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Customer retention is not only a 
cost effective and profitable strat-
egy, but in today's business world 
it's necessary. This is especially 
true when you remember that 80% 
of your sales come from 20% of 
your customer and clients. With 
these statistics I am wondering why 
most marketing and sales cam-
paigns are designed for the new 
customer.  
Take for instance the wireless tele-
phone companies; if you sign a 
new contract you are given a large 
rebate or even a free cellular tele-
phone. If you are a current cus-
tomer you have the privilege of 
paying full price. Can someone 
please explain that methodology to 
me. With this type of promotion are 
we not just pushing current custom-
ers and clients to seek services 
elsewhere when their contract 
ends?  
Perhaps we need to rethink our 
marketing and sales strategies,  
after all many experts will tell you 
that it's five times more profitable to 
spend marketing and advertising 
dollars to retain current customers 

than it is to acquire new customers. 
In years past the importance of fo-
cusing on customer retention was 
not as important, stickiness came 
naturally. We shopped in our 
neighborhood shops and our cor-
ner grocery stores. We had a per-
sonal connection with our service 
providers and the thought of shop-
ping at another store would have 
never crossed our minds.  
That has all changed now. Our 
stores our larger, the majority of the 
sales personnel don't know that 
you even exist. Not to mention that 
now we have the convenience of 
the Internet and do a large portion 
of our shopping online, where you 
are known by your email address. 
As a result, customer loyalty has 
disappeared and large corporations 
and virtual storefronts are unable to 
ask the millions of disloyal custom-
ers what caused them to stray . 

However, there is a solution. So-
phisticated technology and data-
base equipment has made it possi-
ble for specialized firms to make 
attempts at customer retention 
through database marketing pro-
grams. Establishing a detailed cli-

ent database will allow these com-
panies to keep track of personal 
information and individual prefer-
ences of all their customers. This 
enables them to provide better ser-
vice and value. Just like the corner 
grocery store owner kept informa-
tion on 200 customers in his head, 
the large superstore can now keep 
track of 20,000 customers through 
its customer database. With effec-
tive implementation of customer 
databases, companies will be able 
to re-establish contact with custom-
ers, and will be able to work suc-
cessfully towards increasing cus-
tomer retention, repeat sales, and 
customer referrals.  

To achieve the objectives of the 
database and customer retention 
programs, the entire campaign 
should be designed and carried out 
with the customer in mind. The ex-
ercise will only be effective if the 
customer recognizes and associ-
ates some value with being part of 
your database. If they do not per-
ceive value in your program all of 
your communications, coupons, 
special offers, and newsletters will 
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will be discarded. Your customers 
have been inundated with meaning-
less "junk" mail and email spam, so 
embed your campaign with value.  
A few value-add strategies that you 
can use include:  
 
*Membership cards and programs 
that entitle your customers to special 
offers, discounts, or preferential treat-
ment.  
 
*Welcome, acknowledgement, sales 
recognition, thank you statements.  
*After sales satisfaction and com-
plaint inquiries and surveys.  
 
*Event oriented communications in 
which the customer is genuinely inter-
ested.  
 
*Enhanced and empowered cus-
tomer, after sales, and technical sup-
port.  
 

The Self -Employment Program  
 
The Self-Employment Program is a 
Service Canada program, which is 
available to Employment Insurance 
(EI) eligible persons legally entitled to 
work in Canada.  The program pro-
vides financial assistance, business 
and management information to eligi-
ble applicants who want to start or 
purchase a business. 
Community Futures can help with: 
 
*Start-up assistance 
 
*In-depth training 

*Financial support available 
 
*One on one business consulting 
 
Applicant Requirements:  
 
* Must be unemployed  
 
* Must be referred by a Case Man-
ager/Referral Agency  
 
*Must have an Employment Insur-
ance benefit period established or 
whose benefit period has ended 
within the previous 36 months (also 
referred to as the 36 month reach-
back period), or has had a benefit pe-
riod established in the previous 60 
months and who was paid special 
benefits (Maternity or parental bene-
fits) during the benefit period  
 
*Subsequently withdrew from active 
participation in the labour force to 
care for new born or children placed 
in their care for the purpose of adop-
tion.  
 
*Must agree to work full time on your 
business concept and plan while you 
receive financial assistance (minimum 
of 35 hours per week) 
 
Program Benefits:  
 
Self-Employment benefits provide 
weekly financial support in the form of 
EI equivalent benefits, for a maximum 
period of 52 weeks while the appli-
cant develops their business.  This is 
in two 'stages', the first being the de-

velopment of the business concept 
and business plan stage for up to 10 
weeks, the second being the imple-
mentation stage of the business for 
the remaining weeks (up to a maxi-
mum of 52 weeks).   
 
 

Video Conferencing 

Is Here 

 

Community Futures Sun Country 
is pleased to announce video con-
ferencing in Ashcroft.  Thanks to 
ongoing support of Western Eco-
nomic Diversification, Community 
Futures has received a Tanberg 
770 Video Conferencing  Unit.   

Experiences have shown that as 
community members become 
more familiar with the opportuni-
ties available thanks to Video con-
ferencing, there has been a 100% 
year over year increase in commu-
nity rental. 

Capacity to do more training on a 
fee for service basis or deliver 
some new initiatives in the pro-
gram area of HR Management for 
small Business. 

Please contact our office for more 
information on Video conferencing 
at 250-453-9165 
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Whether you currently have em-
ployees or not, the chances are 
that as your business grows, so 
will your need to have employees. 
At the outset, you will probably be 
playing the role of manager, in ad-
dition to the other roles you play. 
Managing employees is cited as 
being the biggest problem to small 
business owners. This is because 
employers very often donôt know 
how to handle employees. Effec-
tively managing employees is a 
skill acquired through training and 
practice. Many books have been 
written on the subject, and courses 
are regularly offered through edu-
cational institutions. If you are hir-
ing or managing staff, you should 
spend some time reading and tak-
ing courses on this topic. By apply-
ing some basic principles of re-
spect and encouragement in the 
development of each staff member 
as an important individual, you will 
reap the rewards of loyal, trustwor-
thy, and dependable staff. The fol-
lowing sums up the course on hu-
man relations (source anonymous) 
The 6 most important words: ñI ad-
mit I made a mistake.ò 
The 5 most important words: ñYou 
did a good job.ò 
The 4 most important words: 
ñWhat is your opinion?ò 
The 3 most important words: ñIf 
you please.ò 
The 2 most important words: 
ñThank you.ò 
The 1 most important word: ñWeò 
The least important word: ñIò 
 
Leadership style  
 
A leader is one who is in control, 
takes charge of a situation, and is 
decisive. A good leader or man-

ager is fair, firm, and consistent, 
as well as flexible. Being flexible 
doesnôt mean that you have to 
change your personality. You can 
be firm and still be friendly; you 
can be decisive and still be polite. 
You can give someone more free-
dom without giving away the com-
pany. The better you are at know-
ing how to treat your employees, 
the more effective you will be as a 
manager. And the employer-
employee relationship will be more 
satisfying to both parties. 
 
Hierarchy of needs  
 
Many theorists believe that people 
have different need levels in their 
work environment. They progress 
from one stage to the next, al-
though some people ñplateauò or 
stay at a certain stage for a period 
of time before advancing on. 
Briefly, the stages follow: 
The basic or survival level is the 
starting point. In order to accept a 
position, a person needs to be as-
sured that the wages offered are 
sufficient to meet his/her basic 
needs for survival (food, shelter).  
A personôs security needs relate to 
job, financial, and health security. 
These are most often addressed 
by an employer in a benefits pack-
age. Examples include: training 
and development, tuition fees for 
night courses, seniority systems, 
wage incentive plans, profit-
sharing plans, insurance, pen-
sions, medical/dental plans.  
Having satisfied the basic and se-
curity needs, a person then seeks 
to satisfy his/her social needs. 
Having an opportunity to learn new 
skills, to make suggestions on his/
her area or department, to interact 

with other staff, to attend staff 
meetings and be called upon for 
input are examples of how social 
needs may be met. 
The self-esteem needs are satis-
fied by promotions, praise and rec-
ognition, added responsibility, and 
challenging work. At this final 
stage the employee is working in-
dependently, competently, produc-
tively, and has a sense of pride in 
performing at this level.  
A managerôs job is to recognize 
what stage the employee is at, and 
to assist and encourage them to 
progress along the ladder to their 
highest level of capability. Pushing 
too hard may sometimes discour-
age and frustrate staff who may 
have a different learning pace. Ef-
fective use of a variety of motiva-
tion techniques will foster personal 
development for the employee, 
and in turn increase productivity 
and profits. 
 
Motivation techniques  
 
You can reduce unwanted em-
ployee turnover and the high cost 
of recruiting, hiring, and training 
new staff by shifting these costs 
from hiring new employees to 
keeping and developing experi-
enced ones. For example, you can 
motivate an employee to increase 
productivity by providing opportu-
nities for career development. At 
the same time you have improved 
the workerôs skills and shown rec-
ognition of the workerôs value and 
aspirations. There are other moti-
vating techniques, such as dele-
gating responsibilities and shared 
decision-making. Incentives such 
as pay increases and fringe bene-
fits are also motivating factors.  

TIPS ON MOTIVATING EMPLOYEES 

Article from: Small Biz.ca 
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