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This is an interview with founder/president of Billings’ Vending Service, Scott Billings. Below are eight question asked to Mr. Billings and a basic summary of his business.

1. “What are your education and experience qualifications?”

Mr. Billings attended and graduated from Limestone High school in his home state of Maine. Upon graduation, he attended the University of Maine for two years getting a minor in business. Then he transferred to York University and achieved his bachelor’s degree in business management. Aside from your basic teenager summer jobs and working at an amusement park for four years during high school and college, his job experience was comprised of four years in the Bonton Retail Management Program as an Assistant Manager and Buyer.
According to Gitman and McDaniel (2008), about 500 executives, while working at their current place of employment, used their working experience to develop the idea for their business. “Starting a firm in a field where you have experience improves your chances of success” (Gitman & McDaniel, 2008, pgs. 184-185).
2. “What does your job entail?”

“I wear many hats,” said Mr. Billings when asked to describe his job. Basically he told me that he gets to be an owner by meeting with clients and salesmen, a manager by overseeing five employees, an accountant by keeping the books and managing the bills, a service technician by fixing the vending machines and programming new software into the machines, and a driver by driving his own routes when needed. He actually drove all of his own routes by himself during his first ten years as the owner.

One of the major disadvantages of owning your own business is the personal time commitment. A privately owned business requires massive amounts of time and personal sacrifice if you want to be successful according to Gitman and McDaniel (2008).

3. “Tell me/us about your business.”
Mr. Billings owns a full line vendor service. This means that he provides a service (convenience food and drink) through snack, drink, hot beverage, and sandwich machines with five percent of his business being office coffee service. He provides these services to places such as hospitals, private businesses, manufacturing industries, schools, break rooms, and retail stores. He also fills and services over 400 machines (roughly 1.6 million dollars in machinery) within a twenty-five mile radius of Selinsgrove, Pennsylvania.

Essentially, according to Gitman and McDaniel (2008), Mr. Billings is helping to the United States’ standard of living and quality of life by providing a service in which customers are given a fair price and satisfaction.

4. “How does your company address the following business concerns?”
A. Meeting customer’s needs

B. Staying competitive in today’s market

C. Using technology in your business

D. Motivating employees

E. Ethical corporate behavior in business/community/customers 
A. Mr. Billings uses surveys and basic communication between drivers and clients to determine what is wanted in the machine. “The customer’s satisfaction is number one with retention being number two. By making the customer happy with your services and products, they will want to stay with you,” said Mr. Billings.


According to Gitman and McDaniel (2008), Mr. Billings is using relationship marketing by trying to “forge long-term partnerships with customers” (p.375). 


B. Basically Mr. Billings uses a combination of excellent customer service, good prices (on the lower side of the competition), updated and aesthetically pleasing machines, good employees, and basic employee retention in order to compete in today’s market. 

As Andrew Grove said according to Gitman and McDaniel (2008), “You have to understand what it is you are better at than anybody else and mercilessly focus your efforts on it” (p.377). In this case, Mr. Billings is focusing on customer satisfaction.
C. Without technology, Mr. Billings would have no business. First of all, the machines themselves are one big technological conundrum. Every time the currency changes, the machine needs to be reprogrammed to recognize the new design, and there is a growing desire for machines you can swipe your credit card with. Also, through the use of office computers, Mr. Billings does his payroll, billing, and keeps his employee records.

“Advances in technology are changing the marketing landscape” (Gitman and McDaniel, 2008, p. 424). “New machines that improve productivity and reduce costs can be one of a firm’s most valuable assets” (Gitman and McDaniel, 2008, p.38). Technology is creating change!
D. Mr. Billings uses what he calls “touches” in order to create a relationship between himself and his employees. Basically these “touches” are daily communication about something outside of work that the employee is interested in, sports, politics, and etc. Mr. Billings feels that the workplace is one third of an employee’s life, so why not make it somewhat enjoyable. He uses benefits and team bonding trips in order to build those relationships. His employee benefits include: Medical insurance, vacation time, holidays off (six), personal days, retirement fund, free coffee and snacks, and Christmas parties with a bonus. Sometimes an employee will have special needs, so Mr. Billings will give more of one benefit and take away some of another in order to help that employee with what he/she needs.

Personally I feel that Mr. Billings is applying a management system close to that of a combination of Elton Mayo’s Hawthorne Studies and Abraham Maslow’s Hierarchy of Needs. Basically by showing the employees what they do is significant and important all the while taking care of their other issues like safety and social needs (Gitman & McDaniel, 2008). This method gives the employees a new sense of respect for their management and themselves.
F. See Mission Statement.

Gitman and McDaniel (2008) define a mission statement as “a formal document that states an organization’s purpose and reason for existing and describes its basic philosophy” (p. 213). Basically it is a representation of a business’s long-term goals.

5. “What are the top two traits or skills every business manager should have to excel?”
Basically, Mr. Billings feels communication and overall honesty and integrity are the two absolute must have skills every successful business manager needs.

“Every day, managers and business owners make business decisions based on what they believe to be the right and wrong. Through their actions, they demonstrate to their employees what is and is not acceptable behavior and shape the moral standard of the organization. Personal and professional ethics are important cornerstones of an organization and shape its ultimate contributions to society” (Gitman & McDaniel, 2008, p. 72). Each and every person has different beliefs and ideas on what is right and what is wrong, but sometimes what you think may not always be the best for the business. It all depends on what kind of person you are ethically!
6. “What is the most difficult business situation you have been faced with in your position and how did you handle it?”

Mr. Billings’ actually had two situations that caused him trouble. The first was the balance between the family and the job early on in the business’s life. He dealt with that problem by realizing that without having that family connection, he would never be able to run his business. Sure he may lose working hours, but the time spent with the family made him a much better manager. The second situation was having enough capital around the third year. He was running low on money and his father actually gave him three thousand dollars in order to keep the business going.

According to Gitman and McDaniel (2008), one of the biggest problems for a private business early on is having enough financial capital to keep the business running. Usually the business will be “in the red” for the first two years or so of business. Also, the issue of personal time is stressed again here (Gitman & McDaniel, 2008).
7. “What do you enjoy most about your business career?”

Mr. Billings enjoys the whole “different hats” aspect of his job. He said that it provides him with a sense of job variability and it keeps what he does interesting and different. Also, he likes being his own boss and the flexibility that he now has.
According to Gitman and McDaniel (2008), direct control of the business is one of the advantages to privately owning your own business.

8. “With other corporations doing their best to ‘go green,’ how are you attempting to follow along with that concept?”

Basically, Mr. Billings attempts to recycle everything he possible can in his warehouse, especially the cardboard boxes that are constantly coming in. Other ways in which his business is contributing to the “going green” philosophy are the use of more energy efficient cooling and heating systems and the rerouting of deliveries in order to save gas.

This process of “going green” brings about the idea of business efficiency. Gitman and McDaniel (2008) define efficiency as “using the least amount of resources to accomplish the organization’s goals” (p. 210).
9. “Additional Information:”

Along with answering the questions, Mr. Billings also told me about some of the places that he has vending units. He has around 250 accounts and about 400 machines in places such as Walmart, Bucknell University, Susquehanna University, National Beef, Playworld Systems, Value City, CCX, Dicks, Professional Building Systems, and many others.

10. “Summary of the business:”

Upon entering the warehouse, I noticed a very warm atmosphere that just seemed pleasant. Before the interview, Mr. Billings offered me a drink and seemed very personable. After looking over his answers and just hearing him describe his business was enough to sell me. The passion he has for what he does is unparalleled by his competition. I believe his desire and ethical practices are the underlying source of his success. I feel he has a very good business which will grow. It already has (went incorporated in 2004) grown substantially. If I were a business, I would definitely go to him for any needed vending machines, and as an employee, I would definitely want to work for Mr. Billings. He creates an environment in which an employee can work, be educated, be motivated, and have fun doing it all. I would give Billings’ Vending Service Inc. a ten out of ten!!!
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