What Is This Module About?

Have you thought of putting up your own business? Do you have any
ideas for a business that will succeed? If you have one, that’s very good!
You have probably thought of starting your business and making your ideaa
reality. If you are thinking about what important things you should consider
when starting abusiness, then thismoduleisfor you. Inthismodule you will
learn how to handle the money of your business. You will also learn about the
importance of quality products and good customer service. All these are
important in running abusiness.

This module has two lessons:
Lesson 1 — Money: The Blood of Any Business
Lesson 2 — Customer Service Isthe Key to Success!

Thismoduleisactually the continuation of another NFE A& E module
entitled Planning Your Business Part 1. It is best for you to read this first
part before studying this present module.

ﬁ; What Will You Learn From This Module?

After studying this module, you should be able to:
¢  discuss the components of afinancial plan;

¢ describe how to compute the budgetary requirements you need to
start a business;

¢ identify some government institutions or agenciesthat may provide
funding to small businesses;

+ explain the advantage of keeping records;
¢ demonstrate how to accomplish basic accounting records,
¢ discuss the importance of customer satisfaction; and

¢ discusstherole of quality in products and services.



f Let’s See What You Already Know

Answer the gquestions below to check how much you aready know about
thistopic.

A. Inthe box below are words that comprise the different components
of afinancial plan. Study them carefully.

a.  Magor Assumptions f.  Sources of Funding

b. Mode of Production g. Utilities

c. Product h. Financia Statements
d. Tota Project Cost I.  Bank Loan
e. TimeFrame J. Financial Anaysis

Choose the correct word or phrase in the box and match it to the
sentence below that provides the correct description. Write the letter
of your answersin the blanks provided.

1. Thisdescribes how much money you will need to start the
business.

2. Thisrefersto the assumed prices, figures and other things
that you placed on your financial plan.

3. Thisdescribes the relationship between each of the
financial figuresin your plan. Thissection describesin
more detail what you feel thefinancial situation of your
businesswill bein thefuture.

4. Thisexplains where the money to be used for the business
will come from. This section describes who will provide
the funds for the project.

5. This section shows how much profit you expect to make
over the next months. It includes your own expectations of
your sales, expenses and income. It also includes a
description of where the money for your business comes
from and how it is used.



B. Pretend that you are setting up asmall sari-sari store. In setting up a
business, you will naturally have to spend a certain amount. Which of
the following do you have to consider when you estimate the money
you need to put up your business? Put a check mark (4) in the space
before each correct answer.

1. Payment for license to operate the sari-sari store.

2. Cdlingfriendsin other countriesto tell them about
the store.

3. Buyingtheinitia inventory of goodsto be soldin
the store.

4. Setting aside an amount for credit purchases or
listahan.

5. Deciding whether the store has been profitable or
not.

6. Estimating thecost of the utilities (likewater and
electricity).

7. Estimating the cost of constructing a store.

8. Keeping the costs of the store very low.

C. 1. Therearegovernment agencies that can help you borrow money
to set up asmall business. What is the name of the government
agency that was created by RA 8289 (The Magna Cartafor Small
Enterprises) which hel psfinance small businesses?

2. What are the basic requirements needed for you to apply for a
loan?

D. Explainwhy it isimportant to keep accounting and other records
when running a business. Write your answer in the space provided
below.




E.

In the box below are terms used in the field of business. Study them
carefully and match the terms with the correct description bel ow.
Write the letter of the word in the box in the blank before the sentence

that correctly describes the term.

a Gross Sdes
b. Tota Assets

c. Total Liabilities

d. Expenses
e. Accounts Recevable

f.  Owner’'s Equity

The total amount of money you received from your
customers. It isthetotal amount that was paid by
customers for the products or services you sold. This also
includes the customers who bought and promised to pay
you later on.

The amount of money that you spend to keep your
business running. This includes the cost of your products,
the utilities you pay for, and salaries paid to your
employees.

The total value of all the assets of the business. This
includes the equipment, the cost of constructing the
building, the cost of the products you have in stock, and
the amount of cash available.

Thistells how much salesis made to your customers on
credit, or lista. Thisincludes the names of those who
promised to pay you as well as the amount they owe you.

This includes the amount that your business owes to other
people. Thisincludes salaries that have not yet been paid,
credit given by your suppliers, and bank loans.

Thisincludes how much money each owner of the
business has invested. It includes the names of each
owner and how much money each has contributed to start
the business.



F.  Why isit very important to consider customer satisfaction when
running a business? Write your answer in the space provided below.

G. How can the quality of the products and services affect the success
or failure of your business? Write your answer in the space provided
below.

WEell, how wasit? Do you think you fared well? Compare your answers
with those in the Answer Key on pages 42-44.

If al your answers are correct, very good! This shows that you already
know much about the topics in this module. You may still study the module to
review what you already know. Who knows, you might learn afew more new
thingsaswsll.

If you got alow score, don't feel bad. This means that this module is for
you. It will help you understand important concepts that you can apply in your
daily life. If you study thismodule carefully, you will learn the answersto all
theitemsin the test and alot more! Areyou ready?

You may now go to the next page to begin Lesson 1.



LeEssoN 1

Money: The Blood of Any Business

Do you know that blood circulates in your body? You are probably
aware that blood is important for your survival. Without the presence of blood
in the body, you will not be ableto stay alive.

A business can be compared to the human body. If the human body
needs blood to survive, then any business needs money to survive. You need
money to start a business and to keep it running. You have to pay for things
like electricity, the cost of your inventory and salaries. You also haveto receive
money from your customers who buy your products and services.

In thislesson, you will learn how to properly manage the money of your
business. You will aso learn where you can find funds to start your business.

After studying thislesson, you should be able to:

¢

¢

¢

¢

discuss the components of afinancial plan;

describe how to compute the budgetary requirements needed to start
a business;

identify the government agenciesthat can help you find money or
some other capital to start your business,

explain the importance of keeping records; and

demonstrate how to accomplish basic accounting records.

Are you ready to begin? Very good. You can now start with the first

activity.



Let's Read

Qe day, Mdywent tovisit her cousinNaida. VllenM oy arrived at the house of Nai da, she
sawNai dawi ti ng sonet hi ng.

H Naidal Wat H Mady! | ampreparinga
are you doi ng? finmancia plan. | amgoingto
applyfor aloanfor asnall store.

Vaw You arestarting a

. Sre Mdy! Let usgo
busi ness? Gan you show )
ne howit’ s done? throunit stepby step

“J Y,

| wll first prepareafinancia plan. | needtowitethi s dom on paper becausethiswl |
be revi ened by t he one consi dering ny | can. | have t o showt hemhow! pl anto nanage
ny busi ness. They wll beveryinterestedinhowl wll nanage t he noney of ny busi ness
and hownuch | expect toearn. These arethethings that are very i nportant wen you
arestarti ngahbusi ness.




There i s a gover nnent
agency cal led the Sal |
Busi ness Quar ant ee and
H nance Qxrporation, or
BFC whi ch was creat ed
during the termof forner
Fesident Hdel V. Ranes.
Thi s corporati onwas
createdto hel pfinance
snal | busi nesses. Hwever,
bef ore you can get al can,
you have to prepare certai n
docunents and ful fill sone
requi renents. Thisfinancid
plan| amnaki ngis one of
t hem

Wier e ar e you goi ng
to get the noney?

Thefinancia planhastocontainthefd |l owng

1

The present prices of goodsor utilitiesandother thingsthat arerel atedto your
busi ness. Youw || usethese figuresto estinate hownuch you expect to earnand

spend.
Hownuch noney youw || needto start the busi ness.

An expl anati on of where the noney to be used for the busi ness wll cone from
Thi s secti ondescribeswow! | providethefunds for theprgect.

Anestinate of hownuch profit you expect to nake over the next nonths. It
i ncl udes your own expect ations of your sal es, expenses and i ncone. It al soincl udes
adescription of where the noney for your busi ness cones fromand howit i s used.

A explanationof therel ationshi p between each of the financia figuresinyour
plan. Thissectiondescribesinnoredetai | wat youfed thefinancia situationof
your businesswll beinthefuture.

That sounds
conpl i cat ed!

"Il trytoeqdanit
dealylaea on Frst,
|et’seat our nari enda




b Let's Study and Analyze

Answer the questions below. Write your answers in the spaces provided
below.

1. Why wasitimportant for Naidato write down her financial plan?

2. What government agency did Naida mention? What is the purpose of
thisgovernment agency?

3. Inmost cases, when a person or an organization lends money, they
ask for many requirements. One of these thingsisafinancia plan.
Why do you think it isvery important for them to carefully review
everyonewho is applying for aloan?

You can compare your answers with those in the Answer Key on page 44.

¢ A Let's Talk About This

Talk to one or two persons in your community who have a business. Ask
them where they were able to get the money to start their business. You can
also ask them to talk about their experiencesin managing the money for their
business. They might tell you about the different problemsthey have
encountered in managing cash and other financial matters. Ask themif they
think it isimportant to have proper management of money in their business.



You can discuss what you learned with afamily member, friend or your
Instructional Manager or Facilitator.

, Let’'s Learn

Continue reading the conversation between Violy and Naida

| learred howtowiteafinancia planin
asemnar. | learnedthat afinancia plan
i'snade up of severa parts. Hrearethe

pats.

1

Theparts of afinancia planarethefd | owng:

My or Assunptions. The My or Assunpt i ons descri be and expl ai n t he present
pricesar costsof suchthingsasrawnaterialsor eectricity. It includes such
thi ngs as t he nini numwage you shoul d pay, the cost of owni ng at el ephone or
using el ectricity, andany governnent regul ati ons or | avs that nay af fect your
busi ness.

It isinportant that your naj or assunpti ons nust be:

Factual - they nust betrue. Youshoul dnot usefiguresthat are outdated or | ans
thet donat exist.

Justifiabl e- you shoul d be abl e t o expl ai nwhy you chose or consi dered t hose
things.
Real i sti c- you shoul d not set the costs ar other pricestoohighor tool ow

10




You see, M dy, when you nake
your financid plan, youw!| have
to esti nat e hownuch you f eel

That’ s why you have t o real | y nake sure t hat
the costs and prices youw || useinyour plan
areaccurate. Youcan't just guessthem

youw |1 gai nfromthe busi ness.
Thisisveryinportant wen you
are applyingfor aloan. The one
wow || deci de whether or not to
approvethelocanw il haveto
nake sure that your estinates are
redistic. Theyhavetodothisso
they canbe surethat youw| |
repay the | can.

That’ s right! Youhavetoresearchthese
pricesandcosts. Sfor ny sari-sari store,
| have to research hownuchi s t he cost
of thegoodsthat | wil stock. | a sohave
toresearch hownuch | will be payi ng
nonthlyfor eectricityor rent. | a sohave
tonakesurel amfamliar wthall the

| ans that concern ny busi ness, |ike wat |
cansel | andwhat | canot sl |.

'Ihst’srig't!\

Soyour assunmtions are actua 1y |ike
the foundati on of a house? Bef ore you
can nake a good esti nat e, you nust
have a good i dea of what youw || be
spendi ng and ear ni ng.

Thenext part of afinancia panis:

2 Total Poect Qst. Thetota project cost istheanount of noney that youw | |
need to put up your busi ness. Wien you are conputingfor thetotal project
cost, you nust consi der thefd | owng:

¢  paynent of |icenses or any | egal

¢ any anount you nust pay for rent;

¢ the equi prent you nust buy for

¢ thesadarieso wagesfor thefirst threetosix nonths of runni ng

your busi ness;

feesfor setting up your busi ness;

your busi ness;

11




AOWON

ol

theinital anount you nust pay for your i nventory of

goods or rawnaterial s;

the anount youw || pay tocover thecost of e ectricity
o other utilitiesliketel ephoneandvat er; and

any ot her expenses that you mght not expect. You can
dso cdl thisnisce | aneous costs.

Sinthecased nystore | havetoca cu aethefa | owngcosts:
1 Paynent for licensetooperatethesari-sari stare.
Bwyingtheinitia inventory of goodstobesddinthestore.
Settingasideananount for credit purchases or /ista
Estinatingthecost of theutilitieslikedecticity, vater ad
t el ephone sarvi ces.
Estinati ngthe cost of constructingthestore.
Buyi ng equi pnent such as a wei ghi ng scal e.
7 Ay other expenses that mght be needed.

I't sounds so
conpl i cat ed. Van' t
you nake a m st ake?

It canbeaht confusingat first.
Bu if youstudyit carefuly, you
wll uderstandit. Let’sgo
throughthisstephby step...
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Let’ strytocal cu at e hownuch noney Nai daw |1 needtoset up her store.

Petendthat we have gottenthe estinat ed costs for each of thethings t hat
Nl daneeds insettingup her store. Hereisthetota anount of noney Nai da
wll needtoset upher store

Paynent of |icensetooperate andlega fees: P 12,000
Initia inventory of goodstobesadd P 45,000
Sttingaside anount for /ista 10, 000
Qxst o veter, dectricty, ec. P 2500
Qst of buldngthestare f 10,000
Vi ghi ng scal e P 4,000
M scel | aneous cost s: £ 8000
TOTAL AMONT NEECED P 91,500

SNidawll need P9L,500inorder toset up her sari-sari store.

That seens likeavery big That’ s a good questi on,
anount! Werew | you Mdy! That isthenext part
get that ki nd of noney? o thefinancid pan

Therext part of thefinancid planis:

3

Sources of Hnancingthe Frogject. This part tal ks about and i dentifies where
the noney needed t o set up the busi ness wll conefrom This sectionidentifies
the owners of the busi ness and hownuch each of themw || put intothe

busi ness. The organi zati ons or persons woow || | oan noney to set upthe

busi ness shoul d al so be wi tten down. A ong wth each person or organi zati on
vwhow I | provi de noney, you shoul d al sowite hownuch eachw | give.

13




S, N da, whois goingto provi de Wl |, | have saved about P30, 000 al r eady
noney for your store? Yousaid fromthe renittances of KuyaBoy. | wil
earlier that youvereapplyingfor a apply for aloanfor therest of the anount
needed. That’s about F61, 500.

You nent i oned a gover nnent agency t hat That agency | was tal king about isthe Sl l
vas createdto hel psnal | busi nesses? Busi ness Guar ant ee Fund Gor porati on, or
Wiat was t he nane of that agency agai n? ||| SB3C Thi s agency guarantees | oans to

snal | busi nesses by certai n banks.

The SBFCwvas created duringthe termof forner president Hdel V. Ranes, through R A
8289, Thisrepublicact isa soknownastheMgnaCGrtafor Swall Industries, andit is
real |y neant tohel psnal | busi ness owners findnoney tostart or runtheir busi ness.
The SBFCguar ant ees | oans nade by certai n conmerci al banks to snal | busi ness
owners. You can apply for al oanthrough aconmercia bank or directlytothe SB3C
There are nany BFCofficesa |l over thePhilippines. @ course, theywll still haveto
revi ewyour application. That’ s wiy naki ngagood financial planisveryinportant.
Theyw il look at your financial plantodeternineif they can approve thel can.




Sif you present agood i dea and That’scorect! I'mgladthet thereare
agood financia plan, they shoul d agenciesthat aretheretohelpusstart a
approve your | can? busi ness!

Sfor nysari-sari store, | wil witedomt hat | see. Youhavetoclearly
P30,000w || cone fromne, and t he F61, 500 i ndi cat e who provi ded t he
w | cone fromal oan by a conmercia bank or noney for the busi ness.
the B3C

R,

Let’sgoontothelast twopartsof afinancia plan

Therext part of thefinancid planis:

4 Peparationof Fnancial Satenents. Inthis section, you haveto
esti nat e hownuch youw || earn fromyour busi ness. You have to
becone faml i ar wth sone accounti ngterns often usedinthis section.
Youwl | havetoestinatethefad ownginfornation;

Goss S es: thisisthetota anount of goods or services youso dto
custoners. It isthetota anount of noney you recei ved f romyour
custoners. Thi s al soincl udes t he cust oner s who bought and pronmised t o
pay you |l at er on.

Expenses: thisisthe anount of noney that you spend every nonthto
keep your busi ness runni ng. Thi s i ncl udes the cost of your products, the
utilitiesyoupay for, andsa aries pai dtoyour enpl oyees.
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Net Income: this is the amount of money you actually earned. You get this by
taking the Gross Sales and subtracting the Expenses. If your gross sales is
higher than your expenses, then you are earning money. If your expenses are
more than your gross sales, then you are losing money. An amount from the net
income may also be subtracted to pay taxes.

Total Assets: this is the value of all the property and cash of the business. This
includes the equipment, the cost of constructing the building, the cost of the
products you have in stock, and the amount of cash available.

Accounts Receivable: this is the amount of money owed to you by your
customers. These are sales made to your customers on credit, or lista. This
includes the names of those who promised to pay you as well as the amount they
owe you.

Total Liabilities: This includes the amount that your business owes to other
people. This includes salaries that have not yet been paid, credit given by your
suppliers, and bank loans.

Owner’s Equity: This includes how much money each owner of the business
invested. It includes the names of each owner and how much each invested.

Here is the format of the financial statements...

Paper 2:
Naida's Store
Balance Sheet
Assets
Cash 710,000.00
Accounts Receivable +10,000.00
Inventory of goods 40,000.00
Equipment P 8,000.00
Building Costs 715,000.00
TOTALASSETS 783,000.00
Liabilities
P 1 Salaries owed # 4,000.00
aper L. Accounts Payable +15,000.00
Net | Stat ¢ Bank Loans P44,000.00
€ ”&Omf‘ 20% fme” TOTALLIABILITIES 63,000.00
arc Owner’s Equity
Gross Sales: P-40,000.00 Na|d{:1Jaud|nes #15,000.00
L E 32 00000 Earnings F 5,000.00
€SS: EXpenses 000 TOTAL LIABILITIES
Net Income 8.000.00 AND OWNER'S EQUITY +83,000.00

16



The i ncone stat enent tel | s you hownuch So you nean that you have to esti nat e
you have earned over acertai n period of your i ncone, and t he bal ance sheet for
tine. The bal ance sheet tel s youwhat your the next several nonths?

noney has been used f or and where t hat
noney cane from

I

Thet’ sright, Mdy! Thismgt bethe Maybe when |

nost i fficut section, because you start abusi ness, | :/e\;\ougljidbe
real |y have tot hi nk hard about how wll askfor sone o y

your busi nessw || grow Thefigures assi stancewth

you chose al so have to be very thet pert. Youcan l/
redidic hel p ne out !

Thelast sectioninafinancia panisthefdlowng

5 Hnaciad Adysis. Thissectiondescribestherd ationship
betweeneach of thefinancia figuresinyour plan. It describesin
noredeta | wat youfee thefinancia situationaof your busi ness
wll beinthefuture. Thissectionconta nsfigures and charts that
hel p you anal yze howgood your business wll dointhefuture. In
this section, you can showhowyour i ncone grows every year, or
howwel | you can control your expenses. You can even det er nnne
whet her you are earningwel | fromyour business, or if it isjust
better toclosethebusiness andj ust deposit the noney inthe
bark.

17




Her e are sone exanpl es of charts that can
beusedinthefinancia and ysis section.
Thi s sectioncanonly be conpl etedif you
have done t he secti on on fi nanci al

Stat enent s.
Vo Al of that seens very If youvant toget it right, you
conpl i cated! Hww Il | be shou d ask for assi stance. Thereare
adetoconpleteal of that? nany agenci es and nongover nnent

organi zations that hel ppeopl elike
you and ne who want to set up

busi nesses. You shoul d ask i n your
communi ty. The Departnent of Trade
and I ndust ry and t he SB&Cnear
your conmuni ty shoul d al so be abl e
togveyoualist of organi zati ons
that can hel p you.

Answer the following questions. Write your answers in the spaces
provided.

A. What arethedifferent parts of afinancia plan?

a W D P
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B. Republic Act 8289 is otherwise known as

C. What agency was created by this Republic Act which would help
small business owners find money to start their business? Give the
complete name of this agency.

You can check your answers with those in the Answer Key on pages 44—
45,

, Let's Read

After afew months, Violy visited Naida at her new store.

H there, Naidal Howiseverything? | see | amconpl etingtherecords for thestore.
that nany peopl e ar e buyi ng f romyour It isinportant to al ways acconplish
store. Wat are youwiting down? recor ds when you have a busi ness.

S0 you never stop Thet’ scorrect! Thefact is, wen
witingthi ngs domn! you acconpl i sh records, you
caneasily keeptrack of vhet is
\/ goi ng on i nyour busi ness. You
can track such thi ngs as how
nuch noney you ar e ear ni ng

and who has bought itens on
aelt.

19



Bt your businessisstill snall. Youcan
easily keeptrack of it evenwthout
keepi ng records. You can be doi ng
sonething el seinstead of that.

Youarecorrect. o
businessisstill small.
But | vant to devel op
thegood habit of witing
t hi ngs down and keepi ng
records. Yousee, asny
busi ness grovs, it wll be
har der for neto keep
track of everything. By
wi tingthings domn, |
canessily get the
infornation| need. A
lesst | havewittenit
domevenif | forget it.

|
%7 I
\ il . NN

There are so nany things to renenfer! |
nowunderstandwy it isinportant to

| amrecordi ng ny sal es
for theday. | ama so
wri ting down how nuch
cash | took out to pay for
different expenses. | am
asoupdatingthelist of
peopl e who have bought
itensoncredit. Sone
have pai d ne t oday, so |
havetowitethat down
and nake sure that |
have updatedthelist. |
nust dothis every day so
that | don't forget

th ngs.

wite thi ngs down and keep recor ds.

&

@‘m;\
?ﬁg’l Let's Study and Analyze

————

In the previous activity you were asked to read about Violy and Naida.
Now answer the following questions. Write your answersin the spaces

provided.

1. What wasNaidadoing when Violy arrived?
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2. Why did Naida want to develop the habit of keeping records?

3. What made Violy realizethat it isimportant to keep records when
running abusiness?

You can check your answers with those in the Answer Key on page 45.

%) Let’s Learn

Sometimes, you will need information about your business. This
information can be used for the following:

¢ You might need to borrow money for whatever reason. If you have a
running business, the bank or persons lending the money to you will
want to look at the performance of your business.

¢ If you areearning acertain amount, the Bureau of Internal Revenue
(BIR) will want you to pay a certain amount of tax as mandated by
law.

¢ Sometimes you will want to check how well your businessis doing.
You will need to look at certain figuresthat show you if you are
earning enough money, or if you have too many customers buying on
credit.

Because you will want to check thisinformation from timeto time, you
need to make records of all the transactions of your business. Some of the
more important records you should keep are the following:

¢+ thesaesfor the day;

+ the purchases made by your customers on credit;

21



+ themoney you paid out for expenses or other items; and
+ theinventory of al the productsin your store.

All thisinformation should be recorded, so you can have a more accurate
picture of how your businessis doing. If you do not keep records, it is likely
that you will forget many things, and you will not be ableto find out exactly
how your business is doing. Furthermore, if you do not keep records, you will
have avery hard time applying for aloan.

Thisiswat | anrecarding, Moy. | sod5cansof sardines, 12 eggs, 14 softdrinks, 4
sachet s of shanpooand 7 kilos of rice. | amrecordingthetotal sal es for each product
innydailysaes. | dsopadthedectricitybill today, sol anrecordingthat in
expenses. | asoreceivedade ivery for sone products, and|l wll haveto pay for that
in30days. | amrecordingthat i nny accounts payabl e so | knowwhen | amsupposed
topay for thesuppy.

Wit isthislist of nanes? There are a so Thet’ scorrect, Mdy! Thet isarecord
anoutsonthislist. Isthisyou list of cadledaccoutsrecevad e It isthe
cust oner s who bought product s but anount that | have consi dered sol d,
promsedtopay | ater? but the paynent wll conelater.

When you are running a business, you must try to have orderly records,
so you can find things when you need them. Here are some of the records that
you should keep in a place where you can easily find them:

+ the bank papers for the loan you got;

+ thelicense and legal papersyou got for your business;
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¢ your bank passbook or other bank documents or account
information;

¢ thereceiptsyou issued or the receipts for items you paid for; and

+ receiptsfrom paying utilitieslike electricity, water and telephone
Services.

These are important records that you might need for any reason, so you
should put them in a place where you can easily find them.

Naida | canseethat it
isveryinportant for
youtokeepall your
records i none pl ace.

Tet'scorect. Itis
veryinportant.

That’ s why | bought
asnall cabinet to

keep al | the papers | have | earned
concer ni ng ny alot! Wenl
busi ness. That wvay, stgrt ny own
vhen | needto find busi ness, | wil
sonet hi ng, | know a sokeepall
exactly wereto therecords as
findth ngs. vel| .

Answer the following questions. Write your answer in the spaces
provided.

1. Giveonesituation whereyou will need accurate information about
your business.
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2. Why isit important for you to keep orderly records of your business?

You can check your answers with those in the Answer Key on page 45.

?’) Let’'s See What You Have Learned
©

Why don’t you see how much you have learned in this lesson. Answer the
guestions below. Write your answers in the spaces provided.

A. You aregiven two columns below. In the left column are the different
sections of afinancial plan. In the right column are descriptions of
each section. Match the section of the financia plan in the left column
with the correct explanation in the right column. Connect them with a

straight line.

Magjor Assumptions

Sources of Funding

Financia Statements

Total Project Cost

Financial Analysis
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This describes how much money
you will need to start the business.

Explainsthe prices, figuresand
other thingsthat you will base
your financial planson.

This describes the relationship
between each of the financial
figuresinyour plan.

Explains where the money to be
used for the business will come
from.

This section shows how much you
expect to make over the next
months.



. What does SBGFC mean?

. Why isthe SBGFC helpful to small businesses?

. Which of the following should be included when you are computing
for the amount of money you need to start a business? Put a check
mark (4) in the space before the correct answers.

1. Theamount that you will give to your customers as discount

Any equipment that you will need for your business

The cost of applying for aloan one year after you open

2.

3.

4. Thecost of your initial inventory or raw materials
5. Thelegal fees or the licenses needed to start the business
Read the sentence below.

“Itisnot really important to keep records for your business.”

|'s the sentence correct? Why or why not?

|dentify at |east five things that you have to record when you have a
business. Write your answers in the spaces provided below.

1.

2.
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4.

5.

How did you do? Did you have any trouble answering any of the
questions? You can check your answers with those in the Answer Key on
pages 4647.

If you were able to answer all the questions correctly, that’s very good!
You understand this lesson very well. You can now move on to the next
lesson. If you had some mistakes, don’t worry. Just review the parts that you
did not understand very well.

% Let's Remember

¢+ When you are starting abusiness, it isimportant to remember that
how you manage your money can help determine the success or
failure of your business. Money is like the blood of the business, so
you must learn how to keep track of the money that you use for the
business.

¢ Inthislesson you learned about the different components of a
financial plan. A written financial planisimportant if you need to
apply for aloan for your business.

+ Beforeyou get aloan, you must estimate how much you need to start
your business. These loans can be approved with the help of the
Small Business Guarantee Fund Corporation, or SBGFC.

¢+ The SBGFC isagovernment agency that guarantees loans made by
commercial banksto small businesses. This means that SBGFC will
be the one to pay the bank just in case the business owner cannot pay
theloan.

¢+ When you start your business, it isimportant to keep orderly records
so you can easily find the information you need. You should record
information such as your daily sales, your expenses and the amount
of items purchased by your customers on credit. If you keep orderly
records, you will be able to manage your business better.
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LESsSoON 2

Customer Service Is the Key to
Success!

Do you remember the last time you bought something in the store? Were
you very happy with the product you bought? Did it last long, or did it break
after ashort while?

When you buy a product that lasts long, you will probably buy the same
product again, right? Likewise, when you buy a product that does not last for
along time, you will probably say to youself, “I don’t want to waste my
money on that product any more!”

When you go to astore, don’'t you feel happy when people treat you with
respect, and try to give you good service? You would probably buy things
very often in a place where you get good service, right?

In thislesson, you will learn the importance of customer service when
running a business. Sometimes, your customers will complain about the
products you are selling, or they may have many questions that you have to
answer. The important thing is that when you are running a business, the
customer should be considered as the most important part of it. Without
customers, your business will never succeed.

After studying thislesson, you should be able to:

+ explain why providing good customer service should become a good
habit when you are running a business; and

¢ identify therole of quality in products and services.

Are you ready to start? Very good! You can now move on to the first
activity of thislesson.
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% Let's Think About This

Try to remember three products that you bought which you feel were not
of good quality. Think of the products that you bought which broke easily or
made you feel that you have wasted your money. Try aso to remember three
things that you bought which you feel were of good quality. Think of the
products that you bought which lasted for along time. Write down the
products on the spaces provided below.

Poor Quality Products:
1.
2.
3.

Good Quality Products:
1.

2.

3.

Which of these products would you buy again? Write your answersin the
spaces below.

Describe how you feel about the poor quality products. Write your
answer below.

You can discuss your answers with afamily member, your friends or your
Instructional Manager or Facilatator.

Whenever you buy products of poor quality, you probably feel very
disappointed. You work hard to earn your money, and when you buy a
product that breaks or wears down easily, you feel very bad about it. Maybe
you even fedl that you have wasted your money on that product. The point is,
as a customer, you have the right to demand quality products aslong as the
priceisright.
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When you are running a business, you are responsible for providing
quality products or services to your costumers. That means if your products
or services are not good, people will feel disappointed. Those who buy your
products will feel just the way you do when you buy products that are of poor
quality.

Read the two situations below. Think about each situation very carefully.

A. Ludy wasfixing some of the inventory in her store when she dropped
some of the products. When she inspected the products, she saw that

some of them were damaged. What should she do? Study the two
situations bel ow.

She can react thisway:

Or she can react thisway:

Theseitens areslightly broken, sol
wll not sell themanynore. | shoul d
not sel|l thesetony custoners. | wil
have to pay for themnysel f, evenif |

Theseitens areslightly broken | can
just positiontheminawvay that they
looklikethereisnodanageat al. |
canstill sell them If soneone

wll nat gai nanything. conpl ains, | canjust saythat he

nght have dropped t he i t emhi nsel f.

Which do you think is the better attitude? Think about how the customer
will feel in each case. Which attitude do you think is agood exampl e of
providing good service to customers? Write the number of your choice and
explain why you chose that answer. You can write your answers below.
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B. Pretend that you were the one who bought the damaged items from
L udy. When you went to return the item, she told you that you might
have been the one who damaged the item. How would you feel about
buying things at Ludy’s store?

You can check your answers with those in the Answer Key on page 47.

¢ 2 Let's Learn

Customer service. What comes to your mind when you hear or think of
those two words? If you look at the two words closely, you will see that
customer serviceinvolvestwo important things.

1. Customer - Always remember that customers are important to
successful business. Without customers, you would not have any
business to speak of. That iswhy it is very important that your
customers are always satisfied with the products and services that
you offer. Never think that your customerswill always buy from you
no matter what. You must always make sure that you don’t disappoint
them. If they don’t like the services and products that you sell, they
will just buy from someone el se.

2. Service- When you run a business, you must always think that your
customer is the person who keeps your business running. Always
remember that your customers are not asking you to sell something to
them. It is actually you who are asking them to buy from you.
Because of this, you must always do your best to make sure that you
take care of the needs of your customers very well. Thisiswhat
serviceisal about—you must make an effort to show your
customersthat you are thankful that they bought things from you.
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* Let’'s Try This

Delia has just opened asmall parlor. She has many customers. However,
she has not yet developed the attitude of good customer service. Can you help
her find better ways of dealing with certain situations? Below are sometypical
situations. Study Delia's responses to the customers' queries or complaints.
Try to suggest a better response. Keep in mind the importance of good
customer service. Write your answer in the spaces beside each picture.

Acustoner conesinand Deliaistal king 1. What would you suggest?
wthher friend onthe phone. The cust oner

vaitsfor fivemnutes beforeDeliaputs

down t he phone and attends to him

Wen Deliaisnot inagood nood, sheis
not friendy or nicetoher custoners. Se
just frowns and | ooks angry.

2.  What would you suggest?
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Sonet i nes, when cost uners do not have
the exact anount, Deliabeconesirritated
a them Segetsirritated and does not
snle

3. What would you suggest?

Wien a cust oner conpl ai ns about the 4. What would you suggest?
service, shegetsirritaedadtd | sthem

not to cone back anynore.

Mang Domeng put up avulcanizing shop. He wanted to earn money fast,
so he bought very cheap materials that were not of good quality. One day,
some customers came to him to have their tires fixed. When he fixed their
tires, he used the poor quality materials. Mang Domeng also charged his
customers high rates.

32



After afew days, the customers had problems with their tires. Thetires
repaired by Mang Domeng had to be vulcanized again. Some of the customers
brought back the tires to Mang Domeng’s shop, but others decided to have
them repaired somewhere else. When Mang Domeng repaired the customers
tires, he again used the same poor quality materials and charged the customers

again.
After afew days, the customers' tires were having problemsagain. This
time, they did not bring the tiresto Mang Domeng. They thought that they

were just wasting their money on poor quality work. Instead, they brought the
tires somewhere else to be repaired.

L Let's Study and Analyze

How did you like the story of Mang Domeng? Were you able to pick up
some lessons from reading his story? Answer the questions below. Write your
answers in the spaces provided.

1. Why did Mang Domeng use cheap materialsfor vulcanizing?

2. What happened to the customers' tires after they were repaired by
Mang Domeng?

3. Doyou think that any of those customers would have their tires
vulcanized again by Mang Domeng? Why or why not?

You can compare your answers with those in the Answer Key on page 48.
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Let's Learn

Do you think quality serviceisimportant when you are running a
business? If you think that it isimportant, you are correct! When people buy
products, they usually look for products that are of good quality and which
they can afford. When you try your best to make your products or services
durable, people will probably buy from you again. Usually, when someone
buys a product that breaks or wears out easily, she or he will get disappointed
and will not buy from you again. When you have good quality products and
services, you have a much better chance that your business will be successful.

Make good quality products or services a habit in running your business.
All you need to do isto always make an extra effort to give your customers
the best products or services that you can give them. How do you do this?
Why don’t wetry alittle exercise?

Try to think about everything you would want when you buy a product or
service. Think about how long you wish that product would last and how
useful or satisfying it would be for you to use that product. You should also
think about the person selling that product to you. What do you wish she or
he would do or say to make you feel special? When you think of these things,
remember them. That is what you should also try to give to your customers.

4 Let’s Try This

Answer the following questions. Think about the quality that you wish for
when you buy something just as what we have done in the previous exercise.

1. Do youremember Mang Domeng and his vulcanizing shop? If you
were Mang Domeng's customer, what kind of service do you wish he
would give you? Write your answers in the spaces below.
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2. If you had your own vulcanizing shop, what would you do to give
your customers the best that you could give them?

You can check your answers with those found in the Answer Key on page
48.

Y
o Let's See What You Have Learned

Did you enjoy studying this lesson? Why don’t you check how well you
understood the lesson? Answer the test below.

A. Pretend that you bought a product or service. Which of the following
do you think shows that the owner of the business practices good
customer service? Put a check mark (4) in the blank before the
correct answer.

1. Thesalesady smilesand greetsyou.

2. When you want to buy something, you have to wait for a
long time before you can get assistance.

3.  Whenyou buy adefectiveitem, they will replaceit and
apologizeto you for the inconvenience.

4. They make sure that the products and services they provide
are of good quality.

5. They ask you to pay the exact amount because they do not
have enough change.

B. Do you think that your customerswill be happy if you do not provide
them with quality products and services? Why or why not?
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C. What should you do in order to make the provision of good quality
products/services a habit?

How did you do? You can check your answers with those in the Answer
Key on page 49.

If you were able to answer all the questions correctly, that’s very good!
That means you understood this lesson very well. You can now go on to the
final section of thismodule.

If you had some mistakes, don’t worry. Just review the parts of the lesson
that you did not understand very well.

73 Let's Remember

In thislesson you learned about quality customer service. When you are
running a business, you must always remember that if no one buys your
products or avails of any services from you, your business will not survive.
Customers are the most important part of any business.

Since the customer is the most important part of the business, you should
try your best to keep your customers satisfied. You should aways give them
the best that you can give. You should develop this habit of providing good
quality customer service if you want your business to be successful. It may
sound hard to do, but if you keep thinking about how you would feel if you
did not get good quality products and services yourself, then you will soon
understand why quality customer serviceis so important.
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" Let’'s Sum Up

In this module you learned about two important things in business. In the
first lesson, you learned about how to manage your money. You learned about
the different parts of afinancial plan and why it isimportant to have one
written. You also learned how to estimate how much money you will need to
start abusiness, as well asthe government agency that will help you find the
money to start the business. This government agency is called the Small
Business Guarantee Fund Corporation, or the SBGFC.

Record keeping is an important part of running a business. You learned
that records are important because they provide you with the information that
you need. You don’t have to worry about forgetting things when you have
records, because al the information about your business is written down.

Finally, you learned about the importance of quality customer service. In
Lesson 2, you learned that quality customer serviceisvery important when
running a business. You learned that the customer is the most important part of
any business, and that you should develop the habit of giving good quality
products and services to your customers. If you can develop these good
habits, you will be one step closer to making your business a success!
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1%} What Have You Learned?

Did you enjoy learning about the important things you need when you
want to set up abusiness? Why don’'t you check how much you learned from
this module? Do the exercises bel ow.

A. Insidethe box arethe different sections of a business financial plan.
In the blanks, write down the five sections of afinancial planin order
and give a short explanation about each section.

4 )\

Financid Analysis Total Project Cost
Sources of Funding Major Assumptions

Financia Statements
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B. Nameat least five things you need when you are computing how
much money you will need to start a business. Write your answersin
the blanks bel ow.

1.

2.

C. Freddy wants to put up a small business. He has a good idea, but he
doesn’t have enough money to start it. What government agency can
he go to for assistance? Give the complete name of this government
agency and explain how it can help Freddy get the money he needsto
start his business.

D. A friend of yoursjust set up a business. When you went to visit, you
saw that your friend does not keep any records of her business
transactions. How will you explain the importance of keeping records
to her? Write your answer in the blanks bel ow.
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E. Complete the words below. Each word describes something that you
should record when running your business.

1. A P
2. A R
3. EX

4. G S

F. Below aredifferent situationsfollowed by different ways of reacting
to such situations. Choose the one that shows good customer service
and quality products. Think about which answer gives the best quality
or service to the customer. Encircle the letter of the best answer.

1. A customer comes to you for help with a defective product that
he bought from you. How will you respond?

a.  Youwill tell himthat it isnot your problem anymore.

b. Youwill ask him what the problem isand apologize for the
Inconvenience.

c. Youwill ignorehimtill he givesup and goes away.

2. You own acarinderia. One day, your supplier offers you some
ingredients at avery low price. She says they are cheap because
they are her old stock and are no longer fresh. If you buy the
ingredients, you will be able to make more profit, but you will not
be serving food with fresh ingredients. What will you do?

a.  Youwill not buy theingredients.
b. Youwill buy theingredients and use them right away.

c. Youwill only buy some of theingredients.
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3. A customer pays you with aP1,000 bill but the product she
bought amounts only to P150.00. Since you do not have enough
change yet, how will you react?

a.  Youwill show your irritation to the customer by frowning
and acting irritated.

b. Youwill apologizeto the customer for the inconvenience and
try to look for change if you can.

c. You will ask the customer what she or he wants you to do.

4. You put up asmall business of making T-shirts. You won a
contract to supply 5,000 T-shirts. What will you do?

a. You will usethe best materials you can afford and sew the
T-shirtsvery well.

b. Youwill usethe downpayment to buy atelevision
or karaoke.

c. Youwill try to increase your profit by using the cheapest
materials you can find but without considering the quality.

5. You want to make quality products and services a habit. What is
the best way to do this?

a. Do not care about your customer.
b. Alwaystry to make as much profit as you can.

c. Alwaysmake an extraeffort to give your customers the best
product or service that you can give them.

How did you do? You can check your answers with those in the Answer
Key on pages 49-51.

If you were able to answer all the questions correctly, that’s very good!
That means you learned a lot about the important things needed to set up and
run a business. You can now move on to the next module.

If you had some mistakes, don’'t worry. Just study the parts of the module
you did not understand very well.
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54 Answer Key

Let’'s See What You Already Know (pages 2-5)

1. (d) Total Project Cost describes how much money you will
need to start the business.

2. (a)

3. ()

4. (f)

5. (h)

Major Assumptions refers to assumed prices, figures and
other thingsthat you placed in your financial plans.

Financial Analysis describes the relationship between each
of thefinancial figuresinyour plan.

Sour ces of Funding explains where the money to be used
for the business will come from.

Financial Statements shows you how much you expect to
make over the next several months.

You should have checked the following:

_4

1.
2.

© N o O

Payment for license to operate the sari-sari store.

Calling friendsin other countriesto tell them about the
store.

Buying theinitial inventory of goodsto be sold in the
store.

Setting aside an amount for credit purchases or
listahan.

Deciding whether the store has been profitable or not.
Estimating the cost of the utilities.
Estimating the cost of constructing the store.

Keeping the costs of the store very low.
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C. 1. Thename of the government agency created through Republic
Act 8289 is called the Small Business Guarantee Fund
Corporation (SBGFC).

D.

2. When you apply for aloan, you must make sure that you have a
well-written financial plan that they can review.

It isimportant to keep accounting records so that when you need the
information, you can easily find it. Sometimesyou will need
information about your businessin order to apply for aloan, to pay
taxes, or to find out how your businessis doing. You also don’t have
to worry about forgetting such information.

1. (@

2. (d)

3. (b)

4. (f)

5. (¢

6. (9)

Gross Salesis the total amount of money you received
from your customers. It is the total amount that was paid by
customers for the products or services you sold. This also
includes the customers who bought things and promised to
pay you later on.

Expenses is the amount of money that you spend to keep
your business running. Thisincludes the cost of your
products, the utilities you pay for, and salaries paid to your
employees.

Total Assetsisthe total value of all the assets of the
business. This includes the equipment, the cost of
constructing the building, the cost of the products you have
in stock, and the amount of cash available.

Accounts Receivable includes how much is sold to

your customers on credit, or lista. This includes the names
of those who promised to pay you, as well as the amount
they owe you.

Total Liabilitiesincludes the amount that your business
owes to other people. Thisincludes salaries that have not yet
been paid, credit given by your suppliers, and bank loans.

Owner’s Equity includes how much money each owner of
the business has invested. It includes the names of each
owner and how much each has invested in the business.

43



F

G.

You can make quality products and services a habit by always making
an extra effort to give your customers the best that you can give them.

When you have poor quality products, customerswill feel that they
arewasting their money if they buy from you.

When you have good quality products, customerswill surely buy
from you again. When you sell good quality products and services,
you are giving your customers the best you can give them.

. Lesson 1

Let's Sudy and Analyze (page 9)

1. Naidaneeded to write down her financial plan because she wanted
to apply for aloan for the business she wanted to set up.

2. Thegovernment agency that Naida mentioned isthe Small
Business Guarantee Fund Corporation or SBGFC. This
government agency was created through Republic Act 8289 to
help those who want to start a business. The SBGFC helps small
business owners find money to start their businesses.

3. Itisimportant for abank or organization to carefully review those
asking for aloan because they have to be sure that the person or
business owners borrowing the money will be able to pay back
the money they borrowed.

Let's Try This (pages 18-19)
A. 1. Maor Assumptions
2. Total Project Cost
3. Sources of Funding
4. Financial Statements
5. Fnancid Analysis

B. Republic Act 8289 is otherwise known as the Magna Carta for
Small Industries.



C. Theagency that was created through this Republic Act which
would help small business owners find money for their business
is called the Small Business Guar antee Fund Cor poration.

Let's Sudy and Analyze (pages 20-21)
Your answers must be similar to these.

1. When Violy arrived, Naida was completing the records for her
business.

2. Naidawanted to develop the habit of completing records because
when her business gets bigger, she will have ahard time keeping
track of everything going on in the business. She wanted to have
al theinformation where she could easily find it.

3. Violy readlized that it isdifficult to remember everything about
abusiness. Sherealized the importance of keeping orderly
records to facilitate generation of data and information and to
keep track of the progress of the business.

Let's Try This (pages 23-24)

1. Herearethesituationsin whichyou might need information about
your business:

¢ you need to apply for aloan;

¢ you have to find out how much taxes you should
pay; or

¢ you want to know how your business is doing.

2. Itisimportant to keep orderly records of your business so
that you can find the information you need easily. You also
don’t have to worry if you cannot remember some things,
because they are written down and put in a place where
you can easily find them.
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Let's See What You Have Learned (pages 24-26)
A.

Major Assumptions This describes how much money
you will need to start the business.

Sources of Funding Explainsthe prices, figuresand
other thingsthat you will base
your financial planson.

Financia Statements This describes the relationship
between each of the financial
figuresinyour plan.

Total Project Cost Explains where the money to be
used for the business will come
from.

Financial Anaysis This section shows how much you
expect to make over the next
months.

B. SBGFC means Small Business Guarantee Fund Corporation.

C. The SBGFC ishelpful to small businesses because it guarantees
the loans of small businesses from commercial banks. Thisway,
it helps business owners find money for their businesses.

D. You should have checked the following:

1. Theamount that you will giveto your customers as
discount.

4

2. Any equipment that you will need for your business.
3. Thecost of applying for aloan one year after you open.
4 4. Thecost of your initial inventory or raw materials.

4 5. Thelegal feesor the licenses needed to start the
business.
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E. Thesentenceisnot correct. It is very important for you to keep
records of your business so you can easily find the information
when you need it. When you write things down and keep orderly
records, you don’'t have to worry about forgetting things,
because you can easily find the information that you need.

F. Herearethe things you should record when you have a business:
¢ thebank papers for the loan you got;
+ thelicense and legal papersyou got for your business;

¢ your bank passbook or other bank documents or account
information;

¢ thereceiptsyou issued or the receipts for items you paid
for;

¢ receiptsfrom paying utilitieslike el ectricity, water and
telephone services,

¢+ thesaesfor the day;
¢ the purchases made by your customers on credit;
+ themoney you paid out for expenses or other items; and

+ theinventory of al the productsin your store.

C. Lesson 2
Let's Try This (pages 29-30)

A. The better reaction is shown in Picture 1. If you have
defective items you should no longer sell them, because you
would be giving your customers products that are of poor

quality.

B. Hereisasampleanswer. Your answer should be similar to
this:

| would feel very disappointed if | bought a product of poor
quality. | probably would not buy from that store again.
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Let's Try This (pages 31-32)

Your answers should be similar to these.

1.

Delia should put down the phone and attend to her customer first
before attending to her friend’s phone call. She should apologize
to her customer for making him/her wait.

Evenif Deliais not in agood mood, she should still be niceto
her customers. She should alwaystry to have a pleasant attitude
when dealing with her customers.

Even if the customers do not have exact amount for the things
they bought, Delia must not get angry with them. Instead, she
should apologize for not having enough change. If she can, she
should try to look for change for the customer.

Deliashould ask politely what the complaint isall about. She
should welcome comments or feedback from customers
because these are information that she can use to improve her
customer services.

Let's Sudy and Analyze (page 33)

Your answers must be similar to these.

1. Mang Domeng used cheap materials because he wanted to make
more profit in the shortest possible time.

2. They had to be repaired again. The vulcanizing patch was of
poor quality, so it did not last long. The customers had to bring
back the tires for more repair.

3. The customers would probably not go to Mang Domeng
anymore because he did not give them quality service.

Let's Try This (pages 34-35)

Below are sample answers. Your answers should be similar to these.

1. | wish Mang Domeng would do agood job. He should give the
best service and materials because heis charging avery high rate.

2. 1 would make surethat | will use good materials and that |

will fix thetires very well so that my customerswould not
complainlater on.

You can discuss your answers with afamily member, afriend, or with
your Instructional Manager or Facilitator.
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Let's See What You Have Learned (pages 35-36)

A. You should have checked the following:

4 1. Thesaledady smilesand greetsyou.

2. When you want to buy something, you have to wait for a
long time before you can get assistance.

3.  When you buy adefectiveitem, they will replaceit and
apologizeto you for the inconvenience.

4. They make sure that the servicesthey provide are of
good quality.

5. They make you look for change because they do not
have enough change.

B. Your customerswill not be happy if you do not provide them
with good quality products and services. They will feel like they
are wasting their money and they will probably not buy from you
anymore.

C. You should always make an extra effort to provide your
customers with the best that you can give them.

D. What Have You Learned? (pages 38-41)

A. 1

Major Assumptions explains the prices, figures and other
things that you will use as basisin the preparation of your
financial plan.

Total Project Cost describes how much money you will
need to start the business.

Sour ces of Funding explains where the money to be used
for the business will come from.

Financial Statements shows how much profit you expect
to make over the next several months.

Financial Analysis describes the relationship between each
of thefinancial figuresinyour plan.
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E.

F.

Here are the things you need when you are computing how much
money you need to start a business:

¢

payment of licenses or any legal feesfor setting up your
business;

any amount you must pay for rent;
the equipment you must buy for your business;

the salaries or wages of the personnel for thefirst threeto six
months of running your business;

theinital amount you must pay for your inventory of goods
or raw materials;

the amount you will pay to cover the cost of electricity or
other utilitiesliketelephone and water; and,

any other expenses that you might not expect. You can
also call this miscellaneous costs.

You can tell Freddy about the Small Business Guarantee Fund
Corporation or SBGFC. This government agency helps small
business owners to find money for their businesses.

You can tell your friend that it is very important for her to keep
records of her business so she can easily find the information
she needs. When she writes things down and keep orderly
records, she doesn’t have to worry about forgetting things
because she can easily find the information that she needs.

1. Accounts Payable 3. Expenses

2. Accounts Receivable 4. Gross Sades

1. (b). Itisnot the customer’s fault that she/he bought a

defective product. You should remember that you have
to give the best you can giveto your customers, so you
should apologize for any inconvenience and do what you
can to help her/him.
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2. (a).

3. (b).

4. (a).

5. (c).

You should not buy the ingredients because they are not
fresh. Your customers might get sick if you use
ingredientsthat are not fresh or ingredients that may even
be spoiled. Remember to give your customers the best
you can give them.

Remember that you are supposed to serve the customer
and try to give the best service you can give. This
includes simplethingslike having enough changeto give.
You should not get mad at your customers or show
irritation, becauseif they feel that they are not welcome,
they will not come back to you again.

Since you should aways do the best that you can for
your customers, it isimportant that you make the
T-shirts with the best materials you can afford. You
should aso make the T-shirts very durable so they will
last long. Remember that the person who will use the
T-shirt isaperson, just like you, who would aso like to
have a product of good quality.

The best way to make the provision of quality products
and services a habit isto always make an extra effort to
give your customers the best products or services that
you can. If you make provision of good quality a habit,
you will not lose customers. With this, you gain not only
more money but also more friends.
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&, Glossary

Accountsrecelvable Thisisthe amount of money owed to you by your
customers; sales made to your customers on credit or lista

Customer service The habit of serving your customerswell and giving
them the best that you can give them

Expenses The amount of money that you spend over a certain period of
time to keep your business running; includes the cost of your
products, the utilities you pay for, and salaries paid to your
employees

Major assumptions A sectionin afinancial plan that explains the prices,
figures and other thingsthat you will base your financial planson

Financial statements A section in your financia plan which shows how
much you expect to make over the next several months

Financial analysis A section in your financial plan that describes the
relationship between each of thefinancial figuresinyour plan

Gross sales Thisis the total amount of the goods or services you sold
to customers. It is the total amount of money you received from your
customers. This also includes the customers who bought something
from you and promised to pay you later on

Net income The amount of money you actually earned; can be obtained
by taking the Gross Sales and subtracting the Expenses

Owner’sequity Thisincludes how much money each owner of the
business has invested, the names of each owner, and how much each
has invested in the business

Product quality Thisishow well a product is made; a product of good
quality attracts more customers

Total assets The value of al the property and cash of the business,
includes the equipment, the cost of constructing the building, the cost
of the products you have in stock, and the amount of cash available

52



Total liabilities Thisincludes the amount that your business owes to
other people, salaries that have not yet been paid, credit given by your
suppliers, and bank loans

Total project cost A section in the financial plan that describes how
much money you will need to start the business

Sour ces of funding A section in the financial plan that explains where
the money to be used for the business will come from

Small Business Guarantee Fund Corporation or SBGFC The
government agency that helps small business owners find money for
their businesses
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