tasks, such as:

· Serving the general public (customers)

· Ordering goods 

· Stocking 

· Going out to on site service

· Repairs on computer and electrical products

· Account maintenance 

· And answering and servicing phone and internet customers


To be at the top of their field it is not possible to specialize in all aspects of the

Business so the employees specialize in their field of expertise. Chantronics has two major strands:

· Electronics and

· Computers

Chantronics has a high 15-20% return of business coming from advertising responses. A strong marketing plan sees advertising done internally to keep costs minimal. 

This mature business, which has renewed several times, began back in 1985 and has grown throughout this time. The motivated team provides friendly service and expert technical advice. Chantronics is located close to the Smithfield Industrial Area and is a central place for Sydney customers. As the electronic and computer industry is consistently being updating and technology improving all the time, it is important to continue to invent new products. A portion of Chantronics profit is put back into research and development and has seen the invention of many innovative products. These include:

· Intelligent battery charges

· Gas detectors

· Water management devices and

· Truck lights

Being in the computer and electronics business Chantronics has to adapt to change and keep up with technology changes. Over the years many new innovations have been invented and Chantronics has had to outsource to other businesses in the electronics and computer industries to stay in touch with changes, especially concerning price. To stay at the top of the computer and electronic industry it is important to stay up to date with technology products. 

Chantronics receives stocks from a variety of many computer and electronic suppliers. There is an agreement between the suppliers for privacy so I am unable to specify the particular suppliers. 

The owners of Chantronics have control over much of their business. Its internal environment includes such things as products and services. The staff has set the goal of creating innovative designs and products. They have exceeded the past goal of being a self- sustained business. The owners choose what insurances to put on their property. Chantronics has 3 types of insurance:

· Building

· Public liability and a

· Business combined professional pack

Customers are neither an external or internal part of the business. It is out of the business’s control for the customers to like Chantronics but on the other hand it is possible to control the reasons why they are coming to Chantronics. Not only do customers buy Chantronics products because of good advertising, Chantronics also has a strong reputation. A lot of customers hear about Chantronics through ear by mouth and recommendations from other customers. Chantronics staff may not decide on the number of customers or the type of people they are, but they can have some say of the type of people, with their management policies and ways of working a business. They can focus their efforts on a particular type of people. The main type of people Chantronics focuses its efforts on are:

· General public

· Schools and the education department and

· Small to medium business

Although there is no constant stream, through the Internet, a growing amount of interstate customers are ordering Chantronics products.

Chantronics competitors have slowly decreased over the years. Few businesses offer the same services or products. No business around offers the technical advice or do they specialize in as many fields as Chantronics. Chantronics is a unique business and there are no similar businesses within 1 hour.

Government and legislations and laws are followed throughout Chantronics from state, federal and local government. Many taxes, regulations, programs and extra paperwork are followed to ensure Chantronics is a legal and safe work place.

S.W.O.T Analysis

Strengths   

-     Is one of the only electronic goods suppliers in the Sydney Metropolitan area within 1 hours drive of Chantronics.

· Has an experienced and knowledgeable team.

· Good reputation amongst customers. Has a loyal customer base.

· Parts are fairly priced. This means many customers don’t even ask for prices when inquiring about Chantronics parts. There is a trust system that when Chantronics does a service the customer not only receives excellent quality products and top maintenance work, but they will receive Chantronics products and services at a reasonable price.

· A wide range of products.

· Good location for customers, parking and is a prime trade position for trade.

· Own the property and don’t need to rent the premises.

· Staff is willing to try new things and invent innovative products. They are not afraid to take Chantronics in a new direction. Willingness to improvise when situations confront them.

· Offers work experience to students wanting to explore into the electronics or computer industry.

· Offers on site consultations, which mean employees aren’t stuck in an office all weak and provides flexibility to customers.

· Strong marketing plan. Marketing finance kept inside of the business. High amount of business stemming off from marketing.

· Partnership has a strong personality mix, which enables problems to be talked over and worked out.

· Laid Back work place, everyone gets along, customers enjoy coming to Chantronics because of friendly service and the friendly cup of tea while doing business.  

· Staff and family enjoy the satisfaction the business offers and are keen and enthusiastic for it’s developments in the future. They don’t just sit back and watch the business run instead they enjoy the Challenge it faces.

Weaknesses


-     Very relaxed work environment

· Work long hours. Often more than set hours.

· No structural business plan, mission statement. 

Opportunities


-    Few competitors

· Inventions of new products and innovative ideas.

· Increased technology and broader range of services.

· Growing industry

· Possible expansion, possible franchise, open extra shops.

Threats



-     Acceptable to computer viruses

· Competitor base may grow in the future

· Grow too big that paperwork is too hard to handle.

· Possible threat of partner bailing out

· Other companies stealing ideas that Chantronics invent

· Run out ideas and innovative products

· Possible chance of economic crash

· Both Partners have different views on where the business is heading.


Mission Statement

Chantronics doesn’t have a strict mission statement. I asked if I could make one for them with the information I have collected. I have pasted it below:

Chantronics aims to be a professional and experienced small business. We aim to produce innovative and quality products as well as supply goods for all electronic and computer needs. We aim to provide friendly and efficient service and be quick and responsive to demands. We will play the business by ear and see changes where need be. We will work hard to achieve goals and enjoy the work at hand.     

Location

Chantronics is located at 740 Horsely Drive, Smithfield N.S.W. It is located on the corner of O’Connell St and the Horsely Drive. As you turn off the Horsely Drive you turn down O’Connell St. A quick drive and you turn into a car park, which is a bare grass large area with little trees. A look across the busy, 4 lane Horsely Drive sees a stream of rushing cars.  

Maps

Map 1- This map shows where Chantronics is and where the workers have to come from every day. 

Map 2- Shows where Chantronics is from the street directory.

Map 3- A Close up view of the street location from the Yellow Pages Internet sight.

Map 4- Where Chantronics is located and the close towns.

Map 5- View of Chantronics in comparison to the Fairfield-Liverpool Region.

Map 6- View of where Chantronics is compared to the major highways.

Map 7- Distant view of Chantronics in relation to the rest of Sydney.

Map 8- Very distant view of Chantronics compared with the rest of the state.



History 

Chantronics began back in 1985 when a depression forced pressure on

Printmatics, (the electronic and mechanics side of the business), desperately needing a new direction for the partnership. Customers of Printmatic had been requesting for equipment and electronic products and as Michael and Peter were both trained in the field of electronics, Chantronics was started.

The business first had to gain council approval and register the name with the Department of Consumer Affairs. The establishment stage was difficult because wages and niggling costs had to be organized. Setting up the shop was a hard struggle of sign writing, supplying wages, advertising, and of course gaining a customer base. 

Stocking the premises was a major problem as finance was hard to come by. The location was already owned by the owners, and showed promise because it lay on the edge of the Smithfield Industrial area. The position had little congestion and was convenient for parking. The establishment stage of Chantronics was never hugely difficult because Printmatics already had a growing customer base.

Chantronics developed and grew as the customers expanded and competitors decreased. Funds came easier to come by and the location began to wreak its benefits. As the team grew with experience and boasted rare technical advice, it reached its goal of being a self- sustained business. Chantronics has developed and renewed several times as the opportunities have arrived. As the technology came available changes had to be made to stay in touch with competitors.

Introductions to many services and continuing money into research and developed has ensured the business steadily grows.    

Chantronics is growing steadily in a steadily growing market. In the last year, Chantronics has adopted an extra employee to combat the growth and the size of the business. Chantronics is not however looking for any immediate extra staff and is not looking towards expanding in the way of being a co-operation or a private company. The owners are happy keeping it small to minimize paperwork and minimize costs.

Into The Future

Chantronics owners are uncertain of where it is heading in the future. It will continue to grow as leading electronic suppliers in the Sydney Metropolitan Area as the staff continues to grow in experience and technical advice. The owners will never loose interest in the business because they depend so greatly on it and enjoy working there. It will never die because the owners are open to change, and are always working on innovative ideas to keep the business going. They have such wide areas in expertise that they will always have something to fall back on. It is possible for Chantronics to expand into more outlets, which would wreak many benefits. The Managers of Chantronics though are hesitant, as it would mean extra paper work. 

History Timeline

Pre 1962

- Site at Smithfield used as a corner shop

1962 - Chan family use site for corner shop and a family home. Housed 6 people.

1975
- Peter opened Printmatics with wife Robin in the back of a garage in Lethbridge Park, offering electronic design.

1978 - Michael joins in Printmatics.

1979
- Michael and Peter’s mother retires and moves from Smithfield.

1979 - Printmatics opens at Smithfield.

1979
- The Bamboo Cave is opened by Michael and Peter as a restaurant in striving Fairfield.

1984
- Depression forces pressure on Printmatics.

1985 - Chantronics opens and offers electronic and computer servicing and electronic parts and goods. Started as a very small business. Offered on-site consultations and help with all computer aspects.

1986 – Intelligent battery charges specializes for mining *

1989 - Gas detectors *

1994 -Water monitoring device for tanks *

1998 - Internet used and introduction to Internet site. This meant Chantronics changed to issue products to interstate and overseas markets.

2000 - Truck lights *

2000
- Extra employee. Dylan is employed.

2001 and into the future


- Opening of the little green corner shop

*Examples of innovative designs the team of Chantronics has invented.

Where is Chantronics?

Chantronics is a mature business that has renewed several times. From a difficult beginning, Chantronics has grown through long hours, hard work and growing experience and technical background. It’s reputation and loyal customer base has expanded as innovative designs, professionalism as well as new directions for the business has arisen. Chantronics developments and current position can be shown below:

Current Position
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Chantronics is a small business
 A small business is:

A business where one or two owners make all or most of the financial and management decisions. It has less than 20 employees and has a turnover rate less than $10 million.


Internal environment

Chantronics is managed by joint owners, Michael and Peter Chan and control all aspects of the business. A joint decision making process enables the business to be run smoothly. The joint owners choose on the size of the business, which they hope to keep to a small and manageable. The owners have control over its legal structure, business structure and goals towards the business. The owners decide on what insurance to get. They also choose the products the business wishes to sell and the services they wish to offer. 

Legal Structure
Chantronics is a partnership. Chantronics has been a partnership for 16 years. It began back in 1985 as the partnership, Printmatics, which the owners of Chantronics owned was in need for extra financial help.
Advantages of a partnership

Not only was a partnership the choice because the partnership already existed, but the brother team saw less capital involved in starting up a partnership. A private business or co-operation means extra paperwork and more legal work and boasts no extra benefits than a partnership for a small business. It would have been a lot harder for Chantronics to hit the market. 

Being a partnership, costs and workload is shared, and it gives the opportunity to specialize in their field of expertise. This enables the business to be broader and reach a larger amount of the public. It makes Chantronics share better technical advice for their customers. The two brothers also work well together. Whereas one can invent new ideas, the other can help to keep the other motivated to complete the job. A partnership would have never worked if the partners didn’t get along. This partnership is made special because the brother team is able to work together and although it is possible to disagree on everything, teamwork goes along way to see where the other one is coming from. The two try to see the other point of view. A partnership also means the business won’t fall apart when someone is sick. Work can be covered and shared over a period of time. 


Disadvantages of a Partnership

Chantronics is a smooth working place but possible problems could occur. If the business is to fall into huge chaos and the business is at fault, the owners are responsible for the debt and they could go down with the business. A partner is responsible for the other partner’s debt also. There is always the possibility of disputes between owners and it is possible that they might not come to common ground. The business is also divided with loyalty and authority. The owners are never completely their own bosses and their decisions aren’t always theirs.

Business Structure

Chantronics doesn’t have a strict business plan. The business plays by ear and makes corrections, as changes need to be made. There is not one person who managers proceedings. One person looks after applications and proceedings at a time. This role is reversed after a certain amount of time. Communication is done to make sure work is done in the Chantronics way and to their standards. They often look at other markets (niches) to check the prices to see if they are competitive and technology is up to date. This play by ear approach ensures that changes are made where need be.

This way of managing a business may cause many businesses to go their separate ways. Chantronics has discussions, many are heated, but they always work the problems out and come to common ground. The partnership would have never been a success without a strong personality mix. This mix adds to the business as it means the business can go off in many different strands and improvement can develop. This ensures the business continues on an upward climb.

Goals

Past Goals: 

To make a self-sustained business. This has been achieved.

Current Goals: 

To make innovative designs and products, especially computer related.

Personal Goals:

Michael: 
Quality service and technical advice for the customers

Peter: 
Retail is to get to a certain level of sustaining. 1 or 2 other shops in the name of Chantronics. This will mean better products because they are cheaper to buy in bulk and would give the name greater exposure.

Dylan:
Do more T.A.F.E courses and get better qualifications. Unsure how long he’ll be working at Chantronics. 

Achieving Goals: 

Work hard and make sure you know what your goal is and get your ideas into place.

Products

Products can be seen in the general catalogue on page 77, the Eureka on page 27

At the Internet site on page . Just about anything electronic can be ordered by Chantronics. It is one of the only suppliers in Sydney who supply these rare compartments. Chantronics also supplies computer parts, compartments and products. Few places in Sydney offer such a range of products.

Services

The electronics and computer fields are continuing changing fields.

Chantronics has changed and grown as the electronics and computer industries have changed. To survive Chantronics has to continuously change and up date their products and services. Chantronics is rare because it offers expert technical advice in many different areas. Not many places in Sydney offer the range of services that Chantronics offers. Here is a list of services Chantronics offer and the changes Chantronics has made:

· Computers- are continually improving and changing. Equipment, software and the latest tools means computers are always being up dated. Chantronics is instantaneous in keeping up with trends and are always finding new ways to solve computing problems. Constant searching for the latest tools and equipment means Chantronics stays up to date with its competitors. The latest programs and computer accessory are available on the Chantronics floor or can be ordered through Chantronics back order. Chantronics offer computer updating and general repairs on all computer problems.

· The Internet- has meant Chantronics has changed in the last 2 years. It is hard to know which way the Internet is heading in the business. Chantronics has received many Internet sales from interstate customers especially from Queensland, outside of Brisbane. They seem to be not being serviced well in electronics. Trends like this helps to determine whom Chantronics aims it’s Internet products at and who are most likely to buy their products. Changes to the Internet are often advertised to customers so Chantronics is often aware of changes and change accordingly. Web pages and Internet speed has meant that Chantronics is always looking for the latest web searching tools, and constant updating of the web page means it is the quickest, easiest and most possibly attractive web page. 

The website is www.chantronics.com.au and the inquiry and email address is sales@chantronics.com.au.

· Micro-processing- which is a new generation in electronic design. It is a computer controller, which is all done on computer software. It is used to design all different types of electronic products. Micro processing gets signals to create electronic functions. This method is more flexibility than conventional methods. Where there could only be one group of functions achieved in older versions of this product. Chantronics has only used this for a few projects. 

· Computer networking- has become a service Chantronics has adopted, as families, schools and businesses need more Internet connections in their environment. Chantronics offers the most up to date method to ensure networking is done most efficiently.

· Electronic Design-, which is a full prototyping service. Firstly a customer comes in with a concept or a proposal. Using either micro-processing or conventional electronic tools Chantronics makes a prototype (one copy of the electronic good) of the concept by doing electronic circuitry work. It is checked by the customer to see if it’s what they desire and a price is then decided upon. The customer makes a final choice and if approved, duplications of the product are followed out.

· On Site Consultations/ On-sight repairs- some of the staff at Chantronics spend more time out of the office than in it. On site consultations offer the worker the option to see the problem in it’s real form. This type of servicing is very popular because the customers don’t have to come in to the shop and waste their time.   
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Example of Direct Mail Sent through the Internet.



Front page

Risks and Insurance

Chantronics is in a high-risk business. A virus could wipe out all stock, a fire could destroy all their records or a burglary could steal all their money and goods. For this reason insurance is used to cover many aspects of the business. These include:

· Building insurance- to protect against any damage done to the building

· Public liability- to protect customers or anyone who is on the Chantronics site. Paid annually.

· Business combined professional pack- This includes burglary insurance, fire insurance, glass insurance and any major breakages caused in a businesses. This complete package covers all insurance the business needs to cover and identifies all of businesses money problems.

External Environment

There are many things that are out of Chantronics control. Government has a large influence on how the business is run. A lot of extra paperwork and laws are followed. Chantronics has a small competitor base yet that is out of their control. Economic conditions don’t play a huge amount on Chantronics but a depression was the reason it started. Chantronics has a large customer base.  

Governments Influence On The Business

Government legislations impose regulations and requirements on businesses. Some legislation mean that Chantronics has had to put a policy into place or paperwork must be filled out. Changes to these laws often mean extra paperwork for the owners. Some legislation, rules and organizations, which have an effect on Chantronics, are listed below:

Federal Government

· Income tax, deduction of income tax and sales tax- paperwork is done by an owner and checked by an accountant.

· Superannuating- Done annually for both the business and for each individual in the business

· G.S.T- Customers of Chantronics didn’t like the G.S.T changes. Prices on all products and services went up 10%. As far as paper work goes for the owners, a 10% wholesale tax already existed. Not a huge amount of change occurred and if anything, it resulted in less paperwork.

State Government

· Employee entitlements and extra paperwork such as:

a) Workers’ compensation- done and filled out by Michael and covers the business and another one is written for each individual.

b) Occupational Health and Safety Program- Chantronics is not a high-risk industry so it has little affect on the business. However, as state government legislation, a policy is in place to reduce injury. This policy was unable to acquire, as it couldn’t be found.

c) Award rates of pay and conditions not done at Chantronics but the owners have experience of doing it at their Restaurant they owned before Chantronics.

d) An up to date record of employees’ names and addresses not necessary but do it just to be organized.

· Department of Fair Trading- Chantronics had to register their name. All products must reach the Australian standard. 

· Payroll tax not needed for Chantronics 

Local Government

· Seek government approval for the Chantronics site (1985)

· Getting approval for new developments on the site including: Fire, parking and business signs.

Competitors

Chantronics competitors have decreased over the years. There is really no competitor near Chantronics that offer the range of products and services. You have to travel into the city or interstate to find a similar business. No businesses offer the experienced technical advice that Chantronics offers. No places have both electronic and computer advice; instead they tend to specialize in an area. There are several computer repair and servicing businesses in the Sydney Metropolitan area but the only ones in the Fairfield- Liverpool Area are:

· The Computer Doctor in Wetheral Park

· Computer Troubleshooters at Horsely Park and 

· Perfect Computer Systems at Liverpool

There are many electronic outlets, which offer basic electronic. Many are franchises such as:

· Tandy Electronics- Fairfield, Wetheral Park and Liverpool

· Dick Smith Electronics- Liverpool and

· Jaycar Electronics in the city.

Interview of Competitors Summery

This section of the assignment was hard to do. Because of time and a lack of it few competitors wished to spend time with this interview. I had to stretch out right throughout the Metropolitan area instead of close competitors. Here are 3 competitors who spent time to be interviewed.

As a summery of this interview no one had heard of Chantronics probably because they weren’t completely the same types of businesses. All were franchises so they all had business plans but were set by the franchiser. They offered a range of services and all touched on Chantronics services but none had the same extensive array of services. 2 had mission statements but weren’t that important for them and were barely used. 2 thought competition was good while they all had different major competitors depending on their area. All the competitors saw Dicksmith as a competitor and also shared a variety of other franchises as competitors. It depended on the type of business but some business outsourced to other businesses for prices and technology while others outsourced to reading, Internet, trial and error on products and courses and seminars. 

Interview of Competitors 

1. What business are you working for?

a) Dick Smith Electronics

37 George St, Liverpool

2170 (02) 98241006

b) Tandy Electronics

127 York St, Sydney

1000 (02) 92671305

c) Computing Troubleshooters

Sydney, 2000

0500510501

2. What is your name and what is your position at you work?

a) James- sale person/ rep

b) Aram- senior salesman

c) Steve- managing director

3. Have you heard of Chantronics?

a) No

b) No

c) No

4. Do you sell electronic parts and supplies?

a) Yes, components

b) No, just offer fuses, basic electronics, some capacitors and resistors.

c) No

5. What services do you offer your customers?

a) Basic electronic knowledge, such as children toys and basic knowledge. No repairs or servicing.

b) Extended warrantee, money back guarantee, and retail outlet.

c) Anything related to computers e.g. networking, don’t limit to particular services.

6. Do you have a business structure? How is it structured

a) Yes, set by the franchiser.

b) Yes, set by the franchiser

c) Yes, set by the franchiser.

7. Do you have a mission statement? What is it?

a) Yes, it is in the process of changing it at the moment so you can’t have it.

b) No

c) Yes, wouldn’t remember it because I haven’t used it in such a long time. 

8. Do you think competition is a good thing for your business?

a) Yes

b) No

c) Yes

9. Who are your major competitors?

a) Tandy, Ashtron Electronics, Farnel

b) Dicksmith, Naycar, David Rigg

c) No particular competitors. Minimal outlays or particular services Competitors include local computer shops and because we’re a franchise also include franchisers like Harvey Norman and Dicksmith. No real competitors with the servicing side of the business. 

10. Do you outsource to other businesses to find out prices of other companies and to keep up to date with technology?

a) Not sure head office tells standards.

b) Yes

c) Keep up to date but don’t outsource. Best source of updating is with the Internet. Don’t need to look for other competitors. When looking for new ideas such as Web page design, look at other places. Don’t look to see what’s up to date. Keep up to date with technology with seminars and courses, reading, trial and error with new designs.

Customers

Chantronics has a loyal customer base. Many are situated in the Smithfield

Industrial Area but customers extend all throughout the Sydney Metropolitan Area. Chantronics is relied upon to supply electronic goods to all corners of the city because the parts are so difficult to get. They mainly are either from small businesses, the school and education system and the general public. As the Internet site has become more prominent in the business, although not a regular stream, interstate businesses are using Chantronics products. Chantronics has many regular customers; only about 5% of customers are relied upon on passing trade. Chantronics strong reputation has ensured that its customers have grow and means that people come to Chantronics because they hear by word by mouth or as a recommendation from other customers.

Chantronics customers receive expert technical advice and friendly computer and electronic advice. Chantronics workers have many regular customers that are known by name. Regular customers enjoy a cup of tea and enjoy the company of the workers. Although not many customers come into the store, those who do share friendly, welcoming service. Chantronics can’t choose the number of customers or where they come from, but they can decide on what type of people they focus their efforts on. Each type of people have different expectations and need to be looked after differently. 

Small Business 

Small business customers come from all corners of the city. Treated to friendly service Chantronics solves all their business needs. Seeing as the parts are rare around the city, many electronic small businesses use Chantronics as a supplier. Chantronics also offers computer repairing and software to small businesses. A lot of Small Business customers come from the Smithfield Industrial area. A small business customer expects quick and responsive service.

School and Education System 

Many Sydney schools particularly those in the Fairfield- Liverpool area use Chantronics to repair and network their computers. This is a growing area for Chantronics as schools need continuous repairs and are often up dating and getting new material. Much of Chantronics research and development is being put into the schools and education system to combat this growing area and possibly invent new products. Once Chantronics has the business of a school it often means that the service will be constant.

General Public 

General public not only buy Chantronics products at the shop, but can get servicing on their own sight. The general public uses all of Chantronics services. Each general customer is different and must be looked at as individuals.  

Summery of Customer Survey

Although few people actually visit the shop, the results show that its customers like Chantronics. Much of the staff’s work is out on site. This meant that few people came into the shop and were able to complete my survey.

From the 5 people who did my survey it was obvious that the people who come to Chantronics enjoy the service and the quality of work greatly.  Accordingly to their customers, Chantronics rates better and friendlier to its competitors, and is in a convenient position, which is good for parking. People come to Chantronics for many reasons, mainly because of quality service but it’s also convenient and has quality equipment. Prices are reasonable yet people’s opinion vary from fair to very cheap prices. Craftsmanship is very good and a majority of people finds what they want easily.

In the future if I were to do this survey again, I would have worded things differently to get out to more of Chantronics customers. I would have not mentioning parking, or ask questions about Chantronics at the site but instead focus on more on the quality of work and service.

Questionnaire 

1. How often do you visit Chantronics?

1

1

2

1

0

Very often
often

regularly
sometimes
barely ever

2. How does Chantronics rate in comparison to its competitors?

2

2

1

0

0

Much better 
better 

friendlier 
the same
worse

3. How do you rate the service at Chantronics?

3

2

0

0

0

Excellent
very good
good

o.k.

Ordinary

4. Why do you come to Chantronics?

3

1

2

0

Good service
 quality equip
convenient
quick



5. Do you find what you want easily and quickly?
3

2

0

0

0

Always

mostly

sometimes
rarely

never

6. How do prices compare to other competitors?
1

1

2

1

0

Very cheap
cheep

reasonable
fair

rip off

7. Do you find Chantronics to be in a convenient position?

5



0

Yes



no

8. How easy is Chantronics to get parking for?

0

5

0

0

0

Too close
very close
quite close
all right

too far

9. What is the quality of work and craftsmanship like?

3

2

0

0

0

Excellent
no problems
good

o.k. 

Dodgy


10. Would you come to Chantronics again?

5



0

Yes



No

11. What would you change if anything at Chantronics?

More space, Layout, Nothing

 

Employment Relations

There are 3 people employed by Chantronics on a full-time basis. They are all multi-skilled and share a variety of tasks. They all begin the day in shared transport and travel together to work at around 7:00am. The shop opens at 9am and continues to 5:30pm. Many days though, are worked past these hours, which are flexible and often extend to as late as 8:00pm. They work a 5-day a week roster with holidays when the business can afford them. As Chantronics is growing a need for extra employees are being needed. It is not favorable to employ extra people but recently a new employee has been added and in the future others may be needed. The employees are:

Name: Michael Chan

Age: 48
Position: Joint partner/ part owner. Head of computers.

Experience/ Qualifications: High School, electronic electrician (Granville T.A.F.E), ? Years manager of ? Restaurant (Fairfield), Basic computer knowledge.

Daily Tasks: computer repairs, account management, on-site consultations, serving the general public (customers), ordering goods, stocking, and answering and servicing phone and Internet customers, training trainee

How long have you been working at Chantronics? 16 years

Personal Qualities you need to succeed in your job: a lot of initiative, drive and determination, up to date in the field your in.
Hardest time you’ve had at Chantronics: don’t really have a hard time
Personal Goals for Chantronics: quality service, and technical service for customers

What direction do you see Chantronics heading in the future? Continue in the Information Technology industry, and continue in electronic design

Hobbies: fishing, playing around on computer and playstation
Favorite band: Crowded house

Favorite color: Green

What’s your favorite thing about Chantronics? It’s mine, good to work for.

Name: Peter Chan

Age: 50

Position: Joint partner/ part owner. Head of electronics.

Experience/ Qualifications: High School, Electronic Engineer (Sydney Tech), Traineeship Water board (1970-73), Department of Health (1973-78), Manager The Bamboo Cave Restaurant (Fairfield) (1979-85), Printmatics (1975-).

Daily Tasks: electronic repairs, on-site consultations, serving the general public (customers), ordering goods, stocking, and answering and servicing phone and Internet customers, training trainee

How long have you been working at Chantronics? 16 years

Personal Qualities you need to succeed in your job: Generally honest, fair, be good at your job; strive for your best, hard work.

Hardest time you’ve had at Chantronics: Chantronics has never been hard. It was hardest when starting up Printmatics. When times are hard it’s often financial. Although this was the toughest time, this was the funnest time because it was very satisfying.

Personal Goals for Chantronics: Retail is to get to a certain level of sustaining. 1 or 2 other shops in the name of Chantronics. This will mean better products and better products because they are cheaper and give the name greater exposure.

What direction do you see Chantronics heading in the future? Possibly expanding to more outlets.

Hobbies: gardening, bush walking, and electronics

Favorite band: Metallica, different artists such as Paul Kelly

Favorite color: Green

What’s your favorite thing about Chantronics? Own the business has great growth potential.

Picture of Peter

[image: image4.jpg]



Name: Dylan Chan

Age: 19

Position: Trainee in electronics and computers

Experience/ Qualifications: High School at Colo High 1999, currently at T.A.F.E. (interactive multimedia) Mount Druitt

Daily Tasks: computer and electronic repairs, on-site consultations, serving the general public (customers), ordering goods, stocking, and answering and servicing phone and Internet customers.

How long have you been working at Chantronics? 6 months

Personal Qualities you need to succeed in your job: good communication skills

Hardest time you’ve had at Chantronics: No real hard times
Personal Goals for Chantronics: Do more T.A.F.E courses and get better qualifications. Unsure how long he’ll be working at Chantronics. 

What direction do you see Chantronics heading in the future? Not much change it hasn’t really changed much over the years.

Hobbies: Tennis, surfing the net, going out with friends

Favorite band: Fat Boy slim
Favorite color: Black

What’s your favorite thing about Chantronics? Layed back work place.

Marketing

Chantronics sells a lot of its products through advertising. A fair amount of money is spent into advertising and the results show that 15-20% have a connection with advertising. Advertising is done inside the premises with computer programs and internal software. This cost-saving method means that advertising can be kept personal and decisions can be made within the business.  The owners decide on its image. This keeps Chantronics safe and decisions kept internally. 

Chantronics marketing is successful because: 

a) Their products are

· Of good quality. Following recognized supplier’s guidelines ensure the quality is of a high quality.

· Named appropriately. No fancy names for original products e.g. gas detectors. Every brand name product, i.e. Norton Anti-virus, use the recognized and known names.

· Warranted and guaranteed on quality products.

· Packaged appealing yet not over the top. Labeling is simple for electronic customers. Name brands are used where expected.

· Sold with excellent customer service and continues with the expert technical advice and maintenance Chantronics offers its customers.

b) Their prices are

· Chosen to be a suitable price. This is determined by the production or ordering price and raised to an appropriate level.

· Thought of by the customers as fairly priced. Chantronics doesn’t need to put prices down to low because Chantronics has an experienced team and customers are willing to pay the little bit extra for the service. Chantronics have few competitors, which mean it is possible for prices to be a little bit higher. Chantronics doesn’t put prices too high though, because to keep customers satisfied and willing to come back again prices aren’t raised to high. Often Chantronics customers, because of Chantronics reputation, don’t even ask for a price inspection because they know they will be fairly treated.

c) Promotion is done through

· Direct mail- is sent to existing and new customers. These letters are written individually and are written to target a specific customer. They are sent through the mail to 20-30 customers in a day and often send up to 100 to a certain group. They normally include prices, and offer services and products that Chantronics offer, which is relevant to the certain customer. Not all of Chantronics resources are shown, as the aim of direct mail is aim a specific product or service at a customer.

· General price catalogue- this is printed quarterly (every 3 months) and can be purchased at the shop. This shows the general prices of the products and services at Chantronics.

· Website access, which advertises all Chantronics products and the prices. This quick and responsive website is designed to make ordering your product easy. Just click on the type of product you are after and the brand choices and prices are available. Just add the relevant products to your trolley and a payment over bankcard. You can purchase Chantronics products from the Sydney, Metropolitan Area, Interstate or overseas. The website also includes an inquiry form where you can send Chantronics any of your inquiries. There has been no increase in sales in Internet sales but the numbers are slowly picking up.

· Selling skills- the services Chantronics offer, rare technical advice and strong inter-personal skills ensures that Chantronics sells lots of products through the staff involved. The friendly cup of teas and friendliness of the staff make customers want to come back.

· Publicity- Many of Chantronics sales have occurred through word of mouth, recommendations from other companies or people. Chantronics has a good reputation and are respected by its competitors and customers. This positive image ensures that it continues to grow.

d) Place and distribution of the product and services is:

· Mainly done through ordering, stocking and then selling the products.

· The services are done on the location and out at other locations where the problems or services are required.

· Stock is not all kept on the floor. Often ordering the goods means their supplies take time to distribute.

Operations

Operations organization at Chantronics is fairly evenly divided amongst the workers. Things that need organizing include plant layout and organizing the suppliers. All of Chantronics staff is multi-skilled with a variety of computer and electronic skills, which enables them to answer any customer. No rostering is needed as all employees work 5 days a week at the same hours. Scheduling is done in no organized way, except that a white board is on a wall and has the on-site jobs to do for each day of the week. Technology is constantly changing and being in a technology industry, Chantronics needs the latest technology. To control and keep a record of operations, a yearly stock take is taken.

Plant Layout

Chantronics is located in a large house, which was once used to house a family. It is now filled with a mess of electronic of electronic and computer parts, repairing and storing. It is now filled with a big mess of papers, parts, equipment and computers. It seems like nothing is really looked after because it is so over crowded. Everything is clean and well looked after. Although the equipment is often important it seems like the place is just full of junk. The layout is chosen by everyone and is changed when needed. I will take you through a guided tour of Chantronics.

You enter Chantronics through a small verandah and large doors, to immediately face fully stocked shelves of the shop front. Here you can find just about every electronic or computer accessory. You continue through the full shelves to the counter where customers are served and pay for their equipment.

As you pass through the staff area benches full of mess, un-used stock, papers and client orders fill the benches and floor. As you walk to your right and turn right you head into a completely full storeroom with benches full of computer and electrical equipment and boxes.

You head back to the staff area and head into the computer repair and coffee room. Here you see many computers, used and un-used, new and old. The benches are full of computer stuff. There are cupboards with computers on every level and wires going everywhere. Draws are used to fill with computer programs and old goods. There is a fridge, sink and other food appliances, which is used as an area to have coffees and soups to keep the workers working through the day.

You continue into the repair room, which is completely stocked with so many electronic goods, wires and things for electronic repairs. The floors seem messy but are loaded with electrical goods. Old electronic projects and current repairing products are everywhere and all over the benches. This room is used to do all electronic work.

Straight through and you head into the food room, which sees an old, not working air-conditioning, fridge and a table. This room is not used for anything but the door opens out to some steps and the car park. As you head back into the house you go to the toilet. This is an old toilet with an old sink but it seems clean enough. You head back out of the toilet and into the electronic room. Here the tables are filled with soldering irons, wires and papers. An old door opens out to the back. With a quick right you are in the other storeroom, which is packed with boxes and stock.

As you come back you head into a rather large opening with an outwards poking desk. Here is an office with full benches with papers, folders, phones, computers, photocopiers and printers. Peter mainly uses this area. As you continue through a desk which seems to wrap around into a room. There is a cupboard sort of thing with many folders and papers filling its shelves. The bench is again full of papers, computers, parts and printers. The room is filled in the corner with some lounges and a comfortable chair.

    Suppliers

Chantronics has many suppliers. They have an informal agreement with their suppliers not to mention the name of their suppliers. They however range from electronic gages to computer parts through to many other electronic parts. Ordering is done through the Internet and mail orders.

Chantronics makes sure the suppliers are E.D.T quality endorsed companies. They must have a three-tick reputation. Chantronics sends in their procedures to the state government department who checks to see if their supplies are from quality suppliers and it is legal equipment.

Technology

Chantronics has a lot of technology. Technology is needed in the computer and Electronics Industry. Everything Chantronics uses is technology and is always creating new technology. To see technology used in the business, look at the catalogues on page 24 or 77 and look at the services on page 25.
Finance

Chantronics was unable to supply any data relating for finance as they said that their figures were strictly confidential. Michael Chan does finance work before being checked by an accountant. Account maintenance is carried out as part of everyday routine. Profit and Loss statements, Revenue statements as well as a yearly stock take carried out during the year. 


Effect of the Family Survey Summery

I interviewed most of the members of the Chan family it proves that on a whole Chantronics has a positive effect on their life and they all share benefits of the business. Depending on their age and their relationship they have with the staff of Chantronics, is what they want out of the business and what they see the business as. Some general conclusions can be made:

· The location is considered as O.K but many people wish it were closer.

· Chantronics doesn’t affect their lifestyle greatly but there are more holidays and some interrupted family life.

· There’s not much stress related to Chantronics although sometimes work is brought back home.

· Money, goods, help and electronic and computer advice are what most people get out of Chantronics.

· Family members see the workers often but some not often enough.

· They don’t often visit Chantronics.

· The reason why the family members visit Chantronics is to visit a worker.

· Advantages of Chantronics include products are cheaper, money, job satisfaction for owners, computer and electronic advice.

· Disadvantages of Chantronics include having to continuingly paying bills, restricted holidays, and owners work long hours and don’t get to spend as much time with the family.

· The family likes the size of Chantronics at the moment.

Effect of he Family Survey

What is your name and what is you relationship with the people of Chantronics?

a) Robin Chan- Wife of Peter, mother of Dylan, sister-in law to Michael.

b) Janet Chan- Wife to Michael, aunty of Dylan, sister in- law to Peter.

c) Adam Chan- Son of Peter, brother of Dylan, nephew of Michael.

d) Jordan Chan- Son of Michael, cousin of Dylan, nephew of Peter.

e) Vanessa Chan- Son of Michael, cousin of Dylan, nephew of Peter.

What does Chantronics mean to you? What does it add to your life and what does it change?

a) It is my husbands business, which is a very important source of achievement. It adds a sense of familiarity, and income and security. Doesn’t change anything now.

b) Employment and job satisfaction for my husband. A contented husband. No changes recently.

d) Feeds and clothes me.

e) It means that our computer is always fixed and puts money in my life!!

Do you think the location is convenient for your family?

a) It is a bit far; closer would make the journey less tiring.

b) O.K. Would be nicer if it was closer.

c) No it is an hour away to far for me!  

d) The location isn’t bad but it could be closer. 

e) Yes it means Dad is near people.

How does Chantronics affect your lifestyle?

a) Not much

b) Other: More holidays than with a restaurant as well!

c) Interrupted family life, not much

d) Not much

e) Not much

Does Chantronics and work related to Chantronics add stress or problems?

a) Sometimes, These sometimes in not enough hours in the day to complete work so it is brought home to do, which means you have to for give other things.

b) Barely ever. Michael keeps his stress to him self most of the time.

c) No

d) No

e) Not many problems related to Chantronics.

What do you get out of Chantronics?

a) Money, goods, help, electronic/ computer advice

b) Money, goods, help, electronic/ computer advice

c) Money, goods, help, computer/ electronic advice

d) Nothing

e) Money, goods, help, computer/ electronic advice

How often do you see the person who works at Chantronics?

a) Often

b) Often but still not often enough

c) Often

d) Often

e) Other: every day

How often do you visit Chantronics?

a) Sometimes

b) Barely ever

c) Sometimes

d) Barely ever

e) Barely ever

Why do you visit Chantronics?

a) Visit worker

b) Other: See Michael

c) Visit worker, help out or sometimes for no reason

d) Visit worker

e) Visit worker

What is the advantage of having a business where your family member is the owner?

a) Getting products at cost.

b) Job satisfaction for the owner

c) It’s more laid back

d) Dad can help when our computer breaks

e) Good service, quick service, constant advice

What are the disadvantages?

a) Long hours that are worked. Money less. Holidays restricted.

b) Time

c) UP KEEP: They have to pay for the business keep on going.

d) I don’t see my Dad as much

e) Can’t think of any

Do you like the size of Chantronics or do you hop it expands?

a) Depends if it’s more manpower. The advantage of possibly working less hours but then you have to cover wages. I think physically it’s just right

b) O.K. as it is, if they are happy

c) Good size but chains should be made for a larger profit

d) No

e) If business increases, expand, but if not, why expand


Mission Statement

I am going to research and learn about the running and operation of a small business. I will conduct research, using methods such as surveys, interviews, photos and the Internet.

I will identify the business structure and business plans. I will investigate and find out other competition in the area and what makes a good business in that field. I will see where the business is at the moment and evaluate where it might be heading in the future. The problems and successes it has had will also be looked at. I will study the effects the business has on the owner’s families and find out what it does for them as. I will also research what the business does for its customers and why they come there. The mission of my statement is to find out as much as I can about the business.  

Action Plan

1. Business authority

· Ring for authority

· Write formal letter to get signatures

· Need computer

2. Find out basic information

· Write out questions needed to be asked

· Interview an owner

· Need computer, camera, street directory and tape recorder

3. Find out the business plan

· Ask owners for their plans for their business

· Study and write a report on the structure

· Need phone, computer and tape recorder

4. Research business history

· Interview the owner

· Find old pictures or documents

· Interview loyal customers and to recognize history and changes

· Computer, tape recorder

5. Find out customer loyalty

· Write out a survey asking questions regarding quality

· Ask for positives and negatives about the business

· Ask about service and product quality

· Deliver and collect interview questions

6. Find out other local competitors

· Read the phone directory finding out other competitors

· Ring one or two and find their business structure and analyze them

· Interview the other competitors

· Ask them what they think about competition and the ways in which they have changed because of other competitors

· Need computer, tape recorder, phone book, phone

7. Find out the effect the business has on the family

· Write some questions needed to be interviewed

· Interview members of the family of the business

· Computer, tape recorder

8. Rough report

· Everything I have written about above 

9. Final report

· Computerize the rough draft

Letter of Approval

15 Robertson St







Kurrajong NSW 

2/5/2001

The Proprietors 

Chantronics

740 Horsley Drive

Smithfield NSW 2164

Dear Michael and Peter,

My name is Andrew Turtle and I am currently studying Business Studies as a course for my HSC. The major assignment for Business Studies is a review of a business. Following the conversation with you on the telephone I am now seeking your formal permission to study your business. My plan to conduct the assignment is included for your approval.

I would ask that you read my plan and make any comments and when you are satisfied with the plan sign this letter and return it to me.

I appreciate your assistance in this assignment.

Yours faithfully,

Andrew Turtle

Preliminary Research

a) Business Name- Chantronics

b) Type of business entity- Partnership

c) Type of business activity- Electronics and computer sales for technical, practical and fun usage.

d) Who are the owners- Michael and Peter Chan (brothers)

e) Location of business- 740 Horsley Drive P.O. Box 2180 Smithfield N.S.W. 
f) Phone and Fax numbers- Tel: 61 2 9609 7218 Fax: 61 2 9604 4595
Internet address- www.chantronics.com.au sales@chantronics.com.au
g) Market area- The business has two sides. Electronics, which is mainly Australia wide but is beginning overseas. The computer side is focused mainly on the Sydney metro area. There are many competitors e.g. Harvey Norman and Computerland

h) How did you make contact with the business? Best friends of the family

i) What steps did you take to gain approval to research the business? A letter to the business

j) Why did you select this particular business? It’s a business in a developing and interesting field. It was a business owned by a family friend and information would be easier to access.

k) What aspects to you intend to deal with? Family affect of the business, computer networking/ electronics sides of the business, customer relations to the business, how a partnership is run etc.

Time Plan
	Date
	Activity
	Time spent/ Hours
	Result

	25/3
	Mission Statement
	1
	5

	25/3
	Action Plan
	1.5
	5

	16/4
	Letter of approval
	0.5
	

	5/5
	Got letter of approval returned and signed
	0.1
	

	16/4
	Rang for approval
	0.2
	

	9/5
	Preliminary Research
	2
	10

	10/5
	Rang for advice
	0.2
	

	10/5
	Completed Preliminary Research
	1.5
	

	14/5
	Wrote out interview questions and questionnaire
	1
	

	19/6
	Re-wrote interview questions, finished questionnaire
	0.75
	

	10/7
	Rang to see if I could go to Chantronics for a day
	0.2
	

	19/7
	Went to Chantronics for a day. Took photos, did rough floor plan, found out how the business works, interviewed owner, handed out questionnaires.
	13
	

	20/7
	Re-wrote interview questions
	0.5
	

	21/7
	Finished re-writing interview questions
	0.5
	

	23/7
	Looked up competitors in phone directory/ photocopied. Photocopied map and located Chantronics, Business Report, History, Effect on Family Survey, Printed off Chantronics internet site.
	1.5
	

	24/7
	Business report, history, Worked out what I needed to do and what I needed to get. Wrote email to owners asking questions I still needed to do.
	1
	

	26/7
	Business report, history, Gave Effect on Family Survey out, printed off maps off internet, photos
	1
	

	29/7
	Business report, history, S.W.O.T, Situation analysis, business structure, goals, Government role of the business, organized assignment, Effect of family survey
	6
	

	20/7
	Business report, history, history timeline, rang owner to ask questions, S.W.O.T, Situation analysis, Scanned Current position, Small Business, Legal Structure, Advantages and Disadvantages of Partnership, Staff, Marketing, Governments Role on Business, Risks and Insurance, Business structure, Mission Statement, Maps, Wrote email asking remaining questions, Chantronics mind map, Completed rough Draft, got effect of family surveys back
	7
	

	14/8
	Report, S.W.O.T, History, Time plan, rang to check details, where, risks and insurance, staff, government, surveys back 
	7
	

	15/8
	Went around to Chan’s to get brochures, Location, Marketing, Floor Plan, products, services, risks and insurance, government, Plant layout, operations
	5
	

	16/8
	Completed Final Draft, Sorted out sections, Rang competitors, Competitors, customers, maps, got, government, photo, Internal and External, Legal Structure, Maps, Executive Summery, rang to check details, employment relations, suppliers, operations, 
	9.5
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