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Introduction to Module 4
Marketing the small business

The title of this module is Marketing the Small Business.  It is divided into two topics, and 
these are:  Topic 1; Marketing and Topic 2; The Marketing Plan.  

Topic 1 examines the issue of marketing by explaining the marketing mix.  The mix 
comprises elements closely related to your business.  It is necessary that you identify those 
which apply to you.  The next issue is about market research which should be carried out to 
establish who the customers are, and how best to deal with them.

Topic 2 develops ideas raised about marketing.  The idea of a marketing plan is explored in 
depth.  After that, skills on how to get information about prospective buyers are explained.  
Some of the points are presented in question form.  This encourages you to think more 
objectively about your business.  The answers you give become a permanent record of your 
intensions.  You will find what you write useful in the process of marketing.

i
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Topic 1
Marketing

Introduction
What is marketing? Marketing is primarily concerned with the goods or services you are 
going to sell, and the steps you take to make customers aware that you exist.  Most people 
think of marketing as selling and advertising.  Selling and advertising are two of marketing 
functions. Marketing is a social and managerial process by which individuals and groups 
obtain what they need and want through creating and exchanging products and value with 
others. 

Let us examine the following important terms:

1. Needs:  refers to human needs, these include basic physical needs for food, clothing,  
 safety; social needs for belonging and affection, and individual needs for knowledge  
 and self-expression. 

2. Wants: are the form taken by human needs as described in terms of objects that will  
 satisfy needs.  A thirsty person would want a can of Coke or a bottle of water. As   
 people are exposed to more objects that arouse their interest and desire, producers 
 try to provide more want satisfying products and services. 

People always want to choose products that provide the most value and satisfaction for their 
money.  Wants become demands when backed by buying power.

Companies need to learn about and understand their customers’ needs, wants and demands by 
conducting a research, then analyse customers’ complaints, inquiry, and warranty and service 
data.  Understanding customers’ needs, wants and demands in detail provides important input 
for designing marketing strategies.

Learning Objectives
After working through this topic, you should be able to: •	
explain a marketing mix •	
specify steps in marketing research•	
calculate the percentage of the market size•	
discuss ways of promoting the business•	
explain how to promote good public relations.•	
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1.1 The Idea of Marketing
So, you have assured yourself that your business idea is feasible, and drawn up a business 
plan! Perhaps you want to run a General Dealer’s shop! You have set aside capital to order 
goods and have secured business premises to rent.  What next?

you now want to sell•	
you have made up your mind what to sell •	
you need to know whom to sell to•	
you•	  should	find	out	how	much	customers	can	afford	to	pay	
you need to know how often customers buy from competitors•	
you should establish who your customers are and where they currently buy  from•	
you have to know what customers buy mostly and why•	
you need to know how to do better than competitors•	
You need to know where competitors are situated.•	

The points outlined above make up the marketing idea.  This is a crucial stage during which 
important decisions should be taken.  Therefore before making these decisions, one needs to 
consider the following determinants of marketing illustrated on Fig 1.
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Source: Kotler Philip (1998)

Fig 1:  Core marketing concepts

Let us look closely at these determinants of marketing.

1.1.1 Products
Products satisfy people’s needs and wants.  A product is anything that can be offered to a market 
for attention, acquisition, to be used or consumed in order to satisfy a want or need of those 
acquiring it.  It includes physical objects, services, organizations and ideas. We buy food to 
satisfy hunger, and a microwave because it cooks our food.   Many sellers make the mistake 
of	paying	more	attention	to	the	physical	products	they	offer	than	to	the	benefits	produced	by	
those products.  They see themselves as selling a product rather than providing a solution to 
a need.      
 

1.1.2  Consumers’ value
Consumers make buying choices for a product based on their perceptions of the value that 
various products and services deliver.  Consumer value is the difference between the values 
the consumer gains from owning and using a product and the costs of obtaining the product.   
For	example,	DHL	customers	gain	a	number	of	benefits;	the	most	obvious	are	fast,	reliable	
package delivery.  However, when using DHL, customers also might receive some status and 
image values.

1.1.3  Customer satisfaction
Customers	derive	satisfaction	as	a	result	of	using	a	product’s,	depending	on	whether	they	find	
that product to be value for money they invested when buying it.  Customer’s satisfaction is 
the extent to which a product perceived performance matches a buyer’s expectation.  If the 
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product’s	performance	 falls	 short	of	 expectations,	 the	buyer	 is	dissatisfied.	 	 If	performance	
matches	or	exceeds	expectations,	the	buyer	is	satisfied	or	delighted.

1.1.4  Total quality
The quality of a product depends on the output of employees based on their performance 
standards.  Management usually set standards and monitoring of employees to ensure that quality 
products are done in order to meet buyers’ needs and satisfaction.  Total quality is a system 
set	by	management	of	the	firm	empowering	employees	to	accept	or	reject	their	own	output	to	
agreed standards, designed to improve product quality.

1.1.5  Transaction
After production of goods, a trade exchange takes place between a buyer and a seller, there 
are prerequisites prior to undertaking of the transaction.  A transaction is a trade between two 
parties that involves at least two things of value, agreed upon conditions, a time of agreement 
and a place of agreement.

1.2 The Marketing Mix
 What do you think marketing mix means?  The marketing mix refers to a set of marketing 
tools	that	the	firm	blends	to	produce	the	response	it	wants	in	the	target	market.		
The mix consists of: market research, the market, the target market, the market share, the 
product or service, pricing, advertising, promotion of sales, and stock sources.  All these 
elements are considered for the purposes of making the business a success.  The mix will 
vary from business to business.  To remind yourself of the marketing mix, remember the
4Ps, which are product, place, people, and price.

Once the company has decided on its overall competitive marketing strategy, it is ready to 
begin planning the details of the marketing mix, consisting of: 

Product •	 means the ‘goods and service’ combination the company offers to the target 
market.   For instance if you buy a new car, a car comes with a warranty that is part of the 
product.

Price•	  is the amount of money customers have to pay to obtain the product; for example 
paying P75 000 for a new car. 

Place•	  refers to company’s logistics and marketing activities concerned with making and 
distributing	the	finished	product	to	target	consumers.		Game	Store	is	situated	at	Game	
City, customers go there to buy an assortment of electrical appliances, hardware and other 
goods.

Promotion•	  relates to activities that communicate the merits of the product and   
 persuade target customers to buy it, entrepreneurs use different kinds of approaches  
 to promote their products; it can be done by personal selling, advertising, giving 
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some incentives such as free software installation and after sales service for buying a new 
computer.   

The marketing mix constitutes the company’s tool for establishing strong positioning in target 
markets.  However, note that the 4Ps of marketing represent the sellers’ view of the marketing 
tool	available	for	influencing	buyers.		From	a	consumer	viewpoint,	each	marketing	tool	is	
designed	to	deliver	a	customer	benefit.

Activity 1A

You want to set-up a car wash business at any suitable place in Botswana.  
Indicate how you are going to go about ensuring that the business is well 
established and is doing fairly well.  Make sure that all four Ps or marketing mix 
is applied in this exercise.

It helps to share what you have written with somebody.  You benefit a lot from doing that.  
Otherwise, my response to this activity is given at the end of the topic.

1.3 Market Research
Market	research	is	one	element	of	the	marketing	mix.		To	research	is	simply	to	find	out	more	
information about what people would be interested in buying.  Market research is therefore, 
a key task which enables you to discover the real opportunities open to you and the true 
opposition you will have to meet in the market place.  After identifying the kind of product 
you	intend	producing,	one	needs	to	find	out	whether	people	will	be	interested	in	buying	this	
product, for example if you are targeting primary school pupils by producing winter truck 
suits,	you	need	to	contact	different	schools	and	find	more	from	them	before	production	takes	
place.  

Price	goes	along	with	production.		One	has	to	find	out	the	price	that	the	target	market	can	afford,	
comparing with what your competitors offer, the quality and value for money.  Also take into 
consideration transport charges and other costs involved during production process, delivery 
to varying destinations.  Basing on the information gathered, location comes along, whether it 
is convenient for customers, how are you going to distribute to those who are located far from 
where your business is situated?

How are your target segments going to know about your business?  How are you going to 
reach the key customers and the mass?  Market research answers all these questions.  You can 
now	see	that	marketing	mix	is	linked	to	market	research.		Entrepreneurs	always	need	to	find	
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out	prior	to	making	a	decision	or	even	find	out	what	the	problem	is	and	find	a	solution	for	the	
problem.		When	finding	out	more	information	you	can	use	a	telephone,	ask	questions	or	talk	
to the end users informally to get direct feedback.  These approaches vary from situation to 
situation.  There are six questions in Activity 1B which you should answer, and the answers 
you give will be part of research for the business.

Activity 1B

(i) How big is the market for your project?  Suggest an estimate of the    
 population you are going to serve.

(ii) What total volume of sales of the product or service is possible?  You may   
 want to suggest your total sales in Pula per month.

(iii) Who are your competitors?  List businesses around you that are in the   
 same trade.
 ----------------------------------------------------------------------------------------------------
 ----------------------------------------------------------------------------------------------------
(iv) What are your competitors’ prices, quality, and delivery services like?     
 Write a short comment on each.

(v) How well located is your business or potential business?  Consider its   
 vicinity to major customers.
 ___________________________________________________________
 ___________________________________________________________

(vi) What credit terms are available or will be available? Consider whether   
 your suppliers give you credit facilities, and whether you are going to allow  
 customers to buy from you on credit.
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
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 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

 Suggested answers to this activity are given at the end of the topic.

You now have very useful information about the market.  Use it to guide you because it is 
based on your situation and nobody else’s.  It is the result of research.  You can do the same 
with other elements of the marketing mix such as the product or service you will offer.  Get 
more information about it by comparing similar products or service offered. 

1.4 Finding Out the Size of the Market
If you set up your General Dealer’s shop in a remote rural village, and are the only one, then 
you can safely say all the market around you is yours.  Unfortunately, such luck is rare.  The 
usual situation is that when you decide to open a General Dealer’s shop, there are other shops 
offering similar goods around you.  Suppose you want to open a shop in one of the suburbs 
in Gaborone, what steps do you follow?
Step 1
Find out the total number of people, who are gainfully employed, let us say there are 400.
Step 2
Make a rough calculation of the annual income per person.  Let us say P5000.
Step 3
Multiply	the	two	figures	to	arrive	at	the	total	annual	income	for	all	the	potential	customers	in	
the trade area.
400 x P5000 = P 2 000 000
This means you are aiming at a share of this amount of money available in the 
community.
Step 4
Establish what percentage of income each prospective customer is likely to spend on 
groceries from your type of shop.  Assume that if there is a supermarket nearby, people spend 
a certain percentage there, and then come to you later.  Let us say 8% of earnings are spent 
on you and other general dealers.  8% of P 2 000 000 = P 160 000.  This gives you the annual 
amount you will compete for with other shops selling groceries.
Step 5
Assume that you are able to get 25% of the market share.
25% of P160 000 = P40 000
This means you expect P40 000 from selling to 25% of the customers.  These earnings are 
for a year, and work out to about P3300 per month.
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When you have calculated this, you can ask yourself these questions:
	 •	 How	can	I	attract	more	than	25%	of	the	customers?
	 •	 Which	other	methods	can	I	use	to	raise	my	income	to	P	60	000	or	more	
  per annum?

Activity 1C

Now, follow the steps discussed above to find out the size of the market you 
serve.

The type of business I run is ________________________________________
_______________________________________________________________
_______________________________________________________________

Step 1
The estimate number of people who are gainfully employed is

Step 2 
The average annual income per person is?

Step 3
The total annual income for all potential customers is?

Step 4 
The percentage of income each customer is likely to spend on the goods or 
service I offer is?

Step 5
Assuming that I will have 25% of the market share, I should be able to earn the 
following amount in a year.

P---------------------------
This means I shall earn
P-------------------------------  per month.
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You have made a forecast of how you hope your business will perform.  Are you satisfied with 
the marketing forecast?  The earnings encourage you to do something about them if you want 
them to improve.  At this point we can say that you have done some market research.

1.5 Promoting Your Business

To	convert	products	or	services	into	sales	and	profit,	customers	have	to	be	persuaded	to	buy	
them. The advert in the picture above is one way of promoting a business.   
All marketing mix components are important, and can’t do without each other for example 
you cannot promote a product without assessing its price, not knowing how, where to 
promote the product and considering its components.  Successful promotion creates customer 
awareness and that will be followed by:
	 •	 customer	interest
	 •	 desire	to	own	the	product	or	service
	 •	 taking	action	by	buying	from	you.
Given these good things about promotion, how have you done it?  There are several ways 
of advertising the product, and this activity should assist you in doing so with increased 
confidence.	
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Activity 1D

In this activity, a number of ways to promote a small business are suggested.

(a)  Below each one suggest how it can achieve marketing goals.
(b)  Conclude by spelling out the one way that works best for you, and suggest  
 how it helps you market your business.

Using middle-men such as agents to advertise your products or service.
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________

Display of goods
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________

Discount _______________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________

Posters
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
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Public relations
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________

(c) Now add one advertising method you have used or you think you will use    
 successfully.

 ___________________________________________________________________
 ___________________________________________________________________
 
Refer to the end of the topic for suggested answers.

When you consider these ways more closely, it will be clear that you now have at your 
disposal several marketing tools.  If your business grows bigger, as it should be, you then 
think of advertising on national radio, television, etc. 

1.6 What to Avoid When Promoting the Business
It	is	clear	from	what	we	discussed	above	that	the	aim	of	promotion	is	to	influence	the	demand	
for your product or service.  However, there are certain things you must avoid doing when 
advertising.

Activity 1E

(a) Suggest why a business person should avoid the following:
    
(i) Comparing your product or service with that of a competitor.
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
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(ii) Saying how badly your competitor handles customers.

 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

(iii) Using a greater part of your profit to advertise.
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

(iv) Advertising before you are ready with the product or service.
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

(b) Suggest any other way of promoting business which you consider    
 unacceptable.
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

Suggested responses are given at the end of the topic.
Remember	it	is	not	important	to	spend	too	much	on	advertising.		Rather,	find	cheaper	ways	
of advertising in order to achieve the goals of promotion.  Once again, the goals are to tell 
potential customers:
	 •	 Who	you	are
	 •	 How	they	can	reach	you
	 •	 What	product	or	service	you	sell
	 •	 Why	they	should	buy	your	goods	or	service
	 •	 Any	other	information	about	the	business.
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1.7 Public Relations and Marketing
In business management, public relations refers to the way the entrepreneur treats customers  
Experience shows us that customers are likely to come back if you give them good treatment.  
As the owner of the business, you must develop certain skills related to the business.  My 
former students suggested the following listed ideas:

Activity 1F

(a) A number of good public relations skills are suggested.  In a few words, 
suggest in what way each skill helps in marketing the business.

(i)  Smile at your customers, it costs you nothing.
 ____________________________________________________________________

 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
(ii) Show the customer that you are listening when he or she has something to  
 say.
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
(iii) If you were sitting down at a time when a customer comes, stand up.
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
(iv) Greet the customer first.
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
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(v) Ask how you can help.
 ___________________________________________________________
 ___________________________________________________________

(vi)  Chat to the customers freely but avoid sensitive issues such as religion,   
 politics, and race relations.
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________ 
 ___________________________________________________________

(vii) If you are familiar with some customers express your concern about   
 unfortunate events that befall them.
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

(b) Now suggest any one more skill you have used or could use successfully   
 to promote your business.
 ___________________________________________________________
 ___________________________________________________________

Refer to the end of the topic for feedback on this activity.

Good public relations are an effective marketing strategy.  You can use your skills to attract 
customers, thereby raising sales.  You will have an increased share of the market.  If you 
own the business, and are aware that you do not have the correct public relations skills, 
it is advisable to put in front workers who have such skills.  In the long run that pays as a 
marketing strategy.  
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1.8 What is Likely to Put off Customers?
Have you ever asked yourself why customers tend to overcrowd one liquor outlet more 
than they do the other two in the vicinity? Alternatively, why do customers walk out of the 
business more upset than they were when coming in? It could be because of the way you or 
your workers relate to customers.  Here I want us to focus on the behaviour of workers who 
do not market the business correctly.  They put off customers.   Look at this picture.

Activity 1G

(a) Here are certain behaviours by some workers.  Below each, suggest in 
what way it puts off the customer.

(i) When you enter the shop, workers are just seated and stare at you.
 ____________________________________________________________
 ____________________________________________________________
 ____________________________________________________________
 ____________________________________________________________
 ____________________________________________________________
 ___________________________________________________________

(ii) The workers continue to chat to each other and ignore you.
 ____________________________________________________________
 ____________________________________________________________
 ____________________________________________________________
 ____________________________________________________________
 ____________________________________________________________
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(iii) A worker has his/her head on the desk enjoying a chewing gum.
 ____________________________________________________________
 ____________________________________________________________
 ____________________________________________________________

(iv) A worker complaining about too much work and low pay before serving   
 you.
 __________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

(v) A worker who serves you in utter silence and only nods or shakes the head  
 when you ask questions.
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

(vi) A worker who accompanies you while you view items on display.
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

(vii) A worker who continues with a social conversation for longer than is   
 necessary before he/she can attend to you.

  ________________________________________________________________
  ________________________________________________________________
  _________________________________________________________________
  _________________________________________________________________
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(b) Now suggest the other worker behaviour that puts you off.
 ___________________________________________________________
 __________________________________________________________________

 ___________________________________________________________________

Go to the end of the topic for suggested feedback for this activity.
Customer care, which we discussed above, is an important management practice.  It involves 
the practice of a number of skills.  These take long to practice as a feature of public relations.
Good public relations can be developed over a period of time.  To develop them, it is 
necessary to study human nature and use common sense. The question you should ask 
yourself is: How would I want to be treated if I went to buy a product or service?  
Your public relations skills should be developed relative to:
	 •	 the	age	of	the	customer	
	 •	 the	mood	
	 •	 the	occupation
	 •	 the	level	of	education
	 •	 whether	man		or	woman	
	 •	 the	environment	your	business	is	in	
	 •	 the	culture	of	the	individual.

1.9 What we Have Learnt 
Marketing is a broad topic which we cannot exhaust at this level. To market the small 
business successfully, a few hints were highlighted.  These are some of them:
	 •	 a	description	of	the	marketing	mix
	 •	 what	marketing	research	is	and	how	to	carry	out	simple	business	research
	 •	 establishing	what	share	of	the	market	you	will	have	
	 •	 ways	of	promoting	your	business.

1.10 Self-assessment Exercise

Answer True or False
1. You should have a marketing plan before developing a business idea. ___________
2. A marketing mix is made up of several elements of marketing.    __________   
3.	 The	only	reason	for	doing	market	research	is	to	find	out	more	about	your	
 competitors.            __________
4. The place where you locate your business is an important factor in marketing.   
            _________
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5. A knowledge of the average income of your prospective customers is an 
 important element of marketing.                    __________
6. A promotion strategy is expected to decrease the demand for your product or   
 service.          __________
7. Good public relations are not important in marketing.       __________
8. Saying something negative about the products of a competitor is bad 
 advertising.             __________
9. Advertising before you are ready to trade makes customers happy.      _________

10. A business person who shouts and uses bad language scares away customers. 
           __________

1.11 Glossary

Marketing mix  :  The elements to be considered in order to make the business a  
     success.
Market research : Finding out information about what makes the business   
     successful.
Market share  : The number of people from the community who buy from your  
     business.
Public relations  : The way you treat customers. Good public relations encourage  
     more customers to buy your products.

1.12 Suggested Answers to Activities
Activity 1 A
Product/service is a car wash business for a targeted market e.g. washing cars for those 
bringing their cars.
Price: the amount of money charged for washing each car, e.g. P50 for washing the car engine 
and body.
Place:		the	car	wash	will	be	located	at	BBS	Mall	opposite	BP	petrol	filling	station.
Promotion:	Flier	will	be	given	to	customers	who	fill	petrol	at	BP;	a	signboard	will	also	be	
placed close to the exit point so that cars owners can see them on their way out.  Five regular 
car	owners	to	the	filling	station	will	be	sported,	and	given	a	free	demonstration	car	wash.
   
Activity 1B
This is a very important activity whose answers depend on the individual’s business project.  
Here is a response from someone who runs a food outlet.
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(i) I serve about 60 people a day.
(ii) Each day I sell 54 plates of food @ P15 each and 30 drinks @P7 each.  I sell from   
 Monday to Friday (22 days in a month) therefore my sales in a month are P17 820 for  
 the food and P4 620 for drinks.  My total sales are P22 440
(iii) There are four others who sell food in the area where my business is: Bojelo   
 Restaurant, Dijo Tuckshop, Legaba Cafe and Mophane Restaurant.
(iv) Our prices are the same, but people like my samp because I prepare it in a special way  
 that is why I have more people buying from me.
(v) My major customers work in the light industry area.  However, they do not work on  
 weekends, so I have no income during weekends.
(vi) I no longer give credit terms because they don’t pay back, however I give credit to   
 long term, loyal and credit worthy customers.  My suppliers allow me to buy on   
 credit because I am creditworthy.

Activity I C
Use	the	steps	outlined	in	the	example	and	do	the	calculations.		The	figure	arrived	at	in	step	5	
is good indicator of what you can expect to earn monthly or annually.  If you are happy with 
that sort of income, then go ahead and implement the marketing plan.  If not, revise it.

Activity 1 D
(a) Middle men are experts who can advertise better than you.
 Discount attracts customers to your shop.  Apart from buying the discounted items,   
 they end up buying other items.
	 If	you	display	goods	in	an	attractive	manner,	customers	will	be	curious	to	find	out,	and		
 end up buying.
 Posters catch eyes of customers, and encourage them to make decision to buy.
 Good public relations encourage customers to prefer your business over other   
 busineses.
b)  You may have different answers.
c)  I have used radio advertising and my sales increased because I could reach a lot of   
 customers.

Activity 1 E
(a) (i) It is unethical to tell customers that food you prepared is better  that prepared by  
  your neighbour
 (ii) That is a negative way of advertising because you will be decampaigning another  
  business person.
 (iii) You end up having no income to live on and to run the business.
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	 (iv)	 You	disappoint	customers	when	they	find	that	there	is	nothing	in	stock.
(b) Giving wrong information about your product.  For example an advertisement may   
 indicate that a 60% juice concentrate is a 100% pure juice
 
Activity 1 F
(i) Customers feel relaxed.
(ii) Customers shop freely where they are given attention.
(iii) You make the customer feel respected.
(iv)	 The	customer	has	brought	business,	so	acknowledge	that	by	greeting	first.
(v) The customer may not be clear what he/she wants, so open communication with a   
 simple question.
(vi) Chatting shows that you are sociable and relaxes the customer.
(vii) Customers are also human, and appreciate sympathy.

Activity 1 G
Behaviours by your workers can give the business a bad image.  As the employer, you may 
not even know that there are such behaviours.  After responding carefully, revise the way 
customers are received, and try to improve the situation in your business.

1.13 Answers to self-assessment Exercise
1.  False      2. True
3.  False      4. True
5.  True      6. False
7.  False      8. True
9.  False      10. True
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Topic 2
The Marketing Plan

Introduction
There is so much competition in the business world today, which makes it necessary for 
every business person to plan very carefully. This means whatever business type you run 
you will be competing with similar businesses for the same market.  As an example, if you 
run a hair salon, there could be several hair salons in the community.  Your business needs 
customers	from	this	same	community	in	order	to	make	a	profit.		People	do	not	just	come	to	
get the services without you doing something to make them come.  You must plan how to do 
that or else they will go to your competitors and you will have no business.  It is necessary 
to market the business, and you need a plan for that.  In this topic, we discuss the marketing 
plan as an important feature of small business management.  Are you using any marketing 
plan at present? If you do, how is it helping you in managing the business?

Learning Objectives
After working through this topic, you should be able to:
	 •	 define	a	marketing	plan
	 •	 develop	a	marketing	plan	for	your	business
	 •	 explain	how	to	get	information	about	your	prospective	market
	 •	 answer	specific	questions	relating	to	the	marketing	plan	and	your	
  competitors
	 •	 come	up	with	your	own	marketing	plan.	
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2.1 What is marketing?
Let us begin with a simple situation.

In Khakhia, western part of Botswana lives a certain man at some remote cattle post.  You 
have to travel a good 20 kilometers off the road to Tsabong before you reach the place.  The 
elderly man makes rugs from goatskins as well as from skins of wild animals.  He makes 
some of the best products.  Now, there are piles and piles of them.  When I visited him, I 
bought two of these, and as soon as I arrived back in Gaborone, both were bought (from me) 
by friends.  Nobody buys these rugs in Khakhia.  He goes hungry although he has so many of 
these in stock.

Activity 2A

(i)  Why do you think nobody buys from this man? Give two possible reasons.
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 __________________________________________________________

(ii)  Does this situation suggest the man makes good products? 

 Yes/No _____________________________________________________
 ___________________________________________________________

(iii)  What would you advise him to do in order to sell his products and earn   
 money?
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

This is probably a good example of somebody who has something to sell but nobody knows 
about him.  Once people get to know about him, it is likely he will sell more and more rugs.  
Thus, marketing refers to the steps you take to make your business known. Also refer to the 
end of the topic for suggested answers.
Let us suppose your business is located in some rural part of Botswana, how do you make 
people know about it?  Suppose you are running a Kiosk in a busy part of town and there are 
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10 more Kiosk businesses around you, how do you make your business known?  You must 
work out a plan on how best to attract customers.  That plan depends on information about 
the people who live in the community in which your business is located.  You may ask:  What 
information do I need?  To answer this question, call to mind the business you are running, 
or the one you want to start.  Here is a short list of some of the small scale businesses in 
Botswana.

 Radio repair   Watch repair   Vegetables
 Food outlet    Knitting   Carpentry
  Kiosk    Carving   Building 
 Flea market   Selling sweets   Plumbing
 Liquor bar    Barber shop   General dealer
 Mending shoes   Welding   Butchery
 Sewing    Selling used clothes  Hair salon
 Leather work   Disco    Car repair

When you have decided which business you are interested in, or using the one you are 
running, answer these simple questions which will help you get information about the 
market.

Activity 2B

(i) The business I am interested in is.
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
(ii) It will be located in a rural area/town.
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

(iii) My customers are: men and women/school children/ men only/women   
 only/teenagers/other (give an example).
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________



Small Scale Business Management Module 4: Marketing the Small Business

       ©BOCODOL24

(iv) Customers will buy from my business because:
 ___________________________________________________________________

 ___________________________________________________________
 ___________________________________________________________

(v) In what way will your product be better than that of the neighboring    
 business?
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

(vi) Can you sell the product/service at a lower price than competitors around   
 you?
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

(vii) How much do you really know about the way your competitors operate?    
 Very little/ enough/ a lot.
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

(viii)  What weaknesses do you find in the ways your competitors do business?
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

(ix) How can you make use of their weaknesses to improve your business?       
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
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(x) What are the strengths of your competitors?
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

(xi)  What methods are you going to use to sell the product or service?
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

(xii)  What steps are you going to follow in making people know more about   
 your business?
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

I hope you have answered as openly as you can.  Keep on referring to these answers which 
will help you draw up a marketing plan.  Suggestions, based on a market gardening business 
are given as feedback at the end of the topic.
 

2.2 Who is Going to Buy What, How, Why, When 
and Where?
People	normally	find	it	difficult	to	spend	money,	and	they	only	spend	on	your	goods	or	
service	because	they	find	it	more	important	than	money.		Your	marketing	plan	should	
therefore, take into account these important questions.  Through good marketing you must 
be able to sell the right products or services at the right price.  Without this information, you 
cannot have a good marketing plan.  Remember that some products are needs, while others 
are wants.
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For the next activity, keep your business in mind (as you did for Activity 2B) then write your 
answers.

Activity 2C

(i) The business I am interested in is: 
 ___________________________________________________________
 ___________________________________________________________

(ii) Who is going to buy from me? List three likely customers.
 ___________________________________________________________
 ___________________________________________________________

(iii) What am I going to sell?  List the main products or services to be sold.
 ___________________________________________________________
 ___________________________________________________________

(iv) How am I going to sell?  Describe whether it will be over the counter,   
 through sales agents, etc
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

(v) Why should customers buy my products or services?
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________

(vi) Where will the customers buy my product or services?
 ___________________________________________________________
 ___________________________________________________________
 ___________________________________________________________
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When you have answered all the questions, go over them with a friend or family member.  In 
each case decide why an answer to a question is important for marketing purposes.  For 
example, if your answer to the question: When do customers need your products or service? 
Is, at Christmas time, then there is one major problem with your business.  It means you will 
be in business for only two or so weeks in the year.  You will therefore, have to find ways of 
marketing the business so that you increase the time of trading.  Suggestions about some of 
the questions are given at the end of the topic.

2.3 What Happens Without a Marketing Plan?

Do you think you need a marketing plan as a tool for managing your small business?

Yes/No:____________________________________________________________________

Explain why
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________

I suppose your answer is ‘yes’ because in running any business, no customers, no business.  
Why do you think business people fail to come up with a marketing plan?
Jot down one reason here.
___________________________________________________________________________
___________________________________________________________________________

2.4 Preparing the Marketing Plan
After establishing who the customers are, why they should buy from you, how you propose 
to sell your products or services, etc you should jot down ideas under the headings listed 
below.  Now, work on the following activity very carefully.  This will be your marketing 
plan.



Small Scale Business Management Module 4: Marketing the Small Business

       ©BOCODOL28

Activity 2D

MY MARKETING PLAN

(i)  The business I am interested in or the one I am running is: 
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________

 (ii) My target segment/market 
The group that I am targeting or those who will buy my products or services will 
be:
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________

(iii) My marketing strategy
I will identify the targeted customers by:
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________

The attractive features of my product or service are 
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
I will get my product or service to the buyers by 
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
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(iv)  Market share
The estimate number of products or services being sold in the market are:
_______________________________________________________________
_______________________________________________________________

The estimate number of people or companies buying the products or services I 
intend to sell are:
_______________________________________________________________
_______________________________________________________________

I intend to capture the market by: (i.e. 25% etc.)
_______________________________________________________________
_______________________________________________________________

(v) Supply channels

I will get my supply from: ___________________________________________
_______________________________________________________________

_______________________________________________________________
These suppliers are located at: 
_______________________________________________________________

(vi) Pricing products/services.
My competitors are selling similar products or services for (i.e. P50 etc.):______
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________

I will sell my products for: __________________________________________
_______________________________________________________________
I know I am selling my products or services at the right price because: _______
_______________________________________________________________
_______________________________________________________________
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I will be making a profit of, on each sale (i.e. selling price less cost price):
_____________________________________________________________ 

____________________________________________________________________

     ____________________________________________________________________
 

Although my price is lower than competitors I make profit by
______________________________________________________

(vii) Promoting product/service

My target market will know that we exist through: ________________________
_______________________________________________________________
_______________________________________________________________

My target market will buy from us because: ____________________________
_______________________________________________________________
_______________________________________________________________

My price helps me increase market share 
 Yes/No _____________________________________________________
_______________________________________________________________

Although my price is lower than competitors I make profit  by
_______________________________________________________________
_______________________________________________________________

 (viii) Sales tactics
The methods I use to promote sales are: ______________________________
I have a special discount policy:

Yes/No ________________________________________________________
_______________________________________________________________
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I can cover promotion and service costs at the price I sell products/service.

Yes/No  _______________________________________________________
______________________________________________________________

(ix) Advertising and promotion

I will attract the attention of prospective customers by: ___________________

I am going to use the following means to advertise
______________________________________________________________
______________________________________________________________
______________________________________________________________
I can afford the cost of advertising 

Yes/No _______________________________________________________

(x) Market risks

My competitors have been in business for approximately: _____________       
______________________________________________________________

Transport within my proposed business location to various locations is:  
______________________________________________________________

     _____________________________________________________________________

I intend to put in place the following measures in order to stop the risk:
 ___________________________________________________________________
 ___________________________________________________________________
 ___________________________________________________________________

The components you have responded to make up the marketing plan.  Remember that a plan 
has to be put down in writing, and this must be done carefully.  A good marketing plan will 
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constantly help you make successful sales in the face of competition.  A plan made in the 
mind, and kept there, is never as effective as one that is written down.  See the plan for 
somebody who deals in second hand clothing items given as feedback at the end of the topic.

2.5 What we have learnt

In this topic we:
	 •	 defined	marketing	and	related	it	to	typical	business	situations
	 •	 suggested	that	there	are	ways	of	attracting	customers	to	your	business
	 •	 explained	that	the	location	of	a	business	determines	who	your	customers	are	
	 •	 pointed	out	that	you	need	information	about	the	market	to	enable	you	to	draw	up		
  a marketing plan
	 •	 discussed	the	sort	of	questions	you	should	answer	before	coming	up	with	your		
  own marketing plan.

2.6   Self-assessment Exercise 

Answer True or False

1.   You should not expect people to buy from you if they do not know where you are:  
        ___________ 
2.  You do not have to worry about letting people know your business when trading in a  
 rural area.        __________
3.	 	To	make	profit	you	should	sell	at	lower	prices	than	your	competitors.________
4.  You should have a certain type of customer in mind when drawing up your    
 marketing plan.                      _________
5.  Product development means selling the product in larger quantities.    _________
6. One way of identifying customers is to make personal visits.               _________
7.  Advertising costs money.         _________ 
8.  A good marketing plan is best remembered in the mind than written down.
              __________
9.    Lack of knowledge can cause a business person not to work out a marketing plan.  
           __________
10.  A business plan and a marketing plan serve the same purpose in business.
              __________
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2.7 Glossary

Prospective customers: Customers who are likely to buy from you in the future.
Competitors  : Businesses selling the same goods or services as yours in your  
     community.
Sales tactics   : The plan or methods you use to sell your products or service.
Discounts policy :   A plan of action on how to reduce the price of a product to   
     encourage clients to buy more.

2.8 Suggested Answers to Activities

Activity 2A
(i)	 •	 He	is	located	in	a	remote	area.
	 •	 Nobody	knows	that	he	produces	rugs.
(ii) Yes
(iii) Get somebody to market them for him or move to the main road to Tshabong.

Activity 2B
(i) Gardening
(ii) It is located in a rural area, just outside town.
(iii) Men and women and green grocers.
(iv) I supply vegetables regular throughout the year.
(v) It is not better, but is available all the time.
(vi) Yes
(vii) I know a lot
(viii) They often run short of vegetables.
(ix) Stagger my vegetables to ensure constant supply.
(x) They are located closer to the main road.
(xi) Delivering to customers who buy in bulk.
(xii)	 Advertise	through	fliers	and	advertising	in	the	local	newspapers.	

Activity 2C
(i) Dealing in second hand clothing items.
(ii) People in farms.
(iii) Second hand clothes.
(iv) I will use my bicycle to reach customers.
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(v) New clothes are becoming more expensive.
(vi) From me as I travel around.

Activity 2D
(i) The business I am interested in or the one in place Selling second hand clothing items,  
 and sewing an assortment of clothing.
(ii) Target segment
•	 Farm	workers	and	their	families	at	Talana	Farm;	low	and	middle	income	families		
 living in Selibe Phikwe and surrounding villages.
(iii)  Marketing strategy
•	 identifying	the	influential	people,	assigning	them	to	pass	the	message	to	their	col	 	
 leagues; pasting posters at popular sports around selected areas.
•	 Good	quality,	selling	at	cheap	prices,	giving	discount	to	bulk	buyers;	selling	variety	of		
 clothing.
	 Bringing	the	products	to	the	people,	waiting	for	buyers	at	identified	sports;	using	a	car		
 every month end; deliver clothing to bulk buyers, who buy clothing for resale; provide  
 clothing based on customers’ taste;
(iv) Market share 
 Hundreds of varying brands
 More than hundred
 I intend to capture 40% of the market

(v) Supply channels
 I will get my clothes from Jungle Bulks and Used Clothes Wholesalers

 These suppliers in South Africa and Zambia

(vi) Pricing product/services
 My competitors are selling at P45 – P500.
 I will sell my products for: P25.00 – P350.00
 I will sell my products or services at the right price because they will be affordable.
	 I	will	be	making	a	profit	of	5%	-	35%
	 I	make	profit	by:	minimizing	transport	costs,	producing,	buying	and	delivering	stock		
 once a month; negotiating prices with sellers.

(vii) Promoting product/service
	 Target	will	know	our	existence	through	advertising-	posters,	fliers,	radio	etc.
 Target market will buy from us because our products will be cheaper than the   
 competitors.
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My price helps me increase market share: Yes
I	make	profit	by:		a	high	margin

(iix) Sales tactics
 Traveling to the customer and providing monthly special
 I have  special discount policy: Yes – discount given to bulk buyers and regular   
 customers.
 I can cover promotion and service costs at the price I sell products/services. Yes.

(ix) Advertising and promotion.
 I will attract the attention of prospective customers by:
 Bringing a wide range of items (for children, fathers, and mothers).
 Give a discount to people who buy something for P70 and above.
	 I	am	going	to	use	the	following	to	advertise:	fliers,	posters,	etc.
 I can afford the cost of advertising

(x) Market risks
 My competitors have been in business for 2 – 10 years
 Transport is very reliable
 I intend to put the following in place to stop the risk: 
 - Ensure that transport is always in good condition; make transport arrangements with  
   some transport providers for emergency situation;
 - Listen to customers complains and take a corrective measure.

2.9 Answers to self-assessment Exercise
1. True      2. False
3. False      4.  True
5. False      6.  True
7. True      8.  False
9. True      10.  False


