
books showed very little labor charges,” 
Puruczky explained. “He asked me to 
explain the logic behind  working for 
nothing. I got to thinking about all of 
the services I provided over the years 
for which I charged nothing. In today’s 
business, people are buying prod-
ucts from big box stores and from the 
internet but the one thing they can’t 
buy over the phone with a credit card 
is service, so why should a dealer be 
expected to provide the required ser-
vice for free? I paid over $800 for my 
last bow press so I could provide better 
service for my customers. How long do 
you think it will take me to pay for that 

press if I don’t 
charge when I use 
it? Service is the 
one area that the 
dealer can often 
use to boost the  
bottom line but 
in order to do it 

right, you also have to do it e�  ciently.”
Service is a function of labor and at 

� rst glance, it might seem like labor is 
simply a product of time multiplied by 
the labor cost per hour. However, there 
is another very important element 
involved in labor cost that Puruczky 
identi� ed and that is e�  ciency or pro-
ductivity per dollar spent. � is is true 
not only for your employees but for 
yourself as the owner as well.

However, simply demanding more 
work or even working harder is not the 
complete answer. It is quite possible to 
work very hard and actually get little 
accomplished. To get the maximum 
return on your labor dollar, you must 
learn to work e�  ciently and to set up 
your service area e�  ciently. Nowhere 
in your operation, be it large or small, 
is an e�  cient operation more criti-
cal than in your service area. An e�  -
ciently set-up service area can result 
in reduced service time, improved 
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a customer, I informed him 
there would be a $5 charge 

for the installation,” Bill Puruczky, 
owner of � e Archery Zone located 
in Johnstown, Pennsylvania, said. “I 
thought you would do that for noth-
ing,” the surprised customer respond-
ed. Standing with his head cocked to 
one side as a silly grin spread across 
his face, Puruczky replied, “If I can 
do nothing and get paid nothing, why 
would I want to do something and get 
paid nothing? Wouldn’t it be easier to 
just do nothing? If I am going to not get 
paid to properly install your string loop, 
why should I do it?”

“In a visit with my accountant 
last year, he inquired as to why my 

Dillon Durtschi of Wilde Arrow Archery is shown here utilizing 
an arrow cut-o�  saw. Note the vacuum collector that keeps the 
dirt down and protects the employee from abrasive dust.

Dillon Durtschi works at the � etching table for Wilde Arrow 
Archery, located in Centerville, Utah. Fletching tables normally 
can be easily tucked away in a small corner along with all of the 
required materials. Fletching areas should be kept separate from 
bow maintenance areas, even if they are in the same room, as their 
functions and requirements are completely di� erent. 

By John KasunBy John Kasun
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customer service, decreased frustra-
tion and yes, a greater return on your 
labor cost, resulting in a greater pro� t. 
So if you can do all of that by simply 
improving the e�  ciency of your ser-
vice area, does it not make sense to do 
so? You can’t a� ord it, you say? Many 
improvements can be made at little or 
no cost and many others are ones you 
just can’t a� ord not to do. 

In all of the shops I have visited 
over the past 12 years, I never saw two 
service areas set up exactly the same, 
so there is no one right way. However, 
all of the e�  cient service areas I vis-
ited did have some things in common. 
Following, I have listed observations 
from my visits combined with personal 
experience drawn from running my 
own service department for your con-
sideration as you seek ways to improve 
your operation.   

Work Stations
While all archery shops perform 

much of the same service work, the 
physical areas in which to perform 
it vary greatly from shop to shop. Of 
course, the more room you have the 
better, to a point. Work areas and tools 

should be kept neat, clean, well orga-
nized and located where needed to 
perform the required work in a timely 
fashion without confusion. Basically, 
service work falls into two distinct cat-
egories. One is building arrows, includ-
ing the � etching and arrow cutting. � e 
second is bow (and crossbow) service. 
Regardless of the space available, it 
is best to separate the two. Nothing is 
more frustrating than needing to work 
on a bow but having to move the � etch-
ing jigs � rst.  

Fletching and Arrow Cuto�   
Fletching and arrow cutting require 

a special inventory of materials and 
tools that can normally be located in a 
relatively small area. � e use of clearly 
marked parts bins keeps inserts, nocks 
and vanes separated by size yet with-
in easy reach. Overhead racks or cut 
o�  pieces of plastic pipe can provide 
excellent shaft storage, which keeps 
the shaft inventory out of the way while 
allowing for easy access. � is system 
also allows the inventory to be checked 
at a glance to determine which shaft 
sizes need to be replenished. Cut-o�  
saws with a vacuum collection system 
are a must as they not only help keep 
the area clean but they also create a 

safer working atmosphere for both you 
and your employees. If you’re using 
any of the shrink-tube � etching sys-
tems, you’ll need a way to heat water. 
NAP has a nifty induction style hot 
plate that is safer to work around than 
a traditional hot plate.   

Bow Service Area
Most shops have one bow service 

area that contains multiple work sta-
tions within that service area, which 
greatly increases the e�  ciency of the 
operation. Multiple bow presses are 
now the norm and for a very good 
reason. Shops with multiple employ-
ees obliviously need multiple presses 
but even one man shops bene� t as 
well. Bill Puruczky from the Archery 
Zone runs a one man operation, yet 
he has four bow presses. “I sell and 
service a lot of crossbows, so one press 
is set for compound crossbows and the 
other for recurve crossbows,” explained 
Puruczky. “� at leaves me two presses 
for my normal compound work and 
that is a bare minimum. Any time I 
have to take something out of a press 

This storage area within the � etching 
work area at Wilde Arrow Archery has a 
space for � nished arrows as well as addi-
tional shaft storage to the right. Note the 
� nished arrows all have work sheets indi-
cating the customer and the speci� cations 
for the � etching.

Having a paper tuner in the service area 
makes it easy to check a � nished bow 
without making a trip to the range. Not all 
service areas are large enough to accom-
modate that feature and safety must be 
taken into consideration.

This bow awaiting service has a formal 
work order attached with the customer’s 
contact information as well as the list of 
the work to be performed. This allows any 
employee to step into the service area and 
service a bow with complete knowledge of 
what is to be done. It is also helpful to log 
bows in and out of the service area so noth-
ing “falls through the cracks” and remains 
undone.
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that isn’t � nished to put something else 
in that needs work, I am wasting time 
and time is money.’” 

Many bow presses now come with 
scales or markings for easy reference. 
Take the time to note the settings for 
your most popular bow models and 
post them in the area of the press. � is 
quick reference guide helps reduce 

set-up time, especially in the hectic 
rush season. If your press does not 
have scales, it might be a good idea to 
install some or place reference marks 
on the press itself to be used as a guide.

Each work station should have a 
complete set of required tools; the bow 
square, Allen wrenches, string serv-
er, etc. should remain at their station. 

Searching for a tool in the middle of 
a job is a waste of time, adding cost 
and frustration. � e cost of an extra 
set of tools will be quickly realized in 
time saved, which in turn is a more 
e�  cient use of your labor dollar. Make 
it part of your regular work routine to 
periodically, throughout the day and 
prior to closing the shop, straighten 
up each work station, making sure all 
required tools are in their proper place 
and ready for the next job. 

A bow scale and a paper tuner are 
normally used in every bow service, 
so they should be located nearby. � e 
bow scale is easy enough to locate but 
many dealers place the paper tuner in 
the range area. If space permits, try to 
put it in the corner of the service area 
to save the trip to the range, keeping 
safety in mind of course. It will save 
time and allow for easy access to the 
tools required to make any necessary 
adjustment. 

A bow press is a valuable and nec-
essary tool but you should never use a 
bow press if a vise will do. � ere are a 
number of good bow vises on the mar-
ket that hold the bow securely while 
allowing it to be placed in any position 
or angle for the mounting of acces-
sories or any adjustments that require 
both hands to be free. Having a vise 
or two in the service area is not only 
handy but helps keep the bow presses 
free for other work.    

Work Flow
Bow work falls into several catego-

ries: new bow set up, warranty work 
and general maintenance or repair. It 
doesn’t take long for a number of bows 
to quickly pile up, especially prior to the 
hunting season. Some may be await-
ing parts while others are ready to be 
picked up as soon as they are � nished. 
No bow should be hung in the service 
area without a work order attached. 
� e work order can be a formal docu-
ment, a copy of the sales slip or a form 
you have drawn up to suit your needs. 
Whatever the format, it should contain 
the customer’s name and contact infor-
mation, work to be performed and date 
required or promised. 

One dealer I visited in Ohio had 
a unique system for tracking the work 
in the service area. He posted a lined 
magnetic “white board” next to the 

Cody Jones, left and Jeremiah Plyer of Wilde Arrow Archery in Centerville, Utah are shown 
here at work in this compact but well laid out and equipped service area. Note there are 
two work stations in the service area, both complete with tools and hardware. Vises are 
located on the table between the bow presses and each technician can work indepen-
dent of the other. Note also the bows hanging on the walls behind the technicians. All are 
grouped according to current status: awaiting parts, ready for set-up, awaiting repair or 
completed. The attached work orders also indicate what is to be done and any speci� ca-
tions or special needs of the customer.  
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door of the service area and had each 
bow hook in the service area num-
bered. When a bow was brought into 
the service area, the customer’s name 
and phone number were written on 
the board along with the number of the 
hook on which the bow was placed. If 
the service required parts that had to be 
ordered, a red marker was placed next 
to the number of the bow hook listed 
on the “white board.” A blue marker 
indicated a high priority job and when 
any bow was completed, the customer 
was called, notifying him accordingly 
and a green marker was placed next 
to his name. In the event a customer 
called to check on his bow or when he 
stopped to pick it up, any employee 
could check the chart to determine the 
status of the bow as well as its location 
at a glance. It also allowed the manager 
to be aware of his service status at a 
glance. Once a bow was delivered, the 
customer’s name was erased and the 
process started all over again. 

Time spent searching through a 
rack of bows to � nd a particular bow or 
to check on its status is a waste of time. 
It is also time during which nothing 

productive gets done. � ere are many 
possible combinations of the system, 
some complicated and some simple. In 
any case, a well thought out system that 
works best for you will save time and 
confusion in your service area, espe-
cially during your busiest time.  

Tools
� ere are numerous manufactur-

ers and distributors that o� er a wide 
variety of archery related tools includ-
ing levels, wrenches, bow squares, 
string peep string separators, laser tun-
ers, paper tuning stands, vises, arrow 
squaring tools, automatic string serv-
ers, nock pliers and string loop pli-
ers plus much, much more. While you 
don’t need everything that is available, 
you do need anything that makes the 
job go quicker and increases your e�  -
ciency.     

When the pro shop (right) in Lapeer, 
Michigan reopened under new manage-
ment in mid-2011, it did so with a policy of 
charging for many of the services custom-
ers had been getting for free. At left, this 
classy sign posted by the entrance to the 
service area was an aid to getting custom-
ers used to reasonable fees at Hunters Den. 
Above, these strings and cables from First 
String are part of the inventory of service 
items in the work area.
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Organization
� ink of your service area like an 

operating room. For a doctor to do 
an operation, he not only needs a lot 
of di� erent equipment but to do the 
job quickly and e�  ciently, the nurse 
needs to know where the equipment 
is located. 

Chances are you don’t have a nurse 
to assist you, so you must keep your 
service area clean, neat and well orga-
nized. Return tools to the proper place 
when � nished. If you are running low 
on parts, snap rings or miscellaneous 
hardware, replenish your supply. Not 
having the correct tool or hardware 
when you need it will delay the job, 
waste time, cause frustration and lead 
to mistakes. � is combination not only 
costs you money; it also denigrates the 
quality of your customer service. 

Pricing
Bill Puruczky’s opening comments 

dealt with the often unrealized pro� t in 
service charges. “I had to reeducate my 
customers,” Puruczky said. “Because 

I had been providing many services 
for free or at a low cost, some people 
questioned the new service charges. 
At � rst I had a humorous comment 
for everyone, such as, ‘I’m trying to 
keep the lights on’ or ‘I want to take 
my girlfriend to dinner.’  I remember 
one customer who had squeaky cams. 
I checked his bow over, made a few 
adjustments and oiled his axles. When 
I charged him $10, he said, ‘Isn’t that a 
lot to charge for a few drops of oil?’  I 
replied, ‘It was only 20 cents for the oil; 
the rest was for knowing where to put 
it.’  I say anything to make them smile. 
I posted my service rates in several 
areas in the shop so people got used 
to seeing them and in a short time, no 
one questioned service charges and 
I noticed a dramatic increase in the 
amount of dollars that accumulated 
under the ‘wage’ key on my cash reg-
ister. If a dealer treats his time like it 
is worth nothing, the customer will 
assume it is worth nothing.”

When Publisher Tim Dehn interviewed 
Steve Hamilton at the pro shop he operates 
in Walla Walla, Washington, he watched 
Hamilton work at neatly organized stations 
for building arrows and servicing bows. 
Hamilton had also made a couple Allen 
wrench handles for adjusting bow limbs, 
and said the Viper D-Loop pliers above them 
often come in handy.
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Summary
Everyone works di� erently, so 

there is no one service area plan that 
you can tailor your service area after. 
What works best for you must be 

designed to � t your available space, 
work habits and work style. What is 
critical, however, is that you look at your 
work procedures and identify what you 
can do easier, better and more quickly. 

A good place to start is with things that 
cause you frustration. For this, I will 
use my own example. In this article, I 
used the words ‘frustrated’ and ‘orga-
nize’ several times. When I operated 
my own shop, I often was so focused on 
getting the job done that I left my work 
area a mess and often failed to put my 
tools back. � at led to frustration the 
next time I used the work station as I 
wasted time getting reorganized and 
� nding where I put my Allen wrenches 
or bow square. � at wasted time made 
my job harder and in the long run cost 
me money because I was not working 
e�  ciently. In essence, when I am not 
working e�  ciently or doing anything 
productive, am I not, as Puruczky said, 
“Doing nothing and getting paid noth-
ing”?  In order to maximize my prof-
its, I needed to focus on maximizing 
my productivity and that meant work-
ing e�  ciently by understanding what 
needed to be done and doing it in the 
most e�  cient manner possible. Do that 
and your frustration will go down and 
your pro� t per hour spent on the job 
will go up.

About the Author: In addition 
to his duties with ArrowTrade, John 
Kasun is an outdoor seminar speaker 
and a business consultant with experi-
ence in corporations large and small. 
He can be reached at 126 Acorn Lane, 
Duncansville, PA 16635. His number is 
(814) 695-5784 and the email address is 
kasun@atlanticbb.net.

Tidy, e�  cient 
work areas can 
be set up in any 
archery retail 
environment; it 
just takes disci-
pline. Hamilton 
serves his custom-
ers from a vintage 
log cabin.
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