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The owners’ personal objectives are congruent with their business 
strategies 
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3 DO A SWOT ANALYSIS 
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Strengths 

Weaknesses 
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4 GET CLEAR ON YOUR PRODUCTS AND SERVICES 
 

 

 niche 
market  differentiation. 

 total market  low price  
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5 DEFINE YOUR UNIQUE SELLING PROPOSITION (USP)  
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  current  desired   
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  unique   

 

 



 

  9 
 

 

 

 

 
 

Seth Godin (2003) wrote an interesting book entitled Purple Cow. This 

extract emphasises the need to be different: 

 

“When my family and I were driving through France a few years ago, we 

were enchanted by the hundreds of storybook cows grazing on picturesque 

pastures right next to the highway. For dozens of kilometres, we all gazed 

out the window, marvelling about how beautiful everything was. 

 

Then, within twenty minutes, we started ignoring the cows; the new cows 

were like the old cows, and what once was amazing was now common. 

Worse than common, it was boring. 

 

Cows, after you’ve seen them for a while, are boring. They may be perfect 

cows, attractive cows, cows with great personalities, cows lit by beautiful 

light, but they’re still boring. 

 

A Purple Cow, though. Now that would be interesting. (For a while).” 
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6 WRITE A BUSINESS PLAN  
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 

 

 Energy prices 

 Shipping costs 
 

What you should find is that you can’t do much about the outside constraints but 

you can do a lot about internal constraints. 
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7 DEVELOP TARGETS, FORECASTS AND BUDGETS  
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8 TRACK YOUR KEY PERFORMANCE INDICATORS  
 

 
Sales  
We need to track sales constantly. In most enterprises, sales should be tracked on a 
daily basis with week-to-date, month-to-date and year-to-date information. The 
main value derives from comparing your sales against budget and prior periods.  
 
Cash  
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9 SYSTEMISE EVERYTHING 
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10 APPLY THE LATEST TECHNOLOGY 
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11 OUTSOURCING 
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12 SURVEY YOUR CUSTOMERS 
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HOW ARE WE DOING?  
 

 

Jane  
 

Satisfaction Survey – Sample A 
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Satisfaction Survey – Sample B 
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Satisfaction Survey – Sample C 
 

 

 

How satisfied are you with:  
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Satisfaction Survey – Sample D 
 

 

     

     

 



 

  23 
 

 

 

 

 

Jane 



 

  24 
 

 

13 RESOLVE COMPLAINTS 
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14 APPLY THE 80/20 RULE 
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Joan 



 

  27 
 

 

15 CONDUCT A FOCUS GROUP MEETING 
 

 

 

 

 

 REALLY 
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16 ANALYSE YOUR VALUE DIFFERENTIAL 
 

 value 

 don’t value 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

  29 
 

 

 

Attribute 
How important 
is this to you? 

How do you 
rate our 

business? 

Value 
differential 
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Attribute 
How important 
is this to you? 

How do you 
rate our 

business? 

Value 
differential 
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17 GET YOUR PRICING RIGHT 
 

 

 

 
1. If your present profit margin is…  
 

 

 
2. And you increase your price by…  
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A Case Study 
 

 

Elizabeth’s Bakery  
 Last Year  

 

As a % of Revenue  

Gross Profit  £102,910  35%  

Net Profit  £74,318  25%  
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18 BREAK SOME COMPROMISES 
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19 OFFER MONEY-BACK GUARANTEES 
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20 SURVEY YOUR COMPETITORS 

 

 

 

 

 

6. ! 
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Competitor Worksheet 
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21 SURVEY YOUR TEAM MEMBERS 
 

 

 

 

 

 

Data Gathering Questionnaire 
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22 INCENTIVISE YOUR TEAM 
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23 DEVELOP REFERRALS AND INTRODUCTIONS 
 

 new business;  best new 
business. 
 

 

 

 

 

Stimulating Introductions 
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NEVER USE THE “B” WORD! 
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Bill 
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Tip: 
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24 NO SECOND CHANCE TO MAKE A FIRST IMPRESSION 
 

 

Dress 

 

Enthusiasm 

 

Professionalism 
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Be a Good Listener! 
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25 ANSWER THE PHONE! 
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26 MAKE YOUR RECEPTION AREA SPECIAL 
 

 

Idea 1 

 

Idea 2 

 

Idea 3 

 

 
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Your reception area may be the only part of your business that a visitor sees, so 

make it interesting and different. 
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27 HIRE A MARKETING PERSON 
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Marketing is for Everyone!  

 



 

  50 
 

 

Here is a sample list of responsibilities for a marketing person: 
 

1. Mailing list maintenance 
2. Welcome letters to new customers 
3. Welcome gifts to new customers 
4. Holiday and birthday cards 
5. Year-end gifts to customers and referral sources 
6. Year-end thank-you letters 
7. Direct mail 
8. Phone follow-up 
9. Production and distribution of company brochure 
10. Production of booklets and catalogues 
11. Production of helpsheets 
12. Newsletters 
13. Customer satisfaction surveys (including follow-up) 
14. Lunch programme organisation and follow-up 
15. Company party or open house 
16. Speaking opportunities 
17. Press releases 
18. Conference room use by customers and non-profit groups 
19. Seminars 
20. Events 
21. Website 
22. Advertising 
23. Monitoring of individual marketing goals 
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28 DEVELOP YOUR BRAND IDENTITY  
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     Current Adjectives       Desired Adjectives 
 

   __________________ 
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TAG LINE EXERCISE 
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29 BUILD A CONTACT MANAGEMENT SYSTEM 
 

 

 

 

 

 

 

 

- 

- 

- 

 

 

 

 

 

 



 

  55 
 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Customer Recognition  
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30 BUILD A HELPSHEET SYSTEM  
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32 GATHER TESTIMONIALS 
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34 SEND E-NEWSLETTERS 
 

One of the great advantages of technology is 

that it has levelled the playing field for smaller 

companies competing with larger ones. The 

internet gives you the ability to communicate 

regularly with all the people on your mailing list

 

Tip for Getting More Email 
Addresses 
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35 SEND PRINTED NEWSLETTERS 
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entertainment  educational 
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36 SEND WELCOME LETTERS 
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37 SAY THANK YOU 
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Thank you! Thank you! Thank you! 
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38 SEND DIRECT MAIL 
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39 MAKE FOLLOW-UP PHONE CALLS 
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Making Calls 
 

 

Scripts 
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Things to Stress 
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Get An Appointment! 
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Conclusion 
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40 WRITE ARTICLES 
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41 SEND PRESS RELEASES 
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42 GIVE SPEECHES 
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“13 Biggest Mistakes People Make When…” 

 

Re: Dynamite Speakers 
 

John 

 



 

  80 
 

 

43 RUN SEMINARS AND WEBINARS 
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44 PARTICIPATE IN TRADE ASSOCIATIONS 
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45 ATTEND TRADE SHOWS 
 

Trade shows provide an opportunity to present and demonstrate your products and 

services to prospects and other “industry influentials”. They provide a vehicle for 

getting widespread exposure and direct feedback on how your products and services 

are perceived. Send invitations to prospects within the geographic area of the show 

and take advantage of all the free publicity. 

 

The cost of making in-person sales calls has increased dramatically over the years, 

and it may take five to seven sales calls to close a sale. Closing a qualified trade 

show prospect is often much less expensive. 

 

Action Items 
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46 HOLD AN OPEN HOUSE 
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TIPS for a great open house: 
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2 Ways to Celebrate Birthdays 
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47 USE GIFTS, GIMMICKS AND GIVEAWAYS 
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48 GO TO LUNCH 
 

 

 
Referrer 

 

 
Lunch 
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49 JOIN A BUSINESS REFERRAL GROUP 
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50 ORGANISE BUSINESS-TO-BUSINESS LUNCHES 
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51 GET A KILLER WEBSITE 
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Try this 
 profession/type of 

business  city 

 companies 

outsource this task to an expert. 
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52 USE VIDEO 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

Action plan for videos 
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53 USE SOCIAL MEDIA 
 

LinkedIn 

 

Facebook 

. 

 

Twitter 

 

 

 

LinkedIn 
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54 WOW YOUR CUSTOMERS 
 

 

2. 

 

3.  “Reserved for 
Mandy Maxwell” 
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55 WRITE AN ACTION PLAN 
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Action Plan Responsibility Date 
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56 GET CLOSE WITH YOUR ADVISER TEAM 
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57 THE FOUR PHASES OF OWNING AN ELEPHANT 

 

Phase 1 

Phase 2 

Phase 3 

 

Phase 4 
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