




CHAFFEE:  “Since opening my business in Phoenix 14 years ago, I’ve been able to expand 
our reach from Arizona to West Texas.   It’s hard enough to own and operate a successful business 
in one market, let alone multiple markets.  The most difficult aspect of expansion, in my opinion, is 
understanding how to communicate with customers in different communities.  Our customers in Phoenix 
often have different personalities and expectations than our customers in El Paso; it’s our job to make 
sure we understand those differences and create custom-tailored solutions to meet each customer’s 
needs.

“Outside of an unwavering dedication to customer service, I would advise all franchisees who are 
considering expansion to make sure they are:

1. Financially sound. Similar to your first location, it takes time to establish a footprint and 
positive reputation in a new community. Make sure you have a cushion that will allow you to 
handle months of little to no profit as you get started.

2. Surrounded by great, talented people. As you expand, particularly to new states, it will be 
impossible for you to be present to handle all of the projects/problems associated with the 
business. Make sure you hire people who are capable of following through on your brand’s 
unique value proposition.

3. Successful with their existing business. If your existing locations are not thriving, it’s a 
mistake to expand to new locations.

4. Personally involved with the business. Owners need to be actively involved with all 
locations. Simply throwing money at new and existing businesses will not lead to success.

5. Healthy and passionate! It’s important to have the health, energy and motivation to make a 
new location a success. This is particularly true when you first open the doors as brand new 
businesses require constant supervision to turn it into an income-producing enterprise.”

 

Ken Chaffee works with more than 25 
OpenWorks customers and is a unit 

franchisee in three separate markets - El 
Paso, Texas, Phoenix and New Mexico.  

While most OpenWorks franchisees 
operate in a single metropolitan area, 

Chaffee operates in several areas. Find 
him at fransocial.franchise.org.   

GIMBEL:  “Expanding your business can be challenging. Growing into new markets or even 
growing your current market presents plenty of challenges for owners and operators. As someone who 
has operated across multiple markets and grown into new territories, I would be lying if I said it was easy. 
    “Reducing the risk of making such a move can be done by building a solid infrastructure, a team that 
is passionate about your product, and by being able to see the business from a birds’ eye view to swoop 
down and implement changes.  Being customer-driven is important especially as you make a name for 
yourself in new markets. 

“Another important aspect is understanding the subtle differences between the demographics of your 
surroundings in a new territory and existing territory alike. Just because you are growing in the same 
city, does not guarantee similar spending habits and customer practices as your already existing unit(s).  
Being able to identify the discrepancies and create a marketing plan tailored to drive business to your new 
customers is incredibly important.

“Finally, know your real estate. Be certain you position yourself for success not only in the now, but 
in the future. Where is the growth in your market? Are you in a mature area or a blooming area? And 
what works best for your concept? Be certain to think of new units in a three-dimensional view and ask 
yourself where your business will be in five years. Growth can be a scary thing, but it doesn’t have to be. 
Remember: ‘Proper Prior Preparation Prevents Poor Performance!’”�

James Gimbel operates three Capriotti’s 
Sandwich Shops; one in Las Vegas and 

two in Iowa. Find him at fransocial.
franchise.org.
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