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Description

Tune-Up Your Small Business is the ideal guide for small business 
owners who want to achieve their personal and professional goals by 
making their businesses more successful.

This book focuses on making regular, small changes that can lead to 
significant improvements over time. Through stories of small businesses 
that have grown by following the advice in this book, it offers inspiration 
and practical advice. Dr. Sleeman provides easy-to-follow steps to help 
you define what makes your business unique, communicate effectively 
with your customers, and present your business accurately online.

The book also advises on how to get better by listening to customers, 
ensuring your team delivers the best service, and discovering what cus-
tomers are looking to purchase. You will find simple advice on how to 
price your services and reduce expenses without losing value.
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Preface

In this powerful and insightful book, Dr. Raewyn Sleeman shares her 
vast expertise in marketing, business strategy, and customer experience 
to help small business owners unlock their potential and achieve remark-
able growth. With a strong background in driving growth across various 
industries, Dr. Sleeman has developed innovative marketing strategies 
and enhanced customer experience across digital channels.

Having taught master’s level marketing and business courses as a man-
agement lecturer, Dr. Sleeman uniquely communicates complex concepts 
effectively, making the complexity simple. This skill is incredibly close to 
her heart due to her experience overcoming dyslexia and a speech imped-
iment at an early age.

Her doctorate in Business Administration, focusing on branding 
(business personality) and innovation in small service companies, equips 
Dr. Sleeman with a solid strategic thinking and problem-solving foun-
dation. In addition, her dedication to giving back to the community 
through volunteer work showcases her strong leadership and commit-
ment to social responsibility.

Drawing from her experience as the founder of Stratagease Technol-
ogy Corporation, cofounder of Nimblwit Marketing Corporation, and 
various senior roles in marketing and communications, Dr. Sleeman 
offers readers an invaluable resource for navigating the challenges and 
opportunities small business owners face.

In this book, you will find practical tools, real-life success stories, and 
step-by-step project briefs to help you gain from the power of business 
personality and incremental improvements. Dr. Sleeman’s dedication to 
her craft and passion for helping small businesses thrive is evident on 
every page. We hope this book inspires you to act and transform your 
business growth.





Introduction

Welcome to a guide that can transform your small service business into 
a thriving enterprise even during uncertain times. As a small business 
owner or manager, you may have made minor service adjustments to 
increase sales and profit only to find that these efforts don’t always result 
in the financial return you expected or hoped for.

Alexander Den Heijer once said, “When a flower doesn’t bloom, you 
fix the environment that the flower is in, not the flower.” This statement 
holds for small businesses trying to make their mark in today’s uncertain 
and hypercompetitive business environment. The challenge is figuring 
out what needs fixing to make your business bloom.

As a small business owner, it’s no secret that marketing can be over-
whelming. With so many options available, it can feel like finding a nee-
dle in a haystack or seeing a tree in the forest. Confusing growth strategies 
is why 9 out of 10 of small businesses fail; half is due to bad marketing.

But what if there was a way to cut through the noise and find what 
spurs business growth? This book is here to help you do just that. Based 
on science-backed research, it offers practical advice on the vital mar-
keting tactics small business owners should use to succeed when many 
people offer similar services or products.

I aim to help you find what needs fixing so you don’t waste time 
learning and failing and start growing. I want you to know exactly what 
your customers are looking for in your business to make improvements 
that earn their trust and loyalty. With the insights and strategies in this 
book, you can.

If you’re ready to achieve the goals you started your business for but 
have limited time, money, and marketing knowledge, this book is for 
you. Say goodbye to quick short-term fixes and empty silver bullets and 
hello to a science-based approach to marketing that will help your small 
business thrive over the long term.

Designed to help you, the small business owner or manager, this book 
makes the most of your limited time, resources, and expertise. Following 
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the step-by-step guidance, you will learn to effectively prioritize and 
implement improvements in your business personality, marketing, and 
continuous innovation efforts.

I have written this guide in plain language, free of jargon, so you can 
quickly grasp the concepts and put them into practice. In this guide, 
you’ll find five key chapters, each focusing on a different aspect of grow-
ing your small service company, with the sixth providing a summary of 
each chapter:

1. The Power of Business Personality
2. Embracing Change for Growth
3. Visibility for Success
4. Continuous Growth and New Ideas: Unlocking Your Business 

Potential
5. Maximizing Profitability: Pricing and Cost Management Strategies 

for Small Businesses
6. Conclusion

Each chapter has actionable advice, simple project management steps, 
and real-world case studies demonstrating how other small businesses 
have succeeded in their business personality and improvement efforts.

By following the guidance in this book, you can expect to see at least 
three main benefits:

1. Reduced waste of time and money on ineffective improvements
2. Greater certainty and clarity on how to achieve your financial per-

formance goals
3. Increased confidence in your ability to implement improvements 

with limited resources

You’ll learn to prioritize improvements based on research and evi-
dence rather than simply copying competitors or relying on guesswork. 
This way, you can focus on what works for your unique business and 
achieve your personal and business goals.

This guide is built on a foundation of research and practical expe-
rience, combining the latest findings in small business marketing with 
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tried-and-tested project management techniques. As a result, you can 
trust that the advice provided here is relevant and attainable for small 
business owners like yourself.

By the time you finish reading this book, you’ll have gained valuable 
insights and practical tools to help your small service company thrive in 
any business environment. You’ll learn how to create a consistent and 
appealing business personality, adapt to market changes, make your busi-
ness personality visible to potential customers, continuously improve and 
innovate your services, and manage pricing and costs effectively.

Ultimately, this book aims to bridge the gap between theoretical mar-
keting knowledge and practical project management techniques, giving 
you the tools and confidence to achieve your personal and financial goals 
for your small service business. Following the recommendations in each 
chapter ensures that your business survives and thrives amid uncertainty 
and competition.

Now is the time to take control of your small service company’s future. 
Read on to discover how you can make the most of your marketing and 
business personality efforts and unlock the full potential of your business.





Introduction to Effective 
Project Management for 
Small Business Owners

As a small business owner, you wear many hats, and managing projects is 
an essential skill to ensure success. The good news is that you don’t need 
a degree in project management to achieve your goals. This introduction 
will provide you with the fundamental principles of effective project man-
agement, broken down into plain language and easy-to-follow steps. By 
applying these principles to the project briefs in this book, you can set 
yourself and your business up for success. I have weaved these principles 
into a life cycle within each chapter.

Set clear objectives: Every project starts with a clear goal. What do you 
want to achieve? Whether creating a business personality, improving 
the customer experience, or incremental improvements to your ser-
vices or service delivery, define your objectives to give your project 
direction and purpose.

Break it down: Divide your project into smaller, manageable tasks. 
Smaller tasks make the project easier to handle and help you focus 
on one at a time. Next, list all the activities needed to complete 
the project and assign each deadline. Each project within this book 
provides tasks for you to set a deadline based on your resources and 
availability.

Prioritize: With limited time and resources, it’s essential to prioritize 
tasks based on the immediate benefit to your business. Focus on the 
tasks shown in each of the project briefs in this book because they 
will significantly impact achieving your project objectives.

Allocate resources: Identify the resources you’ll need to complete each 
task. Resources may include time, money, equipment, and people. 
Be realistic about what you can achieve with your available resources 
and adjust your plan accordingly.
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Delegate: As a small business owner, it can be challenging to let go of 
control, but delegating tasks to your team, external resources, or 
partners is sometimes crucial for project success. Assign tasks based 
on each team member’s, contractor’s, or supplier’s strengths and 
ensure that they understand their responsibilities.

Monitor progress: Regularly review your project’s progress to stay on 
track to meet your goals. Monitoring lets you identify any issues or 
delays early and adjust as needed.

Communicate: Keep communication open with your team and any-
one else involved in the project or impacted by the changes that will 
occur from a completed project. Provide regular updates on prog-
ress, address any concerns, and ensure that everyone has the same 
current information.

Be flexible: Projects rarely go exactly as planned. Be prepared to adapt 
and adjust your plan as new information or challenges arise. Embrace 
change and view it as an opportunity to learn and improve.

Evaluate and learn: Once your project is complete, take the time to 
review and evaluate the results. What went well? What could you 
have done better? Then, learn from your experience and apply these 
insights to future projects.

Celebrate success: Acknowledge your and your team’s hard work and 
celebrate your project’s success. Recognition increases morale and 
encourages a culture of continuous improvement and growth.

Following these 10 principles gives you a solid foundation for effec-
tive project management. As you work through the project briefs in this 
book, remember that practice makes perfect. The more you apply these 
principles, the more confident and efficient you’ll become in managing 
projects, even with limited time, resources, and budget.

You must embrace flexibility and adaptability to succeed in today’s 
dynamic business landscape. As discussed in this book, being flexible 
(Principle 8: Entire Lifecycle: Be Flexible) is vital in various aspects cov-
ered within these pages. Whether shaping and refining your business per-
sonality, embracing change, increasing your company’s visibility, fostering 
continuous growth, or effectively managing costs and pricing, the ability 
to adjust and adapt based on feedback and changing market dynamics is 



 INTRODUCTION TO EFFECTIVE PROJECT MANAGEMENT xix

paramount. Adopting a flexible mindset, you will be better able to nav-
igate challenges, seize opportunities, and achieve long-term success in 
your small business.

So, get started and embrace the journey of becoming effective at car-
rying out improvements for the growth of your business. You can succeed 
in every project with determination, perseverance, and the right mindset.





CHAPTER 1

The Power of Business 
Personality

In Chapter 1, I’ll guide you through the critical aspects of developing a 
solid business personality for your small business, anchored on the prin-
ciple of setting clear objectives. We’ll start by examining why a strong 
business personality is essential for financial success in Section 1.1. Here, 
breaking down tasks and prioritizing efforts come into focus.

In Section 1.2, we go beyond just branding elements such as logos 
and delve into the holistic view of a business personality, including how it 
communicates and engages with customers. Practical steps and examples 
will help you shape an appealing and consistent image.

Section 1.3 features a case study of a small service company that suc-
cessfully built a distinctive business personality, demonstrating the power 
of effective task delegation and monitoring progress.

We round off with key takeaways in Section 1.4, emphasizing the 
principles of communication and flexibility. To assist in implementing 
these insights, Sections 1.5 through 1.8 offer project briefs designed 
around developing a business personality that is unique, a promise that 
matches it, and creating an online presence that reflects your business 
personality.

By the end of this chapter, you’ll be equipped to build a compelling 
business personality that not only sets you apart but also adapts swiftly to 
market changes.

1.1 Why Your Business’ Personality Matters

As a small business owner, having a solid business personality is essential. 
Your business personality is like the personality of your business as if it 
was a person. It’s about how your business talks, acts, looks, sounds, and 
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interacts with customers. Your business personality affects how customers 
see your business and influence their decision to choose your services and 
products over others.

When a business focuses on building a strong brand or focus on 
branding, it’s called business personality. Research shows that having a 

robust business personality can help a 
company perform better and be more 
attractive. For example, business per-
sonality (branding orientation) 
accounts for 20 percent of the total 
variability (difference) in company 
financial performance. In addition, as 

shown in Figure 1.1, businesses that strongly agree with business person-
ality practices have 2.5 times better financial performance than those who 

Business personality (brand-
ing orientation) accounts for 
20 percent of the total vari-
ability (difference) in com-
pany financial performance.

Figure 1.1 Impact of business personality practices (branding 
orientation) on financial performance compared to competitors  
in small service firms

Source: Dr. Raewyn Sleeman, DBA Thesis 2020.
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strongly disagree. Agreement means companies that focus on building a 
strong personality are much more likely to succeed than those that don’t.

Business personality is essential for small businesses since it makes your 
business credible and trustworthy with potential customers. A company 
with a strong personality conveys that it is professional, established, and 
trustworthy. A strong business personality can be vital for newer or smaller 
companies that may not have a long track record or established reputation.

Another benefit of having a strong business personality is that it helps 
your business be noticed in a crowded marketplace. Customers are often 
overwhelmed with choices when many people offer similar products or ser-
vices, and a strong business personality can help show customers why they 
should choose your business. Differentiating your business could mean hav-
ing a unique business personality, such as a distinctive logo or color scheme, 
or having a strong business personality voice that is attractive to customers. 
For example, a coffee shop that has a fun and quirky business personality 
voice might stand out from more traditional coffee shops in the area.

A strong business personality can also help businesses build a loyal 
customer base. When customers feel strongly connected to a business 
personality, they are more likely to become repeat customers and recom-
mend the company to others. Repeat customers can help companies save 
on marketing and advertising costs, as they can rely on word-of-mouth 
referrals from satisfied customers.

A solid business personality can also help businesses find and keep top 
people. When a business has a strong character and a positive reputation, 
it can be easier to attract the best-fit employees interested in working for 
a company with a strong mission and values. Plus, when employees feel 
proud to be associated with a strong business personality, they are more 
likely to be motivated and engaged in their work.

Finally, having a strong business personality can help businesses weather 
difficult times or crises. When a company has a strong personality and a 
loyal customer base, it can be easier to recover from setbacks or negative 
publicity. In addition, customers who feel a strong connection to a business 
personality are more likely to forgive mistakes or missteps and may even 
be more likely to continue to use the business during challenging times.

Overall, having a strong business personality is essential for small 
businesses that want to succeed when many people offer similar services 
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or products. A strong business personality can help establish credibil-
ity and trust with customers, separate your company from competitors, 
build a loyal customer base, attract top talent, and weather difficult times 
or crises. As a result, you can improve your chances of success and achieve 
your goals by prioritizing business personality activities and focusing on 
building a solid business personality.

Setting clear objectives is crucial to ensure that your business personality 
will achieve your goals. As we discussed earlier, building a strong business 
personality involves creating a distinct identity for your business that peo-
ple who buy from your business can easily recognize. Distinction elements 
include a logo, catchy slogan, color scheme, or similar tone of voice and lan-
guage in social media posts. However, without clear objectives, these efforts 
might lack direction and purpose. Setting specific, measurable goals for your 
business personality is essential. For example, you could aim to increase cus-
tomer recognition of your logo by a certain percentage or create a consistent 
voice (style of speaking) across your social media, e-mails, and ads. Clear 
objectives act as a roadmap, helping you shape your business personality to 
support and propel you toward achieving your business and personal goals.

Developing a strong online presence via your website and social 
media pages helps you reach more customers and build your business 
personality. Creating relevant and valuable content for people who buy 
your services, engaging with customers, and responding to their feedback, 
are crucial elements of building a robust online presence.

Understanding people who buy your services and what they value is 
essential for tailoring your business personality activities to be compelling to 
them. In addition, investing in advertising and other marketing activities that 
are most effective in reaching people who buy your services is also crucial.

Meeting your promised customer experience and positive reviews help you 
build trust and customer loyalty. In addition, responding quickly to customer 
inquiries and complaints can help you stand out from your competitors.

When many people sell the same type of products or services, having 
a solid business personality can make a significant difference in the suc-
cess of your business. By investing time and resources into your business 
personality, you can show why people should pick your business over oth-
ers and attract potential customers. However, when many people sell the 
same type of product or services, it may be necessary to prioritize other 
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aspects of your business, such as improving the quality of your products 
or services, or incremental innovation, to stay relevant.

Overall, building a strong business personality is essential for small 
business success. Businesses can attract more customers who are loyal and 
gain a financial advantage by focusing on business personality and prior-
itizing impactful business personality activities.

After a comprehensive exploration of why business personality mat-
ters for small businesses, it’s clear that establishing a strong and distinct 
personality can significantly impact your business. Distinction involves 
various components, such as creating a memorable logo, a distinctive 
voice, and a recognizable company image. However, the wealth of con-
siderations can seem daunting at first.

That’s where the principle of breaking tasks down comes into play. 
Consider each facet of your business personality as a task—developing 
a logo, creating your business voice, establishing an online presence, 
enhancing customer experience, and so on. This way, it becomes more 
manageable, and you can focus on each task individually to ensure that it 
matches your overall business personality.

Moreover, as it is crucial to direct your efforts to the most critical aspects 
when many people offer similar services or products, it brings us to the prin-
ciple of prioritizing. Here, it would be worthwhile to identify the critical busi-
ness personality aspects that will make the most significant difference in your 
business success. By prioritizing these crucial aspects, you can efficiently use 
your resources and make your business personality efforts more impactful.

In conclusion, breaking tasks down and prioritizing are powerful 
strategies that make building a solid business personality manageable and 
effective. They ensure that you can navigate the journey toward a strong 
business personality without being overwhelmed and that your efforts 
directly contribute to your business’s financial advantage.

1.2 Creating and Maintaining a Consistent  
Business Personality

As discussed in Section 1.1, a strong business personality is essential 
for business success. However, it’s not enough to have a strong business 
personality; you also need to maintain a consistent one. Consistency is 
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critical to building customer trust while creating a memorable business 
personality that stands out.

Creating a consistent business personality starts with defining your 
businesses’ values and mission. These should align with your business 
goals and be communicated to all employees to ensure that everyone has 
the same information. For example, if your business values customer expe-
rience, everything your business does, from how you answer the phone to 
the language used in your marketing materials, should reflect that value.

Suppose you are a local restaurant focusing on sustainability and sup-
porting local farmers. You have defined your business personality values 
as promoting sustainable food practices and using locally sourced ingredi-
ents. Your values should be reflected in your menu, which changes based 
on the season and availability of local produce, and in your marketing, 
materials highlighting your commitment to sustainability. In addition, 
you train your employees to communicate this value to customers and 
provide information about the local farms and producers you work with.

Suppose you are a small online clothing boutique that values inclusiv-
ity and body positivity. You have defined your business personality mis-
sion as providing fashionable and affordable clothing for all body types 
and sizes. Reflect your mission in your product offerings, which range 
from XS to 3XL, and in your marketing materials that feature models 
of different sizes and body types. You will also train your employees to 
communicate this value to customers and provide personalized recom-
mendations based on individual body types and preferences.

One way to maintain consistency is to create a business personal-
ity style guide. This guide should include details about your logo, color 
scheme, font, and other visual elements used in your marketing materials. 
It should also have guidelines for the tone of voice and language used in 
all customer communications, from e-mails to social media posts.

A small catering company could benefit from creating a consistent 
look and feel for its business. Achieved by creating a library with pictures 
and designs representing the company’s unique style. The library can then 
be a reference guide for all marketing materials, from menus to social 
media posts, to ensure a cohesive and recognizable business personality 
picture. A “library” shows the business’s personality, including its color 
scheme, font, images, and other design elements. Here are some specific 
examples of items to include in a small business’s library:
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Color palette: A library will include a page showcasing the business 
personality’s color palette, including the specific shades and combi-
nations of colors used in the marketing materials.

Typography: A library will include examples of the fonts used in the 
business personality’s marketing materials, including specific font 
families, font sizes, and styles. As an example, this book is written 
using font family Times New Roman, and the font size is 12, and 
the style is normal.

Imagery: A library will include examples of pictures in the business 
personality’s marketing materials, including photography, illustra-
tions, and graphics. Choosing a specific type of image that will be 
used anywhere a customer sees them increases the chance they will 
recognize your company instantly. Include guidelines for the style 
and tone of the photos and specific guidelines for size and place-
ment. As an example, your style might be pictures of people experi-
encing your service, the tone of the photos might be full color, black 
and white, or shades of your logo color.

Design elements: A library will include examples of the design ele-
ments used in the business personality’s marketing materials, such as 
patterns, textures, or other graphic elements. Include specific guide-
lines for how these design elements should be used and combined.

Overall, a library is a helpful tool to ensure consistency in your busi-
ness’s personality across all marketing materials. It provides a clear and 
concise library that employees can refer to when creating new marketing 
materials, ensuring that all materials align with your business’s personality.

An independent bookstore could benefit from developing a “library” 
that outlines its business personality, values, and mission. This document 
can include information on the types of books the store specializes in, 
the store’s unique selling points, and how they want customers to feel 
when they visit the store. By sharing this information with employees, the 
bookstore can ensure that everyone can confidently deliver a consistent 
customer experience.

A small fashion boutique would benefit from creating a “library” out-
lining the critical design elements of its business personality. The library 
will include information on the store’s preferred color scheme, font, and 
imagery. By having these elements clearly defined and documented, the 
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boutique can ensure that all marketing materials, from product packaging 
to social media posts, are consistent and reflect the boutique’s unique style.

Another critical aspect of creating a consistent business personality 
is to ensure that all customer touchpoints are consistent. Touchpoints 
include everything from your website to your storefront and customer 
interactions with your employees. For example, if your business is known 
for its friendly and helpful customer experience, train all employees to 
reflect that personality in customer interactions.

Consistency in business personality is also essential for businesses 
with multiple locations or franchises. Each location should have the same 
business personality materials and follow the same guidelines to maintain 
consistency and ensure that customers have a consistent experience, no 
matter which site they visit.

Let’s look at a few examples to demonstrate the importance of con-
sistency. For example, Starbucks is known for its consistent business per-
sonality, with the same logo, color scheme, and font used in all locations 
worldwide. This consistency creates a memorable business personality and 
helps customers easily recognize and trust the business personality. Simi-
larly, Coca-Cola has maintained a consistent business personality for over 
100 years, with the same logo and messaging used throughout its history.

On the other hand, businesses that fail to maintain a consistent busi-
ness personality can confuse customers and harm their reputation. For 
example, suppose a restaurant has a friendly and welcoming atmosphere. 
Still, its website and social media pages are dark and uninviting. In that 
case, it can create confusion and negatively impact customers choosing 
your business.

In summary, creating and maintaining a consistent business person-
ality is essential for building customer trust and creating a memorable 
business personality that stands out from the competition. Start by defin-
ing your business’s personality and breaking down tasks to establish a 
consistent character. You can ensure that each aspect of your business 
personality receives the attention it deserves when broken into manage-
able tasks. Also, it’s crucial to prioritize specific elements of your business 
personality that align with why people buy your products or services. By 
identifying the key features that are attractive to people who buy from 
your business and focusing on them, you can strengthen your business 
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personality and create a more impactful connection with your custom-
ers. Lastly, by adhering to these principles and maintaining consistency 
within your business, such as your website, social media, and customer 
service, you can create a strong and recognizable business personality that 
customers will remember and trust.

1.3 Success in Action: A Small Service Firm’s  
Business Personality (Cleaning Company)

Small service companies face unique challenges when it comes to business 
personality. This case study explores the successful business personality 
of a small cleaning company, providing insights and practical strategies 
that can help other small service companies build and maintain a strong 
business personality.

Background of the company: The small service company we will exam-
ine is a cleaning company. A business started by a woman who has 
provided appreciated customer experiences in the hospitality industry 
for over 16 years. She started her business to provide a level of service 
she saw was missing in the commercial and residential services indus-
try. Having completed training and certification from Superhost and 
Service it Right, her business had an advantage over competitors. 
However, potential customers weren’t aware of the company.

Recognizing the need for change: After a few months in business, in 
2017, the owner was determined to provide a spotless customer 
experience for her cleaning customers and wanted her business to 
have the best chance of success. There were many competitors in the 
area, and she found she was competing on price, often getting her 
estimates declined. She wasn’t getting the customers she expected 
to, given her quality of service and customer experience, so she 
applied for a mentor from a local entrepreneur support association 
and met me.

Adapting to market changes: To adapt to the changes in the local 
market, we reviewed her business and the competition around her 
business to see the areas that would benefit from improvement. 
The reasons for developing a business personality were identified 
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when reviewing the business to determine what might be stopping 
customers from using this business that provided excellent cleaning 
services and an above-standard customer experience. Initially, the 
company had a logo and social media page that showed pictures of 
cleaning products and a clean home. Still, there wasn’t an evident 
business personality with images and messages that demonstrated 
the uniqueness of this company.

The process began with a comprehensive analysis of what customers 
liked and didn’t like about the company and looking to see what other 
cleaning companies looked like in the area. This review helped identify 
how this cleaning company was unique and what a natural business per-
sonality would be that reflected the business experienced by its current 
customers and owner.

After my team and I created her new business personality and every-
thing about the company was adapted to the new character—website, 
social media, vehicle signage, uniform, unique touches—a launch party 
was held to increase awareness by current and potential customers, fol-
lowed by regular, consistent social media posts, paid and unpaid.

Results of the company’s adaptation: Owing to these changes, the 
cleaning company had an increase of 1,233 percent in customer web-
site leads and could overachieve its personal and business goals. She was 
able to attract new customers and retain existing ones by adapting to 
the changes in the marketplace, which demonstrated to her most profit-
able customers that her business could meet their needs better than the 
competition.

New customers experienced exceptional service and “a spotless clean,” 
which her existing customers were used to. This business continued to 
grow and remained top of mind when it was closed during the pandemic 
by changing the messaging to be relevant and supportive of business and 
personal customers’ experiences through the Covid pandemic.

The impact of a strong business personality on the cleaning company’s 
performance was significant. The business personality resulted in a dra-
matic increase in customers and increased loyalty from existing clients. 
The company also experienced increased revenue and profitability, achiev-
ing financial goals within a year. Maintaining the business personality for 
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over five years has increased customer and prospect confidence in the 
company, with continual new customer requests every week.

Key takeaways for small business owners: First, it’s essential to stay 
aware of the local market, competition changes, and customer and pros-
pect responses to advertising and promotion. Know how vital a strong 
business personality is and act when results don’t achieve your goals.

Second, building a strong business personality and messages can help 
small businesses stand out from other similar companies, making it easier 
for the right—most profitable customers—to find them and immediately 
recognize that it is a company they can trust and rely upon.

Third, being open to changing the business personality of a company— 
logo, name, pictures, and messaging ensures that you attract new custom-
ers and increase revenue. Finally, using social media channels to announce 
improvements and demonstrate the unique business personality of a 
company will help small enterprises to reach a wider audience and build 
awareness and trust with potentially profitable customers. Continuing to 
prioritize investments in the business personality and monitor customer 
feedback and the business environment and change pictures and messages 
as the market changes as it did during the years of the Covid pandemic 
is also essential.

This case study has highlighted the importance of a successful busi-
ness personality creation for small service companies. Through this proj-
ect, the cleaning company built a strong personality for the business that 
set it apart from its competitors, attracted new customers, and retained 
existing ones. The business personality process involves understanding 
what customers like about the established company, defining the person-
ality, developing visual pictures and messages to show the character of the 
company, and implementing the essence of the company across all aspects 
of the business, from signs, clothing, interior design and décor, giveaways, 
promotions, advertisements, social media posts, websites, vehicle signage, 
equipment, and tools.

By following the strategies and tactics outlined in this case study, you 
experience the benefits of investing in business personality and see why 
developing a unique business personality for growth is essential.

One important aspect highlighted in this case is how a small service 
company effectively allocated resources to create and maintain its business 
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personality. They carefully assigned their budget, time, and people to per-
sonality and marketing tactics, ensuring their business personality was 
nurtured and consistently reflected across all touchpoints. Plus, the role 
of delegation is emphasized in implementing and executing the strategies 
to uphold the business personality.

The small service company effectively managed its workload by 
delegating tasks to competent team members or outsourcing specific 
responsibilities. The business owner ensured her business personality 
was effectively implemented. Through these practices, you can achieve 
long-term success and stand out when many people offer similar services/ 
products by consistently establishing and maintaining your unique  
business personality.

1.4 The Power of Business Personality:  
Key Insights and Next Steps

Section 1.1 outlined the importance of business personality for small 
businesses. In the previous sections, I covered the key elements of build-
ing and maintaining a solid business personality, including the benefits 
of creating and maintaining a consistent business personality and a case 
study of a successful small service company’s business personality creation.

I discussed why a strong business personality matters for your small 
business and how focusing on business personality activities can posi-
tively impact your performance and financial advantage in the future. 
By prioritizing your business personality efforts, you can improve your 
financial performance and achieve more significant revenue over other 
similar small businesses.

I delved into creating and maintaining a consistent business personal-
ity, as it is not just about having a logo but also about how you talk, act, 
and interact with customers. I provided examples and practical steps to 
build and maintain a consistent business personality that is attractive to 
people who buy your services. I discussed how to adapt to changes in the 
business environment to remain relevant.

I showcased the case study of a successful small service company’s 
business personality creation. I highlighted how they implemented an 
effective business personality to show what’s unique about their business 
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and attract loyal customers. I examined their journey from the early stages 
of business personality to their current success. I provided insights into 
how you can apply these strategies to your own business.

As a small business owner, it is essential to recognize that a strong 
business personality is vital for your business’s success, even though it can 
be hard to separate yourself from the character of your business. When 
you recognize the importance of having a separate and professional busi-
ness personality consistent across all areas of your business, you can dras-
tically increase trust by current and potential customers, resulting in less 
work for you and increased revenue and profitability.

Through these sections, I aim to demonstrate that business personal-
ity is vital for small businesses and can make the difference between those 
that thrive and those that do not. By building a solid business personality, 
you can attract loyal customers, make your business stand out from oth-
ers, and be seen as relevant as the market changes and you adapt.

Discussing the importance of monitoring progress to ensure that your 
business personality remains consistent and aligned with your objectives 
is essential. Regularly assessing and evaluating your efforts allows you to 
make necessary adjustments and maintain the desired impact of your 
business personality.

Effective communication also significantly conveys and reinforces 
your business personality to people involved or purchasing from your 
business. By delivering your messages consistently across various chan-
nels, such as social media, e-mails, and customer service, you establish a 
strong connection with the people who buy your products and services 
and strengthen your business personality.

Before progressing, consider diving into the project briefs designed to 
help you build a compelling business personality and benefits message for 
your business. Following a structured Start, Plan, Do, Finish approach, 
these briefs guide you from research to execution.

Project brief 1.5 initiates the journey by focusing on research to differ-
entiate your business. Project brief 1.6 then helps you develop a clear and 
cohesive business personality, including visual elements such as logos and 
color schemes. Briefs 1.7 and 1.8 are about making an actionable promise 
that matches your business personality and ensuring your online presence 
genuinely reflects your business personality.
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Up next, we’ll explore how to adapt to change, offering insights  
to keep your business relevant. By the end of these chapters, you’ll have 
the tools and insights to systematically and effectively build a business per-
sonality that resonates with people who will buy your products or services.

1.5 Start: Research to Differentiate Your  
Business Personality

As a small business owner, understanding your customers’ preferences and 
the unique aspects of your business personality that sets you apart from 
competitors is critical. This project brief guides you through a process of 
market research aimed at achieving these crucial insights.

In this brief, we explore how to conduct effective market research, 
develop a relevant customer survey, and apply the data gained to set your 
business personality as different from the rest.

Objectives

Your research objective for this project is to identify ways to demonstrate 
your business personality uniqueness using customer feedback.

Scope

• Reviewing customer feedback online
• Developing a simple online survey
• Sharing the survey with current customers
• Analyzing the data
• Implementing changes based on the findings

Deliverables

• Collection and review of at least 50 customer feedbacks
• Creation and distribution of a simple online survey
• Analysis of customer feedback
• Actionable insights and implementation plan based on 

findings
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Timeline

• Reviewing feedback: One week
• Developing and sharing survey: One week
• Gathering and analyzing data: Two weeks
• Implementing changes based on results: Variable

Resources

• Online tools such as Google Forms, SurveyMonkey, and 
1000minds

• Social media platforms for sharing surveys
• Charts or graphs for data visualization
• Incentives to encourage customer participation

Risks and Challenges

• Gathering sufficient feedback to form a representative sample
• Ensuring meaningful participation through incentives
• Analyzing and correctly interpreting data
• Implementing changes based on insights gained

Key Stakeholders (People Who Care About What Your  
Business Does)

• Business owner
• Marketing person—internal or external
• Customers

Step 1: Recognize the Need to Show Customers You’re Different

Recognize the need to make your business stand out from others 
through comprehensive market research. A crucial part of this process is 
to review customer feedback online, both positive and negative. Ensure 
that you have at least 50 customer feedback instances for a represen-
tative and reliable sample. Too few feedback experiences may result in 
a business personality that does not match the expectations of paying 



16 TUNE-UP YOUR SMALL BUSINESS

customers. By comprehensively understanding customer perspectives, 
you will be able to associate your business personality with your cus-
tomers’ expectations.

Step 2: Communicate With People Who Care About Your Business

Communication with key stakeholders is vital. Your key stakeholders are 
anyone who cares about what your business does. For this project, they 
are your staff and your customers. Use any available channels to engage 
them in this process. Your channels may be to communicate via social 
media, e-mail, telephone, or face-to-face interactions, depending on 
which you use now. The goal is to ensure that they understand the proj-
ect’s objective and are actively involved in providing the feedback needed 
for market research. The method of communication is less important 
than the quality and quantity of the feedback collected. So, use whatever 
means are most accessible and efficient to make this important discussion 
and feedback happen.

Step 3: Involve Team

Involve your team in developing the survey using online survey tools. 
Keep your survey short and simple, focusing on questions to help achieve 
your research objectives. For example:

• How do you think our company is different from our 
competitors? (Or other companies you have used that provide 
the same services)

• What makes our business stand out or different from the rest?
• What words come to mind if you were to describe the 

personality of our business to someone else as if it was a 
person?

• What do you like least about your experience with our 
company?

• What do you like most about your experience with our 
company?
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Step 4: Provide Resources and Training

Give your team what they need, including online survey tools. Train them 
to use these tools and interpret survey data effectively. Once the survey is 
ready, distribute it through various channels such as social media, e-mail, 
or your website. Offer incentives, such as products or complementary 
services, to encourage customer participation.

Step 5: Refine and Adjust as Necessary

After getting feedback from customers, look for common points and 
trends. Use easy-to-understand charts or graphs to see and understand 
what the data is telling you. For example, if customers value customer 
experience over price, you could show how you are different by offering 
a relevant customer experience. If customers perceive your business per-
sonality as outdated compared to competitors, consider updating your 
business personality and messaging.

Step 6: Celebrate Success and Learn From Failure

Celebrate the insights gained and strategies for implementing changes 
based on the findings. Learn from any challenges faced during the process 
to improve future research.

Tips

• Keep your survey short and simple; use existing wording and 
questions provided in survey tools rather than writing your 
own unless you have market research experience.

• Offer incentives to encourage participation.
• Use online tools to save time and money.
• Create a chart or graph of your collected information with 

simple charts or graphs to see trends.
• Act based on your research findings; update your business 

personality and messaging to better appeal to people who buy 
your services if necessary.
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By following these steps and researching, you will have information 
about what your customers prefer to clarify how your business differs 
from competitors.

1.6 Plan: Developing a Clear Business Personality

The development of a clear and consistent business personality is of criti-
cal importance. It is a cornerstone for your marketing strategy, effectively 
communicating your business’ values and unique offerings to customers. 
Your business personality is how your business behaves, speaks, and com-
municates with customers. Your business personality is made up of visual 
elements that reflect the uniqueness of your company for customers to 
recognize and remember your business based on the visual clues you pres-
ent, such as your logo icon, color palette, and fonts.

Therefore, this project aims to guide establishing a strong business 
personality that allows small businesses to show their uniqueness com-
pared to similar companies to build trust with potential customers.

In this brief, we explore the step-by-step process of developing a clear 
business personality, from defining the business tone, voice, and style, to 
selecting the appropriate visual elements such as colors and fonts, and 
finally, creating a memorable and representative logo.

Objectives

Developing a personality that effectively communicates my business’s 
unique offerings and values to customers, which helps attract and keep 
customers.

Scope

• Defining the business personality
• Selection of colors that align with the business personality
• Choosing appropriate fonts that reflect the business personality
• Creating a logo that represents the business personality
• Ensuring consistency across all elements of the business 

personality
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Deliverables

• A clear definition of the business personality
• A defined color scheme representing the business personality
• A chosen font style aligning with the business personality
• A representative and easily recognizable logo
• A guide to maintaining consistency in the business  

personality

Timeline

• Define your business personality (one to two weeks)
• Choose your business personality colors (one week)
• Select your business personality fonts (one week)
• Create a logo (one week)
• Maintain consistency (ongoing)

Resources

• Customer feedback (from Reviews or Research, see  
Section 1.5)

• Tools to develop the tone of voice and style (Grammarly, 
Hemingway, CopyLime)

• Color palette generators and design books for color scheme 
inspiration

• Online font collections for font selection inspiration
• High-quality pictures and graphics for logo design

Risks and Challenges

• Failure to effectively define the business personality
• Inconsistency in the application of business personality across 

different channels
• Choosing colors, fonts, and logos that do not align with the 

business personality
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Key Stakeholders

• Business owner(s)
• Design team (if available)
• Customers

Step 1: Recognize the Need for a Business Personality

You must recognize that developing a clear business personality separates 
you from competitors, driving customer attraction and retention. Begin 
with defining your business personality’s tone, voice, and style.

Define your business personality

Your business personality is the set of human characteristics that your 
business personality exhibits. Keep your business personality identity 
simple and focused.

To develop your business personality, you need to define your busi-
ness personality’s tone, voice, and style. Start by asking yourself the fol-
lowing questions:

• What did customers say in the survey or what do customers 
say they like and dislike about my business in online reviews?

• How do you want your business personality perceived by your 
customers?

• What adjectives would you use to describe your business 
personality?

• What values does your business personality stand for?
• What emotions do you want your business personality to 

evoke in your customers?

Once you have answers to these questions, you can develop your busi-
ness personality’s tone of voice and style. Your tone of voice is how your 
business personality communicates with your customers, and your style is 
the visual representation of your business personality.

To help you develop your tone of voice and style, you can use the 
following tools:

• Grammarly: Grammarly is a free writing assistant that helps 
you improve your grammar and spelling.
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• Hemingway: Hemingway is a free online editor that helps you 
improve your writing and readability.

• CopyLime: CopyLime is a free online editor that helps you 
write more engaging and responsive information.

Colors

The next step in creating a business personality is to choose your busi-
ness personality colors. Use the same ones everywhere—your website, 
social media pages, marketing materials, internal and external physi-
cal stores, trade shows, stands, signage, flyers, postcards, and business 
cards. Choose colors that reflect your business personality identity and 
are easy to view. Use a maximum of three colors to keep it simple for 
customers.

Choose a color scheme: The colors you choose for your business per-
sonality can significantly impact how people perceive your company. For 
example, suppose your business provides luxury spa services. In that case, 
you might choose colors such as gold and purple to convey a sense of 
elegance and sophistication. To select a color scheme, consider your busi-
ness’s personality and the colors that best represent it. You can also look at 
color palettes online or in design books for inspiration.

Here are some examples of the meaning of colors and the most com-
mon colors used by different business industries:

Red: This color is often associated with excitement, passion, and 
energy. It is commonly used by businesses in the food, entertain-
ment, and retail industries, promoting urgency and appetite.

Blue: Blue is associated with professionalism, loyalty, and trust. It is 
commonly used by businesses in the technology, finance, and health 
care industries, as it can create a sense of security and reliability.

Green: Green is associated with health, growth, and nature. It is used 
by businesses in the organic food, environmental, and wellness 
industries for a sense of vitality and freshness.

Yellow: Yellow is often associated with optimism, creativity, and 
warmth. It is commonly used by businesses in the hospitality, enter-
tainment, and retail industries, as it can create a sense of happiness 
and friendliness.
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Purple: This color is often associated with luxury, royalty, and creativ-
ity. It is commonly used by businesses in the beauty, fashion, and 
entertainment industries, as it can convey a sense of sophistication 
and glamor.

When choosing a color scheme for your business, it’s essential to con-
sider the meanings associated with each color and how they align with 
your business’s personality and values. It’s also helpful to look at what 
colors are commonly used in your industry, as this can create a sense of 
familiarity and help you stand out from competitors. You can find inspi-
ration for color schemes online or in design books, and even use color 
palette generators to help you select complementary colors.

An example for a restaurant:
The color scheme might include warm colors such as red and orange 

to stimulate appetite.

fonts

The next step in creating a business personality is to choose your busi-
ness personality fonts. These should be the same for everything, including 
your website, social media posts, marketing materials, signage, flyers, uni-
forms, vehicle decals, and window displays. Choose fonts that reflect your 
business personality identity and are easily read and comprehended with 
the colors chosen in the previous step.

The font you choose for your logo and website can also significantly 
impact how people perceive your business personality. For example, if 
your business provides legal services, choose a traditional font that is easy 
to read, such as Times New Roman. To select a font, consider your busi-
ness’s personality and what font best represents it. You can also look at 
font collections online to get inspiration. For example, do not use Comic 
Sans for any part of your business personality to avoid looking immature 
or childish.

Here is an example for a fitness studio:
A fitness studio’s font choice might be a strong and bold serif font 

to convey strength and power. Try Georgia, Baskerville, or Times New 
Roman.
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Logo

The next step to creating a business personality is to create a logo that 
reflects your business personality.

Choose an icon that reflects your business: Your company’s logo 
needs to be immediately recognizable by prospects. A recognizable logo 
is harder for some businesses than others. For example, suppose your 
business provides multiple products or product categories. In that case, 
it will be challenging to choose one image for its logo, as will companies 
that provide some services that don’t have imagery that makes it easily 
recognizable.

Your logo should be straightforward, easy to recognize, and reflect 
what your business provides so it’s instantly obvious.

Tips

• Use high-quality pictures and graphics to maintain a 
professional appearance.

• Choose imagery and graphics that reflect your business 
personality identity and messaging.

• Choose a specific image type for your business—will it be 
photographs or illustrations? Will they have a solid color 
background or natural? Choosing a color from your business 
personality and using it repeatedly will increase awareness 
of your business whenever someone sees it. But again, it’s 
essential to choose a specific style and be consistent.

An Example for a Legal Services Company

A legal company’s business personality might include a logo that incorpo-
rates a symbol of justice, such as a scale, gavel, or courthouse.

It’s important to note that while all these visual elements are different, 
they should all work together to create a cohesive and consistent business 
personality for the business.

The logo, color scheme, and font choice should reflect the business’s 
personality and values and be used consistently across all marketing 
materials. 
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Maintain Consistency

Avoid changing your business personality too often, if at all, as it can 
confuse customers and potentially lead to losing trust in your business. 
Instead, ensure that any changes align with your business personality’s 
messaging and values.

Developing an evident business personality is essential for you if you 
want to show how your business differs from similar companies to attract 
the right customers. By defining your business personality, keeping it 
consistent, and communicating it effectively, you can build a strong busi-
ness personality that is attractive to current and new customers.

Step 2: Communicate With Key Stakeholders

Once you’ve defined your business personality, you must share it with 
the people who help your business function, such as your employees, 
contractors, and suppliers. Share because your business personality isn’t 
just a statement; it’s a commitment to your customers and should change 
how you operate.

Let’s say, for instance, you run a café, and your new business person-
ality promise includes only using locally sourced ingredients. Sourcing 
ingredients locally is an excellent step toward supporting your commu-
nity and providing fresh, quality food to your customers. But this will 
affect your relationship with suppliers.

First, you’d need to talk to your current suppliers. You’d tell them 
about the change in your business’s direction and what it means for them. 
If they can’t provide locally sourced goods, you’ll need to transition to 
a supplier who can. Remember, when communicating this change, it’s 
essential to be clear about why you’re doing it (the purpose), how you 
plan on making the change (the process), and what you hope to achieve 
(the expected outcomes). This way, everyone in your business understands 
what’s happening and why.

Next, you’d share your new promise with your employees and con-
tractors. After all, they’re the ones who will be implementing this promise 
day in and day out. Suppose your staff knows and understands your busi-
ness personality. In that case, they can better deliver on that promise and 
create a consistent customer experience.
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So, to recap, after creating your business personality, communicate it 
to everyone involved in your business. Be clear about why you’re making 
changes, how you plan on implementing them, and what you hope to 
achieve. Communicating will help everyone understand the new direc-
tion of your business and how it can contribute to its success.

Step 3: Involve Team

Your team’s insights and inputs are valuable in defining and developing 
your business personality if they have experience creating one for a suc-
cessful company. If they have that experience, involve them. For team 
members who don’t have expertise branding a company like yours, while 
it’s essential to communicate the changes with your team, if you have one, 
remember that it’s always the collective profitable customer’s opinion that 
matters most because, without them, your company doesn’t exist. Avoid 
making changes based on personal views that aren’t reflective of the needs 
of your business from your most profitable customers.

Avoid making changes based on the opinions of people who don’t 
understand the psychology behind why customers buy from your com-
pany, even though they want to get involved and are well-meaning in 
their views. While everyone has the right to share their opinion, changing 
the business personality based on personal goals and ambitions should be 
avoided so you don’t alienate customers or become irrelevant.

Focus on why your business started in the first place and what the 
need was in the market you were solving. If you veer too far from why 
customers choose your business, they will switch to your competitors. 
Beware of incorporating any current cultural trends into your business 
personality so that customers continue to find you for the need they have 
that your products or services solve.

Step 4: Provide Resources and Training

When you’re ready to bring your business personality to life, you must 
equip yourself and any team members with the right tools and skills. 
These resources can help you consistently communicate your promise 
through your company’s visual and verbal style.
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For instance, tools for developing tone of voice and style can help you 
ensure that your written communications align with your promise. An 
online tool might guide you through selecting words and phrases that fit 
your company’s personality. Color palette generators and design books can 
inspire your company’s visual style. They can help you choose colors that 
reflect the feeling you want to convey—for example, calming blues for a 
yoga studio or vibrant oranges for a fast-paced delivery service. Online 
font collections offer a wide range of typefaces that can complement  
your visual style. At the same time, high-quality graphics can make your 
communications more engaging.

Remember, it’s not enough just to have these tools—you need to know 
how to use them effectively. Don’t worry if you’re not a design whiz or a 
wordsmith. Online training and creation tools are available, often free, 
or cheap. Websites such as YouTube, Coursera, or Udemy offer courses 
on everything from graphic design to copywriting. Artificial intelligence 
(AI) tools provide creative images and copy by answering a few questions.

When using AI, it’s essential to know that the answers you get from the 
tools are only as good as your knowledge of what you need—and that starts 
with understanding the strategy that is right for your unique business; if you 
aren’t sure, get an expert’s suggestion for the strategy you can use for AI tools 
on your own. With some time and practice, you’ll soon be able to use these 
tools to communicate your business personality clearly and consistently 
everywhere customers might see your business—online and in real life.

Step 5: Celebrate Success and Learn From Failure

Congratulations on shaping a unique business personality for your enter-
prise! This step is a milestone in defining your company’s uniqueness. 
Acknowledging and celebrating this achievement is important because 
it represents the hard work and thoughtful consideration you’ve put into 
understanding your customers’ needs. This celebration could be as simple 
as sharing your excitement with your team or taking a moment to appre-
ciate your hard work.

But remember, it’s okay if things don’t turn out perfectly the first time. 
Maybe your initial business personality isn’t as attractive to customers as 
you’d hoped, or your communication efforts need tweaking. It’s essential 
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to see these not as failures but as opportunities for learning and growth. 
Use these instances as lessons to refine your approach. Ask for customer 
feedback, monitor customer engagement, and use these insights to make 
necessary adjustments.

The journey to crafting and communicating your business personality 
is a continual process of trial, learning, and refining. The key is to remain 
open to change and always keep the needs and preferences of your cus-
tomers at the forefront. This way, you’ll continue to build a robust and 
appealing business personality that your customers trust and value.

1.7 Do: Developing Your Business Personality Promise

Defining and communicating your unique business personality promise 
is vital when many people sell similar products or services. This promise is 
what customers can expect from your service, directly affecting your rep-
utation and customer loyalty. It helps attract more right people for your 
business, ensuring they appreciate and value your services.

In this brief, we explore how to define your business personality prom-
ise and provide you with practical examples across various industries. This 
project will assist you in creating a unique and impactful promise that 
rings true with your most profitable customers.

Objectives

The primary objective of this brief is to empower you, a small business 
owner, to formulate your own compelling business personality promise, 
thereby strengthening your business personality and enhancing customer 
loyalty.

Scope

This project brief will cover the following:

• Explanation of the business personality promise and its 
importance

• A detailed breakdown of the business personality promise Formula
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• Practical examples of business personality promises in various 
industries

• Tips for effective communication of your business personality 
promise

Deliverables

By the end of this project brief, you will:

• Understand the concept and importance of a business 
personality promise

• Be able to craft your own business personality promise using 
the provided formula and examples

• Learn how to communicate your promise across various 
channels effectively

Timeline

Given this project brief ’s compact and focused nature, understanding, 
and applying the concepts should take approximately one week.

Resources

Apart from this guide and your understanding of your business and cus-
tomers, no additional resources are required. Tools such as Snappa will 
help create visual representations of your business personality promise.

Risks and Challenges

• Difficulty in clearly defining the most profitable customer type
• Struggling to articulate a clear and concise business 

personality promise
• Ensuring consistency in communicating the promise across 

different channels

Key Stakeholders

• You, as the business owner
• Your most profitable customers
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• Any employees or team members involved in customer service 
or communication roles

Step 1: Create Your Business Personality Promise

Your business personality promise is a statement that tells customers the 
benefits they can expect from your business. It is a promise you make to 
your customers about what they will experience when they do business 
with you.

Use the following formula and the example to define your business 
personality promise. You may have more than one type of customer, 
so start with the customers who give your business the most profit. It’s 
essential to create a promise based on your most profitable customers. 
You attract more people who look like this and ensure that you find the 
right people for your business who will appreciate and value your services. 
First, write the most profitable customers’ problem in terms of the reason 
they use your service—second, then define what (benefit) they want from 
your service—and third, why they want that benefit, that is,

Business personality promise formula:

Service – 1[customer problem descriptor] + 2[what they want] + 
3[why they want it]

Vet: Busy pet owners who want a reliable and caring veterinarian for 
their furry family members.

Business personality promise: “We promise to provide top-notch vet-
erinary care with a compassionate and personalized approach, giv-
ing you peace of mind that your pets are in good hands.”

Example: “Paws & Claws Veterinary Clinic”

This example helps you understand how to create a business person-
ality promise for your small business. Remember to use simple, straight-
forward language to communicate your business personality promise to 
your customers.

Be customer-focused and consistently deliver on your commitment to 
building customer trust.
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Step 2: Communicate With Key Stakeholders

Once you have crafted your business personality promise, communi-
cating it effectively to all your key stakeholders, particularly your 
customers, is crucial. For example, you own a bakery, and your 
promise is “We promise to provide you with the freshest, most deli-
cious baked goods, made with love and care from locally sourced 
ingredients, bringing a taste of home to your table every time.” You 
could highlight this promise on your website, store signage, product 
packaging, advertising material, and flyers you mail to your local 
community. Remember to use straightforward language, focusing 
on the benefits your customers will experience.

Social media pages are helpful for sharing your promise. Let’s con-
sider you’re a personal trainer whose promise is “We promise to 
provide a motivating and challenging workout experience with 
knowledgeable and supportive trainers who help you achieve your 
fitness goals.” Share client success stories, workout snippets, nutri-
tional tips, and motivational posts that reflect your promise on 
your social media channels. Always keep your messaging consis-
tent, ensuring every communication reinforces your business per-
sonality promise. Consistency creates trust and fosters a strong and 
loyal customer base.

Step 3: Involve Your Team

Involving your team in delivering your business’s personality promise is 
not just good practice; it’s essential. Let’s consider a local restaurant, for 
instance. The owner decides on a promise of “offering a warm, home-like 
dining experience with top-quality local ingredients.” But the waitstaff 
isn’t trained to deliver this promise. They continue to operate as before, 
not realizing the importance of making customers feel at home. Over 
time, they might feel overlooked and frustrated because they are not 
being trained on the restaurant’s personality, even though they are vital 
in delivering it.

On the other hand, let’s consider a small retail clothing store where 
the owner has promised: “provide personalized, trend-driven style advice 
for every customer.” Suppose the sales associates aren’t trained to deliver 
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this promise. In that case, they may not understand the importance of 
their role in offering style advice, leading to unsatisfied customers and 
demotivated employees. Don’t overlook employees, especially those inter-
acting with customers, because they are invaluable in delivering the expe-
rience customers expect from your promises.

Involving your team doesn’t mean giving them control over the busi-
ness personality promise. It’s about gathering insights and feedback from 
their experiences and interactions with customers and then training them 
on delivering the completed promise. For instance, your bakery staff 
might tell you that customers often compliment the freshness of your 
baked goods. You can use this insight to reinforce the freshness aspect of 
your promise. Or your gym trainers might tell you that clients appreciate 
their personalized fitness plans, which can become a central part of your 
promise. By actively including your team in collecting customer insights, 
you’re making them feel valued and engaged and strengthening the effec-
tiveness and authenticity of your business personality promise. After all, 
they are the ones who deliver this promise to your customers each day.

Step 4: Provide Resources and Training

In simple terms, think of your business personality promise as a clear 
message that tells your customers what to expect from your services. 
This message must remain the same everywhere your customers interact 
with your business, whether online—website, social pages, or offline— 
physical store, delivery people. Everyone involved in your company 
should know and understand your promise.

Let’s say you own a flower shop. Your business personality promise  
is “We promise to provide the freshest flowers, handpicked and arranged 
with love and creativity, adding a touch of beauty to your special 
moments.” You should inform everyone, be it your employees, the person 
who manages your website, or even the company that handles your social 
media, about this promise. They all should know how to communicate 
this promise to customers.

To help them understand, you could hold a meeting or a training ses-
sion where you explain what this promise means and how to deliver it. 
Ensure that they know this promise should be the same everywhere: on 
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your social media pages, website, or in person at your shop. This way, 
your customers always see the same message, which helps them trust your 
business more. After all, consistency builds trust, which is vital for your 
business’s success.

Step 5: Refine and Adjust as Necessary

After communicating your business personality promise, it’s vital to 
remain attentive to how your customers respond. You might have cre-
ated a compelling promise today, but business environments constantly 
change. Competition, technological advancements, and evolving cus-
tomer needs can impact how well your promise matches customers’ needs 
over time. That said, avoid making swift changes based on isolated feed-
back or minor shifts in market trends. Consistency in your positioning is 
vital to maintain customer trust and loyalty.

It’s like steering a ship—you wouldn’t drastically change course based 
on a single gust of wind. In the same way, don’t rush to alter your promise 
because of a few comments from customers or even family and friends. 
Your guide to change should be a noticeable trend among loyal and prof-
itable customers. If they start leaving your business, it may indicate that 
your promise isn’t as attractive as it used to be.

However, be cautious about making frequent changes in response to 
every new trend. Doing so can confuse your customers, making them 
question if you truly understand your business. Following all trends 
causes customer uncertainty leading to a loss of trust, affecting their 
overall experience. Imagine going to your favorite restaurant only to find 
they’ve changed their menu every other week—it would likely leave you 
confused and less inclined to return. Likewise, your customers must trust 
that you’ll consistently deliver the experience promised. Hence, refine 
your promise only when necessary, ensuring it remains relevant to your 
business personality.

Step 6: Celebrate Success and Learn From Failure

In communicating your business personality promise, there will be suc-
cesses and setbacks. Both offer valuable lessons and should be recognized 
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appropriately. Celebrating your victories is a great way to motivate your-
self and any team members you may have. If a customer leaves a positive 
review that aligns perfectly with your promise, share it on your business’s 
social media pages. Sharing encourages your team and reaffirms your 
commitment to other customers.

Learning from failures is equally important. Maybe a customer’s 
feedback suggests their experience did not meet your promise. Instead 
of feeling disheartened, see this as an opportunity to improve. You could 
respond by apologizing, correcting the issue, and reassuring the customer 
that you’re committed to fulfilling your promise. Responding shows your 
dedication to your pledge and helps to rebuild trust.

Using tools to enhance your communication efforts can be very bene-
ficial. For instance, with Snappa or Canva, you can create visually appeal-
ing graphics to share your business personality promise. These could 
include image banners for your website or image posts for your social 
media pages. Similarly, a social media management tool can help you 
schedule posts, track engagement, and manage your online presence more 
efficiently. These tools require no technical or design skills, making them 
perfect for anyone new to marketing.

1.8 Finish: Creating an Online Presence  
That Accurately Reflects Your  

Business’s Personality

In the digital era, creating an online presence that accurately reflects a 
business’s personality is critical for the growth and success of any business. 
A strong, cohesive, and easily identifiable online presence can improve 
company recognition, enhance customer trust, and significantly increase 
conversion rates.

After you’ve designed your business personality, it’s time to update 
or create your online presence with the style guide. Your online presence 
should be easy to navigate, visually appealing, and accurately reflect your 
business’s personality.

In this brief, we explore the importance of designing an online pres-
ence that mirrors your business’s personality and provides a comprehen-
sive guide on effectively achieving this goal.
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Objectives

This project’s primary objective is to guide you through creating or updat-
ing your online presence to accurately represent your business’s personal-
ity to be compelling to people who buy from your company.

Scope

• Building an effective website with essential elements
• Strategically using social media platforms
• Using Google My Business and other mapping services
• Exploring additional tools and resources to enhance online 

presence

Deliverables

• A comprehensive guide for designing a business website
• A strategy for effective use of different social media platforms
• A walkthrough for using Google My Business and other 

mapping services
• A list of additional tools and resources for creating a logo and 

website

Timeline

• Weeks 1 to 2: Developing the website design guide
• Weeks 3 to 4: Crafting the social media strategy
• Week 5: Exploring Google My Business and other mapping 

services
• Week 6: Compiling a list of additional tools and resources
• Week 7: Review and finalization

Resources

• Expert in web design and development, or website tool that 
creates the website for you using AI, or get started with initial 
advice in this project
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• Social media strategist, or get started with initial advice on 
this project

• Digital marketing expert, or get started with initial advice on 
this project

• Graphic designer, or get started with initial advice on this 
project

Risks and Challenges

• Difficulty in defining a business’s personality
• Creating a cohesive design that reflects the business’s 

personality across different platforms
• Staying up-to-date with changes in social media algorithms 

and user behavior
• Maintaining a consistent and engaging online presence

Key Stakeholders

• Business owners
• Marketing person—internal or external, or use tools available 

such as Snappa
• A web development team or use website tools such as WIX, 

GoDaddy, or Shopify
• Social media team, or use tools available such as Hootsuite or 

Canva

Step 1: Recognize Online Essentials

When designing your online presence, it’s important to include the essen-
tial elements to help your visitors find the information they need to act. 
For example, suppose your business provides event planning services. In 
that case, your online presence might include pictures of elegant events 
and a color scheme that reflects a sense of celebration. It’s also essential to 
complete the details that search engines seek from your online presence, 
so people can easily find your company when searching for your products 
or services.
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website Essentials

Navigation menu: Make sure your website has a straightforward and 
easy-to-use navigation menu, so visitors can quickly find what 
they’re looking for.

Contact information: Include your business’s phone, e-mail, physi-
cal address, and open or contactable times, so visitors can quickly 
contact you.

About Us page: This page should provide information about your 
business, such as your mission, history, and team members, so vis-
itors can get to know your business better.

Products & Services page: Provide detailed information about your 
products or services, including pricing, features, and benefits.

Testimonials or reviews: Including customer testimonials or reviews 
builds trust and legitimacy with potential customers.

Location mapping: Include a map for directions to your business if 
it’s a physical business or you provide services or products within a 
specific geographic area.

Social Media Essentials

It’s necessary to have a presence online where your most profitable cus-
tomers hang out.

Choose to spend time for your business on the social media plat-
forms that match what your current customers look like; see which of 
the following ones they match with. Using the right platforms may mean 
changing the channels you promote your business, so that your business is 
where your most profitable customers are looking for services like yours. 
For example, use Facebook if your profitable customers match the profile 
of most common users. 

Facebook
Predominant age: 25 to 34
Preferred business communication: Direct messaging, posts, ads
Common interests: Family, friends, entertainment, news
Gender: Male and female
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Life stage: Married with children, single, married
Lifestyle: Socializing, family-oriented
Needs of consumers using the platform: Information about products 

and services, customer service

Google My Business (+Other Mapping Companies)

As a small business owner, you should have a Google My Business account, 
which is free. Use the minimum information to include in your Google 
My Business account or other mapping site listings shown as follows:

• Accurate business name, address, and phone number
• Business hours
• Website URL
• Photos of the business, products, and services
• Business description—use your business personality 

messaging and promise
• Customer reviews and ratings
• Categories that describe the business
• Additional details such as accepted payment methods, 

parking, and accessibility information

While Google Maps is the most popular and widely used mapping 
search engine globally, you must consider other options that may be more 
popular in your region or country. Claiming and optimizing your listings 
on these mapping sites can significantly improve your online visibility 
and attract more local customers.

Here are the top five global mapping search engines you should con-
sider depending on your location:

Google Maps
Apple Maps
Bing Maps
Here WeGo
OpenStreetMap
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Step 2: Communicate Your Online Presence

Once you’ve put in the effort to create or enhance your online presence, 
it’s time to spread the word about it. Remember, having a fantastic web-
site or a well-managed social media page is not enough. Letting custom-
ers, prospects, and employees know about your online improvements or 
additions is equally essential.

Imagine you’ve set up a Google My Business account and added a 
map link to your website for easy navigation. It’s now essential to tell 
everyone that finding your business has become easier than ever, espe-
cially for locals. Sometimes, people living nearby don’t even realize your 
business is there until they see it online in search maps.

Communicating is vital. You can use various modes of communica-
tion such as e-mail, text messages, phone calls, social media posts, or even 
traditional mail—choose the methods your customers prefer most. Physi-
cal mail is vital if your local customers aren’t online much or are scattered 
across multiple channels. Sending them all a flyer in the mailbox is more 
likely to be seen by people closest to your business.

Inform everyone about your improved online presence and how it will 
enhance their interaction with your business. Informing customers could 
be as simple as saying: “We’re now on Google Maps! It’s easier than ever 
to find us and get directions. Check out our website for the link.”

It’s also essential to ensure that anyone associated with your business— 
employees, suppliers, or anyone who might interact with your customers— 
knows these updates. Equip everyone involved with your business with a 
walk-through of the changes to answer any questions from customers or 
prospects. This step helps create a consistent experience for your custom-
ers, whether they interact with you online or in person.

Step 3: Involve Your Team

Having your team actively shape your online presence is essential to 
building a consistent and robust business personality. Team involvement 
could mean engagement in any or all the activities outlined in Step 1. 
Including your team tasked with updating, writing, or sourcing informa-
tion or articles for your website, social media pages, or location mapping 



 ThE POwER Of BUSINESS PERSONALITY 39

is vital. Whether it’s a staff member, a relative, a freelancer, or even your-
self, adherence to your business personality style guide is critical. Unwav-
ering consistency in following the style guide helps build your business’s 
trustworthiness online.

Remember, completing the tasks highlighted in Step 1 forms the cor-
nerstone of your success. While you or your team might be brimming 
with innovative suggestions or ideas for your online presence, it’s crucial 
to establish a company foundation to build from. For instance, if a team 
member proposes diving into video content on YouTube before your 
website is launched, it’s your responsibility as a business owner to priori-
tize what’s essential for the business initially. Fun and popular platforms 
such as YouTube or TikTok might be tempting. Still, your decision should 
always be rooted in what’s best for your business.

Step 4: Provide Resources and Training

In today’s digital age, having a robust online presence is a must for your 
business. Luckily, several tools can help you create and maintain an 
appealing and up-to-date online identity. Tools such as Canva, a design 
platform, can help you create eye-catching graphics and logos. Website 
builders such as Wix and WordPress let you easily set up your website or 
blog. And marketplaces such as Fiverr can connect you with professionals 
who can help with logo and website design tasks.

But remember, staying in control of your online presence is crucial. 
Be wary of services that don’t allow updates or changes to your website 
or social media posts by you or your team. When you can’t manage your 
content, it’s easy for your online identity to become outdated. Plus, it can 
end up costing you more in the long run.

If you choose to handle or delegate your online presence to your 
team, ensure that you have a clear plan. You should know what, how, 
and when it needs doing. And don’t forget about training. Ensure that 
you or your team members know how to use your tools and resources. 
This way, you can keep your online identity current and appealing to 
your customers, allowing you to deliver on your business personality 
promise effectively.
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Step 5: Refine and Adjust as Necessary

Building an online presence is just the first step toward growing your 
business. But as we know, running a business isn’t a “set it and forget it” 
sort of thing. It’s essential to keep an eye on customer feedback. Are your 
customers finding any information confusing? Have they noticed any-
thing missing or outdated on your website or social media pages? Take 
this feedback seriously. Remember, it’s your customers who are using your 
online platforms. Their experience should be smooth and enjoyable.

Don’t be afraid to refine your online presence based on this feedback. 
If something is not clear, make it more straightforward. If information is 
missing, add it. And if something is no longer relevant or accurate, take 
it down or replace it. But remember, every change should still align with 
your business personality style guide. This guide is like your north star—
it helps you maintain consistency and stay true to your customer promise.

Now, a system for making these changes is also essential. Maybe it’s 
just you who does the work, or you have others helping manage your 
online presence. Either way, create a straightforward process. Decide 
when and how you or your team or contractor should make changes and 
how you will approve them. This process keeps everyone equally informed 
and ensures that your online presence matches your business personality. 
For example, proposed changes are e-mailed to you for approval, or you 
hold a monthly meeting to review and discuss updates. Find a system that 
works for you and your team.

Step 6: Celebrate and Learn From Failure

Building a consistent business personality online is a process, and it’s okay 
if things don’t go perfectly the first time. Like every aspect of your busi-
ness, there will be successes and failures. It’s important to understand that 
failure isn’t a setback but a chance to learn and grow.

If you implement a particular aspect of your business personality 
online that doesn’t match with your customers’ expectations as you’d 
hoped, that’s alright. Take it as a learning opportunity. Reflect on why 
it didn’t work. Was the message unclear? Was it not in line with your 
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customer’s needs or expectations? Did it not follow your style guide? Use 
this feedback to adjust and improve.

Remember also to celebrate your successes. If your online presence 
correctly represents your business personality, and engages your custom-
ers, take time to recognize this. Celebrate these wins, no matter how small 
they seem. They validate your efforts and bring you closer to establishing 
a solid, recognizable business personality.

Throughout this process, keep reminding yourself of the uniqueness 
of your business and the value you provide. Be patient, keep learning 
from each experience, and you’ll see your business grow.

Conclusion

We’ve talked about why your business personality is important and how 
to build it. But what do you do when things change around you? Our 
next chapter, “Embracing Change for Growth,” will show you how to 
adapt to new situations without losing what makes your business special. 
You’ll learn how to spot changes early and how to decide what to do next.





CHAPTER 2

Embracing Change  
for Growth

Chapter 2 of this book is all about embracing change for growth. As a 
small business owner, you know that change is a constant factor in today’s 
fast-paced business world. To succeed, you must recognize and embrace 
change and adapt as necessary.

In this comprehensive chapter, I’ll guide you through the complexities 
of managing change by applying proven project management principles, 
specifically tailored for small businesses. I begin by discussing the signifi-
cance of a growth mindset in Section 2.1, where you’ll learn strategies to 
overcome resistance to change. Recognizing the right time for change is 
essential; in Section 2.2, I delve into key indicators such as declining sales 
or customer feedback to help you make timely decisions.

A concrete case study in Section 2.3 offers valuable insights by show-
casing a small service firm—a hair salon—that successfully navigated 
market changes. This case will enlighten you about the real-world chal-
lenges faced, the strategies employed to tackle them, and the successful 
outcomes achieved.

Wrapping up the chapter, in Section 2.4, I summarize the key take-
aways and provide actionable steps to implement what you’ve gleaned 
from this chapter in your own business ventures.

Also included are four project briefs—each designed to give you 
hands-on tools for navigating change. These briefs cover everything from 
recognizing and embracing change to developing customer experience 
and growth mindset strategies.

By the conclusion of this chapter, you’ll be armed with valuable 
insights, practical advice, and tangible tools to confidently adapt to 
change and improve your business performance.
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2.1 Recognizing and Embracing Change

It’s crucial to recognize and embrace change to stay relevant. Declining 
sales or customer feedback due to changes in the business environment 
are signs that change is necessary. Managing change within your organiza-
tion on a project basis will make achieving it easier. To effectively manage 
uncertainty in your business environment and avoid making wrong deci-
sions that lead to poorer performance than your competitors, it’s essential 
to plan well, set clear objectives, and understand the link between uncer-
tainty and company performance.

When starting a project, setting clear goals and objectives is crucial. 
In embracing change and growth, you must define your dreams, whether 
adapting to market changes or developing a growth mindset. Having a 
clear purpose can help you stay focused and increase the likelihood of 
achieving success.

My research found that small business owners who feel like their busi-
ness operates in an uncertain environment are likelier to focus on business 
personality activities. A business personality focus means your company 
will increase its financial performance because, as we saw in Chapter 1, 
focusing on business personality increases revenue by up to three times 
companies that don’t focus on business personality.

When many changes happen 
quickly in your local market within 
a year, it is a good indicator that you 
should focus on your business person-
ality and improve your services to stay 
relevant. Small service companies can 
improve their performance over com-
petitors by reallocating resources to 
business personality and incremental 
improvement activities. I recommend 
that you start reallocating resources to 

these activities when changes in your local market are intense, take place 
continuously, and occur significantly within a year, irrespective of your 
company’s age, size, or level of competition in your local market. 

Typically, when a company is experiencing an uncertain business 
environment, with continual or quick changes within their industry, the 

Start reallocating resources to 
these activities when changes 
in your local market are 
intense, take place continu-
ously, and occur significantly 
within a year, irrespective of 
your company’s age, size, or 
level of competition in your 
local market.
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owner is more likely to focus on managing their business personality if 
they want to succeed. However, suppose you ignore the changes or pre-
tend they won’t influence your business environment because of fear of 
change or not knowing what to do because the business environment has 
changed. In that case, you will not take advantage of the opportunity  
to grow.

Prioritizing business personality from the start is essential because a 
business’s personality is a crucial part of its strategy that creates distinc-
tion from competitors, builds customer relationships, and reduces focus 
on price when choosing a service company. You can ensure consistency 
in your business personality by developing and implementing a business 
personality style guide that flows through all marketing activities and 
materials. In addition, treating the business personality as an asset is cru-
cial as it is the most critical asset of a successful company and can add 
value when selling the business.

You can recognize changes in your business environment by the inten-
sity and difference of changes occurring from one year to the next. Once 
you recognize the need to adapt to changing times, it is never too late 
nor too early to start. Making your business personality visibly consis-
tent across all marketing materials is essential for success. You should also 
announce service improvements to your local market to inform custom-
ers and prospects of your progress.

I encourage you to recognize your business personality as an essential 
asset, including awareness, reputation, personality, values, imagery, and 
preferences. Prioritizing business personality and incremental improve-
ment activities are necessary to sustain long-term advantage. In addition, 
I encourage you to make frequent improvements to your service delivery 
to adapt to changing consumer preferences and reduce looking like a risk-
ier option than your competitors. By applying the project management 
principle of setting clear objectives, you can effectively recognize and 
embrace change, which is essential for growth and success.

2.2 The Right Time to Start

As a small business owner, it’s crucial to understand when it’s the right 
time to start adapting to change. Waiting too long or making changes too 
quickly without proper planning can lead to poor business performance 
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compared to competitors. To avoid this, you can apply the project man-
agement principle of breaking down your change and growth project into 
smaller, manageable tasks. Smaller tasks will help you focus on one at a 
time and avoid feeling overwhelmed.

In this section, we will explore when the right time is for small service 
companies to start adapting to change. As discussed earlier, you must 
understand the signs that indicate a need for change, such as declining 
sales or customer feedback due to changes in the business environment. 
But when is the right time to start making changes?

According to my doctoral research, the right time to start adapting 
to change is when changes in a company’s local market are intense, when 
changes are taking place continuously, and when changes occur signifi-
cantly within a year, irrespective of the company’s age, size, or level of 
competition in their local market. Applying the project management 
principle of breaking down your change and growth project into smaller, 
manageable tasks, you can start by developing a plan that outlines what 
changes you need to complete and how you will implement them.

Communicating with employees is crucial to involve everyone in 
the change process and ensure that everyone is working toward the same 
goals. You should communicate the changes and why they are necessary 
and provide training and support to employees to help them adjust. You 
can identify specific manageable tasks for employees and monitor their 
performance to ensure that their changes are implemented effectively.

You don’t have to do it alone when making changes. Seeking advice 
from experts or consultants can provide valuable insights and help ensure 
that you make changes effectively. You can identify areas where expert 
advice is needed and engage with experts accordingly.

It’s essential to monitor progress and adjust the plan if necessary. Mon-
itoring can involve measuring sales, customer feedback, and employee 
performance. You can identify specific metrics to track progress and 
adjust your plan accordingly.

Change is a constant in business, so it’s essential to remain adaptable 
and prepared for future changes. As a small business owner, you should 
continue to monitor your local market and adjust as necessary to stay 
relevant. You can identify specific areas where you need to stay adaptable 
and plan accordingly.
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In summary, the right time to start adapting to change is when changes 
in your local market are intense, when changes are taking place contin-
uously, and when changes occur significantly within a year, irrespective 
of your company’s age, size, or level of competition in your local market. 
You can recognize these changes by paying attention to your competitors, 
talking to your customers, and monitoring social media. To initiate and 
manage change effectively, you should start with a plan, communicate 
with employees, seek expert advice, monitor progress, and stay adaptable 
while breaking down your change and growth project into smaller, man-
ageable tasks to ensure success.

2.3 Success in Action: A Small Service Firm Adapting 
to Market Changes (Hair Salon)

This section will look closer at a small service company that successfully 
adapted to market changes. By examining this case study, we can gain 
valuable insights into the strategy and tactics that you can use to remain 
relevant and thrive in an ever-changing marketplace.

Background of the company: The small service company we will be 
examining is a hair salon—that had been operating for five years. 
A woman who had recently moved her salon to a new location to 
focus on improving her business started the salon. The owner was 
passionate about providing excellent colorist hair care design and 
styling services and building a business she could be proud of that 
would meet her financial goals.

Recognizing the need for change: After a few years in business, she 
noticed changes in her local market. There were several hair busi-
nesses locally, and while she had a good base of profitable, loyal 
customers, she wasn’t getting as many of them as she had hoped in 
the new location. So, she realized that she needed to act to be more 
relevant to find more profitable customers to continue to grow her 
business.

Adapting to market changes: To adapt to the changes in the local 
market, she spoke to friends and met with me. We prioritized  
tasks based on their importance and urgency and reviewed her 
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business and the competition around her business to see the areas 
that would benefit from improvement. Prioritization helped her 
focus on the tasks that would most significantly impact achieving 
her business objectives.
Next, we reviewed her customer base to determine who they were and 
what their needs were to improve the business environment of the 
salon to make it more attractive to that type of customer by adapting 
to the changes in the market that they were getting and wanting from 
other companies. We prioritized this task because understanding the 
customer base is crucial to developing a successful marketing strategy.
Then, we updated the business personality, creating messages and pic-
tures to make more loyal customers feel they belonged at her salon. 
By prioritizing this task, the small business owner built a strong busi-
ness personality that was attractive to her most profitable customers.
We then improved the website and social media sites using the busi-
ness personality and added an online booking to the website. By 
prioritizing this task, the small business owner was able to diversify 
service offerings and attract new customers while making it easier 
for existing customers to book appointments.
Finally, the owner held a makeover party to relaunch the improve-
ments, inviting current and potential customers to view the 
improved salon and business personality. After the party, the salon 
owner used targeted business personality messages, customer refer-
rals, and expert haircare tips to promote her salon via Facebook and 
Instagram, paid and unpaid, to attract new customers.

Results of the company’s adaptation: As a result of these changes, the 
hair salon had an increase of 244 percent in customer leads and 
was able to grow. She was able to attract new customers and retain 
existing ones by adapting to the changes in the marketplace, which 
demonstrated to her most profitable customers that her business 
could meet their needs better than the competition. She continued 
to provide exceptional service, something that her existing custom-
ers appreciated and offered new services that were complimentary 
to hair care services. Before the pandemic, that started in 2019, this 
hair salon was a thriving business.

Key takeaways for small business owners: There are several key take-
aways that you can learn from the salon’s experience. First, it’s 
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crucial to stay aware of changes in the local market and act when 
necessary. Second, building a strong business personality and 
messages can help small businesses stand out. Third, understand-
ing who your best customers are makes it easier to find more like 
them. Finally, using social media can help small businesses reach 
people outside their immediate circle of family and friends and 
build awareness and trust with potential customers. By prioritiz-
ing these key takeaways, you can adapt to market changes, grow 
your business, and thrive in an ever-changing marketplace.

2.4 Embracing Change for Growth:  
Key Insights and Next Steps

Adapting to change is critical for businesses to last into the future. This 
section discusses strategies for successful adaptation, guided by key proj-
ect principles.

Earlier sections discussed the importance of adaptability and recog-
nizing signs that signal a need for change. Knowing when and how to 
adapt is pivotal for staying relevant.

We highlighted a case study in Section 2.3, illustrating successful 
adaptation through project management principles. The key takeaways 
are the need for flexibility, understanding the indicators of required 
change, and efficiently allocating resources.

This chapter features the following project briefs following the 
Start, Plan, Do, Finish framework:

• 2.5: Recognizing and Embracing Change
• 2.6: Timing Your Changes
• 2.7: Customer Experience Strategy
• 2.8: Cultivating a Growth Mindset

These briefs guide you through recognizing change, timing your adap-
tations, improving customer experience, and fostering a growth mindset.

In the next section, we’ll delve into increasing the visibility of your busi-
ness personality as a mechanism for attracting new customers. This is a 
strategic way to adapt to market shifts and strengthen your business per-
sonality. Let’s get started.
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2.5 Start: Recognizing and Embracing Change

Change is a constant in business, and you must recognize and embrace 
change to stay relevant and succeed in the market. Unfortunately, many 
small business owners resist change because they are comfortable with 
what they are doing or fear that change will disrupt their business. As 
a business owner, you may feel that changing your business identity or 
personality indicates that you did something wrong, but that isn’t the 
case. What you did in the past worked at that time, and as the business 
environment changes, you must continue to change along with it.

In this project brief, we explore strategies for recognizing and embrac-
ing change and overcoming change resistance. By implementing these 
strategies, you can adapt to changes in the market, remain relevant, and 
continue to grow your business.

Objectives

• Help you recognize and embrace change in your business
• Help you understand the need for change, communicate it 

effectively to your teams, and involve them in the change process
• Help you implement strategies to adapt to changes in the 

market, remain relevant, and experience business growth

Scope

• Analyzing business performance, customer feedback, and 
industry trends to recognize the need for change

• Communicating the need for change to your team and 
addressing resistance to change

• Involving your team in the change process

Deliverables

• A list of strategies for analyzing business performance, 
customer feedback, and industry trends

• A guide on communicating the need for change to your team 
and addressing resistance to change
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• A guide on involving your team in the change process

Timeline

The project is expected to take approximately two weeks to complete. The 
timeline will be as follows:

Week 1: Research changes in your market
Week 2: Develop how to communicate the need for change and 

involve your team in the change process

Resources Required

• Internet access for research
• Access to business performance data, customer feedback, and 

industry trends
• Access to a team of employees, family members, or 

contractors who provide various aspects of delivering your 
service or products

Risks and Challenges

• Resistance to change from team members or people who have 
an interest in your company

• Difficulty in implementing changes due to limited resources 
or competing priorities

• Inability to gather accurate or relevant data for analyzing 
business performance, customer feedback, or industry trends

Key Stakeholders

• Small business owner(s)
• Employees, family members, or contractors who provide 

various aspects of delivering the service or products
• Customers and clients who provide feedback on the business 

performance and products or services
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• Industry experts or peers who can provide insights into 
industry trends and best practices

Step 1: Recognize the Need for Change

The first step in embracing change is to recognize the need for it. Start by 
analyzing your business performance, customer feedback, and industry 
trends. Next, identify areas where your business is falling behind or your 
customers request improvements. This analysis will help you recognize 
the need for change and motivate you to act.

Here are examples of how you could analyze business performance, 
customer feedback, and industry trends:

Business performance: First, review your financial statements, such as 
income and balance sheets, to analyze your business performance. 
Look at trends in your revenue, expenses, and profits over time. 
Compare your performance to industry benchmarks to identify 
where you are lagging. Also, conduct a strength-weakness-op-
portunity-threat (SWOT) analysis to identify internal (strengths, 
weaknesses) and external factors (opportunity, threats) that could 
impact your business performance.
In my experience working with micro businesses, I’ve often heard 
the concern, “Where can I find industry benchmarks?” While it’s 
true that specific benchmarks for micro businesses might be scarce, 
it’s crucial for you, as a business owner, to keep an eye on the evolv-
ing market landscape. If you notice a decline in your customer base, 
it might be time to review what your competitors are offering. For 
instance, if they’re providing a wider range of payment options such 
as debit, credit, Apple Pay, PayPal, and more, it could be a sign that 
customer expectations are shifting. Now, when it comes to conduct-
ing a SWOT analysis, I urge you to be brutally honest with yourself. 
A practical approach is to compare customer reviews between your 
business and competitors. These reviews can offer invaluable insights 
into your SWOTs. Remember, recognizing a weakness is the first 
step to addressing it and turning it into an opportunity for growth.

Customer feedback: Collect customer feedback through surveys, 
online reviews, or social media. Use this feedback to identify areas 
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where your customers are unhappy or where they would like to see 
improvements. For example, if you own a restaurant and receive 
feedback that customers are dissatisfied with the wait times for their 
food, you may need to change your kitchen processes to improve 
efficiency. In addition, identify trends in customer feedback over 
time to see if specific issues are recurring.

Industry trends: Stay current on industry trends through various 
sources such as industry publications, conferences, or social media 
groups. As a small business owner, staying informed helps you iden-
tify new products or services that may be in demand or changes in 
consumer behavior that could impact your business. For instance, 
if you own a clothing store and notice that more customers are 
shopping online, consider offering an online store or improving or 
promoting your website to remain visible and relevant.

Step 2: Communicate

Once you recognize the need for change, it’s crucial to communicate it to your 
team. Your team may consist of employees, family members, or contractors 
who provide various aspects of delivering your service or products. Be transpar-
ent, explain why the change is necessary, how it will benefit the business, and 
listen to feedback. Encourage everyone in your team to share their thoughts 
and concerns. Sometimes people within the team may resist change because 
they don’t want to lose control of how the business is run or managed. Recog-
nizing why some people may not like the changes will help you be more under-
standing of other people’s resistance. When everyone understands the need for 
change and is involved in the process, they will be more likely to embrace it.

Here are some general examples of communicating the need for 
change and responding to resistance.

communicating the Need for change

“To stay relevant and attract more customers, we need to make some 
changes to our product/service to meet customer needs better.”

“We’ve noticed that our sales have been declining, and we need to 
change things.”

“To improve our profit and grow, we must change how we operate.”
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Responding to Resistance to change

“I understand that change can be difficult, but it’s important for the 
business’s success. Can you tell me more about your concerns and 
how we can address them together?”

“I appreciate your perspective, but we must make these changes to 
stay relevant. Can we do anything to make the transition easier 
for you?”

“I recognize that change can be challenging, but ensuring the busi-
ness’s long-term success is necessary. So how can we work together 
to make this change successful?”

Here are some specific reasons people might fear change, including 
you, and how you can respond in each situation:

Worried about losing their job: Sometimes, when changes happen, 
people think they might lose their job or get fewer hours. That’s 
like worrying about being unable to pay the bills or take the family 
out on weekends. So, it’s natural for them to be scared. Before initi-
ating such a serious conversation with a team member, it’s essential 
for you, as a business owner, to be well-prepared and clear on a few 
key points.

First and foremost, determine the direct impact on their job: Will 
they still have a position, or is there a risk of them losing it? If 
there’s a chance they can stay on, what would their modified role 
be? It’s also vital to consider the practicalities. If their role is being 
terminated, will there be a notice period? And if so, how long? 
Additionally, consider whether you can offer any financial sup-
port or severance to assist them during the transition. Plus, if the 
changes you are making to your business means staff will lose their 
jobs, help them find a new one. Review their resume, give them a 
supportive reference, and let other people know you have staff they 
can now hire.

Starting the conversation is a significant step, but having clear answers 
and a well-thought-out plan is equally, if not more, important. It not only 
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shows your commitment to your team but also ensures the conversation 
is constructive and solutions oriented.

Your response—changed role: As the boss, you can chat with your 
team and let them know upfront that their jobs are safe. Say some-
thing like, “We’re making changes to grow, not to let anyone go. 
You are the engine of this business, and we need you.”

Your response—job loss: Say something like, “Hey [Team Member’s 
Name], I wanted to chat with you about some changes we’re think-
ing of making. These might change things up a bit with your job. 
I really appreciate everything you do here, and I want to make sure 
you have all the information you need. Let’s talk about how we can 
work through this together.”

Your response—job loss: “[Team Member’s Name], you know how 
much your work means to this business. We’re looking at making a 
few tweaks, and it might affect what you do day-to-day. I wanted to 
give you notice and see how we can figure this out as a team.”

Fearing the unknown: Imagine if someone blindfolds you and says 
they’re taking you somewhere but won’t say where. You’d be uneasy, 
right? People in your business might feel the same way about changes 
they don’t understand.
Your response—fear unknown: Share what’s going on. Have a coffee 

meet-up or a simple team meeting and lay out the plans. Say, “We’re 
trying this [new thing]. Here’s what [it is], here’s [why we’re doing 
it], and here’s [how it could help us].”

Not wanting extra work: Sometimes, when there are changes, it means 
learning new skills or doing things differently. Some people might 
worry about having to work extra hard or longer hours.
Your response—extra work: Explain how the change can eventually 

make things easier. For example, “We’re switching to this new soft-
ware. It’ll be tough initially but save us time and hassle.”

Feeling like they don’t matter: Imagine if your family decides to repaint 
the living room, but no one asks for your opinion on the color. You 
may feel a bit left out for not being included, even if you don’t like 



56 TUNE-UP YOUR SMALL BUSINESS

the chosen color. Employees might feel the same if you make changes 
without their prior knowledge.
Your response—don’t matter: Maybe say, “I’ve been considering trying 

a new supplier for [x] to lower our costs. Can you think of any con-
cerns or issues our customers might have with this change?”

Worried they can’t keep up: Think of when smartphones first came 
out. Some people were excited, while others were like, “How do I 
even use this thing?” Some of your team might worry they don’t have 
the skills for the new changes.
Your response—keep up: Offer training and support. Say, “I know 

this new system might be a bit tricky at first, but we’ll have training 
sessions, and I’m always here if you need help.”

Your concern about perception: As an owner, you might be concerned 
that by implementing changes, it could appear as if previous decisions 
were wrong, which could weigh on your mind.

Your self-response—perception:  
Acknowledge that change is a nat-
ural part of business growth, not a 
reflection of past mistakes.

The external business environment changes continually, even if you 
aren’t changing internally. Being able to recognize opportunities for 
improvement and make necessary changes is a clear sign of smart ideas 
and good leadership. Share your vision with your team and engage 
them in the process.

Your response—external changes: “We’re making some changes to stay 
ahead and keep our business fresh and relevant. Change is how great 
businesses thrive, by adapting and evolving.” This approach commu-
nicates that the changes are strategic and forward-thinking, highlight-
ing your leadership in steering the business in the right direction.

Fear of losing control: Sometimes, when changes roll in, people worry 
that they won’t be the go-to person anymore or that their say in things 
will get smaller. It’s like being the captain of a ship, and suddenly 
someone says you’ve got to share the wheel. That can be unsettling, 
even though it is necessary.

Change is a natural part of 
business growth, not a reflec-
tion of past mistakes.
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Your response—lose control: As the owner, it’s essential to recognize 
this fear and address it head-on. Communicate each person’s value 
to the team and clarify how their roles contribute to the bigger 
picture. For example, you might say, “We’re making some changes, 
but your knowledge and expertise are invaluable. Your role will be 
just as crucial, maybe even more, as we move forward. You might 
even find that you can focus more on what you’re good at.”

It’s essential to listen to and address your and your team’s concerns 
and involve them in the change process as much as possible. Also, under-
standing and fixing the main reasons people don’t want to change, like 
fearing losing control or not knowing what’s coming next, can help make 
everyone more comfortable and supported.

Step 3: Involve Your Team

To overcome resistance to change, involve your team in the change process. 
Ask your team for input and ideas and give them ownership over the changes. 
This involvement will give your team a sense of control and being included 
in the changes, making them more likely to support and follow them.

Here are some examples of how you can involve team members in the 
change process without compromising your business personality identity 
or the changes you need to make:

Hold team meetings: Schedule team meetings to discuss the changes 
that need to be made and involve your team members in decision 
making. Encourage your team to talk about what worries them 
about the changes and listen to understand their concerns. You can 
use this feedback to inform your decision-making process.

Response to resistance: “Thank you for your input; I will consider it. 
However, at this point, we need to focus on the changes that align 
with our business personality identity and that we believe will ben-
efit the business the most.”

Delegate tasks: Assign specific tasks related to the change process 
to team members. Delegating will help team members feel more 
included in the changes and take ownership of the process.

Response to resistance: “I appreciate your willingness to take ownership 
of this task. However, we must ensure that the changes align with 
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our business personality identity and are in the business’s best inter-
est. Let’s work together to find a solution that achieves these goals.”

Provide training: Offer training or workshops to team members to help 
them develop new skills and adapt to the changes. Training will help 
them feel more confident and included during the change process.

Response to resistance: “I understand that change can be difficult, but 
offering training or workshops will help us adapt to the changes 
more smoothly. Let’s work together to find a solution that supports 
everyone’s growth and development.”

Remember, respecting your team members’ input and concerns is 
essential. But ultimately, as a business owner, you must make decisions 
that align with your business personality identity and are in the business’s 
best interest.

Step 4: Provide Resources and Training

Change is challenging; your team may need additional resources and 
training to succeed. Provide your team with the resources to learn new 
skills and adapt to the changes. Resources could include training sessions, 
online resources, or mentoring programs. When your team feels confi-
dent and prepared, they will more likely embrace change.

Here are some examples of training resources that you can provide 
your team to help them succeed in improving the business through incre-
mental change:

Online courses: Online courses are available on platforms such as 
Udemy, Coursera, YouTube, and LinkedIn Learning. You can iden-
tify relevant courses for your team members to take to improve 
their marketing, customer experience, and project management 
skills and knowledge.

Conferences and workshops: Attending conferences and seminars can 
provide you and your team with hands-on training and networking 
opportunities. You can identify relevant events in your industry and 
send team members to attend.

Mentoring and coaching: Mentoring and coaching can provide you 
and your team with personalized training and guidance to improve 
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skills and knowledge. You can identify experienced professionals in 
your network who can mentor or coach you or your team members.

Industry associations and trade groups: Joining industry associations 
and trade groups can provide you and your team with access to 
resources, training, and networking opportunities. Encourage your 
team to join relevant associations and groups and cover the cost of 
their membership if it will help grow your business.

Podcasts and webinars: Podcasts and webinars are convenient for you and 
your team to access training and learn new skills. You can identify rele-
vant podcasts and webinars and share them with your team members.

Step 5: Celebrate Success and Learn From Failure

Finally, celebrate success and learn from failure. Recognize and reward your 
team’s efforts and communicate the positive impact of the changes. When 
things don’t go as planned, take the time to analyze what went wrong and 
how to improve. This approach will help your team learn and grow from 
their experiences, making them more comfortable with change in the future.

An example of a strategy for overcoming resistance to change for a 
restaurant:

In the restaurant industry, change can be challenging, especially if it 
involves menu or operational changes. To overcome resistance to change, 
involve your staff by asking for their feedback and ideas for improvement 
based on customer exchanges. Consider offering incentives for trying new 
menu items or training programs for new operational procedures. Cele-
brate successes with staff parties or team-building events.

2.6 Plan: Determining the Right Time to Start

It’s crucial to keep an eye on the business environment and determine 
when it’s time for you to make changes to stay relevant. Here’s a project 
brief to help you plan for change:

Objectives

• Identify signs of change in your business environment
• Analyze how changes in the business environment impact 

your business
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• Identify opportunities for your business that arise from 
changes in the business environment

• Develop a plan of action to implement changes in your 
business

• Monitor the results of changes and adjust if necessary

Scope

• Research changes in your business environment
• Analyze how changes in your business environment impact 

your business
• Brainstorm with your team to identify opportunities for your 

business
• Develop a plan of action to implement changes in your 

business
• Communicate the changes with your team, customers, and 

other stakeholders
• Implement the changes and monitor the results

Deliverables

• A report on changes in the business environment and how 
they impact your business

• A list of opportunities for your business
• A plan of action to implement changes in your business
• Communication materials to share changes with your team, 

customers, and other stakeholders
• A report on the effectiveness of the changes and any necessary 

adjustments

Timeline

• Research and analysis: One week
• Brainstorming and opportunity identification: One week
• Plan development: Two weeks
• Communication planning and materials development: One week
• Implementation and monitoring: Ongoing
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Resources Required

• Access to free online tools to search trends
• A team to brainstorm and implement changes—employees or 

contractors
• Free online project management tools or project book to keep 

track of progress
• Free online analytics tools to track performance

Risks and Challenges

• Difficulty identifying changes in the business environment
• Limited resources to implement changes
• Resistance to change from team members or customers
• Difficulty evaluating the effectiveness of changes

Key Stakeholders

• Business owner
• Team members—or contractors
• Customers
• Suppliers
• Industry associations or groups

Step 1: Recognize the Change in Your Business Environment

Research to identify signs of change in your business environment and 
analyze how they impact your business. Then look for the opportunities 
you can take advantage of because of the changes. Use free online tools 
such as trend reports, industry publications, government reports, or even 
some of your competitors to gather data and insights. Remember not to 
copy your competitors; only follow them to see what they are doing so 
you can see how your business is different.

Here are some common signs that your business environment has or 
is changing for a retail business:

• Decreased foot traffic or sales in physical stores due to 
increased online shopping
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• Changes in consumer behavior and preferences, such as 
alternative solutions to meet their needs, increased interest in 
different types of materials, products, services, and shops

Step 2: Communicate

Once you recognize the need for change, it’s crucial to communicate it to 
your team. Your team may consist of employees, family members, or con-
tractors who provide various aspects of delivering your service or prod-
ucts. Be transparent and explain why the change is necessary and how 
it will benefit the business. Encourage everyone to state their concerns 
about the impact of the changes and listen attentively.

Sometimes people within the team may resist change because they 
don’t want to lose control of how the business is run or managed. Recog-
nizing why some people may not like the changes will help you be more 
understanding of other people’s resistance. When everyone understands 
the need for change and is involved in the process, they will be more likely 
to embrace it.

Here are some examples of communicating the need for change and 
responding to resistance.

communicating the Need for change

“We need to update our product/service to better match what our cus-
tomers want.”

“We’ve noticed that our sales have been declining, and we need to 
change things.”

“To become more profitable and grow, we must change how we operate.”

Responding to Resistance to change

• I understand that change can be difficult, but it’s essential 
for the business’s success. Can you tell me more about your 
concerns and how we can address them together?

• I understand what you’re saying, but we need these changes to 
stay current with what customers want. How can we help you 
with them?
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• I recognize that change can be challenging, but ensuring the 
business’s long-term success is necessary. So how can we work 
together to make this change successful?

It’s essential to listen to and address the concerns of your team mem-
bers and involve them in the change process as much as possible. Under-
standing and fixing the main reasons people resist change, such as fearing 
the unknown, can help them feel better and support the change.

Communicate the changes and their reasons with your team, custom-
ers, and other stakeholders. Be transparent and clear in your communica-
tion and be open to feedback.

Step 3: Involve Your Team

Getting your team on board with changes is key to smooth transitions. 
By seeking their input and getting them involved, you build their com-
mitment. Here’s how to include your team without diluting your business 
personality:

Team meetings: Schedule discussions to talk about the needed changes 
and involve your team in decision making. Use these sessions to 
address concerns and explore opportunities. For small groups, try 
these brainstorming techniques:
• Round robin: Everyone shares ideas in turns, no judgment
• Mind mapping: Sketch out a diagram linking related ideas
• Role storming: Team members adopt roles such as 

customer or supplier to generate fresh insights
If met with resistance, say, “Thanks for your input. Right now, we’re 

focusing on changes that align with our business identity.”
Task delegation: Assign change-related tasks to team members. If resis-

tance occurs, say, “Let’s work together to find a solution that aligns 
with our business goals.”

Your team has valuable customer insights that can drive business 
growth. Encourage open dialogue in meetings and directly ask for 
their thoughts. Acknowledge their input with a simple “thank you.”

Empower your team to understand and serve customers, while keep-
ing your business values in focus. Set clear boundaries about who 
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makes the final decisions but assure them their contributions are 
considered.

Example: A tech repair shop expanding services could say, “I’m form-
ing a team to specialize in new gadgets. You’ll document common 
issues, and based on your findings, I’ll decide on the new services.”

Your decisions should align with your business identity and best inter-
ests. Establish a communication channel for idea sharing but emphasize 
that suggestions should enhance customer experience and align with your 
business not personal values.

Guide your team to think customer-first. Set criteria for new ideas to 
ensure that they align with your business values. If an idea doesn’t fit, pro-
vide constructive feedback, and direct them toward ideas that reinforce 
your business foundation.

Step 4: Provide Resources and Training

You and your team need to focus on your core strengths while remain-
ing adaptable to change. Instead of learning everything, I suggest honing 
skills that facilitate adapting to change and making strategic decisions, 
including knowing when to outsource tasks outside your team’s expertise. 
First, you and your team should engage in problem-solving and criti-
cal-thinking training. Don’t try to become an expert in every domain, but 
rather develop the ability to assess situations, think critically, and devise 
solutions or strategies. This training will help you to identify what core 
aspects of the business need strengthening internally and what you can 
outsource. As you adapt to the changing business environment, you’ll be 
better positioned to make manageable, informed decisions.

Look for opportunities that arise from the changes in the business 
environment, such as new markets or services you can offer. Shifts in 
the market can provide opportunities such as diversification, innovation, 
partnerships, optimizing costs, and focusing on the customer more.

For example, with diversification you could expand product or ser-
vice offerings to attract new customers, like a bakery that starts offering 
gluten-free or vegan options to attract customers with dietary restric-
tions. For innovation, you can improve existing products, service, or the 
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customer experience making your business more attractive or cost-effec-
tive, like a fashion boutique creates a new physical store environment that 
people prefer to shop in than online.

For partnership, joining up with complementary businesses to offer 
bundled services or products reaches more new customers for each of 
you, like a food truck that joins with a local brewery to host a food 
and drink festival. For cost optimization, identifying where you can 
cut costs or renegotiate with suppliers without reducing the customer 
experience, like a bakery that switches to energy-efficient appliances to 
reduce utility costs.

And customer focus, improving the overall customer experience, per-
ception, and repeat customers, like a fitness studio that offers free fitness 
consultations and workout plans to new customers to understand their 
needs and goals better.

Consider enrolling in change management training to grasp change 
dynamics and coping strategies. This equips you to lead during change 
and helps employees understand their roles. Managing diverse employee 
expectations is a common hurdle, but you’re not alone.

Set expectations: Be upfront about roles and adaptability requirements 
from the hiring stage. Keep communication open and clarify what 
you expect, particularly during change. Acknowledge emotions but 
steer focus toward solutions.

Promote external mentorship: Your time is limited, so encourage 
employees to find mentors outside the company. This can offer tai-
lored guidance and support. Point your team to local networks or 
platforms such as LinkedIn, and mention programs such as SCORE 
in the United States or Help to Grow in the United Kingdom.

By emphasizing clear expectations and external mentorship, you fos-
ter a supportive environment without overextending yourself. It empow-
ers employees to find resources for growth and adaptability.

In summary, developing problem-solving and critical-thinking skills, 
understanding change management, and tailoring your approach to cater 
to the strengths and preferences of different generations within your team, 
will create a responsive business structure. This adaptability helps navigate 
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changes without stretching your or your team’s capabilities beyond core 
competencies.

Step 5: Refine and Adjust as Necessary

Implement the changes and monitor the results. Evaluate the effectiveness 
of the changes and adjust if necessary. Following is an example of what 
to watch depending on the changes you are making in response to the 
changes you see in your market.

Sales: Track your sales data over time to see if your changes increase 
revenue. You can use that platform’s sales tracking tools if you have 
an online store or a point-of-sale system if you have a physical store.

In the retail industry, you can define a significant change in sales as a 
10 percent increase in revenue compared to the same period of the pre-
vious year.

Please note that the abovementioned threshold is an example. You 
should tailor it to your industry, business context, and specific goals. It’s 
crucial to analyze your own historical data, industry benchmarks, and 
organizational objectives to establish relevant and meaningful thresholds 
for evaluating the effectiveness of your changes.

Change is a constant in business, 
and adapting and staying relevant is cru-
cial. By following these steps, you can 
determine the right time to start and 
take action to improve your business.

Step 6: Celebrate Success and Learn From Failure

Recognizing and appreciating achievements and milestones reached by 
implementing changes is essential. Doing so can increase morale, moti-
vate your team, and reinforce the importance of their hard work and 
dedication.

One way to acknowledge the efforts of individuals and teams involved 
is through public recognition. For example, you can announce the 

Change is a constant in busi-
ness, and adapting and stay-
ing relevant is crucial.
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successful completion of a change initiative during a team meeting or 
companywide (family included) gathering. Highlight the specific contri-
butions of team members and express your gratitude for their efforts, and 
the support of their partners’ spouses, children, or parents. By publicly 
acknowledging their achievements, you show you value them and are 
proud of their accomplishments.

Employee spotlight on social media: With the consent of your employ-
ees, highlight their achievements and contributions through an 
employee spotlight on your company’s social media platforms. You 
can create a dedicated post featuring the individual or team mem-
ber, along with a description of their accomplishments and positive 
impact. By showcasing their success to a broader group of people, 
you celebrate their achievements and enhance their professional 
reputation.

Employee appreciation posts: Regularly share appreciation posts on 
your social media channels, recognizing your team members’ hard 
work and dedication. You can recognize them individually or as 
a group, acknowledging their collective efforts in implementing 
changes and driving success. Include personalized messages of 
gratitude and tag the employees or team members involved, giving 
them public recognition, and allowing others to join in celebrating 
their contributions.

Remember, when utilizing social media for employee recognition, 
always obtain the individuals’ approval. Some employees may prefer not 
to be highlighted on public platforms, so respecting their preferences and 
privacy is crucial. By incorporating social media into your recognition 
efforts, you can use the strength of online networks to celebrate employee 
or team member achievements, increase morale, and create a positive 
buzz about your business.

Another way to celebrate success is through rewards and incentives. 
Consider implementing a recognition program where team members 
receive tangible rewards or incentives for their outstanding contributions 
to the change initiatives. For instance, you can offer gift cards, bonuses, or 
extra paid time off to show appreciation. This approach recognizes their 
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hard work and provides a positive motivation for continued engagement 
in future change efforts.

After celebrating success, conducting a postimplementation review 
is crucial to reflect on the experience and identify lessons learned. This 
review allows you to evaluate successes and failures, gaining valuable 
insights for future projects. For example, you can gather feedback from 
team members involved in the change initiatives through surveys, focus 
groups, or one-on-one discussions. Identify what went well, what you 
could have improved, and any unexpected challenges or opportunities 
that arose during the process.

The insights gained from these reviews should inform future  
decision making and projects. For instance, if you discovered that effec-
tive communication played a critical role in the success of a particular 
change initiative, you can prioritize enhancing communication strategies 
in the future. Likewise, if you encountered challenges related to resource 
allocation, you can better plan and allocate resources for upcoming proj-
ects based on lessons learned.

By following these steps, including public recognition and rewards, 
conducting postimplementation reviews, and applying lessons learned, 
you can effectively navigate changes in your business environment, engage 
your team, allocate resources appropriately, and continuously improve your  
change management process. Celebrating success and learning from fail-
ure is integral to creating a culture of growth and adaptability within your 
micro business.

2.7 Do: Develop a Customer Experience Strategy

Customer experience is an essential aspect of any small business. Devel-
oping a customer experience strategy that matches your business person-
ality’s values helps you provide relevant services and increase customer’s 
coming back, spending more money, and telling their friends and family 
about your business.

In this brief, we explore this project that shows you how to create a 
customer experience strategy, including what you need to know, where 
to find it, how to measure it, and how to make improvements to create 
loyal customers.



 EMBRAcINg chANgE fOR gROwTh 69

Objectives

• To define profitable customers and create a customer 
experience that matches their needs

• To map out how and where a customer interacts with a 
company to find what can be improved

• To identify negative interaction points—what’s not working 
that can be improved

• To implement changes and measure success
• To provide clear guidelines for handling customer inquiries 

and complaints
• To empower the customer experience team to make decisions 

that align with the business values
• To train the customer experience team on communication 

skills
• To set a good example for the customer experience team to 

follow

Scope

• To develop a customer experience strategy that matches the 
business personality’s values

• To identify the entire customer journey from start to finish 
and map out each customer touchpoint with the business

• To identify what’s not working for customers trying to use 
your company to improve the customer experience

• To make changes to improve the customer experience tracking 
metrics such as customer effort, repeat business, and online 
reviews

Deliverables

• A customer experience strategy that matches the business 
personality’s values

• A list of interactions a customer has with a company—from 
search to after-sales and repurchase that don’t work for the 
customers
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• Guidelines for handling customer inquiries and complaints
• Training materials for the customer experience team on 

communication skills

Timeline

• Define profitable customers: One week
• Map out the customer journey: Two weeks
• Identify pain points and areas for improvement: One week
• Implement changes and measure success: Four weeks
• Provide clear guidelines for handling customer inquiries and 

complaints: One week
• Empower the customer experience team: Ongoing
• Train the customer experience team: Ongoing

Resources Required

• Time and effort from the business owner or manager and 
anyone who will participate as part of a customer experience 
team

• Tools for monitoring customer feedback, such as customer 
polls, surveys, online reviews, and social media monitoring

• Communication training materials and resources for everyone 
delivering the customer experience

Risks and Challenges

• Resistance to change from owner, manager, employees, family 
members, or customers

• Limited resources and budget
• Difficulty in identifying and defining profitable customers
• The complexity of the customer journey and pain points

Key Stakeholders

• Business owner or manager
• Everyone whose efforts affect the customer experience
• Customers (indirectly)
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Step 1: Recognize the Need to Have a Customer Experience 
Strategy

Having a customer experience strategy isn’t just a nice-to-have; it’s essen-
tial. You see, when you’re running a small operation, every customer 
counts. You don’t have the luxury of losing a few here and there; you need 
to make sure each one sticks around.

A customer experience strategy helps you do just that. It’s like a road-
map for making your customers feel valued, heard, and satisfied every time 
they interact with your business. This isn’t just about offering a great prod-
uct or service; it’s about the whole package—the way you answer phone 
calls, handle complaints, or even the ease of navigating your website.

When customers have a good experience, they’re not just likely to 
come back; they’re likely to tell their friends, leave positive reviews, and 
maybe even promote your company. In a world where word-of-mouth 
can make or break a business, especially a small one, that’s gold.

So, in summary, a customer experience strategy helps you keep the 
customers you’ve worked so hard to get and turns them into your biggest 
fans. And that can make all the difference for your business.

Step 2: Communicate

Communication is important when you’re creating a customer experience strat-
egy. First, you want everyone—your team and your customers—to know what 
you’re planning. When everyone knows the plan, it’s easier to make it work. 
Your team needs to understand why making the customer happy is important, 
and your customers should know what kind of service they can expect.

Another reason to talk openly is to get feedback. Your customers can 
tell you what they like and what they don’t. They’re the ones using your 
service or product. Your team, who talk to customers every day, can also 
give you good advice.

When your team is involved in making the plan, they feel like it’s their 
plan too. They’re not just doing what they’re told; they’re helping make 
things better. This makes them want to do their best.

Being honest and clear also helps build trust. Customers will keep 
coming back if they feel like you listen to them. Your team will also stay 
committed if they know their ideas are valued.
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So, how do you talk about this? Start by explaining why it’s import-
ant. For example, tell customers: “When customers have a good experi-
ence, they’re not just likely to come back; they’re likely to tell their friends 
and leave positive reviews which get us more customers.”

For customers, tell them: “By creating a customer experience strategy, 
you can be sure that every interaction you have with us matches what 
we promise. Your feedback ensures you receive a consistent and reliable 
experience every time you need us.”

Step 3: Involve Your Team

Involve your team in defining the customer experience and collecting and 
analyzing customer information so they actively participate in creating 
and delivering it. Their involvement can include creating the persona, 
mapping the journey a customer takes with your company, sharing cus-
tomer experience metrics, and then analyzing the feedback to making 
improvement suggestions based on customer feedback.

Getting your team to ask customers their opinion of your company, 
product, or service to improve your customer experience will ensure that 
they understand what is essential for customers and that when it matches 
your business personality values, it will be consistently delivered.

Holding regular team meetings focused on customer experience are 
crucial. These gatherings offer a way for everyone to share insights, dis-
cuss what’s working, and pinpoint areas that need tweaking. This ensures 
that team members are aware of how their actions directly impact the 
customer experience and offers a structured way for making ongoing 
improvements.

You might also want to introduce a simple reward system to acknowl-
edge team members who excel in delivering the promised customer expe-
rience. This not only improves morale but also sets the level for what you 
expect from everyone.

Step 4: Provide Resources and Training

Creating a customer experience strategy isn’t about treating every cus-
tomer differently; it’s about focusing on your most profitable customers 
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and making sure you’re delivering what they want, consistently. This strat-
egy can even lead you to discontinue services or products that attract cus-
tomers who aren’t beneficial for your business in the long run. To create 
a customer experience strategy, you must equip yourselves with the right 
resources and training. You will need training and resources to help you 
know who your profitable customers are, how profitable customer groups 
differ from each other, which channels make sense to communicate with 
them, and personalize how you communicate or deliver services or prod-
ucts to different profitable groups.

For example, if you run a lawn care service and notice that business 
clients are more profitable and easier to serve than residential ones, focus 
your efforts there. Use customer feedback to find out how your profit-
able customers prefer to be contacted and what information they value. 
Maybe they prefer a monthly e-mail update rather than weekly. If you 
find that your most profitable customers value quick, hassle-free service, 
streamline your processes to deliver on this expectation.

Start by implementing a straightforward tracking system to note 
repeat purchases and customer interactions. This could be as simple as 
a spreadsheet or a basic customer relationship management (CRM) soft-
ware. Train your team on how to use this system effectively to identify 
profitable customers. You can also learn who your most loyal customers 
are using The net promoter score (NPS) question is, “How likely are you 
to recommend our business to a friend or colleague?” The NPS question 
measures the customer’s loyalty and likelihood of referring others to your 
business. Another good way to learn about who your profitable customers 
are is to ask the ease of a customer’s experience with your business. An 
example of a customer effort score (CES) question is, “How easy was it to 
find the product/service you were looking for?”

Define your profitable customers by creating a visual picture of what 
they look like and value in your services or products. For example, a local 
restaurant might identify its profitable customers as families with young 
children looking for a casual dining experience. Once you know your 
profitable customers, you can develop your customer experience strategy 
based on what is important to them. Once you know what they value 
about your business, you can deliver it more consistently and focus your 
efforts on delivering that experience, fixing any issues in the experience 
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you learn by asking profitable customers about their experience prefer-
ences with your business.

For businesses serving other businesses (B2B), HubSpot provides 
resources to build a buyer persona—to identify why profitable custom-
ers choose your services to help you target to find more of them. For 
companies serving consumers directly (B2C), tools such as Xtensio or 
MakeMyPersona can help you quickly and efficiently create customer—
personas instead of solely on surveys. These tools guide you in visu-
ally organizing customer preferences and behaviors without requiring 
extensive surveys.

Next, invest in communication tools that allow you to reach out to 
your customers in the way they prefer. This could be an e-mail marketing 
platform for monthly updates, a monthly telephone call, or a text message 
service for quick alerts. Make sure your team knows how to use these tools 
to maintain consistent and effective communication.

For understanding customer needs, consider workshops or online 
courses that focus on customer service and experience. These can provide 
valuable insights into what customers value and how to deliver it.

Lastly, don’t forget about internal resources. Create guides or check-
lists based on your most profitable customer profiles. These can serve 
as quick references for your team to ensure that they’re meeting the 
specific needs of these important customer groups and offer additional 
customer experience training if necessary. Practical communication 
courses to improve the customer experience are prolific online. Look 
for ones that cover effective communication, handling customer com-
plaints, building customer loyalty, and managing challenging customer 
situations.

Training can take various forms, such as group sessions, one-on- 
one coaching, online training courses or role-playing exercises.

By focusing on these resources and training, you’re not just making 
your customers happy; you’re also making the best use of your business 
resources. This targeted approach ensures that you’re putting your efforts 
where they’ll have the most impact, leading to a more profitable and  
sustainable business.



 EMBRAcINg chANgE fOR gROwTh 75

Step 5: Refine and Adjust as Necessary

Implement changes and track success by monitoring key metrics such as 
CES, NPS, repeat business, and sales. For example, in a hair salon, you 
might invest in better chairs or avoid overbooking to reduce wait times.

Actively gather customer feedback through polls, surveys, and online 
reviews. These insights help you understand customer needs and make 
meaningful changes. Focus on questions that measure customer effort 
and willingness to recommend your business.

Regularly monitor and respond to online reviews, both positive and 
negative, to show you value customer opinions. Choose review platforms 
popular in your area for maximum relevance.

Social media is also key. Be present on platforms your customers use, not 
just the ones you prefer. Use social media to engage with customers and address 
their needs. Tailor your feedback questions to your specific business type.

In summary, customer feedback is essential for ongoing improve-
ment. Aligning customer and business values can enhance loyalty and 
drive growth. Use the feedback wisely to fine-tune your strategy.

Step 6: Celebrate Success and Learn From Failure

Celebrating successes and acknowledging improvements in customer 
experience is crucial to motivate and engage your team. It’s an opportu-
nity to recognize their efforts and reinforce positive behaviors. Here is an 
example of how you can celebrate success in customer experience:

Employee recognition: Highlight exceptional customer service achieve - 
ments during team meetings or through a recognition program. 
For instance, you can present a “Customer Champion of the 
Month” award to an employee who consistently delivers your cus-
tomer experience. Acknowledge their consistent contributions and 
publicly appreciate their efforts.

To continuously improve and align the customer experience with 
your business values, consider the following example:

Employee feedback and customer insights: Ask your team regularly to 
tell you about their customer-related experiences, observations, and 
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suggestions. Encourage them to provide their thoughts based on 
customer interactions rather than personal opinions. Conduct regu-
lar feedback sessions or anonymous surveys to gather valuable infor-
mation. However, it’s important to filter ideas based on whether 
they fit within your business personality and the preferences of prof-
itable customers rather than catering to a small subset of customers 
or employees.

Remember, while employee input is valuable, you shouldn’t imple-
ment all ideas. Consider suggestions based on their fit with your busi-
ness personality and profitable customer preferences. This fit ensures 
improvements reflect your business values and contribute to sustainable 
profitability.

2.8 Finish: Developing a Growth Mindset

Developing a growth mindset is crucial to be prepared for changes that 
may come your way and to challenge current business practices if they are 
no longer relevant.

Objectives

• To educate you on the importance of developing a growth 
mindset

• To provide you with practical steps to challenge current 
business practices

• To encourage you to embrace failure as a learning opportunity
• To provide you with tools to stay informed about industry 

trends
• To help you seek out feedback from customers and employees

Scope

• Small business owners who want to improve their business 
practices

• Covers five steps to challenge current business practices, 
embrace failure, stay informed about industry trends, and 
seek out feedback from customers and employees
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Deliverables

• Practical steps for you to challenge existing business practices
• Tips for you to embrace failure and use it as a learning 

opportunity
• Strategies for you to stay informed about industry trends
• Tools for you to seek feedback from customers and employees

Timeline

The timeline for completion will vary based on your needs and your avail-
able pace of implementation. Here is an estimate to work from:

Embrace failure as a learning opportunity (two to four weeks)

• Identify areas where you have experienced failure in the past
• Think back on what went wrong and what you can do 

differently next time
• Implement changes to your business practices to avoid similar 

failures in the future
• Stay informed about industry trends (ongoing)
• Attend industry conferences and trade shows periodically
• Read trade publications and industry-specific news regularly
• Join relevant professional organizations and stay involved with 

them

Seek out feedback from customers and employees (two to four weeks)

• Develop a way to get customers’ opinions
• Encourage employees to give feedback on their experiences 

working in the company
• Analyze the feedback received and make improvements based 

on the results

Set achievable goals and measure progress (one to two weeks)

• Identify specific goals for your business and develop a plan for 
achieving them
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• Decide how you will track progress toward your goals
• Review and adjust your goals as necessary
• Build a culture of learning and growth (ongoing)
• Encourage a growth mindset among employees and colleagues
• Provide opportunities for learning and development
• Foster a culture of continuous improvement and innovation

The estimated timeline for completing this project brief will change 
based on your resources—time, budget, and people. It is essential to allo-
cate enough time to complete each step thoroughly and to allow for unex-
pected delays or unforeseen complications during the process.

Resources

• Industry publications, conferences, and professional 
organizations

• Tools for customer and employee feedback, such as comment 
cards and follow-up e-mails

Risks and Challenges

• Small business owners may be resistant to change or may not 
have the resources to implement changes

• Seeking feedback from customers and employees can be 
challenging if they are not willing to provide it

• Staying informed about industry trends can be time-
consuming and may require financial investment

Key Stakeholders

• Small business owners who want to improve their business 
practices

• Customers and employees who can provide valuable feedback
• Industry publications, conferences, and professional 

organizations that can provide information on industry 
trends.
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Step 1: Recognize the Need to Embrace a Growth Mindset

As a micro business owner, you likely 
find that fear of failure holds you back 
from taking risks essential for growth. 
However, sometimes it’s not just the fear of failure but also the fear of 
success that can be paralyzing. With its increased responsibilities, the 
thought of managing a larger business can be daunting. Plan for success 
to combat the fear of success or failure. Create a roadmap for scaling up, 
including potential challenges and how you’ll address them.

Limited resources are a common issue all micro business owners face. 
Striking a balance between day-to-day operations and growth initiatives 
is tough. However, even with constrained resources, it’s possible to grow.

Think about teaming up with other small businesses that offer differ-
ent products or services than you. By working together, you both can save 
money and help each other out.

For example, if you run a small coffee shop, you could partner with 
a local bakery. They provide the pastries, and you sell them in your shop. 
This way, you don’t have to bake, and they get to sell more of their goods. 
It’s a win–win situation. Or if you provide esthetician services, chat to a 
local hair salon that doesn’t have anyone in-house to share clients. Knowl-
edge shouldn’t be a barrier; the Internet is full of courses, and your local 
chamber of commerce often hosts workshops. Take advantage of these 
resources.

Resistance to change is universal, especially if you have been doing 
things a certain way for a long time. But in a constantly evolving market, 
adaptability is vital. Make it a habit to explore new tools and trends and 
incorporate them gradually into your business. Don’t be afraid to let go 
of outdated practices.

Networking is vital but exercise caution. It’s common for micro busi-
ness owners to join online and offline communities where everyone is 
eager to share ideas. While this is beneficial, it’s essential to recognize 
that what works for one business may not necessarily work for yours. 
The single most common reason for business failure is copying other 
companies. Sometimes, it can be a case of the uninformed leading the 
uninformed.

Plan for success to combat 
the fear of success or failure.
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Especially crucial, when seeking advice be very cautious about who 
you take advice from, particularly regarding business coaches. The Inter-
net, mainly social media communities such as Facebook, LinkedIn, X, and 
TikTok, is rife with individuals who promote themselves as coaches but 
have never started, managed, or grown a small business. That’s why find-
ing a mentor with experience in starting and growing a company and who 
can provide tailored advice is invaluable. Ensure that any coaches or men-
tors you engage with have a proven history relevant to your business needs.

Consider joining mentorship programs such as SCORE, accessible 
business mentorship and education in the United States, or the Prince’s 
Trust Enterprise Program in the United Kingdom for young entrepre-
neurs. Another option is MicroMentor, which connects small business 
owners with business mentors globally.

You join countless successful business owners adopting a growth 
mindset by navigating your fears, optimizing resources, embracing 
change, and carefully building a support network with experienced men-
tors. Be selective, alert, and take steps that match your unique business 
goals and values.

Step 2: Communicate

Seek out feedback from customers and employees.
Communication with your customers is a prime opportunity to cre-

ate a growth mindset for your business. Encourage customers to tell you 
about their experiences with your company. Your employees, too, as they 
can often have insightful perspectives.

Now, it’s critical not to take feedback personally. If you receive neg-
ative feedback or something contrary to what you hoped to hear, it’s 
important not to brush it off or become defensive. There could be a gem 
of truth that could turn things around for your business.

However, it’s also good to remember that not all feedback may be 
genuine or relevant. So, evaluate it critically. But if you start to notice 
consistent threads in the feedback, that’s a sign it’s something you need to 
pay attention to. Genuine feedback is a gift, even if it’s hard to accept. It 
allows you to learn and make improvements that can help your business 
flourish.
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Embrace feedback, analyze it, and use it as a tool for growth. In the 
long run, this open and responsive approach to feedback can significantly 
contribute to the success and sustainability of your business.

Here are some specific examples of how you, a small business owner, 
can seek feedback from customers and employees for a service-based 
business:

Service-based business (e.g., landscaping, cleaning):

• Send follow-up e-mails after the service asking for feedback
• Have employees ask customers for feedback after the service
• Place a suggestion box at the customer’s location
• Ask employees for feedback on the quality of the service and 

communication with customers

Sample questions to ask:

• How was your experience with our service?
• Was there anything specific that stood out to you (positively 

or negatively)?
• How can we improve our service or communication with 

you?
• Did you feel that our service met your needs?

Responding to feedback, especially when it’s public, like on social 
media or review sites, is not just about addressing that one person’s con-
cerns; it’s a showcase to all potential customers of how you handle feed-
back. Always respond respectfully, regardless of the nature of the message.

Thank the person for taking the time to leave a comment. If they have 
shared a concern, acknowledge it, and address it genuinely. Where neces-
sary, offer to rectify the issue. If the feedback is given privately or contains 
contact details, reach out and engage in a conversation to understand 
their perspective better. This respectful engagement can often turn a dis-
satisfied customer into a promoter for your business. Moreover, it shows 
potential customers that your company has a growth mindset—that you 
are open to listening, learning, and evolving based on customer feedback. 
Demonstrating openness to growth through feedback can be a powerful 
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tool in building trust and establishing a favorable business personality—
and give you an edge since most small business owners ignore negative 
feedback online.

Step 3: Involve Your Team

Talk and share ideas regularly: Schedule time to sit down with your 
team, even if it’s family members, and discuss how things are going 
in the business. Share what’s working well and what needs improve-
ment. Be open to everyone’s ideas and encourage an honest conver-
sation. Great ideas can come from these discussions.

Encourage continuous learning: Motivate your team and yourself con-
stantly to be learning. Watch educational videos, read articles, or 
take online courses. Staying informed and picking up new skills 
can bring innovative approaches to improve the business. Many free 
resources are available online that can be very beneficial.

Acknowledge efforts and achievements: When someone on your team 
puts in extra effort or tries something new, acknowledge their hard 
work and let them know you appreciate it. Even if things don’t turn 
out perfectly, recognizing their effort is essential. It can motivate 
the team to remain dedicated and look for ways to improve the 
business. A supportive environment is vital to building a team com-
mitted to growth and improvement.

Stay updated on customer preferences and industry trends: Your cus-
tomers’ tastes and preferences might change over time, and it’s cru-
cial to stay updated on what they like. Keep an eye on competitors’ 
actions, especially if they offer new solutions or methods your cus-
tomers might prefer. For instance, if all the other businesses around 
you are starting to accept debit or credit card payments and you’re 
still cash only, your customers might begin to go elsewhere for con-
venience. Don’t change just for the sake of change, but if you see 
a new trend or preference that is what your customers want, con-
sider adopting it. If most customers prefer cash, continue to offer 
this payment term, even if your competitors don’t. Show your cus-
tomers that you’re paying attention to their needs and are willing  
to improve and evolve. It’s not always about significant changes; 
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sometimes, the small things can make a big difference in keeping 
your customers happy and coming back.

Step 4: Provide Resources and Training

Focus on continuous learning and development. Make education and 
development a priority in your business. Invest in training programs for 
yourself and your employees, attend workshops and seminars, and read 
books and articles on topics relevant to your business. You’ll continue to 
grow and develop as a business owner by staying updated with the latest 
trends and best practices.

Knowing the latest industry trends and innovations is crucial to remain 
relevant to your customers over time. Attend industry conferences, read 
trade publications, and join relevant professional organizations. Knowing 
the latest developments will help you see new opportunities to achieve 
your business and personal goals.

Here is a specific example of how a technology business can stay 
informed about industry trends:

Technology

• Attend technology industry conferences
• Follow industry publications, such as Wired and TechCrunch
• Join the local or national technology association or other 

relevant professional tech organizations

To develop a growth mindset, being open to change and willing 
to take risks is essential. By embracing failure, staying informed about 
industry trends, seeking feedback, experimenting with new marketing 
strategies, and focusing on continuous learning and development, you 
will be better equipped to navigate changes in the business environment 
and grow your business over time.

Step 5: Refine and Adjust as Necessary

Some changes won’t work out as planned. When something doesn’t 
work out as planned, think about what went wrong and what you can 
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do differently next time. Here is an industry example of how you might 
refine and adjust:

Consulting business: If a new service offering doesn’t attract many 
clients, reflect on why that might be. Did you not communicate 
the value of the service? Did you not target the right people? Once 
you’ve identified the problem, you can adjust your messaging or 
consider targeting a different group of people.

Remember, embracing failure as a learning opportunity is not about 
dwelling on mistakes or beating yourself up. Instead, it’s about identifying 
what went wrong so that you can adjust and improve your business in the 
future. Embrace the process, as frustrating as it might be, as an opportu-
nity for growth and innovation.

Step 6: Celebrate Success and Learn From Failure

When you’re working hard to grow your business, don’t forget to take a 
moment to celebrate the wins, no matter how big or small. Maybe you 
tried a new approach, and it worked, or perhaps you learned something 
valuable from a mistake. It’s essential to recognize that progress and learn-
ing are achievements in themselves. Throw a little get-together with your 
team, even if it’s just a few people or family members. You can grab some 
snacks, play music, and share the successes and the lessons learned. It’s 
also important to pat yourself on the back. Running a business is not easy, 
especially when looking to improve. So, give yourself credit when you see 
positive changes or learn something that can help in the future.

Moreover, celebrating successes and openly discussing learning expe-
riences sends your team and customers a powerful message. Your team, 
whether it’s family members or employees, will see your commitment to 
growth and learning, and this sets a positive example for them to follow. 
They will likely become more open to new things and develop a growth 
attitude.

Your customers will also notice your business’s improvements and pos-
itive atmosphere, making them more loyal and even turning them into 
business advocates because they’ll love what you’re doing. Celebrating 
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success and learning is not just about feeling good; it’s about creating 
a culture of continual growth that everyone—from your team to your 
customers—can be a part of. This way, your effort in embracing a growth 
mindset is never wasted. It becomes a part of your business’s fabric, help-
ing drive long-term success.

Plus, sharing your successes and failures can build a stronger bond 
between you, your customers, and your suppliers. When you’re comfort-
able doing so, being open about the challenges you’ve faced and how 
you’ve overcome them or the lessons you’ve learned showcases vulnerabil-
ity and transparency. This kind of openness is rare but valuable because it 
builds trust and makes your business appear more authentic.

People generally appreciate honesty and feel more connected to those 
who aren’t afraid to show they’re human. The same goes for businesses. By 
sharing your challenges and ups and downs, you’re telling your customers 
and suppliers that you value them enough to be open with them. Be care-
ful not to share challenges about finding customers, which suggests your 
company doesn’t know enough about basic business practices or poten-
tially can’t keep ones because it doesn’t deliver its promises.

Trust and authenticity don’t just feel good; they can have real business 
benefits. Customers are more likely to stick with a business they feel con-
nected to, and suppliers might be more willing to extend better terms in 
times of need or partner with you in unique ways.

So, don’t be afraid to let people in. You might be surprised by how 
much support and goodwill you can get by simply being honest and open 
about your business challenges to the right people.

Conclusion

We’ve looked at how to adapt to change to keep your business going 
strong. But being adaptable isn’t the whole story. In the next chapter, 
“Visibility for Success,” we’ll talk about how to get your business noticed 
and make sure people see it the way you want them to. We’ll cover simple 
ways to get the word out and how to handle feedback from customers.





CHAPTER 3

Visibility for Success

Welcome to Chapter 3 of this book, where we will explore practical ways 
for small companies to make their business personality visible to potential 
and existing customers. Let’s set clear objectives: Our goal is to create a 
consistent, strong, and well-protected business personality that is attrac-
tive to your customers.

In Section 3.1, I will discuss the importance of consistency in building 
a solid and recognizable business personality for small service companies. 
Prioritizing consistent messaging across all marketing activities and mate-
rials reduces the risk of confusion for potential and existing customers. I’ll 
communicate practical advice on achieving this consistency, which will 
help you build a sustainable customer–business personality relationship 
over time.

Moving onto Section 3.2, I’ll focus on strategies for protecting and 
enhancing your business personality, and in Section 3.3, I’ll dive into 
a case study of a small service company’s successful business personality 
visibility strategy. We’ll monitor their progress by analyzing their steps, 
including specific strategies they implemented. Section 3.4 will summa-
rize the key insights and next steps for making your business personality 
visible.

Sections 3.5 to 3.8 will provide project briefs to develop your business 
personality visibility strategy, update marketing material, and monitor 
and respond to customer feedback. Each brief will set a clear objective, 
break down the steps, and allocate resources.

3.1 Consistency Is Key

Consistency is critical for building a strong and recognizable business 
personality for small service companies to increase financial performance 
discussed in Chapter 1. A strong business personality plays a significant 
role in increasing revenue, more so than incremental innovation.
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Let’s break it down into building blocks to make consistency less 
daunting and more actionable.

Identify components of business personality: Before anything else, 
recognize that your business personality comprises various ele-
ments, including awareness, reputation, character, values, imagery, 
and preferences.

Standardize business personality identity: Creating your unique stan-
dard involves using the same tone of voice, images you use, logo, 
color scheme, and font across all marketing materials, such as sig-
nage, business cards, and websites. Help customers recognize your 
business personality instantly. Develop a style guide as your go-to 
reference.

Synchronize messaging across channels: Aim for a united front in com-
munication. Ensure that your business personality messaging is the 
same on social media, e-mail, or print. The tone and language should 
genuinely reflect the business personality’s values and character.

Ensure consistent customer experience: The customer journey reflects 
your unique personality. From the first inquiry to postpurchase fol-
low-ups, blanket everything a customer can see or hear about your 
company with your business personality’s values and promises.

Monitor and adapt: Watch how your customers respond and be open 
to making subtle adjustments in response to changing consumer 
preferences.

Review and update regularly: This is a marathon, not a sprint. You 
must manage your business personality continuously. Periodically 
review your business personality components and make updates 
where needed.

By breaking it down into steps, you can make sure your business’s 
character shows in all your marketing. This helps build trust with cus-
tomers and keeps them connected to your business, which is important 
for success.

In summary, consistency is the backbone of building a solid business 
personality for small service companies. Through these building blocks, you 
can heighten business personality recognition, strengthen customer loyalty, 
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and secure long-term success. It’s about embracing the business personality 
as an ongoing task and adopting a structured approach to consistency.

3.2 Protecting and Enhancing Your  
Business Personality

Your business personality is the face of your business. It is the way people 
identify and connect with your products or services. Therefore, protecting 
and enhancing your business personality is essential for maintaining its 
strength and value. Here are some strategies for protecting and improving 
your business personality:

Trademark registration: A trademark is something unique, such as 
an icon, symbol, style, word, or phrase, that shows the difference 
between your products or services from others. Registering your 
company logo and name with the relevant authorities gives you 
exclusive rights to use it in your business. Without your permis-
sion, no one else can use your business personality or anything 
similar. Registering your trademark protects your business person-
ality and ensures that it remains distinct and recognizable. Here, 
allocating resources for legal assistance and the registration process 
is crucial.
For example, you own a small bakery called “Bake My Day.” You 
can register “Bake My Day” as your trademark, meaning no one else 
can use that name for their bakery or anything like it. Protecting 
your business personality ensures that customers can easily recog-
nize your business.

Online presence: Your business must have a professional online presence 
in today’s digital age. Your online presence is anywhere you, your 
business, owners, managers, and employees can be found online— 
websites, social sites, and business sites. Regularly monitoring your 
online presence is essential to ensure that your business personality is pre-
sented best. Check for any negative reviews or comments and respond 
to them promptly. Allocating resources to manage your online presence 
is essential, and delegating this task to a team member or employing a 
reputation management service can be incredibly beneficial.
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For example, let’s say you own a small clothing store called “Fash-
ionista.” You have a website and a Facebook page where you post 
updates about new products and promotions. You notice that some-
one has left a negative comment on your Facebook page, complain-
ing about the quality of your products. You should respond to the 
comment promptly, apologize for the customer’s experience, and 
offer a solution to make it right. Show that you care about your cus-
tomers and are committed to providing the experience you promise.

Enhancing your business personality: Enhancing your business per-
sonality means improving its value and perception in the minds 
of your customers. You can increase customer loyalty and better 
financial performance. Here are some ways to enhance your busi-
ness personality:

Consistency: Your business personality should be consistent across 
your website and social media profiles to your product packaging 
and in-store displays. Consistency helps to reinforce your business 
personality identity and makes it easier for customers to recognize 
and connect with your business. Allocating resources to ensure con-
sistency, whether time, money, or people, is critical.
For example, you own a small coffee shop called “Brewed Awak-
ening.” Your logo, color scheme, and signage should be the same 
across all channels, including your website, social media profiles, 
and in-store displays. Reinforce your business personality identity, 
making it easier for customers to recognize and remember your 
business.

Customer experience: Providing a promised customer experience can 
help enhance your business personality and customer loyalty. Deliver 
what you promise to meet your customers’ needs and expectations. 
Allocating resources here to train staff, and delegating authority to 
them to handle customer issues, can create a committed workforce 
dedicated to delivering the promised customer experience.
For example, you own a small hair salon called “Trendy Tresses.” 
You should aim to provide a consistent customer experience, from 
when a customer walks in the door to when they leave. Your con-
sistent experience might include offering refreshments, provid-
ing comfortable seating, and ensuring that the customer’s stylist 
is knowledgeable and skilled. A consistent customer experience  
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will enhance your business personality and encourage customer 
loyalty.

In conclusion, protecting and enhancing your business personality is 
essential for maintaining its strength and value. Careful allocation of resources 
and effective delegation are critical elements in this effort. By registering your 
trademark, monitoring your online presence, investing in consistent business 
personality, and improving customer experience, you can ensure that your 
business personality thrives. Trademark registration is a strategic approach 
and efficient allocation of resources and responsibilities. Whether you are a 
sole proprietor or have a team, ensuring you address each aspect of protect-
ing and enhancing your business personality competently and consistently, 
will contribute significantly to the long-term success of your business.

3.3 Success in Action: A Small Service Firm’s 
Successful Business Personality Visibility Strategy 

(Piano Tuner)

Creating and maintaining a solid business personality is essential for the 
success of any business, especially for small service companies. This chap-
ter will provide the case study of a small service company’s successful busi-
ness personality visibility strategy. We will explore the steps they took to 
create and maintain a strong business personality, including specific busi-
ness personality strategies they implemented, such as creating a business 
personality style guide and announcing service improvements to their 
local market. We will also discuss the impact of improving the visibility 
of a strong business personality on their business performance and the key 
takeaways for small service companies.

The small service company we will be discussing is a piano tuner. They 
are a company that specializes in residential and business piano tuning. 
Over time, they faced tough competition from new tuning companies in 
their area. However, they created and made a strong business personality 
visible that helped them stand out from the competition.

Background of the company: The small service company we will 
examine is a piano tuning company. A man providing exceptional 
piano tuning and maintenance services for over 35 years started the 



92 TUNE-UP YOUR SMALL BUSINESS

business. His motto is never to leave a job until the piano is tuned 
to perfection. Having tuned pianos across the United Kingdom 
during his career, he wanted to focus on being the preferred tuner 
in his local area in North Yorkshire. 

Having tuned thousands of instruments from top piano manufactur-
ers such as Broadwood, Steinway, Yamaha, Richard Lipp, Bech-
stein, and Brinsmead, he was skilled with harpsichords, spinets, 
squares, and fortes. This gave him a clear edge over competitors. 
However, he had limited experience adapting to changing business 
trends. Moving from advertising in printed directories to online 
was a big challenge. This made it hard for the business owner to 
showcase his expertise in the piano tuning market.

Recognizing the need for change: The owner had a solid group of loyal 
customers who returned to him for piano tuning every year. However, 
he wanted to make sure new customers in his local area could find him 
when they needed an expert tuner. Many competitors in the field were 
already good at marketing their businesses online, a digital environ-
ment he wasn’t familiar with. He needed to adapt to stay competitive.
Focusing on local customers to replace customers from around 
England, he decided to talk to people with marketing knowledge. 
He wanted to learn how to increase the visibility of his business 
against his competitors. He met me through an introduction by a 
fellow church member.

Adapting to market changes: To adapt to the changes in the local market, we 
reviewed his business and the competition around his business to see the 
areas that would benefit from improvement. The reasons for developing 
a business personality and making it more visible were identified when 
reviewing the business to determine what might be stopping customers 
from using this business. After all, the business provided discerning and 
exemplary tuning services and an above-standard customer experience. 
Initially, the company had a Facebook page, a Google My Business page 
showing basic contact details, and an image of a business card with a 
piano. Still, there wasn’t an evident business personality with pictures 
and messages that demonstrated the superiority of this company.
An essential aspect of this change was monitoring progress after 
implementing the new business personality. Keeping an eye on 
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how the new strategy performed allowed the business to make 
necessary adjustments and measure success. Monitoring involved 
tracking customer engagement, web traffic, and customer feed-
back. The piano tuner also set specific milestones to measure the 
effectiveness of the new strategy in real time.
The process began with a comprehensive analysis of what custom-
ers liked and didn’t like about the company and looking to see 
what other tuning companies looked like in the area. This review 
helped identify how this tuning company was unique and what a 
natural business personality would be that reflected the business 
experienced by its current customers and owner. After they created 
a new business personality and everything about the company was 
adapted to the unique personality—Google My Business, website, 
and social media, a launch party increased awareness among cur-
rent and potential customers, followed by regular, consistent social 
media posts, paid and unpaid.

Results of the company’s adaptation: As a result of these changes, the 
tuning company had an immediate 20 percent increase in custom-
ers, a close to 10 percent increase in revenue year over year, and a 
100 percent increase in visitors to their website. Monitoring the 
progress was crucial for these results. It allowed the owner to see 
which parts of the new business personality attracted profitable cus-
tomers. It also showed which areas needed more fine-tuning.

He was able to attract new customers and retain existing ones by adapt-
ing to the changes in the marketplace. He demonstrated to his most prof-
itable customers that his business could meet their needs better than the 
competition. New customers experienced his exemplary service and a bet-
ter-tuned piano than they had previously with competitors. This business 
kept growing even when it was closed during the pandemic. They changed 
their messaging to be relevant and supportive of both business and personal 
customers during the Covid pandemic. They focused on motivational posts 
about playing the piano. They also gave tips on how to keep pianos in tune 
as long as possible until a professional could tune them again.

The impact of a strong business personality on the tuning compa-
ny’s performance was significant. The business personality resulted in a 
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dramatic increase in customers and increased loyalty from existing cli-
ents. The company also experienced increased revenue and profitability, 
achieving financial goals of focusing on a smaller geographical service 
area. In addition, maintaining the business personality for over four years 
has increased customer and prospect confidence in the company, with 
continual new customer tuning requests every week.

This piano-tuning company’s success story underlines the importance 
of adapting to market changes. Plus, the importance of continually mon-
itoring progress to ensure that the business personality remains relevant 
and effective. By setting goals, collecting data, and making informed 
decisions based on feedback and results, the piano tuner continues fine- 
tuning its business personality strategies to ensure sustained success.

In conclusion, this case study highlights the importance of recogniz-
ing the need for change. Adapting to market shifts and creating a strong 
business personality are crucial. Rigorously monitoring progress can have 
a significant effect on business performance.

3.4 Making Your Business Personality Visible:  
Key Insights and Next Steps

There are several key takeaways that you can learn from the tuning com-
pany. First, it’s essential to stay aware of changes in the local market, spe-
cifically new competitors, and recognize that a company can no longer 
rely only upon their expertise or the length of time they have been in 
business to get a steady stream of customers.

Second, it is only through a strong business personality made visible 
online and offline that a business will be seen and evaluated alongside 
younger, more technology-literate companies.

Third, it’s vital to be open to adopting a new business personality. 
This personality should reflect the changes in the business environment 
and competition. This approach ensures that older, more experienced 
companies aren’t left behind. It’s not their fault, but the way companies 
build trust with customers has shifted. Instead of face-to-face interactions 
or physical directories, trust is now built through digital online methods.

At this stage, it’s crucial to emphasize the importance of being adapt-
able. Markets are living entities; they breathe, grow, and evolve. So, it’s 



 VISIBILITY fOR SUccESS 95

essential to be in tune with this rhythm. Listening to feedback and adapt-
ing your strategies can be useful in ensuring your business personality 
remains healthy. For instance, if the market leans toward a new trend or 
technology, consider how your business personality can embrace this 
change while remaining true to its core values. Regularly revisiting your 
business personality in response to feedback and changes in the market 
keeps your business current and relevant.

Finally, making a business visible 
requires a continual, consistent effort 
to maintain trust with current and 
prospective customers. Companies 
that don’t understand that their busi-
ness must be visible and consistent to 
be considered for trial or purchase will 
not survive even when they provide 
the best products or services. Aristotle’s  
suggestion that what isn’t in front of us won’t be remembered is even 
more true in the digital age; if your company isn’t visible and reinforced 
regularly, it won’t be considered.

The case study of the tuning company has shown that a strong and 
visible business personality can lead to increased customer loyalty, higher 
perceived value, and new customers, even for older companies.

The next steps for you are to be visible, consistently, with a strong 
business personality strategy, and always announce service improvements 
to attract new customers and retain existing ones.

Moving into the next section, we will focus on continuous improve-
ment and innovation. We will explore practical steps for enhancing ser-
vice delivery and implementing incremental improvement. We will also 
provide a case study of a small service company’s continuous improve-
ment journey.

Practical steps for you to take include the following:

• Announce service improvements to your local market to 
attract new customers and retain existing ones

• Make regular updates to the business website to remain 
relevant and current

Companies that don’t under-
stand that their business 
must be visible and consis-
tent to be considered for trial 
or purchase will not survive 
even when they provide the 
best products or services.
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• Make regular updates to marketing material to stay visible 
and reliable

• Make regular updates to the physical environment of any 
retail spaces or offices or store

• Use social media and online business directories to increase 
visibility in local search results

• Regularly collect, review, respond, and share customer 
feedback to continuously improve service delivery and adapt 
strategies as needed

The abovementioned steps improve the visibility of your business and 
increase your chances of success when many people offer similar services 
or products regardless of your business’s age or size.

3.5 Start: Announcing Service Improvements to 
Attract and Retain Customers

As a business owner, adapting and evolving is vital to thriving when many 
people offer similar services or products. Announcing service improve-
ments is essential and key to finding and keeping new, all while strength-
ening your business personality.

In this brief, we explore a custom way to share service upgrades with 
limited resources, while keeping your business’s true character.

Objectives

To equip you with a cost-effective and streamlined plan for announcing  
service improvements that match your business personality and build  
customer relationships.

Scope

• Identifying service improvements achievable with limited 
resources

• Crafting communications that are consistent with the 
business’s personality and values
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• Using available resources and potentially free tools for the 
implementation

• Collecting customer feedback for continuous improvement

Deliverables

• A simplified plan for announcing service improvements
• A resource-efficient communication strategy
• A feedback collection mechanism
• An evaluation report on the effectiveness of the service 

improvements

Timeline

• Identifying improvement areas: Week 1
• Developing communication strategies: Week 2
• Announcing service improvements: Week 3
• Collecting and evaluating customer feedback: Weeks 4 to 6
• Generating a report on effectiveness: Week 7

Resources Required

• A small, dedicated team or individual responsible for 
communications

• Free or low-cost online tools for customer feedback collection 
(e.g., Google Forms)

• Social media platforms for announcements and customer 
engagement

• Data analysis tools for evaluating feedback (e.g., Excel)

Risks and Challenges

• Balancing quality improvements with limited resources
• Time constraints due to managing multiple roles in the 

business
• Potential lack of experience in communication strategies
• Managing customer expectations while implementing 

improvements
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Key Stakeholders

• The business owner
• Any team members or partners involved in the business
• Customers
• Suppliers (if applicable)

Step 1: Recognize the Need to Announce Improvements

Starting the process of announcing 
service improvements is crucial for the 
success of your business. My research 
has shown that announcing improve-
ments, no matter how small they 

seem, can lead to significant financial gains of up to 20 percent through 
incremental innovation.

Customers need to be informed of your enhancements since expecting 
them to notice on their own doesn’t always work. Many business owners 
may hesitate to boast about their achievements or think their improve-
ments aren’t noteworthy enough, but the reality is different. Customers are 
naturally inclined to seek out new and improved offerings, driven by their 
desire for gain and avoidance of risk. By announcing your improvements, 
you capture their attention and increase engagement and loyalty—buy 
more, buy more often, recommend to friends and family—opportunities.

Once you recognize the need for this project, you must identify areas 
where you have or can improve your services to meet your customers’ 
needs. Identifying can consist of any activity you have completed to make 
how you deliver services or products or the environment you provide 
them more effortless, efficient, and cost-effective. Take one hour to list 
five new or improved things in your business over the last six months to 
share with customers and prospects. If you haven’t made changes, pick a 
few from the following example list:

• Updated website font for more effortless reading
• Added chat communication for customer support
• Added online calendar booking for customer convenience

Announcing improvements, 
no matter how small they seem, 
can lead to significant financial 
gains of up to 20 percent.
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• Freshened up your store with new paint, lighting, or clean 
windows

• Spring cleaning for allergy-friendly business space
• Added themed music to enhance your website or store’s 

atmosphere
• Added online booking for customer convenience
• Added more customer testimonials to the website or social media

Step 2: Communicate

Once you have your list of improvements, it is time to let your custom-
ers know about them. First, develop a communication plan that outlines 
where and how your customers seek or prefer information about your 
company. These channels may include e-mail, social media, print media, 
or your website.

Use a new tool called “ChatGPT” to help you create messages to com-
municate the improvements with your customers. If you aren’t aware, 
ChatGPT is an AI language model that enables you to draft content and 
communicate effectively with your customers.

Here’s how to do it:

1. Write a short description of each improvement, stating the benefit to 
the customer (e.g., “Changed x so customers have y benefit”)

2. Create a free account with ChatGPT (see Table 3.1)
3. Copy and paste the appropriate ChatGPT prompts from the follow-

ing table to craft messages for each communication method, replac-
ing the highlighted text with your improvements. ChatGPT will 
help you keep your communication simple, direct, and informative. 
Use plain language and avoid jargon.

4. Share the news with customers over the next two to three weeks 
using the best communication methods for your business (e-mail, 
telephone, etc.)

5. After sharing the improvements, measure the impact by monitoring 
customer engagement, feedback, and sales

6. Create a schedule for regularly updating any latest improvements, 
product or service launches, or improvements. Because people 
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are drawn to new and improved experiences sharing your unique 
improvements keeps your business relevant and sets you apart from 
competitors.

In my doctoral research, I found that making incremental improve-
ments and announcing them can significantly improve revenue. So, give 
it a try and watch your business grow.

ChatGPT Prompts

• To use ChatGPT, go to https://openai.com/
• Click Menu
• Click Product
• Click ChatGPT

Step 3: Involve Your Team

Whether you’re a solo entrepreneur or have a small team working with 
you, ensuring everyone involved in your business knows about the service 

Table 3.1 ChatGPT prompt example for communicating 
improvements with customers

Communication 
Method

ChatGPT 
Prompt

Example of a response from 
ChatGPT of “changing new 
music selection that matches 

our business”
E-mail chatGPT, help 

me draft an e-mail 
to inform custom-
ers about our new 
music selection that 
matches our business 
theme. Please keep it 
under 150 words and 
focus on the benefits.

Subject: Experience Our New In-Store 
Music Selection 🎶
Dear valued customer,
We’re excited to announce that we 
have introduced a new music selection 
in our store that perfectly complements 
our business theme. This change aims 
to enhance your shopping experience by 
creating a more enjoyable atmosphere. 
We believe that our carefully curated 
playlist will make your visits even more 
memorable. We look forward to seeing 
you soon!
Warm regards,
[Your Business Name]
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improvements you’re introducing is crucial. As a business owner, sharing 
your vision and objectives can provide a clear direction and inspire the 
team to work toward a common goal. Discussing the improvements with 
your team or involving them in decision making can provide fresh per-
spectives and ideas.

Quick morning briefing: Start the day with a quick chat with your 
team, even if it’s just one or two people. Share the improvements 
you are making in the business. Ask them to think of any questions 
customers might have and discuss how to answer them. This way, 
everyone knows what’s happening and can confidently explain the 
changes to customers.

Team ideas for spreading the word: Ask your team for ideas to tell 
customers about the improvements. Maybe they have suggestions 
on the best times to talk to customers or creative ideas for explain-
ing the changes. Asking your team for ideas is helpful because they 
know the customers well and can help figure out the best way to get 
them excited about the improvements.

Personalized touch in conversations: Encourage your team to men-
tion the improvements in regular conversations with customers. 
For example, when ringing up a sale or during a service, they can 
say how you are making things better in the business. Brief con-
versations don’t take any extra time but add a personalized touch.

Involving your team in this way ensures that everyone is informed 
with current information to do their job effectively, and it uses their 
insights and creativity to communicate improvements to the customers.

Also, they can share any feedback they may have received from custom-
ers. This two-way communication can help fine-tune the improvements 
and make them more effective. If you’re a solo business owner, consider 
seeking feedback from trusted mentors, industry peers, or loyal customers 
who will be genuine and not say what they think you want to hear.

Step 4: Provide Resources and Training

Often introducing service improvements requires learning new skills or 
upgrading existing ones. Providing resources and training is essential 
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to ensure that everyone can deliver on these improvements effectively. 
Resources could range from technical tools to improve efficiency to infor-
mative materials about the introduced changes.

Training can take various forms based on your business and improve-
ments. For instance, if you’re introducing a new digital tool for customer 
service, a tutorial or demonstration session can be helpful. Regular train-
ing ensures the improvements’ smooth implementation and increases 
your team’s confidence and competence. For solo entrepreneurs, invest-
ing time in learning and mastering new skills or tools can lead to more 
efficient and effective business operations.

Here are some suggestions on how you can determine what training 
and resources the team might need to support the service improvements:

Talk to your team: Start by having an open chat with your team mem-
bers. Ask them what they feel they need to learn or have access to, 
to make these improvements work. They might have some insights 
into areas you haven’t thought of. Listen to their thoughts and take 
notes.

Analyze the improvements: Look closely at the service improvements 
you plan to make. Make a list of the skills and tools that will be 
essential in implementing these changes. For example, if you are 
improving your booking system, your team might need training on 
the new software.

Ask for external advice: Sometimes, getting an outside perspective is 
good. Talk to other business owners or experts in your industry. 
They might be able to offer advice on what kind of training and 
resources are essential for the type of improvements you are making.

Create a learning plan: Once you have all the information, create a 
plan for training and resources. Your learning plan doesn’t have to 
be complicated. Just outline what you need to get, who needs to 
learn what, and a schedule for when this will happen. Make sure 
your team knows the plan and is on board with it.

Follow up: After you do the training and the resources are in place, 
don’t forget to follow up. Ask your team regularly how things are 
going. They might have feedback or need further training. Being 
flexible and responsive to your team’s needs is critical.
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Remember, training and resources are an investment in your business. 
By ensuring that your team has what they need to bring service improve-
ments to life, you’re building a stronger foundation for your business to 
thrive. The same principles apply to solo entrepreneurs—equipping your-
self with the necessary skills and tools will empower you to execute service 
improvements with finesse.

Step 5: Refine and Adjust as Necessary

Monitor the impact: Monitor the reception of your service improve-
ment announcements and evaluate the feedback received from cus-
tomers. Monitoring feedback will help you to improve your services 
and keep your business personality visible continuously.

Customer surveys: After announcing a service improvement, send a 
short survey to your customers asking about their experience with 
the new service. Asking customers about their perceptions will give 
you direct feedback on how the change is received.

Sales data: Track your sales data before and after the service improve-
ment. If you see an uptick in sales or more repeat customers, it’s a 
good sign that the service improvement has a positive impact.

Evaluate the feedback

Feedback meetings: Gather your team for a meeting to discuss the cus-
tomer feedback received. Brainstorm what worked well and what 
didn’t. Identify any recurring themes in the feedback that need 
attention.

Rate the feedback: Create a simple system for rating feedback, such as 
a scale from 1 to 5. Review the feedback and rate each piece accord-
ing to its importance and relevance. Focus on the comments with 
higher ratings, as these areas need the most attention.

Review and update improvement announcements: Regularly review 
and update your improvement announcements, whether it’s every 
quarter or every six months. 

Set a reminder: Schedule a reminder in your calendar to review your 
service improvement announcements every three months. Use this 
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time to reflect on the effectiveness of past announcements and plan 
any necessary updates.

Customer preferences: If customers are frequently asking for some-
thing or giving specific feedback, make it a point to address this in 
your next announcement. Show that you listen to your customers 
and are constantly working to improve.

Ensure business personality consistency: Ensure that your business 
personality is consistent and up-to-date, each time you announce 
changes to your business.

Business personality guide: Before making any announcement, refer 
to your business personality guide. Your guide should have the 
core values and tone that your business stands for. Make sure your 
announcement matches your value and style.

Visual and tone consistency: Keep the visuals and tone of your 
announcements consistent. For example, if your business person-
ality is friendly and approachable, use the warm colors from your 
style guide and a conversational tone in your announcements.

These steps and examples will ensure that your service improvements 
are communicated effectively and match your business personality and 
customer expectations.

Step 6: Celebrate Success and Learn From Failure

Every improvement you introduce, big or small, is a step forward for your 
business. Celebrating success, regardless of size, creates a positive environ-
ment and encourages continued improvement. Celebrating success could 
be as simple as sharing positive customer feedback or marking milestones 
in your improvement journey.

Sharing Positive customer feedback

Social media shout-out: When you receive a great review or positive 
feedback, share it with a “thank you” note on your social media 
platforms. It’s a way to acknowledge and appreciate the customer 
and show others the positive impact of your services.
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Highlight in newsletters: Include a chapter in your regular newsletter 
where you highlight positive customer feedback. Highlighting cus-
tomer feedback can inspire confidence in other customers and show 
that you value their opinion.

Marking Milestones

Host a small gathering: When your business reaches a significant mile-
stone, such as a first anniversary or serving the 100th customer, you 
could host a small gathering or event to celebrate the achievement 
with your team and loyal customers.

Special offers: Commemorate milestones by offering special promo-
tions to your customers for a limited period. It’s a way to celebrate 
and give back to those who purchased from your business.

However, it’s equally important to remember that not all improve-
ments will be successful or yield immediate results. Treat failures as 
learning opportunities. Analyze what didn’t work and why, and use these 
insights to refine your strategies.

Analyzing failures and Learning Why They Didn’t Work

Conduct a root cause analysis: When something fails, gather your team, 
and conduct a root cause analysis. It’s figuring out what went wrong 
and why. Getting to the core problem will help you understand the 
issues that led to the failure, so you don’t continue to repeat it.

Feedback loop: If a particular service didn’t get a good response, con-
tact customers who experienced it and ask for their feedback. Their 
insights might shed light on what didn’t work from their perspective.

Using failure Insights to Refine Strategies

Implement changes: Use the insights from your analysis to make nec-
essary changes. For example, if you find out that customers don’t 
like a new feature, consider modifying it or replacing it with some-
thing more appealing.
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Test and learn approach: Implement changes on a small scale initially 
and observe the outcomes. This way, you can learn quickly if the 
new approach works before rolling it out widely.

Celebrating successes and learning from failures creates a world where 
learning and growing are the norm. Learning and growing is vital for your 
business’s continuous improvement and long-term success. Open com-
munication and being responsive to feedback will show your customers 
that you’re committed to delivering the service you promise.

Whether running your business solo or with a team, adopting a growth 
mindset that embraces success and failure is vital to continuous improve-
ment and long-term success. Announcing service improvements is an effec-
tive way to remain visible to attract new customers and retain existing ones.

Continuously identify areas of improvement and develop communica-
tions. Share your improvements and monitor their impact. By scheduling 
regular announcements about these improvements, you can showcase your 
business personality. This positions you as open, relevant, and trustworthy. 
It also shows your commitment to enhancing the customer experience.

3.6 Plan: Regular Updates to the Business  
Website for Visibility

Your website is the digital face of your business, and its regular upkeep 
and association with your business personality are vital. It ensures that 
your company is visible and builds trust and credibility among existing 
and prospective customers. This project, focusing on regular updates to 
your business website for visibility, is crucial in maintaining consistency, 
enhancing search engine optimization (SEO), and reinforcing your busi-
ness personality online.

In this brief, we explore the process of reviewing, updating, and opti-
mizing your website to reflect your business personality consistently and 
increase customer notice.

Objectives

This project aims to implement regular updates to the website to ensure a 
consistent portrayal of the business personality and improve its visibility 
to attract more customers.
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Scope

• Review of the existing website
• Identification and rectification of inconsistencies
• Improvement of website SEO
• Setting up a regular review and update schedule

Deliverables

• A revised and updated website reflecting a consistent business 
personality

• An SEO-optimized website for improved visibility
• A set schedule for regular website reviews and updates

Timeline

• Website review and identification of inconsistencies: One 
week

• Website update for consistent business personality: Two weeks
• Website SEO optimization: Two weeks
• Setting up a regular inspection and update schedule: One 

week

(Note: Time frames are estimated and may vary based on the com-
plexity of the website and the extent of changes required.)

Resources Required

• Access to the website’s back end or a website editing tool
• Basic understanding of website management and SEO  

(there are free online resources and tutorials available)
• Time commitment to review, update, and optimize the 

website

Risks and Challenges

• Maintaining consistency across all online and offline 
platforms
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• Falling behind SEO best practices
• Adapting the website to changing business needs and 

customer expectations

Key Stakeholders

• You, the business owner
• Your customers, who interact with the website and form 

perceptions about your business
• Any third-party providers or consultants involved in website 

management or SEO (if applicable)

Step 1: Recognize Website Improvements

Review your website: Review your website and identify areas where 
your business personality messaging and business personality might 
be inconsistent or different from other places, such as your social 
media, business directories, or physical retail space. If anything is 
different, update your website with the same logo, color fonts, and 
images. Use a similar language style to review and update the words 
that have received the most customer response. Consistency and 
repetition are fundamental wherever a customer can learn about 
your business. Consistency is vital because recurrence gets noticed 
when many people sell the same type of products or services.

Improve website SEO: SEO is a method to move your company closer 
to or higher up the first page of local results in search engine results, 
for example, via Google or Bing. By improving your website’s SEO, 
your website is seen by more potential customers. Make your web-
site more visible on search engine results by using the keywords 
customers use when searching for your type of product or service, 
make sure they can view your website as “mobile-friendly”—on 
their mobile device—and actively update your website. Here is an 
example of how a restaurant can improve their website’s ranking in 
search results:

Restaurant: A restaurant can improve its SEO by including its menu 
on its website, adding customer reviews, and having location- 
specific keywords in its website content.
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Set a review and update schedule: Regularly review and update your 
website, whether it’s every quarter or every six months. Ensure that 
your business personality is consistent across any online and offline 
places and up-to-date to reflect the current state of your business.

Example for a restaurant: Update your menu, add new food pictures, 
and include customer reviews on your website.

Step 2: Communicate

Effective communication forms the foundation of any successful project. As 
a small business owner, you must clearly communicate your intentions and 
expectations about regular website updates to any parties involved. Parties 
could be a hired professional, a friend assisting you, or a supportive fam-
ily member. Ensure that they understand the importance of consistency in 
showcasing the business personality and how it could enhance your business’s 
visibility. Likewise, keep channels open for reciprocal communication. Feed-
back, suggestions, and new ideas often lead to better outcomes than planned.

I’d like to stress the importance of clear communication, especially 
when it comes to website updates, which can significantly impact a busi-
ness’s online presence. Here is an example you can use to communicate 
intentions and expectations:

Example 1: Kicking off a website update project with a team member 
or freelancer.

Context: This example is a conversation or e-mail script for communi-
cating the need to initiate regular website updates to a team member 
or freelancer who will be responsible for the updates.

Script:

Subject: Initiating Regular Website Updates—Your Expertise 
Needed
Dear [Name],
• I hope you’re doing well. I wanted to explain our new initiative—

regular website updates. Our website is our online storefront 
and must stay fresh and relevant. Intention: To keep our website 
up-to-date, I would like you to take charge of implementing 
regular updates, including content and design tweaks.
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• Expectations: The website should be updated every two 
weeks. Update the blog chapter, refresh images, and ensure 
that all the information is current. A simple way to keep 
our website current is to link to our social media pages—if 
we post updated information every two weeks. We can use 
a social media widget to display our posts on our social 
media pages simultaneously on our website.

• Timeline: I’d like the first update by [specific date].
Please let me know if you have any questions or need anything 
to do this task. Thank you for your dedication and expertise.
Best regards,
[Your Name]

Step 3: Involve Your Team

Involving your team is essential for encouraging a shared sense of respon-
sibility and commitment. Though you might run a small business  
with limited staff, any individual assisting you in any capacity can be  
considered your team. They could be involved in different ways, such  
as helping you manage and update the website. The idea is to make 
them feel involved and included in the project’s success, fostering a sense 
of ownership that can often lead to proactive contributions and better 
results.

Here is an example of involving team members in helping manage 
and update the website:

Example for suggesting improvements:
Context: You want to ensure that your website remains relevant and is 

open to suggestions for improvements.
Script:

Hi [Team Member’s Name],
As you know, our website is central to our online presence.  
I believe that continuous improvement is vital to staying ahead.
• Could you please review our website and think about your 

interactions with customers for any features or elements 
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you believe could enhance their experience or better 
represent our services?

Please don’t hesitate to think creatively. I am eager to hear any 
innovative ideas you might have based on your interactions 
with customers.
Let’s talk on [specific date] to discuss your suggestions.
Thanks,
[Your Name]

Step 4: Provide Resources and Training

Equip yourself and your team with the necessary resources and training for 
the task. If feasible, information and training might involve familiarizing 
yourself with website management and SEO basics through online resources, 
tutorials, or even formal courses. Also, consider investing in necessary web-
site management tools or services, like a more advanced website editor or 
SEO optimization tools. Remember, the more proficient you and your team 
are, the better the results and the less time it will take to accomplish the tasks.

Following are examples of free resources for you or your team review-
ing, updating, and optimizing your website to increase visibility.

HubSpot Academy—SEO Training Course (Free)

This course will be beneficial for learning how to improve your website’s 
visibility on search engines, which is essential for attracting more visitors. 
The course covers keyword research, on-page SEO, and link building, 
among other topics.

Keywords for further search: SEO basics, keyword research, on-page 
SEO, website optimization basics.

Plus, here’s an example ChatGPT prompt you can use to learn about 
adapting your website to changing business environments.

Example ChatGPT prompt for learning about website improvements 
over time:

Hello ChatGPT, as a business owner with a code-free website,  
I seek advice on continually adapting and improving my website 
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in response to changing business environments and customer 
preferences. Can you provide tips or resources that will help me 
keep my website up-to-date and relevant?

Utilizing these resources and engaging with tools such as ChatGPT 
will allow you to maintain and improve your website efficiently without 
coding skills.

Step 5: Refine and Adjust as Necessary

As with any project, it’s essential to have a mechanism in place for regular 
check-ins and evaluations. Monitor the progress of the website updates 
and check how well they align with your business personality. Conduct 
occasional reviews to identify any inconsistencies, and don’t hesitate to 
refine and adjust as necessary.

Here is an example of items for regular check-ups and how often to 
perform them for one type of micro business to guide you in setting up 
your tools:

Online Retail Store

Inventory check: Regularly verify that the products displayed on your 
website are in stock and that product descriptions and images are 
consistent with your business personality.

How often: Weekly.
Customer feedback review: Regularly review customer feedback  

to ensure your website’s user experience matches your business  
personality.

How often: Monthly.

Remember to always refer to your business personality guide during 
these regular check-ups to ensure that all updates and changes align with 
your business personality. Referring to your guide will help maintain con-
sistency across all website elements. The online world changes fast. For 
example, a few years ago, most people accessed websites from desktop 
computers. Now, many use smartphones or tablets. If your website isn’t 
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updated to be mobile-friendly, you could be missing out on many visi-
tors. Keeping your site updated ensures that you’re reaching everyone and 
not falling behind.

Step 6: Celebrate Success and Learn From Failure

Finally, acknowledge and celebrate your successes, no matter how small. 
Each successful website update, and every enhancement in visibility, is a 
step forward for your business and deserves recognition.

Celebrating success: Celebrating success doesn’t need to be lavish. 

Team Recognition

Celebrating success can be as simple as recognizing your team’s efforts. If, 
after making website tweaks, you see an increase in views and unique vis-
itors, take a moment to thank your team. Share the latest website visitor 
statistics, mention how the changes have positively impacted the business, 
and thank them for their hard work. You can do it through a simple team 
meeting or a thank-you e-mail.

Social Media Shout-Out

Use your social media platforms to share the good news with your  
customers. For example, if you’ve reached a new milestone in website 
traffic or gained many new customers, create a post thanking custom-
ers for choosing your business. Share information with them and maybe  
even offer a limited-time complementary add-on service to keep the 
momentum going.

At the same time, don’t fear failures or setbacks. Instead, view them as 
learning opportunities to improve your future efforts.

Addressing Potential Failures

Website Downtime

One of the potential failures when making website tweaks could be  
unexpected website downtime.
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If your website is down, people can’t see it or use it. It’s like a closed 
store when customers come to visit. In such cases, staying calm and com-
municating openly with people who rely on your website is essential. Use 
social media, e-mail, and text—however you normally communicate with 
customers, to inform them that you know the issue and are working on 
resolving it as quickly as possible.

Decrease in Search Engine Rankings

Another failure could be a drop in search engine rankings, which might 
not always directly result from your actions. Sometimes, search engine 
algorithms change, impacting how high or low your company listing 
shows in the search results. In such cases, it’s essential not to jump to con-
clusions and instead analyze what might have caused the drop. Monitor 
SEO news for any recent updates to search engine algorithms.

Google Analytics helps you assess traffic data and search queries. 
Based on this analysis, if you find that the algorithm change is the reason 
behind the drop, work on adapting your website to align with the new 
algorithms. If it’s due to changes you made, work on correcting those 
issues. It might also be helpful to seek advice from an SEO expert or 
use free online resources to understand SEO better and stay updated on 
algorithm changes.

The key is to foster a positive and encouraging environment where 
you and your team constructively view successes and failures, driving  
continuous learning and improvement.

3.7 Do: Marketing Material Updates

Regular updates to your marketing materials are critical to maintain-
ing business personality’s messaging and identity consistency. In an 
ever-changing business environment, your business personality and mes-
sage must evolve to remain relevant to customers’ changing needs, and 
your marketing materials must reflect these changes. Staying current  
is about adapting to change and consistently representing a relevant  
business personality.
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In this brief, we explore how to update your marketing materials 
effectively and systematically to match your business personality and mes-
saging, as the business environment changes.

Objectives

The objective is to ensure that you frequently review and update your 
marketing materials, ensuring consistency with your business personality 
and messaging.

Scope

• Reviewing all marketing materials (brochures, flyers, and 
business cards)

• Updating these materials to reflect any changes in business 
personality or messaging

• Setting a review and update schedule
• Ensuring consistency in business personality across all 

materials

Deliverables

• Updated marketing materials that align with the business 
personality

• A review and update schedule for marketing materials
• Documentation of changes made and the reason behind these 

changes

Timeline

• Initial review and update: Two to three weeks
• Setting up a review schedule: One week
• Regular review and update: Every promotion season or 

quarter or six-month as chosen
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Resources Required

• Examples of industry-specific marketing materials for 
guidance

• Tools or software for editing marketing materials
• Time allocated for the review and update process

Risks and Challenges

• Ensuring consistent representation of business personality 
across all materials

• Allocating time for regular reviews amidst other business 
operations

• Resistance to change if materials have been a certain way for 
an extended period

Key Stakeholders

• Business owner
• Customers (as the recipients of these materials)
• Any suppliers or third parties involved in the production or 

distribution of these marketing materials

Step 1: Recognize the Need to Update Your Marketing Materials

Your marketing materials, the visual and textual language you use to rep-
resent your business, are integral to your business personality. They not 
only promote your products or services but also project the identity of 
your business. However, as your company and external business environ-
ment evolve, your marketing materials must reflect these changes. The 
professionalism and consistency of your marketing materials are critical 
to your image, reputation, and business growth.

Regularly updated marketing materials that align with your business’s 
personality can significantly enhance people’s perception of your com-
pany. Marketing material indicates your adaptability to change and com-
mitment to delivering consistent experiences. In contrast, inconsistency 
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or outdated images can reduce customers’ confidence in your business. 
So, recognizing the importance of regular “Marketing Material Updates” 
becomes a key strategy in your business development toolbox, crucial  
for maintaining a consistent business personality and adapting to your 
customer’s changing needs.

Start by reviewing marketing materials such as brochures, flyers, and 
business cards. Ensure consistency across all materials and update them 
to reflect changes to your business personality messaging or business per-
sonality. Update materials to include relevant examples for your industry, 
such as new menu items for restaurants, sales or promotions for retail 
stores, or new services for health and wellness businesses.

Auto repair shop: Update your business cards and flyers to reflect new 
services or specials.

Set a Review and Update Schedule

Regularly review and update your marketing materials, whether every 
time you run a new promotion, month, quarter, or every six months. 
Set a reasonable schedule to review and update your marketing materi-
als, whether every new promotion season, month, quarter, or every six 
months. During each review, make sure that your business personality is 
consistent and up-to-date. You can also use this opportunity to update 
your materials to reflect changes to your business personality messaging 
or business personality. By doing so, you can ensure that your marketing 
materials accurately represent your business and the message you want to 
communicate to your customers.

However, it’s important to remember that consistency is critical regard-
ing your business personality identity. Changing your business personality 
too often can confuse your current and potential customers and may even 
cause them to lose trust in your business. It’s because they may start to 
think that you don’t know what you’re doing, which can lead to a loss of 
confidence that you will be able to deliver on your business personality 
promise. Therefore, it’s crucial to ensure that any changes you make are 
necessary and align with your business personality’s messaging and values.
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Step 2: Communicate

Clear, consistent communication is paramount when updating your mar-
keting materials. You must communicate any changes to your business 
personality everywhere and however people learn about your business—
e-mail, text, social media, or website. Make sure your new messaging is 
easy to understand.

Talk about benefits and use images that show customer experience: 
When crafting your messaging, focus on the benefits of your prod-

ucts or services. Explain how 
your product or service can 
positively impact the customer’s 
life. Also, use images that show a 

customer experiencing these benefits. For example, if you are selling 
ergonomic chairs, include images of a satisfied customer comfortably 
working at their desk and text highlighting the health and productivity  
benefits of using the chair.

Feedback from unbiased professional sources: Seek input from pro-
fessional sources that do not have a personal relationship with 
you and thus have no reason to be biased. These could include 
industry peers, mentors, or professional advisers. Ensure that these 
sources have no vested interest in being liked by you so that they 
can provide honest and constructive feedback. Be cautious not to 
ask friends or family, as their relationship with you may impact the 
honesty and impartiality of their feedback.
Don’t shy away from repeating the message. Repetition can rein-
force the message and make it stick. The impact of repeating mes-
sages on consumer behavior is significant.

Company recall: Repeating your message can enhance company 
recall. When customers are exposed to the same message multi-
ple times, they are more likely to remember your company. For 
example, consistently communicating the ecofriendliness of your 
products will make customers start associating your company with 
environmental sustainability.

Building trust with consistency: Customers will likely develop trust in 
your company when you repeat a message consistently. Consistent 

Use images that show a customer  
experiencing these benefits.
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messaging signifies reliability and commitment. For instance, if 
you always communicate about the high quality of your products, 
consumers are more likely to trust that they are indeed of high 
quality, unless customers’ reviews say otherwise. Like fake news, 
repeating something untrue doesn’t make it fact.
Always remember to communicate the reasons behind these changes 
to your team. Doing so makes them more likely to understand, 
support, and correctly implement these changes. Use e-mails, team 
meetings, and one-on-one discussions to keep everyone informed.

Brief team catch-ups: Given the time constraints of running a micro 
business, it’s essential to communicate effectively without long 
meetings. Opt for brief catch-ups with your team, perhaps at 
the start of the day or week, to quickly go through any critical 
changes in marketing materials. Catch-ups don’t need to be a for-
mal meeting but rather a quick chat to ensure that everyone has 
current information.

Step 3: Involve Your Team

Involve your team in the process of updating marketing materials. Ensure 
that everyone knows the changes and promote ownership and confidence. 
If you have a small team or are a sole proprietor, consider getting input 
from trusted professionals who understand your industry. Be cautious 
with seeking feedback from friends or family, as they may have a vested 
interest in your relationship and might not provide unbiased feedback. 
Use the insights your team has gained through customer interactions 
to refine your materials, ensuring that your messaging is clear, compel-
ling, and aligned with your company’s personality. Involving your team 
improves the overall result.

Feedback collection: Ask your team members, whether employees 
or contractors, to briefly note any feedback they have received or 
overheard from customers regarding your marketing materials. 
Feedback could include customer comments on what they find 
appealing, confusing, unattractive, misleading, missed out, or not 
mentioned.
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By involving your team in a streamlined and time-conscious manner, 
you can ensure that the updated marketing materials reflect your compa-
ny’s personality, are customer-focused, and are based on real insights from 
those who interact with your customers regularly.

Step 4: Provide Resources and Training

You must give your team what they need to update your marketing mate-
rials. If you have limited resources, there are cost-effective options you can 
use to create professional marketing materials. Here are a few resources 
you will find helpful:

Snappa: Snappa is an easy-to-use online tool for creating graphics for 
marketing materials. It has an easy-to-use interface, and the free 
version has quite generous features.

Vistaprint: If you need to print your marketing materials, Vistaprint 
is an online printing company with customizable templates for 
business cards, brochures, banners, and more. Compare with other 
providers to ensure the best terms for your business.

Moreover, encourage your team to self-learn through these platforms 
and share any valuable tutorials or guides they find. Not only will their 
learning help them in their current role with your company but also will 
help them find new roles. You can ask everyone to send you links to the 
material they find helpful to share with the rest of the team. This way, you 
provide resources and create an environment of learning as a standard 
business practice within your team, which is invaluable for morale.

Step 5: Refine and Adjust as Necessary

Remember that updating your marketing materials is not a one-time pro-
cess but an ongoing process. As the internal and external environments 
around your business changes, so should your marketing materials. Per-
form periodic reviews and adjust as necessary. Updating your marketing 
materials is an ongoing process. Based on the industry your business is in, 
the frequency of reviews and adjustments can vary for example:
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E-commerce Stores

• Weekly: Monitor website traffic and conversion rates, as 
online trends can change rapidly

• Monthly: Review customer feedback and queries to see if 
product information or images need updating

• Quarterly: Evaluate the overall design and layout of the website 
and ensure that the checkout process remains smooth and efficient

It’s also essential to consider customer and team feedback during these 
reviews. Listen to their perspectives, as they can provide valuable insights 
that can help fine-tune your marketing materials. Keep an open mind and 
be ready to make necessary adjustments to improve continually. In terms 
of customer feedback, look out for:

Ambiguity or confusion: If customers ask many questions, you think 
are already answered in your marketing materials, it could indicate 
that the information isn’t clear enough or complete.

It’s important to notice genuine customer engagement from casual 
(friends and family or other supportive business owners who aren’t cus-
tomers) social media interactions and not to rely solely on social media 
metrics to assess the clarity of your marketing material. Remember just 
because your friends or family like something, doesn’t mean customers do. 
In cases where you usually have high engagement from actual customers, 
that’s when a sudden drop or lack of attention should be cause for concern.

Step 6: Celebrate Success and Learn From Failure

Each step you take toward updating your marketing materials is an 
achievement that brings you closer to a more consistent and effective 
business personality. Celebrate these victories, no matter how small.

An Example of a Simple Way to celebrate Success

Share the good news: Post a thank you message on your social media 
or company’s communication channel, acknowledging the team’s hard 
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work and the positive feedback received from customers. Ask customers 
to share their opinion of your new marketing materials.

At the same time, it’s essential to realize that not every update will be a 
resounding success. The reality is every business owner, and most market-
ing professionals, have made errors or omissions in marketing materials 
since the beginning of time. It’s normal and not the end of the world.

An Example of Spotting and Addressing failures

Feedback analysis: Keep an ear out for feedback from customers. If you 
notice recurring concerns or criticisms, it’s time to reevaluate. Look 
at the specific things customers highlight and consider modifying to 
address their issues.

In cases where updates don’t have the desired effect, or there are issues, 
it’s always best to let your customers know you’re aware of the shortcom-
ings and actively addressing them. It’s an opportunity to show that your 
company is constantly learning and growing and that you’re grateful for 
the opportunity to serve them better. This transparency can build trust 
and loyalty among your customers.

Remember, each failure is a chance to improve. Adopt a growth mind-
set, and don’t be afraid to make the necessary adjustments. This approach 
will propel you toward tremendous success in the long run.

3.8 Finish: Monitoring and Responding  
to Customer Feedback

It’s crucial to realize the significance of monitoring and responding to 
customer feedback in your business. This aspect helps you understand 
what your business is doing well at and highlights areas of improvement. 
Your responses to customer feedback send a message to potential custom-
ers about your commitment to quality service and customer satisfaction.  
If left unchecked or not responded, this could negatively impact your 
business’s reputation and profitability.

In this brief, we delve into the critical processes of monitoring and 
responding to customer feedback to ensure a positive business reputation.
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Objectives

The key aim of this project is to establish a way for monitoring and 
responding to customer feedback to improve your business reputation 
and ensure a consistent customer experience.

Scope

• Set up an online search system to monitor customer feedback
• Develop a response strategy for dealing with both positive and 

negative feedback
• Categorize customer feedback into common types
• Implement changes based on feedback, ensuring they align 

with your profitable customer base

Deliverables

• A system to consistently monitor customer feedback online
• A set of guidelines for responding to different types of 

customer feedback
• A categorized list of common customer feedback types
• A plan to implement changes based on customer feedback 

and monitor their impact

Timeline

• Weeks 1 to 2: Set up online feedback monitoring
• Weeks 3 to 4: Develop a feedback response strategy
• Week 5: Categorize common types of customer feedback
• Weeks 6 to 8: Implement changes based on customer feedback
• Week 9 onward: Monitor the impact of changes and make 

necessary adjustments

Resources Required

• A team member or outsourced service to monitor online 
feedback

• Access to all customer feedback channels (social media, review 
sites, and e-mails)
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• Team brainstorming sessions to develop response strategies
• Necessary tools or software for categorizing and analyzing 

feedback
• Time and resources for implementing changes based on 

feedback

Risks and Challenges

• Inadequate resources for consistent monitoring of feedback
• Failure to effectively respond to negative feedback
• Changes implemented might not align with profitable 

customer expectations
• Time required to see visible results from changes made

Key Stakeholders

• Business owners: To approve and support the project
• Team members: To be involved in the monitoring and 

response process
• Customers: Their feedback is the foundation of the project

Step 1: Recognize the Need for Responding to Customer Feedback

Monitoring and responding to customer feedback is one of the most crit-
ical components of keeping a business visible to attract profitable custom-
ers. Whether positive or negative, customer feedback provides valuable 
insights into what your business is doing well and where you can improve. 
More importantly, customer feedback is used by prospective customers 
when deciding whether to choose your company.

For example, suppose you have reviews online that haven’t been 
responded to. In that case, it gives the impression that either the com-
pany is no longer operating, isn’t professional, or, at worst, doesn’t care 
what customers think about their business. Whether or how a company 
responds to customer feedback shows other potential customers how they 
will be treated if they use that company. Therefore, it is vital to recognize 
the need for this project and its importance in the business landscape.
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Step 2: Communicate

Once the need for the project is recognized, it’s time to communicate its 
importance. You need to articulate to your team and relevant stakeholders 
how unattended feedback can lead to the misconception that the com-
pany no longer operates or doesn’t care about its customers’ opinions. 
Highlight how prompt and proper responses to customer feedback can 
help shape the perception of potential customers and improve the over-
all customer experience and retention. Here are why your responsiveness 
matters:

Consider this: A study by ReviewTrackers found that over 50 percent  
of customers expect a response to their online reviews within a week. 
More concerning is that a staggering 63.3 percent of respondents said 
they’ve never received a response after leaving a review. By respond-
ing promptly, you can stand out and show your customers that you 
genuinely care about their input and are proactive in improving their 
experience.

Moreover, a Bazaarvoice report highlighted the impact of your 
responses. When businesses reply to reviews, customers often revise their 
original posts, improving their star rating by an average of 0.7 stars. That’s 
a substantial difference on a 5-star scale! So, every response you make can 
directly enhance your public image.

Lastly, let’s think about retention. Companies who respond to feed-
back retain more customers. Those customers, feeling heard and appre-
ciated, are more likely to stay and recommend your business to others. 
Additionally, not responding can create a perception that you’re either no 
longer in business or don’t care about your customers’ thoughts.

By focusing on prompt and appropriate responses, you’re not just 
managing feedback; you are shaping the perception of your business’s per-
sonality, improving customer experience, and increasing your retention 
rates. Keep these figures in mind as you strive to deliver the experience 
customer expect from you consistently.

Responding promptly. The definition of “prompt” can vary depend-
ing on the specific customer service channel. If you haven’t given custom-
ers a feedback response time frame, here is one common expectation:
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Social media: On platforms such as Twitter or Facebook, a response 
within 1 to 2 hours is expected, though responding within 30 minutes  
can significantly enhance customer satisfaction.

Remember that this is a general guideline and customer expectations 
can vary depending on the urgency of their issue, the channel they’re 
using, and the norms in your industry. Consistently quick and mean-
ingful responses across all channels will contribute to positive customer 
experiences.

Step 3: Involve Your Team

Involving your team in monitoring and responding to customer feed-
back is vital. To monitor customer opinion, set up an online search to 
gain insights into customer experience and identify areas where you can 
improve. Here are the steps to follow:

a. First, open your web browser (e.g., Google Chrome, Safari, Firefox)
b. Go to www.google.com/alerts
c. In the search bar, type the name of your company or the product 

you want to get updates for. For example, if you want to get updates 
about “Joy’s Candles,” type “Joy’s Candles” in the search bar

d. Choose the type of results you want to get alerts for. Select “Every-
thing”

e. Choose how often you wish to receive alerts. You can select 
“As-it-happens,” “Once a day,” or “Once a week”

f. Choose the e-mail address you want to receive alerts at 
g. Click on the “Create Alert” button

Once you have set up the alert, share the e-mail alerts with your team so 
they see first-hand what customers are saying. It’s also a good reminder for 
everyone that customers’ opinion is what matters most in prioritizing tasks.

Step 4: Provide Resources and Training

Equip your team with the necessary tools, such as Google Alerts, to mon-
itor customer feedback effectively.
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Regularly review and respond to feedback to show customers you 
value their opinion. Furthermore, train your team on how to respond 
professionally to customer feedback.

It’s important to note that business owners’ worst mistake is not 
responding to negative customer feedback publicly or privately. In today’s 
world, customers are free to share their opinions online, and ignoring ter-
rible feedback can cause them to escalate their complaints, damaging the 
business’s reputation and potential closure. On the other hand, respond-
ing to customer feedback, good or bad, shows customers how they will 
be treated if they provide feedback. Therefore, when you ignore negative 
feedback, you give the impression to potential customers that their neg-
ative feedback will also be ignored by your company. Giving the impres-
sion that negative customer feedback isn’t essential can be detrimental to 
small businesses, especially with a lot of competition or alternatives.

Therefore, it’s crucial to take a respectful approach to customer feed-
back and respond to it promptly and professionally. Responding to feed-
back shows customers that you value their opinion. It also allows you to 
address any issues they may have had and turn a negative experience into 
a positive one.

Categorize feedback into one of the following five areas:

1. Positive feedback about your product or service
2. Negative feedback about your product or service
3. Feedback about customer experience
4. Feedback about pricing
5. Feedback about the website or online presence

After you have categorized, respond to each type of feedback in a  
personalized manner. Here is an example of a response to negative 
feedback:

Negative feedback: Apologize for any inconvenience or issue experi-
enced and offer a solution or compensation to make it right.

Here is an example for a Health and Wellness company:

Complaint: “The gym was overcrowded, and I couldn’t use the equip-
ment I wanted.” Response: “We apologize for the inconvenience. 
We’re working to address the issue and appreciate your feedback.”
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Remember, responding to customer feedback is not only important 
for retaining current customers but also crucial for attracting new ones. 
The saying “it’s cheaper to keep a current customer than it is to find a 
new one” still holds true. In addition, it shows that you care about your 
customers to ensure they have a positive customer experience.

Step 5: Refine and Adjust as Necessary

After monitoring, categorizing, and responding to feedback consider 
implementing changes based on the feedback received. Changes could 
involve adjusting pricing, improving customer experience, updating web-
site content, or changing the product or service offered. Ensure that the 
feedback is relevant and aligned with your most profitable customers 
before changing.

It’s crucial to avoid making changes based on one or a few pieces of 
feedback that aren’t aligned with your business personality, as it can alien-
ate your good customers and cause you to lose their trust. After imple-
menting changes, communicate with your customers about what you are 
doing and why, and monitor the results of your implemented changes. 
Regularly review and consider the impact of the changes and adjust as 
needed to deliver the promised customer experience.

Understanding the importance of refining and adjusting based on 
feedback is one thing, but seeing it in action can provide a template for 
you to follow. Following is a real-world scenario to illustrate how you 
might navigate feedback and make changes.

Home-based bakery:

• Feedback: Multiple customers suggest offering gluten-free 
options as they or their friends have gluten allergies.

• Decision: The baker researches gluten-free recipes and decides 
to introduce a limited range of gluten-free products. However, 
they ensure that these products align with the bakery’s brand 
of using organic and high-quality ingredients.

• Communication: The bakery announces the new gluten-free 
range on their website, social media, and through an e-mail 
newsletter, explaining the reasons behind the addition.
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• Review: After a few weeks, the baker reviews sales data and 
customer feedback. If the gluten-free range is popular and 
profitable, they might consider expanding it. If not, they might 
decide to offer it only on specific days or as a special order.

Step 6: Celebrate Success and Learn From Failure

In managing customer feedback, there will be successes and failures. 
Responding to customer feedback is not only important for retaining 
current customers but also crucial for attracting new ones. It shows that 
you care about your customers and aim to ensure that they have a positive 
customer experience. Therefore, as you make changes and improvements 
are realized, it is important to celebrate these successes.

Customer feedback appreciation day: Create an event such as a “Cus-
tomer Feedback Appreciation Day,” acknowledging and celebrating 
all customers who have taken the time to provide feedback. This 
event could involve sending out a personalized thank you note and 
a small gift, such as an item with your logo from your business or 
a unique keepsake, symbolizing their importance in shaping your 
business. Also, spotlight some of the changes made due to customer 
feedback to highlight that their opinion makes a difference.

Internal team recognition: Recognize and reward your team’s efforts 
in managing customer feedback. You could hold an internal event 
highlighting examples of well-managed customer feedback and  
positive outcomes. Such recognition motivates the team and empha-
sizes the importance of handling customer feedback effectively.

However, it’s just as important to learn from failures. You should con-
sider setbacks or negative responses as growth learning opportunities to 
refine your approach.

common Error in Responding to customer feedback

Ignoring or arguing with negative feedback: Some business owners make 
the mistake of ignoring negative feedback or even arguing with customers 
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publicly. Both approaches can damage the business’s reputation. Ignoring 
feedback gives the impression that the company does not value its cus-
tomers’ opinions, and arguing can escalate the situation and portray the 
business negatively.

Ways to fix common Mistakes in Responding to  
customer feedback

Acknowledge publicly, address privately: Instead of ignoring or arguing 
with negative feedback, acknowledge it publicly and address it privately. 
A public acknowledgment shows other customers that you value their 
opinions, while privately addressing the issue with the customer demon-
strates your commitment to resolving their concerns without airing the 
details publicly.

Always remember to keep an open mind and be patient, as it may take 
time for customers to notice and appreciate the changes you have made.

Conclusion

You’ve learned how to get your business noticed. So, what comes next? 
The key to staying successful is to keep improving. In Chapter 4, “Con-
tinuous Growth and New Ideas,” we’ll go over how to keep getting bet-
ter without losing what makes your business unique. We’ll discuss small 
changes that can make a big difference and how to keep track of what’s 
working.



CHAPTER 4

Continuous Growth and 
New Ideas

Unlocking Your Business Potential

This chapter will discuss the importance of continuous growth and inno-
vation for small service businesses like yours. I’ll cover practical steps to 
enhance your services, embrace incremental improvement, and share 
a real-life success story of a small business that focuses on continuous 
improvement. I’ll also provide project briefs to help you apply these prin-
ciples to your business. I aim to provide clear and actionable steps to drive 
continuous growth and innovation in your business.

Section 4.1 covers the essential role of customer experience in your 
business, leading to increased loyalty and positive word-of-mouth. I’ll dis-
cuss the importance of feedback, employee training, and making it easy 
for customers to share their opinions. Your objective here is to increase 
the customer retention rate and improve the overall customer effort score 
through enhanced customer service.

In Section 4.2,  I’ll discuss the concept of incremental improvement, 
which involves making small, ongoing changes to your business. I’ll 
explore how to research your market, generate new ideas, and test them 
before implementation. I’ll break down this process into manageable, pri-
oritized steps based on their potential impact on business growth.

Section 4.3, success in action case study, will examine how a small 
animal care clinic continuously improved its business. I’ll outline their 
steps, offering you insights into their strategy. This case allows you to 
assess what was effective for them and consider how you can adapt those 
strategies for your business.
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Section 4.4 summarizes the key takeaways from the chapter and guides 
you on applying continuous improvement and innovation principles to 
your business. I’ll communicate these key takeaways clearly for adapting 
the steps provided based on your business’s unique circumstances.

You’ll also find a series of actionable project briefs tailored to the key 
aspects of your business growth. You’ll learn how to effectively use cus-
tomer feedback to make positive changes, improve your customer expe-
rience and understand your market better, gain insights into identifying 
and meeting profitable customer needs, and prioritize marketing and 
business personality for rapid growth.

Throughout this chapter, I’ll provide practical guidance to help you 
implement continuous growth and innovation strategies in your small 
service business.

4.1 Enhancing Your Services for Customer Experience

In this section, I’ll discuss about why small business owners like you must 
keep improving how you serve your customers. Providing a consistent 
experience is critical to building a good reputation, keeping loyal custom-
ers, and, ultimately, ensuring the success of your business. Your objective 
here is to increase the number of customers who come back to your busi-
ness again, and again, and improve customer rating scores, through an 
enhanced customer experience.

Why Great Customer Experience Matters

Making incremental tweaks to how you manage, run, and operate your 
business impacts the customer’s experience with your company, signifi-
cantly affecting the business’s financial performance. Business owners 
who fear or are resistant to change, believing “if it isn’t broke, don’t fix 
it,” are unlikely to achieve the financial success their company deserves.

Being open to and embracing incremental tweaks to how you run 
your business to keep it relevant for customers as the business environ-
ment changes are vital to maintaining a sustainable business. My doctoral 
research indicated that similar to the concept of business personality, busi-
ness owners and managers who make minor improvements frequently to 
their services, how they are delivered, and by introducing new services, 
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achieve higher financial performance. This contrasts with competitors 
who don’t implement improvements as they are needed. If you’ve ever 
heard of Kaizen, a Japanese term meaning “continuous improvement,” 
it emphasizes the power of incremental positive changes over time. My 
research suggests that this principle of continuous improvement is just 
as vital for small businesses as it is for more established ones. In addi-
tion, making frequent improvements and sharing news of the progress 
with customers provide the most significant revenue return on marketing 
investment or cost.

You need to improve your services continuously.
There are many benefits to incremental improvements. The main one 

is financial. Incremental improvements account for 17 percent of com-
pany performance. Revenue increases 
as customers keep returning because 
of continual improvements, which 
gives them confidence that the com-
pany can continue to meet their needs 
and preferences as they evolve. People are more likely to buy more, buy 
more often, and tell others about your business when they are happy. This 
positive word-of-mouth can lead to increased sales and more customers 
without you spending extra money. Loyal customers also tend to be more 
understanding if something goes wrong.

Figure 4.1 shows how making small improvements can affect your 
company’s finances.

As you can see from the figure, the more you do incremental improve-
ments, the higher your revenue will be. This is the same for young or old 
companies, and the results of improvements are the same.

Older companies are less likely to make incremental improvements 
over time, leading to their eventual decline. In contrast, newer companies 
recognize the importance of continuous improvement and appear more 
innovative. They apply current business trends that weren’t accessible to 
older firms. Additionally, older business owners, being less risk-averse, 
often resist change, sticking to what worked in the past even if it’s no 
longer relevant. They are also held back simply by the sheer number of 
changes that have occurred since they started their business, especially 
with the fast speed of technology change. This means if you aren’t familiar 
with technology, simply because you didn’t need to use it for most of your 

Incremental improvements 
account for 17 percent of 
company performance.
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business life, it makes owners more reluctant to incrementally improve. 
This reluctance can hinder growth, whereas embracing improvements, 
getting help from others, if necessary, could enhance their business.

How to Improve Your Services

To prioritize improvements that provide the highest link to financial per-
formance, start by simply announcing any upgrades you are making as 
you make them. Use your existing website, social media pages, e-mail, 
telephone, chat, mail, in-person, whatever you are currently using, to 
share news of all and any improvements you make to improve how your 
business runs, operates, and provides services or improvements to services. 
This might sound basic, but it’s statistically significant to improve finan-
cial performance simply by sharing all improvements to your business.

The words “new” or “improved” can be very important for business 
owners. These words connect with a basic human interest in finding 
things that are better or different. When people see something labeled as 

Figure 4.1 Impact of making incremental improvements on financial 
performance in small service firms

Source: dBA Thesis, dr. Raewyn Sleeman, 2020.
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“new” or “improved,” they pay more attention. For you, this can mean 
more customers looking at your services or products. It’s like a signal that 
says, “This might be better than what you have now.” It can make people 
curious and want to try what you offer. But it’s also a sign to be careful 
and think about if it’s better. Using “new” or “improved” in your business 
can help you get noticed and sell more, but it must be true and match 
what customers really want.

Second, continue to improve as you learn from customers what their 
opinion is and how it changes over time because their preferences and 
expectations will change as new and different things are offered by other 
companies. With new competitors, new trends, and new and different 
ways to communicate with customers occurring regularly, what once sig-
naled a trustworthy service can change, resulting in a loss of customers 
for no apparent reason.

Examples that change how customers perceive the riskiness or trust-
worthiness of your services can be the introduction of online booking by 
competitors, the adoption of credit card terminals, an increase in open 
operating hours, a reduction in delivery costs or times, contact or support 
details listed for easy customer use, or even having a website or being 
transparent about pricing. After all, if competitors are showing pricing 
online and your business isn’t, it can make customers question whether 
you are hiding something or have overly complicated or discriminatory 
pricing.

Next, to decide and prioritize ongoing improvements to improve 
your services, find out what your customers prefer and think about your 
business compared to your competitors. You can do this by asking them 
through surveys or reading reviews they give during the service or after 
using a product in person or online. Then, use this information to make 
changes that will better meet your customers’ needs.

Next, train your employees to learn what customers say and share it 
with you as the owner or manager. Ensure that they know how to com-
municate effectively with customers. Training should include skills such 
as active listening, problem-solving, and empathy.

Other ways to encourage customers to share their opinions on your 
business are by offering ways for them to give feedback. For example, you 
can use online review platforms or put a suggestion box at your location. 
Getting feedback will help you learn where you can improve.
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4.2 Small Steps to Big Impact: Embracing  
Incremental Improvement

In this chapter, I’ll show you how small service businesses like yours can 
make small, ongoing changes to stay relevant and meet your customers’ 
needs. This process, called incremental improvement, helps you keep up 
with the changes being made by competitors and other companies that 
change what customers want or expect from a business like yours and set 
your business apart from the competition.

Vital ways to performing incremental improvements that will be 
attractive to your most profitable customers is to first do your research, 
then brainstorm and evaluate the ideas you learned from the research, 
then test them to find out if they do attract more and better customers, 
and above all, stay committed to improvements. I’ll go through each in 
the following sections.

Do Your Research

Do research to understand your customers’ needs and preferences. Pref-
erence research will help you come up with new ideas and improve your 
existing products and services. It’s easy to see what people say online 
about companies and their needs. Search for your company name or the 
name of your competitors and read any reviews or mentions of the com-
pany by customers.

Preference research is about finding out what your customers like or 
don’t like and what they wish a product or service was, is, or could be. 
It’s like listening to what people say about what they want or need. For 
a small business owner, this can help you make your products or services 
better. You can find out what people enjoy and what they are not happy 
with. Maybe they want something made in a different way or a service 
that does something special. By understanding these things, you can 
change what you offer to make your customers happier and your business 
more successful. Here are some ways to do your research:

Online poll for service enhancement: If you run a small salon and are 
considering introducing online booking for customers, you could 
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create a poll on your social media page or website asking customers 
if this were something they would like. By asking a simple question 
like, “Would you prefer to book your appointments online?” you 
can gauge interest and make an informed decision.

Customer interviews for product improvement: If you have a small 
bakery and want to introduce new flavors, you could conduct short 
interviews with regular customers. Ask them what flavors they enjoy, 
what they wish you offered, or what they think could be improved. 
Their insights can guide your menu expansion and ensure that 
you’re offering items that are appealing to your customers.

Observation and feedback for operational changes: If you own a small 
retail store and notice that customers seem to have difficulty finding 
certain items, you could observe their shopping behavior and ask for 
feedback. Understanding where they struggle can help you rearrange 
the store layout or add signage to improve the shopping experience.

These examples of preference research show how listening to custom-
ers and actively seeking their input can lead to meaningful improvements 
in products, services, and overall operations. By tuning into what custom-
ers like, dislike, or wish for, you can make targeted changes that enhance 
satisfaction and contribute to the success of your micro business.

Brainstorm and Evaluate Ideas

After identifying your customers’ wants, brainstorm new ideas for your 
products and services. First, focus on ideas that match your strengths and 
expertise. Then, evaluate which ones are feasible and profitable.

Brainstorm and evaluate ideas: After researching your customers’ 
preferences, it’s time to brainstorm and evaluate ideas that cater to 
those specific likes and dislikes. Here are three simple techniques 
for micro business owners:

Mind mapping: Start with the preferences you’ve identified and draw 
branches with related product or service ideas.

Mind mapping example for a gardening store: Suppose you run a small 
gardening store and have identified that customers prefer organic 
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products. You could start with “Organic Gardening” at the center of 
your mind map and draw branches to related ideas such as “Organic 
Soil,” “Organic Plant Food,” “Organic Pest Control,” and “Organic 
Seeds.” Each of these branches could further branch into specific 
products or services you could offer.

Rapid listing: Write down as many ideas as you can that align with 
customer needs. Don’t judge them yet; just let the ideas flow.

Rapid listing example for a café: If you own a small café and have 
learned that customers are looking for healthier menu options, you 
could quickly list ideas such as “Vegan Sandwiches,” “Gluten-Free 
Pastries,” “Fresh Juice Bar,” “Salad Bowls with Local Ingredients,” 
“Low-Calorie Smoothies,” and so on. The goal is to jot down as 
many ideas as possible without overthinking them, allowing cre-
ativity to flow.

The “What If” technique: Ask yourself “What if?” questions based on 
customer preferences and explore different scenarios.

The “What If” technique example for an auto repair shop: Imagine you 
have a small auto repair shop, and customers have expressed a desire 
for more transparent pricing. You could ask yourself questions like 
“What if I offered a detailed price breakdown for each service?” or 
“What if I created package deals for common repairs?” or “What if 
I provided a price match guarantee?” Exploring these scenarios can 
lead to innovative solutions that match customer preferences.

These examples demonstrate how the techniques of mind mapping, 
rapid listing, and the “What If ” technique can be applied to both prod-
uct-based and service-based micro businesses. By starting with customer 
preferences and using these methods, you can generate creative and rele-
vant ideas to enhance your offerings and meet customer needs.

Once you’ve brainstormed, evaluate the ideas by considering your 
resources, time, and budget. Think about what fits your business best 
and what matches what your customers have said they want. Look for 
ideas that you can realistically implement and that have the potential to 
satisfy your customers’ preferences and grow your business. Sometimes, 
a simple idea that directly responds to a customer’s wish can be the most 
impactful.
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Test your ideas: Before introducing your new ideas to the market,  
it’s essential to test them to make sure they work well and meet  
customer needs. Here are ways you can do this:

Product or service testing:
• Small group testing: Select a small group of loyal customers 

and offer them a sample or trial of the new product or service.
• Online poll or survey: Use social media or e-mail to run a poll 

or survey, targeting actual customers.
• In-store or virtual demonstration: Host a demonstration of 

the new product or service either in your physical store or 
through a virtual platform.

Service, operational, and administrative improvements:
• Service improvement: Test a new scheduling system that 

allows customers to book and manage appointments online.
• Operational improvement: Implement a new method of 

managing inventory to reduce waste and track the results.
• Administrative improvement: Explore a new CRM system 

that helps you track sales and customer interactions more 
effectively.

Remember, when using social media or e-mail for feedback, it’s 
important to target actual customers to ensure you receive relevant and 
practical insights. By testing your ideas with real customers, whether they 
are related to products, services, operations, or administration, you can 
make informed decisions and refine your offerings to better align with 
what your customers truly want and need. This comprehensive approach 
ensures that all aspects of your business match what customers need, 
thereby improving your financial performance.

Stay Committed to Improvement

To make small changes better over time, you need to keep looking for 
ways to improve. This means looking at everything, not just the things 
you sell. Think about how people find out about your business, how they 
buy from you, how you help them if they have questions, and how you 
thank them after they buy.
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For example, maybe people like what you sell but find it hard to pay 
on your website. Making this easier can make them happier. Or maybe 
they like your service but wish it was easier to park near your shop. Fixing 
this can make them want to come back. If you have a small restaurant, 
maybe people wish you had a menu in another language. Adding this can 
make more people want to eat at your place.

Keep watching what people like and what is popular in the market. 
Ask your customers what they think, look at what people say online, and 
see what other businesses like yours are doing. Try to make every part of 
dealing with your business better, not just the products or services you 
sell. By doing this, you can make sure your small business stays strong and 
gives your customers what they want and need.

In conclusion, incremental improvement is essential for small ser-
vice businesses like yours to stay appealing and relevant. By researching 
the market, developing, testing new ideas, and committing to ongoing 
improvement, you can substantially enhance how you run your business, 
your products, and services, and increase your financial performance.

4.3 Success in Action: The Small Animal Care Clinic’s 
Journey to Continuous Improvement

Creating and maintaining a continuous improvement strategy is essential for 
any business’s success, especially for small service companies. This chapter 
will provide a case study of a small animal care clinic’s successful continuous 
improvement strategy. We will explore the steps they took to adapt to changes 
in the market, connect with their community, and improve their business 
performance, including specific strategies they implemented, such as revamp-
ing their online presence and adjusting their approach to animal care.

Background of the company: The small service company we will 
examine is an animal care clinic. A veterinarian started the business with 
22 years of experience in traditional and holistic animal care. Despite 
his expertise, he faced challenges entering a new community with sev-
eral established animal care providers. As a result, the clinic struggled to 
demonstrate its superiority and attract new customers.
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Recognizing the need for change: The vet consulted me, a customer 
of the clinic, to adapt to the local market. Together, we analyzed 
the competition and the pet care preferences of local pet owners.

Adapting to market changes: The team conducted informal research to 
understand the area’s preferences for pet care services and identified 
areas for improvement. We then revamped the clinic’s online pres-
ence, website, social media, and Google My Business page to create 
a consistent and appealing business personality that reflected the 
community’s needs. Next, the clinic staff adjusted their approach 
to engaging with animals, treating them as family members to 
build trust and interest in the new clinic.

Monitoring the progress: The clinic owner continuously learned new 
marketing methods and adapted to changes in the business environ-
ment, becoming more relevant and preferred in the community. In 
addition, by focusing on a unique business personality and offering 
holistic treatments alongside traditional ones, they set themselves 
apart from the competition.

Results of the company’s adaptation: As a result of these changes, the 
clinic saw a dramatic increase in customers, loyalty from existing 
clients, and increased revenue and profitability. After this initial 
adaptation, the vet has continued to adapt as the business environ-
ment around him is changing. This business has been operating 
successfully for over 12 years.

This animal care clinic’s success story underlines the importance 
of adapting to market changes and continually monitoring progress to 
ensure the business remains relevant and effective. By setting goals, col-
lecting data, and making informed decisions based on the feedback and 
results, the clinic continues fine-tuning its continuous improvement 
strategies to ensure sustained success.

In conclusion, this case study exemplifies how recognizing the need 
for change, adapting to market shifts, creating a strong business personal-
ity, and rigorously monitoring progress can lead to a tremendous positive 
impact on business performance.
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4.4 The Power of Continuous Improvement and 
Innovation: Key Insights and Next Steps

This chapter explored the importance of continuous improvement and 
innovation for small service companies. By enhancing service delivery, 
implementing incremental improvements, and adapting to customer 
preferences, small businesses can set themselves apart from competitors 
and increase their performance. I outlined practical steps to achieve these 
improvements.

The case study of a local animal care clinic highlighted the benefits of 
continuous improvement, such as improved customer experience, loyalty, 
and revenue. You can significantly improve your business performance by 
following this example and incorporating the practical steps discussed.

Here are some key takeaways to enhance your business performance:

Engage with current and potential customers: Actively seeking cus-
tomer feedback and insights helps drive continuous improvement, 
leading to better services and increased customer loyalty.

Invest in employee training: Regular training enables employees to 
deliver relevant customer experiences and stay informed about 
industry trends and techniques.

Use data and analysis: Customer research helps you refine your com-
pany, services, and products to stay relevant as the market changes.

Invest in continual improvements: Frequently improving and sharing 
information with customers improves revenue significantly.

To implement these takeaways, you can begin by identifying areas for 
improvement in service delivery and introducing incremental changes. 
Regularly gathering feedback from customers and employees provides 
valuable insights for further improvement. You can progress toward your 
goals and maintain relevance in your market as you collect information to 
make ongoing improvements.

In the next chapter, I’ll discuss the significance of business personality 
for small service companies and offer practical steps for building a solid 
business personality that is attractive to customers.
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4.5 Start: Use Customer Feedback  
for Continuous Growth

Listening to what customers say and making changes based on their 
feedback is very important for a business that wants to keep growing. It 
provides invaluable insights into customer experiences, preferences, and 
expectations, enabling businesses to adapt, improve, and grow. This proj-
ect is crucial as it offers a structured approach to use customer feedback 
for continuous growth.

In this brief, we explore ways to effectively collect, analyze, and imple-
ment changes based on customer feedback to enhance your business.

Objectives

This project aims to establish a systematic approach to gather, analyze, 
and use customer feedback to improve service delivery and enhance  
customer experience.

Scope

• Identification of relevant online platforms for customer 
reviews

• Regular monitoring and analysis of customer reviews
• Professional and prompt response to customer reviews
• Development and implementation of an action plan based on 

feedback
• Communication of improvements to customers

Deliverables

• A list of relevant online platforms for customer reviews
• A schedule for regular monitoring of customer reviews
• A process for responding to customer reviews
• An action plan based on customer feedback
• A communication plan to share improvements with 

customers
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Timeline

• Week 1: Identification of relevant online platforms
• Week 2: Planning to check things regularly and deciding how 

to respond
• Weeks 3 to 4: Monitoring and analysis of customer reviews
• Week 5: Development of action plan
• Weeks 6 to 8: Implementation of action plan
• Week 9: Development of communication plan
• Week 10: Communication of improvements to customers

Resources Required

• Access to online review platforms
• Dedicated personnel for monitoring and responding to 

reviews
• Resources for implementing changes based on feedback
• Communication tools for sharing improvements with 

customers

Risks and Challenges

• Inability to monitor all review platforms
• Negative reviews and handling customer dissatisfaction
• Implementing changes based on diverse and sometimes 

conflicting feedback
• Communicating improvements effectively to customers

Key Stakeholders

• Business owner
• Employees involved in service delivery
• Customers providing feedback
• Personnel responsible for monitoring and responding to 

reviews
• Personnel responsible for implementing changes based on 

feedback
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Step 1: Recognize the Need for Collecting and Using  
Customer Feedback

Recognizing the need for collecting and using customer feedback is your 
first step toward improving your business. Customer feedback is not just 
about identifying areas for improvement in your products or services but 
also about gaining a deeper understanding of your customer’s needs, pref-
erences, and expectations. This understanding can guide your decisions and 
help you create a customer experience that matches your customers’ needs.

Why Customer Feedback Matters

According to Microsoft, 96 percent of people say how they are treated is 
a factor in which companies they are loyal. This statistic highlights the 
importance of understanding and meeting your customers’ needs.

Moreover, a study by Esteban Kolsky found that 91 percent of cus-
tomers who are unhappy with a company will leave without complaining. 
This study shows you might never know why you lose customers without 
actively seeking customer feedback.

Plus, online surveys show that close to 100 percent (0.94) say they 
avoid a business because of negative reviews. This statistic highlights the 
impact of unresolved or nonresponded negative reviews on a business’s 
reputation and the chance of getting new customers. It also highlights 
the potential consequences of not actively engaging in this project if you 
aren’t managing customer feedback.

Recognizing the Need

The need for collecting and using customer feedback can become appar-
ent in various situations. For instance, if you own a small bakery, you 
might recognize the need for this project when:

You notice a decrease in repeat customers: If your regular customers 
stop coming, it could be a sign that they’re unsatisfied with your 
products or service. Collecting feedback can help you understand 
what’s going wrong and how to fix it.
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You receive a negative review: Negative reviews offer valuable insights 
into business improvement areas. However, it’s important to remem-
ber that not all customers will leave reviews, so actively asking for 
feedback is crucial.

A new competitor enters the market: When a new bakery opens in 
your area, it’s a good idea to collect feedback to understand how 
your offerings compare to theirs and what you can do to show your 
business is relevant. It’s also common for your customers to try out 
other new competitors; so, don’t panic if there is a dip in business. 
Often competition increases customers as long as you stay relevant.

The Risks of Ignoring Customer Feedback

Loss of customers: If customers feel that their or other customers, opin-
ions, and concerns are not heard, they may choose to take their business 
elsewhere.

Missed opportunities for improvement: Without customer feedback, 
you might miss out on opportunities to improve your products, 
services, or overall customer experience.

Damage to your reputation: Unaddressed negative feedback can harm 
your business’s reputation, especially in the age of social media, 
where negative reviews can quickly spread.

In conclusion, recognizing the need for collecting and using customer 
feedback is a crucial first step in improving your business and enhancing 
your customer experience. By actively asking for and replying to feedback, 
you build a strong relationship with customers, improve your products, ser-
vices, and overall experience, and ultimately, drive your business’s success.

Step 2: Communicate

Effective communication is critical to managing and improving your 
customer experience. Online reviews are one of the most direct ways to 
communicate with your customers. These reviews provide a wealth of 
information about your customers’ experiences, needs, and expectations.
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Choosing and Joining the Right Platforms

Businesses will find different platforms more relevant based on their 
industry and customer base. For instance, if you own a restaurant, plat-
forms such as Yelp and Google My Business are likely the most appro-
priate as they are commonly used for reviewing dining experiences. On 
the other hand, if you sell handmade crafts, reviews on your Etsy shop or 
Facebook page might be more pertinent.

To identify the right platforms for your business, consider where 
your customers are most active and where they are most likely to leave 
reviews. You can do this by surveying your customers, researching 
industry trends, or even observing where your competitors are receiving  
reviews.

However, ensuring they are direct competitors is crucial when con-
sidering your competitors’ platforms. For instance, if you’re a small 
regional bakery, it would be beneficial to be on the same review plat-
forms as other small regional bakeries. But if your competitor is a 
large national chain, their platforms might not be as relevant to your  
customer base.

Once you’ve identified the most relevant platforms, creating a busi-
ness account on these platforms is essential if you haven’t already. A busi-
ness account makes it easier for customers to review your company and 
allows you to respond directly.

Focus on Online Customer Reviews

It’s also crucial to consider the impact of zero-click searches. A zero-click 
search means the answer to the user’s search terms or keywords appears 
at the top of the search results page. The user doesn’t need to click a link 
to get the information. In the context of online reviews, this means that 
when potential customers search for your business, they can see and read 
your Google reviews directly from the search results page. They don’t need 
to click on your website or Google My Business page.

Reviews are highly visible and influential. They are used to determine 
whether a potential customer will use your business. Most small business 
owners rely on word-of-mouth as a primary source of new customers but 
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don’t recognize that online reviews are also word-of-mouth. The same way 
they respond to customers in person or via e-mail or chat is the same way 
they should respond to public reviews. If your reviews are mostly positive, 
this can help attract new customers. If your reviews are all positive—5/5, 
it signals that they may be false.

While you might think that all positive reviews are what you strive 
for, the truth is, as customers, we expect some customers to be unhappy 
with a service or product, so a few negative comments are expected. We 
are suspicious that the positive reviews are fake when we don’t see any less 
than 5/5. Don’t fear negative reviews; respond to them positively to show 
everyone looking at your reviews that you are a responsive and legitimate 
company.

Negative reviews stop potential customers from trying your busi-
ness if they are not responded to or addressed. Therefore, it’s crucial to 
communicate effectively and manage your online reviews, particularly 
on Google. Monitor your reviews, respond to them promptly and pro-
fessionally, and use the feedback to make necessary improvements to 
your business.

ReviewTrackers say 65 percent of desktop searches result in zero-click 
searches in 2020. This statistic highlights the importance of managing 
your online reputation, particularly on Google, as potential customers 
can see your reviews directly from the search results page. This means that 
even if you try to manage your reviews to hide negative ones, zero-click 
searches will display your reviews directly in the search results. Potential 
customers can see these without having to visit your website, selling site, 
or social media pages.

Monitoring Online Reviews

After setting up your business accounts, the next step is regularly moni-
toring these platforms for new reviews. Monitoring can be done manually 
by setting aside time each week to check each platform. However, a more 
efficient method is using tools such as Google Alerts that automatically 
notify you of new mentions of your business online.
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Setting Up Google Alerts

Google Alerts sends free e-mail notifications whenever your business is 
mentioned online. Here’s a simple template for setting up Google Alerts:

1. Go to www.google.com/alerts
2. Enter your business name or other relevant keywords in the “Create an 

alert about” box. Keywords could include your name, service, product 
names, or anything else people might use to refer to your business online

3. Click “Show options.” Here, you can specify how often you want to 
receive alerts, the types of sites you want Google to search, and other 
options

4. Click “Create Alert”

After you have set up the alert, you will receive a link in an e-mail to 
any mention. Creating an alert allows you to monitor what people say 
quickly and easily about your business online and respond to any feed-
back or reviews as necessary.

Remember, communication is a two-way street. Replying to positive 
and negative online reviews shows customers you appreciate them and 
are committed to improving their experience—whether you agree with 
the feedback. Responding not only helps improve your business but also 
builds trust and loyalty among your customers.

Step 3: Involve Your Team

Regularly monitor reviews. ReviewTracker says that review interaction 
is up by 50 percent from prepandemic levels. It’s one of the many signs 
demonstrating people’s heightened sensitivities about where to go or what 
to purchase in the wake of the pandemic. Regularly monitoring reviews 
should be a weekly task you can assign to a specific task member if you 
aren’t using review tracking software.

Example: If you run a small online clothing store with a team of three, 
you could assign one person to monitor and compile a weekly report of 
online reviews.
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Here’s an example of how you might compile a weekly report of 
online reviews.

In this report (Table 4.1), you can track the review date, the plat-
form it was left on, the customer’s name, their rating, a summary of their 
review, the response needed, and when the reply has been given. Monitor-
ing reviews will help you keep track of your online reputation and ensure 
you’re responding to feedback on time.

Look at review tracking software such as ReviewTrackers, BirdEye, or 
Podium that combines review sites, so you don’t have to manage multiple 
logins.

Remember, the key to using these tools effectively is to regularly 
monitor your reviews and respond promptly and professionally. Profes-
sional responses show you appreciate hearing customers’ opinions and are 
prompt in responding.

Step 4: Provide Resources and Training

Train yourself and your team on how to manage reviews. The following 
ReviewTracker statistics show the need for training staff on effectively 
responding to customer reviews in a way that shows care and concern for 
the customer’s experience.

• Just over half of the people, 53.3 percent, expect a response to 
their online reviews within seven days, and 30 percent expect 
a reply within three days

Table 4.1 Example of compiling weekly online review report

Date Platform
Customer 

Name Rating
Review 

Summary
Response 
Needed?

Response 
Given

7/1/2023 Google My 
Business

John doe 5 stars Loved the friendly 
service and quick 
delivery

Thank you Responded 
on 
7/1/2023

7/2/2023 Yelp Jane Smith 3 stars Good product, but 
delivery took longer 
than expected

Apologise Responded 
on 
7/3/2023

7/3/2023 Facebook Bob Johnson 2 stars Product arrived 
damaged

Apology, 
return and 
resend

Responded 
on 
7/3/2023
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• Not replying to reviews risks increasing customer loss by up 
to 15 percent

• Replying to negative reviews increases potential customers by 
45 percent

These abovementioned statistics emphasize the importance of not just 
monitoring reviews but also responding to them in a timely and effective 
manner. Monitoring involves creating guidelines and scripts for respond-
ing to positive and negative feedback.

Guidelines for Responding to Customer Feedback

Acknowledge the feedback: Start by thanking the customer for taking 
the time to provide feedback. Gratitude shows that you value their 
opinion and are open to hearing their thoughts. Example: “Thank 
you for taking the time to share your feedback with us.”

Address the customer by name: Personalize your response by address-
ing the customer by name. Using their name makes the answer feel 
more personal and shows the customer they are not just another 
number. Example: “Dear [Customer’s Name],”

Show empathy: If the feedback is negative, show empathy and under-
standing. Compassion shows the customer that you care about their 
experience and take their concerns seriously. Example: “We’re sorry 
to hear you had a less than satisfactory experience.”

Address the feedback directly: Respond to the specific points raised 
in the feedback. Show the customer that you have read and under-
stood their feedback. Example: “We understand you were disap-
pointed with [specific issue].”

Provide a solution or next steps: If possible, provide a solution to the 
problem or explain how you will fix the problem. Offering a solu-
tion shows the customer that you are committed to improving their 
experience. Example: “We have addressed this issue with our team 
and are working on a solution.”

Invite further communication: Encourage the customer to reach out if 
they have any other concerns or questions. Show that you are open 
to further communication and are committed to improving their 
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experience. Example: “If you have any other concerns or questions, 
please don’t hesitate to contact us.”

Close on a positive note: End your response on a positive note, thank-
ing the customer again for their feedback and expressing your com-
mitment to improving their experience. Example: “Thank you again 
for your feedback. We are committed to improving our services and 
your experience.”

Scripts Example

Positive review response template: “Hi [Customer’s Name], thank you so 
much for your kind words! We’re thrilled to hear you enjoyed [specific 
detail from their review]. We look forward to serving you again soon!”

Negative review response template: “Hi [Customer’s Name], we’re 
sorry to hear about your experience. We take your feedback seri-
ously and want to understand more about what happened. Could 
you please contact us at [your contact information] so we can 
address this issue?”

Responding to customer feedback shows the customer that you value 
their opinion and are seriously committed to improving their experience. 
By following these guidelines, you can effectively respond and build 
stronger customer relationships.

Step 5: Refine and Adjust as Necessary

Based on the feedback gathered from customer reviews, identify areas 
where you can improve your business.

Example: If you own a pet grooming service and several reviews men-
tioned long wait times, you might decide to hire an additional groomer 
or implement an appointment system.

Let’s say you’ve identified a need to improve your customer service 
response time. Here’s a step-by-step guide on how to implement this 
improvement:

Identify your needs: Determine what you need to improve your cus-
tomer service response time. Do you need more customer service 
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representatives? Do you need to implement new customer service 
software? Or do you need to provide additional training to your 
current team?

Research options: There are many ways to improve customer ser-
vice response time. You could hire additional staff, implement 
new customer service software such as Zendesk or Freshdesk, or 
provide extra training to your current team on efficient response 
strategies.

Consider customer experience: Choose an option to improve 
response time and enhance the customer experience. The goal is 
to respond to customers quickly and ensure that you resolve their 
issues satisfactorily.

Test the improvement: Before fully implementing the new improve-
ment, test it. Monitor response times and customer effort levels to 
ensure the modification has the desired effect.

Train your team: Make sure you train everyone who will be affected 
by the improvement of the new processes. They should understand 
the why and how of the improvement to effectively implement it.

Communicate the change to customers: Let your customers know 
about the improvement. You can do this through an e-mail 
announcement, a post on your website, or a sign in your physical  
location (if applicable). This transparency can increase customer 
trust and loyalty.

Gather feedback: After implementing the improvement, ask your 
customers for feedback. Are they noticing a difference in response 
times? Are their issues being resolved more efficiently? Use this 
feedback to make continuous improvements.

Remember, the goal of any improvement is to enhance the customer 
experience and meet your business needs. By considering your needs and 
the customer experience, you can implement a modification that will 
benefit your business.

Step 6: Celebrate Success and Learn From Failure

Sharing improvements with your customers is a crucial step in the feed-
back process. Sharing not only shows your customers that you value their 



154 TUNE-UP YOUR SMALL BUSINESS

feedback but also shows that you are committed to improving their expe-
rience. Share through various channels such as social media posts, e-mail 
newsletters, and direct communication.

For instance, you could post an update on your social media plat-
forms saying, “Thanks to your valuable feedback, we’ve made some excit-
ing changes! We’ve expanded our team by hiring an additional groomer 
to reduce wait times. Book your appointment today and let us know what 
you think of the improvements!”

In addition to celebrating successes, it’s equally important to learn 
from failures. Negative reviews are useful information for understanding 
where your business may fall short of customer expectations. Remember, 
almost half of potential customers ignore negative reviews if you have 
responded to them. This statistic underscores the importance of address-
ing and learning from negative feedback.

Moreover, 80 percent of people think a business cares about them 
when management responds to their reviews. This statistic emphasizes 
the importance of learning from failure and its impact on your business’s 
reputation and customer loyalty.

In conclusion, celebrate your victories, learn from your mistakes, and 
continuously improving your business based on customer feedback. It’s 
about showing your current and potential customers that their opin-
ion matters and that you’re committed to providing them with the best  
possible experience.

4.6 Plan: Improve Your Customer  
Experience Through Owner and  

Employee Training

Customer experience training is vital to consistently delivering relevant 
customer experiences. Equipping yourself and your employees with the 
necessary skills and knowledge can reduce customer effort, foster loyalty, 
and drive business growth.

In this brief, we explore the importance of customer experience train-
ing and provide practical steps for you to invest in training programs that 
align with your specific needs.
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Objectives

Our objectives for this project brief are to:

• Highlight the significance of customer experience training for 
small business owners

• Provide actionable steps to identify training needs and select 
appropriate programs

• Establish a regular training schedule to ensure continuous 
improvement

Scope

• Assessing areas of customer experience that require improvement
• Identifying relevant training programs based on specific 

business needs
• Developing a regular training schedule to maintain new skills

Deliverables

• A comprehensive understanding of the importance of 
customer experience training

• Guidelines for identifying training needs and selecting 
appropriate programs

• Recommendations for establishing a regular training schedule 
to foster continuous improvement

Timeline

• Assessing training needs: One week
• Researching and selecting training programs: Two weeks
• Establishing a regular training schedule: Ongoing, with 

monthly or quarterly sessions

Resources Required

• Access to online resources and training program databases
• Time for researching and selecting training programs
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• Training facilities or virtual platforms for conducting sessions
• Training materials and resources provided by chosen programs

Risks and Challenges

• Limited availability of suitable training programs within 
budget constraints

• Potential resistance or reluctance from employees to engage in 
training

• Balancing training schedules with daily business operations

Key Stakeholders

• Small business owners
• Employees
• Training program providers
• Customers

Step 1: Recognize the Need for Investing in Training

Knowing how important customer experience is to business is vital today. 
Many small business owners don’t realize how much it can affect their 
success. Here are some facts to consider:

Keeping customers: When you keep just 5 percent more customers, 
you could make 25 percent to 95 percent more money. Training on 
how to make customers happy helps with this.

Customers pay more for better service: Some studies show that  
43 percent of people will pay more if it’s easier to buy something. 
And 42 percent will pay more if the people selling it are friendly. 
Training on how to treat customers can help make this happen.

Happy customers tell others: If a customer likes what you do, they will  
tell about it to nine other people. If they don’t like it, they will tell 
16 people. Training on how to make customers happy helps make 
sure more people hear good things about your business. Most small 
business owners still use or learn about the 4Ps (Product, Price, 
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Place, and Promotion). This way of thinking is old and doesn’t 
include everything needed to make customers happy every time 
they buy something. Even though it’s out-of-date, many schools 
and universities still teach it because it’s simple and changing  
textbooks costs money.

This gap in knowledge shows the urgent need for proper training, 
especially for businesses that provide services. That’s because things like 
the people who work there, the way things are done, and what customers 
see and feel are important but not part of the 4Ps. Investing in the right 
training helps business owners understand these essential aspects that are 
often talked about in new ways to market services but aren’t in the 4Ps.

You should know that customer experience isn’t about always being 
amazing; it’s about giving a steady experience that keeps a fair deal 
between you and your customers. This deal is like an agreement between 
you and them. You promise things such as good service, quality prod-
ucts, quick responses, clear communication, and fair prices. They give you 
their money in return.

Both sides get something good from this deal—you offer something 
valuable, and they pay for it. In this agreement, you meet your customers’ 
needs and wants, and it can include different things, from simple to fancy, 
slow to quick, or cheap to expensive. What matters most is that you keep 
your promises all the time, so your customers get what they expect and 
think it’s worth it. This fair deal helps build trust and shows that you take 
your work seriously. Think of this fair deal as the customer experience 
itself.

New businesses typically start with a fair deal that customers expe-
rience, but during slow periods they often make changes to cut costs 
without fully appreciating that these changes may alter the customer 
experience, making it inconsistent and potentially worse. Even if custom-
ers don’t consciously notice the changes, subconsciously, they may sense 
that something isn’t quite right or not as good as before. Reduced experi-
ences can initiate a downward spiral for the business.

New business owners sometimes also make the mistake of consider-
ing their customers as friends who will understand any changes in the 
experience during slow periods. However, customers are not friends, and 
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you shouldn’t expect them to empathize with the challenges of running a 
small business. They pay for an experience that is consistent and valuable 
each time they interact with the company.

Recognizing the need to invest in customer experience training is 
crucial for ensuring you understand the importance of consistency and 
can implement strategies to deliver a reliable customer experience. By 
prioritizing consistent customer experiences, you can increase cus-
tomer loyalty, repeat business, and encourage positive word-of-mouth 
recommendations.

Step 2: Communicate

Effective communication plays a vital role in implementing customer 
experience training. Here are two critical aspects of communication to 
consider:

Internal communication: Communicate the importance of customer 
experience training to your team. Explain how it will benefit both the 
business and the customers. Emphasize the significance of their par-
ticipation and encourage them to share ideas and feedback with you.

When addressing the team:
• “You are crucial in delivering a consistent and valuable 

customer experience. By providing our promised service 
and maintaining sameness, we can get customers to come 
back more often and tell their friends and family about our 
business, which will help us grow.”

• “Let’s focus on creating an experience our customers can rely 
on. Our dedication to sameness will set us apart from the 
competition and encourage our customers to choose us time 
and time again.”

• “Your participation in customer experience training is 
vital. It will give you additional skills to meet our customer 
expectations while providing a consistent experience matching 
our business values.”

By effectively communicating the importance of customer experience 
training to the team and customers you can create a shared under-
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standing and commitment to delivering a consistent and valuable 
experience. Your business will benefit by creating customers who 
trust and appreciate your value.

Customer communication: Tell customers about the improvements 
you are making through training initiatives. Communicate via 
social media, e-mail newsletters, or in-person discussions to high-
light the steps you are taking to enhance their experience.

When speaking to customers:
• “Thank you for choosing our business. We are committed to 

providing you with a consistent experience that you can rely 
on each time you visit. We value your business and want to 
ensure your experience meets our promise.”

• “We know that you want the same service from us every time. 
So, we work hard to give you what we promise, no matter 
what happens.”

• “Our goal is to make it easy for you to keep coming back and 
to recommend us to your friends and family. We are grateful 
for your trust and want to ensure that every experience you 
have with our business leaves a positive impression.”

Encourage customers to provide feedback and let them know their 
opinions are valued.

Step 3: Involve Your Team

Involving your team in the customer experience training process creates 
a sense of ownership and commitment. Use team involvement, hold 
idea-sharing sessions, training sessions, or role-playing scenarios. For 
example:

Team involvement: Create opportunities for your employees to 
actively participate in the training process. Encourage them to 
share their insights, experiences, and suggestions for improving 
customer experience based on their interactions with customers. 
Make sure everyone feels comfortable contributing their ideas from 
their customer experiences.
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Idea-sharing sessions: Hold a meeting where everyone can talk about 
their experiences with customers. You could do this once a month 
at the end of the workday or during a lunch break. The important 
thing is to make sure everyone gets a chance to speak and that you 
consider all ideas relevant to customer experiences. You can keep 
track of the ideas in a notebook or on a computer.

Step 4: Provide Resources and Training

Here are three steps you can take to invest in training for yourself and 
your employees:

Determine the type of training needed: Start by assessing the areas of 
customer experience that need improvement.

Critical Customer Experience Areas

a. Customer service: This includes how you respond to customer inqui-
ries, handle complaints, and help. It’s about being helpful, friendly, 
efficient, and delivering on your service promises.

b. Product or service quality: How well your product or service meets 
customer expectations based on what you promised.

c. Ease of doing business: This includes how easy it is for customers to 
find information, make purchases, and get support. It’s about mak-
ing things simple and convenient for your customers.

d. Customer communication: This refers to how well you keep  
customers informed about your products, services, and any changes 
or updates. It’s about being clear, transparent, and timely in your 
communication.

Then, consider the feedback you’ve received from customers, such 
as  online reviews or customer effort surveys, to identify improvement 
areas.

Common Feedback and Interpretation

a. “Your staff is always helpful and friendly”: This is positive feedback 
about your customer service. Keep doing what you’re doing!
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b. “I love your product, but it’s always out of stock”: This is feedback 
about your product quality and availability. You might need to 
improve your inventory management.

c. “Your website is hard to navigate”: This is feedback about the ease 
of doing business. You might need to improve your website design.

d. “I didn’t know about your new product until it was sold out”: This is 
feedback about your customer communication. You might need to 
improve how you inform customers about new products or updates.

Once you’ve identified these areas, look for training programs that 
specialize in them.

Choose the Right Training Program

With thousands available, choosing a training program can be overwhelm-
ing. Look for affordable programs, provide flexible scheduling, and have 
positive reviews from previous participants. Also, ensure that the training 
program is relevant to your business and the skills you want to improve.

Training Program Keywords

Based on the abovementioned areas and feedback, you might search 
for training programs using keywords such as “customer service train-
ing,” “product quality control training,” “website usability training,” or  
“customer communication training.”

Example Training Program for Limited Resources

If resources are limited, consider free or low-cost online courses. Websites 
such as YouTube, Coursera, Udemy, and Khan Academy.

Your investment in customer experience training will enhance cus-
tomer interactions, improve customer experience, and drive business 
success.

Here is a practical training suggestion for a service business:

Service business: Train employees on effective customer communica-
tion and problem-solving skills. A training program focusing on 
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empathy, conflict resolution, and active listening can help employ-
ees provide valued customer service.

Establish a regular training schedule: Customer experience training 
is not a one-time event. Over time, customer expectations may 
change as the external business environment does, so what currently 
is considered valued customer experience may be different tomor-
row. For example:

January: Kick-off meeting to discuss the importance of customer expe-
rience, review customer feedback from the previous year, and set 
goals for the year.

February: Training Session 1—“Improving Customer Service.” Iden-
tify issues common among customers to be discussed on how to 
resolve. Methods could involve role-playing exercises based on 
actual customer interactions.

Establishing a regular training schedule is essential to maintain the 
skills and knowledge gained in training. Consider scheduling monthly or 
quarterly training sessions for employees to continue building their skills 
and knowledge.

Step 5: Refine and Adjust as Necessary

Continuous improvement is vital for maintaining a consistent customer 
experience. After identifying your team’s customer experience train-
ing needs and implementing the initial training, it’s essential to refine 
and adjust the program to ensure ongoing success. Here are two key 
considerations:

Analyze feedback on training effectiveness: Regularly review feedback 
from both customers and team members to identify areas where the 
training may need refinement. Look for recurring themes or sugges-
tions, as these are valuable inputs for fine-tuning the training strategies.

• Coffee shop: If customers repeatedly mention the coffee is too 
cold, assess whether the team needs further training on the 
equipment.

Track important numbers relating to training impact: Decide on spe-
cific metrics that show how well the training is affecting customer 
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experience. Analyze these numbers to see if the training is achieving 
its goals. If not, figure out what’s going wrong and adjust the train-
ing. For example:

• Hair salon: If fewer clients are returning, evaluate if the 
training on delivering a consistent experience is effective.

These examples illustrate how both human-related and product- 
related aspects can influence the customer experience, emphasizing the 
need to continuously refine training to address these areas. By closely 
monitoring feedback and key numbers, you can ensure that your team’s 
customer experience training remains effective and matches your busi-
ness’s needs and values.

Step 6: Celebrate Success and Learn From Failure

By identifying the type of training needed, choosing the right training 
program, and establishing a regular training schedule, you can provide 
a customer experience that delivers its promise and grows the business. 
When you introduce a training program that makes the customer expe-
rience consistent, it’s important to celebrate this achievement. Here is a 
simple and low-cost way to do this:

Team lunch or dinner: Consider having a team meal to celebrate after 
completing a training program. A meal doesn’t have to be expensive— 
it could be a potluck where everyone brings a dish to share, or you 
could order pizza. Use this time to acknowledge everyone’s hard 
work and discuss the positive changes you hope to see in customer 
experience.

Learning From Failure

Even with the best intentions, sometimes training programs don’t have 
the desired impact. Three common issues to look out for are lack of 
engagement, no follow up, and ignoring feedback. For example:

Lack of engagement: If your team members aren’t participating or 
interested during the training, they’re unlikely to learn and apply 
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what they’ve learned. To avoid this, ensure that the training is inter-
active and relevant to their work. Ask for their input when choosing 
a training program and include plenty of opportunities for discus-
sion and practice during the training.

4.7 Do: Uncovering Profitable Customer  
Needs for Business Growth

This project is integral to your business growth. It enables you to under-
stand and effectively serve your customers, uncovering their preferences. 
The insights gained will shape your marketing strategy, allowing you to 
target your products and services more precisely and foster stronger rela-
tionships with your customers.

In this brief, we explore three simple yet effective ways for gather-
ing customer feedback: conducting customer surveys, monitoring social 
media, and analyzing customer purchase history.

Objectives

Gather actionable customer feedback and use this information to improve 
your marketing strategy and business growth.

Scope

• Creation and implementation of customer surveys
• Monitoring and analysis of social media interactions
• Study of customer purchase history

Deliverables

• Comprehensive customer survey report
• Social media monitoring report
• Analysis report of customer purchase history

Timeline

• Customer survey development and deployment: One to two 
weeks
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• Social media monitoring: Ongoing, with monthly report 
preparation

• Purchase history analysis: Ongoing, with quarterly report 
preparation

Resources Required

• Online survey tools
• Social media monitoring tools
• Sales receipt tracking system

Risks and Challenges

• Difficulty in reaching a significant portion of your customer 
base for surveys

• Interpretation of raw social media information into actionable 
activities

• Ensuring privacy and security in storing and analyzing 
customer purchase history

Key Stakeholders

• Business owner
• Marketing person (internal or contract)
• Customer service person (internal or contract)
• Data analysis person (internal or contract)

Step 1: Recognize the Need to Uncover Customer’s Preferences

You might think you thoroughly understand your customers, especially 
if your customer base is small. However, customers’ preferences can 
change, and new customers may have different needs. You might think 
you thoroughly understand your customers, especially if your customer 
base is small. However, customers’ preferences can change, and new cus-
tomers may have different needs. For example, a Thai restaurant owner 
in Vancouver thought his unique selling point was sourcing ingredients 
directly from Thailand. But as the community changed, this feature lost 
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its appeal. Another restaurant owner chose a location based on afford-
ability but tried to impose his cooking style, which didn’t align with local 
preferences. Both businesses suffered because they didn’t adapt to their 
changing customer base.

Interestingly, research shows that while most business owners attri-
bute the decline or closure of their business to changes in their environ-
ment, the real issue often lies in their inability to adapt to those changes. 
It’s easy to fall into the trap of believing that what has worked in the past 
will continue to work. As neighborhoods evolve and new trends emerge, 
your once-loyal customers might start looking for different things. Ignor-
ing these shifts and sticking to your old ways can lead to a decline in 
business. Therefore, it’s essential to regularly reassess customer preferences 
and be willing to adjust to stay relevant.

Understand Your Local Community Changes

Customers’ preferences can change significantly with shifts in community 
demographics. As neighborhoods evolve, with an average of 30 percent 
change in some areas yearly, new families, singles, and older adults may 
move in, each bringing unique needs and tastes. These demographic shifts 
mean new customers with different preferences. For example, a younger 
demographic might prefer digital transactions and trendy products or 
takeaways, while an older population might prioritize personalized ser-
vice and traditional goods. Therefore, it’s crucial to remain aware of these 
shifts and continually reassess customer preferences to accommodate 
these changes.

Recognize the Impact of Lifestyle and Age-Related Changes

Demographic shifts, lifestyle changes, and the natural progression of 
aging can also influence customer preferences. Lifestyle changes, such as 
starting a family, moving to a different location, adopting new dietary 
habits, or even changing employment, can dramatically alter the products 
or services a customer might find appealing. Also, as your existing cus-
tomer base ages, their needs and tastes will inevitably evolve. This aging 
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demographic might prioritize comfort, convenience, or health-related 
products more than they did in their younger years. Therefore, under-
standing these changes and adjusting your products, services, or process 
is vital to remain relevant to existing and prospective customers.

The Decision to Adapt or Move

As a business owner, you’re not obligated to cater to every change in 
demographics or customer tastes. Depending on your business model 
and the vision you hold for your company, you may find it more suitable 
to relocate your operations to an area whose demographics match your 
existing customer profile. Relocating could mean moving physically or 
focusing your online presence to better target your core customer group.

In other words, recognizing changes in customer preferences and 
community demographics isn’t about automatically adjusting your busi-
ness to suit them; it’s about making informed decisions on the best course 
for your business. Awareness is essential here. Once you understand the 
changing landscape, you can decide whether to adapt and evolve along-
side these changes or seek a different location or market that matches your 
established customer experience.

Should you choose to adapt and cater to the shifts in your commu-
nity, continuing with a project that explores and addresses these changes 
will be the next step. Whatever path you choose, making these choices 
consciously is crucial, using the best information and insights available.

Recognizing these shifts in customer preferences and adapting is not 
just about staying relevant; it’s about thriving in a constantly evolving 
business environment. Businesses that are active and responsive to their 
customer’s needs are more likely to succeed in the long run. For instance, 
the bakery introducing a line of low calorie and gluten-free pastries could 
attract new customers while satisfying their existing customers’ desire for 
healthier options. The bookstore that expands its e-book offerings could 
retain customers who might otherwise turn to online retailers. The gro-
cery store that sources locally supports the local economy. Similarly, the 
apparel boutique that offers a broader range of sizes can cater to a more 
diverse customer base. In each case, you are not just reacting to change 
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but proactively embracing it, turning challenges into opportunities for 
growth and expansion.

Step 2: Communicate

When you uncover your customers’ needs, you must communicate these 
insights to your team and incorporate them into your marketing strat-
egy. For instance, if your small online clothing store identifies a high 
demand for vibrant colors, communicate this finding to your team and 
strategize how to incorporate more colorful options into your product 
line.

Here is a sample script of how you can communicate the insights to 
any team members or interested parties.

“Team, our recent customer feedback shows an increased demand for 
low calorie baked goods. We can expand our offerings and cater to this 
growing market. As per our pastry chef, Jane, this will mean experiment-
ing with new calorie-friendly recipes.”

Step 3: Involve Your Team

Remember, your entire team, whether directly or indirectly, impacts the 
customer experience. Even if they don’t interact face-to-face, their speed 
of response and efficiency in processing tasks can shape how customers 
perceive your business. Their input can be invaluable. For instance, your 
customer service representative might have noticed increased queries 
about a particular product type or feature.

Plus, your team is essential in implementing three simple tactics for 
gathering customer feedback: conducting customer surveys, monitoring 
social media, and analyzing customer purchase history.

Conducting customer surveys may involve a marketing person or  
people—internal or external, in creating and launching online polls on 
your social media page or website, asking your customers about their pre-
ferred products, services, or any other feedback you want to gather. To 
conduct customer surveys, you can create an online poll on your social 
media page or website asking your customers about their preferred prod-
ucts, services, or any other feedback you want to gather.
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For example, a restaurant can ask customers about desired dishes, pre-
ferred cuisine types, and opinions on the restaurant’s ambience.

Monitoring social media will require you or your customer service 
team member to actively check your pages and observe your customers’ 
comments, messages, and reviews. Customer comments can provide valu-
able insights into their opinions and needs of your business.

For instance, a fitness studio can watch social media to discover pop-
ular workout trends among its customers and gather customer feedback 
on its services.

Analyzing customer purchase history can offer valuable insights into 
their buying behavior and preferences. You don’t need a complex tool; 
look at your sales receipts and identify frequently purchased items and 
services.

For example, a pet store can analyze customers’ purchase history to 
identify popular pet food types and frequently bought pet-related prod-
ucts among their customers.

Step 4: Provide Resources and Training

Equip your team with the necessary tools and training to gather and 
analyze customer feedback. Equipping your team could involve using a 
simple survey tool like Google Forms or training them on social media 
monitoring practices. In exploring customer purchase history, you’ll need 
a reliable method of tracking sales data, which your data analyst can use 
to identify trends and patterns.

Set up keyword alerts: Be alerted when specific keywords related to 
your business on social media platforms are mentioned.

Regularly check customer feelings: This can help determine if the 
overall sentiment, or perception (what people think) about your 
business on social media, is positive, negative, or neutral.

Respond promptly: Quickly responding to customers’ comments 
(within two to three days) or complaints (within one day) on social 
media shows you value their feedback.

Look for patterns: Do sales increase at certain times of the day, week, 
or year?
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Compare periods: Comparing data from different periods can high-
light trends. For example, comparing this month’s sales to the same 
month last year can reveal growth trends.

Step 5: Refine and Adjust as Necessary

Don’t be afraid to change your approach to getting feedback based on the 
results you receive. If your customers aren’t responding to your online sur-
vey, consider trying a different approach, like a feedback box at your phys-
ical store, quick poll on your social media accounts, or question during 
checkout face-to-face, or online. For example:

Social Media Polls

Bookstore: “Which do you prefer, e-books or print books?”

Survey Examples

Clothing boutique: “What additional clothing sizes would you like us 
to carry?”

Step 6: Celebrate Success and Learn From Failure

Finally, celebrate every success, and view every failure as a learning oppor-
tunity. Whether you successfully launched a new product based on cus-
tomer feedback or a marketing campaign didn’t achieve the expected 
results, there are always lessons to be learned and applied in the future.

Celebrate Success

1. Organize a team lunch or outing to celebrate the successful imple-
mentation of a new strategy

2. Share customer feedback or positive reviews with your team

Common failures to look out for and how you can avoid them have 
been outlined as follows:

Don’t misread customer information: Understanding customer infor-
mation wrongly can lead to bad choices. Know your customer 
information well or get expert help.
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How to avoid: Train your team to understand customer information 
correctly.

Ignoring negative feedback: Negative feedback can provide opportuni-
ties for improvement and ignoring it can lead to loss of customers.

How to avoid: Address negative feedback promptly and professionally, 
viewing it as an opportunity for improvement rather than criticism.

Lack of communication: If you don’t adequately inform team mem-
bers of changes or findings, it can lead to low morale and a poor 
customer experience.

How to avoid: Regular team meetings ensure that everyone has the same 
information and understands their role in implementing changes.

4.8 Finish: Prioritize Marketing and Business 
Personality for Rapid Expansion

The significance of prioritizing your business personality in your mar-
keting strategy can’t be overstated. Recognizing this vital aspect of your 
business could result in an incremental improvement that drives a 20+ 
percent increase in revenue. Therefore, investing your resources wisely to 
improve your business incrementally is paramount.

The central focus of this brief is to guide you through prioritizing your 
incremental improvement marketing efforts, helping you realize the best 
return on investment (ROI).

Objectives

This project aims to provide you with strategies for developing a busi-
ness personality that matches your profitable customer’s needs, evaluating 
ROIs, avoiding predatory marketing tactics, and prioritizing high-ROI 
marketing activities.

Scope

• Developing a strong business personality that reflects your 
values

• Ensuring sameness in the portrayal of your business 
personality across all marketing platforms



172 TUNE-UP YOUR SMALL BUSINESS

• Evaluating the ROI for various marketing and promotional 
expenses

• Identifying and avoiding predatory marketing tactics
• Prioritizing marketing tactics with a high ROI

Deliverables

• A defined business personality that is attractive to your 
profitable customers

• A consistent representation of your business personality across 
your website, social media profiles, physical retail properties, 
tools and systems, and all other marketing materials

• Clear goals and metrics for each marketing and promotional 
expense to measure its impact

• A prioritized list of marketing tactics that provide high ROI

Timeline

• Weeks 1 to 2: Develop business personality
• Weeks 3 to 4: Ensure consistency across all platforms
• Weeks 5 to 6: Evaluate ROI for marketing and promotional 

expenses
• Week 7: Identify and avoid predatory marketing tactics
• Week 8: Prioritize high-ROI marketing tactics

Resources Required

• Professional design services (optional)
• ROI tracking tools and analytics
• Marketing materials (signs, flyers, stickers, and product 

packaging)
• Access to marketing and promotional platforms (social media 

and e-mail marketing software)

Risks and Challenges

• Limited marketing knowledge and resources
• Potential predatory marketing tactics
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• A gap between marketing expenses and business goals
• Difficulty maintaining sameness in business personality across 

platforms

Key Stakeholders

• Business owner
• Marketing person—internal or external
• Graphic designer—internal or external
• Web developer—internal or external

Step 1: Recognize the Need for Prioritizing Business Personality

As a small business owner, it’s crucial to understand that focusing on 
your business personality can significantly impact your revenue, perhaps 
increasing it by more than 20 percent. But it’s not just about a logo or spe-
cific colors. Your business personality encompasses the entire experience 
you provide to your customers.

This involves how you communicate, be it through e-mails or face-
to-face interactions. It extends to the user experience on your website 
and the atmosphere of your physical location. Quality customer service 
is also a key component. How you resolve issues or handle complaints 
contributes to your business’s overall image, affecting its trustworthiness 
and professionalism.

When customers have many options to meet their needs, the deciding 
factor often isn’t just the product or service you offer. It’s the complete 
experience with your business. A well-defined business personality can 
help you stand out, build trust, and encourage customers to return and 
tell their friends and family about your company.

Therefore, it’s valuable to invest time in understanding and shaping 
your business personality. This isn’t just about making a good impression; 
it’s a long-term strategy for profitable growth.

Step 2: Communicate

Communication extends to how your business personality is reflected 
anywhere a current or potential customer might see it—online and 
offline. Ensure that your signage, vehicle, clothing or uniform, retail 
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store, website, and social media profiles reflect your business personality 
and provide a positive and consistent customer experience.

An inconsistent business personality conveys a lack of professional-
ism and attention to detail, undermining the company’s credibility and 
trustworthiness. Customers expect a cohesive and polished experience, 
and when inconsistencies arise in messaging or images they see, it raises 
doubts about the company’s reliability and commitment to delivering a 
consistent product or service experience. By failing to establish a strong 
and consistent business personality, your company can become forgetta-
ble and struggle to be noticed when many people offer similar services or 
products.

Moreover, an inconsistent business personality hampers effective 
communication with customers and prospects. Inconsistencies in messag-
ing across different platforms and touchpoints confuse potential custom-
ers, making it challenging to build a meaningful connection. Customers 
seek a consistent, coherent message that matches their needs and values. 
Inconsistent messaging can lead to misunderstandings, misinterpreta-
tions, and a disconnect between the company’s promises and custom-
ers’ perceptions. Without a reliable and genuine business personality, 
customer engagement and repeat business and word-of-mouth suffer, 
holding back the company’s growth and success. Businesses must prior-
itize sameness and invest in maintaining a strong and cohesive business 
personality to build trust, establish a unique identity, and be attractive to 
potential and current profitable customers.

Ways to communicate your business personality improvements to 
customers and employees are as follows.

Customers

Script : “Dear [Customer’s name], we wanted to let you know that we 
have updated our social media profiles to reflect our business per-
sonality. We are now sharing valuable content tailored to your needs 
and interests. We encourage you to follow us on social media for the 
latest updates, promotions, and helpful tips. We value your engage-
ment and look forward to connecting with you.”
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Employees or Stakeholders

Script: “Team, we have recently undergone a marketing activity to 
improve our business personality and better connect with people 
who will most likely value and purchase our products or service. 
Our new messaging, images, and colors represent our values and 
the unique offerings of our business. As our valued team members, 
we thank you for consistently demonstrating our business personal-
ity in all customer interactions and communications. Together, we 
reinforce our uniqueness and build strong customer relationships.”

Step 3: Involve Your Team

You need to involve your team to evaluate the ROI for your marketing 
efforts. Define clear goals and metrics for each marketing and promo-
tional expense to measure its impact on your business.

Table 4.2 is a tool to help you in tracking marketing expenses. It 
breaks down different marketing methods such as social media advertis-
ing, e-mail marketing, local events, and direct mail campaigns. For each 
method, it sets specific goals such as gaining new followers or improving 
customer retention. It also lists metrics, which are the numbers you’ll look 
at to see if you’re reaching your goals. For example, if your goal is to gain 
500 new followers on social media, the metric you’d look at is the number 

Table 4.2 Example template for tracking marketing expenses

Marketing 
Expense Goals Metrics
Social media  
advertising

Increase business personality  
awareness; gain 500 new followers 
within the next quarter

Number of new followers; 
engagement rate

E-mail marketing Improve customer retention; 
achieve a 10% increase in the open 
rate over the next quarter

Open rate; click-through 
rate; unsubscribe rate

Local events Increase local business personality 
visibility; attract 100 attendees to 
sponsored community events

Event attendance; brand 
recognition

direct mail campaign drive customer engagement; 
achieve a 5% response rate

Response rate;  
conversion rate
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of new followers you get. This way, you and your team can clearly see 
what’s working and what needs to be improved.

Together, analyze the results of each expense to see which ones gener-
ate the most ROI—specifically profitable revenue—track leads, sales, and 
other relevant metrics for your business. Thoroughly research the success 
of any marketing or promotion tactic, testimonies, customer success sto-
ries, to ensure it will generate more profitable customers rather than more 
customers who lose your money due to their needs or requirements that 
don’t match your offering.

Step 4: Provide Resources and Training

To support your business personality development and marketing efforts, 
consider investing in professional strategy and design services such as 
consultants or strategists. These services can ensure that your marketing 
materials are of high quality and communicate your business personality 
effectively. Provide your team with the tools to track and analyze ROI, such as  
specific software or training.

Top five priority list of marketing tactics with a high ROI for  
service-based businesses:

Table 4.3 Example of marketing and business personality activities to 
prioritize for high ROI

Business 
Type High ROI Marketing and Business Personality 
Service-based 
businesses

• Consistent use of business personality*
• Content marketing—demonstrate your expertise
• Search engine optimization
• E-mail marketing
• Online review management
• Referral or affiliate programs
•  Social media interaction is where profitable customers spend time 

online (not necessarily where you spend the most time on social 
media)

* Consistent use of business personality includes images, logo image, 
colors, fonts, language, tone of voice, placement, how often you post 
or send anywhere the business is promoted: promotion for signs for the 
company, website, social media, printer flyers, stickers, and product 
packaging
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Table 4.3 outlines the top marketing tactics that offer a high finan-
cial return for service-based businesses. Whether you’re in retail, ser-
vice-based, hospitality, creative, or professional services, there will be a 
priority for your business type. A common thread across all sectors is the 
consistent use of business personality elements such as images, logos, and 
tone of voice in various promotional channels. Beyond that, each business 
type has specific strategies that are more effective for them. For example, 
service-based businesses should focus on demonstrating expertise through 
content marketing. This table serves as a guide to help you learn to prior-
itize your marketing efforts for maximum impact.

Step 5: Refine and Adjust as Necessary

Regularly reevaluate and adjust your marketing expenses based on their 
financial return. Prioritize expenses with a clear and measurable result, 
such as targeted online advertising, search advertising, physical mail or 
e-mail marketing, or social media campaigns. Be cautious of marketing 
and promotional offers that seem too good to be true or pressure you into 
making a quick decision. Stay focused on your business goals and have a 
clear strategy.

Avoid being swayed by persuasive sales pitches, promises of instant 
success, or guilted into sponsoring a local community event, coupon 
book, or team for people who don’t match your most profitable custom-
ers. Suppose you invest in expensive printing or collateral with a low 
return or pay for trade show booths, sponsorship, or speaking engage-
ments not directed at your most profitable customers. In that case, it’s 
time to reconsider or reduce these expenses.

Three Common Red Flag Warning Signs

Limited information, high-pressure sales, and unrealistic promises are 
three common red flags to look out for. For example:

Limited information: Avoid marketing offers that provide little or 
vague information about their services or products. Legitimate mar-
keting tactics should have clear and detailed information readily 
available.
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Unaligned sponsorship or promotion requests: Exercise caution when 
approached with sponsorship requests from local community 
groups that do not align with your business goals. While support-
ing local sports teams or school events may initially appear appeal-
ing, assessing the potential return is crucial. Beware of requests 
primarily focusing on offering discounts or free products or ser-
vices without providing tangible benefits contributing to your 
company’s growth. Prioritizing sponsorships that have the poten-
tial to generate significant exposure or attract profitable customers 
is vital. By thoughtfully evaluating sponsorship opportunities, you 
can avoid guilt and ensure that you use your resources for events 
that benefit your company’s growth. Following is a sample script 
to respond to sponsorship or promotional requests that don’t agree 
with your business goals.

Script: Business owner: “Thank you for contacting us with the spon-
sorship request. We truly appreciate the work that local community 
group or school or organization does to support the community. 
While we understand the importance of these events, we must be 
mindful of how we allocate our resources to ensure the growth of 
our business.”

Requester: “But we are a local organization and supporting us will 
show your commitment to the community!”

Business owner: “Absolutely, supporting the community is important 
to us. However, as a micro business, we have limited resources and 
need to focus on sponsorships that align more closely with our 
profitable customers, so we achieve our business goals. We believe 
in investing in initiatives that directly impact our growth and prof-
itability. Is there any other way we can support your cause that 
meets our business objectives?”

This script allows you to politely decline sponsorship or promotional 
requests that do not align with your business objectives. By emphasizing 
the need to focus resources on initiatives that directly contribute to your 
growth while still expressing support and willingness to explore alterna-
tive ways of involvement, you can maintain positive relationships with 
the community while staying aligned with your business priorities and 
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Table 4.4 serves as a sample template to help prioritize your mar-
keting expenses based on their ROI. It breaks down different marketing 
activities such as social media advertising, e-mail marketing, local events, 
and direct mail campaigns. For each activity, it provides a formula to cal-
culate financial return, which is the gain from the investment minus the 
cost, divided by the cost. By filling in these calculations, you can clearly 
see which marketing activities are most effective for your business. This 
allows you to focus your resources on high-impact activities and discon-
tinue those that aren’t delivering the expected results.

Here’s a simple example to demonstrate how the return calculation 
works for a marketing tactic, using social media advertising as an example:

Example calculation for social media advertising financial return:

Cost of investment: You spent $100 on a Facebook ad campaign.
Gain from investment: You made $500 in sales from the ad.

using limited resources in areas that have a high financial return—such as 
business personality and incremental innovation.

Learn from the activities that aren’t bringing in the people who look 
like your most profitable customers and cancel those who do not provide 
the expected results. To make smarter decisions about where to invest 
your marketing dollars, use the following table to prioritize your expenses 
based on their ROI.

Table 4.4 Sample template for prioritizing expenses with clear ROI

Marketing Expense ROI Calculation ROI (%) Priority
Social media advertising (Gain from investment – 

Cost of investment)/Cost of 
investment

E-mail marketing (Gain from investment – 
Cost of investment)/Cost of 
investment

Local events (Gain from investment – 
Cost of investment)/Cost of 
investment

direct mail campaign (Gain from investment – 
Cost of investment)/Cost of 
investment
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Financial return calculation: Use the formula (Gain from invest-
ment – Cost of investment) divided by cost of investment.
($500 – $100) divided by $100
$400 divided by $100 equals 4

In this example, the return is 4 or 400 percent when turned into a 
percentage. This means you gained $4 for every $1 you spent on the 
campaign.

This simple calculation can help you understand the effectiveness of 
your marketing activities and guide you in making informed decisions.

Step 6: Celebrate Success and Learn From Failure

When your marketing efforts show a clear financial return, celebrate! Cel-
ebrate when you see the high return from targeted social media advertis-
ing, e-mail marketing, in-store promotions, loyalty programs, influencer 
marketing, or content marketing, demonstrating your expertise.

Celebrate Success

Customer testimonials: Post positive customer experiences on your 
website and social media pages. You can request feedback from 
happy customers and showcase their testimonials to celebrate your 
success.

Learn From Failure

Failures that often occur when prioritizing business personality occur 
for five reasons, copying competitors, chasing trends blindly, ignor-
ing customer trends, inconsistent business personality, neglecting 
customer feedback, and neglecting long-term goals.

Copying competitors: Avoid the temptation to copy your compet-
itors’ business personalities. Focus on developing your unique 
business personality that represents your values and is relevant to 
people who will profitably buy your products or services.
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 You achieve success through continuous learning and adjustments. 
Keep refining your business personality and marketing strategy 
based on the return you see, and you’ll be on the path to long-term 
success and growth.

Conclusion

We’ve covered how to keep growing and coming up with new ideas. But 
how do you price and manage expenses to make  more money for your 
business? In the next chapter, “Maximizing Profitability,” we’ll look at 
smart ways to set prices and manage costs to make more money while 
staying true to your business. We’ll also talk about how to measure your 
success and when it might be time to adjust your approach.





CHAPTER 5

Maximizing Profitability

Pricing and Cost Management 
Strategies for Small Businesses

Pricing your services correctly and managing costs effectively is crucial to 
your success. In this chapter, we’ll share insights from real-life experiences 
and research to help you strike the right balance between pricing and cost 
management for maximum profitability.

In Section 5.1, we’ll learn to set clear objectives for your pricing strate-
gies. Understand your customers’ willingness to pay and why they choose 
your business. We’ll help you break down the pricing elements and pri-
oritize the strategies that suit your business, like value-based and pene-
tration pricing. Allocating your resources wisely and monitoring progress 
will be underlying themes here, as well as being flexible with the pricing 
models you adopt. In Section 5.2, we’ll focus on managing your costs 
while keeping the customer experience at its best. We’ll explore how you 
can negotiate with suppliers, reduce overheads, and potentially outsource 
noncore tasks. Section 5.3 will be a real-life example of how a small ser-
vice company implemented the strategies discussed. We’ll see how they 
initiated with clear goals, planned, and prioritized their actions, allocated 
resources effectively, and monitored progress.

In Section 5.4, I’ll tie everything together, helping you evaluate what 
you’ve learned and how to take the next steps.

In addition, this chapter includes four project briefs, Sections 5.5 to 
5.8, to increase your profits with simple cost-cutting techniques, discover 
your customers’ value perception, streamline your businesses outsourcing, 
and negotiate better deals with suppliers.

These project briefs will provide practical tools and resources to 
increase profitability and manage costs more effectively.
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5.1 Smart Pricing: Finding the Sweet Spot  
for Your Services

Welcome to Section 5.1, where we discuss the importance of pricing your 
services right. Understanding how to set prices is a vital aspect of market-
ing and can directly impact your business performance.

One of the critical factors to consider when setting prices is your 
customers’ willingness to pay. Willingness to pay means understanding 
how much your customers will spend on your services and ensuring your 
prices match their expectations. For example, if you offer a high-end ser-
vice, you may be able to charge a premium price, but if you cater to 
budget-conscious customers, you may need to price your services more 
conservatively.

Another essential factor to consider is identifying why people buy 
from your business, precisely the value they receive from your company 
versus your competitor. Knowing why customers choose your business 
can help set your high or low prices if customers understand the value 
your company provides.

Knowing what your competitors are charging is essential to setting 
your prices. Finding out what your competitors are doing helps you know 
how your prices compare and how your business is different. In addition, 
having a unique business personality that you consistently maintain will 
allow your business to charge prices that reflect your value and not push 
you into the spiral of competing on price, lowering it alongside competi-
tors to keep customers while losing margin and profitability.

You can use several pricing strategies to maximize profits: value-based, 
penetration, or dynamic. Value-based pricing means setting your prices 
on the value of your services as perceived by your customers. In contrast, 
penetration pricing involves setting lower prices to gain market share and 
increase demand. Finally, dynamic pricing involves adjusting prices based 
on market demand and other external factors.

Pricing Strategies for Maximizing Profits

1. Value-based pricing
What it is: You set your prices based on what your customers think 
your service or product is worth.
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• In simple terms: If people really like what you do, you can 
charge more.

• Example: If you make handcrafted chairs and people are 
willing to pay extra because they love your unique design, 
that’s value-based pricing.

2. Penetration pricing
What it is: You start by setting your prices low to attract more cus-
tomers. Once you get a good customer base, you can slowly increase 
the price.
• In simple terms: It’s like a “special intro offer” to get people 

in the door.
• Example: Think of a streaming service that offers the first 

month for just $1. Once you’re hooked, the price goes back 
to normal.

3. Dynamic pricing
What it is: Your prices change based on different factors such as time 
of day, season, or how many people are buying.
• In simple terms: Prices go up when demand is high and go 

down when it’s low.
• Example: A café that charges less for coffee during off-peak 

hours and more during busy times.

These strategies can help you earn more money while keeping your 
customers happy. The key is to know your customers and what they’re 
willing to pay. Then, pick the strategy that fits your business best.

Here’s a practical example to illustrate these concepts. A local bakery 
offers speciality cakes for events such as weddings and birthdays. But, 
first, they must consider their customers’ willingness to pay to set prices 
right. Then, they can research what other local bakeries are charging for 
similar services.

To be unique, they focus on why customers choose them. The easiest 
way to find out why customers choose a company is by reading what they 
say in their reviews because, often, customers base their judgment on 
their comparison of your company with others they have used. For this 
example, customers choose them for their unique customized designs. 
Given the perceived value they offer their customers, they can reason-
ably charge a higher price for their services. However, they still need to 
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consider their competitors’ pricing to ensure they are not pricing them-
selves out of the market.

The bakery also monitors the latest trends in cake design and pricing, 
primarily by following competitors’ social media; Instagram is good for 
visual images of designs and checking websites for what other bakers are 
charging. Based on this research, they decided to offer a range of prices, 
from lower-priced options for customers on a budget to higher-end 
options for customers who want a more customized cake design. They 
use value-based pricing to determine these prices, ensuring that their cus-
tomers understand the value they offer.

Here is an example of a pricing strategy for a hair salon:

Hair salon: Focuses on value-based pricing, highlighting special skills 
such as trendy coloring. This lets you charge more for high-skill 
services. Your unique skills set you apart and let you demand higher 
prices. Add-ons can improve the customer’s experience, warranting 
an extra fee.
• Basic cut: $20, just a simple haircut.
• Color treatment: $50, includes coloring your hair.
• Special style: $100, fancy hairdos or special treatments.

Pricing strategies can help you earn more money while keeping your 
customers coming back and recommending you to friends and family. 
The key is to know your customers and what they’re willing to pay. 
Then, pick the strategy that fits your business best. It’s crucial to under-
stand that setting your prices high or low can be an effective approach 
if it aligns with a well-thought-out pricing strategy tailored to your cus-
tomer experience. Simply mimicking your competitors’ pricing, with-
out understanding the “why” behind it, can backfire spectacularly. For 
instance, setting a low price that makes your service appear too cheap 
could deter rather than attract customers. Similarly, raising your prices 
just because everyone else is—without considering if your customer 
experience justifies it—can quickly alienate your customer base. The 
aim is not to match your competitors, but to understand your own 
business well enough to set the optimal price to match your overall 
experience at a profit.
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5.2 Striking the Right Balance: Cost Reduction Versus 
Customer Experience

As a small business owner, managing costs is crucial for success. This sec-
tion focuses on the role of cost reduction in small service businesses and 
offers practical advice for implementing these strategies without reducing 
the customer experience.

Identifying Areas for Cost Reduction

First, pinpoint areas where you can cut costs that won’t negatively impact 
what customers expect from you. For instance, one option is to reduce 
overhead costs by moving to a smaller office, cosharing workspaces, work-
ing from home, or renegotiating your lease. You’re not just saving on rent; 
you’re also likely to cut down on utilities and maintenance.

Supplier Negotiations

Another angle is to negotiate better prices with suppliers. Consider bulk 
orders or seek out more cost-effective but equally reliable providers. 
Savings on material costs can then be reinvested in the business or even 
passed on to the customer in the form of value-added services or loyalty 
programs.

Outsourcing Noncore Tasks

You can also outsource tasks that are not at the heart of your business—
such as accounting or marketing—to specialized service providers. The 
advantage here is twofold: it saves you on in-house staffing costs and 
allows you to focus on your core competencies. However, ensure that the 
outsourced service providers maintain the level of quality you require, as 
any shortfalls will reflect on your financial performance.

The Pitfalls of Cost Reduction

While cutting costs is tempting, it should never come at the expense of 
customer experience. For example, deep discounting because of an overall 
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decline in your business might initially attract a lot of new customers, but 
these are often bargain hunters unlikely to return. Plus, existing clients 
might question the sudden drop in prices and wonder if it means a drop 
in quality.

Cutting corners on essential services or products is another risky move. 
If customers sense a decline in quality or service, they will likely take their 
business elsewhere. Therefore, the potential short-term gains from slash-
ing prices are often not worth the long-term risk of losing loyal customers.

Balancing Act

The key to reducing costs effectively is to maintain the service quality 
your customers expect. When done thoughtfully, you can increase prof-
itability without sacrificing the customer experience. You don’t have to 
choose one over the other; it’s entirely possible to be cost-efficient while 
still delivering value that keeps your customers coming back. The objec-
tive is to be smart about where and how you trim costs. A penny saved 
shouldn’t be a customer lost.

For example, a small web design company could move to a smaller office 
and outsource accounting and marketing tasks. These cost-saving measures 
can help improve profitability while maintaining the customer experience.

The most common cost-cutting measures that reduce the customer 
experience are reduced staffing levels, outdated or insufficient equipment, 
inadequate training and development, inconsistent inventory manage-
ment, neglected store, or office maintenance. For example:

Reduced staffing levels: Cutting back on staff can lead to reduced 
customer service and longer wait times. With fewer employees to 
assist customers, the overall experience may suffer, and customers 
may feel neglected or frustrated.

To make informed decisions on cost-cutting measures without com-
promising the customer experience, use customer feedback. This will help 
you understand what aspects of your service matter most to your custom-
ers. If, for example, fast response times are crucial to your customers, then 
reducing staff may not be the best place to cut costs.
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Before implementing any significant cost-saving measures, consider a 
pilot test to assess the potential impact on customers. This step allows you 
to adjust if needed, ensuring that you’re not jeopardizing the customer 
experience for short-term savings.

Always have a backup plan in place. If you find that a cost- 
cutting measure is negatively impacting the customer experience, you 
need to be prepared to reverse the changes quickly. Remember, it’s easier 
to lose a customer than to gain one, and word of mouth, especially in the 
age of social media, can make or break your business.

While the focus here is on cost reduction, sometimes the key to a bet-
ter customer experience is investment. Whether it’s upgrading technology 
or providing staff with additional training, these investments can not only 
improve customer’s staying and referring your business but can also lead 
to saving money in the long run.

A cost-effective way to keep customers is to create a customer loyalty 
or retention program. While this involves some upfront costs, the long-
term benefits usually outweigh them. Loyalty or retention programs are 
likely to increase customer visits and sharing with friends and family, and 
low additional cost to you. Beware though that a program that focuses on 
discounts will only attract bargain hunters and potentially reduce your 
overall profitability.

Examples of what to include in a program that costs little but provides 
value to customers are thank you messages, birthday recognition, anni-
versary recognition, and first notice of limited stock or appointments. For 
example:

“Thank You” messages: Send customers simple, no-strings-attached 
“thank you” messages, showing gratitude for their choosing your busi-
ness. The message could be as straightforward as, “We’re delighted  
you chose us. Thank you for being our customer.” Reminder: 
Avoid saying “thanks for supporting us” unless you’re a charity, as  
the focus should be on the customer’s choice to engage with your 
business because of the value it provides.

These tactics can significantly improve your customer retention strat-
egy without adding significant costs.
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In conclusion, cost reduction is essential for small service businesses, 
but it must not come at the expense of the customer experience. By 
 carefully introducing cost-reduction strategies, always backed by cus-
tomer feedback and testing, you can achieve a balance that increases 
profitability without reducing the level of service you promise customers. 
While some cost-cutting measures may be necessary, it’s crucial to weigh 
these against the customer experience you’ve promised to deliver. The goal 
should always be to build a business that not only serves your customers 
well but also encourages them to keep coming back and recommending 
your company to other people. With careful planning of cost reduction 
methods, you can achieve long-term success.

5.3 Success in Action: A Small Service Firm’s Journey 
to Master Pricing and Cost Management  

(Holiday Cottages)

This section will present the case study of a small vacation rental com-
pany that recognized the need to adapt to market changes to manage 
costs while effectively setting appealing and profitable prices. We will 
explore their specific steps to create a balanced approach to pricing and 
cost management, their strategies, and their impact on their business per-
formance. I will also provide critical takeaways applicable to other small 
service companies.

Background of the company: The small service company we will 
examine is a holiday rental business operating for 15 years. A 
woman who identified a need for comfortable and affordable 
accommodation for short-term visitors to the Whitby area in 
North England started the company. With years of experience in 
the vacation rental industry, the owner was passionate about pro-
viding a welcoming customer experience and building a business 
she could be proud of.

Recognizing the need for change: After several years in business, the 
owner noticed changes in her local market. New holiday rental 
businesses were emerging, and some of her long-time customers 
were choosing these more recent properties. As a result, she was not  
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getting as many bookings as her competitors and was reducing 
her prices to attract customers, which impacted her profitability. 
Also, some of her properties received negative reviews, prompting 
her to take action to remain appealing and continue growing her 
business.

Adapting to market changes: To respond to the changes in the local 
market, the owner consulted with friends and colleagues and met 
me. We first reviewed one of her properties and the business per-
sonality, identifying areas that could benefit from a balanced cost 
management and pricing approach.

After recognizing the importance of balancing pricing and cost man-
agement with continuous improvement to remain appealing and ensure 
long-term profitability, the business owner took the following steps to 
create a balanced approach.

They used online holiday rental websites to determine the prices peo-
ple would pay for different types of accommodation in Whitby. They 
focused on analyzing higher priced competitors to understand how to 
compete within this pricing strategy.

They identified vital cost drivers, such as council tax, electricity, 
cleaning, sundries, mortgage, maintenance, bedding, crockery, dishes, 
and additional costs needed to adapt to market changes, such as online 
booking, increased payment options, Wi-Fi, and updated décor and fur-
nishings. They determined the minimum price they could charge to cover 
their costs and make a profit.

Based on their market research and cost analysis, the holiday rental 
company made improvements to their service offerings and developed a 
pricing strategy that was appealing and more profitable. They increased 
their pricing for some properties and appealed to a broader range of cus-
tomers, ensuring they met more customer needs while maximizing profits.

The holiday rental company offered more booking and payment 
options, improved the visual appeal by rearranging and minimizing décor, 
took more professional photographs, and created a business personality 
with messaging and pictures that met the emotional needs of prospective 
profitable customers. The changes they made attracted new customers 
without significant investment in property upgrades.
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Results of the approach: The balanced pricing and cost management 
approach positively impacted the company’s business performance. 
They attracted new customers and retained existing ones by imple-
menting an appealing and profitable pricing strategy. They also 
increased their revenue by identifying key customer retention  
drivers, implementing cost-reduction strategies that didn’t com-
promise customer experience, and raising prices to enhance overall 
profitability.

Key takeaways: As a small service company, you, too, can benefit 
from a balanced approach to pricing and cost management. You 
can achieve this by doing research, analyzing costs, making business 
improvements to remain relevant and appealing, and developing a 
pricing strategy that is profitable. In addition, nonmonetary incen-
tives, such as a business personality that meets customers’ emotional 
needs, can be used to attract new clients without incurring signif-
icant expenses. By following this approach, you can improve your 
business performance and profitability.

5.4 Effective Pricing and Cost Management:  
Key Insights and Next Steps

This section provided a comprehensive overview of pricing and cost 
management for small service businesses. We covered the importance 
of correctly pricing services and critical factors, such as understanding 
customer willingness to pay, identifying why customers buy from your 
business, and learning customer preferences. We also discussed pric-
ing strategies such as value-based and penetration pricing to maximize 
profits. Furthermore, we examined practical cost reduction strategies, 
including reducing overhead costs, negotiating with suppliers, and out-
sourcing noncore activities.

The holiday rental case study illustrated a balanced pricing and cost 
management approach, allowing them to manage costs effectively while 
setting appealing and profitable prices. They achieved this by conducting 
market research, identifying why people choose their business, and reg-
ularly monitoring their pricing and cost management strategies against 
market changes. Their tactics included using a value-based pricing model 
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and adding new service delivery methods to increase profitability. As a 
result, they significantly increased profitability while maintaining high 
customer satisfaction.

The key takeaways from this section are that proper pricing and 
efficient cost management are essential for running a successful service 
business. By understanding your customers, identifying why customers 
choose your business, and conducting regular market research, you can set 
appealing prices that attract and retain customers while maximizing prof-
its. Moreover, implementing cost reduction strategies such as outsourcing 
noncore activities can help you lower overhead costs and improve profit-
ability without reducing the customer experience.

To apply these insights, you should start by learning and under-
standing customer needs and willingness to pay. Next, analyze the 
space—virtual (website and social media) and physical (retail store, 
shop, center, and warehouse), that you provide services, pricing, and 
cost structures to identify areas for improvement, such as enhancing 
spaces to remain appealing or attract a broader range of customers, 
outsourcing noncore tasks, or renegotiating supplier contracts. Finally, 
you’ll improve profitability and ensure long-term success by continu-
ously monitoring and adjusting your services, pricing, and cost man-
agement strategies.

5.5 Start: Increase Your Profits With Simple  
Cost-Cutting Techniques

Reducing costs is a critical aspect of increasing profitability for small 
businesses. This project is vital as it introduces practical and simple 
cost-cutting strategies that can significantly improve profits without com-
promising the quality of products, services, or customer experience.

In this brief, we explore cost-cutting strategies across various areas of 
your business with an example for a retail business.

Objectives

The primary objective of this project is to provide you with practical and 
easy-to-implement cost-cutting strategies to enhance profitability.
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Scope

• Identification of cost-cutting strategies
• Application of these strategies across different business sectors
• Exploration of free or low-cost resources to aid in cost reduction
• Consideration of the impact of these strategies on customer 

experience

Deliverables

• A comprehensive guide on cost-cutting strategies for small 
businesses

• A list of free or low-cost resources for each strategy

Timeline

• Weeks 1 to 2: Identification of cost-cutting strategies
• Weeks 3 to 4: Research free or low-cost resources
• Weeks 5 to 6: Selecting which strategies to implement
• Weeks 7 to 8: Implementation of cost-cutting strategies

Resources Required

• Research person for identifying cost-cutting strategies
• Business owner for approving strategies
• Business owner or team member for implementing measures

Risks and Challenges

• Identifying cost-cutting strategies that do not compromise 
promised product or service performance

• Finding reliable and affordable alternate resources or suppliers
• Ensuring the strategies apply to your business sector

Key Stakeholders

• Small business owner
• Business consultants (optional)
• Financial advisers (optional)
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Step 1: Recognize the Need for Cutting Appropriate Costs

Reducing costs is vital to increasing your small business’s profitability, 
and outsourcing tasks that aren’t central to your business can help you 
save money and resources. As a small business owner, finding practical 
approaches to lower expenses is crucial without compromising the quality 
of your products, services, or customer experience. However, it’s vital to 
avoid cost-cutting measures that could negatively impact customer expe-
rience, which include reducing product quality, cutting customer service, 
and eliminating value-added services. For example:

Reducing product quality: While it might be tempting to use cheaper 
materials or processes, this can lead to a decrease in product quality, 
which can disappoint customers and harm your reputation.

Aside from avoiding these pitfalls, there are compelling reasons to 
undertake this cost-reduction project, such as cash flow management, 
resource allocation, competitive advantage, adaptability, customer reten-
tion, and decision making. For example:

Cash flow management: Understanding how to cut costs effectively 
can lead to better cash flow, giving your business greater operational 
freedom and reducing financial stress.

Resource allocation: A focused cost-reduction strategy allows for more 
effective allocation of limited resources, enabling you to invest more 
in areas that can stimulate growth, such as projects in this book and 
personalized plans for growth in the marketing strategy app.

So, doing this cost-cutting project isn’t just about reducing expenses; 
it’s about planning for the long-term benefit of your business. Doing this 
project is not an option but a necessity for improving profitability and 
growth. Knowing what and where to cut costs without damaging the 
customer experience is your first crucial step toward long-term success.

Step 2: Communicate

Effective communication with employees, interested parties, suppliers, 
and customers regarding cost-cutting measures is crucial. Crucial because 
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misunderstandings or lack of information can lead to confusion, reduced 
morale, and even loss of valuable relationships. Clear, transparent con-
versations ensure everyone has the same information, minimizes negative 
impacts, and creates a sense of teamwork and respect.

Employees: Explain the reasons for the cost-cutting measures and 
how they will help the company’s financial health and sustainabil-
ity. Assure them that their welfare is a priority. Sample script: “We 
are implementing cost-cutting measures to ensure our company’s 
financial health. We value your contributions and will do our best 
to minimize any impact on your roles.”

Follow-up: Check in a week later to see how everyone is adjusting.
Interested parties: Keep them informed about the changes and their 

reasons. 
Sample script: “We are taking steps to improve our financial health, 

which includes some cost-cutting measures. We believe these 
changes will make our business thrive in the long run.”

Follow-up: Send a monthly update summarizing the impact of the 
changes.

Suppliers: Negotiate terms and ask for their understanding. 
Sample script: “Due to some financial adjustments, we are considering 

cost-cutting measures. We value our relationship and would like to 
discuss how we can continue our partnership in a mutually benefi-
cial way.”

Follow-up: Share quarterly reports to update them on any changes that 
may affect them.

Customers: Assure customers that you won’t compromise the qual-
ity of products or services. Sample script: “We are implementing 
changes to improve efficiency. Rest assured, the quality of our prod-
ucts/services will remain our top priority.”

Follow-up: Conduct a short survey after a month to assess customer 
satisfaction.

Share feedback: Here’s how to provide your thoughts:
Employees: Drop suggestions or questions into a box in the break 

room or send them through our usual channels.
Interested parties: We’ll set up a specific e-mail for your questions or 

suggestions.
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Suppliers: We will designate a point person to handle your concerns 
and they will reach out soon.

Customers: We’ll add a section on our website for your comments and 
questions about these changes.

Talking clearly with everyone involved is essential when you’re cut-
ting costs. Let your team, suppliers, and customers know what’s hap-
pening and why. This helps avoid confusion and feelings of disrespect. 
It’s also good to check in from time to time and ask what they think. 
This way, you can make changes if needed and keep things running 
smoothly.

Step 3: Involve Your Team

When outsourcing tasks, research providers carefully. Ask for recommen-
dations from other business owners to find a proven reliable partner that 
delivers quality work or services. Ask your team for ideas: Your employ-
ees know their jobs well. Ask for their input on how to save money or 
improve processes.

When implementing new technology, train yourself and your employ-
ees properly to make the most of new tools. Check the work: Have some-
one review new purchases or outsourced work.

When looking for a reliable supplier, consider the following:

1. Quality assurance: The supplier should have a strong track record for 
quality and consistency.

2. Timely delivery: They should be able to deliver goods on time, as 
delays can disrupt your operations.

3. Good communication: They should be easy to contact and quick to 
reply.

4. Compatibility: Make sure you can work well together.

Red flags to Avoid

1. Poor reviews or references: Negative feedback from other custom-
ers is a significant warning sign. Watch for warning signs: Negative 
reviews or not being open should make you reconsider.
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2. Lack of transparency: If the supplier is not open about their pro-
cesses or business practices, this could indicate potential issues. Have 
an exit strategy: Discuss how you can end the partnership if needed.

3. Inconsistent pricing: If the supplier’s pricing is conflicting or unclear, 
it could lead to unexpected costs. If their prices keep changing, be 
cautious.

Safety first: Before fully committing, start with a smaller project to 
evaluate their performance.

Backup supplier: Keep contact information for an alternate supplier.
Regular check-ins: Keep an eye on how the supplier is performing.

Involving your team is more than just a good idea; it’s essential for 
getting the most out of your cost-saving strategies. From seeking team 
input to smartly picking suppliers, each step you take should be a team 
effort. Be careful, be open, and always have a plan B. Keep an eye on 
how things are going and be ready to make changes if you need to. 
This way, you’re not just saving money—you’re also building a stronger 
business.

Step 4: Provide Resources and Training

Making smart choices in resources and training will help you achieve 
both efficiency and effectiveness in your business operations. This step 
goes beyond just cutting costs; it’s about investing wisely in tools and edu-
cation that can dramatically improve how your business performs over 
time. In the following, we look at strategies tailored for different types of 
businesses, showing you how to use free or low-cost resources effectively. 
Whether it’s using online platforms for retail sales or managing inventory, 
knowing where to put your time and money can make all the difference.

Use free or low-cost resources such as freelancer marketplaces or 
online project management tools to simplify the outsourcing process and 
improve efficiency. To prioritize cost reductions, consider areas where you 
can cut costs without negatively impacting your customer experience. 
Start with the expenses significantly affecting your expense statement and 
work down the list.
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Here are the top 10 items or expenses that typically don’t impact the 
customer experience and can be cut or reduced or outsourced:

1. Office space
2. Office supplies
3. Utilities
4. Nonessential travel
5. Advertising in low-financial return channels
6. Unproductive staff
7. Unused software subscriptions
8. Expensive professional services
9. Overstocked inventory

10. Nonessential training or events

Following is a potential strategy for a retail business.

Retail Business

Strategy 1: Sell products online using platforms such as Amazon or 
Etsy to avoid the costs of owning or renting a physical store. Free or 
low-cost resources such as Shopify, Wix, or square offer easy-to-use 
online store platforms with various pricing plans.

Strategy 2: Use a just-in-time inventory system to reduce storage costs 
and the need to store large amounts of inventory. Google Sheets is a 
free tool for tracking inventory levels and orders.

Strategy 3: Use a third-party logistics provider to manage shipping 
and warehousing. Check at least three to see which offers the pric-
ing plans that meet your needs.

By following a cost-reduction strategy, you can improve your profits, 
save money on hiring and training staff, buy equipment, and maintain 
office space, all while maintaining a positive customer experience.

Step 5: Refine and Adjust as Necessary

Running a business is not a set-it-and-forget-it operation, especially 
when you’re aiming to be smart about costs. You’ve involved your team, 
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communicated openly, and chosen good tools and training. Now, it’s time 
to keep an eye on how these choices are affecting both your profit and 
your day-to-day operations.

Keep talking to your team members, suppliers, and customers. Are 
your cost-cutting measures working as planned, without harming service 
quality or customer experience? If something’s not working, don’t hesitate 
to make changes. For example, if a new supplier isn’t living up to their 
promises, it may be time to renegotiate or look elsewhere. Or if customers 
are complaining about a new change, it might be worth revisiting your 
approach.

It’s also important to look back at your own notes or meeting records 
to see what you originally planned. Sometimes the busy-ness of running 
a business can make us forget why we made certain decisions in the first 
place.

Lastly, carefully review your spending every couple of weeks. Sit down 
and go over your budget. Does everything match your goals? Are there 
new opportunities for smart spending or further cuts that won’t hurt your 
business?

Don’t be too hard on yourself if you need to make changes. Every 
change is a learning opportunity that brings you closer to running a 
smarter, more efficient business. Keep refining and adjusting as needed.

Step 6: Celebrate Success and Learn From Failure

Cost-reduction strategies can help you reduce expenses while increas-
ing profitability, all without compromising the quality of your customer 
experience, products, or services. Prioritizing your cost-cutting and out-
sourcing tasks that aren’t your core business frees up your time to focus 
on growth.

Celebrating Success

It’s crucial to recognize and celebrate your wins. This could be as simple 
as a mention in a team meeting, or more substantial like a small bonus or 
pay rise for everyone. If your cost-cutting led to substantial savings, share 
this good news with your team. For example, if the new shipping strategy 
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saved the company $2,000 this month, consider distributing a portion of 
that as a one-time bonus. This not only rewards the team but also rein-
forces the importance of cost-saving measures.

Learning From Mistakes

However, not all cost-cutting measures will be successful, and that’s okay. 
Common pitfalls to look out for include lowered product quality, sagging 
employee morale, and losing customers. For example, if your decision to 
switch to a cheaper supplier resulted in delays and customer complaints, 
acknowledge the mistake, and consider switching back or finding an alter-
native. Make sure your team is well-supported and informed throughout 
these adjustments to minimize negative impacts.

By celebrating your wins and learning from any setbacks, you keep 
the team motivated and focused, smoothing the way for future success.

5.6 Plan: Discover Your Customers’ Value Perception 
Through Easy Market Research

This project is crucial as it aims to help you understand your customers’ 
preferences and willingness to pay for your products or services. By imple-
menting the steps outlined in this project, you can make informed pricing 
decisions, leading to increased profitability and success.

In this brief, we explore the process of conducting simple market 
research to understand customer value perception and how to apply the 
insights gained to improve business operations and profitability.

Objectives

The primary objective of this project is to guide you in conducting effec-
tive market research to understand your customers’ value perception and 
apply the insights to make informed pricing and service decisions.

Scope

• Choosing a method to collect customer feedback
• Creating an effective survey or questionnaire
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• Sharing the study with customers
• Analyzing the information gathered
• Applying the insights to improve business operations

Deliverables

• A comprehensive guide on conducting market research
• A template for creating effective surveys
• Strategies for sharing surveys and encouraging customer 

participation
• Techniques for analyzing customer feedback
• Recommendations for applying the insights gained

Timeline

• Weeks 1 to 2: Choosing a method to collect customer 
feedback

• Weeks 3 to 4: Creating and testing the survey
• Weeks 5 to 6: Sharing the survey with customers
• Weeks 7 to 8: Analyzing the information gathered
• Weeks 9 to 10: Applying the insights to improve business 

operations

Resources Required

• Market research tools (e.g., Google Forms, SurveyMonkey)
• Social media platforms for sharing surveys
• Incentives to encourage customer participation
• Time and a person to analyze the feedback and apply the 

insights

Risks and Challenges

• Customers participating in your survey
• Misinterpretation of customer feedback
• Resistance to change within the business
• Time and resource constraints
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Key Stakeholders

• Business owner
• Marketing person (optional—internal or external)
• Sales team (optional—internal or contract)
• Customer service team (optional—internal or contract)
• Customers

Step 1: Recognize the Need for Knowing Customer Preferences

Understanding your customers’ preferences and willingness to pay for 
your products or services is the key to a successful business. Knowing 
what your customers truly value gives you a competitive edge, enabling 
you to tailor your products and service more effectively. This gives you an 
advantage because you know what your customers want better than your 
competitors do. It’s not just about offering a product or service; it’s about 
providing the right ones that match your customer’s needs and want, at 
the right price. This understanding is not stationary but changes with 
time, market trends, and customer expectations. Therefore, recognizing 
the need for this project is the first step toward matching your business 
offerings with your customers’ value perception, which is crucial for mak-
ing informed pricing decisions.

For instance, if you run a restaurant and discover through your 
research that your customers highly value smaller portions, you might 
decide to design smaller or shared portion menu options and reflect this 
in your pricing.

In your case, understanding your customers’ preferences allows you 
to make better pricing decisions, leading to increased profitability and a 
more successful business.

Step 2: Communicate

It’s essential to communicate the importance of this project to your team, 
as the team’s active participation will significantly contribute to its suc-
cess. When everyone on the team understands why this project is import-
ant, they’ll put in more effort. Plus, your team members are the ones who 
talk to customers and handle the products and services, so their input can 
make a real difference. If the team isn’t part of the project to understand 
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customer preferences, they might not want to make the changes the 
research suggests. This can lead to problems with the new ideas or even 
people not wanting to try them, which goes against the goal of getting 
ahead of the competition.

Explain to your team the process of collecting customer feedback and 
how this information will help the business make informed decisions. 
Make them understand that their role in this process is operational and 
strategic, as the insights gained from the feedback will shape the business’s 
future direction.

For instance, you could tell your team,

We’re starting on a project to understand better our customers’ pref-
erences and willingness to pay for our [products and or services]. 
We’ll collect feedback through online surveys, social media polls, and 
direct conversations. Your role in this is crucial, as the information 
we gather will help us make better decisions about our pricing and 
offerings. Please participate and share any insights you may have.

Similarly, it’s essential to communicate with your customers about 
this project. Let customers know that their feedback is valuable, and you 
will consider it when improving products or services. Communicating 
with customers makes them feel valued and more likely to participate in 
your surveys or feedback sessions.

For example, you could tell your customers, “Hello! Would you like 
better products and services from us? We have upcoming surveys. Your 
answers will help us improve what you get from us. Will you join?” When 
the survey is ready, send something like this: “Hello, you can now let us 
know what products or services you’d like. By taking a minute to answer, 
you’re helping us improve what you receive from us. This means better 
products and services for you. Thank you!”

Talking clearly with your team and customers is very important for 
this project. Your team needs to know that their role is important for mak-
ing better business choices. Customers should know that their answers in 
the survey will help us give them better products and services. Good com-
munication helps everyone understand what you are doing and why it 
matters. This makes the project work better and helps your business grow.
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Step 3: Involve Your Team

Involving your team, even if it’s a small one or consists of contractors, 
in creating a survey or questionnaire is a strategic move that can offer 
multiple benefits. Those who interact directly with customers, whether 
part-time employees, contractors, or even family members helping, 
often have valuable insights into customer preferences and behavior. 
They can contribute meaningful questions to the survey, enhancing its 
effectiveness.

For example, someone who handles sales or customer interactions 
might suggest questions about the purchasing process or customer service 
experience. Suppose you have a contractor who helps with product devel-
opment or service delivery. In that case, they might propose questions 
about the product features or aspects of the service that customers value 
the most.

Involving your team in the process also promotes a sense of ownership 
and inclusion. When team members participate in creating the survey, 
they are more likely to understand and support the changes that result 
from customer feedback. They will see first-hand how customer insights 
can lead to improvements in the business, making them more likely to 
implement these changes.

Moreover, testing the survey with a few customers before sharing it 
with others is a good practice. Your team members can help identify any 
confusing questions or technical issues. They can also help interpret the 
feedback from these initial responses, which can be used to refine the 
survey before it is distributed more widely.

In essence, involving your team in this step not only improves the 
quality of your survey but also creates an attitude of making customer- 
based decisions within your business, where everyone understands the 
relevance of customer feedback and is committed to improving the  
company with it.

Step 4: Provide Resources and Training

In this crucial step, we will discuss the practical aspects of conducting 
market research, from choosing a method to collect customer feedback to 
understanding the information gathered. I’ll provide a detailed example, 
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illustrating how to create, distribute, and analyze surveys and apply the 
insights gained to improve business operations.

Choose a method to collect customer feedback.
Provide resources such as market research tools and training on using 

them effectively. Depending on your business type, you might 
choose online surveys using free tools such as Google Forms or 
SurveyMonkey, social media polls on Facebook, Twitter, Instagram, 
WhatsApp, Signal, or other messaging apps with customers, or 
in-person conversations or phone calls.

Create a simple survey or questionnaire.
Keep it short and use simple language that your profitable customers 

will understand. Use existing templates and questions from survey 
tools to avoid confusing questions. Include open-ended questions 
or ones that provide a box for customers to type comments to 
understand why customers have their opinion, so you have help-
ful information to improve. Test your survey with a few customers 
before sharing it with others.

Share your survey with customers.
Sharing could be through e-mail, social media, or in-person interactions. 

Offer incentives, like a gift with purchase, to encourage customers to 
participate. For example, a restaurant business could create a social media 
poll asking: “On a scale of 1 to 5, how likely are you to recommend our 
value money menu items?” Or “Do you prefer smaller or larger portion 
sizes?” and share the poll on their social media accounts.

Analyze the information you gather.
Pay attention to repeating trends in your customers’ answers. Their 

preferences will help you learn what your customers like and how 
much they will pay for your products or services. Look for ideas that 
come up several times in the responses you collect. For instance, if 
at least five people mention they love your unique flavors, it could 
mean your special recipes are a strong selling point. If more than half 
of the respondents say they’d pay extra for a faster delivery option, 
it might be worth offering express shipping for an additional fee.  
If several customers mention that they appreciate your friendly  
customer service, it’s a good sign that you should continue prioritiz-
ing excellent communication with your clients.
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Here is an example of how you could apply these steps to a restaurant 
business:

Restaurant business: Create a social media poll asking: “On a scale of 
1 to 5, how likely are you to recommend our [value money menu 
items]? Or “Do you prefer [smaller portions] or [larger portions]?” 
Put in what you are asking inside the brackets [x]. Share the poll on 
your social media pages and use the insights to adjust menu pricing 
or portion sizes.

Step 5: Refine and Adjust as Necessary

Refine and adjust your business operations based on the feedback received. 
Refining could involve adjusting your prices, improving your services, or 
changing your product offerings to meet your customers’ needs. Refining 
and adjusting your business operations based on feedback is a continuous 
process. It’s important to stay attentive to signs that further refinement or 
adjustment is needed. Five signs to look out for include decreased sales, 
negative customer feedback, increased customer complaints, declining 
repeat business, and low survey response rates. For example:

Decreased sales: If you notice a decrease in sales after adjusting your 
prices, it might indicate that customers do not perceive the value 
of your product or service to be equivalent to the new price. In 
this case, you may need to refine your pricing strategy, perhaps by 
offering tiered pricing, bundles, or long-term contracts.

Remember, the goal of refining and adjusting based on feedback is 
to meet your customers’ needs better and improve your business’s profit-
ability. It’s a process of continuous improvement, so stay open, willing to 
make changes as necessary.

Step 6: Celebrate Success and Learn From Failure

Celebrate the success of understanding your customers’ value perception 
and making informed business decisions.

Celebrating success is an essential part of any project. It increases 
morale and reinforces the value of the work done. One way to celebrate 
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the success of this project is by sharing the positive changes that resulted 
from it with your team. Sharing could be in the form of a meeting where 
you discuss the improvements made, the increase in customer happiness, 
or the rise in sales or profitability. Another way to celebrate is by acknowl-
edging the efforts of everyone involved. Acknowledgment could be a sim-
ple thank you note, a small celebration, or even a reward for those who 
played vital roles in the project.

However, not all aspects of the project may go as planned, and it’s 
equally important to learn from these failures or challenges. Three com-
mon failures in projects like this to look out for include low response 
rates, inconsistent or inconclusive data, no improvement in business met-
rics. For example:

Low response rate: If you’re not getting enough responses to your sur-
veys or feedback requests to make decisions with, it could be a sign 
that customers are not engaged, the survey method is not practical, 
or customers don’t know how to respond. To fix this, you could try 
different ways of distribution, offer incentives for participation, or 
make the survey shorter and easier to complete.

Remember, both successes and failures provide valuable learning 
opportunities. When you celebrate success and learn from failures, you 
will continuously improve your market research efforts and make more 
informed decisions for your business.

5.7 Do: Streamline Your Business by Outsourcing 
Nonessential Tasks

This project is paramount as it seeks to explore the benefits and strategies 
for outsourcing noncore activities to specialized service providers. By del-
egating tasks that don’t directly impact your core competencies, you can 
focus on your primary business objectives, leading to increased efficiency, 
productivity, and cost savings.

In this brief, we explore the process of identifying, prioritizing, and 
outsourcing noncore activities in a way that does not compromise the 
customer experience.
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Objectives

To guide small businesses in identifying, prioritizing, and outsourcing 
noncore activities to specialized service providers without compromising 
the customer experience.

Scope

• Identification of noncore activities
• Prioritization of noncore activities for outsourcing
• Selection of suitable outsourcing suppliers
• Effective communication with potential suppliers
• Negotiation of terms and conditions with suppliers

Deliverables

• A comprehensive list of noncore activities ideal for outsourcing
• A prioritized list of actions to outsource based on business 

performance and profitability
• A list of potential outsourcing suppliers
• A guide on how to communicate effectively with suppliers
• A template for negotiating terms and conditions with suppliers

Timeline

• Weeks 1 to 2: Identification and prioritization of noncore activities
• Weeks 3 to 4: Research and selection of potential outsourcing 

suppliers
• Weeks 5 to 6: Communication and negotiation with selected 

suppliers
• Weeks 7 to 8: Finalization of agreements and initiation of 

outsourcing

Resources Required

• Dedicated team for project implementation
• Access to online directories and industry associations for 

supplier research
• Legal advice for contract negotiation and finalization
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Risks and Challenges

• Identifying the right tasks to outsource
• Finding reliable and cost-effective suppliers
• Ensuring clear and effective communication with suppliers
• Negotiating favorable terms and conditions

Key Stakeholders

• Business owners
• Project implementation team
• Potential outsourcing suppliers
• Legal advisers

Step 1: Recognize the Need for Outsourcing Noncore Activities

You might be wondering if outsourcing is a common practice among busi-
nesses. The answer is a resounding yes. A survey conducted by Deloitte 
reveals that approximately 60 percent of companies have adopted outsourc-
ing as a strategy to manage noncore activities. Research indicates that out-
sourcing is a trend and a strategic decision made by over half of businesses.

Moreover, outsourcing isn’t just common; it’s also highly beneficial. A 
study by Accenture found that a staggering 89 percent of businesses that 
have outsourced noncore activities are satisfied with their decision. These 
businesses have seen not only a clear, positive impact on their operations 
but also their profit.

Outsourcing information technology (IT) services is one of the key 
areas where businesses have seen substantial benefits. According to a report 
by PwC, companies that have outsourced their IT services have experi-
enced an average cost savings of around 14 percent. Over 10 percent is a 
significant saving, especially for businesses where every dollar counts.

These statistics underscore the potential benefits of outsourcing non-
core activities. As a business owner, recognizing the need for this project 
could be your first step toward achieving cost savings, increasing satisfac-
tion, and making a positive impact on your business.
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Step 2: Communicate

Once you’ve recognized the need for outsourcing, the next crucial step 
is to communicate this decision effectively. Communicate with your 
employees, family members involved in the business, customers, and 
other interested parties. Clear and transparent communication is vital in 
ensuring that everyone understands the reasons behind the decision and 
the benefits it will bring to the business.

Communicating With Employees

Your employees may feel anxious or uncertain about the decision to  
outsource. It’s important to reassure them about their roles and  
explain how outsourcing can help the business grow and become more 
efficient.

Sample Script

We want to share some important news about an important deci-
sion to outsource some of our noncore activities. We decided to 
become more efficient so we can focus more on what we do best. 
We want to reassure you that this decision is not about replacing 
you but enhancing our capabilities and attractiveness.

Communicating With Family Members

If you have family members involved in your business, they may have 
emotional as well as financial investments in the business. It’s essential to 
explain the reasons behind the decision and show how it will benefit the 
company in the long run. Include statistics and revenue projections to 
make the benefits of your decision compelling and factual. If available, 
seek an expert’s verification of your statistics to support any stubborn 
family members opposed to change. Provide a clear summary of what it 
means, specifically benefits, for the family members involved to reduce 
potential pushback on change.
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Sample Script

We’ve decided to outsource some noncore activities. After careful 
consideration, we decided to focus more on our core competen-
cies. We believe this will help us grow by [xx] percent, or $[xx] in 
[period] revenue and become more profitable within [x] period.

Communicating With Customers

Your customers may have concerns about how outsourcing might alter 
your products or service quality. Ensuring customers know your decision, 
aims to enhance the quality and efficiency of your services.

Sample Script

We’re making some changes to improve our services. We’ve 
decided to outsource some of our noncore activities, allowing us 
to focus more on providing you with the most appropriate prod-
ucts or services. We’re confident that this decision will help your 
experience as a customer.

Communicating With Other Interested Parties

Other interested parties, such as investors or partners, will be interested 
in the strategic implications of outsourcing. Be prepared to explain how 
outsourcing will improve efficiency, reduce costs, and enhance focus on 
core competencies.

Sample Script

We’ve decided to outsource some noncore activities. This decision 
will allow us to focus more on our core competencies, improve 
profitability by [x percent], and reduce costs by [x percent]. We 
believe this will enhance our appeal and drive our growth in the 
long term.
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Remember, clear and effective communication is critical when  
implementing changes in your business. By addressing any concerns 
and highlighting the benefits, you can ensure a smooth transition to 
outsourcing.

Step 3: Involve Your Team

Talk with your team to identify your noncore activities. Make a list of all 
the tasks that are not related to your core business activities and consider 
outsourcing them. These may include administrative tasks, marketing, 
accounting, customer experience, and IT support. Next, determine which 
activities a third-party provider can do more efficiently and cost-effec-
tively. Once you have identified the noncore activities to outsource with 
your team, you need to find and select your outsourcing suppliers.

Here are some tips to share with your team for communicating effec-
tively what can be outsourced and securing suitable suppliers:

Involving your team in identifying noncore tasks to outsource is a 
strategic move that can free up time and resources for everyone. Team 
members often have a ground-level view of daily operations and can pin-
point tasks that are necessary but not necessarily the best use of in-house 
talent. Open, transparent communication is key here. You can hold a 
team meeting or a brainstorming session to discuss this openly.

Sample Script

Hey team, as we grow, we want to make sure we’re all focusing 
on what we do best. I’d love to hear your thoughts on tasks that 
are important but don’t necessarily need to be done by us. Don’t 
worry, this isn’t about cutting jobs; it’s about making our work-
flow more efficient so we can achieve more.

By taking this approach, you not only gain valuable insights but also 
make your team feel valued and included. This can lead to increased par-
ticipation, without causing undue stress among your team members.
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Research and compare different suppliers: Use online directories, refer-
rals from other businesses, or industry associations to find potential 
outsourcing suppliers. Compare their services, reputation, and pric-
ing to find the best fit for your business.

Communicate your needs clearly: When approaching potential sup-
pliers, be clear about your requirements and expectations. Provide 
a detailed description of the tasks you want to outsource, the time-
line, and other relevant information.

Ask for references: Ask potential suppliers for previous client references 
to confirm their experience and reliability. Contact these references 
and ask about their experience working with the supplier.

Negotiate the terms: After choosing a supplier, negotiate the terms of the 
agreement, including details of work, pricing, and timeline. Ensure that 
you get everything in writing, including a service level agreement (SLA).

Step 4: Provide Resources and Training

Prioritize the noncore activities based on their impact on your business 
performance and profitability. For example, you may want to prioritize 
outsourcing accounting and bookkeeping to a specialized service provider 
since these activities can be time-consuming and require technical knowl-
edge. On the other hand, keep customer experience in-house since it can 
help you build better customer relationships.

Once you have identified the noncore activities to outsource, you 
need to find and select your outsourcing suppliers. When approaching 
suppliers, have clear expectations and communicate effectively to ensure 
they understand your needs and goals. Build a solid supplier relationship 
for a smooth and successful outsourcing experience.

Here is an example of how to approach an accounting and bookkeep-
ing supplier:

Accounting and bookkeeping approach: Contact an accounting and 
bookkeeping service provider specializing in small businesses. 
What to say:

Hi, I’m a small business owner, and I’m looking to outsource my 
accounting and bookkeeping tasks. I need help managing my 
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financial records, preparing tax returns, and ensuring compliance  
with regulations. Can you provide these services, and what is your 
pricing?

Outsourcing noncore activities can be an excellent way for you to save 
time and money and improve your business performance. By identifying 
which activities are noncore, prioritizing them, and finding suitable sup-
pliers to outsource to, you can free up your time, people, and funds to 
focus on your business’s core functions to increase profits and deliver the 
promised customer experience.

Step 5: Refine and Adjust as Necessary

Outsourcing noncore activities is an excellent way to save time  
and money and improve your business performance. However, it’s 
important to remember that outsourcing relationships may need to be 
refined and adjusted over time to ensure they continue to meet your busi-
ness needs.

You might need to refine and adjust based on the quality of the work, 
communication, and cost effectiveness. For example:

Quality of work: One of the key things to monitor in an outsourc-
ing relationship is the quality of work delivered. If you notice a  
decline in quality or the work is not meeting your expecta-
tions, it may be time to refine the relationship. Refining could  
involve providing more detailed instructions, adjusting the scope 
of work, or even reconsidering the supplier if the quality does not 
improve.

What to look for: Regularly review the work delivered. Look for 
errors, delays, or signs that the work is not up to your standards. 
Pay attention to customer feedback and whether it has changed for 
the better or worse after the change.

Remember, the goal of outsourcing is to help your business  
become more efficient and effective. Regularly reviewing and adjusting 
your outsourcing relationships can ensure that they continue to support  
this goal.
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Step 6: Celebrate Success and Learn From Failure

Celebrate each successful step in outsourcing, whether through a virtual 
appreciation event, sharing your success story, or creating a reward pro-
gram for your team. For example:

Virtual appreciation event: Organize a virtual meeting or party with 
your team and the outsourced supplier to celebrate the project’s 
success. Hold a virtual event using video conferencing tools such 
as Zoom or Google Meet. During the event, you can highlight 
the project’s achievements, share positive feedback, and express 
gratitude to everyone involved. Gratitude celebrates success and 
strengthens the relationship with your supplier.

Learn from common failures such as poor communication, lack of 
quality control, and not defining clear goals and expectations from the 
start. For example:

Poor communication: One of the most common failures in outsourc-
ing projects is poor communication. A lack of good communication 
can cause misunderstandings, delays, and poor-quality or incorrect 
work. Establish clear communication channels and regular check-
ins with your outsourced supplier to avoid this. Make sure both 
parties clearly understand all expectations and requirements.

Outsourcing can be intimidating, but it can be a seamless and positive 
experience for your business with the proper steps, tips, and tools.

5.8 Finish: Strengthen Your Bottom Line by 
Negotiating Better Deals With Suppliers

Renegotiating supplier contracts is vital for the success of small businesses. 
It allows for better pricing and terms, improving profitability and long-
term growth. This project gives you the necessary knowledge and skills 
to effectively renegotiate supplier contracts, so you secure more favorable 
agreements and increase your profitability.
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In this brief, we explore the step-by-step process of renegotiating sup-
plier contracts using clear communication, thorough preparation, and 
collaborative negotiation strategies. By following these steps, you can 
maximize your chances of securing better pricing and terms from your 
suppliers.

Objectives

• Equip you with the knowledge and skills to renegotiate 
supplier contracts effectively

• Help you secure better pricing and terms, leading to enhanced 
profitability

• Create respectful relationships with suppliers for long-term 
success

Scope

• Focuses on renegotiating existing supplier contracts rather 
than establishing new ones

• Guides reviewing current contracts, preparing for 
negotiations, and effectively communicating desired changes

• Emphasizes the importance of compromise and maintaining 
positive relationships with suppliers

Deliverables

• Understanding the critical areas, you can negotiate in supplier 
contracts

• Strategies for effective communication during negotiations
• Tips on preparing for negotiations, including researching 

industry and competition
• Examples of clear and concise articulation of desired changes
• Guidance on being open to compromise and finding mutually 

beneficial solutions
• Insights on avoiding unreasonable demands that may harm 

supplier relationships
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Timeline

• The duration of the renegotiation process will depend on 
individual circumstances and complexities

• Allocate sufficient time for reviewing contracts, preparing for 
negotiations, and engaging in constructive discussions with 
suppliers

Resources Required

• Access to current supplier contracts and associated 
documentation

• Research materials, such as industry reports, trade 
publications, and online resources

• Time for reviewing contracts, conducting research, and 
scheduling meetings with suppliers

• Effective communication channels such as e-mail, phone, or 
online video calls to engage with suppliers

Risks and Challenges

• Suppliers may be unwilling to negotiate certain aspects of the 
contract

• Limited resources and team members may pose challenges in 
conducting research and negotiations

• Unreasonable demands or strained relationships

Key Stakeholders

• Small business owner(s) or managers
• Supplier representatives
• Team members or contractors
• Customers

Step 1: Recognize the Need for Renegotiating Contracts

Renegotiating supplier contracts is essential for small businesses’ suc-
cess as it allows for better pricing and terms. Recognizing the need 
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to review and improve supplier agreements periodically can enhance 
your profitability and ensure long-term growth. This project will equip 
you with the knowledge and skills to renegotiate supplier contracts 
successfully.

Supplier landscapes are ever-changing, influenced by market trends, 
competition, and economic conditions. Sticking with the same supplier 
for an extended period without renegotiating can result in missed oppor-
tunities for better terms or pricing. Suppliers may offer new clients attrac-
tive deals that aren’t extended to existing customers. Therefore, it’s crucial 
to keep an eye on the market and be open to renegotiating contracts to 
ensure you’re not overspending.

Prices are not static; they fluctuate due to various factors such as 
demand, supply chain disruptions, or inflation. Regularly reviewing mar-
ket prices for the goods or services you’re sourcing can provide you with 
the weight needed during renegotiations. Tools such as price comparison 
platforms or industry reports can be invaluable in this regard. Make sure 
you’re not just settling for what you’re currently paying when you could 
be getting a better deal.

Beyond pricing, there are other elements in a supplier contract that 
may need revisiting, such as delivery timelines, payment terms, or qual-
ity standards. Periodic renegotiation is not just about cost-saving; it’s 
also about improving every aspect of your supplier relationship. This 
proactive approach ensures that the contract matches your business 
goals and adapts to any changes in your operational needs or market 
conditions.

By doing this project, you can create a more cost-effective, efficient, 
and adaptive operation, better positioning your business for long-term 
growth.

Step 2: Communicate

Effective communication plays a crucial role in the renegotiation of sup-
plier contracts. Clearly stating your desired changes in pricing or terms 
during negotiations is essential. Expressing gratitude for the supplier’s ser-
vices and maintaining a positive tone throughout the negotiation process 
is necessary. Communicate your reasons for renegotiating and the changes 
you want, ensuring the supplier understands your business’s needs.
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Schedule a meeting with your supplier. Contact your supplier to 
schedule an appointment to discuss renegotiating your contract. Again, 
be honest about your reasons for renegotiating and the changes you want.

Tip: Always start the conversation positively, expressing gratitude for 
the supplier’s services and your relationship.

Clearly articulate what you want. During the meeting, clearly say 
what you want, including specific pricing or term changes. Then, explain 
why these changes are essential for your business.

Here is an example of how to clearly state what you want and explain 
why the changes are essential for your business during a meeting to rene-
gotiate a service supplier contract:

Service contract renegotiation: “We’re happy with your service and 
want to reduce overhead costs. We want to discuss renegotiating 
our contract to reflect more favorable terms, such as a longer pay-
ment schedule or reduced fees. Is this something you’d be willing to 
consider?” or “We’re looking to reduce our overhead costs, and we 
believe that we can achieve this by renegotiating the terms of our 
contract. Specifically, we would like to see a reduction in the fees 
charged for your services. We believe this is important for our busi-
ness as it will help us improve our profitability and invest in other 
areas of our business. By reducing our overhead costs, we’ll be able 
to allocate more resources toward our marketing and sales efforts, 
which will ultimately help us to grow our business.”

In this example, the business owner clearly states what they want, 
including specific pricing or term changes, and explains why these changes 
are essential for their business. By doing so, you can make a strong case 
for why your supplier should agree to your proposed changes and increase 
your chances of reaching a mutually beneficial agreement.

Tip: Use data to back up your requests. Show the supplier how much 
you currently spend, how much you would save with the proposed 
changes, and how much more you might spend in the future as a result.
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Be willing to compromise. Negotiation is a give-and-take process, so 
be willing to compromise. For example, be open to alternative pricing or 
term changes and be ready to make concessions if necessary.

Here is an example of being open to alternative pricing or term 
changes and making concessions if necessary:

If a supplier cannot meet your desired price point, you may need to 
negotiate alternative terms, such as a more extended payment schedule or 
a lower volume commitment.

Remember, negotiation is a give-and-take process. Be willing to listen 
to your supplier’s concerns and suggestions and open to alternative solu-
tions that benefit both parties.

It’s crucial to know when to inform your customers about changes 
in supplier contracts. Transparency is a foundation of customer trust, so 
you’ll want to notify them when changes directly impact their experience 
or costs. This could be a significant improvement in product quality, a 
change to more sustainable sourcing, or a necessary adjustment in pricing. 
In these instances, customers have an interest in the changes and should 
be made aware to maintain a transparent and trusting relationship.

However, not all changes require customer communication. If the 
alterations in your supplier contracts don’t directly affect the customer—
such as internal adjustments to payment terms or a supplier switch that 
doesn’t impact product quality or pricing—these can be kept within the 
company.

Step 3: Involve Your Team

While you may have limited team members or rely on contractors, involv-
ing them in renegotiation can provide valuable insights and support. Talk 
with team members who have knowledge of the supplier relationships or 
can contribute to the negotiation strategy.

Beyond that, consider the skill sets within your team. For instance, 
someone with strong analytical skills could be tasked with researching 
market trends and competitor pricing. Those with legal backgrounds or 
contract management experience can review the fine print and suggest 
protective clauses.
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Additionally, team members who are directly involved in using the 
supplied goods or services can offer practical perspectives on quality, reli-
ability, and areas for improvement. Their hands-on experience can be a 
crucial asset in understanding the real-world implications of any changes 
in the supplier contract.

By actively involving your team in various aspects of the renegotiation 
process, you not only make more informed decisions but also create a 
sense of ownership and responsibility. This approach can lead to better 
contract terms and a stronger, more unified team.

Before renegotiating, review your current supplier contracts to under-
stand the terms, pricing, and expiration dates. Then, identify areas where 
you can secure better pricing or terms and where you want to see changes 
made through doing research, yourself, or with the help of a team member.

When reviewing your current supplier contracts, there are several 
aspects that you can negotiate, such as pricing, payment terms, delivery 
schedule, quality control, volume discounts, length of contract, and ter-
mination clauses. For example:

Pricing: Pricing is one of the most common areas businesses try to 
renegotiate. You can negotiate lower prices for the products or ser-
vices you purchase, especially if you have been a loyal customer or 
can commit to purchasing larger volumes.

Remember, not all aspects of a contract will be negotiable, and some 
suppliers may be more willing to negotiate than others. Therefore, it’s vital 
to approach negotiations respectfully to find a solution for both parties.

Tip: Look for areas where you can offer value to the supplier in 
exchange for better pricing or terms. Terms could be a longer term 
commitment, more frequent orders, or a larger volume.

Prepare for the negotiation. Research the supplier’s industry and com-
petition to understand their pricing and what they offer. Determine the 
maximum amount you will pay or the minimum terms you are ready to 
accept.
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Step 4: Provide Resources and Training

To strengthen your negotiation skills and improve the outcome of sup-
plier contract renegotiations, consider providing resources and training to 
yourself and your team. Research the supplier’s industry and competition 
to understand pricing and offerings. Additional information will give you 
the confidence to negotiate effectively. Plus, have your current spend-
ing, potential savings, and future spending with the proposed changes on 
hand, reinforcing your position during negotiations.

Here is an example of how to prepare for a negotiation by researching 
the supplier’s industry and competition:

If you are negotiating with a service provider, research the pricing and 
services offered by other providers in the same industry. Compare 
their services and prices with those of your current provider. This 
information will help you understand what a fair price is for the 
services you need and what other options you have available.
In today’s globalized market, the options for service providers are 
more extensive than ever. The Internet has made it possible to source 
services from around the world, giving you a broader range of choices 
and competitive pricing. This global reach means you’re not limited to 
local or even national providers; you can explore international options 
that may offer better terms or specialized services that better meet 
your business needs. By considering providers from various regions, 
you can use these global options to get a better deal during talks.

Tip: Gather information from free or low-cost online resources such as 
industry reports, trade publications, or government data.
Here is a summary example action plan for a small business wanting 
to renegotiate supplier contracts.

Objective: Secure better pricing or terms with suppliers to achieve cost 
savings.

1. Contract analysis (two weeks): Examine existing contracts, iden-
tify areas for negotiation, and create a checklist for market research. 
Goal: Complete within two weeks.
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2. Market research (four weeks): Investigate current market rates and 
find alternative suppliers. Goal: Finish in four weeks.

3. Negotiation strategy (one week): Develop a strategy, including areas 
to focus on during negotiation. Goal: Finalize within one week of 
market research completion.

4. Negotiate with suppliers (two weeks): Use the strategy to negotiate 
with current suppliers and be open to counterproposals. Goal: Wrap 
up in two weeks.

5. Evaluate alternatives (two weeks): Compare current suppliers to 
alternative options in terms of pricing or terms. Goal: Decide within 
two weeks.

6. Contract finalization (one week): Either sign new contracts with 
alternative suppliers or adjust existing ones based on negotiation 
outcomes. Goal: Conclude within one week of deciding.

Budget

• 120 hours of team effort spread across three months
• Potential legal fees: $500

Step 5: Refine and Adjust as Necessary

Throughout the renegotiation process, it is crucial to refine and adjust 
your strategies as necessary continuously. Monitor the progress of the 
renegotiations and be open to compromise and alternative solutions. If 
your specific demands are not met, consider exploring other benefits that 
may contribute to a mutually beneficial agreement or source an alternate 
supplier that will meet your demands. Maintain a flexible approach and 
be willing to adapt to changing circumstances.

Tip: Always keep the long-term relationship in mind. Avoid making 
unreasonable demands that could damage the supplier relationship. 
However, it’s equally important not to compromise your business 
needs just to maintain a relationship. If other suppliers offer better 
terms, don’t hesitate to make a change; being taken advantage of is 
not the basis for a healthy, long-term partnership. It’s not uncommon 
for micro business owners to develop friendships with their suppliers. 
While personal relationships are valuable, they shouldn’t deter you from 
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renegotiating or even changing suppliers if it’s in the best interest of 
your business. Failing to do so could ultimately harm your profitability.

Unreasonable demands that could damage the supplier relationship 
include demanding much later payment, requesting a significant price 
reduction, or threatening to take your business elsewhere. For example:

Requesting a significant price reduction: If you ask your supplier to 
reduce their prices by 50 percent without any justification or evidence, 
this unreasonable demand is unlikely to be met.

In general, it’s essential to approach negotiations with your suppli-
ers respectfully. Avoid making unreasonable demands that may harm the 
relationship and be open to compromise and finding a mutually benefi-
cial solution. If all else fails, find new suppliers.

Step 6: Celebrate Success and Learn From Failure

Once you successfully finish supplier contract renegotiations, take a 
moment to celebrate the positive results. Recognize the value of securing 
better pricing and terms contributing to your business’s growth and prof-
itability. Celebrate with public recognition, team lunch, or document the 
success story to share publicly. For example:

Public recognition: After successfully renegotiating a contract, publicly 
recognize the team members involved. Recognition could occur 
during a team meeting, in a company newsletter, or on your busi-
ness’s social media platforms. It’s a great way to acknowledge the 
hard work and dedication that went into the negotiation process.

Plus, take the opportunity to reflect on any challenges or failures 
encountered during the process. Learn from these experiences and use 
them as valuable lessons for future supplier negotiations.

Avoid common failures of lack of preparation, poor communication, 
or not being open to compromise. For example:

Lack of preparation: Not being prepared is one of the most common 
failures in contract renegotiation. Failure includes not fully under-
standing the current contract, not researching market rates, and 
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not having a clear goal for the renegotiation. To avoid this, ensure 
that you thoroughly prepare before entering renegotiations.

In summary, renegotiating supplier contracts is a valuable way to 
secure better pricing and terms for your business. Review your current 
agreements and research options, approach your suppliers clearly and 
concisely, and be open to compromise. Use the tips for negotiating with 
suppliers and the examples provided to communicate more effectively 
and secure suitable suppliers. Finally, always keep a positive and respectful 
tone during the negotiation process.

Remember, renegotiating supplier contracts is an ongoing process 
that requires consistent effort and effective communication. Follow the 
steps provided to confidently complete the renegotiation process and 
maximize the benefits for your business.

Conclusion

You’ve learned how to make more money while keeping your business 
true to itself. So, what should you remember and what’s your next move? 
The last chapter will sum it all up. I’ll go over the main points from each 
chapter and give you a simple plan to put what you’ve learned into action. 
I’ll also share some resources for further learning and tips for staying on 
track.



CHAPTER 6

Conclusion

Congratulations on completing this book! Reading through each chapter 
taught you essential strategies for profitable growth in your small business. 
In addition, these recommendations are backed by scientific research, so 
you know they’re tried and tested.

In Chapter 1, we learned the importance of creating and maintaining 
a consistent business personality. Chapter 2 taught us how to recognize 
and embrace change, while Chapter 3 focused on making your business 
personality visible. Chapter 4 covered continuous improvement and 
innovation, and Chapter 5 discussed pricing and cost management.

Remember, doing these recommendations is not a one-time event, 
but consistent implementation will help you achieve sustainable success 
in your business. Following the steps outlined in this book, you no longer 
need to be confused about building and growing a profitable business.

Now it’s time to put what you’ve learned into action. Develop a clear 
business personality that is attractive to your profitable customers, train 
your employees to demonstrate your business values, protect and enhance 
your business personality, embrace change, and prioritize marketing and 
business personality for rapid expansion.

Following this guide, you can build a strong, recognizable, and profit-
able business personality for your small business. Ultimately, you’ll create 
a company with a strong foundation that will help you achieve your goals 
much better knowing what to focus on to achieve success as a small ser-
vice company.

6.1 Business Personality Importance Highlights

A business personality is how a business interacts with customers, influ-
ences customer perceptions, looks, acts, sounds, and behaves, and makes 
decisions within the customer experience. A strong business personality 
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increases a company’s attractiveness, establishes credibility and trust with 
potential customers, sets your business apart from the rest when there are 
lots of people offering the same type of products or services, and builds a 
base of customers who return regularly and tell their friends and family. It 
also attracts high-quality employees and helps the company recover from 
setbacks or negative publicity.

Developing a strong business personality involves creating a distinct iden-
tity for the business that customers can easily recognize. A business personal-
ity includes elements such as a logo, benefit slogan, color scheme, consistent 
image, tone of voice and language in social media posts, signage, uniforms, 
layout, and process in a physical business setting. Clear objectives are essential 
to guide these efforts and ensure that they match the business’s goals. A pro-
fessional online presence, an understanding of customer values, and a specific 
customer experience are also crucial elements of a strong business personality.

A solid business personality can significantly contribute to financial 
success when many people offer similar services or products by 20 percent.  
Investing time and resources into business personality allows you to stand 
out from competitors and attract potential customers. However, when 
many people sell similar products or services, it may also be necessary 
to focus on other aspects of the company, such as improving product or 
service quality. In conclusion, building a strong business personality is 
a vital strategy for small business success, and breaking tasks down and 
prioritizing can make this process more manageable and effective.

A consistent business personality, which represents the business’s mes-
saging and promise, builds customer trust, and creates a memorable busi-
ness personality. Consistency can be achieved by defining the business’s 
personality messaging and promise, and ensuring everything a customer 
can see or hear about your company matches the business personality 
online or in real life.

Consistency in business personality is crucial for businesses with sin-
gle or multiple locations or franchises. Each site should follow the same 
guidelines to maintain sameness and ensure a consistent customer expe-
rience. Companies that fail to maintain a consistent business personality 
can confuse customers and harm their reputation. In conclusion, creating 
and maintaining a consistent business personality is essential for building 
customer trust and creating a memorable business personality.
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The “Start-Plan-Do-Finish” framework offers you a structured approach 
to crafting a compelling business personality. You begin with research to 
pinpoint unique market opportunities, followed by detailed planning to 
clearly define your business’s personality. The focus then shifts to execution, 
emphasizing the significance of fulfilling your business’s personality prom-
ise to customers. The chapter concludes by highlighting the importance of 
a consistent online presence in solidifying your business personality. This 
comprehensive guide serves as your roadmap to navigate the complexities 
of establishing and maintaining a distinct and effective business personality.

6.2 Embracing Change Highlights

Recognizing and embracing change is vital for businesses to stay relevant. 
Recognition involves monitoring the external and internal environment 
of your business for signs of change, such as new or different competitors, 
declining sales, or customer feedback, and managing these changes on a 
project basis. Clear goals and objectives are crucial when starting a proj-
ect, as they provide focus and increase the likelihood of success. Research 
shows that small business owners who operate in an uncertain environ-
ment are more likely to focus on business personality activities, which can 
significantly increase financial performance.

When rapid changes occur in the local market within a year, it’s an 
indicator that businesses should focus on their business personality and 
improve their services to stay relevant. Ignoring these changes or pre-
tending they won’t impact the business environment can result in missed 
growth opportunities. Prioritizing business personality from the start is 
essential as it shows how your businesses is different from competitors, 
builds customer relationships and trust, and reduces focus on price when 
choosing a service company during a changing business environment. It’s 
essential because in times of change customers want consistency. Busi-
nesses can recognize changes in their environment by the intensity and 
difference of changes occurring from one year to the next.

Once you identify the need to adapt to changing times, it’s crucial 
to start making changes. Consistency in business personality across all 
marketing materials is essential for success, and you should communicate 
service improvements to the local market.
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Treating the business personality as a vital asset is crucial, as it is the 
most critical asset of a successful company and can add value when selling 
the business.

By setting clear objectives and frequently improving service delivery 
to adapt to changing consumer preferences, companies can effectively rec-
ognize and embrace change. Recognizing and embracing change is essen-
tial for growth and success.

Recognizing the right time to start adapting to change is cru-
cial for you. Waiting too long or making changes too quickly without 
proper planning can result in poor business performance compared to 
competitors.

The right time to start is when changes in the local market are intense, 
continuous, and significant within a year, regardless of the company’s age, 
size, or competition level. Breaking down a change and growth project 
into smaller tasks is an effective project management principle to avoid 
feeling overwhelmed and focus on one task at a time.

Monitoring progress and adjusting the plan is crucial. Measuring 
sales, customer feedback, and employee performance helps track prog-
ress and make necessary adjustments. You should remain adaptable and 
prepared for future changes by continuously monitoring the local market 
and planning accordingly.

Creating a customer experience strategy that matches your business’s 
promise is crucial for small businesses. This strategy helps improve ser-
vices, increase customer loyalty, and drive business growth. To create an 
effective strategy, you must recognize the need to know your customers 
and define profitable customer segments. By understanding your prof-
itable customer’s preferences, you can provide an experience that meets 
their expectations and attract similar customers.

Involving your team, including employees and yourself as the owner 
or manager, is essential. Encourage employees to share customer-related 
experiences and suggestions based on their interactions. Refining and 
adjusting the customer experience strategy is an ongoing process. Imple-
ment changes based on customer feedback and measure their impact on 
metrics such as CES, NPS, repeat business, and online reviews. Cele-
brate successes and acknowledge improvements to motivate your team 
and learn from failures to refine and enhance the customer experience 
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continuously. By following these steps, small businesses can develop a 
customer experience strategy that represents their values and drives busi-
ness growth.

In Chapter 2, the focus is on embracing change to ensure that your 
business remains competitive and relevant. The “Start” phase emphasizes 
recognizing signs of change in your business environment and setting 
clear objectives. The “Plan” phase delves into how to prioritize your 
business personality and create a roadmap for change. “Do” is all about 
action—implementing the changes, focusing on consistency in your busi-
ness personality, and developing a customer experience strategy. Finally, 
the “Finish” phase involves monitoring the impact of these changes 
through key performance indicators such as sales and customer feedback. 
By breaking down the process into these manageable steps, you can navi-
gate the complexities of change more effectively.

In summary, the right time to start adapting to change is when changes 
in the local market are intense, continuous, and significant within a year. 
You can initiate and manage change effectively by starting with a plan, 
communicating with employees, monitoring progress, staying adaptable, 
and seeking expert advice when needed.

6.3 Visibility for Success Highlights

To stay visible and attract customers, you must make service and experi-
ence improvements and effectively communicate them. The first step is 
recognizing areas where you’ve made changes to enhance your services or 
business environment. Take time to list these improvements and share 
them with your customers. You can mention updates to your website, 
added features such as online booking or chat support, and even physical 
changes such as freshening up your store.

After identifying the improvements, develop a communication plan 
using your already known effective ways to communicate with customers— 
via e-mail, text, private message, telephone, mail, social media, or your 
website. ChatGPT, an AI language model, can assist you in crafting mes-
sages to convey the benefits of these improvements clearly and concisely. 
Share the news with your customers using the chosen communication 
methods and measure the impact through customer engagement and 



232 TUNE-UP YOUR SMALL BUSINESS

sales. It’s also essential to involve your team, ensuring everyone under-
stands the improvements and can share them well.

Providing the necessary resources and training to do any new improve-
ments effectively is crucial. Resources can include technical tools or infor-
mative materials. Monitor the impact of the announcements and refine 
them as necessary. Celebrate successes and learn from failures, treating 
them as opportunities for growth. By consistently identifying areas of 
improvement, communicating effectively, and maintaining a custom-
er-centric approach, you can enhance your business personality and con-
tinuously improve the customer experience.

Protecting and enhancing your business personality is paramount for 
your company’s success. One crucial step is trademark registration, which 
gives you exclusive rights to use your business name and symbol. Regis-
tration protects your identity and ensures that others can’t use anything 
similar. Maintaining a positive online presence is also vital. Regularly 
monitoring platforms such as your website, social media profiles, and 
review websites allows you to address any negative feedback promptly. 
By responding to customers and showing you care, you build trust and 
maintain a good reputation.

Consistency across all channels is vital. Whether it’s your website, 
social media, or in-store displays, representing your business personality 
consistently reinforces your business identity and makes it easily recog-
nizable to customers. Also, enhancing your business personality involves 
providing a relevant customer experience.

Providing customers with what you promise creates customers who 
return and tell others about your business and improves your financial 
performance. By striving for consistency, registering your trademark, 
monitoring your online presence, and focusing on customer experience, 
you can protect and enhance your business personality, ensuring its 
strength and value into the future.

6.4 Continuous Growth Highlights

Enhancing customer experience is crucial for you to build a good rep-
utation, retain customers, and ensure business success. Incremental 
improvements in how a business is run significantly impact the customer 
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experience and financial performance. You need to continuously improve 
your services to increase customer retention and improve ratings.

You should announce any changes and improvements to your ser-
vices. By sharing these updates through existing channels such as websites, 
social media, e-mail, mail, or telephone, companies can keep customers 
informed and build confidence in their ability to meet evolving needs.

Customer preferences and expectations change over time, influ-
enced by market trends and competitors. It’s essential to gather customer 
feedback through surveys or reviews and use that information to make 
necessary changes and improvements. Training employees in effective 
communication and problem-solving skills is also crucial.

Offering ways for customers to give feedback, such as online review 
platforms or suggestion boxes, can provide valuable insights for improve-
ment. Small service businesses can embrace incremental improvement by 
conducting market research, brainstorming, and evaluating ideas, testing 
new concepts, and staying committed to continuous improvement. You 
can improve your products and services by updating yourself with market 
trends and customer preferences and remaining relevant.

Overall, incremental improvement is essential for small service busi-
nesses to enhance customer experience, meet changing customer needs, and 
improve business financial performance by 17 percent. Businesses can thrive 
in a dynamic business environment by prioritizing customer feedback, mak-
ing small changes over time, and committing to ongoing improvement.

6.5 Maximizing Profitability Highlights

It is vital to price your services correctly. A critical aspect of this pricing 
is understanding the customer’s willingness to pay and the value they 
perceive in your products, services, and overall customer experience. This 
understanding helps set prices that meet customer expectations and your 
business goals.

The three pricing strategies discussed were value-based, penetration, 
and dynamic pricing. With value-based pricing, you set your prices on 
the customer-perceived value of your services. This strategy is particularly 
effective when a business offers a unique service or product that custom-
ers highly value.
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Penetration pricing involves setting lower prices to gain market share 
and increase demand. This strategy is often used by new businesses when 
many people offer similar services or products, aiming to attract custom-
ers with lower prices and retain them with high-quality services.

Dynamic pricing involves adjusting prices based on market demand 
and other external factors. Dynamic pricing strategy is commonly used in 
industries where demand fluctuates, such as hospitality or online stores.  
It allows businesses to maximize profits during peak demand periods and 
maintain sales during off-peak times.

Identifying why customers choose a particular business over compet-
itors and understanding competitor pricing are crucial factors in setting 
prices. A company with a unique personality and promise statement can 
set prices that reflect its value, avoiding competing on price and main-
taining profitability.

Setting prices correctly is vital to maximizing profits and improving 
business performance. By understanding customer expectations, apply-
ing appropriate pricing strategies, and considering competitor pricing, 
businesses can set prices, contributing to their success and sustainability.

It is crucial to reduce costs without compromising the customer expe-
rience. Critical areas for cost-cutting include reducing overhead costs 
by downsizing office space, renegotiating leases, or outsourcing noncore 
tasks such as accounting or marketing to external providers. However, 
cost reduction should never precede customer experience, which could 
lead to losing existing clients.

Standard cost-cutting measures that could potentially reduce the cus-
tomer experience include reduced staffing levels, outdated or insufficient 
equipment, inadequate training and development, inconsistent inven-
tory management, and neglected store or office maintenance. It’s crucial 
to carefully assess cost reduction strategies and consider their potential 
impact on the customer experience. While cost-cutting measures are 
sometimes necessary, you should balance them with maintaining an 
appropriate customer experience.

In conclusion, cost reduction is vital for small service businesses, but 
it should never compromise the customer experience. By carefully start-
ing cost-reduction strategies, you can increase profitability and achieve 
long-term success. The key is to strike the right balance between reducing 
costs and maintaining the right customer experience.
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6.6 Reflecting on Success Stories

Throughout this book, we have explored several success stories that 
embody the principles discussed in each chapter. These stories demon-
strate how small business owners have achieved remarkable results by 
applying the strategies and tactics presented. Let’s recap some of these 
success stories and the key takeaways for you.

In one case study, a small cleaning company focused on developing 
a strong and recognizable business personality. By showing how they are 
unique from competitors and making necessary changes to their busi-
ness personality, the company experienced a significant increase in new 
customers and retention of existing ones. The key takeaways from this 
story include staying aware of the local market and competition, build-
ing a distinct business personality, and using social media to announce 
improvements.

Another success story featured a hair salon that successfully adapted to 
market changes. The owner prioritized understanding her customer base, 
improving her business environment, and diversifying services. By start-
ing these strategies and using online marketing channels more effectively, 
the salon experienced a remarkable increase in customers and continued 
growth.

A piano tuner also found success by improving and increasing the vis-
ibility of their business personality. Through analysis, creating a new busi-
ness personality, and a consistent online presence, the company attracted 
new customers and achieved financial goals. This story highlights the 
importance of adapting to market changes and demonstrating superiority 
through a strong business personality.

The small animal care clinic succeeded by continuously improving 
and adapting its services. By understanding the preferences of pet owners 
in their community and adjusting their approach, they built trust and 
interest, resulting in attracting more customers and revenue.

Lastly, a vacation rental company thrived by adapting to market 
changes and mastering pricing and cost management. The company 
attracted new customers and increased revenue through market research, 
service improvements, and a relevant pricing strategy.

These success stories demonstrate the significance of critical prin-
ciples for micro business owners. These include staying aware of the 
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market, building a strong and distinct business personality, adapting to 
changes, using online channels, continuously improving services and 
physical business spaces, and starting effective pricing and cost man-
agement strategies. Each company’s story illustrated the importance of 
setting clear goals, planning, prioritizing actions, allocating resources 
effectively, and maintaining flexibility and effective communication 
throughout the process.

By applying these principles and learning from these success stories, 
you can achieve growth and success in your venture.

6.7 Next Steps and Action Plan

It’s time to act and implement the critical strategies you have learned from 
this book in your business. Following the steps and procedures discussed 
in each chapter, you can set yourself up for growth and success. Here is 
guidance on how to proceed and an action plan to help you.

Start at Chapter 1: Revisiting Chapter 1, where you learned about 
understanding your business personality and identifying who will 
profitably purchase your products and services. Review the project 
briefs provided within the chapter to assess your current business 
personality and how it represents your goals. Adjust and improve 
to ensure that your business personality is attractive to people most 
likely to purchase your services or products by including customer 
feedback in any improvements to your business.

Prioritize resources: As you move through each chapter, prioritize your 
resources effectively. With limited resources, focus on the strate-
gies most impacting your growth by tracking metrics that matter 
to customers, such as their effort and loyalty. Refer to the project 
briefs within each chapter to identify the projects that match your 
business goals and allocate your resources accordingly.

Training and learning: Embrace the idea of continuous learning and 
improvement. Use any training opportunities and resources avail-
able to you. Whether it’s attending workshops, webinars, or online 
courses, invest in your development and get, outsource, or hire  
the necessary skills and knowledge to grow your business. Use  
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technology to simplify your business processes to improve the over-
all customer experience.

Adaptation and flexibility: Stay aware of market changes and be open 
to tweak your strategies accordingly. Regularly assess the effective-
ness of your business personality, marketing efforts, and customer 
experience. Ensure that your business remains compliant with 
changing laws and regulations by consulting legal advice. Adjust 
as needed to ensure that you remain relevant and attractive in your 
industry. Refer to the project briefs in relevant chapters to guide 
you in adapting and refining your approach.

Celebrating success: Celebrate your achievements along the way. Rec-
ognize and acknowledge the milestones you reach and the growth 
you experience. Use these moments as motivation to continue 
pushing forward and striving for further success. Celebrate with 
your team, customers, and friend and family supporters, and share 
your success stories through your marketing channels to enhance 
your business personality.

By following these steps and starting the strategies discussed in each 
chapter, you can make significant progress in improving your business 
and achieving similar success to the case study business owners. Remem-
ber, you don’t have to figure it out on your own. The actionable projects 
and guidance provided within each chapter are designed to support you 
in maximizing your limited resources and setting achievable goals. Act, 
stay committed, and embrace the process of growing your business one 
step at a time.

6.8 Further Resources

For further resources and expert advice on a marketing strategy that 
emphasizes incremental innovation and avoids blindly copying other 
businesses, consider the following options:

Marketing Strategy App by Stratagease: Available on the Google Play 
and Apple App Store. This App offers a comprehensive toolkit  
for developing and executing an effective marketing strategy. 
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Developed by Dr. Raewyn Sleeman, marketing strategy expert, and 
author of this book, this app gives valuable insights and actionable 
steps personalized to your business needs. With user-friendly fea-
tures and expert guidance, you can define your unique business 
personality, implement incremental innovations, and access a wide 
range of resources with little or no marketing knowledge or experi-
ence. Using the Stratagease app, you develop a marketing strategy 
that drives success simply, quickly, and affordably. As a special offer 
for readers of this book, you will receive one-month free use of the 
App, without any ads, to raise your understanding and action of 
the concepts presented.

Marketing consultants and agencies: Seek guidance from experienced 
marketing consultants or agencies specializing in small businesses or 
your industry. These professionals can give expert advice tailored to 
your unique challenges and goals, helping you develop a marketing 
strategy that incorporates incremental innovation and attracts the 
right customers.

Industry-specific publications and blogs: Explore industry-specific 
publications, blogs, and websites offering insightful articles, case 
studies, and expert tips on marketing strategies. Consider partici-
pating in online courses, webinars, and industry networking events 
to gain hands-on experience. Find sources focusing on incremen-
tal innovation and giving practical advice for small business own-
ers. These resources can provide valuable inspiration and keep you 
up-to-date with the latest trends and strategies in your industry.

When seeking expert advice, find resources that match with your 
business values and objectives. Avoid relying solely on group social 
media discussions or generic advice. Embrace the incremental innova-
tion approach discussed in this book and use expert resources to develop 
a personalized marketing strategy for your business so its uniqueness is 
evident to existing and prospective profitable customers and promotes 
healthy growth.

You will create an effective business growth strategy by combining  
the foundational strategies and tactics outlined in this book with the 
abovementioned resources.
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