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Outcomes
· To ensure that marketing activity is maximised across pricing, programming, product development, promotion, place and partnerships.

· To effectively communicate marketing activity with the whole community, both to users, target audiences together with non-users 

· To ensure that a variety of marketing methods are used to increase income and usage 

 Market research data is being turned into real customer insight, shaping service delivery and leading to positive impacts in increasing and retaining market share

	Challenge:

	Example of Best Practice:
	What do we currently do:
	What action can we take:


Gplus 11 Marketing, Research & Communications
Self Preparation Form
	Challenge:

	Heading:
	What do we currently do:
	What action could we take:



	PLAN
	
	
	

	How do you plan to market your service?
	· Marketing plan links to corporate, business and financial Plans

· Customer and market research links to business plan

· Planned approach to customer and market research
· Marketing and communications promotional plan
· Management and staff understand the value of research

· Key motivations why customers use the service and non-users do not

· Documented marketing/ promotional plan detailing activities, costs and resources

· National Governing Bodies Plans

· National, regional and local research has been considered

· Previous user and non-user research

· Market segmentation/ marketing mix

· Local and national demographic  and socio economics
· Different methods of marketing media used
· Local and national economy

· 7 Ps considered

· Competitor Analysis
· SWOT analysis

· Target market

· Operational Environment 
· Performance measurement
· Procedures and policy standards
	
	

	DO
	
	
	

	How do you ensure that your marketing activity will reach everyone within the local community?
	· Marketing responsibility
· Job descriptions and specifications
· Partnership working

· Target markets

· Market segmentation and penetration

· Key brand to ensure corporate image

· Brand standards guide
· Product lifecycle

· Pricing

· Promotional plan linked to budget
· Public relations
Links between marketing communication and results
	
	

	How do you use and communicate your findings in relation to promoting the service to customers?
	· Business plan context and marketing strategy

· Customers and market research plans
· User behaviour and market position

· Customer data
· Customer and stakeholders communication
	
	

	What external influences and best practice do you use to develop effective marketing activity?
	· Industry best practice 

· Professional membership
· Staff attend seminars and conferences
· Data protection

· Copyright and trademarks
· National Benchmarking Service

· Net Promoter Score(NPS) for customers and /or partners
· Quest benchmarking
Survey tools and research methods
	
	

	What resources have you in place to deliver your marketing?
	· Marketing spend and resources
· CRM Systems

· Internal and external expertise

· Partners to support delivery

· Marketing media

· Knowledge of local community and community engagement
· Outreach plan

· Regular promotions
· Stakeholder communication processes
· Non user surveys

· Staff incentives
· Marketing training, support and advice
	
	

	MEASURE 
	
	
	

	How do you measure?
	· Marketing and business plan objectives

· Financial performance
· Market penetration and market segmentation
· Benchmarking

· Performance measurement 

· Sales and usage targets

· Membership targets

· Promotional activity evaluation

· User and non-user surveys

· Social Media metric tools

· Public relations
	
	

	REVIEW
	
	
	

	How do you review what you measure?
	· Business plan

· Marketing plan

· Research plan
· Review of findings from research

· Actions from research added to Improvement Plan
· Performance monitoring and measurement
· Targets and retention data
· Promotions 
· Media monitoring
· Staff meetings
· Staff feedback

· Staff and stakeholder ideas

· National trends
· Procedures and policy systems
	
	

	IMPACT
	
	
	

	Has what you have done made a difference?
	· Targets and KPIs achieved

· Marketing plan achieved

· Customer and market research
· Usage/ participation
· Customer testimonials

· Financial improvements
· Community participation
· Active People/ Active Lives Survey
· Media coverage
Social Media
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