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Here’s What We’ll Cover…

· Personal Action Idea Sheet

· The Marketing Concept

· Market Research

· Five Star Customer Service

· 4 P’s of Marketing

· Defining your Publicity Goals

· Resources
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Are you a Dandelion or a Forget-Me-Not?

Personal Action Idea Sheet

Key Learnings





Possible Actions

· The Marketing Concepts

· Marketing Research

· Five Star Customer Service

· The Value of  “Free Publicity”
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 “Plant the seeds of expectation in your mind: cultivate thoughts that anticipate”

The Marketing Concept

· How important are customers/clients to your business?

Market Research

Planting The Seeds of Success

1. Identify what you Do Better than the Competition, What makes you Unique!

2. Contact Former Customers

3. Reward Repeat Customers

4. Publish a Company bulletin or Newsletter

5. Support/Sponsor Charitable Events

6. Develop a Positive Public Image

7. Advertising Must Use Direct Response Techniques

8. Offer Coupons, Discount-Quantity Purchase Programs

9. Offer Quality Guarantees

10.  You and Your Staff are Sales Professionals
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“Leading Lilies, Your Customers are the Stars!

How to provide Petal-Perfect Customer Service

· Develop

· Assist

· Easy

· Thank

· Service Beyond their expectation

· Right the first time

· Maintaining Constant Contact

· Do something with the information

· Courtesy

· Hire and train nice people
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“Violets are blue, are your Customers True”

Petal-Perfect Customer Service the 5 Star Way

S

et goals and use incentives to motivate your employees to increase profitability and 

improve productivity.

T

rack and use real numbers (customer survey responses) to guide your decisions and your staff’s actions.

A

utomation will make it easier for your employees to deliver exceptional customer service.   Automation is not the wave of the future anymore.  It is necessary to grow your business.

R

espond quickly and take responsibility for finding a solution to every customer need.  Sometimes you may have to buy an item at retail to provide it to your customer.
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“A Marketing Plan is Different than a Business Plan”

The Four P’s of Marketing Plans

Product and Services

Is it new, a modified version of another product or service, or a product or service with a new application?

Does it require a large investment of time or money?

Does the product or service stroke the “entrepreneurial ego” or is it customer driven?

What are the benefits for the customer?

What is the perceived value to customers?

Price

What is the price to the customer or end user?

What is the market penetration ( is everyone selling it or a version of it)?

What is the profit margin?

What is the market’s sensitivity to price changes?
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Business Practices

Is the business located in a high traffic area (visible, easy to get to?)

What direct mail programs have been tried?  Are you going to try?

Do your customers make their purchases in person or by phone (fax, 

e-mail, etc)?

What type of telemarketing program would best suit your business (customer satisfaction surveys, new customer solicitation)?

Promotional Programs

Which of the following are you participating in or considering?

Advertising

Public Relations (such as press releases, articles)

Trade shows

Special Promotions

Special Product Packaging

Marketing Support (Outside agency or consultant)

Sales Training (employees, self)

Merchandise Lines and Inventory

Personal Letters

Brochures, Flyers…
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Peonies From Heaven

Marketing Plan #1

This is a one-page marketing plan you can use for individual strategies or your overall plan.  Use this outline to guide you in assessing your needs and developing the process to follow.

Name of Project__________________________

Date_________

Short and long term goals and objectives:

Target Market Characteristics:  What is the age, gender, income levels, etc…?

Your Target Market Needs:

Your Strengths, Weaknesses, and Opportunities:

Strengths, Weaknesses, Opportunities of the Competition:

How you plan to compete in the marketplace:

Budget for Marketing and Advertising:

Action Plans:

Strategies to Achieve Goals and Objectives:

Project Completion Schedule_____________________________
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Cultivate a Field of Contacts and Customers/

May We Present Prolific Petunia

Defining Your Publicity Goals

· What do you want to accomplish?

· Who do you want to reach?

· What is their income level?

· How should you be portrayed?

· What newspapers and magazines do they read?

· What newsletters and ezines do they read?

· What radio shows do they listen to?

· What controversial topics are they interested in?

· What’s your geographic market area?

· What media are within that market?

· Who are your competitors and which media are they in?

· Which media will help you sell your products and services?
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Spider Mums or Web Sites?

RESOURCES

Marketing strategies for Small Business Success- Dr. Richard F. Gerson, Ph.d-U.S. Chamber of Commerce Small Business Institute, Publisher

Rose Marketing on a Daisy Budget- Heidi Richards

www.EdenFlorist.com 

Savvy Media Relations-Joan Stewart a.k.a. The Publicity Hound

www.PublicityHound.com
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