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Levine’s latest book, Broken Windows,
Broken Business is about “broken
windows in business – how they

happen, why they happen, why they are
ignored, and the fatal consequences that can
result,” if they are ignored.  As Levine
explains, “social psycholo-
gists and criminologists agree
that if a window in a building
is broken and left unrepaired,
soon thereafter the rest of the
windows will be broken – and
the perception will build that
crime in that neighborhood is
out of control.”  A business
that cares about itself will
endeavor to repair the
metaphorical broken
windows.

Using numerous examples,
Levine illustrates how broken
windows effect the reputation
of a business.  He claims
there is “nothing worse for
business than to disappoint the customer”.
Whether the disappointment stems from
unclean restrooms, rude employees, slow
service, peeling paint, broken web links, or
unanswered inquiries, it adversely affects the
customers experience with the business.  

Levine explains that “poor customer
service” is the “ultimate broken window.”
He discusses the failures of K-mart and
American Airlines to meet and maintain
customers’ expectations verses the successful
measures taken by Starbucks.   By adding
additional training hours for all employees,
Starbucks ensures employees know their
product and can better serve the customers.

By obsessing over the details and creating a
plan to keep potential broken windows
crack-free, Starbucks enjoys continued
success. 

Although Levine offers practical advice to
repair both physical and virtual businesses

I especially enjoyed his
chapters on the net, I find his
chapter on the employee as a
broken window lacking
emotional intelligence.
Levine advocates a “three
strikes and you’re out”
philosophy in terms of
performance, as well as
describing poor employees
with poor attitudes as viruses
that can cripple a business.
His matter of fact approach
may not motivate business
owners to act.  

Similarly, Levine
encourages businesses to
develop the “obsessive,

compulsive, almost violent need to find the
flaws.”  Don’t be mistaken, Levine doesn’t
suggest micromanaging the repairs.  He wants
business owners with a vested interest in
having a successful business to understand
that the small things do matter.

Overall Levine’s book is worth the read.
It offers well-illustrated practical advice that
many businesses should heed - pay attention
to all of the details in order to identify and
repair broken windows quickly.  As a con-
sumer, I can assure all business owners, the
small details – friendly and prompt service,
easy to navigate websites, litter-free facility,
and bright, clean walls - do make a difference.  

Broken Windows, Broken Business:
How the Smallest Remedies Reap the Biggest Rewards

Michael Levine
Warner Business Books 

ISBN 0446576786  „2005  0446698482 (pbk) „2006

BBooookk  RReevviieeww  CCoouurrtteessyy  ooff  HHaallttoonn HHiillllss  LLiibbrraarryy Young’s Pharmacy & Homecare
is pleased to offer personal consultation and

custom fitting for Mastectomy products.

Come in on
Thursday, October 19th

1 p.m. - 6 p.m.
Enjoy some light refreshments

and speak with our trained, certified staff
about our line of mastectomy Products.

A Representative from Paradigm will also be available
to answer your questions.

Young’s Pharmacy & Homecare
47 Main Street South, Georgetown

905-873-4021

Looking for Stability?

Ask about Acuity Funds.

ACUITY MUTUAL FUND 6 1 3 5 10 Since
months year year year year Inception

Acuity High Income Fund* (4.7)% 2.3% 15.7% 16.0% 10.4% 8.7%

Acuity Growth & Income Fund** (6.0)% 3.3% 21.0% n/a n/a 24.3%

Acuity Fixed Income Fund*** 1.2% 2.0% 6.8% 7.9% n/a 6.0%
* Inception date: December 31, 1991     **  Inception date: March 31, 2003     *** Inception date: November 30, 1998 

TOTAL COMPOUND RETURNS (ending September 29, 2006)

For more information, please contact:

Scott Becksted, BES, PFP Investment Executive ScotiaMcLeod
1 Nelson St. W.    Brampton, ON L6X 3E4    Phone: 905-796-5024 or 1-800-263-2454
Fax: 905-450-6343    Email: scott_becksted@scotiamcleod.com
Georgetown: 905-873-6640

Commissions, trailing commissions, management fees and expenses all may be associated with mutual fund investments.
Please read the prospectus before investing. The indicated rates of return are the historical annual compounded total
returns including changes in unit value and reinvestment of all distributions and do not take into account sales, redemption,
distribution or optional charges or income taxes payable by any security holder that would have reduced returns. Mutual
funds are not guaranteed, their values change frequently and past performance may not be repeated. Sponsored in part
by Acuity Funds Ltd.

TM Trademark used under authorization and control of The Bank of Nova Scotia.
ScotiaMcLeod is a division of Scotia Capital Inc., Member CIPF.

NNeeeedd  HHeellpp  wwiitthh  yyoouurr
ccoommpplliiccaatteedd  lliiffee??

Our lives continue to get quicker and
more complicated, and sometimes we
don’t know where to turn for help.

Perhaps your group plan can help. Employee
Assistance Plans (EAP’s) have been a
growing part of group insurance programs
over recent years. Once considered a top-up
to comprehensive coverages, they’re now
common across the country.  Employers
consider them a solid (and affordable)
investment in prevention, helping employees
address issues in their lives before they take
a toll at work.

The Chambers Plan has had an EAP
program for the past decade. Like many of
the plans in the early years, the EAP benefit
focused mainly on interpersonal issues like
family relationships, stress management,
work-related difficulties and dependency
problems.  

But sometimes we need help with a
broader range of topics, many reflecting
changes in our society and demographics.

For example, the Chambers Plan benefits
now include Eldercare resources, recognizing
the large number of Canadians with concerns
about senior family members.  EAP staff can
help employees research local options for

retirement homes, home care and related
support services.  Parallel services are
available focusing on childcare.

Employees can also call on the Chambers
Plan’s EAP for legal advice in the areas of
family law, separation, divorce, child support
and custody.  Similarly, financial advice is
available to help employees deal with credit
card and debt management, bankruptcy,
budgeting, and the financial aspects of
divorce.

Employees and family members can
simply pick up the phone and contact the
EAP’s call centre, where the caller’s need is
identified, and matched with local resources.
The appropriate expert then provides up to
12 hours of counseling time to address the
issue – and get your life back on track.  

Benefit Facts presents information to help
you manage your employee benefits.

Brought to you by your
Chambers of Commerce Group Insurance

Plan® agent, representing
Canada's premier group plan for small and

medium sized business.
1-800-665-3365   www.chambers.ca
At work for small business since 1970
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