
The great news for business is that 
emerging technologies are making 
possible a return to earlier times when 

business owners and their customers knew 
each other and had personal relationships 
that extended beyond the tight boundaries of 
buying and selling goods and services.

Personalization
The public face of a business has moved from 
the corporate to the personal. These days the 
word on the street is that people like dealing 
with people. They want to know specific names 
and faces.  They want their business dealings 
to be with other humans. The upside is that 
they might be more loyal because they like and 
trust you. The downside is that they might not 
buy a perfectly good product because they had 
a bad experience with you.

Taking this on board, and acting on it, 
might seem counterintuitive to those who are 
trying to avoid tying their business too closely 
to their personal brand. Will it become harder 
to remove yourself from the business when 
you want to sell it? Well, no; you still need to 
make it a priority for your business to have the 
systems and processes in place to run without 

relying solely on you. Blame automated phone 
answering services, with robotic voices offering 
so-called “customer service”, but there’s no 
getting away from the fact that it’s become 
essential to personalize your business. This 
means that when you are picking the name 
you are going to use on Twitter or other social 
media, in most cases, you should consider 
using your real name. Similarly, don’t upload 
your logo, show your real face. If you are the 
person with the vision behind your business, 
be proud of it and use yourself to promote it.  

Social media
Do you believe that customers in your industry 
aren’t really into social media? Statistics 
indicate that even if they’re not now, it’s only a 
matter of time. Remember we just mentioned 
that people want to deal with the people in the 
business, NOT the business.  Social media is a 
clear offshoot from that trend. Social media is 
about building communities and relationships. 
In the business world, that translates to 
making connections with customers and 
prospects. It’s marketing 101 upgraded by a 
new style of technological support.

If your competitors and your customers 
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Get The Edge 

Whether you like Facebook or 
not, it’s here, with the same 
population as the world’s 3rd 
largest country. So while you 
may not love it, your target 
market does! Facebook Pages 
act as the business area of 
Facebook. Create a Page and 
build an online community. 
Facebook has a lot of options 
for customizing your Facebook 
Page, including general 
information, notes, photos, a 
discussion board and of course, 
a Facebook wall that acts like 
a blog.
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The connection between productivity 
and morale is a demonstrated 
fact in the business world. Lack of 

commitment directly impacts a whole raft of 
productivity inputs such as number of work 
hours lost, workshop safety and wastage 
rates. Lack of commitment dries up a major 
source of money saving ideas - those that 
committed employees make. 

Everyone recognizes the value of 
employee engagement in the work they 
perform, but how to achieve it? The most 
effective way is shaping up to be employee 
ownership. Employee owned businesses 
(EOBs) give employees (who are now 
also the owners or part owners) a stake in 
getting things right. For the current owner, 
deciding on the most appropriate EOB 
model to restructure into needs careful 
thought and the support and advice of 
specialists and practitioners with experience 
in various aspects of employee share plans 
and facilitating employee share ownership.  
However, independent research in the US, 
UK, and mainland Europe, consistently finds 
that EOBs tend to be successful, competitive, 
good to work for, and sustainable. And 
as interest grows in the EOB model, 
governments are moving to create more 
amenable legislative and tax regimes to 
encourage their development.

When employees become owners 
the advantage for the company 
comes from them now taking 
a stakeholder, rather than a 
shareholder, view of management. 
Employees tend to become more 
entrepreneurial in their thinking, 
more committed to delivering 
quality, and more flexible in 
responding to the needs of the 
business.

This attitude contributed to the better than 
average success rate of EOBs in weathering 
the downturn. At Gripple, a UK company, 
when orders from its biggest customer (a 
company in the US that had run into financial 
problems) dried up, employees and directors 
both agreed to take salary cuts. Hugh Facey, 
Chairman of Gripple explains - “Because we 
are all shareowners everyone could see what was 
happening and why such action was necessary. 
It worked like glue, pulling everyone together”.

Just establishing an EOB alone isn’t 
enough to get employees to think like 
owners. Companies set on creating an 
ownership culture need to make definite 
and continuing effort to teach employees 
about their stake and keep them focused on 
increasing stock value. This is the more easy 
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aren’t there yet, grab a golden opportunity 
to get ahead of the curve and start finding 
your feet in the social media sphere using 
Twitter, Facebook and LinkedIn. Grab a 
spot before your competitors do and be 
ready to greet customers and prospects 
when they arrive. 

Video marketing – pictures tell a 
thousand stories
YouTube is the second biggest search 
engine after Google these days; people are 
searching for what they want online and 
the great news for business owners is that 
YouTube allows you to upload your videos 
for free!  

YouTube visitors don’t expect to watch 
an Oscar winning movie; in fact they’re 
well trained to viewing all sorts of home 
grown efforts.  Any business person 
can purchase a decent video camera at 
an affordable price and start shooting 
testimonials, behind the scenes at work, 
interesting tidbits and information about 
their product or industry, and visual 
demonstrations of just how their products 
work.

It’s an enormously powerful way 
to connect to your prospects in a very 
personal way. 80% of page visitors will 
view a video and 52% will act as a result 
of watching it - these are statistics you 
shouldn’t be ignoring when planning your 
marketing mix.

“Utility computing”
The average small business doesn’t have 
an entire IT staff or the budget needed 
to fiddle about building a code-heavy 
proprietary network - open the door to 
“Utility computing”.

Utility computing allows you to ditch 
a number of IT related expenses such as 
backup systems and servers and reduce 
support costs. You aren’t tied to your 
office for access to emails or files.  It can 
all be done, even storing your data, by 
using applications that are stored and 
delivered via the internet. It’s called cloud 
computing, and as long as you can access 
the internet, you can view your data, collect 
emails and run your business - from 
wherever you are.

If you’re a newbie, try sampling Google 
Apps. The free version - which is more 
than adequate for a small organization - 
allows you to host your email on Google’s 
servers, store documents, and even create 
intranet sites and share calendars. Aside 
from Google, there are many other service 
providers, offering everything from hosting 
your customer relationship management 
system (such as Infusionsoft.com or 
Businesscatalyst.com) to your accounting 
records (Sassu.com). 
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Customer surveys can be an extremely 
valuable way of collecting all kinds of 
useful data. What businesses often 

don’t consider is that customer surveys can 
also serve other objectives, such as to inform 
customers, to advertise a new product, or for 
lead generation.

If your marketing goal is “to inform 
readers about a new product or offering”, or 
“bring an advertising message to prospects 
and clientele”, then the satisfaction survey 
becomes a subtle piece of advertising.

Let’s say you’d like to introduce a new 
product to the personal fitness industry; 
you’ve decided to include massage therapy as 
a standard part of your program. You might 
decide to send out a customer satisfaction 
survey with a cover letter asking your reader 
to complete a quick 6-question market 
research survey. This is a pretty short and 
non-demanding sort of request that most 
customers won’t mind doing. 

You’ll improve participation rates if you 
offer a small incentive for taking part. Include 
an offer to let them know the survey results 
and you’ll have a great way to capture contact 
data and permission to be in touch with them 
in the future. List building alone makes the 
survey worthwhile for your business.

 “Did you know the Fitness Fanciers Gym offers a 
massage as an alternative for one of your weekly 
gym sessions?”

 Yes      No      Please call

“Do you think you or your partner would like a 
nice soothing all over body massage?”

 Yes      No      Unsure

“Are you aware of others who would appreciate 
a body massage as part of their gym 
membership?”

 Yes      No      Unsure

At this stage your real intention is to inform 
clients of your new service. Their answers 
don’t really matter to you (unless they ask you 
to call of course).

Continue your survey questionnaire and 
turn it into an actionable key question survey:

“Knowing that regular massage has been shown 
to improve health and fitness outcomes, have 
you planned to include it in your health regime 
in the future?”

 Yes      No      Don’t know

“Are you worried about your ability to maintain 
your health and fitness as you get older?”

 Yes      No      Please call

The answer to this question allows you to take 
action if clients answer in a certain way. You 
have achieved your objective of generating 
a lead - the opportunity for you to call the 
customer. Your survey has been successful. 

Another excellent key question to include 
would be:

 “How long has it been since you have had your 
general fitness reviewed?”

 One year      Three years    
 Never, or if I did, I can’t remember

Regardless of their response, you have a 
wonderful opportunity to call the survey 
respondents – they would all obviously benefit 
from a review of their fitness if it’s been a 
year or more since it was checked!  You might 
wrap up with a few other short questions 
which allow you to send out a useful set of 
survey results and stay in touch with your new 
contact list.  

“70% of all respondents had not reviewed 
their general fitness in the last 3 years”.  Our 
fitness expert Joe Bloggs points out that failing 
to monitor fitness can result in… [more good 
information and stuff about your fitness review 
and massage services].”

So, if you’re designing a customer 
satisfaction survey, even an online survey, 
first decide on the objective; then design the 
survey to fulfill the objective.

The answers to the questions might not 
really matter to you, but the survey allows you 
to build your prospect and customer lists. If 
the objective is to get permission to contact 
your prospects, or get them to call you, insert 
just one or two relevant “key questions” to 
prompt the desired action.  Make the rest of 
the survey questions simple, and follow up 
with the results - and the promised gift.  

using customer surveys  
to generate leads
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the smaller the business. As EOBs grow 
in size, frontline employees are distanced 
from management and finance issues so 
it is necessary to develop innovative ways 
to keep them focused on their personal 
stake in maintaining quality work. At Van 
Meter Industrial Inc., a US electrical parts 
distributor with 340 employees spread out 
over several worksites, that meant, among 
other initiatives, a marketing campaign 
presented in terms the workers could relate 
to. One was based on a slogan: “Work 10, 
get five free.” In other words, an employee 
there who was earning $30,000pa - or 
$300,000 over 10 years - could stand to 
accumulate a company stock account worth 
$150,000 during that same period, based 
on stock price appreciation and company 
contributions.

For the owner of a closely held business, 
transforming to an EOB offers more benefits 
than increased profitability alone. One CEO 
says “The program’s [the change to an EOB] 
going great, I get to go home at 5 o’clock now. 
It used to be that if the fellows encountered any 
problems at all, they would stop working, call 
me, and wait for me to find a solution…Now 
that they are co-owners, it’s all different. They 
actively participate in establishing our goals 
and plans, and they take initiative to resolve 
any issue that threatens to take us off our plan. 
And most of the time they handle the whole 
thing without calling me in.”

Employee ownership is also an 
increasingly popular solution to 
the business succession dilemma, 
particularly for smaller, privately 
owned businesses. A growing number 
of SME owners are opting to exit 
by selling their company to their 
own management and employees. 
This exit route can be the most 
advantageous way of extricating 
capital and taking advantage of 
government tax schemes that support 
employee buy-outs, while ensuring 
that the business continues to trade. 

Web Pick of the Month 
Consider using Facebook Pages for your 
business:  
http://www.facebook.com/
FacebookPages 
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