E-PROACTIVITY – November 2004

Welcome to the latest edition of our ProActivity newsletter.  

Our ProActivity research team have been scouring the Internet, reading business books and magazines, going on courses and talking to other successful business leaders specifically to discover new ideas that can help to make your business more successful.

So here are a few of the things we have discovered, learned or re-learned since last time.

Four Ways to Grow Your Business

As repetition is the mother of all learning, here they are again. There are only four ways to grow any business. Refer back to previous editions of ProActivity for examples of each of these areas.

1. Increase the number of customers (of the type you want to have)

2. Increase the number of times they buy from you

3. Increase the average sale value

4. Increase the efficiency of each process in the business.

Just small percentage changes in any of the above can have a significant effect on your bottom line profits.

Refer to previous editions of ProActivity for examples of each of the above – these can be downloaded from our website at www.alexander-ash.co.uk 

How do you get 400% more customers from your sales letters?

Research suggests that by following your letters up with a phone call you can improve the response to your letters by more than 400%.

And because we work with a telesales and marketing expert who has made more than 8000 tele-marketing calls of this nature over the last 3 years, we thought you should know his 18 best-kept secrets of telephone marketing calls.

Make a good start…

1. Be sure of the full purpose of your call and keep it simple

2. Work in a room on your own

3. Stand up to make the call, if possible

4. Make sure the room is cool to cold, to keep you alert

5. Take a 10 minute break every hour

6. Work in blocks of 10 people to call at a time (so you aren’t put off by the size of your list) – a maximum of 60 per day is a great target

7. You’ll have the most success if you call after a mailing has been sent, but it must be within 7 days; 3 days is better. Make sure the person doing the call is the one at the bottom of the letter or in the PS, e.g. ‘Fred Smith will be calling you soon.’

How to get past the gatekeeper

8. Say that your call is regarding a letter you sent to him/her and give your name; if you give the name of the firm, it sounds as if you are selling something

9. If you are asked ‘does s/he know you?’ … say that you have not met but are in correspondence with each other and hope to meet up soon

10. If asked ‘is s/he expecting your call?’ … say no, but that you are awaiting a reply to a letter you sent (not ‘an offer I’ve made’ – this sounds like a salesman)

11. Always keep notes on anyone who seems interested and refer to your notes when you speak again 

Taboos

12. Don’t eat, drink or smoke while on the phone

13. Don’t do all the talking – ask intelligent/relevant questions and leave pauses for them to talk to you

14. Don’t expect to win all or even most of the time – you will come across as aggressive or fed-up

15. Don’t spend time with time-wasters; move on. The more calls you make, the better your results, play the numbers game

16. Don’t be pushy and always stay calm

17. Don’t expect to win on the first call. It’s always better to chip away over a period of time with anyone who you feel may be interested

18. Don’t be put off by people saying no or not getting through to your contact – keep going and diarise call backs

We also have a resource to keep a record of the outcome of every call which we’ll happily share with you too. Please email us and we’ll be pleased to forward it on to you.

Have others do the Work for you!

Did you know that in your never-ending efforts to improve your sales figures, you have a large number of unexpected sales people at your disposal, and they need no training!

Ask your existing customers to refer new ones. There are various formulas. Your existing customer may simply give you the name and address of a potential customer, but s/he may actually refer the potential customer as well. You can choose to reward only the referrer (your existing customer) or both the referrer and the new customer.

Research shows that when both the referrer and new customer are rewarded, this is the most successful formula.

Is such an action relevant to my business, you may ask? “Won’t my customers feel abused, with all the possible adverse consequences?” It is indeed crucial not to overdo things. However, if you see that your customer is genuinely satisfied, why shouldn’t you take advantage of this? Our experience would point to the fact that existing customers are only too pleased to refer associates when asked.

You are of course free to determine the value of what you offer in return for a referral. It is probably best to consider something with a perceived high value which doesn’t cost you a lot. Another idea would be to offer an “aspirational gift”. We find that Red Letter days work extremely well.

The Power of Emotions

In the buying process, emotions play an important part.  American research studies show that some 34% of consumers’ buying decisions are driven by emotional factors, such as fun and recreation, rather than by rational, logical considerations such as price, quality or user-friendliness.

Shop owners focusing on emotional factors saw their turnover increase by 38% in comparison with those emphasising price, location and ease-of-use.  Of the emotion-driven consumers, 36% were driven by pleasure, 31% by recreational elements, 21% by concerns about their family and safety, and 12% by a combination of these emotional elements.

So “How does this affect my customer?”

Although people don’t readily admit that their buying is emotion-driven, this is often the case, whatever their personal profile.  This is also true in a business-to-business environment.  For instance, exclusive office furniture will be bought to enhance company prestige.  The emotional consequences of product use constitute the main incentives for buying.

The underlying emotional motives are related to various basic needs: fear, respect, self-esteem, confidence, trust, sex, status, wealth, beauty, happiness.  However, many companies and sellers fail to address their customers’ emotions adequately.  They all too often only take the features of the company or the products as their starting point, for example:  “We have been supplying the best quality products since 1908”.  They fail to answer the question “How does this affect my customers?”

Typical examples are :- an insurance company playing on the theme of security and fear - life insurance will enable customers to “realise their dreams” without jeopardising their financial stability; A travel agency showing a happy, carefree couple walking on an endless sunny beach; A car dealer singing the praises of the comfort and the enjoyment of driving the latest model in his showroom; The  watch manufacturer using the slogan “Watches to fall in love with!”

Empathising with the customer

Today’s consumers are much more critical and sceptical than previous generations.  So you should try to understand what the customer really wants.  Imagine their situation and speak and write in their language.  It’s pointless trying to overwhelm people with difficult words and technical jargon.  Try gaining their confidence by demonstrating that you’re on their side.  You can reinforce this effect by using testimonials from satisfied customers: they give new customers the feeling that they are making the right decision by buying your product.

Emphasise the benefits

Advertising is too often company and product-driven instead of customer-orientated.  So tell the customer what benefits buying your product will give them.  Don’t assume that consumers will discover these benefits on their own.  An example is the advertisement of a manufacturer of parquet floors showing children playing, where the product’s advantages are integrated into the text in an emotional way: “We can now horse about without mum and dad worrying …”

Customers buy on the basis of emotions.  By addressing emotions such as pleasure, recreation, safety or stress reduction, and by discovering what customers really want, you can generate extra turnover.

Tax Reminder Alert

Check out our website and register for our new TaxReminder service. You will never miss another deadline. Complete your basic details and you will receive an email from us reminding you of certain key dates throughout the year.

Our AVN Library

As you are probably aware, we have access to a huge range of business development tools and resources through our membership of AVN.

We are pleased to advise, that some of these resources can now be made available through a library type facility, where you can borrow the resource for a short period, or even buy the resource for your own use.

Initially, these resources will consist of audio CD’s covering a business development topic. Some of the subjects covered in the resources are:-

· Value Pricing

· Lousy letters loose

· Goals, mission, vision and strategy

· How to create a great feedback system

· Creativity for business breakthroughs

· Business planning

· What to do when your competitors are cheaper than you

· How to Interpret the numbers in your accounts

· How to find the time to do the important things

· The secrets of profitable networking

· How to make it in business without losing it in life

· Increasing your productivity and efficiency – One-Page plans

These resources consist of a 60-minute audio cd, which you can listen to in the car. You will find them both informative and extremely valuable.

If you would like further information on this service, please do not hesitate to contact us.

Inheritance Tax time bomb!

Inheritance Tax is becoming a major issue for many clients and we are receiving a number of enquiries on this issue. There are still some planning opportunities available if done early enough. So don’t delay and contact us now to discuss your specific requirements.

Did you know that by simply writing your will in a tax efficient manner, you could save £105,200

in Inheritance tax!. – Don’t delay, Act today!

Book your free Financial Planning review now!
Have you booked your free personal financial planning review yet? A review of your financial position to ensure you are moving towards your personal financial goals is essential to make sure you are on the right track. In most cases, an outside view can prove extremely valuable. As clients of Alexander Ash & Co. you can now take advantage of a free personal financial planning review with our consultants. These meetings are without cost or obligation, so what do you have to lose!

Areas to consider are, inter alia: -

· Are you taking advantage of all your (and your families) tax and investment allowances?

· Is there a better mortgage deal around?

· Are you getting the best rate on your savings?

· Are you aware that the new stakeholder pension rules can be used to build up funds for children and grandchildren – with the Inland Revenue paying towards it!!

· Is your business vehicle the most tax effective?

· Is your will up to date and tax efficient?

· Have you considered the potential impact of Inheritance Tax (IHT) on your estate and ways to minimise / mitigate this huge problem?

· Is there enough provision in place for your family should you be unable to work or have an accident?

Alexander Ash & Co. are authorised by the Financial Services Authority

Who Else Do You Know?

Do you know anybody else who would like a free subscription to E-ProActivity? Perhaps a supplier or customer? Simply give us their e-mail details and we will invite them to subscribe free of charge as a gift from you.

Hot tips from friends of Alexander Ash & Co. 

Do you have any tips to pass on to fellow ProActivity subscribers? Perhaps a business book you can’t put down, a management idea that works well for you, or even an inspiring quotation. Whatever it is, please tell us and we’ll pass it on to other subscribers.

HAVE FUN!

Contact Details

If you want any further information on any of the items in this edition, please feel free to call your usual contact or complete the details on the information request form on the last page.

Alexander Ash & Co.

7th Floor, Ockway House

41 Stamford Hill,

London

N16 5SR

Tel

020 8802 1204

Fax

020 8809 0610

Email

paul@alexander-ash.co.uk
Website
www.alexander-ash.co.uk
About Alexander Ash & Co.

Alexander Ash & Co. Chartered Accountants specialise in helping businesses become more successful and profitable. As founder members of the Added Value Network, and working in conjunction with some of the country’s leading business achievers and thinkers, we have developed a suite of tools and resources to help entrepreneurs take their businesses and their lives from where they are to where they want to be. And, as part of our commitment to your success, we will gladly introduce you to those tools and resources free of charge.
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INFORMATION REQUEST – FAXBACK FORM

Fax to Alexander Ash & Co. 0208 809 0610

	Name
	

	Address
	

	
	

	
	

	
	

	Phone number
	

	Fax number
	

	Email
	


· Please let me have the SystemBuilder software on 30 day trial

· Please let me have a free copy of your interactive CD – “Simple Stuff That Works”

· Please let me have further information on your Business Edge Programme
· Please contact me to arrange a free personal Financial Planning Review
· Please send me a copy of the new AVN book, “Small Business, Big Difference”
· Please contact me about my will and Inheritance Tax problem.

· I am interested in the AVN resource library facility. Please let me have further details.
· Let me have further details on facilitating a Strategic Retreat
· Let me have further details on your BoardView service
Of all the people I know in business, please add the following to your ProActivity mailing list with our compliments.

	Name
	
	Name
	

	Address
	
	Address
	

	
	
	
	

	
	
	
	

	Phone number
	
	Phone number
	

	Fax number
	
	Fax number
	

	Email address
	
	Email Address
	








Alexander Ash & Co. 2004

Page 1 of 7

