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Life Lessons: Aly Jetha

Aly Jetha, co-founder and co-president, Big Bad Boo Studios and Oznoz
Entertainment, on how to turn corporate disasters into PR opportunities
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On success and failure:
"Regardless of the situation
that comes up, the way that
vou respond to it has more
to do with your success or
failure [than the situation

m BST itself]. Because you can't
control what happens to

"TECHNICAL SURFACES":
Creative Work by Emily Carr
University Technicians

Concourse Gallery, Emily Carr

TECHNICAL

University of Art = Design
Oct 04 B:20 am

2012 Electrical Code Course
BCCTC Training Room

Big Bad Boo's products are aired in more than 7o
couniries

One night while Aly Jetha was chief corporate office of Via
One Corp., disaster struck: the telecom company's
automatic clearing house system, which charged customers
nightly for their previous day's use of prepaid airtime,
malfunctioned and extracted twice the amount due from
their accounts. The overcharged amounts ranged from
%1,000 to 31 million.

you, but you can control
how vou react. And I think
the most important thing is
Just making sure that you're
good to your customers.”

On self-knowledge:
"You've just got to be
honest as to who you are
and what you want to be

Oct 04 6:00 pm

Business After Business Trade
Show and Networking
Reception

The Hyatt Regency Yancouver
Oct 09 4:30 pm

Dialogue - Shaping Regional
Prosperity and Competitivenass

P gl
within your customers’ -
frame of mind. That's the
most important thing I ask
[entrepreneurs] is: "Who do
you want to be through =
thick and thin?'" »

Segal Graduate School of Business
Oct 09 11:20 am

melra
Jetha vividly remembers discovering the error the next
morning with the executive team.

ICBA's 37th Annual General
Meeting

Metrotowm Hilton Hotel
Oct 09 . 5:20 pm
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"We were in panic mode; we were like, 'Holy maoly, this is a

really bad situation, and we could lose 3 bunch of

customers.' [Our] immediate thought was: we need to call
[customers] before they find out from somebody else or

we'll lose their trust.,” The company leapt into action: calling
customers, apologizing "profusely” and promising to make

right any bounced cheques or fees incurred because of the error.

"You kind of instinctively respond to a situation when it occurs,” Jetha said. "I really just wanted
to put myself in the customer's shoes and say, 'Boy, how would I feel if this happened to me?
What would I want done?'"

It's the right time to fly abroad
with some amazing offers
That guick response, Jetha said, didn't just prevent the company from suffering significant ) @ ‘

customer losses, it also allowed it to prove its value to customers and ultimately strengthen
relationships.

"The lesson that I learned was: a mistake is often the best time to prove to a customer that
yvou're a good partner for them - that you're not just there to sell them products but you're there
to be a resource for them through good and bad.”

up to 50% off on yvour International Booking

_ _ _ _ Ecleartrip [
Jetha added that that lesson continues to drive how he runs companies — even in smaller T8 € apply R B
“disaster” situations.

"If a customer ever calls in and complains or we learn of an unsatisfied customer, we really go
into overdrive to find out what we can do to learn from the error and make sure that the situation
is corrected and that customer becomes kind of an advocate.”
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Transferable lessons: How did market research make a difference when launching your small

business?

Veteran to novices: "Just do it!”

Ask an expert - Rab Kooner: What do [ need to know before starting my own business?

P Popular News

Ask an expert - Brian Shaw: What do I need to know before starting my own business?

MOST READ | | MOST DISCUSSED

COLUMNS 1 New Ocean Spray plant raises ALR

. . CONCErns
Buying and selling: how to master the two-step dance

What exactly is a brand and where do I get one? . st
2 Megaprojects set to create thriving

mini-city at YVR

d

Local startup to launch “Pinterest
for men”

Comments »

NOTE: In order to comment, you must be a registered BIV.com user and be logged into your 4
user account. If you do not have a BIV.com account, you may register here. If you have one of

the following accounts: Gooagle, Facebook, Twitter, Yahoo, OpenlD, vou are also able to

comment, just elick "Post as” button and then log into one of these services via Disqus.

Add New Comment Login

I Type your comment here

Clark outlines possible sanctions to
stop Enbridge pipeline

5 Conditions continue to favour

buvers in Vancouver housing
market: REBGV
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‘B,Hl%guugsésﬁ How to grow your business.

T 1 As areader and a business person, you want it all. And as far as
we're concerned, that's exactly what vou should have. Business in
Vancouver provides more essential news, advice and resources to
grow your business. | It's v here.
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