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Finding Success Through Pain Reduction
The Home Fridays Model

by LOWELL LAMBERTON of Central Oregon Community College and BRIAN SHAWVER of SecurityPros  

One of the most e� ective sales 
techniques we have run into 
is the approach that identi� es 

areas of “pain” in the potential custom-
ers’ lives.  Think to yourself, “What ar-
eas of discomfort can my company re-
duce or eliminate altogether?” To gain 
more speci� cs, ask your would-be cus-
tomers, “What do you � nd frustrating 
when dealing with companies that of-
fer ______?”  (Fill in the blank for your 
product or service.) Find an intense 
area of pain that your company can 
cure, and you will have an eager sale, 
with repeat business just waiting to 
happen.  Let us share a local example:

Home Fridays is more than just a 
house-sitting business.  It is a com-
pany that is built almost totally on 
selling piece of mind to people who 
are out of town or who own second 
homes. The idea came to Shannon 
Bassett when she was having prob-
lems with her own second home. One 
winter night, she and her husband ar-
rived back in Bend rather late during 
a snowstorm.  The company that had 
been contracted to clean the leaves 
and pine needles out of the gutters 

had not done the 
job.  With a heavy 
snowfall on the 
way, the gutters 
promised to be 
a mess unless 
something was 
done right away.  
Both weary from 
a long road trip, 
the couple had 
to get out their 
stepladders and 
clean the gutters 
themselves.

Later that evening, Shannon started 
thinking, “What if someone owned a 
company that would make sure things 
like this never happen?”  A few months 
later, Shannon owned that company. 
Its name, Home Fridays, was a take-o�  
on weekend travelers and the peace 
of mind they can now have knowing 
that someone who cares is there on 
Friday—or on whatever other day of 
the week help is needed.  This compa-
ny takes care of any detail the owner 
wants, including yard maintenance, 
maid work, minor repairs—whatever 

needs attention.  
They’ve even been 
known to stock the 
refrigerator with 
selected good-
ies just before the 
customer’s arrival. 
Talk about pain re-
duction!

At least once 
a week, some-
one from Home 
Fridays visits the 
customer’s house, 
checking for ev-

erything from break-ins to frozen 
pipes.  The company then sends regu-
lar reports to clients, along with pho-
tographs to reassure them that the 
place still looks great.  They even start 
and drive cars regularly, to keep them 
in running condition.  When a security 
alarm system rings, they are the � rst to 
be called.

Home Fridays sells peace of mind, 
responding to a need for pain elimina-
tion that nobody else had thought of 
ful� lling.  The entire operation is built 
on top-notch customer service, ser-

vice you can always depend on.  
What is your version of this story?  

What can you do to identify an area of 
pain in a potential customer and elimi-
nate it with your superior service?  

By the way, doesn’t it follow with 
reasonable logic that a painful period 
of time, such as the current slump, 
might produce even more than nor-
mal opportunities for such pain re-
duction?  To make this approach work, 
you need only two factors: the ability 
to notice and track pain when you see 
it, and a little creativity in forming 
your solutions.  Just ask Shannon Bas-
sett.  Pain reduction is working well 
for her—and for her many happy cus-
tomers who are trying to remember 
how they ever got along without her 
company’s services.

Lowell H. Lamberton is professor of 
management at Central Oregon Com-
munity College.  You may reach Pro-
fessor Lamberton at 541/383-7714 or 
llamberton@cocc.edu.  Brian Shawver 
can be contacted at 541/330-0404 or 
brian@securitypros.us.  You can contact 
Shannon Bassett’s at Shannon@home-
fridays.com.
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PDX Rovers Opens Branch in Bend
PDX Rovers, Portland’s indepen-

dent Land Rover Service Center, 
serving Oregon and Southwest 

Washington Land Rovers since 1991, 
opened a branch in Bend. The new 
state-of-the-art service center known 
as Bend Rovers, located at 1129 SE Cen-
tennial # B (corner of Reed Market and 
Paiute), opened May 1. 

Expanding Land Rover Repair 
Services to Meet Growing Demand

In a March 2009 Washington Post
article, car columnist Warren Brown 
cited R.L. Polk vehicle registration data 

showing that 75 percent of all Land 
Rover vehicles sold in this country 
since Land Rover's 1989 U.S. introduc-
tion remain on the road. That’s impres-
sive data but not surprising to Land 
Rover owners. Bend Rovers wants to 
be the preferred source for keeping 
Oregon Land Rover owners’ on the 
road for a long, long time. 

The Bend Rovers team specializes in 
all Land Rover brand vehicles includ-
ing the Discovery I and II, Range Rover, 
Range Rover Sport, Defender, Freeland-
er, LR2 and LR3. Whether a Land Rover 

needs routine maintenance or repairs, 
Bend Rovers’ extensive knowledge and 
experienced sta�  is ready to service all 
Land Rover needs by providing a pro-
fessional and modern facility, out� tted 
with the latest technology; the Land 
Rover factory computer diagnostic sys-
tems (T4/T5 TestBooks) and the Land 
Rover technical service database. 

“By opening a branch in Bend, PDX 
Rovers is accommodating requests 
from our already existing Central Ore-
gon customer base. These folks are loy-
al customers, and have driven to Port-

land for their service needs. Now they 
no longer have to make the trek to our 
Portland facility to maintain their Land 
Rover vehicles,” said owner and opera-
tor Francis Watson. 

“Furthermore, with the addition of 
Bend Rovers to the Central Oregon 
community we hope to make it easier 
for people to consider owning a Land 
Rover vehicle knowing there is profes-
sional and capable service available,“ 
continued Francis Watson. 

Information: Elsa Hansen at elsa@
pdxrovers.com or 503/358-6190.

Beyond 360 Degree Surveys
by ANN GOLDEN EGLÉ, MCC

It’s going to be better this time, much 
better, Nicholas told himself as 
he approached his fourth profes-

sional endeavor in as many years.  He 
was climbing the ladder quickly with 
each new company yet job satisfac-
tion did not accompany these early 
successes.

Reflecting back, Nicholas observed 
that previous 360 degree surveys 
(surveys seeking feedback from those 
above, equal to and below him) were 
surprisingly consistent with each of 
his prior three firms. 

Those who worked with Nicho-
las suggested that he was guarded 
which made it hard to trust him; 
somewhat insensitive which didn’t 
encourage open communication and 
disconnected to the affect he had on 
others. 

Nicholas gave little credence to 
these surveys, not truly caring about 
what others thought of him.  In his 
newest position, however, he was 
asked to participate in something 
new--an Emotional Intelligence (EI) 

Assessment.
Equally intrigued and re-

luctant he agreed to take 
this assessment as it was a 
job requirement. He would 
jump through any hoops 
to get ahead.

What Nicholas discov-
ered surprised him. The 
EI report reflected what 
was going on inside 
of him during times of 
stress, his emotions.  He 
learned that his emotions 
guide his behavior, his perceptions 
and experiences.

Nicholas learned that he was ‘nega-
tive’ focused; acted before thinking 
things through; jumped to emotion 
of ‘fear’ more often than ‘joy’ and en-
joyed working independently when 
collaboration may better serve cer-
tain situations.  

On the positive side Nicholas 
learned that he is more empathetic 
than he realized and that if he checked 
his gut (inner knowing) more often 

he is typically accurate.
Even better news for 

Nicholas was that he can 
move from one emotion 
to another.  In times of 
stress he has a rainbow 
of emotions from which 
to select.  

He can go from his 
familiar stance of inde-
pendence: “Stand back, 
I can handle this on my 
own” to collaboration 
“I’m a little stuck here, 

what’s your take on this?”  
If jumping into action too quickly 

doesn’t serve him, Nicholas can learn 
to step back and think things through, 
testing alternative approaches to be 
less reactive.

Emotions provide invaluable infor-
mation. The key is to acknowledge 
what you are feeling in the moment…
and then choose the best emotion for 
the situation.

For example, anger tells us how 
much we care about something.  Mov-

ing through anger provides positive 
action.  Anxiety tells us something 
isn’t just right and it ultimately pro-
vides clarity.  Joy provides confidence 
and a zest for living.

If leaders are not emotionally aware 
it will have a dramatic affect through-
out any organization.  Nicholas found 
satisfaction in his fourth endeavor, 
climbed slowly to the top and is now 
a contributing, respected member of 
the executive team.

Fascinated with this topic?  Daniel 
Goldman, the pioneer in EI research, 
has written many books on EI.  If you 
are interested in taking an assess-
ment locally contact me.  I am certi-
fied to administer Emotional Intel-
ligence Assessments and can testify 
that they can be career changing.

Ann Golden Eglé, MCC, president 
of GV&A, Coaching for Success has 
coached high-performance lead-
ers and executives since 1998.  Ann 
can be reached at www.GVAsuc-
cess.com, Ann@GVAsuccess.com or 
541/385-8887.

Ann Golden
Eglé
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