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Mistake #1
Failing to Write a Plan

The single biggest mistake retailers and business managers make, is to operate without a plan. For-
tunately the solution is simple. Imagine this, ... the biggest problem has the easiest solution! Whew, 
that’s a welcomed change, huh?

So first determine which plan you really need. If you are just beginning a new business or expanding 
a profitable one, you will likely need to write a BUSINESS PLAN. A full business plan is what you’ll 
need especially if you are seeking any funding from sources outside of the personal bank accounts 
belonging to all of the owners of the business.  Within the plan you’ll include your corporate structure, 
which will record ownership, percent of stock ownership, biographies on owners and key person-
nel, along with information on your product(s), service(s), trademarks, formula(s), and of course THE 
MARKETING PLAN.

If you are not in the above category of a NEW venture or EXPANDING one seeking money, you likely 
do not need a full business plan. What you need is the MARKETING PLAN. In one man’s terms, the 
HOLY GRAIL to profits in every business.

HOW TO FIX THIS MISTAKE:
There are several ways to fix this problem. The best is to at least 
start writing your plan by DIY (Doing-It-Yourself). Presumably 
you’ll also finish it DIY, perhaps with the aid of a current book or 
from a consultant. (Don’t worry, some of the most seasoned con-
sultants won’t cost you more than a cup of java, as free sources 
are everywhere). Other alternatives range from hiring big guns, 
agencies or consultants. Which ever route you choose you will 
need to know at a minimum, answers to these questions. (also 
the beginning of your marketing plan)

Now that you have a products (or service) that people will buy, define which people love it most and 
will need to buy it. Second, list the people that will want it most. Finally your third list is comprised 
of people that will try it and maybe become regular customers. Depending on your business model, 
each list may have similar, yet different demographic profiles of prospects.

Largely due to the rapid evolution of the internet and marketing systems, 
programs, networks, social media and social networks, the Marketing 
Plans of today must be addressed and refreshed at east twice each year. 
In some businesses, such as on-line retailers, quarterly!

The 3 Most Disastrous Retailing Mistakes of the Year!
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The best part of having a written plan is that as your business evolves, this structure helps to keep 
moving the business forward, makes sure that your marketing spend in aligned with your marketing 
goals and prevents ad-hoc last minute, jump on the flavor of the day bandwagon.
Incorporating analytics, quantitative and qualitative analysis will prevent you from overspending ... 
that’s what makes going into business so worth while!

The following steps are the sections that you’ll need to address in your new marketing plan:

Market Segmentation: This is where you take the customer lists that you compiled above and now 
drill down to better define, with as much detail as possible, the market segments that you will target. 
Define the groups (as your 3 lists from above) - define their characteristics, ways to identify each and 
where will you reach them? Where are the obvious places and the best methods to practice in reach-
ing them?  If you have not yet determined which people will LOVE your product, you likely are not yet 
ready to write your marketing plan. Suggestion: Go back now and define a fit between your offer-
ing and sets of markets.

Competition (by Segment):  Who else is doing this? Write a list of alternatives that your CUSTOM-
ERS would consider as an alternative to your offering(s).  So, one example I use when consulting 
is: Think of your customer, let’s say they generally drink Coke. Wanting to make a purchase, Coke is 
not available at that moment, but instead of going elsewhere, because she is thirsty right now, what 
alternatives would she consider? What’s your answer?  Are you thinking PEPSI? Or are you also 
thinking about diet sodas as well as caffeine free choices? - Well, you’re not digging deep enough. 
The correct answer is: any drinkable liquid - she is thirsty. So water as well as wine or milk, etc., is 
a COMPETITIVE ALTERNATIVE. Write that down. Any list of ALTERNATIVES that your customer 
COULD consider.

Differences in Value (by Segment): What makes your offering different than other choices? List all 
the differences. Just one list, because what you think may be an asset, the CUSTOMER may not see 
it that way. So do not worry about Pro’s and Con’s. For each market segment, determine what the top 
4 or 5 differences are between you and them. Remember it’s not just about technology, features or 
delivery. Include differences such as: price, ease of use, time value, options, shelf life, guarantee, etc.

Market Positioning (by Segment): Using your above lists, create a proposal to each segment, so 
that they fall in love with you and become married to your offering. You can create more than one 
message (others call this the elevator pitch or USP - it’s all the same thing). You essentially write a 
succinct set of statements that get across your key points, making you  
different for each segment.

Goals and Measurement: Have written goals to achieve with your market-
ing plan. Determine which metrics you’ll track to measure success. One 
example I use when consulting is: If you decide to increase customer 
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acquisition is a key goal, we ask, by what percent? Define the goal as well as which method you’ll use. 
So, if you run a loyalty program, you can measure new participants signing-up, in a defined period of 
time, for customer acquisition. Or registration to your forum or on-line purchases and so-on. Re-
member in this scenario, you’ll also need to track customers that abandon your offering for an honest 
measurement.

Tactical Plan: Now the fun begins! Based upon the above goals and measurement methods, you now 
write what is required to execute each (mini) marketing ACTION to achieve each goal. Begin by as-
signing a person to complete the tactical plan. They in-turn, write up exactly what it will take to execute 
the ACTION.  One example I use when consulting is: (assuming the above scenario, Customer 
Acquisition via a loyalty program), Let’s assign this task to Maria. She will need to determine every-
thing about the loyalty program. She may name it, determine the sign-up process and how frequently 
you’ll notify the participant. Design any marketing materials to announce the program to encourage 
people to sign-up. The value to the customer and fulfillment. Plus how the program will be tracked/
measured, etc. Maria becomes the owner/author of the tactical plan and should include all resources 
used in creating it as well as how to modify it in the future. This is one marketing ACTION, now written 
and included to comprise the marketing plan. You’ll create several or many tactical plans.

Time Lines: Create a time line for yourself and your staff (or consultants). Being accountable to 
deadlines, keep your progress on track. If you’re a very small organization, consider independent con-
sultants to take on just the simple task of creating and administering your time line. A project manager 
can be just the person you need. The purpose is to get the plan fully written.

Remember that marketing plans change al the time. Especially as delivery methods change, be it 
on-line or in-store sampling or delays in transit, anything can throw a curve ball into the marketing mix. 
Trying to forecast the good, the bad and the ugly is not that easy. One tactic we employ is to have 
test tactics running in the background. When there is a need or opportunity to try something else to 
help meet or surpass ROI, it’s easier if you can pull a trick out of the bag that you’ve had trailing new 
things. Work that into your plan.  Some call this ‘plan B’.

Mistake #2
Failing to Create a Winning Team

The second biggest mistake entrepreneurs make is trying to go at it alone. Rome wasn’t built in a day, 
nor single handed!  You’ve heard the expression that a Lawyer that has himself for a client is a fool! 
Well it’s true. Business managers and owners that do not seek to build a 
team are simply foolish. DIY for legal, accounting, marketing, branding, 
production, shipping, communicating, selling, technology and so on, is sim-
ply too much for anyone to do well. This alone is the single biggest reason 
for business failure.
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Creating a team can be fun and handsomely rewarding! Properly managing the team leads to profits 
and success. Some of the most profitable and notable businesses started at someone’s kitchen table, 
with one idea ... a solution to a problem that became very profitable.  Often teams are created with 
little or no money. Don’t despair. There are all types of people requiring different types of remunera-
tion.

You can find good people just about ev-
erywhere. With-in your company already? 
Neighbors? On-Line? Consultants? Groups 
you already belong to or networking groups? 
In robust economies as well as in hard hit 
economic conditions, people have TIME. Your 
most needed asset to assemble a team.

This is a photo of the founders of Microsoft.
... and, well you know that Microsoft, is a 
household word in every country on the planet. 
I remember during the dot com craze, prior to 
it bursting, when this photo was circulated to potential investors by numerous start-ups. The caption 
read: Would you have invested?  The point is, that a few college buddies, invited a few more acquain-
tances to a meeting. It all started with an idea to solve a problem. Mr. Gates, surrounded himself with 
a team of talent.

Mistake #3
Failing to Understand Consumer Shopping Behavior

This big mistake is practically tied with #2. The beauty of fixing this mistake is that it makes Mistake 
#1, even easier to fix.  Just because you had a great wonderful wildly profitable sale some time ago 
(lightning in a bottle), does not mean that you should have changed your marketing strategy on a 
whim. When you do, you often alienate your regular customers. 

Why do you think retailers have return/refund policies? People make purchases for various reasons, 
some with the intent to “borrow” meaning purchase and return. It became so out-of-control that in the 
State of Florida a law was passed to protect stores like The Home Depot, from shoppers that pur-
chased an generator in case of hurricane emergency from ever returning 
them after hurricane season.

This sends a mighty clear signal to brilliant marketers that those stores lack 
a clear picture of just who their customer really is! The big box stores ‘sell’ 
the concept of DIY and save money, take a free class to learn. How can 
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such a large corporation have severe problems to force a law against it’s very customers that keep 
them in business?  Simple. They only “think” they know their customer.

Serving a customer is not your only mission - unless you only work an occasional weekend market.  
In today’s marketplace, customer service is not enough. You MUST create a pleasing CUSTOMER 
EXPERIENCE.  In doing so, you’ll make a favorable EMOTIONAL connection with prospects, which 
in-turn creates loyal customers ... you’re biggest fans!

It’s really not difficult to reach that WOW!-factor with everyone. One example I use when consulting 
is: first think about a first time prospect entering your store. And write down, describing every detail 
that she encounters, from the moment she steps out of the car in the parking lot.

If you record what she may see, hear and smell, you’re on 
the path to understand the factors that influence a customers 
purchase behavior. Continue writing about the customer  
experience as she enters your business, again, what does 
she see, hear, smell. What does she touch? Anything to 
taste?  Evoking her senses begins the emotional connection 
to you. Malcolm Gladwell has authored a most successful 
book titled: BLINK. Consider reading it, as it will give you 
insight on peoples everyday reactions and decision making 
processes.

Use the information you come up with to create or fix or 
fine-tune precisely what you want to offer to people for their 
experience.  Use this information to help design your store layouts, marketing methods, marketing 
actions, hours of operation, training for employees and so on. Because, after you created your idea, 
built the team and make available your offering for sale ... it then boils down to consumer shopping 
behavior.  You can help direct that WOW!-factor which very easily moves lots of money from shoppers 
wallets into your cash register!

Thanks for downloading this free document. We’d love to hear your feedback! We also love referrals. 
Links to our on-line presence are just above, near the page number. If we can help you in your B2C 
marketing endeavors, please contact us and allow us the opportunity to serve you.

-Giovanni Yarabek
Retail Marketing Expert

Observation.  Innovation.  Communication.™
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RETAIL SITE SIGHT SURVEY™ 
This is an updated (9/2017) business management tool for B2C businesses. Retail Site Sight Survey™  is a turn-key management tool, 
a report card of sorts which reveals everything about your business from the consumers point of view. Why is this important? This is 
vitally important to you and your management team to better determine a whole host of answers to your most concerning questions, 
such as:
• Are my prices too high?  • How much more money could I be charging for products/services?
• Is my sales and customer service staff working to the best f their ability? 
• Exactly what does the public think about my location(s) and my staff?
 All of these and many more questions will become easy to understand to help you with managing your business, and to fix the  
     things that may be broken. All of this and more, to put you in the fast track to making more  
        money!   Download your copy today. Just click on the book  
           image for more information and to   
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Quality

The sheer quality of Retail Site Sight Survey™ will exceed your expectations. 
You will not find any fluff or filler here – only results-oriented content you can put into action right away. 

Promise #2

Results
Upon using Retail Site Sight Survey™, you’ll notice practically instant results that will only keep getting better 

in the coming days, weeks, months and years. That’s how powerful this tool is! 

Promise #3

Impact On Your Business
Retail Site Sight Survey™ will empower your business and help you take it to greater heights. 

You’ll present your business and services more attractively, compelling more shopper visits and purchases, 
which translates to more customers and more sales. 

Now if for any unlikely reason, this product doesn’t live up to any of these promises, 
do not hesitate to send me an email (within 90-180 days of your purchase). 

You’ll receive a prompt, courteous and hassle-free refund. 
All I ask is that you provide proof you actually followed the instructions and implemented 

the priceless data obtained by this tool after giving yourself a fair 90 trial.

Giovanni Yarabek
Author, Retail Marketing Expert 



Get the Companion Guide to TURN PROSPECTS INTO LOYAL RAVING CUSTOMERS. Available only at http://punchagency.com  
Click on the Report Image below, to Download your copy.

EZ BENCHMARKING - SECRET SHOPPER REPORTING
The Best Nearly Free Example You’ll Ever Find is comprised of comprehensive excerpts from a real report. Which is chock full of ideas 
to stimulate your thinking of what the best reports *MUST* include. ...and if nothing less, you’ll at least have a hands on view of just 
how detailed our reports are delivered.

This report is a quick study: What a proper report for change management looks like. Appropriate for immediate use to effectively 
benchmark any B2C business, YOURS or competitors.  Special discount code below, just for downloading and reading this report.

$495 List Price
for Full Report

NOW ONLY $5.95*

Returning Customer Special
Minimum $1,200+ Value
*$5.99 Limited Time Offer
ENTER DISCOUNT CODE

LY595RC12
At Checkout

http://punchagency.com/component/content/article/2-uncategorised/47-can-you-keep-a-secret-you-should-not-2.html
http://punchagency.com
http://punchagency.com/component/content/article/2-uncategorised/47-can-you-keep-a-secret-you-should-not-2.html


PUNCH!   
PROGRAM OVERVIEW

©2009 PUNCH! Agency. All rights reserved.

PUNCH! Agency   •  1520 East 7th Avenue  •  Tampa, FL  33605   •   813.769.9004  •  expert@punchagency.com

MARKETING AUDIT

Marketing Audit, is an abbreviation of our Custom Marketing Plan product. This is a compre-
hensive audit of your business with regards to everything a prospect or customer perceives 
about your business. If a customer can see it, hear it, touch it, taste it, smell it we report it! 
Our audit is in depth. We use several methods to collect the information and identify what is 
good and what needs change.  After all, customers do not shop by price alone. Many purchas-
es are made instantly, needing it today and simply can not be ordered on-line with a waiting 
period for delivery. And many procedures are just not worth the inconvenient drive far from 
home or work.

BENEfits
• You will get a report card on what your business looks like from a customers point of view. 
   Based on many facets, cleanliness, shopping convenience, friendly help, ease of buying from 
   you. Learning what needs change to garner more sales.

• You will receive high quality information for improving the customer experience, which will 
   greatly enhance sales revenue.

• Your current marketing methods will be assessed for effectiveness, including advertising  
   contracts. You will quickly learn what methods to continue and which to discontinue and            
   reasons why.

• Perception is key in the retail business. You will learn how your business is perceived.

• You will learn how to implement change for greater sales revenue results!

• You will experience measurable ROI. Investment $3,000.

• Increase sales in today’s economy! Reduce stress. Take home more money. !$Ka-Ching!$!

How it works
We begin by meeting with you (and key employees) to understand you current marketing 
methods. We review everything past and present. Of specific tangibles, we may make recom-
mendations for improving a marketing message. We will look at any advertising contracts, me-
dia, directories, internet, lists, loyalty programs, and so on and again make recommendations. 
We conduct a comprehensive observation, and record our findings. Everything form in-store 
presence, in-market presence to customer perception.

Using 100% objective feedback models, we write reports by store and region. Our reports 
further provide concrete suggestions to greatly improve current marketing. Typically recom-
mendations of new alternative marketing, providing more POW for your buck are included. 
Strategies for telephone scripts, internet presence, visual merchandising, front of house 
operations are all included.

coNtact us
To learn more about how you and your business will benefit from a PUNCH! Marketing Audit 
and help you put it to work to drive staff improvement and increase sales revenues, contact:

    Giovanni Yarabek
    Retail Marketing Expert
    PUNCH! Agency
    813.769.9004
    g@punchagency.com
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VISUAL MERCHANDISING

Ahhhhh, visual merchandising, what exactly does this mean to you? Displays? free standing ki-
osks, folding vs. hanging, lighting, product information, magazines in a waiting area, hmmmm. 
Yes, you’re correct, visual merchandising is all of the above, plus more. It’s the combining of 
product, environment, and space into a stimulating and engaging display to encourage the 
sale of a product or service. It’s all of your retail space, and entry from the outdoors and can 
include access and parking areas.

Applications specific to your industry, factoring in the psychology of consumer shopping 
behavior for your retail business. Food retail sales differ from on-premises to off-premises 
consumption points. Behaviors differ from elected cosmetic retail purchases be it on-premises 
therapy or procedures to DIY at home solutions. Your retail experience needs to relate that.

Visual merchandising is the art of implementing effective design ideas to increase store traffic 
and sales volume. Particularly in today’s challenging economy, retailers may try avoid hiring 
visual merchandisers because they fear unmanageable costs. But in reality, visual merchandis-
ers can help economies by avoiding costly mistakes. With our guidance retailers can eliminate 
errors, saving time and money. We focus on displaying merchandise to enable maximum sales.

BENEfits
• Make the shopping experience more comfortable, convenient and customer friendly

• Making it easier for the shopper to locate the desired category and merchandise.

• Making it easier for the shopper to self-select one item or procedure over others.

• Making it possible for the shopper to coordinate & accessorize.

• Providing information on sizes, colors, options, ordering information & prices.

• Informing about the latest fashion trends by highlighting them at strategic locations.

• Increasing sales in today’s economy! Reduce stress. Take home more money. !$Ka-Ching!$!

How it works
We begin with an internal audit, simple yet in depth. Perhaps some or many of the product 
lines you sell offer point-of-purchase marketing materials, sales collateral, signage, premi-
ums, etc., we look at that availability and your existing uses, and plan a guided approach. 
Depending on your industry often recommendations are influenced by market demand, fashion 
styles, seasons, technology and so on.  Visual merchandising can also be combined with other 
services for a cohesive look with other marketing, namely, web sites, direct marketing, and 
advertising.

coNtact us
To learn more about how PUNCH! Agency will develop a custom program and help you put it 
to work to drive staff improvement and increase sales revenues, while your customers enjoy a 
better shopping experience, which will reduce your stress and give you a happier life, contact:

    Giovanni Yarabek
    Retail Marketing Expert
    PUNCH! Agency
    813.769.9004
    g@punchagency.com
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Are you the best in your business? Just how do you compare to your competition? Do you have 
satisfied customers or loyal customers? Do you know the difference? When is the last time 
you truly bench marked your competition by conducting a competitive shopping analysis? It’s 
really important to retailers everywhere. When a prospect asks why they should buy from you 
or a competitor down the street, how do you answer? Having the proof, knowing what sets you 
apart from the competition can greatly enhance your sales revenue!

Our benchmarking reports go further than just comparing prices between competitors. Price 
is usually not the ‘big issue’ anyway. We conduct in depth competitive shopping benchmark 
studies, locally and regionally, from the consumers point of view. Our process compares the 
cost, time, quality and shopping experience from one retailer to others.

Our reports capture the true customer experience, including all of the pros and cons. The 
results are often recommendations for changes in order to make improvements thus leading to 
increased sales revenue.

BENEfits
• You will be able to quickly read an unbiassed report that compares your performance 
   against your competition.   

• You will learn how to develop plans on how to make improvements or adopt best practice,  
   with the aim of increasing sales and being the best in your business.

• You will learn just where you need to punch up your service as well as where you are knock-
   ing out the competition.

• We deliver an accurate perspective of your competitive position in your marketplace.

• Reach or exceed your retail sales goals, sooner than before!

• Increase sales in today’s economy! Reduce stress. Take home more money. !$Ka-Ching!$!

How it works
Together, we begin by identifying your core business and sales problems. Together we identify 
competitors in your market area(s). PUNCH! collects data by several methods and identify the 
market leaders. Then we survey the leaders to learn their marketing practices and determine 
the leading edge of ‘best practices’ now and for future sales by consumer demands.

Using 100% objective feedback models, we write reports by store and region. Our reports 
further provide strategies for your business to implement new and improved business sales 
and marketing strategies.

coNtact us
To learn more about how PUNCH! Agency will develop a custom program and help you put it 
to work to drive staff improvement and increase sales revenues, while your customers enjoy a 
better shopping experience, which will reduce your stress and give you a happier life, contact:

    Giovanni Yarabek
    Retail Marketing Expert
    PUNCH! Agency
    813.769.9004
    g@punchagency.com

BENCHMARKING
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The old adage, “When the cat’s away, the mice will play” has some real validity. According 
to Wikipedia®... An adage (pronounced ‘ædidgz), is a short but memorable saying that holds 
some important fact of experience that is considered true by many people...  At PUNCH! 
we create Mystery Shopping programs, to knockout a detailed report, which is a powerful 
management tool to aid in realigning and enhancing the complete customer experience. Our 
reports capture the true customer experience, including all of the pros and cons. 

BENEfits
• You will be able to quickly read an unbiassed report that identifies performance trends 
   relating to customer experiences and your business.

• You will receive high quality information for improving the customer experience, which will 
   greatly enhance sales revenue.

• You will learn just where and when your customer contact model is being executed   
   as trained by your frontline staff, through out single store units and across your entire 
   network of store units.

• Greater revenue and increased customer loyalty as a result of staff performance improve
   ment. Smoother sales operations.

• Reach or exceed your retail sales goals, sooner than before!

• Increase sales in today’s economy! Reduce stress. Take home more money. !$Ka-Ching!$!

How it works
Unknown to your staff, our trained mystery shoppers, shop your office or store(s). We measure 
the quality of retail service or gather specific information about retail products and services. 
Mystery shoppers posing as normal customers perform specific tasks—such as purchasing a 
product, asking questions, registering complaints or behaving in a certain way – and then 
provide detailed reports or feedback about their experiences.

Using 100% objective feedback models, we write reports by store and region. Our reports 
further provide concrete suggestions to greatly improve the customer shopping experience. 
We help you make the changes at the retail sales level, via updated sales training models to fit 
your unique situation(s). You will see staff improvement and increased sales as your customers 
enjoy a better shopping experience.

coNtact us
To learn more about how PUNCH! Agency will develop a custom program and help you put it 
to work to drive staff improvement and increase sales revenues, while your customers enjoy a 
better shopping experience, which will reduce your stress and give you a happier life, contact:

    Giovanni Yarabek
    Retail Marketing Expert
    PUNCH! Agency
    813.769.9004
    g@punchagency.com

MYSTERY SHOPPING



PUNCH!   
PROGRAM OVERVIEW

©2009 PUNCH! Agency. All rights reserved.

PUNCH! Agency   •  1520 East 7th Avenue  •  Tampa, FL  33605   •   813.769.9004  •  expert@punchagency.com

Who says, ‘knowledge is power’?... that’s nonsense! There are plenty of people that have lots 
of knowledge, just look at the long running television show JEOPARDY... 3 knowledgeable 
contestants, only one winner. At times one winner lasts several days, knocking out a bunch of 
knowledgeable Losers... Where’s the power? So let’s correct that nonsensical statement right 
here, the statement is only accurate as “APPLIED Knowledge is Power.” You can know every-
thing about how your employees think and the actions they make, but unless you allow them 
to apply what they know, they may have not have power to make the sale.

Your staffs’ attitude and knowledge of your business contribute significantly to generating 
positive customer shopping experiences that create customer loyalty. Sales are largely made, 
or not made, by the way your employees interact with the customer.

BENEfits
• You will be able to measure and understand your employees’ attitude, opinions, motivation, 
   and satisfaction.   

• You will learn how to maximize your most valuable (and expensive) resource.

• You will learn from your employees just what is and what is not working.

• Employees input can have a direct impact on productivity and customer interactions.

• Identifying cost-saving opportunities, Strengthening supervision, Assessing training needs, 
   Evaluating customer-service issues, Improving productivity, Curbing absenteeism, Reducing 
   turnover and increasing sales revenue

• Increase sales in today’s economy! Reduce stress. Take home more money. !$Ka-Ching!$!

How it works
We begin the process by including you (and key employees) in the design of the custom 
portion of the survey to be sure it is specific to your business. We administer the surveys, 
conduct contests and collect information to provide you with a detailed report that not only 
identifies areas in need of attention, we also prescribe specific solutions to issues for increas-
ing sales revenue. 

The report will outline a detailed plan of action for your organization to follow, based upon 
the statistical survey results and the feedback findings. Often a PUNCH! Employee Morale pro-
gram is an ideal follow up to PUNCH! Mystery Shopping. Both programs provide an excellent 
return on investment, both are highly quantitative.

coNtact us
To learn more about how PUNCH! Agency will develop a custom program and help you put it 
to work to drive staff improvement and increase sales revenues, while your customers enjoy a 
better shopping experience, which will reduce your stress and give you a happier life, contact:

    Giovanni Yarabek
    Retail Marketing Expert
    PUNCH! Agency
    813.769.9004
    g@punchagency.com

EMPLOYEE MORALE


