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GETTING READY  
FOR THE HOLIDAYS

By Anthony Stoeckert

It may be hard to believe, but the holiday season is upon us. 
And for most people, the run-up to the holidays starts after 
Thanksgiving, as they get busy with decorating, parties, food, 
shopping and watching specials on TV.

But retailers in the billiard industry are already in full holiday 
mode. You’ve almost certainly been looking over merchandise 
and sales in order to determine what products you should 
spotlight in your store. It’s also time to start hiring additional 
staff, and to formulate a strategy for this busy time of year.

Ideally, the holiday season is a time to attract new and 
returning customers to your business. Charles Ziegler, owner 
of ZieglerWorld, Hamilton, N.J., says there’s a difference in 
what new and returning customers are looking for, so having 
both makes for a well-rounded clientele.

“New players buy more products as they begin playing but 
experienced players are customers who purchase products 
from us on a continual basis,” Ziegler says.

Katie Westfall, manager of Emerald Leisure Source in 
Grand Rapids, Mich., agrees it’s important to bring in both 
experienced and new players.

“The experienced players tend to buy the higher-priced cues 
and accessories, but we love to see new players get excited 
about the sport, because many of them will stick with it and 
become experienced players,” she says.

The holidays are a key time of the year for retailers, so it only 
makes sense that you’ll need to put some extra effort into 
every aspect of your business. Here are some suggestions as 
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to how to best prepare for the next few months, so that you 
can make your holiday sales something to celebrate.

MAINTAIN YOUR CUSTOMER  
SERVICE STANDARDS
Of course, the hope and expectation during the holiday 
season is that you’ll have more customers than you do 
at other times of the year. The increased sales are much 
welcome, even vital to your business, but don’t let your 
customer service standards fall during this period. Here 
are some tips on how to keep your customers happy. 
 
Make it easy for questions to be answered. You’ll likely be 
getting lots of questions from people, whether they are new 
to the sport, or are experienced and want information on 
the newest products. Be on top of emails and phone calls, 
and once you answer a question, write up your response and 
add it to a special holiday Q-and-A section on your website. 
 
Be available at the right time. Most stores are open for extra 
hours during the holiday rush, adding a few hours at opening 
and closing, and opening on days they’re normally closed. 
Consider your busiest times for customer inquiries and make 
sure that you and your most knowledgeable employees are 
available to answer questions. Being on top of these inquiries, 
and giving good information, will help you stand out at this 
busy time, and give potential customers confidence that you 
have what they’re looking for.

Be flexible and honest with staff. This time of year means 
you’ll likely need to add extra staff for the holidays, and for 
your year-round staff to work extra hours. Make it clear to 

employees what you expect from them, and reward them 
during especially busy times. Treating everyone to lunch or 
dinner now and then can go a long way in maintaining good 
relations. And make sure you and your staff take breaks, 
they’ll need them during this hectic time. Also, encourage 
your staff to wear comfortable clothes and shoes, and to let 
them know not to take things personally if a customer gets 
upset or even insulting with them. 

PREPARING FOR THE RUSH
The holiday season is going to be busy, but that doesn’t mean 
it has to be hectic. Sure, the stress levels will be up, but by 
being prepared and creating a pleasant festive atmosphere for 
customers, you can keep the season merry.

Make your store fun and welcoming. Decorations aren’t just 
for fun, they make customers feel as if they’re in a place that 
is enthusiastic about the holiday season. You don’t have to go 
overboard, a tastefully decorated tree does wonders to set a 
mood – include some billiard-themed ornaments, including 
any you’re selling for the season. Some of your employees 
may have an artistic side, have them help create decorations 
and hang lights. Play holiday music, and mix it up so that 
everyone isn’t hearing the same hour of music over and over.

Make your store friendly and welcoming. Consider having 
some cookies and cider as a snack for customers. This not 
only makes them feel welcome, but it might curb their 
appetite if they’re hungry, and anxious to have lunch or 
dinner, giving you more time to try to sell to them. Also think 
about the layout of your store, and consider changes that can 
make it easier to accommodate large crowds. You want your 
customers to be able to find what they want to buy,



Be smart with promotions. Shoppers are obviously looking 
for deals during the holiday season. Do your research and 
make smart decisions as to what products you want to 
promote and offer at great prices.

And make sure you have a good supply of the products you’re 
promoting. If a customer comes in looking for a specific 
product, say a certain cue, and you’re out of stock, he or she 
is likely to leave to find it somewhere else, like online. But if 
you can get it in their hands, this gives you a chance to make 
suggestions of other products that will complement the main 
purchase. Or, after getting what they were looking for, the 
customer may stick around your store and buy something else.

“I always like to make sure we have plenty of product in stock,” 
Westfall says. “If we don’t have all of the smaller items like 
cue sticks, tip tools, and cases in stock it makes it too easy for 
the customers to then just order on line. Our customers love 
that they can try a cue stick in the store before they buy it.”

Online retailers have their own strategies during the 
holiday season. Ziegler says that mobile device uses are 
becoming more and more important to his business. “We 
are currently (yet again) revising our website to prepare 
for increased customers using mobile devices,” he says.

MARKETING TIPS
With so much competition out there, it’s not enough to get 
your store ready, put some things on sale and wait for the 
customers to roll in. You need to promote your business and 
get the word out about the great deals you’re offering. 
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Seasonal Specialty Stores, which has locations in Foxboro and 
Natic, Mass., is kicking off this holiday season with a Black 
Friday promotion called “Green Room Greenbacks.”

“It has become huge for us in turning average sales into 
complete game room sales,” says Mike Small of Seasonal 
Specialty Store. “Customers earn ‘Game Room Greenbacks,’ 
based on a total amount they spend in the department. 
They then receive a predetermined amount of game room 
greenbacks that can be used today and today only toward 
additional game room furnishings.”

The promotion helps upsell to additional items, he says, 
because the store’s standard table price includes the table 
and standard cloth, in order to keep prices low. That means 
equipment, delivery and stain-resistant cloth are optional and 
cost extra, and greenbacks can be used to purchase those.

“And since we push our Brunswick Play Kits, which do not 
include a cover or cue rack, the customer has lots of options 
to spend their money,” Small says.

Here are some other marketing suggestions to consider this year.

Use mail, both standard and electronic. Send your promotions 
to your regular customers, informing them of deals and 
promotions you’re offering. Also, let them know about your 
extended holiday offers, and include coupons and offers for 
10 percent off total purchases. 

Host a special event. Hold a demonstration of new products, 
or bring in a pool player, or another expert, to show how to 
best use and care for your product offerings. Perhaps there’s a 



pool player or expert in your town who has written a book or 
hosts a podcast. Have them in to meet people and sign their 
books, and stock the book for sale.

Offer gift cards or gift certificates. Have you ever had someone 
walk into your store, looking to buy something for a billiard 
enthusiast, but who doesn’t know about the game? Gift cards 
and gift certificates are great suggestions for someone who isn’t 
sure what to buy. Make the card or certificate festive-looking 
so that the customer feels good about giving it as a present.

Also consider advertising. Pat Sullivan of Total Recreation in 
St. Cloud, Minn., says the store will do heavy advertising on 
the local cable television in northern Wisconsin, as well as 
targeted Internet advertising.

“Cable TV has been by far, over any other media advertising 
we have tried over the years, provided the absolute most 
bang for the buck results,” Sullivan says.

One of Sullivan’s goals is to bring new customers to the business.

“New customers are absolutely important, mainly because a 
lot of our business comes from repeat,” he says. “Obviously 
the repeaters were all new at one time. We are fortunate in 
our business to really get the chance to be more personable 
with our customers, which enables us to build relationships 
not just customer counts.”

Your social media presence is another important marketing tool.

“We are in the middle of a full review of our social media 
strategy with Rider University’s consulting team,” Ziegler says.  
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“We are currently on nine different social media platforms and 
are working on tying them together before the holidays.”

AFTER THE HOLIDAYS
The post-holiday return season is just as busy as the holiday 
season, but it’s not as much fun. It’s a hectic, and not always 
a pleasant time, but you can do a lot for yourself by making 
this process as smooth as possible.

Make your return policy clear. Make sure your customers 
know what your return policy is – if they need a receipt, if 
the product can be taken out of its packaging before being 
returned, how many days they have to make a return, and 
other rules you have pertaining to returns and exchanges.

Have extra staff on hand. It’s not just a matter of helping 
people who are making exchanges or returns, but making 
sure they are on the right path to making their exchange. Few 
things are more frustrating than waiting on a long line, then 
finding out the person at the end of the line can’t help you. 
Have staff on hand who can answer questions and make sure 
people are in the right line.

Have product available for sale. Remember all those gift cards 
you sold? The people who received them are going to come into 
your store, anxious to buy something with them. Make sure 
your stock up on your most popular items because if someone 
comes with a gift card and there isn’t good merchandise to 
spend it on, you won’t be doing yourself a favor.

Holiday season is a busy time, and that not only means 
increased sales for this time of year, but a chance to build solid 
relationships with customers that can pay off all year long.
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