S\
: : WP SMITH & ASSOCIATES
Business guide

Market research made easy

Carrying out market research issimplerthanitsounds. If you don’t have the budgetto commissiona
market research firm, investyourtime instead and do it yourself.

Begin by deciding exactly what you wantto find out.

If you are starting a new business

Some basicquestions might be:
e Ismarketdemandbigenoughandisit growingor declining?
e How manycompetitors will we face and where are they located?
e Whereshouldwe locate?

To find the answers you can:

e Searchsitessuchas the Australian Bureau of Statistics. Use the First Visit section to help youfind
the right data, such as where most of your customers are located.

e Use theInternettofindinformation onthe industry you are entering and identify your
competitors.

e Visitlibrariesandread printed and online magazines, trade journals and other publications
that will give you a picture of your industry and where it may be headed.

e Approachyour industry or professional association and the nearest Chamber of Commerce
for useful data.

e Contact similarbusinessesin different towns orcities. Most will be helpful.
e Talk to suppliersto pick up some industry gossip.

e Use government portals such as www.business.gov.au and www.innovation.gov.au for help and
resources.

More specifics
Once you have a general picture of yourindustry area, you can drill down for more detail. Some
ideas:

e Use smallfocus groups of five to 10 potential customers to assess demand foryour product
or service and any possible improvements.

e Aska sample group of, say, 50 potential customersif they would actually buy your product
or service and how much they would be prepared to pay for it.

e Review competitors’ websites for evidence of trading success, product and service range and
pricinglevels.
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e Investigate anyindustry-standard pricingrange (if relevant) foryourtype of product or
service.

Complete thishomework before you commit. Combine the evidence to decide whetheryou could
make enough profittojustify the risk. If you can’t bring the product or service to marketat a price
the market will pay, you may need to make some modifications or source cheapersupplies.

If you’re already in business

Market research shouldn’t stop once you’re up and running - it’s vital to sustaining your success. You
don’twant to be left behind or miss opportunities. Research leads to more informed insights thatin
turn resultin betterdecision making.

Create feedback systems

You can’t hope toimprove your products and services unless you know what customers really think
of them. Think about what kind of information you need and then design simple systems toretrieve
thisinformation.

For example, daily business dealings can enable you to capture customer detailsin a database that
willimprove your marketing. Besides contact details, decide what elseyou need to find out:

e Who yourbestcustomersare (soyou can concentrate onthemandfinding more like them).
e Wheretheylive (soyoucan targetspecificsuburbs orareas).
e How muchtheyspend (soyoucan offerthemloyalty retention schemes or discounts).

e What theyboughtor didn’tbuy (soyou can identify your core products and sell them
complementary products).

e How oftentheybought (soyou can offerrefills or replacements at the appropriate time).

Train your staff

Explaining the importance of ongoing market research to yourstaff will help to gaintheirco-
operation. Theirfeedback from customer contacts can become an important part of your market
research. Encourage themto ask customers questions such as:

e “Canyousuggestany wayswe couldimprove our products or services?”
e “What other productsor services could we stock to meetyourneeds?”
e “Wouldlongeropeninghours be of interesttoyou?”

Ask staff to keep a record of interesting snippets and feedback from customers so thisinformationis
not forgotten.

Hold regular meetings to discuss how the feedback could be used toimprove the business. Make
them aware of any business changes orimprovementsyou do putin place and be sure to give
recognitiontoindividuals for goodideas or research gathered.
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Existing customers are an important source of new ideas but unhappy customers who leave can
often be the most fruitful source of businessimprovements. Make a point of contactingthemto find

out whytheyleftandfinish by asking “What changes would we need to make to win you back as a
customer?”

Future opportunities and threats

Anotherimportant function of marketresearchis spotting both new opportunities and possible
threats. Opportunities could be new trendsinyourindustry, such as better processes that could put
you ahead of the pack. Threats might be disruptive technology that will make your product or
service obsolete, or major new competition heading your way.

Assign staff members to specific market research. Forexample, a person with strong computer skills
mightfocus on Internetresearch, such as competitors’ websites, orspottinginternational trendsin
your industry. Another person who enjoys reading could skim magazines and journals for useful
ideas and keep a scrapbook of competitors’ advertising.

Remembertobudgetformarketresearch. Whenyou’re startingabusiness, you’ll need to putin
some intensive market research. After start-up, set the budget by considering how important market

research isto the continued viability and growth of your business and what resources you’ll need to
getthe rightinformation.

Next steps

e Draw up alistof market research tactics that will work best foryourbusiness.

e Complete yourbackground researchfirst, then startdrillingdown deeperforanswersto
specificqueries relating to your business survival and success.

e Get buy-in from staff to make research part of daily business.

e Hold quarterly meetings to exchange information. Make sure staff know these meetings are
comingup, so they will come to the table with something useful.

e Mysteryshop your competitors: visitthemyourself(orsend anemployeeorfriendif your
face is known) to buy somethingororderonline tocheck theirefficiency and service.

e Draw up alistof what you can do better, faster, more efficiently, and so on.
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