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Make it a good news story

Accepting past mistakes and capitalising on them will separate a good SME from one thal hasn't yet

learned, suggests Jo Macdermott.

= 2 small business |’|'|'|.'I'|¢'F|'I:I|'l1.'r.-l.
Lo, bsiness is oben |1-_'r::-::-n.|.|.
%o what h.|'|:-'|:-.'|'|-: when our
business, or we as the business
N TIET, ::Iur'l'uE:-':‘

Because 1t s |1|.'nm|1.1|. do we take it as
a reflechion on our own character? Do we
bury our head in the sand and pretend that it
didn't happent How dowe destl with it when
there 1=n't an organisalional structure Lo liicle
behind? It can be quite challenging.

Ignoring the problem is the worst thing
vou can de. A better approach is to acknowl
edpe your shertcomings and try to turn a
negative story into a good news story. Here are
some recommen datioems on haew. .

Let's start with an example from my
mwm busimess [ run an event called Market
ing Puzzle in conjunction with a long-time
business amociaie, We hald .1|1|1nc|1:in1=t¢'|1'
three to four events [per year. Test before aur
second event, which we held eardier this vear, |
received & very generos alfer fraom a contacl
ol mine I-::-'|:-r||'.'1|:|-;' the wine { free of charge]
foxr the evening. How could 1 resast! We kindly

tark up the oifer.
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€€ received a very
generous offer from
a contact of mine to
provide the wine (free
of charge) for the
evening. How could |
resist!99Y

What [ dide’t dos when :u'r--_'|1li11|-=I the offer,
hewewer, was darify what my contact wanted
to et aul af the event in terms |-I'|1r.1n|:|i11?_|'
expRIsUre, The event went ahead as |1|.'| e
and at the end af the night oy contact came
up fo me and sand o |.|i5|]'-'|:-::-1nh'd she was
that we hadm' suppartedpromaoted her brand
during the tormalities.

Claps — we hiad stulted U

o how did we turm around the situation?
Instead ol |1n'1unq.|1|1|r_ That it mever ||.J.|1|1-.'|1|.'d.
I phoned the next marning and apolagised. [
didn't offer amy excuses, but asked if we could
miake it up 1o her. She accepted my offer and

't s fhatd offers SME business gwners pavstioal wahvice i ow fo gro

[ then held a brainstorming session with my
associate and presented a proposal of ideas of
e we could h-.'||1 [rramoke her business in
olther ways. Essentially, we turned the situation
imbe a posilive experience,

Coca Cola recently tan adverisements im
majaT NEWsPapers clan tving errors in & recen
advertising camipaign. Althoagh the company
Wils n'-|1'r|:--_'||-.1-:l by dir 20 due ta courk action, 1
wonder whether it would have been better to
dis 50 before being torced by a legal authority.
Whal de you think as a consumer?

Being upfront and honest about a mistake
or weakness in your business is imporiant.
Mo that we are being completely open and
honest, has your business ever been known for
any of the following?

- |ln:-'».'i-.|:||1|.|_ ansl fir - ETEN Lawat nup_]l.;'.:l.H-l.'
cuslomer service

= onl v ||:|'r'||:|g |.'Jlll|.1 ['::.II_.;:.-.-.,---||-|1 d.u.r.||1|.|_ the:

wnitaal sales process

l:rulunp: izl 1 UIries

L

n'.'dl.l.-'.u:lg telecommauniclien cosls |'-;.'
n.n.-|;.' relurnong E"I:I-i:ﬂl.l'.' calls
- ll|:||g.' l.'|."|:"‘|.:|'I.I:I|.'.,'|II emanls teal could be
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s¢ having a deliberate policy to under-quote

amnal ver-invo e

It you have recognised a particular area ol
weakness |either from the above list or some
atler concern |1, use this appart miky o recon
nect with lest customers, Be open and hones)
about wherns you were alt and where you are
nony, and creale some baez arcwnd i1 11, how
ever, your business 'r\-."|'-||.|.||i|-|1 1% af serious rsk,
perhaps you should consider doing what most
hig orgamsaions would do in this instamce,
which is hire a public relations agency. 1F you
wauld like some practical ideas that you could

impement in-haouse, here are some Ii|l:-.

PICK UFP THE PHONE

1 have heard of many instances where compa
nics ave grven a new I.'|'|'|I|II wee 4 list ol sl
customers bo callfreconnect with in anattempl
to generate some new silesbusiness, [F von have
this in mimad, 1t is best o explain as thareughly
as passible an a case-by-case basis 1o the new
ermploves, why these customers no longer buy
tromm yoar. Haopetully you have a CRM syslem
that has nates aboul amy [T dealimps. Tle

last thing vou wanl 15 ane of Ehese castomers

wws arReLingmsg 2am.au

by becamie mare upset with your business and
vour nesw recruat b beave because they have
been abwsed for your past mistakes.

REVIEW ADVERTISING CAMPAIGN/
ADDRESS SHORTCOMIMGS

I recently smw 2 new adverbisement far a skin
clinic that 1 visited last year. Fven though 1
have current skin care needs, the new adver
tiserment did not persuade me 1o visit them
again

customer service and wail hmes were, based

the reasen being that the dinic's

On my expericnce last year, ||.|1.'u'|.'-:'|1l.'||'-h'.

In my case, | wailed over an hour [ast my
apgraintment time alter being advised by the
receprtionist on arrival, “Take a seat, il waon't b
long" Apparantly a lengthy wait tirme for this
clinic was acceptable, Had the new adverhise
ment featured a headline Tmproved waiting
times, | would have considered visihing again.

EMAIL ALL WEE INQUIRIES THAT
WEREN'T ANSWERED

Altheugh it may be too late 1o capitalise on the
ariginal slesfwebsile in||l.|i|-|'. it is worth send
ingg an apolagy note io all people whe have

sent an inguiry b yeur business and didn’i gel
a 'r-.'-=|1-.|n:-a.-.l'l-.:1|-.|w p, In this instance, a sales
promotien would be a nice way bo bry and
miake it up and encourage a |1|.1nc|‘|.|<-c' For your

business.

ISSUE A HEW CUSTOMER SERVICE
POLICY
i yorur customer service has nol been up o
saraich, then |J-.'-r||.||:*:-: it 15 fime bo creade a
custamer service policy or charter tar your
;'|11|1|-.|-.-1'u:-; and customers. Belore you sswe i,
et teedback trom seme ‘friendly’ customers
o make sure thal you have hit all the mphi
Yhart buttans?. Onee you have signed it off, k2l
as rmany peaple as pessible abouat it - write
o all your customers, imcdlode it in vour sales
prograsals, have a dedicated section an your
website and make it part of your on held’
musc, Make the most of your elorts to cor
rect past wrangs and build your business from
this new platlarm.

It as SME operators we can capatalise on
our persomal relationships ather than hide
frevm our mistakes, we are wdeally |1|--=1Ii-.|m'-.| I

be l=aders in our marked. M
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