
 

ARTICLE – “Facing the problem, not the person” 

 
Not a day goes by that we are not confronted by problems and people in our businesses. Sometimes the people 
are the problem, sometimes they just report the problem.  
 
Often, we end up confronting the person instead of the problem. This is most likely when we face the person. 
 
Here is a tip that has helped me in my businesses to manage problems better and not fall into the trap of 
“playing the person and not the ball (problem)”. 
 
Don’t face the person, face the problem. 
 
Let’s use an example: 
You are on the forecourt and the supervisor reports that pump 7 is out of order. This is the 3rd time this week 
that a pump has given trouble and you are highly irritated by this. You show your irritation, by frowning, 
pressing your lips together, muttering a swear word and instructing the supervisor on what to do. The supervisor 
is directly affected by your irritation and leaves the discussion feeling confronted. 

 

ASKING THE DUMB QUESTION 

 
Does every manager in your business who works out a selling price understand the difference between “margin” 
and “mark up”? Do they know that if you “mark up” the cost price by 30%, you are not making 30% profit? 
 
REMEMBER: Common sense is not common. 

 

RETAILER TIP 

 
We get inundated by suppliers to stock their latest products. New flavours, new brands, new ranges. I have 
never met a supplier rep who told me that a “new” product has terrible sales. They always say that it “sells very  
 

SHRINKAGE TIP 

 
You may suspect that your cashiers are skimming cash by not ringing all items or partially ringing transactions, 
still charging the customer the full amount and then taking the cash. 
 
 

FEIS 4 FUEL 

FEIS 4 FUEL is a company that supports Fuel Retailers. 
The first step to doing better business in our industry is to have options. We can help. 
Contact Ruan Schoeman on 082 782 5087 or 012 804 5066 or rschoeman@future-ent.com  
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