


Abstract

While economic forecasts are brighter today than in months past, some businesses—especially
those who have managed through tough economic times before—remain tentative when it
comes to new initiatives.

Looking for ways to spur new revenue growth, many owners understand why it pays to
prioritize and focus on the basics. An increase in word-of-mouth marketing and do-it-yourself
solutions makes sense. Firms also need to get more out of their existing efforts, delegate wisely
and think twice before making major capital investments.

These strategies are wise, but how you approach them can make all the difference. Business
owners who rely on smart, cost-efficient technologies have discovered effective ways to cut
costs and connect with customers. Instead of retrenching, these businesses are using new
Web-based applications and automation solutions to maintain and grow their business.

New technologies are essential for surviving this current economic downturn for several
reasons:

= New mindset. The Web is no longer a tool—it has become a way of life for an entire
generation of buyers.

= Increased competition. You once competed with the business across the street. With
the Internet, prospects can learn about similar offers across town or across the country.

= Greater access. As a buyer of goods and services, you too can take advantage of
deals, information and services that previously were not available.

= Better technologies. While “new” and “cool” are not strong reasons to make
investments, the right technologies can help you respond quickly to customer needs.
Those who stay connected will have an edge.




This Pitney Bowes white paper examines the practical technologies and innovations that can help
business owners attract new customers, strengthen relationships and lower costs in today’s
challenging times. Serving nearly two million small businesses worldwide, Pitney Bowes is well-
positioned to provide you with the insights and information you need to build stronger connections
with your customers and work more efficiently.

Social networking: the new word of mouth

In the old days, people would congregate on street corners, the local coffee shop or around the
water cooler at work. Today, everyone is online.

Web 2.0 has transformed the Internet from a resource center into a channel of two-way
communication. The social qetworking site Facebook and micro-blog Twitter already boast a
combined 280 million users. No longer a teen hangout, the fastest growing segments are made
up of 26-44 year olds.

They are sharing stories about where they’'ve shopped, what companies provide great service and
where they found the best deals. And if you want to capitalize on this free word of mouth
opportunity, you need to be there too.

To leverage the power of social networking, you should be prepared to invest time and effort.
Unlike a Web site, which may require little day-to-day maintenance, social networking requires
active, ongoing participation. Like other direct marketing channels, you should find ways to test,
measure and improve. Here are a few ways to get started:

Blogging

A blog, short for Web log, is a type of Web site that allows you to publish your own content or
commentary on a regular basis. If you are in an industry where it would be helpful to be seen as
an expert or thought leader, a blog can help establish your credibility.

The most successful blogs focus on specific topics that would attract readers who are interested in
that subject matter. You can share insights on current events, comment on other news items,
provide tips and recommendations or simply express your thoughts and opinions. Blogspot
(www.blogger.com/start) and Wordpress (wordpress.org) are two of today’s popular publishing
tools. Be prepared to post at least once a week, and be sure to respond to reader comments and
feedback.

Facebook

This social networking site allows users to organize groups by city, workplace, school and region.
People can connect with friends and neighbors, send them messages, and share links, photos
and notes.

1 Facebook Statistics, August 14, 2009. www.facebook.com/press/info.php?statistics. USA Today, Money & Media,
August 6, 2009




You can also tap into the viral nature of social networking for your business. Create a Facebook
page that contains relevant information for customers and invite them to become “fans”. Some
companies offer coupons and special offers through their Facebook page. You can also post
photos of events, new products and key people—even upload video links. While your Facebook
page should be about your business, you can be more fun and interactive here than on your
official Web site. (For an example, see the Coffee Groundz page at
http://www.facebook.com/CoffeeGroundz.)

Twitter

This micro-blog allows you to quickly and easily send out news and updates, as long as you
keep them to 140 characters or less. Customers and prospects can “follow you”, which means
they will receive your updates, called ‘tweets’, on a regular basis.

Through Twitter, you can provide instant messages to inform customers when new merchandise
has come in, alert prospects to special sales and provide links to new content on your blog, Web
site or Facebook page. Think of this micro-blog as an on-going virtual focus group to stay
connected with customers.

While social networking can be a vehicle to promote your business, it also affords you an
opportunity to connect with other like-minded business owners. Sites including LinkedIn,
sta.rtup.biz and partnerup.com are geared more for business-to-business networking.

Automation: do it yourself for less

Today’s technologies simplify marketing and day-to-day administration. The right systems can
make it easier for businesses to handle tasks in-house, instead of sending out work to more costly
third party vendors. This ‘do-it-yourself’ approach not only can save you money, it also provides for
greater flexibility and control.

Build your own Web site

If you don’t currently have a Web site for your business, make this a top priority. Even if you don't
sell goods over the Internet, a Web presence allows customers and prospects to find you when
they search online (which they will). It is also an inexpensive way to promote yourself as an
established, reputable business. There are dozens of well-respected services that make it easy to
design a Web site for free. You can compare features for many of these services at
www.websites-builder-review.com.




Produce your own Direct Mail

Direct mail is still one of the most effective ways to attract new business and sell additional
services to your current customers. It remains an important part of the marketing mix and is
increasingly used with other channels, helping to optimize every customer touch point. With
today’s software, you don’t need to be an expert to design, personalize and print professional-
looking mailers. Affordable, desktop folders and inserters make it easy for one person to produce
a mailing in no time—and you don’t need to pay for the equipment up front. You can learn about
the latest automation solutions at the Pitney Bowes Web sites, www.pb.com and
www.pbmarketingservices.com.

Automate your Finances

Business owners need to keep track of every dollar spent. Home grown spreadsheets quickly
become cumbersome and can lead to costly errors. Software solutions from market leaders such
as Intuit, Microsoft, Peachtree and others not only streamline record keeping — they make it easier
to manage invoices, expenses, tax compliance and more.

Optimization: get more out of what you’re doing today

You want to maximize your return on investment—so the best place to start is by making a list of
where you are investing today. In many cases, the time and effort you already devote to
managing customer relationships can be enhanced through technology. There are several cost-
efficient ways you can improve results on your current programs.

Personalization

In a world inundated by mass marketing, people notice when messages are personal and meant
just for them. Emails, text messages and direct mail letters should not only address individuals by
name—you should look for ways to customize offers based on purchasing history, preferences
and demographics. Technology can even help personalize subject lines and the outside of
envelopes, helping to ensure that more of your communications are opened and read.

Search Engines

Many consumers use Google, Yahoo and Bing to search for products and services. While you can
pay for advertising, you can also enhance your Web site so your company comes up higher in
searches.

* Think about keywords. What words would a prospect type in to find out more about
the products and services you sell?

* Review your Web site and make sure these keywords and key phrases appear in
your content on every page

* For even better results, embed these keywords within the HTML code (for
example, a unique title tag for each page and file name)

* Seomoz.org provides a beginner’s guide to Search Engine Optimization




Online PR

Local publications and trade magazines are always looking for content and it doesn’t take a lot of
time to draft and send out a press release. Announce new hires, promotions, new products, new
clients and upcoming promotions. Include links to your Web site, and when you submit articles,
make sure they contain key words, especially in the title of your piece.

Shipping strategies

Technology can help you identify the lowest-cost shipping options and offer customers greater
choice. Scaleable solutions, such as the Pitney Bowes SendSuite offering, can help you save
money, track packages, automate the preparation of forms—even provide customers with email
alerts automatically.

Payment options

Making it easy for your customers to pay can help you grow your business. Several new payment
platforms have been introduced in recent years, which can be particularly important if your
business is involved in e-commerce activities. One of the most popular platforms is PayPal, which
allows customers to send and receive funds over the Internet. Last year, the 184 million accounts
holders purchased over $60 Billion in goods and services.2 Yahoo, Google and Amazon also offer
payment platforms that can be integrated into your shopping cart check out.

Virtual support: regain control of your day

While there is a notion that when times are tough you need to do it all yourself, sometimes it pays
to consider other options.

Virtual Assistants

When business owners become overwhelmed by administrative tasks, they spend fewer hours
serving customer needs—and even less time trying to get new business. Hiring a full-time
assistant takes time, and often leads to a long-term commitment in payroll and office space.
Today, however, you can “rent out” seasoned professionals to handle key projects or provide
ongoing support. Typical tasks include clerical support, order processing, Web research, phone
support, invoicing, interviewing potential applicants, returning phone calls, report creation, data
entry and every-day administrative tasks. Two examples include: https://getfriday.com and
www.asksunday.com.

2 PayPal Corporate Site, August 14, 2009, www.paypal.com; Wikipedia, wikipedia.org/wiki/paypal




Virtual Employees

Taking the Virtual Assistant model to an extreme, some companies have been able to downsize
office space by having full-time employees work from home and hiring at-home freelancers to fill in
when needed. As most homes are now equipped with high-speed internet access and computers,
such a move can provide employees with greater flexibility while greatly reducing your overhead
costs.

Cloud Computing and Saas

Instead of buying servers and hiring technical staff to maintain office computers and laptops, some
business owners have turned to “cloud computing” and “Software as a Service”. In simplest
terms, cloud computing is having access to computing resources without having to own any of the
machines. These hosted services provide back-up data storage, plus access to popular software
applications on a “pay-as-needed” basis.

Common sense: smart strategies for today

While investing in new Web-based applications and automation solutions can help you grow your
business even in a down economy, you need to be smart and strategic. Technology only makes

sense if it fits in with your business plan and supports your overall objectives. When considering

your next steps, be sure to apply some good-old common sense.

* Focus on 12-month payback. \When making purchases, calculate whether the
equipment or service can “pay for itself’ within the year. If not, you may want to
consider pay-as-you go plans, rentals or leasing.

* Set customer expectations. Over communicate, but don’t over promise.
Customers can deal with most situations if the have advance notice, but even a
minor interruption can become a major hassle when it comes as a surprise.

* Focus on existing customers. Your next big order is likely to come from a
person who buys from you today. As you plan your next marketing effort, start first
with your current customers.

* Ask for referrals.Many of your existing customers would be delighted to tell others
about you, but it's probably not something they think about very often. Don’t be
shy. At the end of your next conversation, simply ask your customer if they know
of anyone else who would be interested in what you have to offer.

* Stay in the moment. For all of the technology, strategies and programs you can
develop, never lose sight of the customer in front of you. You and your staff need
to look for small ways to make every transaction, every customer experience as
best as it can be. Warm smiles, attentive service and pleasant conversation go a

long way.




Technology can help drive results in tough economy.

Many businesses have experienced tough times before, but this most recent economic downturn
is unique because it comes at a time when technology was already changing the face of business.
Consumers and business owners alike are increasingly getting their information and making
purchase decisions online. Automation and software solutions have turned yesterday’s headaches
into simply, easy-to-manage tasks.

While some companies are retrenching, others have learned how technology can put a new twist
on time-proven strategies, such as do-it-yourself, program optimization and word-of-mouth
marketing.

In such times, Pitney Bowes can help. Our smart, cost-effective solutions can help you engage
customers, streamline your operations and grow revenues. From the documents you print to the
mail you send, from the packages you ship to the presentation you make, Pitney Bowes can
help you connect with customers for less. To learn more visit
http://learn.pbmarketingservices.com.
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