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The Dwyer Group
Code of Values

A code (kbd) n. 1. any set of principles a

We live our Code of Values by..

RESPECT

Mr. Appliance®franchiseowner Charles

Hepburn is prepared for anything.

harles Hepburn, the owner of a
Chico, California-based My Appli-
ance ranchize, knows how o ix a
customer's refrigerator, something he did
recently when he got a call at 6 pm. and
all of his employees were already either
gone for the day or out in the field. Before
he bought his M. Applianee franchise, he
also thought he knew how to be the best

If you want to take
time off and don't have
people trained to run
the business, you can'‘t
leave.

manager he could be. Then he went to a

Waco, Texas-based management raining
class offered by MWr. Appliance He came
away from the training a stronger manager
and owner, he says,

“*We learned a Code of Values™ (see
sidebar) that pertains to the way you do
business and relate to costomers and
employees.” he says. “It’s something you
learn right off the bat=listening with the

intent to understand what's being said,
responding o people in a timely fashion,
These things make all the difference in
the world™

In a business world that never stops,
management training such as the Mx
Appliance sessions Hepburn attends two to
three times each vear might seem frivolous.
After all, isn't it more important to send
your employees 1o technical training first?
Not necessarily, say experts and atendees,
Yes, employee education is important, bu
franchise owners can miss out on new
business and experience a higher level
of employee churn if they don't train
themselves, too, For example, Hepburn
recently attended training on innovative
ways to keep employees happy, and how
1o empower them o make good decisions
for customers.

Hepbum, who has trained two employees
on the management technigques he leamed
himself, agrees.

“If you want to take time off and don’t
have people trained to run the business,
you can't leave]” he says. “You don't have
1o give away all your business seerets, but
training your employees can only make
your business bewer” I
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