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Presentation Notes
Hello everyone and thank you for logging on to get some ideas for marketing your business more effectively, even in lockdown.

I’m going to go through 20 ideas and case studies in this workshop.  And we will have a couple of group discussions in smaller breakout rooms during the workshop.

Please feel free to ask questions as we go along using the chat facility.  Viv will be monitoring this chat and will stop me and ask your questions during the presentation.

If you could keep yourself on mute while I’m going through the slides so that the sound is at its best.
If you are having connectivity issues you make like to turn off your camera to improve this.

I’m Fran Riseley and I’ve worked in retail all my career, starting as a graduate trainee at Selfridges back in the 1980s.  But for the last 30 years I’ve been working as a consultant advising retailers.  In the past couple of years councils have started to see the importance of working with independent retailers as you all help ensure and improve the vibrancy and interest of our towns and villages. 

I’ve worked with independent retailers and makers in Brighton and Hove, Mid Sussex, Weston super Mare in the last couple of years. 



My Objective for Today
To help you increase sales now and 
prepare for the easing of lockdown 
through:
• Communicating your Unique 

Selling Points to your customers 
more effectively

• Giving you some ideas that will 
remind customers you exist and 
bring in new customers

• And doing this without spending 
too much
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Presentation Notes
So what I aim to do this morning is to give you some ideas about ways to get more potential customers finding out about your business and then making it more likely that they will buy something from you.

Most of the ideas don’t involve a lot of investment but will of course need some time to implement.  

Not everything will be relevant for your business or your product range but hopefully everyone will get at least a couple of ideas that will help you increase sales.




1. Be Able to Communicate What Makes You Special

Frome’s only …………So much more than 
a just a farm shop

Best destination toy 
shop in Frome

Specialists in ……..

Make it short and sweet
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It’s very important that you are able to articulate what makes you different and special to your customers and potential customers.

It’s all about your Unique Selling Proposition or USP.  Why customers shop with you will be different for each business here.  But you need to get it straight in your own mind and of course in your own marketing, otherwise how can you expect people to find a reason to shop with you?






2. Golden Rules of Retail Marketing

Out of sight 6 times Make it human

• Even regular
customers can
forget you exist

• You need to tell
people something
at least 6 times
before it registers

• Use different
mediums, e.g.
Facebook, web
site, email, shop
window

• Use different times
of day and days of
week

• Regulars know you
and are interested
in your story and
expertise

• People need to
smile

Make it human6 times
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Before we get too far in to this session I just want to go over three really important rules of retail marketing.
Firstly, it is very easy for customers to just forget about your business and so you miss out on their custom. This is especially true in lockdown when customers may not be walking or driving or cycling past your shop and your shop is probably closed anyway.
So they need reminding on a regular basis.
And a rule of thumb is that they need telling 6 times before they get the message!  So don’t just post on Facebook saying you now sell yoga clothes and mats.  You need to tell people in an email, put some photos on Instagram, add it to your web site and even put some in the shop window or a photo in the window because some people will be walking past and spot it.  And choose the best time of day and day of week for each different message.
The third golden rule is to make your marketing human.  Customers do know you because you have talked to them in your shop, written posts and sent emails to them.  And they are interested in your story and your expertise.  They want to know why you set up a health food shop and what your hot tip is for relieving their arthritis pain or about the people who make all those lovely Indian greeting cards with pictures of elephants.  And if you have a funny photo that helps too.  My local smokery’s recent email newsletter included a picture of his family using smoked salmon cardboard boxes for an indoor cardboard bob sleigh run on their stairs because they didn’t get the promised snow.



3. Look Like You Are Still in Business

Presenter
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Many shops are shuttered up, have their Christmas windows still on display, or absolutely nothing on show.
I was rather heartened to see that our local card and gift shop had bothered to put together a pretty window with current merchandise. And a sign telling people how to shop with her.
It makes people think you will still be there when lockdown ends and that you are still in business.
Making sure your window and door are clean and tidy is important too.



4. Have a Plan
Month Theme Target Audience Products / Departments

March W&L is the perfect place to 
spoil your mum with a treat 
for Mothers’ Day.

Dads buying with / for younger 
children. Teenage and 
upwards adults buying for 
mums and grandmas. 

Womenswear – easy to choose items like 
handbags, scarves, tops.  Kitchen and 
dining – cook mum a special breakfast or 
lunch and make a special tablescape.

April W&L offers a great range of 
green and eco products in all 
departments. We source 
from the UK / locally where 
possible.

Eco conscious customers, all 
ages, but aiming to attract 
new younger customers.

Clothing – organic cotton e.g. White Stuff. 
Sewing and knitting – mend and repair 
existing clothing. Kitchen – water flasks, 
beeswax wraps etc. Anything that’s local / 
UK sourced.

May Cheer yourself up with some 
of our bright, cheerful, 
flowery clothes and have 
some fun.

Younger audience who maybe 
don’t know about some of the 
more youthful brands you 
stock, plus day trippers who 
are in the mood to treat 
themselves.

Menswear and womenswear – bright 
colours and floral prints. Bright coloured 
accessories and handbags. Cheerful 
cookshop items.

June Enjoy summer with our al 
fresco dining and picnic 
ranges.

Parents and grandparents 
planning family events.  
Younger people planning 
barbecues and picnics with 
friends and family.

Cookshop and dining ranges.  Also garden 
party type outfits for men and women.

Presenter
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Things are changing a lot at the moment, but it helps to have a plan for marketing themes and ideas.  I suggest 4-6 months at a time.  This is just an example of one that we’ve put together for an independent department store. They will use the theme for their social media, promotions and windows.  You don’t need to stick to the plan, something may come up that is more topical or useful or just more relevant, so use that instead.  But just having the plan means you will use it to record a good idea you come up with when you are talking to a friend, watching something on TV or talking to a customer. Last year I was working with a vintage bridal wear shop and a customer admired a dress when we were standing outside the shop discussing how to improve the window.  She mentioned in passing that she was tempted to propose to her partner of many years standing just so she could wear the dress. So we ran a very successful leap year why not propose and wear one of our vintage dresses marketing campaign, though sadly not many of those weddings have happened yet because of the pandemic.



5. Play The Customer Game

Anne (28%)

* Figures in brackets are estimated % sales
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It’s vital that your marketing is relevant to the people that are actually shopping with you.  So why not play the customer game?

Ask everyone that works in your shop to find pictures of what they think your customers look like. You will need about 60-80 pictures in total. And maybe you can make it a Zoom session or discuss it with your household.  Sort the photos and group them into different customer types or personas. This slide shows one we did with a DIY retailer recently to give you an idea.  You need to get 4-6 customer personas and give them names and a lifestyle.  (You will also have a few leftover pictures that don’t fit in any categories which you can ignore as being too small to impact your marketing).  



Meet Bert and Vi

Presenter
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This slide shows what one of your customer personas could look like – Bert and Vi.



Who are Bert and Vi?
Age bracket >65 years

Lifestyle Live independently of their children
Work at home or in the garden
Live in a small house  they own 
Repairs done by themselves
Have old car which they keep in the garage
Weekend – Meet children, family, friends
Weekday – Work at home, watch TV, garden, read a book, 
walk to the shops

Financial situation Low income – survive on State pension
Have debit card but no credit card

Purchasing pattern Purchase 1 x month (more often in summer)
Average purchase £30 (retail segment specific)
Focus on promotional items
Expect good promotions and service at store
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And you need to put together a profile of them in terms of age, lifestyle, financial situation and purchasing pattern so that everyone can relate to Bert and Vi. You really need to get under their skin and think about how they spend their time and money and what their priorities are.



What are Bert and Vi looking for?
BRAND Wide assortment and lowest prices

PRODUCT Value for money
Clear labelling
Clear instructions with large print
‘Supporting’ goods
Tools not too heavy

STAFF Good service skills
Supportive
Helpful, can offer advice
Available when needed

ENVIRONMENT Easy to find product
Easy returns
Easy access to store
Right advertisement material with big print

SERVICE Advice desk
Home delivery
Carry out to car for heavy stuff when needed
User friendly trolleys
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Then use this pen portrait of Bert and Vi to highlight what they are looking for in your shop – the range, staff and level of service and the shop environment.

Do this for each of your customer personas and then when your shop opens spend a couple of weeks logging the number of customers you get for each customer persona (or you can do it by how much each customer group spends with you, it depends on your business and the number of transactions).

Start with the customer group that accounts for the biggest proportion of your business and think carefully about what marketing approaches work best for them.  In the case of Bert and Vi – maybe emails, good promotions and a loyalty programme would work better than Twitter and Instagram.

And you should also use the customer personas to check that your range is appropriate and balanced.




6. Try an Online Event

Presenter
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Some people have more time now for events and I liked the idea from this retailer who is offering nipple tassel making workshops for £24.95.
They provide you with the kit and run the workshop on Zoom, promising a fun time plus a demo on how to twirl with your new creations on!
I’m a member of the Wine Society, an online wine retailer and they have been running free Zoom events with their buyers talking about different wines or vineyards telling you their story.  They advise you on the wine to buy to drink while participating and they are escapist and educational with a chance to have a virtual walk round a New Zealand vineyard in the sunshine for example.




Events
• Free or paid for
• Events / demos / mini tutorials
• Friends and family events
• Create a community
• Team up with other local businesses
• Give or email “personal” invitations to your top 

customers, e.g. invite in with online orders
• Check your date to avoid clashes
• Record it so you can use snippets on social 

media
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Events can be a great way to demonstrate your expertise.  A hardware store I’ve worked with runs a regular repair café.  They show people how to repair household items and of course sell them the required tools, cleaning and repair items.  They are also honest about items that simply cannot be repaired, and often get the business for a new toaster or whatever.  

This idea could be translated into an online event and it makes sense to record the event so you can use snippets in your marketing and on your web site.

It sounds obvious but it’s important to advertise well.  As it is online people will have to register and provide their email address. You can slip a personal invitation into online orders.  The 3-4 weeks before an event are the key ones for advertising.



Breakout Rooms: Discussion 1
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Presentation Notes
It’s important to let people passing by your shop know how to get hold of your merchandise even when you are closed in lockdown. 
So we’re going into breakout rooms to put together a list of what you should include on a notice outside your shop to tell people how to buy from you while your shop is closed.
This photo is from my local department store’s door just so you have an example and can think about what you like about it and what you would add or do differently.
Include:
QR code to make it easy for people
Logo and colour scheme to reinforce the brand
What you can buy – products and services – use photos rather than list / words
Web site address
Phone number
Email address
If you do free local deliveries
Mother’s Day gifts
If you offer click and collect




7. Make Your Shop Front Work
• How to buy now
• Signage
• Window display
• Leaflets

Presenter
Presentation Notes
You need your shop to make an impact and to encourage people to come inside when they can! 

We have already talked about looking like you are still in business and telling people how they can spend with you in lockdown.

If people are walking past you have about 20 seconds for your shop to register with them. So it’s worth thinking about improvements so you are ready for the end of lockdown.

So clear signage is vital. This is a lovely distinctive shop front – Irregular Choice selling shoes and accessories in the North Laine in Brighton.  It often gets photographed and posted on social media.

Your window display needs to make an impact.  One lingerie retailer I know persuaded 3 of her friends to model her lingerie in the window in a live display one afternoon.  They only needed to do this for less than 2 hours and it bought traffic to a standstill, drew a crowd outside the shop and got them featured on local radio.  This may not be appropriate for your business but make sure your window display changes as frequently as your customers pass your shop.

How often do you change your window display?    Weekly is good for most shops. It can be minor changes every couple of days, it doesn’t need to a major revamp.

And when you are closed, how about some leaflets about your shop in a weather proof holder so passersby can take one as a reminder to shop with you when you are open or visit your web site?



8. Make It Easier for Your Customers
• Not just the % off
• But the price they will pay
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It sounds obvious but customers (just like all of us) are lazy.  Make it easier for them.  This means never just saying 50% off but telling them what the reduced price is.  Yes, even when it is half price.
Or putting together a gift pack for them.
Or going and getting them the right battery for the toy.
Or getting the white spirit for them when they buy gloss paint. 

Have you got a section on your web site with ideas for Mothers’ Day gifts or Easter presents? Have you put together something for Facebook with ideas?




9. Check Out Hidden Opportunities
• Are there potential customers you are missing because

• They are in a residential home?
• They have only just moved into the area and don’t know you 

exist?
• They have problems getting to your shop?

• Can you run promotions to reach them?
• Make sure people know where you are, e.g. next to the Red 

Lion pub, or opposite the library, they may not know the 
name of the road

• Tell people where it is possible to park, and also where they 
can park if they have a blue badge (make it easier for them)

Presenter
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There are some hidden opportunities.  Potential customers that no-one else is targeting yet.
We’ve worked with a womenswear retailer targeting larger, older ladies.  They started doing fashion shows in residential homes.  This is popular in itself as an event for a group of people who often need the activity to come to them, rather than being able to attend outside activities.  The shop staff take extra stock in to the home for people to try on and take orders after the fashion show.  They also provide incentives for the care home staff who place online orders for the ladies in the home throughout the year and then the shop delivers to the home and pop in to see the ladies who have bought clothes, building up a personal relationship with them.

Or maybe you are selling furniture and carpets.  Can you work with local estate agents who know who is moving into the area and provide some information about your shop for the estate agent to pass on to their clients.  This works best if a number of local businesses work together to put together a new into the area information pack.  And is also helps if you reward the estate agents in some way too.

Make it easy for people to come to your shop.  Would extended hours help?  Or better information on the nearest street parking or car parks? 





10. Use Themes to Merchandise and Promote

• Books – what to read when Game of Thrones is over and Read it Before You 
See It

• Eco ranges
• Vegan ranges
• Colour blocked items
• Unicorn themed 

Presenter
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To make more of an impact when you are designing a promotion either online or in store it is helpful to use themes. And we have already talked about planning the themes.

The right hand photo shows a book shops suggestions of what to read when Game of Thrones is over and also the books that are going to be televised or made into a film soon – read it before you see it.  

I worked with a card and gift shop retailer recently.  Most of the gifts he sells are quite small in size and so don’t make much of an impact in the window unless you work with a theme. We put together a great unicorn themed window – he had balloons, cards, mugs, ornaments and gift wrap and it stopped little girls in the street, who dragged their parents in.  He also did a great orange and yellow themed display in time for autumn which packed a real punch.




11. Your Regulars are the Key to Increased Sales

• For most retailers:
• 80% of your business comes from 30% of your customers
• Existing customers are more likely to spend with you again

• Personal trade – repeat and referral  customers
• It costs five times more to attract a new customer than to 

keep an existing one
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Regular customers are really, really important.
For most retailers 80% of your sales comes from 30% of your customers.
So communicating with those people to remind them you exist is usually the most effective way to increase sales.
They already know and trust you, they may just have forgotten about you.
And it costs much more (most people reckon about 5 times as much) to attract a new customer than to keep an existing one.



12.  Refer a Friend
• Reward your customer
• Reward their friend
• Make it a significant benefit
• Time limit
• Doesn’t have to be a discount
• Timing is key

Presenter
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Another idea is a refer a friend scheme.  
A hairdresser I have been working with found that their sales in October are always lower than for the rest of the year.  Everyone is back from their holidays with no money, more likely to be staying in than going out and needing a great new hairstyle and waiting for Christmas to get their hair done.  So they introduced a referral programme.  The existing customer had to book an appointment for October and their friend also needed to attend their appointment in October.  The friend got 40% off their first appointment and then the customer also got 40% off their next appointment.  It had to be for new bookings and it all had to be done in October.  So they offered a significant benefit to the customer and their friend.  It was timed so that the new customer or friend would also book a pre-Christmas appointment and so have an opportunity to become a regular quickly.  This resulted in over 50 referrals over the month of October in one hair salon.



13. Try Selling More Add Ons
1. Related Items – complete the look or enhance   

it’s use

2. Value Added Items – to increase the value or 
life span of the original product

3. Impulse Items – often totally unrelated to the 
original purchase

Presenter
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Another way to increase sales is to sell more to existing customers.  This means focusing on add ons.  
Add ons fall into three categories:
related items that complete the look or enhance a product’s use – for example the scarf to go with a top
they can be value added items that will increase the value or life span of the original product – gift wrapping or a cover for garden furniture
or they can be impulse items that may be completely unrelated to the original purchase.  

Why not have a look at your web site from this perspective and see if you can make it easier for customers to buy additional items? Don’t just show them the earrings, do a bundle with the necklace and the earrings together. 



14. Use Emails
• Direct communication with 

people who want to hear from 
you

• Email addresses are usually best
• Ask each customer at the till if 

they want to be on the mailing 
list

• GDPR – opt in and make sure you respect opt out requests etc.
• Regular emails with useful content, e.g. recipes, top tips, trend information
• Start monthly and increase frequency if required, but avoid overkill
• Relate email frequency to average frequency of consumer purchase
• Reuse content from social media e.g. Facebook posts and blogs

Presenter
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Emails allow you to communicate directly with your customers and tell them about new products, events or give them ideas for presents etc.
It may be appropriate for you to start building up a customer database.  

Have you got a section on your web site which allows people to sign up for your newsletter or loyalty programme.  Maybe offer 10% off their first order if they sign up.  And when you reopen you can provide forms at the till, make it simple – just ask for name and email address and tell them what they will get – e.g. monthly style update and that they can unsubscribe at any time.  Email systems like Mailchimp are free if you have less than 2,000 email addresses. 




15. Make Sure Your Website Does The Basics
• Name and logo and photo
• Address.  Location helps you get 

found in a search
• Telephone number (top of every 

page)
• Contact us - email address / web 

site enquiry option
• Opening hours
• Add to mailing list 

• About us – what is your USP
• Focus on the customer and what they will get out of shopping with you, not “I”, 

“we” or “us”
• No heavy reading 
• Consistent with your brand.  Web and store must be in harmony 

Presenter
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A basic website is pretty much a must have. 
And you really need to have the basics, even if you just have a home page and no more.
The screen shot gives an example of a retailer that has a pretty web site but it is not that easy to find our what the shop looks like from the outside, the address, telephone number and email, opening hours and also a chance to be added to the mailing list.
Make sure you tell people what makes you special and focus on what the customer will get out of shopping with you.  Customer testimonials help to do this as they are real people telling the world what you offer and what they like about shopping with you. 



• Be able to buy stuff
• Easy to find stuff – think 

like your target customer
• Easy to find delivery 

charges and return policy
• Good descriptions and 

photos
• Entertainment – videos, 

top tips, tutorials, blogs

16. Bring Your Website Up to the Next Level 
Level

• Demonstrate trust and credibility – testimonials, quotes, awards, 
press releases, reviews

• Incoming links to help you get found
• Resources section with videos, blogs, style guides, recipes etc.  

These can be ones you have used on social media

Presenter
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Then once you have a good, basic web site maybe you want to move to the next level.
Depending on what you sell you may want to have a transactional web site.  
This could help increase your sales by 5 or 10% and it also allows potential customers to check out what you offer and make a decision on whether to come and visit you.   But this does take a lot of work setting up products on the web site and then shipping them out, so think carefully. It may be better for you to use another online platform like Ebay, Amazon, Etsy, Trouva etc. depending on what you sell.
But you can add extra content – in the form of entertainment – videos, blogs, tutorials, top tips and so on.
A resources section with recipes, style guides or other ways to demonstrate your passion and product range all help reinforce the value of shopping with you.
Incoming links from other web sites help you get found through search engines better too.



17. Link Your Merchandise to Locked in Activities

Presenter
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Think creatively about how you can relate your range to activities that people can do even in lockdown.
I liked this Facebook post about the RSPB big garden bird watch.  This gift shop used it to show case their lovely bird mugs and cards.  
So when you are looking at your news feed, watching the news, reading the paper or listening to the radio think creatively about how you can link your range to something topical.  So you give your customers an idea for a household activity as well as a reminder about your fabulous products. Maybe you can encourage your family to help with this too.




Breakout Rooms: Discussion 2

• Can you share something you 
have done that has generated 
extra sales or customers for your 
business?

Presenter
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Hopefully some of the ideas and case studies I have talked about will have inspired you, or reminded you of past successful promotions and campaigns you have run.
Our 2nd breakout room discussions are here to give you a chance to share ideas.  Tell your group about something you have done to generate extra sales that people may be able to adapt to suit their business.



18. Recycle Content
•Maybe start with a tweet on new range or product

•Take some photos and use on Instagram

•Expand a bit and post on Facebook

•Do a short video for YouTube

•Use this in a blog

•Convert to content for a short newsletter email

•Add blog to website with links to YouTube, Facebook, 
Twitter and Instagram

Presenter
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The golden rule with social media is to recycle so you maximize the impact and minimize the work.
Maybe you start with a tweet about a new range you have in.
You can then take some more photos and use the concept on Instagram.
Then you can expand on it for a Facebook post.
Or maybe a video would work best, and this can go on YouTube.
You can use your Facebook post as a blog which can go on your website.
This can be reworked into a short email or newsletter.
So one idea hits potential customers in 6 different ways so they have a good chance of being receptive to your promotion at least once.




19. Brainstorm

• Ask your team for ideas

• Set aside a regular time

• Don’t do it all yourself

• Have a WhatsApp group or handover 
book for ideas and comments

Presenter
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Another issue I’ve noticed with independent retail owners is that they often don’t tend to delegate that well. This means they are stressed out and have less time for their family and friends and also that their staff members don’t have such an interesting job as they could do.

It often works well if you have a little team meeting or Zoom call for 10 minutes or so once a week to discuss what’s coming in, upcoming events and so you can brainstorm marketing ideas for attracting new customers or selling more to existing customers.  This may be social media posts, links with local businesses or any other bright ideas you may not have thought of independently but jointly you come up with much more.

If you can’t see team members regularly at least have a WhatsApp group or handover book where they are expected to write comments and ideas for marketing the business.  Bringing in this discipline helps make staff members realize that you value their opinions and expect them to contribute with ideas.

Of course in lockdown you may need to use your household members to help you brainstorm, but I know a lot of children and teenagers who are very good at generating useful ideas.

 



20. Measure Effectiveness of Your Marketing

Sales

Time
Promotion

Long term gain}

Presenter
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And it makes good sense to measure the effectiveness of everything you do.

Generally you need to know:
What did you spend on the marketing activity in time and money
What were sales of the relevant part of the range or the whole business before, during and after the activity
Were there any other things going on that could have made a difference to the effectiveness of the marketing, e.g. snow, competitor’s promotions, an election
Then you can work out how effective it was compared to the other things you have done.

In this chart the orange area is the half life of the promotion.  It can be negative.  



Any Ideas You Can Apply to Your Business?

Write your own action plan 
now

Presenter
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Can you just spend a minute writing down any ideas you have picked up from this session that you would like to try out in your business.
This may be a major change or some small tweaks.  This list or action plan is for your own consumption, we won’t be going through these. 



Next Steps
•Think about your action points

•Start work on them this week

•Call me or email me with any questions / things you 
want me to review or discuss

•Fran Riseley 07765 257213, friseley@gmail.com

•This offer stands till next Thursday 4th March

•Good luck!

Presenter
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Finally, thank you for taking part today. You will be most effective if you start work on your action plan straight away.  So I’m happy to help you if you get in touch over the next week.  I can review ideas with you, act as a sounding board, help you prioritise what to do first or whatever help you need. So please get in touch, I’d love to help you, but this is a limited offer!


mailto:friseley@gmail.com
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