A loan of $325 from her

Pursuing a

grandmother was just the

start of Cathy Brown-Issel’s

! ) 1. How long have you been in the

Cathy Brown-lssel industry and how did you get started?
| have been in the business for 17 years. My grandma

: loaned me $325 to start cosmetology school. My mother

owner of two Brown . owned a salon and was in the business for 30 years.

journey. Now the proud

2. What prompted you to open
a second salon?
3 There was an untapped market on the west side of Ann Arbor,
Cathy shares her v Michigan. Meijer, a leading Michigan grocery store, built a facility
| there in 1998 which led to major growth in the area. We purchased
our property in this area in 2001.

& DelLine Salons,

entrepreneurial story.
3. What is your biggest challenge today?

Reacting to today’s economy. We have to think outside the box.
We are constantly evolving and growing to find methods that
appeal to today’s consumer.

4. What was the best business advice

you ever received?

| read Steven Covey’s The Seven Habits of Highly Successful People.

| found this book profoundly inspirational. One of his habits, “Begin

with the end in mind,” has guided me through many business decisions.

5. What sets your two salons apart from
your competition?
Our staff. | believe in providing an environment that begins and ends with
their individual success. What motivates each individual? What are their goals?
We offer tools and advice that help each person achieve their own personal
success! This creates a positive, supportive atmosphere. Through our salon-
sponsored continuing education (taught both by team members and outside
experts) and our community events, we strive to create team camaraderie.
Our clientele recognizes and can feel our upbeat and fun vibe. Great
customer service and a great positive attitude begin at the top!

6. What makes you a leader?
| would never ask anyone to do something that | wouldn’t do
myself. | respect my staff. | also have high expectations of
them. We have a reputation for attracting and retaining highly
motivated and talented people. Most of all, | lead by
example. | believe the characteristics of a great leader
are: be motivated to succeed, positive but grounded,
willing to take risks, be compassionate
and caring.

Brow

Delise

SALONS

“Our clientele recognizes and can feel our
upbeat and fun vibe. Great customer service
and a great positive attitude begin at the top!”
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7. Describe your corporate culture.

Empowerment and responsibility. Each of our employees is empowered to do
what is necessary to help the client have a great experience. We strive to ‘wow’
our customers. We expect our staff to handle small issues but to know when they
should escalate the situation to management. Each employee is responsible for their
actions. We expect professionalism at all times. Our corporate flow chart is much
wider than it is tall, as many of the staff have asked for and taken on extra duties
and responsibilities, such as Web site management, My Space management,
public relations, charity drives and internal contests and promotions.

8. What makes your employees successful?

At Brown & DelLine Salons, employees are given the environment, training, support and
benefits package for long-term employment and success. My employees have a clear
understanding of how to build and maintain clientele.

9. Where do you hope your business will be in five years?
In five years we will have grown to three Brown & DeLine Salons. We will have a
combined revenue of $5 million and will continue to be leaders in our industry.

10. What do you do to connect with your community?
Connecting and giving back to the community that supports us is extremely important.
Every year we pick a local charity to which we contribute. We give a fixed percentage
of our annual sales to our client’s charity events.

11. What trends do you foresee for the beauty industry?

| think salons will become a social gathering destination. | think women will get services together
while pampering themselves and maintaining their health and beauty. | also think salons will
cater more toward busy lifestyles by booking simultaneous services. An example would be
getting a manicure during a color service.

12. How have you used branding to set you apart from

the competition?

Because we have been consistent in our style and colors with everything from our billboards to
our license plate covers, and the client thank-you cards to our own product line, our brand image
has become very recognizable. The Brown & DelLine logo, the color red and a circle motif appear
on everything from our event banners to flyers we put on stylists' mirrors to company t-shirts.
Our first newsletter, mailed earlier this year, carried our brand into our clients' homes.

After ten years of being in business, we have finally come to a place where we don't
have to reinvent the wheel for marketing ideas for every event and promotion. We
have a uniform presentation that represents us in all we do. We have found that
our brand has given the management and staff a focus and sense of team
pride that is not always found in salons. We all embrace the logo and
marketing style and we are Brown & DeLine Salons.

WRITTEN BY CATHY BROWN-ISSEL, OWNER, BROWN & DELINE SALON

“Because we have been consistent in our
style and colors with everything from our
hillhoards to our license plate covers,

and the client thank-you cards to our
own product line, our brand image
has become very recognizahle.”
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“The Brown & DeLine logo, the color
red and a circle motif appear on
everything from our event banners

to flyers we put on stylists' mirrors
to company t-shirts.”
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