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Upcoming  

Meet i ngs /Events  

GAC Mtg. ~ Oct 4th @ 

8:00 AM 

Tourism Networking 

Mtg. ~ Oct 12th @ 9:00 

a.m. 

Chenango Foundation 

Mtg. ~ Oct. 14th @ 

8:00 a.m. 

CC Finance Mtg. ~ Oct 

18th @ 7:30 AM 

IDA Board Mtg. ~    

Oct. 19th @ 8:00 AM 

CC Executive Mtg. ~ 

Oct 20th @ 7:30 AM 

Chamber Advisory 

Mtg. ~ Oct 25th @ 7:30 

AM 

Commerce Chenango 

Board Mtg. ~ Oct 26th 

@ 7:30 a.m. 

Chenango Reports  
Leading Business, Leading CommunitiesÊ 

607.334.1400 * info@chenangony.org 

òWhatõs my USP?ó   If youõve 

never asked yourself that 

question before, or if itõs been 

awhile, it might be time to 

start working on an answer. 

USP is the abbreviation for 

Unique Selling Proposition.  

 

The dictionary definition is; òThe factor or 

consideration presented by a seller as the 

reason that one product or service is differ-

ent from and better than that of the compe-

tition.ó 

 

I first heard the term back in the 70s, from a 

consultant who was helping the radio sta-

tion I worked for.  We were one of several 

stations that played Billboardõs Top 40 

songs, and therefore appealed to the same 

pool of listeners.   Because advertising rates 

reflect audience size, the pressure was on 

to attract as many of those Top 40 fans as 

possible. 

 

How could we stand out from the crowd?  

Not with product, that is, music.  Or price, 

which of course was zero dollars across the 

board.  Eventually we identified three areas 

where we were different and better:  signal 

strength (product delivery); on-air personali-

ties (customer service); and community     

involvement (local identity). 

 

Itõs good to run through the USP exercise 

every so often, no matter what business 

youõre in.  You can use the results as a 

sounding board to stay on-message with       

advertising and other customer communica-

tions.  And if your USP keeps getting shorter, 

itõs time to really start thinking! 

 

Here at the Chamber, we decided to enhance 

our USP, by providing members with the       

latest web-based messaging tools available.  

Soon, youõll be notified how to set up your 

own log-in to access new and dynamic areas 

of the Commerce Chenango website.  And 

when you get to the on-line Business Direc-

tory, be sure to have your USP ready, so that 

potential customers will know what makes 

your business special. 

 

Steve Craig 
President & CEO 

Message from the President & CEO  

Welcome to Jennifer Rice, Commerce Chenangoôs newest staff 
member! 
 
Originally from New Jersey, Jennifer moved to New York when she 
was ten and lived in Pitcher.  She attended SUNY Cobleskill major-

ing in animal science. A farm girl and former Chenango County Dairy Princess, she 
grew up around agriculture and its products. The Ideal name has been in Jenniferôs 
family for decades in a variety of family agribusinesses and it seemed natural for 
her to use it in her own venture, ñIdeal Sweetsò. 
 
Starting her own cake business allowed her to stay at home with her two young  
children, Tyler and Shaelyn.  After two years of what she calls ña fairly lucrative 
businessò  she decided to put in an application for the position of office assistant 
here at the Chamber.  Her positive attitude and business knowledge made her the 
perfect candidate.  
 
Jennifer, her husband Bret who is a Frontier supervisor, and her two children live in 
Norwich. We are excited to have Jennifer as part of the Commerce Chenango 
team! 
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When Employees Talk, Customers Listen 
-- And You May Not Like What They 
Hear!  
 
One of the biggest assets a small business can have is tal-
ented, loyal employees who understand the importance of cus-
tomer service. As business owners, we place trust in our em-
ployees that they will represent our company well in all public 
interactions. But have you ever thought about what could hap-
pen when a customer overhears your employees talking to each 
other? Do you know what theyôre saying? Your customers do. 
  
Customers donôt want to get caught in the fray of employee 
problems. It makes them uncomfortable and it creates a bad 
impression for your company. Your employees should under-
stand that conversations about company-related issues,      
conflicts, and concerns are only to be conducted well out of 
earshot of your customers. 
  
Last week, I went to my favorite nail salon, and the owner, who 
usually does my nails, was out of town. When I arrived for my 
appointment, one of the technicians said sheôd start with my 
pedicure, and that was fine. After she finished, however, she 
announced that she would do my nails. Well, that didnôt go over 
well with one of the other service providers who insisted she 
was supposed to do my nails. An argument ensued and the first 
technician stormed off. There I sat, waiting for the second nail 
tech to finish with her current customer. After 10 minutes, I  
decided I didnôt want to wait any longer and I asked for the origi-
nal technician to go ahead and do my nails. More arguing.        
Finally, the first woman did my nails, and I left. Unfortunately, 
what should have been a relaxing, comfortable, Sunday after-
noon experience was stressful because of the bickering and 
fighting among the staff. None of this would have transpired if 
the owner had been there, Iôm sure. 
  
Another example: After arriving late to a hotel because of a  
cancelled flight, I decided to grab a bite to eat in the restaurant 
before calling it a night. When Iôm by myself, I usually sit at the 
bar because, typically, bartenders are good conversationalists, 
and I donôt feel so alone. That night, the manager was short-
staffed so he was working the bar. (I know that fact because he 
complained to me the minute I sat down.) The entire time I was 
eating my dinner, he yelled at and criticized his staff as they 
passed by. Let me just say, I didnôt enjoy my dinner, and it will 
be the last time I stay at that hotel. 
  
Regardless of what type of business youôre in, there are oppor-
tunities for employee conversations to be overheard. Imagine a 
water-cooler conversation between employees complaining 
about your business thatôs picked up by a customer/client sitting 
in a conference room. Or some of your employees posting  
messages to each other on Twitter or Facebook. There are 
countless times when Iôve seen employees huddled in retail 
stores discussing things I shouldnôt hear while Iôm browsing the 
aisles. And, I might add, they are gabbing while they should be 
helping customers. 
  
Iôm confident you donôt want one of your customers to experi-
ence anything like the situations Iôve described above. Make 
sure your employees understand when they talk, customers are 
listening. 

Congratulations to Brendan Hannan, NBT Bank.         

Brendan is Commerce Chenangoôs Ambassador for the 

month of September!   
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Welcome to our New Members!  

Little Friends Daycare  

Virginia Swartwood 

(607) 875-4190 / 1737 State Highway 12, Greene, 13778 

Provides care for children ages infant to school age. 

Human Services  
 

The Root Cellar Studio  

Jennifer Tavares 

(607) 334-4024 / 44 Canasawacta Street, Norwich, 13815 

Handmade functional stoneware. Custom  

orders welcome. 

www.jennifertavares.com 

Retail/Shopping (Pottery)  
 

Ambit Energy  

Robert L. Smith 

(607) 316-3564 / 19 Burr Ave., Norwich, 13815 

Network marketing company that offers an                        

alternate supplier for residential customers at a               

guaranteed savings. 

www.nysave.whyambitworks.com                                                                                             

Consultant ðEnergy/Fuel Distribution  
 

Beyond Measure  

James Gager 

(917) 513-1336 / 36 Miller St., East Moriches, 11940 

We are a location and layout company for the construction 

and infrastructure trades.  Allowing ourselves to be open 

for new opportunities. 

Construction/Building Services  
 

Carol J. Emert  

 (607) 656-8579 / PO Box 27, Smithville Flats, 13841 

On-line Sales 

Retail/Shopping  

https://www.facebook.com/pages/Commerce-Chenango/77732079970
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SAVE THE DATE...  

October 6, 2011  
 

Leadership Chenango Kick -off Dinner  
and 

Tecklenburg Award Presentation  
 

Canasawacta Country Club, Norwich 

Registration: 5:30 p.m. / Dinner: 6:00 p.m. 
 

Sponsored by 

The Mid -York Press, Inc.  

Norwich Pharmaceuticals  

Peggy Parker Real Estate  
 

$35.00 per person  

Prime Rib, Baked Stuffed Tilapia, or Apple             

Stuffed Chicken  
 

Please RSVP with your meal choice to 607-334-1402        

TODAY!  

October 19, 2011  
 

ñMeet the Candidatesò 
Business After Hours  

 

sponsored by 

Sidney Federal Credit Union  
5900 County Road 32 & State Highway 23 

Norwich 

5:00 ð 7:00 p.m. 
 

Please RSVP to 607-334-1402 by October 14th  

ð Member Happenings ð 
 
October 7th  
Casino Night  
Northeast Classic Car Museum, 24 Rexford St., Norwich 
Time: 6:00 p.m. 
 

Tour the cars on display and enjoy an evening of fun, 
excitement, and ñhigh-rollingò action!  Must be 21 or 
older.  RSVP to the NECCM by Sept. 28th.  Cost to     
attend is $65.00. 
 

October 15th  
5K Walk & Run for Suicide Prevention  
Starts at LaFayette Park in Oxford 
Time: Registration starts at 8:30 a.m. / race at 10:00 a.m. 
 

Registration fee is $25.00 with proceeds going to Team 
Chenango who will be walking through the night in June 
2012 in San Francisco to raise funds for the American 
Foundation for Suicide Prevention. Call Danielle at 607-
343-6036 for more information. 
 

November 5th  
CWS proudly introduces Chris Burke  
Canasawacta Country Club, Norwich 
Time: 6:00 p.m. 
 

Chris gained notoriety as Corky Thatcher on the hit T.V. 
Show ñLife Goes On.ò  Join CWS for an inspirational and 
uplifting musical presentation. Chamber member price is 
just $25 and includes; a ñmeet and greetò with Chris, a 
buffet dinner, and an evening of music and dancing cour-
tesy of The Beadle Brothers. Call Stephanie at 334-5366.  
 

November 9th  
ActiontoQuit Workplace Initiative Training  
St. Josephôs Hospital, 301 Prospect Avenue, Syracuse 
Time: 9:00 a.m. (registration at 8:30 a.m.) - 12:00 p.m. 
Two hour cessation training session (12:30-2:30 p.m.) 
following a FREE lunch.  
 

This event is for employers, insurers, health care repre-
sentatives, providers and policymakers to network with 
other employers and stakeholders to address tobacco 
use cessation strategies. For more information, contact 
Patricia Bax, RN, MS at 716-845-4365 or 
patricia.bax@roswellpark.org.  

November  
 

Business After Hours  
Countryside Stove and Chimney, Oxford 

11/15/2011 

 

Small Business Dinner  
The River Club 

11/29/2011 

 

Submit a nomination for Small Business of the Year,            

Entrepreneur of the Year or Manufacturer of the Year.  

ð Call 334-1402 for your nomination form  

There are still about 10 slots available, for the youth snow-

mobile safety class being offered Monday, October 10th 

(Columbus Day) at Bowman Lake State Park Nature Cen-

ter.  The class will run from 8:30am to 4:30pm. Lunch will 

be provided by the Chenango Sno*Riders.  

 

To sign up for the class, please contact John Malysa at 

607.648.3662 or by e-mail John.Malysa@oprhp.state.ny.us 

Permission slips will be required the day of the class and 

should be signed by a parent or legal guardian. Permission 

slips can be downloaded from the Chenango Sno*Riders 

website (http://chenangosnoriders.snowclubs.com/) 

Youth Snowmobile Safety Training            

Offered  

mailto:patricia.bax@roswellpark.org
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http://www.sfcuonline.org/
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www.chenangony.org  
 

Itôs not just Chamber information!  
Check out the Tourism & Economic 

Development information too!  

Visionary Tactics by Kari M. Kron  

Lean Words 
 

With anything new, the first step is usually unpacking the vo-
cabulary. Lean is no different. Following is a Top Ten list of 
lean and six sigma terms: 
 
1. Value Stream Mapping : it is more than just mapping a 

process. This methodology involves identifying each 
step, waiting point, detour, fixes and bumps in a particu-
lar business or manufacturing process. Each step is then 
evaluated as to how (or if) it adds value. 

2. Kaizen Event : a meeting (sometimes several days long) 
in which teams of people do value stream mapping and 
other activities to identify and prioritize improvements to 
implement. 

3. Kanban: or Kanban card is a signal to do something. 
Generally related to manufacturing it indicates it is time to 
manufacture more ñwidgetsò and defines how many. 

4. Lean Board ( Kamishibai board): a visual tool (usually a 
large corkboard or white board) posted in a work area. 
This board is the place where the key metrics (graphs) 
are posted and reviewed periodically (every shift, daily or 
weekly depending on the process.) 

5. Green Belt or Black Belt: someone trained in Six Sigma 
methodology. 

6. S.M.A.R.T. Goals: A process for building a goal that will 
help you get you where you want to go by ensuring the 
goal is: Specific, Measurable, Achievable, Realistic and 
Time-based. 

7. SMED Single Minute Exchange of Die:  the art and sci-
ence of changing equipment from producing one type of 
product to producing another in the shortest amount of 
time possible, e.g. one minute. 

8. Gemba and Muda : Gemba is a step in a process where 
value is added. Muda is waste. 

 
Overproduction: Making more parts than you can sell. 
Delay: Waiting for the next process, person or equipment 
to be available. 
Transporting: Parts/Materials: Moving items from one 
place to another, one process to another, one storage 
location to another. 
Over-Processing: Doing more work than is needed. 
Inventory: materials, partially done parts, and finished 
parts sitting in storage. 
Motion: moving materials or parts more than is neces-
sary. 
Making Defective Parts 
 

9. Standardized Work : the procedure for making a product 
or completing a task that everyone should follow. 

10. Pareto Chart : a graphical tool that ranks a series from 
most to least significant. Significant can be measured in  

       number of occurrences, cost or time among other things. 
 

There are glossaries of lean terms on the internet that have 
1500 or more terms ï enough to write over 5,000 books on 
the subject (see Amazon.com for a nice, long list!) I hope this 
fills some of the gap. Next month weôll look at Value Stream 
Mapping. 

2012 Leadership Chenango Class Selected  

The Chenango Foundation, the Leadership Chenango 

Advisory Board, and Commerce Chenango are pleased to 

announce the participants of the Leadership Chenango 

Class of 2012.  

 

Participants are being sponsored by many different em-

ployers and non-profit organizations. Additionally, scholar-

ship assistance has been provided by the R. C. Smith 

Foundation, the Otis A. Thompson Foundation, and previ-

ous Leadership Chenango graduates, to assist with the 

tuition expenses of several participants. 

 

The members of the Leadership Chenango Class of 2012 

and their sponsors are: Jackie Brunschmid, Diane Joos, 

Jim Kearns, and Tanya Moryl, all of NBT Bank; Matthew 

Asma; Robin Beckwith of Catholic Charities; Courtney 

Crisler of The Place; Carol Hicks of Golden Artist Colors; 

Marsha Cornelius of Morrisville State College; Jill Eddy of 

Commerce Chenango; James Gager of Beyond Measure; 

Mathew Giltner of Giltnerôs Flooring & Paint; Kassandra 

Golden; Jeffrey Johnson of Preferred Mutual Insurance 

Co.; Eddie Maslin of The Raymond Corporation; Enzo 

Olivieri of Nathanael Greeneôs Publick House and Hilltop 

Construction; Lori Olsen of Manpower, Inc.; Roger 

Shackelton of Frontier Communications; Kenneth Smith of 

Cornell Cooperative Extension; and Hilary Wilcox of GHS 

Federal Credit Union.  

 

Commerce Chenango Wish List ð 

Portable Projection Screen 

Projector 

Dishwasher 

Electric Stapler 

Small Business Card Scanner 

Large Paper Shredder 
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http://www.nbtbank.com/
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http://www.nbtbank.com/
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Business Highlight ~ Jim Fowler  
Sherburne Big M (2010 Entrepreneur of the Year)  

 
 
Our Entrepreneur of the year award was created to rec-
ognize the strong entrepreneurial spirit in Chenango 
County.   We honor those who dare to go where others 
have not, who take a risk because itôs the right thing to 
do, or who ask ñWhy Notò.   
 
Jim was just 14 when he began working in the Sherburne 
store his parents, Roger and Gloria Fowler, purchased 
and operated under the name Big M in 1973. They built 
the business on Rogerôs knowledge of the food and dairy 
industry, his ability to know his customers, and Roger and 
Gloriaôs business expertise. They loved catering to the 
residents of Sherburne and the surrounding area and 
providing a much needed service.   
 
Jim loved working at the store after school and through 
the summers, because earning spending money allowed 
him opportunities that some his age didnôt have. In later 
years, upon their retirement, his parents turned the Sher-
burne store over to Jim.  He continued to run the store 
with the same standards, passion, honesty and responsi-
bility that his parents had.  
 
After years of operating at the former South Main Street 
location, Jim decided that an expansion was necessary to 
meet the needs of his customers. In 2008, when the 
building down the street -- which had previously held Vic-
tory Markets -- became available, Jim knew it was the 
perfect location to expand the business in.  After two long 
years of paperwork and waiting patiently for the acquisi-
tion to be approved, the building was his. 
  
The move not only had increased space, but the store 
was able to triple their product selection, and Jim has 
continued to find innovative and creative ways to meet 
his customerôs needs.  The Big M is known for its home-
made baked goods, lunchtime food, and the exemplary 
customer service.  
 
The community is a very important part of Jimôs values. 
He gives to the school boosters and sports teams, food 
pantryôs, churches, and almost every other organization 
that asks.   
 
But, most of all Jim believes in his team, and is quick to 
credit them with the success they are today. The store 
serves about 1000 people per day and continues to be 
the one store that will still offer to carry your groceries to 
your car.  

Do you know someone like Jim?  Nominate them for 

the 2011 Entrepreneur of the Year!  Call Jill at 334 -

1402 to get your nomination form or visit our  website .  

 

Call for more information!  
Contact Jennifer Tavares, EDFP 

Director of Economic Development  
607-334-5532 | jtavares@chenangony.org  

Development Chenango Corporation 
may have low-cost financing for  
your next project:  

Property acquisition, Construction, 

Fixed Asset Purchase, Inventory,  
Working Capital 

$5,000-$100,000 

Job creation and/or job retention  

Up to 40% of project costs 

3-10 years, depending on use             

of  funds 

http://www.chenangony.org/chamber/small-business-dinner/
mailto:jtavares@chenangony.org


http://www.fredsinnparkplace.com/

