


We are honoured that these organisations
agreed to be a part of this collaborative 

workshop for the community.



If you're a BDCU Member who has been affected by the bushfires, we encourage you to call (02) 4860 4000 for 
emergency assistance. We have a package to help you out. If you are insured by Vero, their Disaster Claims Line can 
be reached on 1800 132 223. If you would like to donate directly to your local RFS, you can at any BDCU Alliance 
Bank Centre or call (02) 4860 4000.

Our vision is that our members and their communities are genuinely better tomorrow than they are today.

411 Bong Bong Street, Bowral NSW 2576
P: (02) 4860 4070 W: bdcualliancebank.com.au

Mon – Friday 9am - 5pm

Who we are and what we’re about

We are a social enterprise who invest 
its profits into projects that enhance 
people’s lives and enrich our local 

communities.
What’s more, we’re owned by our 
members, which means we are truly a 

locally owned business.  

https://www.bdcualliancebank.com.au/
https://www.bdcualliancebank.com.au/community/promotions/does-your-bank-let-you-repay-up-to-50-off-your-fixed-rate-home-loan-without-penalty
https://www.bdcualliancebank.com.au/community/promotions/does-your-bank-offer-100-offset-on-business-loans


E: info@illawarrabusiness.com.au 
W: illawarrabusiness.com.au

P: 02 6297 3121
A: Level 5/6-8 Regent St, Wollongong NSW 2500

Starting, managing and growing a business is as 
challenging as it is rewarding. Our mission is to 
offer the network, advice and solutions you need 
to succeed.  Business improvement is always at the 
top of your agenda, but regularly seems to be at the 
bottom of your to-do list. Don't short change your 
business potential due to a lack of time.

As the regional arm of the NSW Business Chamber, 
we are an integral part of the state's peak business 
organisation. As an independent not-for-profit 
organisation, we are dedicated to helping businesses 
of all sizes to maximise their potential.

On a one-to-one basis, the Chamber helps all businesses 
from small enterprises to large corporations. Our 
commercial services division, Australian Business 
Solutions Group (ABSG), delivers a range of business 
services to both member and non-member clients 
throughout Australia, with the operating surplus 
going back to supporting Chamber initiatives.

LOCAL CHAMBER COORDINATION 

including Southern Region Recovery 

Coordinator Dick Adams

W
ORKPLACE ASSISTANCE

free employment law advice 

to all bushfire affected employers 

on the Workplace Advice Line (13 29 59) 
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mailto:info%40illawarrabusiness.com.au%20%20?subject=
https://www.nswbusinesschamber.com.au/About/Our-Locations/Illawarra-Region
https://www.nswbusinesschamber.com.au/About/Our-Locations/Illawarra-Region


It’s All About ‘Sharing The Love’ With The Southern Highlands

Destination Southern Highlands (DSH) launched a bushfire recovery Media & PR campaign on Wednesday 12 February 2020. 

This campaign is called ‘Share The Love’ and it’s objectives are:
• To increase awareness that the Southern Highlands IS Open For Business!
• To predominantly support all tourism operators, retail businesses, as well as service businesses.
• To encourage visitation to the region and generate bookings and sales with special offers/deals/gift vouchers.
• To increase traffic to the Destination Southern Highlands website, i.e. VisitSouthernHighlands, for information regarding     
    this campaign as well as engaging in existing Southern Highlands information.

https://www.visitsouthernhighlands.com.au/share-the-love/
https://www.visitsouthernhighlands.com.au/share-the-love/
https://www.visitsouthernhighlands.com.au/share-the-love/
https://www.visitsouthernhighlands.com.au/share-the-love/
https://www.visitsouthernhighlands.com.au/share-the-love/


Campaign Timing
Wednesday 12 February to Tuesday 30 June 2020.

Who Are Their Audience?
• Local residents and businesses to support their fellow businesses.
• Local residents to their Visiting Friends & Relatives (VFR) Market. 
• Sydney, Illawarra & Canberra target markets.
• DSH database of 20,000 + industry, media and consumer databases.

What Is The Strategy?
• To implement a unique multi media campaign using mass media, digital advertising, social media marketing, email marketing and a targeted PR 
program.
• To promote the message ‘Share The Love’ to our target market to support the Southern Highlands.
• To promote the complimentary message that the Southern Highlands also wants to ‘Share The Love’ right back to those visitors and supporters 
via tactical offers & vouchers.

AND this is how your business can be part of this Campaign!

DEALS

If your business has not already provided a deal to be included 
as part of this Campaign, now is the time to do it! Get a deal 
or unique offer or experience to us and encourage customers 
into your business. It's simple to do - A VALUE ADD or Unique 
Experience/Product, e.g. A Glass of Wine With Your Meal, a 
Free Dessert if you enjoy a main meal, an upsell opportunity, 

This is a FREE opportunity for ALL businesses of the 
Southern Highlands.

VOUCHERS

Would you like potential customers to purchase a gift voucher 
from your business? If so, let us know and we will add your 
business to our Buy A Voucher category on our website. The 
idea is that customers can do one of three things:
1. Buy a gift voucher and spoil themselves when they next 
visit the Southern Highlands, or
2. Buy a gift voucher for a friend, or
3. Buy a gift voucher to Pay It Forward to one of our local 
volunteers.

UPLOAD YOUR DEAL HERE Email Us: trish.bow@wsc.nsw.gov.au

https://form.jotform.com/200208545503849
https://form.jotform.com/200208545503849
mailto:trish.bow%40wsc.nsw.gov.au?subject=GIFT%20VOUCHERS
mailto:%20trish.bow%40wsc.nsw.gov.au?subject=GIFT%20VOUCHERS


NARELLE BLACKADDER
BUSINESS ADVISOR 

E: narelle@srbec.com.au W: srbec.com.au
P: 02 6297 3121

A: Level 3,Clarence House, Unit 14, 9 
Clarence Street , Moss Vale NSW 2577

The Southern Region Business Enterprise Centre is 
a dynamic regional organisation with a long history, 
delivering a comprehensive range of business and 
educational services to regional NSW and the ACT.

Our purpose is to assist businesses become more 
sustainable, to generate employment opportunities 
and to assist our young people with their career and 
educational journey.

Our focus is on you, our client, and the need to 
achieve a positive outcome no matter what your 
needs are. Whether you are a current business 
operator, intend to start a new venture, are seeking 
some professional development or perhaps you 
are a younger person seeking assistance with your 
education or career; our professional Advisors & 
Educators are here to assist you.

We work with businesses, including start-ups, 
providing a professional business advisory, 
educational and information service to enable your 

business to scale-up and remain competitive. Our business experts 
help clients achieve their personal & business goals.

Fostering entrepreneurship and assisting our young people to 
achieve their individual goals is a key strategy for our Centre also, 
as we seek to promote new employment opportunities and a 
productive, well-educated workforce. We achieve this through 
the delivery of government subsidies initiatives and programs that 
leverage your time and investment to gain maximize benefit for 
your business & to achieve your personal goals.

The Southern Region Business Enterprise Centre engages a team of 
highly skilled professionals who deliver a range of quality products 
supported by years of first-hand practical experience.

OUR SERVICES
• General Business Advisory Services
• Digital Business Solutions
• Waste Management
• Entrepreneurs
• NDIS

https://srbec.com.au/
mailto:narelle%40srbec.com.au?subject=
https://srbec.com.au/


Regional Development Australia Southern Inland (RDA 
Southern Inland) is part of a national network of 52 
RDA Committees across Australia. These committees 
are made up of local leaders who work with all levels 
of government, business and community groups to 
support the development of regional Australia. 

Our aim is to maximise economic development 
opportunities for the Southern Inland region by 
attracting new businesses and investment to the 
region, growing our local business potential and 
encouraging innovation.

RDA Southern Inland is administered by the 
Department of Infrastructure, Regional Development 
and Cities and is an Australian Government initiative.

RDA Southern Inland works across a region that takes 
in seven local government areas in the south-east of 
NSW, encompassing 44,639 square kilometres of 
NSW land area.

GRANTS

RDA Southern Inland can assist local organisations, Councils, 
clubs and businesses to identify areas where they may be eligible 
for grants or funding and assist them in completing applications 
for submission. 

Specifically, we can…

Assist you in identifying suitable grant and funding opportunities
Assist you with the grant application process
Provide you with economic and community profiling data and 
tools to strengthen your application
Provide Letters of Support for your funding application
Our focus at RDA Southern Inland is to maximise economic 
development opportunities for the Southern Inland region. If your 
organisation has an opportunity for growth or is seeking funding 
assistance, please get in touch.

Email: grants@rdasi.org.au      Phone: 02 4822 6397

W: www.rdasi.org.au
P: 02 4822 6397

A: Shop 5, Central Arcade
158-162 Auburn Street

Goulburn NSW 2580

mailto:grants%40rdasi.org.au?subject=Grants
https://www.rdasi.org.au/


TRADITIONAL MATERIAL

Prepare and use old school promotional materials 
to maximise your businesses exposure.

Have ready at all times

• Business cards, flyers/brochure or factsheet
• Images of your business preferably professionally
taken otherwise use stock images to tell the story.
• Have your story, images ready to be sent 
immediately (WITH YOUR POINT OF DIFFERENCE)



Marketing through
Business networking

FIND THE 
OPPORTUNITIES 

Bring your business 
cards to place on 

tables and hand out

Collect business cards and 
reach out after the event

Elevator pitch include 
your point of difference

Follow and share businesses 
social media profiles that 

attend the events



Fact Sheet Example













https://youtu.be/jTea_8Fk5Ns

https://youtu.be/jTea_8Fk5Ns


https://youtu.be/WhY8cbksCI0

https://youtu.be/WhY8cbksCI0






Local Media
Phone: 02 4862 2411
Email: reception@2st.com.au

Phone: 02 4811 1557
Email: reception@2st.com.au

Phone: 02 4861 6311
Email: advertising@highlifemag.com.au

Email: newsdesk@latte.life

Phone: 02 4861 2333
Email: bookings@southernhighlandnews.com.au 

Phone: 1300 968 104
Email: hello@thefoldmedia.com.au

mailto:reception%402st.com.au?subject=Advertising
mailto:reception%402st.com.au?subject=Advertising
mailto:advertising%40highlifemag.com.au?subject=Advertising
mailto:newsdesk%40latte.life?subject=Advertising
mailto:bookings%40southernhighlandnews.com.au?subject=Advertising
mailto:hello%40thefoldmedia.com.au?subject=Advertising


Company Name:________________________  Authorising Signature: ______________

Printed Name & Date: ___________________ Account Manager: __________________

South Coast & Tablelands Broadcasters Pty Ltd ABN: 75 000 849 392

Let’s Rebuild Together
Fires have devastated our community, but the people of the Southern 
Highlands are resilient. In times of crisis, we stick together. At 2ST and 
Power FM, we believe strongly in doing everything we can to assist 
Highlands businesses during these unprecedented times. That’s why we 
want to match your advertising Dollar for Dollar throughout the months of 
February and March.  

Let’s rebuild our business community together.

20 x 30 commercials to run BMAD

Plus 20 x 30 bonus commercials 

$1,100 (+GST)



Integrated marketing communications (IMC) is an approach 
used by organisations to brand and coordinate their 
communication efforts. In short, the use of IMC ensure that 
you are covering all bases in the effort to market your product 
and services.

The primary idea behind an IMC strategy is to create a 
seamless experience for consumers across different aspects of 
the marketing mix. The brand’s core image and messaging are 
reinforced as each marketing communication channel works 
together as parts of a unified whole rather than in isolation.

With so many products and services to choose from, consumers 
are often overwhelmed by the vast number of advertisements 
flooding both online and offline communication channels. 
Marketing messages run the risk of being overlooked and 
ignored if they are not relevant to consumers’ needs and 
wants.

One of the major benefits of IMC is that organisations can 
clearly and effectively communicate their brand’s story and 
messaging across several communication channels to create 
brand awareness. IMC is also more cost-effective than mass 

Integrated
Marketing Communications

media since consumers are likely to interact with brands across 
various forms of print, tv, radio and digital interfaces. 

The other benefit of IMC is that it creates a competitive 
advantage for companies looking to boost their sales and 
profits. This is especially useful for small or mid-sized 
organisations with limited staff and marketing budgets. IMC 
immerses customers in communications and helps them move 
through the various stages of the buying process. IMC can 
be instrumental in creating a seamless purchasing experience 
that spurs customers to become loyal, lifelong customers.

IMC Elements:
0 Create a brand message
0 Consistent EDM’s
0 Social media strategy for each campaign
0 PR campaigns
0 Video content
0 Editorial
0 Radio
0 Website
0 Consistent updates
0 Third party listings
0 Online shops
0 Bookable experiences
0 Google adwords campaigns
0 Google merchant accounts
0 Branded artwork
0 Print media
…and good old-fashioned customer service.



Are You
Customer Ready?
Your happiest customers can be more effective 
than your whole sales and marketing departments 
in spreading the good gospel about your business.

Your most frustrated customers? 
Well, negative word-of-mouth travels fast. 

There is a lot of talk about being a customer centric company, 
that everyone in the company should be a customer advocate 
and that the customer is always right.

Being customer ready is not always an easy thing, its a 
journey and sometimes it goes with baby steps but at least 
these are then steps in the right direction. We are a team of 
firm believers that it all starts with the right company DNA. 

As with anything worth doing, leading customer experience 
change in your organization will prove to be a challenge 
-- no matter how prepared you are. There are things 
you’ll overlook, roadblocks that’ll arise unexpectedly, and 

circumstances you won’t consider until you’re in the midst of one.

That’s because putting the customer first isn’t always easy or 
obvious. Our track record isn’t perfect either. But putting the 
customer first is worth doing. And it is all about meeting and 
exceeding customer expectations, building relationships by doing 
the right thing, and focusing on the long-term even when it’s not 
the easiest path.

The ‘readier’ your organisation is (or the people are within it), 
the easier it will be to embed an all-encompassing customer 
experience improvement initiative that can and will be sustained. 
The less ‘ready’, the more difficult it will be.

Are You Customer Ready?

1 ACKNOWLEDGE Is there a need to acknowledge 
that the existing state of customer 
service is unacceptable and requires 
imporvement?

2 DIAGNOSE Would you then agree to identify and 
accept what and where problmes exist 
in the customer experience

3 ACTION Do you agree to implement a series 
of appropriate actions to address 
the problems idnetified in diagnosis 
phase?

4 IMPROVE Implement a programme of 
improvement to enable your 
organisation to continuously meet the 
needs of customers



Customer
Journey
What Is A Customer Journey?

The customer journey marks the interactive process 
and roadmap that clients and prospects have with your 
brand. It is a kinetic process that moves customers from 
an initial state of awareness through an interaction and 
purchase decision with your product or service.

Customer journeys include many things that happen before, 
during, and after the experience of a product or service. 
Journeys can be long, stretching across multiple channels 

and touchpoints, and often the process may last days or 
even weeks. Elements such as customer waiting times, sales 
processes, brand and marketing strategies, technology and 
complaint handling all become key influencing factors.

Bringing a new customer on board is a classic example. 

Another is resolving a technical issue, upgrading a product, 
or helping a customer to move a service to a new home. In 
our research, we’ve discovered that organisations that fail to 
appreciate the context of these situations and manage the  
end-to-end experiences that shape the customer’s view of the 
business can trigger a downpour of negative consequences, 
from customer defection and dramatically higher call volumes 
to lost sales and lower employee morale. 

In contrast, those that provide the customer with the best 
experience from start to finish along the journey can expect 
to enhance customer satisfaction, improve sales and retention, 
reduce end-to-end service cost, and strengthen employee 
satisfaction.

The Customer Journey

Awareness

Awareness Evaluation & Consideration Post-Purchase RetentionDecision

Interest Consideration Evaluation Purchase Service Loyalty Advocacy





Awareness

The first stage and step of the customer journey is Awareness 
where your potential customer is aware that they have a need 
or a problem and they are now researching information and 
actively seeking out answers to try and solve their problem or 
need. Think of the awareness stage of the customer journey 
as your first impression.

As a proactive business you should be utilising the following 
integrated marketing communitions elements to reach your 
target market.

0 Public Relations
0 Radio
0 TV
0 Print Advertising
0 Online Advertising

Your job during the Awareness Stage: 
Convey that you UNDERSTAND the prospect’s problem and 
provide information and resources that will help them to better 
navigate their problem or need.

Content to Deliver in the Awareness Stage:
0 How-To
0 Editorial
0 Press Releases
0 Ebooks
0 Checklists
0 How-To Videos

Since you know that your customer is looking for information 
during this stage, that’s exactly what you’ll want to provide 
for them in a digestible format that’s simple and very easy for 
them to find.

Step #1 Awareness



Evaluation & 
Consideration
The next stage in the customer journey is the Evaluation & 
Consideration stage. This stage includes the steps of Interest, 
Consideration and Evaluation.

By now, your prospects have done their Awareness research 
and are aware of some of the options they can choose from. 
However, the research phase isn’t over yet. They have narrowed 
down their options but they are still going to search for more 
information.

At this stage they are comparing your product or service to other 
solutions on the market. This includes doing price comparisons, 
reading customer reviews, checking out competitors, and 
learning more about the details of your product or service to 
see if it, in fact, resonates with thier need. Knowing that your 
customer will be comparing you to your competitors during this 
stage, it’s important for you to take a step back and ask yourself 
if you are positioned the way that you should be knowing that 
your customers will be comparing you to other options.

Some great questions to ask:
0 Is my product or service offering clearly understandable?
0 Is my brand or company easy to find on the internet?
0 Are the benefits of my product or service clear?
0 Is the price point of my product or service competitive?
0 What makes my product or service better?
0 Is my point of difference clearly stated where a customer  
    can easily find it and understand it?

Often times it’s during the consideration stage that prospective 
buyers will reach out for more information by entering their 
information on through one of your forms, calling the number 
on your website, or engaging on your social media channels. 
If this is happening, do NOT leave them hanging.

This is your opportunity to step in a be the relief they are 
searching for to cure their current pain point. It is also during 
this stage that potential buyers are going to be very interested 
in pricing and what the monetary investment would be if 
they were to choose you as their solution. Many times your 
prospective buyers will need to run this information by other 
people before they make a decision.

Your job during the Consideration Stage: Prove to your 
customer that you care and that you are the best option for 
them and ensure that they have all of the information they 
need to move to the next stage in the customer journey.

65% of consumers spend 16+ minutes comparison shopping before making a purchase.



As a proactive business you should be utilising the following 
integrated marketing communitions elements to reach your 
target market.

0 Localised SEO
0 Google Business
0 Editorial
0 Advertorial

Your job during the Evaluation & Consideration Stage: Prove to 
your customer that you care and that you are the best option 
for them and ensure that they have all of the information they 
need to move to the next stage in the customer journey.

Content to Deliver in the Evaluation & Consideration Stage:
0 Product Webinar
0 Case Study
0 Free Product or Service Sample
0 FAQ
0 Data Sheet
0 Demo Video

Step #2 Interest

Evaluation & 
Consideration



As a proactive business you should be utilising the following 
integrated marketing communitions elements to reach your 
target market.

0 Print Advertising
0 Social Advertising
0 Blogging
0 Video Content
0 Direct Mail
0 EDM’s
0 Product Reviews

Your job during the Evaluation & Consideration Stage: Prove to 
your customer that you care and that you are the best option 
for them and ensure that they have all of the information they 
need to move to the next stage in the customer journey.

Content to Deliver in the Evaluation & Consideration Stage:
0 Product Webinar
0 Case Study
0 Free Product or Service Sample
0 FAQ
0 Data Sheet
0 Demo Video

Step #3 Consideration

Evaluation & 
Consideration



People in the middle of the customer journey are likely to be 
looking to you for content showing youre product or service 
is superior in your industry. The most effective types of 
content in the evaluation stage are things like expert guides, 
video content, and demo’s that compare your features and 
benefits with that of your competitors.

Suggested integrated marketing communitions elements:
0 Retargetting Campaigns
0 Setting up Abandoned Cart
0 Newsletter Segmentation
0 Product Reviews

Your job during the Evaluation & Consideration Stage: Still to 
prove to your customer that you not only care, but are the best 
option for them while ensuring they have all of the information 
needed to move to the next stage in the customer journey.

Content to Deliver in the Evaluation & Consideration Stage:
0 Product Webinar
0 Case Study
0 FAQ
0 Data Sheet
0 Demo Video

Step #4 Evaluation

Evaluation & 
Consideration



Decision

The third stage in the customer journey is the Decision Stage 
where your prospective customer is ready to select from their 
options and making a purchase. By now they have done all the 
research needed to be well informed on products or services 
that best fit their needs and those which they believe will be 
the best fit.

As a proactive business you should be utilising the following 
integrated marketing communitions elements to reach your 
target market.

0 Instore branded colateral
0 Fluid sales process instore
0 Fluid sales process online
0 Peer-to-Peer reviews
0 Sign up forms with Coupon

Your job during the Decision Stage: 
Since buyers are beginning to rely on peer-to-peer reviews more 
now than ever before, not having any reviews for your product or 
service could potentially have a negative affect. It is now your job 
to present proof to your prospects that your product or service 
will deliver.

Content to Deliver in the Decision Stage:
0 Customer reviews
0 Case Studies
0 Free Trial
0 Live Demo
0 Consultation
0 Coupon

Step #5 Purchase



Retention
If we were to ask you the last time you had a really great 
experience as a customer, it probably wouldn’t take you long 
to come up with the story of how the lasting impression of 
the experience made you happy and satisfied.

And the same goes for a poor customer experience, too 
-- you could probably think of the story and reason within 
seconds, and how the feeling afterward was just the 
opposite. You probably felt angry, upset, annoyed, frustrated, 
or any combination of these negative emotions. 

It’s far easier and roughly 5 times cheaper to retain an 
existing customer than it is to acquire a new one. It’s hard to 
build enough trust with a prospect to turn them into a first 
time buyer, so once you’ve gain their trust and their business, 
you should be working hard to maintain it. 

During this stage you should be following up with your 
client to get their feedback on the product or service that 
they purchased from you. You should be acknowledging 
their loyalty with the Thank You Economy (a simple but very 
effective retention tool).

Business should be built around how to deliver excellent 
customer service. It’s easy to forget its importance when 
you are building your brand’s presence and marketing your 
products or service. 

The fourth stage of the customer journey is the Retention 
stage that includes the vital steps of Service and Loyalty . 
Congratulations! If your customers have made it this far, then 
you’re definitely doing a lot of things right. But, it’s not over 
yet. In fact, this stage is arguably the most important stage in 
the overall customer journey. Why?



Retention

The sixth step of Service is influenced by how your 
organisation creates a follow-up systemt that assists to 
exceed your customer’s expectations. The way you think 
about customer experience has probably had a profound 
impact on how you look at your business as a whole. This 
is just one reason why creating and obsessing over a great 
customer experience is so important. 

As a proactive business you should be utilising the following 
integrated marketing communitions elements to reach your 
target market.

0 Segmented EDM’s
0 Segmented Direct Mail
0 Automated re-engagement processes
0 Thank You Economy

Your job during the Service Stage: 
The key to good customer service is building good relationships 
with your customers. It is your job to THANK the customer and 
promoting a positive, helpful and friendly environment will ensure 
they leave with a great impression. A happy customer will return 
often and is likely to spend more.

Content to Deliver in the Service Stage:
0 Product or feature requests
0 Follow up on customer support requests
0 Offer customer insights
0 Always follow up on customer service
0 Always say Thank You

Step #6 Service



Retention

Customer loyalty is the act of choosing one company’s 
products and services consistently over their competitors. 
When a customer is loyal to one company, they aren’t easily 
swayed by price or availability. They would rather pay more 
and ensure the same quality service and product they know 
and love.

As a proactive business you should be utilising the following 
integrated marketing communitions elements to reach your 
target market.

0 Reward Programs
0 Loyalty social awareness
0 Personalisation
0 Create Community Groups
0 Consistent Blogging
0 Thank You Economy

Your job during the Loyalty Stage: 
Customer loyalty is the result of a company consistently meeting 
and exceeding customer expectations. Customers that trust the 
companies they do business with will be more likely to purchase 
again in the future. It is your job

Content to Deliver in the Loyalty Stage:
0 Customer Feedback
0 Celebrate customers in print and on digtal platforms
0 Omni-channel campaigns
0 Always say Thank You

Step #7 Loyalty



The Thank You 
Economy

The Thank You Economy isn’t some abstract concept or 
left of field business strategy. It’s the way we buy and sell, 
the way we’re interacting as consumers, as employees, 
as buisness people on all levels, right now. The way our 
marketplace functions has been evolving right before our 
eyes. Top-down, one-way exchanges are gone, replaced 
by relationships based on open, honest, and constant 
communication between customers and business. 
Today, individuals and brands that out-care and out-love 
their competition - those emphasising quality, value, 
responsiveness, and attention to detail, among other 
essentials - see the biggest returns

Nurture your loyal customers Strategies to build loyalty in customers 
include:
0 Listen to customers
0 Communicate regularly with customers
0 Provide after-sale follow up
0 Exceed initial expectations
0 Utilise feedback and complaints
0 Training staff in customer service 

Feeling unappreciated may prompt your customers to take 
their business elsewhere, in favour of a company that will 
value their business. The Thank You Economy is important for 
many reasons. First and foremost, it can help make customers 
happy. And a happy customer may be more likely to not only 
come back but to also spread the word about your company. 
This can help build your brand’s reputation as a good company 
to do business with. In an era of start-up growth, impersonal 
shopping and fast-paced lifestyles, the thank you economy 
and customer appreciation may be viewed as a lost art. 
Taking an old-school, back-to-basics approach to customer 
appreciation through the Thank You Economy can help your 
company stand out.

Everyone likes to feel valued. Customers are no different. 
It’s important to remember, however, that when it comes 
to the Thank You Economy, sincerity trumps gimmicks. 
Thank You Economy initiatives that are driven by a genuine 
desire to please your customers can be very successful. Real 
appreciation stems from a feeling that we truly care for our 
customers. It’s a sign of genuine gratitude for their business.



Advocacy

This is the last stage of the customer journey and the 
hardest to achieve. This is the stage of the customer journey 
is when the customer becomes an active advocate for your 
brand. They say great things about you and your company, 
they refer their friends and family to you, they generate the 
most powerful kind of marketing your company can ever 
have which is word-of-mouth. 

As a proactive business you should be utilising the following 
integrated marketing communitions elements to reach your 
target market.

0 Word Of Mouth strategies
0 Loyalty social awareness
0 eWord Of Mouth strategies
0 Thank You Economy
0 Educate your customers with industry knowledge
0 Above The Line marketing campaigns

Your job during the Advocacy Stage: 
The answer is by nurturing them every step of the way through 
the previous stages with value, attentiveness, and respect. Also, 
you must have a great product or service that does exactly what 
you promise that it will. One of the most powerful ways that you 
can encourage brand advocacy is by simply asking your customers 
to spread the word. I think you’ll be surprised.

When a person has a great experience with a product, service and 
company, they will want to spread the word and tell others about 
it. It’s human nature. Encourage this by asking them to tell their 
friends and let them know how much it will be appreciated by you 
and your business. Some of the most successful companies today 
are built on powerful referral and word of mouth marketing.



Local Community 
Organisations to Consider

The Southern Highlands Chamber of Commerce & Industry is here to help your business. 
Whether you are new to the area or needing to make contact with your local business advocate 
we can be reached by any of the below contact methods. 

02 4861 6917
info@shchamber.com.au

The Southern Highlands Food & Wine Association is a non-profit organisation dedicated to 
the promotion and showcasing of the food and wine producers and people of the magnificent 
Southern Highlands of NSW.

secretary@southernhighlandsfoodandwine.com.au

The Moss Vale & Rural Chamber of Commerce is proud to support businesses in Moss Vale and 
surrounding areas.

Contact MVRCOC HERE

mailto:info%40shchamber.com.au?subject=
mailto:secretary%40southernhighlandsfoodandwine.com.au?subject=
https://www.mossvale.org.au/contact/


BUSINESS RECOVERY CHECKLIST 
 
When you are ready work through the checklist to explore your opportunities and remember to contact 
the respective business speaker to assist you. 

 
Visit Illawarra Business Chamber website for FREE resources 
https://www.nswbusinesschamber.com.au/About/Our-Locations/Illawarra-Region 
 
 
Share the Love with Destination Southern Highlands and provide your businesses offer to 
receive FREE exposure for your business. Contact the DSH staff 
https://www.visitsouthernhighlands.com.au/share-the-love/ 

 
 
Attend a Southern Highlands Chamber of Commerce and Industry FREE networking event. 
Visit their website to learn more https://shchamber.com.au/events  
 
 
Visit the Moss Vale & Rural Chamber of Commerce to learn how you can be involved in the 
community or support local businesses. https://www.mossvale.org.au/ 
 
 
Visit the Southern Highlands Food and Wine Association website 
https://www.shcorporate.com.au/southern-highlands-food-and-wine/ 
 
 
Contact Narelle Blackadder from Southern Regional Business Enterprise Centre (SRBEC) to 
discuss the opportunities available for your business. 
https://srbec.com.au/bush-fire-relief/ 
 
 
Visit the Regional Development of Australia Southern Inland website who can assist you to 
identify areas where your business may be eligible for grants or funding. 
https://www.rdasi.org.au/funding-and-grants/ 
 
 
Download the FREE marketing tools the team at Bcr8ive Media provided to help get your 
business exposure https://www.plannthat.com/    https://unsplash.com/ 
Review your customer journey and see where you can improve on your customers  
 experience. 
Take advantage of the advertising offers provided below and include them in your integrated 
marketing. 
 

https://www.nswbusinesschamber.com.au/About/Our-Locations/Illawarra-Region
https://www.visitsouthernhighlands.com.au/share-the-love/
https://shchamber.com.au/events
https://www.mossvale.org.au/
https://www.shcorporate.com.au/southern-highlands-food-and-wine/
https://srbec.com.au/bush-fire-relief/
https://www.rdasi.org.au/funding-and-grants/
https://www.plannthat.com/
https://unsplash.com/


How Can You Help Your Business?
Here are some community based options that may be 
able to help your business.

Community Based Websites
www.roadtripforgood.org.au
register your business to be listed on a travel route in your region. 
Users are encouraged to take a road trip to a fire affected area and 
visit the businesses along the way.

www.emptyesky.com.au
businesses can register on this website also and list where they are 
and that they need business, opportunity to notify them to feature 
on their social campaign also.

www.buyfromthebush.com.au
was established last year to profile businesses being affected by 
the drought in regional areas, they are doing a fairly good job of 
profiling those that are now suffering drought + fires.

Instagram
@spendwiththem
specifically designed to promote fire affected businesses and areas 
so more people are aware and support.

@staywiththemau
as above but for accommodation industry specifically.

Government And Industry
Destination Southern Highlands
www.visitsouthernhighlands.com.au
As the local agency for tourism and economic growth now is the 
right time to list your business for free on their website

Regional Development Australia Southern Inland
www.rdasi.org.au
For grant assistance RDASI are working to deliver grant options and 
applications to local small to medium business.

Mayoral Relief Fund - Wingecarribee
www.wsc.nsw.gov.au/mrf
Residents directly impacted by the recent bushfires can apply for 
assistance from the Mayoral Relief Fund. 

ATDW
www.atdw.com.au
By registering your business with ATDW Tourism Australia and DNSW 
can utilise business profiles in regions affected by fires and promote 
accordingly.

The Restaurant & Catering Association
www.rca.asn.au
Restaurant & Catering facilitates funding opportunities for members 
in food and beverage industry. Additionally it also provides advice and 
consultation service for members also to assist in assessing what they 
might be eligible for.

Destination NSW
www.destinationnsw.com.au
As the state agency for tourism, their role is to market NSW as one of 
the world’s premier tourism and major events destinations.

Service NSW
www.destinationnsw.com.au
As the state agency for tourism, their role is to market NSW as one of 
the world’s premier tourism and major events destinations.

http://www.roadtripforgood.org.au
http://www.emptyesky.com.au
http://www.buyfromthebush.com.au
https://www.visitsouthernhighlands.com.au/
https://www.rdasi.org.au/
https://www.wsc.nsw.gov.au/mrf
https://atdw.com.au/
http://rca.asn.au/rca/


Federal & State Help
Here are some Federal and State options that may be 
able to help your business.

Federal Assistance
Grants: 
Small business bushfire recovery grant now available 
up to $50,000 through Service NSW

Loans:
Concessional small business loans of up to $130,000 
Bushfire Working Capital loan – up to $50,000
Bushfire Recovery loan – up to $500,000
Available via the Rural Assistance Authority  -  
Applications close 1/7/20

Tourism package: 
$75m, of which $10m is available in 10 grants of $1m 
for major events (guidelines TBC)

ATO measures:
Automatic exemptions from activity statements 
lodgements and payments.
$50,000 grants - are available through RAA, not 
Service NSW.
Small Business Bushfire Financial Support Line 

More information: www.raa.nsw.gov.au

How Can You Help Your Business?
Here are some community based options that may be 
able to help profile your business.

State Assistance
Bushfire customer care program (administered by 
Service NSW):
•  Accommodation advice 
•  Relevant charitable services 
•  Mental health and wellbeing services 
•  Support for businesses 
•  Clean-up services 
•  Financial assistance 
•  Insurance and legal support 
•  Replacing lost ID 
•  Volunteer RFS and SES payments. 

13 77 88 between 7am and 7pm Incl. 
weekends

https://www.service.nsw.gov.au/campaign/bushfire-customer-care-service
https://www.raa.nsw.gov.au/
https://www.service.nsw.gov.au/campaign/bushfire-customer-care-service



