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It was a great day for Gobindapura. Streets were crowded with people 

and vehicles. Everyone was busy either in their work or in shopping. But, 

it was again a very bad day for Bada Babu and his PONNI SUPERMARKET. 

Sales of his store were dipping every day. Every new day recorded new 

lowest sales ever. Bada and his assistant Chotta Babu tried everything 

they know to improve sales. Their store was in the heart of Gobindapura 

town. Customers were ready to spend money for good quality and best 

service. But, the store was struggling with manpower shortage and other 

issues.

On that day, till noon only around ten customers came and the average 

bill value was also too low. The stock, which came last day, was cluttered 

in the store. Except Bada Babu only two guys showed up that shift. At that 

time an old lady came to their store with her grandchild. But, at that 

moment there were nobody to attend and assist that old lady.

When the lady approached the counter, Bada Babu came for billing. The 

lady asked, “Where is your Manager?”

“Madam, I am the Manager.” Bada Babu told.

“Why there's nobody else in the store?” the old lady curiously asked. 

“Many of our staff is on leave today.” Bada Babu replied.
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“Leave or absent?” old lady asked with a smile. 

Before Bada Babu finds answer the old lady continued. “Whenever I have 

free time, I am vising your store since its launch. Always there's nobody in 

the store to assist customers. It seems your biggest problem is finding and 

keeping right manpower. Am I right?”

Bada Babu nodded his head in agreement.

“I think, this is also a problem for the other retailers in this city. Is there 

anyone in your company who seems to have solved this problem?” Old 

lady asked

“What do you mean Madam?”

“See dear boy, if there is anybody in your company or in this city, who has 

solved this problem, then it's easy for you to learn from them and resolve 

your problems.”

“I don't know Madam.” His helplessness was perceptible in his face and 

reflected in his voice. “We tried everything to save this store. 

Management is thinking to close this store. Everybody is asking sales. 

Nobody is ready to listen our problems.” His voice was panic and it carried 

his frustration. 

“Don't worry my boy. Be bold. Bad times are common in everyone's life. 

But it will be followed by good times. Just consider bad times as an 

opportunity to rejuvenate yourself. Scrutinize the reasons for your bad 

time. The answers will help to quickly move to good times.” Old lady said 



like a philosopher.

“Advice, advice, advice. Everyone is showering lots of advices. But, 

nobody is ready to help me to frame some strategies to solve my issues.” 

He did not hide his anger.

“I really impressed by your openness. I am Pyari Mathaji. I am running a 

restaurant in the 7th cross road. If you can come and meet me at my 

restaurant I will try to help you to some extent.”

Bada Babu lost his breath. He was talking to Pyari Mathaji, who is running 

the most popular Gyan Restaurant chain. She is very successful and 

people used to talk about her leadership qualities. Management students 

were regularly visiting her restaurant to meet her and learn from her. But, 

it was too difficult to meet her. When he was a management student, two 

or three times he tried to meet her for his class but failed. Now, that very 

busy Mathaji is offering him help. He couldn't believe what is happening. 

“Hallo dear what happened?” Mathaji enquired.

He realized it was not a dream. “When I have to come Madam” he asked.

“Tomorrow is Friday. Tomorrow 3 pm”. 

“Thank you Madam.” His mind craved to thank Mathaji for giving him that 

opportunity, which he tried earlier in his life. But, words not came from 

his mouth. 

When Chota Babu came for duty Bada Babu told him about that very 

05

Retail Punchtantra



special customer and their opportunity to learn from her experience. 

Chota Babu was not optimistic. But, he felt Bada Babu's excitement.

That night was a Shivarathri for Bada Babu. He tried to sleep. But, dream 

of wonderful tomorrow kept him awaken throughout that night.
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That night Bada Babu could not sleep a wink. A dream of a wonderful 

tomorrow was keeping him awaking. He expected some miracles from 

Mathaji to turnaround his store and career.

When he started snoring, his pessimistic self started to talk to him. 

“Why are you so crazy about meeting Pyari Mathaji? What are you going 

to get from her? Same old gyans…set goals, planning, execution, 

perfection, smart work. You attended so many trainings, read so many 

self-help books. What happened? Its effect remained only for few days. 

Then again you wandered to the same old track. So why are you bent on 

again wasting your time?”

Bada Babu thought, “He is right. What the change Pyari Mathaji is going 

to make in my career and in my life? Nothing or very little. So, I need not 

be excited about meeting her.”

Suddenly his guardian angel appeared. “Why do you become pessimistic? 

Be hopeful. Believe in your ability to change your own destiny. Trust in 

somebody who can help you to change your destiny.”

“Once Art Zorka, a magician and speaker from Atlanta was flying along 

with boxing legend Mohammed Ali. During the travel Art asked him, 

“Champ, I speak to audiences all the time. Would you tell me what the 

greatest lesson you've learned from life is, so I can share it with people?”

Ali thought a moment, and then said, “It was January 28, 1964, in Miami. I 

was Cassius Clay fighting Sonny Liston for the heavyweight title. He was 

the strongest man I'd ever fought. Every time I hit him, it hurt me worse 
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than it did him. I gave him everything I had”.

“When the sixth round ended, I was completely spent. I couldn't even 

raise my arms. I couldn't even stand up to go back into the ring. 'I'm going 

home!' I told Angelo Dundee, my trainer and boxing cornerman. 'I'm not 

going back in there!'”

“Hearing this Ali explained, “Angelo Dundee pushed his upper body into 

the ring and screamed at him to get ready to go in, only to get a refusal.” 

“I can't do it. I'm going home!” 

Then the bell rang. Dundee pushed Ali and screamed, “Get in there and 

don't come out until you are the heavyweight Champion of the world!”

Because of Dundee's screams, Ali struggled to his feet. 

The rest is history. Sonny Liston didn't answer the bell, and Ali became the 

champion.

Hearing this, Art anticipated that Ali's lesson was “Keep on keeping on. 

Make one last effort. Get up every time you're knocked down “But that 

wasn't it. Making his point, Ali said, “The greatest lesson I've learned is to 

have someone pushing you and making you do things you don't think 

you can do!”

“A trainer appears when you are ready to get trained and disappears 

when the training is completed. But your cornerman, coach or mentor 

will accompany you always during your practice and performance. They 

are the people who can push you to do things which you think you 

can't”.
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“Beta, you must meet Pyari Mathaji. We don't know what she is going to 

give. But, hope. She may be the Mentor, the universe chosen for you”.

When his guardian angel dominated his heart, the pessimism vanished 

from within him. Bada Babu decided to meet Pyari Mathaji.

His snoring reached its peak.
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3. Pyari Mathaji &

Gyan Restaurant
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Even before 2 pm, he was ready to meet Mathaji. He gave instructions to 

Chota and left the store to meet Mathaji. On the way he bought a new 

notebook and pen. 2.30 to 4.00 was break time for Gyan Restaurant. 

When he reached, he was surprised by seeing Mathaji and her staffs were 

playing UNO, a card game. When she saw him, she signaled him to sit in 

the corner table. By 3 she finished her game.

“Good afternoon, Mathaji”, he rose from his seat and greeted as Mathaji 

approached.

“Please sit. How is the day my dear?” she asked.

“Ok Mathaji”. BadaBabu replied.

She sat opposite to him. He opened his notebook and wrote his name in 

the first page.

“Why note book? I am not going to give you tuition.” She kidded. 

“I have considered your situation. Your problem is a very common one 

today. Some die because of their problems; some live with their 

problems; some lives with their problems but succeeds; but very rare 

solve their problems and succeeds” said Mathaji.

Mathaji continued, “I am not a management guru to give you instant 

solutions. But, I am a granny, who likes telling stories. I will tell you 5 

stories and the lessons you learn from these stories will help you to 
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handle your problems”.

Bada was disappointed and it suddenly reflected in his face. He expected 

great management lessons from that old-timer. But she is talking like a 

granny, who tells story to her kids. 'She's going to waste my time', he 

thought. She read his mind. 

“Dear boy, can you expand POSDCORB?” she quizzed him.

He tried to recollect what he learnt at B-School, but didn't. His face 

became pale. 

“Don't worry boy. Now try to remember 'Twinkle…twinkle little star' or 

'Hare and tortoise story'” she told.

His face became bright, because still now he remembers what he learnt in 

the first years of his life. 

Mathaji told, “This is the power of stories. Stories and the lessons you 

learnt through stories will be with you in your grave.”

She continued, “My husband told me these stories just before he left us 

forever. At that time I was just 25 with two kids. Our business was in its 

initial days. Nobody was there to guide me. But, the stories he told guided 

me throughout my life to make our business successful. If you believe that 

these stories will help you to resolve your problems, then we can 

continue. Do you understand my boy?”

“Yes, I believe”, he nodded his head in agreement.
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“I am willing to tell you these stories under two conditions. First, after 

every story you will take 100 per cent efforts to apply it. Is this condition 

agreeable to you?”

“Yes Mathaji.”

“Great. Now is the second condition. Whenever you meet somebody with 

same problems, you should tell them these stories. Will you?”

“Yes Mathaji. I promise.”

“Good. Now that what we agreed, are you ready for the first story?”

“Yes, Mathaji. I am ready.”
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4. Hell or

Heaven
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Pyari Mathaji was not only successful business women but also a 

fabulous grandma and story teller. She reminded him his grandma and 

his childhood. He liked stories. But now he feels difficulty to find time to 

enjoy stories. 

Mathaji started the story. For her Bada Babu was just a kid like her 

grandchildren.

A young retailer dead and he had been taken to the court of Lord Yama 

for his final judgement. 

Chitragupta, Yama's assistant was verifying the virtues and sins of that 

young retailer. He was thunderstruck by seeing that his sins and virtues 

were equal. Chitragupta informed Yama. Yama had an idea. The young 

retailer was informed that he had a choice to decide where he spends 

his eternity: Heaven or Hell. 

The retailer was suspicious about that fabulous offer. When he was 

alive, he used to give great offers for near to expiry or non-moving 

products. So, he requested them to allow him to visit both places 

before taking decision.

He was allowed to visit both places, and then make his decision 

afterwards. 

“I'll see heaven first,” said the retailer and an angel led him through the 

gates on a private tour. Inside it was very peaceful and serene, and all 
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the people there were playing cards and eating grapes. It looked very 

nice, but the retailer was not about to make a decision that could very 

well condemn him to a life of musical produce.

“Can I see Hell now?” he asked.

The angel pointed him to the elevator and he went down to the 

basement where he was greeted by one of Satan's loyal followers. For 

the next half hour, retailer was led through a tour of what appeared to 

be the best nightclubs he'd ever seen. People were partying loudly and 

having a Hell of a time!

When the tour ended, he was sent back, where Chitragupta asked him 

if he had reached a final decision.

 “Yes, I have, “he replied. “As great as Heaven looks, I have to admit 

that Hell is better.” Suddenly, he was thrown into a cave, chained to a 

wall, and subjected to various tortures. “When I came down here for 

the tour,” he yelled in anger and pain, “I was shown a whole bunch of 

bars and parties and other great stuff! What happened? Chitragupta, 

you cheat”

Chitragupta replied, “Oh, that! That was just Visual Merchandising.”
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“This time, I am not going to ask you what you have learnt. In retail, 

visual merchandising can make your store looks like heaven. Beautiful 

VM, highly penetrated marketing and your brand will bring people to 

your store. But, what if your customer service is poor, aisles are 

cluttered and the products are covered with dust. Customers will say 

'Good bye' forever, because they have choices. So understand the 

elements, which are essential to make it heaven. First element is good 

customer service. Good customer service can always engage and retain 

the customers. Second is quality products and excellent display. Third is 

cleanliness and basic hygiene. It will make your store heaven”, Mathaji 

told.

She continued, “The choice is always yours. You can decide whether you 

need a store which looks like heaven or do you want to make your store 

a heaven. The first choice is very easy. But if you select the second one 

you need to take pain to make it and keep it a heaven for customer.”

“Now what is your choice?” she gave him the right to decide.

“I want to make my store heaven”, quickly he answered.

“Ok. You have one week time to analyze various things you have to do or 

to improve to make your store heaven. Refer the customer feedbacks. 

That will give you information on areas where you need to improve. Visit 

other retailers like customers and note the impressive things. When you 

come back next week this time come with your findings.”
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Before leaving their table for their evening businesses, Mathaji told.

“This is your first lesson..”

CREATE HEAVEN FOR

THE CUSTOMERS 

1tantra
RETAIL
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5. One

Among You
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That week, Bada Babu spent most of his time to find out ways to make his 

store a heaven. He read customer feedbacks, took opinion from 

customers and visited other stores. He realized manpower as the major 

factor. His attrition was too high. Inexperienced and untrained staff made 

his and his customers' life miserable. So, he realized the necessity to 

retain his people to make his store heaven. He wrote that in his notebook 

to discuss with Mathaji.

He was eagerly waiting for his next meeting with Mathaji and the day 

came. He reached at Gyan Restaurant on time. Before his arrival Mathaji 

finished her UNO. Before asking anything about his last week's 

assignment she started telling the next story.

During last phase of the business course a professor gave his students a 

simple quiz.

Students were very quick in finishing each question except the last one:

“What is the first name of the woman who cleans the school?”

Surely for students that was some kind of joke.

They had seen the cleaning woman several times.

She was tall, dark-haired and in her 50s, but how would they know her 

name?
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Students gave back their answer sheet, leaving the last question blank.

In retail, you must understand the importance of everyone who works 
with you from your security to housekeeping staff. Everyone is important 
in delivering superior service to the customer. Your security guard is the 
first and last person who meets your customer. If he is rude and reluctant 
to help the customer to keep her luggage in her vehicle, all your efforts 
will fail. 

Your truck driver's nasty look will irritate the customer. Customer will not 

consider him as outsider. For customer, he is also your employee. So 

everyone involved with your store must be responsible for delivering 

excellent service. 

You must build a team of customer service champions. To make a team, 

you must know them first. Care them, appreciate them, guide them and 

lead them to make your store heaven. When they feel they are cared, 

Just before class ended, one student asked if the last question would 

count toward their academic grade.

“Absolutely not,” said the professor. “But, answers of this kind of 
questions will decide your success in career and life.”

“In your careers, you will meet many people. All are significant. They 
deserve your attention and care, even if all you do is smile and say 
“hello.”

Students have never forgotten that lesson. They also learned her name. 
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appreciated and valued they will stick with your purpose. 

This is your second lesson.

“VALUE YOUR  TEAM MEMBERS.”

Seeing some doubts on his face Mathaji explained it, “By KNOWING 

THEM- know their strengths, weaknesses, problems and concerns, 

CARING THEM- whenever they need your support and guidance and 

APPRECIATING THEM- even for their small works you can value your 

team members.”

“Dear boy, let's review last week's assignment,” she told.

“To make my store heaven, I need to retain my staff and now I got the 
tips to retain them.” He was confident. 

“Great, go and try it. I will wait for you.”

Value Your

TEAM MEMBERS

2tantra
RETAIL
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A Stranger
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BadaBabu was rejuvenated. He got some tips to retain his employees. On 

the away back to store, he was thinking about ways to value them. So 

many wonderful words flooded to his mind. Thank you, Great, 

Wonderful, Excellent, Super, Beautiful….. He knew these words from his 

school days. But, he never used these words in his career. 

When he reached the store, he saw Chota Babu finished all works his boss 

instructed before he left to meet Mathaji. 

“Chota, you really did a wonderful job. Really I am lucky to get a colleague 

like you.” Chota was flabbergasted by the words of his boss. He thought 

Bada Babu lost his mental balance, because till that moment he was not 

appreciated by Bada Babu. But, he enjoyed that appreciation.

Chota Babu went to floor. His mind and face was full of bliss. He saw one 

of the CSAs was stacking stock. After spending some time to observe what 

he was doing, Chota started to praise that CSA. “Oh it's really great.”

There were only 3 CSAs in the store that day. Twice or thrice all of them 

were appreciated by Bada Babu and Chota Babu. While closing the store, 

everyone was happy, because they were appreciated. They all waited for 

next morning to shown up to store, perform well and to get appreciation 

again. Appreciation started doing wonders.

While walking to Gyan Restaurant, he evaluated their last week. It was 

their first ever week ever without any resignations or absconding. 

Moreover, the current staff brought their friends and relatives to work 

with them. Now, they are fully staffed. 
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When he reached Gyan, Mathaji was sipping a cup of tea. She poured 

another cup of tea for him and asked about the events of last week. He 

narrated everything to her with great enthusiasm and confidence. 

“So, you learnt to manage your people. Great! Now you are going to learn 

the way to lead your people.”

“Who is cleaning your store washroom when your housekeeping lady is 

on leave?” Mathaji quizzed.

“Nobody, she will do it when she comes back.” He told.

“So, in your store everybody is doing only whatever is delegated to them. 

Why are you not cleaning the washroom?” she asked.

Her question irritated him, but he didn't express it. He said, “I am a 

business graduate and manager. How will I do such works?”

“Ok. I will tell you the next story.”

Over 200 years ago, a man in civilian clothes rode past a small group of 

exhausted soldiers digging an obviously important defensive position. 

Their section leader, making no effort to help, was shouting orders, 

threatening punishment if the work was not completed within the 

hour.

"Why are you not helping these people?" asked the stranger on 

horseback.
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"I am in charge. The men do as I tell them," said the section leader, 

adding, "Help them yourself if you feel strongly about it.”

To the section leader's surprise the stranger dismounted and helped 

the men until the job was finished.

Before leaving the stranger congratulated the men for their work, and 

approached the puzzled section leader.

"You should notify top command next time your rank prevents you 

from supporting your men and I will provide a more permanent 

solution," said the stranger.

Later, the section leader recognized the stranger- General Washington 

and also the lesson he'd been taught.

“What you have learnt my boy from this story?” Mathaji questioned him 

like grandma.

“Rather than instructing to do, we should work with them.” 

“Yes you are correct,” she continued. “When you work with your team, 

they will treat you like one among them. You are their role model. They 

will do whatever they see. So you should give them the right example. 

Moreover, in retailing you can't demarcate your roles and 

responsibilities. You are responsible to do whatever is required to 

deliver superior service and to fulfil your commitments.”
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“I am giving you a new definition for management. Management is 

getting things done, whether it's done by others or yourself”

“Be an Example. Your team members will do what they see.”

“So, the third lesson is 

WORK WITH YOUR TEAM”

Work with

YOUR TEAM

3tantra
RETAIL
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ast week's lesson changed Bada Babu's life forever. He understood 

the way to lead his team by example. He decided to master that Lskill. Housekeeping lady was not shown up on that Friday. Without 

delegating the housekeeping work to anyone else, Bada Babu took the 

tools to clean the washrooms and back office. Suddenly others noticed 

what their boss was doing. They rushed to him and told him, “Sir please 

give me the broom. I will do it.”

He was happy in what was happening. Till one or two days back most of 

them were not even ready to mop the shop floor. Now they are fighting to 

clean the washroom. He experienced the power of lead by example. 

He told that incident to Mathaji. 

“Now you have mastered people. Now you have a team and you can do 

the business.”

A businesswoman had flown into Dallas for meeting a client. Her plan 

included a quick turnaround trip from and back to the airport. A 

spotless cab pulled up. 

The driver rushed to open the passenger door for her and made sure 

his passenger was comfortably seated before he closed the door. As he 

got in the driver's seat, he mentioned that the neatly folded Wall Street 

Journal next to the passenger for her use.

Driver then showed her several tapes and asked her what type of music 

she would enjoy. 
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She was flabbergasted. She never experienced such an experience 

anywhere. She was curious to know what made him Great Customer 

Service Champion. 

He was humble and was not clear about what made him great. But he 

told, “One thing I know for sure, to be good in my business I could 

simply just meet the expectations of my passengers. But, to be GREAT in 

my business, I have to EXCEED the customer's expectations!” 

“You might get the message my boy,” Mathaji said.

“Yes. GO AN EXTRA MILE IN CUSTOMER SERVICE

“You have to find out ways to surprise or engage your customers. If you 

want ideas from me, you have to pay,” she joked.

“Why hair dressers are keeping film magazines in their shops. Just to 

engage their customers who are waiting. Like that you will get ideas. Go 

and search.”
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GO AN EXTRA MILE

IN CUSTOMER SERVICE
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hen Bada Babu started his retail career, he used to conduct 

daily briefings. Later, like most of the retail managers he Wskipped briefings. But, on that day he convened briefing 

session. She shared the story of that extra ordinary cab driver of Dallas 

with his team members. He invited ideas from his team to go extra mile in 

customer service. Everyone was excited. They opened their hearts. Ideas 

were plenty. Bada Babu noted every idea in his notebook. 

One idea was celebrating birthdays of employees with customers. Chota 

Babu was celebrating his 24th birthday on that day. As per company 

policy Rs.200 was permitted for employee birthday celebration. They 

bought cake for Rs.100 and candies for the remaining. 

They arranged their extra cash counter for cake cutting and invited the 

customers on the floor to celebrate Chota's birthday. They kept candies in 

the POS counters and gave to the customers. It was a surprise and exciting 

experience for all the customers. So many customers appreciated Bada 

Babu for that initiative. 

It was just a beginning. Baba Babu and his team found out reasons to 

celebrate every day. Mostly low cost or zero cost initiatives. For 

customers, every shopping trip was a different and thrilling experience. 

Customers considered PONNI SUPERMARKET not as a grocery shop, but 

as a place for social gathering.

On that Friday, Mathaji became a great listener. She eagerly heard Bada 

Babu's success story. Day by day sales improved greatly. Morning firings 

from Bada Babu's area manager became history. Mathaji enjoyed her 

kid's success. 
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“Dear boy, you are really great and you are getting the dividends of your 

efforts.” She appreciated him and started her fifth story.  

An old man came to Mumbai from a remote village. He went into a 

cafeteria in a busy street to get something to eat. He sat down at an 

empty table and waited for someone to take his order. Of course nobody 

did. Finally, a woman with a tray full of food sat down opposite him and 

informed him how that cafeteria is working. 

"Start out at that end," she said. "Just go along the line and pick out what 

you want. At the other end they'll tell you how much you have to pay." 

44



45

Retail Punchtantra

"I soon learned that's how everything works in Mumbai," the old man 

told a friend. 

"Life's a cafeteria here. You will get anything you want as long as you 

are willing to pay the price. You will even get success, but you'll never 

get it if you wait for someone to bring it to you. You have to get up and 

get it yourself." 

“My dear boy, now you have learnt the lessons which helped me to be 

successful in my business. You have the willingness, stamina and years to 

achieve success. Never go back to your old hard days. But, never forget 

those hard days. Those memories will keep you lively always. So, 

GET UP TO GET YOUR SUCCESS....

GET UP TO 

GET YOUR SUCCESS

5tantra
RETAIL
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