6
The Marketing Plan: 
Who Are Your Customers?

INSTRUCTOR MATERIALS

Entrepreneurial Profile—Build your Brand: Adams Street Grill 
Think it Over: 
1.What are three ideas for finding customers on the internet? 
Using email, building a website, and using Facebook and Twitter. 
2. Find a small restaurant in your neighborhood that uses the internet to build its business. 
We like the simplicity of the website for Zantos, http://zantosenfield.com/. However, we also like that the site includes bright colors that make the menu easy to read. Plus, the website address is short and memorable. Lastly, the telephone number is easy to find. 

Elevator Pitch

The link for this elevator pitch can be found at: http://video.msnbc.msn.com/your-business/27265816#27265816. Hands2Go, CEO, Francine Glick, describes her hand sanitizer. Our class felt that Francine presented her product well (including an easy sample). She did have an ask, which was a nice close for her presentation. Unless the VCs in the video, our class was worried that her organic hand sanitizer would have to build a mass distribution network.
Answers to Review and Discussion Questions

1. In your own words, how does a marketing plan interact with the strategic plan?
The marketing plan is a subset (or part) of the strategic plan.
2. What is the purpose of marketing research, and what is it used for?
Marketing research is the process of gathering and analyzing data for decision making.
3. What are the two classifications of data? Explain each.
Qualitative and quantitative data. With a focus group, or just asking a few people their opinion, this qualitative data analysis may be very subjective. With quantitative survey data, you can do statistical analysis. On a simple level, you can run the statistic in Excel of the count and percentage of how many respondents answered each question. You can also calculate the mean/average and median/mid-point of the data. Finally, you can make comparisons between the answers of groups, such as males and females. 
4. Why is a survey questionnaire used to collect data online?
Survey data is often quantitative. We can collect the answers and use statistical analysis to make comparisons between the answers of different groups. 
5. Explain when qualitative and quantitative data analyses are commonly used.
The data you collect can also be qualitative or quantitative. Focus groups (qualitative data) tend to use a small sample with minimal use of math in making decisions. Survey research (quantitative data) tends to use a larger sample size (25 or more) and survey research with statistical analysis in decision making. You can start with a focus group and develop a questionnaire, and then survey potential customers so that you gather both qualitative and quantitative data. 
6. What is a feasibility study, and why should the new firm use a feasibility study?
The feasibility study of a new venture, and the future of an existing business, is based on its sales forecast. A new firm needs to conduct a feasibility study to predict if their new business will most likely be successful. 
7. What is the difference between sales forecasting for the established versus the new small business/product?
The existing business can use past sales to aid in predicting future sales, while the new business venture has no sales history. Marketing research can help forecast sales, especially if there are some sales and customers before the new venture is launched.
8. Why does the entrepreneur have to select the target market before the marketing mix, and why is the marketing mix so important?
The marketing plan identifies the target customers and product feasibility through marketing research, which leads to the development of the marketing mix (product, price, place, and promotion) and the sales forecast. Recall that market-oriented firms identify needs and wants of target customers and satisfy them as a competitive advantage.
9. List and explain the three important features of a product. 
First, your product or service should improve customer’s lives.
Second, it should be differentiated from the competitors.
Third, there must be a demand for your product or service.   
10. List and explain the four considerations when pricing.
1. The level of competition affects the price you can charge.
2. Your customer’s needs and desires impact what price they will pay for the product.
3. Internal Factors. Regardless of the other three pricing considerations, you must cover all your costs plus add a margin for profit. If you cannot, don't start the business, or close it. 
4. The other external environmental factors of suppliers, the labor force, stockholders, society, technology, governments, and the economy also affect the price you can charge.
11. How does the difference in the way producers, wholesalers and retailers, and services price their products affect the entrepreneur?
Wholesalers and retailers buy the goods from the producers and sell them to their customers. While the producer must calculate the cost of the good, the wholesaler and retailer know the cost they pay to the producer. To the cost of merchandise you must add operating expenses (rent, utilities, depreciation, salaries/commissions, delivery, etc.) and a profit margin. The difference between the cost of the good and the selling price is your markup. The markup is commonly used by wholesalers and retailers to set prices.
12. List and explain the two major channels of distribution.
One channel is distributing products through a traditional channel (such as a Wal-Mart store) that includes a producer, wholesaler, and then a retailer. Or, you can use an online distribution system (such as Amazon).
13. Describe the difference between personal selling, advertising, sales promotion, and publicity.
Personal selling is normally referred to as a salesperson who likes to sell his line of products to one person at a time. Advertising is a paid for commercial on television, a magazine, newspaper, or any other marketing vehicle to help sell their product to a large market. Sales promotions are incentives such as a contest for customers to come to your store or at least try the product. Publicity is any free advertising the company receives online, in a magazine, on television, etc.
14. Do the advantages of a customer relationship management system outweigh the disadvantages? 
The advantage is you can build a database that helps the company to stay in contact with their prospective clients. 
15. Describe how a new video game entrepreneur can use social media to better understand their customers.
The young video game culture should understand their target mark is online. So, the marketer can create a buzz by using Facebook, Twitter, and Steam to get gamers excited about your new video.
16. Research online for three viral marketing examples that helped a company to promote their product.
Answer will vary. 
17. Instead of using expensive television ads, develop a guerilla marketing idea that Pets.com could have used to sell more pet food online. 
Although Pets.com had already failed, it would have been great to hook up with Farmville on Facebook.
18. Use Exhibit 6-3 to analyze how many tips are used on the Zappos.com ecommerce site.



Application Exercises 
Each chapter has a series of exercises requiring you to apply the specific text concepts. When doing these exercises, be sure to select a specific business where applicable. You can select a business where you worked or a business you would like to own someday. Answers for each exercise should be approximately one page.
1. Develop a logo for a small pizza shop in your community. 
Answers will vary. But the goal is for the student to experience completing a marketing project. 
2. Develop an outline of a viral marketing advertisement for your most recent employer.
Answers will vary. However, students should try to create an interesting or unique slogan and advertisement that people would like to send it to the friends.
3. In the role of an employee engaging in entrepreneurial behavior, create a social media marketing campaign for a major at your college that you would like to help grow. 
Answers will vary. However, students need to consider how to use Facebook, Twitter, and LinkedIn. Students need to realize that having these online social media skills is valuable. 
4. Describe the target customers and target markets for a specific product for a specific small business.
The 21st Century Technology Training Center has a target market of 21–35. Although anyone can sign up to take a course, 21st expects younger people to take their courses so that they are more marketable in the workforce. 
5. Use The Small Business Administration (SBA) SizeUp tool (www.sba.gov/sizeup) to locate how many baseball card and memorabilia shops are in a large city near your college or university.  

Simsbury Cards & Comics
496 Salmon Brook St, Granby, CT, 06035
  
Steenosports Memorabilia
7 Hunting Ridge Dr, Simsbury, CT, 06070
  
Triple Play Sports Cards
22 Main St, Windsor Locks, CT, 06096



Application Situations 

1. Alex White: Marketing Research Answers
1. Was Angelo correct? Why and why not?
Angelo is correct. Alex should research his business idea to see if it feasible. For instance, will most of the senior citizens be unable to setup and use the computer equipment? A research study would find out what percentage of seniors feel they would have the technical skills.
2. Define marketing research.
Marketing research is the process of gathering and analyzing data for decision making. 
3. What are the steps in the marketing research process? Explain briefly each of the steps. 
The steps in the marketing research process include the following: (1) define the decision, (2) gather data, (3) analyze data, and (4) make the decision. Defining the decision is harder than it appears. What topic are you really looking to research? Will you use a focus group, survey, or some other form of data collection? Data is often analyzed using statistics to perform calculations such as means (averages). Lastly, a decision has to be made to solve the original problem.

2. Raul Sanceza: Sales Forecasting Answers
1. Before starting the business, what should be the first step they take?
Before committing to any type of business venture they should determine the demand for their service.  The sales forecast is the necessary first step in the business plan.
2. How would they go about forecasting the sales for their new venture? Describe three possible sales forecasting methods.
Market share. Market share is the percentage of the total market they could expect. If there are three competitors each manufacturing the same product and they share a demand for 100,000 units, an entrepreneur estimates that he or she could achieve a market penetration of 2 percent of the sales forecast, which would be 2,000 units. This assumes that the total demand for your product remains constant. If the market expands or contracts, your share of the market will still be 2 percent of whatever the total sales, or units, will be. Many industry and trade association publish market share information.
Comparable businesses. If you can find a business that is similar to your own, the entrepreneur may be able to help you forecast based on his or her own experience.
Industry and trade associations track sales and statistics for many small businesses, aggregate them and make the aggregated information available for public or association members. Using this information will enable a business owner to forecast sales.



Answers to Case Questions
Twitter Founder Jack Dorsey
Think it Over:
1. Search “Twitter Entrepreneurship” to visit the Twitter link devoted to entrepreneurship (https://twitter.com/search?q=entrepreneurship). What are four of the most recent tweets entrepreneurs have made at the site? 

The following are four tweets about entrepreneurship. 
Cognizant ‏@Cognizant1h
Cognizant CEO Francisco D'Souza honored as the "Best CEO" in the Multinational Company category by @ForbesIndia http://cogniz.at/17BlOn0 

The Next Web ‏@TheNextWeb17h
What’s in a startup’s name? Why the trend for misspelled words and -ly won’t go away http://tnw.to/t8pc  by @aghoshal

The Next Web
Why The Trend For Mispelled or -ly Startup Names Won't Go Away
By The Next Web @TheNextWeb
In an increasingly entrepreneurial world, startups have their work cut out when it comes to settling on a name that's both memorable and meaningful.

Michelle Glover ‏@enTREEpreneurz1h
Entrepreneurship May Be Contagious http://buff.ly/H5w1C0  @Inc @lewisschiff #startup #inspiration


2. Briefly describe a video attached to the Twitter link devoted to entrepreneurship. You can also use the Twitter search box and search for “entrepreneurship video.”

This is a tweet found using the search terms “entrepreneurship video.”
Saïd Business School ‏@OxfordSBS14h
Peter Tufano, Peter Moores Dean of @OxfordSBS - "MBAs - Rising interest in entrepreneurship programs." via @CNBC http://cnb.cx/19daG2B  #MBA

3. Briefly explain an article (cite the source) attached to the Twitter link devoted to entrepreneurship. 

The following is a tweet as it appears in Twitter. 

Entrepreneur ‏@EntMagazine20m
A new study suggests that knowing an entrepreneur might convince you to become one http://entm.ag/H24od1  by @brianeha

4. Use the following link to tweet Jack Dorsey on Twitter (https://twitter.com/jack). Did Dorsey tweet about Square Inc., marketing or entrepreneurship lately? 
Jack tweeted about his new app for his Square company, which helps facilitate payments. He also tweeted about the St. Louis Cardinals making it to the World Series. He did not tweet about Twitter since the company will have an initial public offering (IPO) next week. So, he is in a quiet period about Twitter. 

5. Use the following link to tweet Biz Stone on Twitter (https://twitter.com/biz). Did Biz discuss Twitter, Square Inc., marketing or entrepreneurship lately?

We liked this tweet from Biz about Jeff Bezos at Amazon.
Biz Stone ‏@biz 13 Oct
"If you only do things where you know the answer in advance, your company goes away."—Jeff Bezos

Answers to Global Case Questions
Bedriye Hulya, B-fit in Turkey
1. How did Bedriye use market segmentation and target marketing? 
She selected a specific target market—women. She selected specific locations to place her fitness stores—middle-income neighborhoods.
2. Based upon the material in the case, did Bedriye use marketing research? 
No. Like many entrepreneurs, she did not use marketing research. Entrepreneurs are excited to start their own business and often skip researching their marketplace.
3. Why do you think Bedriye was able to overcome the challenges of starting a women-only gym in Turkey? 
Turkey is one of the more opportunistic places for women to start a business in the Middle East. Turkey bans gender discrimination, and women have had the freedom to vote for the past eighty-two years.  
4. Do you think it is a good strategic idea to only sell franchises to women? 
We think it is a better idea to sell a business to a man or woman. But, Bedriye is successful selling only to women. So in her case, it is a good idea to sell franchises only to women.
5. B-fit is a member of Endeavor Turkey. Endeavor is the leading high-impact entrepreneurship movement in the world. Research Endeavor online to better understand why B-fit relies on Endeavor for mentoring. 
Endeavor.org is a good source of global information because they focus on entrepreneurship in emerging nations. 


Additional Business Plan Material (Appendix B)

Since this is Chapter 6, students should be ready to write their marketing plan. Students often have a “principles of marketing” course, but they don’t realize how much work it takes to actually write a plan. Consequently, students should consider the 4 Ps (product, price, place, and promotion) when trying to organize their marketing plan. 
A business plan addresses as many marketing related issues as possible. In addition to answering the 4 Ps of marketing, the plan must include strategic ideas related to conducting marketing research, selecting target markets, how to provide the best possible customer service, and what distribution channels will be utilized. Investors want to know how your marketing is going to attract customers.


Paper Clip Entrepreneurship Challenge
By Chapter 6, students often know if they are doing well exchanging paper clips for more valuable items. Some students are nervous to propose a trade to other people. But, in reality, they can learn negotiation and sales skills if they at least try to exchange the clips. On the other hand, the students with good negotiation skills will enjoy the act of selling items to other people. 

College Entrepreneurial Spirit Award Winners
When selecting college spirit award winners, it is important to make sure the students used good marketing skills. This means the college award winners might have done a professional job selecting a product to sell, advertising their business, and working with suppliers. Spirit Award winners could/should provide some evidence of their marketing. 

Community Entrepreneurial Spirit Award
When selecting college spirit award winners it is important to make sure the local entrepreneur used good marketing skills. This means the college award winners should have done a professional job selecting a product to sell, creating a website, using social media, advertising their business, and working with suppliers.





ANSWERS AND EXTRA MATERIAL THAT STUDENTS HAVE IN THEIR SUPPORT MATERIAL 

Practice Quiz

Multiple Choice

1. Which of the following is not a step in the marketing research process?
(a) define the decision
(b) gather data
(c) analyze data
(d) ***defend the decision

2.  The 4 Ps do not include which of the following?
(a.) product
(b.) ***people
(c.) place
(d.) promotion 

3. Which of the following is not one of the three sales forecasting methods new ventures can use?
(a.) market share
(b.) comparable businesses
(c.) industry and trade associations
(d.) ***promotional associations

4. Promotion methods do not include:
(a.) personal selling
(b.) advertising
(c.) sales promotion
(d.) ***marketing research

5. Social marketing does include which of the following?
(a.) websites
(b.) Facebook
(c.) Twitter
(d.) ***Catalogs



True/False
6. The feasibility of a new venture, and the future of an existing business, are based on its sales forecast. 
True

7. An implied warranty is an explicit claim made by the producer to the consumer. 
False. This is the definition of an express warranty.

8. An express warranty is an unwritten guarantee that the product is adequate to meet reasonable expectations for intended purposes.
False. This is the definition of an implied warranty.

9. Selling a product at a higher volume and higher price strategy is called price skimming. 
False. Price skimming is lower volume and higher price strategy.

10. Choosing to sell a product at a higher volume and lower price strategy is called price penetration. 
True

Weblinks

EntrepreneurialConnection.com, http://www.entrepreneurialconnection.com/, powered by the National Association of the Self-Employed, offers free learning modules on topics vital to the success of the self-employed and micro-entrepreneurs. Some of the topics covered include creating a marketing plan, how to sell to women online, and marketing to baby boomers. You can also subscribe to a free newsletter, “Get Connected.”

WSJ Startup Journal, 
http://www.startupjournal.com/ is part of The Wall St. Journal's Center for Entrepreneurs. It includes how-to advice, news, and articles on topics such as marketing and sales, franchising, financing, running a business, and e-commerce. 



Additional Entrepreneurial Profiles
1. http://www.smallbusinessschool.org/video.cfm?clip=1879
PC Flowers & Gifts, Internet Sales
Bill Tobin, Founder

Think about it:

Do you add web functionality on a regular basis? What can customers buy from you on the web? Is it easy for them to buy from you?

Bill Tobin feels the Internet is bigger than any company in the United States and any government in the world. It's just a wide open, free-for-all highway.
It's the Autobahn of opportunity. 

On the Internet you must earn the right of the consumer to tell them about your commercial message. You have to be ahead of the curve if you're small. An unhappy consumer can tell millions of customers if they are happy or unhappy—all in one keystroke.


2. Log Homes On The Internet
http://www.smallbusinessschool.org/video.cfm?clip=1881

Think about it:

How can you get more information about your web visitors? What kind of incentive can you give web visitors if they tell you who they are? Can you increase your traffic by forming some key web alliances?

Greg Steckler learned how to market on the internet instead of using older promotional techniques such as the Yellow Pages. Greg makes money on the internet doing it his way. He could improve his website, but why should he if he is already making money?

Some might think that they shouldn't worry about an alliance with those who are already helping you because you're getting business from them already. Greg was right though to develop a formal relationship with the sites that were sending him business. This helps to create even more enthusiasm and more traffic.



Additional Elevator Pitches

http://www.nbcnews.com/video/your-business/29208083/
Jason Olim, Freshmen Fund - Saving for College
Jason believe that he can help students to save for college. He has a way for parents, grandparents, and friends to donate to the child’s college. Jason did not address how his company would reduce the risk for the investors. 

http://www.nbcnews.com/video/your-business/29208083/#32257650
Fitted Swimsuits
Many women agree that it's hard to find a bathing suit that looks good, but Aerin Kwait-Taubin, the founder of Aerin Rose Swimwear, may have a solution with her fitted swimsuit line. The VCs would like to know what is the competitive advantage of her bathing suits compared to the many suits already on the market. 





Your Own 90-Second New Venture Pitch
Since this is Chapter 6 about the marketing plan, each student needs to ask themselves how they are performing in regards to the 4 Ps of marketing—product, price, place, and promotion. VCs often ask marketing questions such as what is unique about your product? What price will you sell your product for? How will you promote your product? And how can you distribute your product against the major competitors already in the marketplace?

Additional Application Exercises and Situations

1. Top 15 Social Media sites - http://www.ebizmba.com/articles/social-networking-websites
a. What are the Top 15 Social Media sites?
Facebook, Twitter, LinkedIn, Pinterest, MySpace, Google Plus, Instagram, Deviant Art, Live Journal, Tagged, Okrut, CafeMom, Ning, Meeting, and My Life
b. Which sites do you currently use that are listed? 
Answers will vary.
c. Could you be an entrepreneur and build a business around one of the popular social media sites? 
The goal is for students to at LEAST consider developing a social media site—to be an entrepreneur!

2. 9 New Social Media Sites - http://blog.sgrouples.com/new-social-networking-sites/
a. What are the nine new social media sites? 
[bookmark: _GoBack]Sgrouples—The World’s Private Social Network, Nextdoor—A New Social Networking Site for Neighborhoods, Pinterest, Path, Myspace 
b. Do you use any of the nine new social media sites? 
Answers will vary.
c. On which new social media company would you take a risk and invest your money into the company?  
Twitter had their initial public offer in 2013.
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