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� Customer service?
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� Pricing?
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Marketing is a process of matchingMarketing is a process of matching

� When you market you are matching
� you
� your business
� and your product or service

to your customer’s needs and wants, 
worries and concerns

� The closer the marketing match the more 
revenue your business will generate
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Remember ...Remember ...

� Advertising, selling, promotion etc. are just 
tools in your toolkit to make the matching 
process happen
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Winning businesses …Winning businesses …

� Will be customer not product focused 
� Won’t try to be all things to all people
� Will understand the true value of existing 

customers
� Will see competition and tough times as a 

challenge not a catastrophe! 
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Customer not product focusCustomer not product focus

� The benefits of customer versus product 
focus
� Clearer direction
� Increased revenue
� Increased conversion rates 
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Not all customers are equalNot all customers are equal

� Develop a profile of the different types of 
customers you see in your business

� Evaluate potential markets
� Most profitable
� Easiest to reach
� Most desirable

� Don’t try to be all things to all people
� Develop client profiles for target markets
� Develop marketing initiatives to suit target 
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True value of existing customersTrue value of existing customers

� People most likely to buy from you at 
any time are existing clients

� A typical business hears from only 4% 
of its dissatisfied clients

� The other 96% just quietly go away, 
91% of those will never come back
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Why do we lose customers?Why do we lose customers?

� 3% move away
� 5% develop other friendships
� 9% leave for competitive reasons
� 14% are unhappy with the “product” or a 

particular person
� 68% quit because of an attitude of 

indifference from the owner, manager or 
some employee
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The $$$$ potential of 
customer service

The $$$$ potential of 
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� Multiply Clients x Average Spend x Visits
� 1000 x $120 x 2 = $240,000  Existing
� 1100 x $120 x 2 = $264,000  New clients
� 1000 x $150 x 2 = $300,000  Av. spend
� 1000 x $120 x 3 = $360,000  No. of visits

� Multiply Clients x Average Spend x Visits
� 1000 x $120 x 2 = $240,000  Existing
� 1100 x $120 x 2 = $264,000  New clients
� 1000 x $150 x 2 = $300,000  Av. spend
� 1000 x $120 x 3 = $360,000  No. of visits



The lifetime value of a customerThe lifetime value of a customer

� Average lifetime x average spend x 
number of visits
� 5 years x $120 x 10  = $6,000
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A challenge not a catastrophe!A challenge not a catastrophe!

� Strengthen your positioning and image 
� Strengthen your visibility
� Develop publicity strategies 
� Improve your service levels
� Review your target markets
� Promote your competitive advantages
� Introduce and evaluate new services carefully
� Beware of a discount mentality
� Look for opportunities to work together
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Be a winning business and get 
marketing!

Be a winning business and get 
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