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FOR BUSINESS GROWTH
CRITICAL SUCCESS FACTORS 



ÒManagement is doing things 
right; Leadership is doing the 
right things.Ó

Stephen R. Covey



T

My Approach
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! Shift IDEAS to creates Results
! Firehose= Increased Anxiety
! Create PAIN NOW = Actions
! End with Simple Solutions

What is ONE thing you will DO after this 
workshop?



WHAT WE WILL 
COVER

! Review Common Business Owner / CEO Issues 
! Business Assessment Across 6 Key Sectors

" Marketing & Sales
" Financial
" Operations & Productions
" People
" Suppliers
" Innovation& Technology

! Key Performance Indicator (KPI) Audit
# Quantifiable Measurements & Action Plansfor Each Area

! Leveraging Technology
# A System to grow faster

! Next Steps



IN THIS INTERACTIVE WORKSHOP WE WILL REVIEW 
A COMPREHENSIVE STRATEGY FOR TAKING YOUR 
ORGANIZATION TO THE NEXT LEVEL. BUSINESS 
OWNERS ARE OVERWHELMED AND DISTRACTED 

WITH DAY TO DAY ACTIVITIES AND TASKS. OWNERS 
NEED TO MAKE IMPORTANT DECISIONS, QUICKLY, 

WITH GREATER CONSEQUENCES, AND OFTEN WITH 
LIMITED INFORMATION ON HAND. OWNERS 

CONCENTRATE ON THE TACTICAL DECISIONS AND 
OFTEN NEGLECT THE STRATEGIC ONES.

LEARN THE KEY PERFORMANCE INDICATORS AND 
QUANTIFIABLE MEASUREMENTS THAT REFLECT THE 
CRITICAL SUCCESS FACTORS OF A BUSINESS. THIS 
SESSION WILL PROVIDE REAL WORLD EXAMPLES 
AND TECHNIQUES FOR LEVERAGING EXISTING 

RESOURCES AND A SYSTEMATIC APPROACH FOR 
GROWING YOUR BUSINESS.



BUSINESS GROWTH STATISTICS

! 50% of businesses only survive the first 4 or 5 years

! Poor management has been stated as the #1 reason for failing 
businesses

! Companies who revise their Key Performance Indicators 
(KPIÕs) by 10% are much more likely to reach their goals



4 THINGS EVERY BUSINESS OWNER
NEEDS TO KNOW

! The profitability of the business depends on how well the 
employees consistently perform critical activities

! Employees perform best when they understand how their 
performance effects the bottom line, and how their 
performance is measured

! Small changes in critical areas can have a great impact on the 
bottom line

! What gets measured gets done, and what gets rewarded gets 
done again



ASSESSING YOUR BUSINESS 
- IDENTIFY KEY SECTORS

1. Marketing & Sales
2. Financial
3. Operations & Production
4. People 
5. Suppliers
6. Innovation& Technology

Which Is Your Companies 
Strongest Sector and why?



SECTOR 1: MARKETING & 
SALES

" Market Share
" Brand Awareness
" Referrals
" Customer Loyalty
" Lifetime Value of a Customer
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ÒThe problem with competition 
is that it takes away the 
requirement to set your own 
path, to invent your own method, 
to find a new way.Ó 
- Seth Godin



FORM AN ALLIANCE 
WITH A SIMILAR BUSINESS

! Can be a powerful way to 
expand quickly. 

! Can generate positive PR & 
possibly another business 
name to associate yourself 
with. 
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ÒWhen I was 17 years old 
and just starting the business 
my mother said to me, ÔDonÕt 
chase the money. It runs 
really fast.  Do the right thing 
and it will follow you.Ó  After 
that I spent all my time 
perfecting the model.Ó 

SECTOR 2: FINANCIAL



FINANCIAL

! Revenue
! Profit Margin
! Gross Margin
! Cash flow
! Bad debts
! Depreciation



Measures that matter across industries

From ÒGuide to key performance indicatorsÓ - PricewaterhouseCoopers



Enhanced Narrative Reporting



SECTOR 3: OPERATIONS & 
PRODUCTION

Cost Per Unit

# Number of Employees

! Response Time

# Quality Data

" Timeliness

! # of orders failed before delivery

! # of orders not delivered on time



IN FULL, ON TIME, IN SPEC

Businesses with manufacturing or distribution activities 

use IFOTIS (In Full, On Time, In Spec)

" In Full : 100% when a delivery is complete, and 0% if only part of the order 
arrived, thus not meeting the customer expectations.
# For example: if 125 chocolate Žclairs were ordered and 120 weredelivered, 

the score is 0%

! On Time : 100% when a delivery is made as agreed with the customer, 
otherwise the score is 0%.
# For example: if the customer wanted the delivery to be made in the

morning and the product or service is delivered at 1.00pm, the score is 0%.
! In Spec : is a quality measure. If the product or service meets the quality 

requirement of the customer, score 100%, otherwise score0%. 

For a single order to score 100%, then all 3 elements must scor e 
100%



ÒAll things being equal, people want 
to do business with their friends. All 
things being not quite so equal, 
people STILL want to do business 
with their friends.Ó

- Jeffrey Gitomer



SECTOR 4: PEOPLE 
MOTIVAT ING YOUR TEAM /  EMPLOYEES

! Help inspire employees to identify 
what they are passionate about at 
work, then provide them with projects 
in their area of interest.

! Make sure everyone understands the 
key role they play in contributing to 
the success of the department; 
creating positive team energy. 

! Empower your employees to succeed 
and provide them with opportunities 
to learn and grow. 



Harvard Business Review Article:
How great companies think differently

Traditionally, economists and financiers have argued that the sole 
purpose of business is to make moneyÑ the more the better. That 
conveniently narrow image, deeply embedded in the American 
capitalist system, molds the actions of most corporations, 
constraining them to focus on maximizing short-term profits and 
delivering returns to shareholders. Their decisions are expressed in 
financial terms.

If companies are to serve a purpose beyond their business 
portfolios, CEOs must expand their investments to include 
employee empowerment, emotional engagement, values-based 
leadership, and related societal contributions.



MOTIVATING THE BUSINESS 
OWNER

! Identify & remind yourself what you are passionate about at 
work

! Be open to growing & expanding your vision, but also a 
strong leader who knows how to focus on the key vision at 
all times

! Make time to take care of yourself



SECTOR 5: SUPPLIERS

Satisfaction with Suppliers
# Responsiveness

! Costs compared to competition
# On-time delivery

" Overall satisfaction
! Defects (#,%)

Supplier Satisfaction
# Opportunity for profits while providing quality

! Responsiveness
# Payment 



DIVERSIFY Ð Product & Service

Examples of ways to diversify:

" Identify additional needs of the 
demographic that youÕre currently 
targeting

" Sell complementary products or 
services to your existing customers

" Expand into new geographies
" Design Reseller Programs
" Integrate othersÕ products
! New revenue streams from multiple 

markets



SECTOR 6: INNOVATION & 
TECHNOLOGY

! Online expansion to leverage a strong 
online presence and footprint

! Establish efficient ways to keep in 
contact & interact with new or existing 
clients 

! Design content marketing strategy 
based on user behavior



ÒKey Performance Indicators (KPI) are 
quantifiable measurements that reflect the critical 
success factors of an organization.Ó 
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KPI Ñ DIFFERS DEPENDING ON THE 
ORGANIZATION

! A business may have one of its 
KPIs be the percentage of its 
income that comes from 
returning customers

! A school may focus its KPI on 
graduation rates of its students

! A KPI for a social service 
organization might be number of 
clients assisted during the year



KEY PERFORMANCE 
INDICATORS

! Reflect the organization's goals
! Are key to its success
! Are quantifiable (measurable)

Without a way to accurately define and measure, thereÕsno value to a KPI.

For example, "Generate More RepeatCustomers" would not work as a KPI 
without some way to distinguish between new and repeat customers



Define your strategy
Audit existing measures
Develop new measures
Analyze and Report
Continuous Improvements

STEPS TO IMPLEMENT 
A KEY PERFORMANCE INDICATOR



Step 1 ÐDefine Strategy

! Strategy reflects Vision, Mission & Values 
! Set Goals
! Align team members on strategic issues
! Identify barriers



Step 2 ÐAudit Existing 
Measures 
! Identify available data
! Review measurement processes

- Accuracy 
- Timeliness 

! Identify gaps
QUANTIF IABLE  MEASUREMENTS

# What is measured?  
# How often it is measured? 
# What does the measurement tell us?
# How is the measurement used? 
# Action plan?



Step 3 ÐDevelop new measures

! Bridges the gap identified in Step 2
! Measures must reflect performance and progress of business
! Must be quantifiable
! Must be comparable with another number

- Last year
- Budget
- Goal
- Trend



Step 4 ÐAnalyze and report

! Written summary and graph of actions to be taken
! Easy to read
! One page summary
! Graph



Step 5 ÐContinuous improvements

! Set priorities based on strategy
! SMART goals
! Assign accountability
! Track improvement
! Set new goals!



Define your strategy
Audit existing measures
Develop new measures
Analyze and Report
Continuous Improvements

STEPS TO IMPLEMENT 
A KEY PERFORMANCE INDICATOR



KPIs AUDIT

! Marketing & Sales
! Financial
! Operations/Production
! People
! Suppliers
! Innovation

Sectors: Quantifiable Measurements:

$ What is measured?
$ How often is it measured?
$ What does the measure tell us?
$ How is the measure used?
$ Comments action plan
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FOR BUSINESS GROWTH
CRITICAL SUCCESS FACTORS 



Communicate with your 
customers to:

! Create Brand Awareness

! Strengthen Customer Loyalty

! Generate New Opportunities

Copyright Piedmont Avenue Consulting. All Rights Reserved. www.PiedmontAve.com

Goals of Marketing & Sales



SALES & MARKETING HAS

CHANGED
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Online  Marketing Or AþeMarketingAÿ
AþMany to Many Aÿ
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Company Message

Audience

Email Newsletters

Audience

Audience

Social Media

Audience
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Increasing Leads - Prospecting Efforts
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Call to Action: What Do You Offer?
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Tracking & Analysis

The Key Benefit of Online Marketing is the 
ability to track and analyze results, then 

quickly iterate and adjust for optimal 
performance
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9 Key Areas of Social Media

Copyright Piedmont Avenue Consulting. All Rights Reserved. www.PiedmontAve.com

!"#$%""$&'()*&+



1Website & Blog
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Google Ranking, Alexa Page Ranking, 
SEO/CRO, Blogger, TypePad, Wordpress
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Website ÐThe Hub Of Your Online Strategy
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Website ÐWix.com
Build your Website Today
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Brand & Purpose of  The Site

(W)A+4%
# <%44-8%'/:%-):&'O)233%.
# ()+F21%'D-/=8)+W.1
# ()+1W/34'-.1'9%)F2/%4'

/:%-):&'1%*2.%1
# C?-3'-)%'O%'-D+W3

C?%.'+.'3?%'`+,%A-8%\'C?-3'1+'&+W'O-.3',%'3+'1+Y

Copyright Piedmont Avenue Consulting. All Rights Reserved. www.PiedmontAve.com



Calls to Action
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Call to Action ÐvCita
Online Scheduling Software and Business Calendar
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Call to Action ÐConstant 
Contact
Email Marketing ÐCustomer Loyalty Program 
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2Online Directories
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Google Local/Maps, Yahoo Local, 
Yellow Pages, CitySearch, Chambers

Copyright Piedmont Avenue Consulting. All Rights Reserved. www.PiedmontAve.com



GOOGLE ÐGET YOUR BUSINESS ONLINE
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GOOGLE + One GoogleAccount for everything Google
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ÒYou can make more friends in 
two months by becoming 
interested in other people than 
you can in two years by trying to 
get other people interested in 
you.Ó 
- Dale Carnegie



3 Review Sites
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Yelp, Zagat, Chow, Lawyers.com
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4 Social Networks

! E+,,W.2/-3%'O23?'/:2%.34I

# G%'2.F+:F%1'O23?'3?%'
/+.F%)4-32+.I'

! E+..%/3I
# U44+/2-3%'&+W)'DW42.%44'O23?'

)%:-3%1'A-8%4'-.1'A%+A:%I

! 743-D:24?'-'*+::+O2.8I
# 0.F23%'A-43'/:2%.34;/W43+,%)4'3+'

F2%O'&+W)'A-8%I

Facebook, Linkedin, Biznik, 
VentureStreet
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ÒAcquaintances, in sort, represent a 
source of social power, and the 
more acquaintances you have the 
more powerful you are.Ó 
- Malcolm Gladwell



Personal Profile -

! Custom URL 
! Title = Story
! Websites
! Summary

# Keywords
# Include Contact info

! LION
! Privacy Settings
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Company Profile -

%Find individuals you 
know 
in a professional capacity

%Company Profile

%Participate in discussions

%Recruit attendees to 
your events

%Invite people to join 
your mailing list
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Groups
! Join GroupsÉ 50 of themÉ Increase 3rd Level Connections!
! Create your own GroupÉ for Free
! LION (LinkedinOpen Networkers)
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5Micro Blogging
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Twitter, Friendfeed
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6Rich Media
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Youtube Videos, iTunes Audio 
PodCast, Flickr Pictures
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Mobile Apps
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FourSquare, Urbanspoon, Yelp, 
iPhone, SMS Text
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!

It's easy to join our mailing
list!

Just send your email address
by text message:

Text

DAVID
to  22828 to get started.



Industry Specific
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East Bay Express, San Francisco 
Chronicle, DiabloMag.com
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Industry Specific Example - <%12/-:'0.1W43)&'
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Industry Specific Example ÒBest 
ofÉÓ Sites
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Event Promotion
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9
Meetup, Zvents, Constant Contact 
Events, PlanCast, FullCalendar.com



Event Promotion: Email Marketing
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Event Promotion: Twitter
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Event Promotion: Facebook
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Event Promotion: Linkedin Groups



Event Promotion: MeetupGroups
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Time Management& Monitoring Tools:
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Track your Page Insights

Reply from your Inbox

Read Fan comments
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MONITORING Ð
N UTSHELL MAIL



MONITORING Ð
SPROUT SOCIAL



RESOURCES ÐD ISCOUNTED

L INKS
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9 Key Areas of Social Media
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