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Introduction
Throughout Western Australia there are many award programs for small businesses to enter – region or 
industry specific, or Statewide.

There are many benefits of entering award programs; it isn’t just about fame and fortune, there are 
significant marketing and business management advantages to be gained.

Award programs are designed to delve into the management of your business, to determine if you 
are ahead of the game and worthy of an accolade. Most programs require you to make a written 
submission. Some have a ‘qualifying period’ for entry; this means your business has to have been 
operating during that time.

Once you’ve made the decision to enter you need to gather your information and start writing your 
winning submission. The guidance and examples in this workbook will help you to draft an awards 
submission to be proud of.
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Types of submissions
Each awards program has its own method of 
accepting submissions.  For example, local 
business awards generally ask for written 
submissions in a Word or PDF format, while others 
are based purely on a site visit and an interview. 
Submissions for the Small Business Development 
Corporation’s Western Australian Regional Small 
Business Awards (WARSBA) are managed online.

Three of the most common types of submission 
are outlined in more detail below.

1. Written
Most awards programs require a written 
submission, usually in the form of a Word or PDF 
document. Some will allow you to include photos 
and graphics within the document, while others 
require them to be submitted separately.

When preparing your submission it is important to 
write each question in full at the top of each page 
or section, including the question number, with 
your answer below. This will make it easier for the 
judges to read and score.

While the written content is by far the most 
important element of your submission, visual 
appeal is also a factor.  Keep in mind that judges 
are reading many submissions, usually relating to 
the same type of business, so an appealing design 
will instantly stand out from the rest.

2. Online 
If you are entering an awards program with online 
submissions it is advisable to draft your answers 
in a Word document before copying and pasting 
them into the relevant section of the submission 
form.
 

This allows you to keep a copy of your submission 
to use for future award programs. Also if the 
system has a problem and you are ‘timed out’ you 
will not lose your work.

Some online submissions allow you to save 
changes as you go and edit later, while others will 
require you to complete the process in one sitting.

As design is not a major factor, you do not need to 
worry about formatting your online submission. 
However, space your answers well so the judges 
will find them easy to read.  Photos are usually 
submitted as attachments.

3. Site visit
Some award programs include a site visit in the 
judging process; it is still a good idea to commit 
your thoughts to paper in readiness for the judge’s 
questions.  Judging may be based solely on a 
visit, or it could be the verification of your written 
submission and will not contribute to the final 
score.

Site visits are held at your business premises and 
the judge is there to experience your product or 
service first hand. They are also likely to ask to see 
your documented policies and procedures relating 
to; customer service, human resources and OH&S 
for example. The judge will contact you to arrange 
a convenient time to visit.
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Before you start
Follow the rules

Each awards program has its own set of rules and 
dates that must be strictly adhered to. If you fail to 
abide by these rules you may be penalised with 
lost points or disqualification. So before starting to 
write your submission take the time to thoroughly 
read the guidelines.

Examples of rules:
• your achievements and examples must relate 

to a particular qualifying period
• a requirement for all sections and questions to 

be answered
• a specific word count for each question
• a limit on the number of pages
• a requirement to number pages 
• using a particular style or size of font
• using single or double line spacing
• hyperlinks not being permitted
• a limit on the size of files you are attaching 
• how to submit images (photos) – file type and 

size, number of images, format (CD, thumb- 
drive, uploaded, kept separate from the written 
submission)

• submissions received after the advertised 
closing date not being accepted.

Get organised
Before you start writing your submission, take a step 
back and plan your approach. Realistically, it could 
take you several weeks (working in short periods) to 
complete your submission. The process will be much 
smoother if you are organised, and allow plenty of 
writing time.

If you are unsure about how to answer a question or 
how to submit your application contact the awards 
coordinator – they are there to help. 

Use the checklist on the next page as a guide. 
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To do Completed

Check to see if you need to submit a separate nomination form (this could be a 
separate document from the main submission).

Carefully read all the guidelines.

Read every question a couple of times before starting your answer.

Prepare notes relating to each question so you have a draft outline of content.

Ensure you have up-to-date business and marketing plans.

Ask a trusted, honest friend to impartially review your business. Fresh eyes will help 
you to notice things you may otherwise ignore. Remember, what you find ordinary, 
others might find extraordinary.

Prepare the outline for your submission by writing out all the questions in order
and numbering each one. This will make it easier for the judges to read and easier for 
you to upload if it is an online submission.

Write a first draft of your submission in basic Word format, without any design 
elements.

Gather photographs of your customers enjoying your product or service and images 
that clearly show the best of your business.

Compile testimonials from happy customers using review sites (Facebook, Google+, 
Trip Advisor, Urbanspoon etc) and feedback sent directly to you.

Add images and testimonials and if it is not an online submission, use formatting to 
ensure it is visually appealing.

Seek feedback from family, friends or staff. Use their suggestions to prepare a second 
draft.

Seek further feedback on the second draft. Prepare a final version of the submission.

Wait a few days before re-reading your submission and tweaking if necessary.

Upload, post or physically hand in your final submission (ensure this is done before
the closing date).
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Nominations
Most award programs allow you to self-nominate, 
however some will only accept nominations from 
a third party, such as a customer or fellow business 
owner. 

Usually there is a detailed form (either printed 
or online) that must be completed for your 
nomination to become official. This form could 
require company information, such as contact 
details and location, and a brief description of your 
business to ensure you are eligible for a particular 
category.

It should be noted that not all award programs 
require a separate application form.

The submission
Submissions vary greatly in length and complexity. 
However there are usually questions covering 
similar broad topics that relate to all aspects of 
your business operations. 

Each question will have points allocated to it. If 
this information is given, take note of the specific 
points for each question as this is an indication of 
its importance and will help you to determine the 
length and detail of your response.

The following information provides an overview 
of these broad topics, as well as some specific 
questions and sample answers. The format of 
your answers will vary, with some questions being 
answered with written text only, while others need 
tables or graphs.
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Activity 1 – About your business

Write down the main reason you started your business.

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

List four milestones or key events your business has achieved since opening.

1. ________________________________________________________________________________________

    ________________________________________________________________________________________

2. ________________________________________________________________________________________

    ________________________________________________________________________________________

3.________________________________________________________________________________________

    ________________________________________________________________________________________

4. ________________________________________________________________________________________

    ________________________________________________________________________________________

Business overview
This section is crucial as it sets the scene for your whole submission. When writing your answer keep in 
mind that the person reading it has probably never heard of your business, visited your location or, in 
some cases, experienced anything similar to your business offering.

Clearly state exactly what your business is and what it does. Typically, answers to this section should 
include:

• a summary of your business, including operations, location, staff, products and/or services, 
infrastructure, key clients, main marketing activities etc

• a brief history of your business, including details of its growth

• why you started the business.

This information is best conveyed in text and supported by images, maps and testimonials.
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Products and services 
Give specific details about your products and/or services, this may include information relating to your 
range and prices, delivery methods, payment processes and how stock is stored and managed.

Answers in this section are best described in text format.

Example: What products/services does your business provide? (300 words max)

Joe Blogs Tyres – Tyre retailer and service centre

Our Bunbury retail tyre shop, Joe Blogs Tyres, has been selling tyres to the local community for 25 
years. We stock all types and sizes of tyres for motorcycles, cars, tractors and trucks from all the top 
brands, from Pirelli for high performance sports cars, Michelin for motorcycles and Bridgestone for 
family safety, to reliable Coopers for 4WD and trucks. We have corporate fleet and budget ranges to 
ensure we always have stock to suit all our customers’ requirements and budgets.

We also stock a large range of wheel rims for an array of vehicles; including Mullins Wheels, Speedy 
Wheels and ROH Wheels. Whether our customers require rims for their high performance and 
luxury cars or their hardworking 4WDs, we stock to meet all their requirements.

We have a servicing centre where customers can have their new tyres and rims fitted while they 
wait. We offer supplementary services such as wheel balancing, alignment and puncture repairs. 
Our qualified and experienced staff can assist with all steering, suspension and muffler servicing 
and repairs.

We have purchased custom-made software that notifies our clients when their tread life is 
approaching the end. They can receive this notification either by email, SMS, post or staff members 
will telephone them.

As one of the largest tyre and wheel servicing centres in this region, we supply many of the 
corporate fleets throughout the city and adjoining areas. Fleet servicing contracts are negotiated to 
suit particular corporate needs.

You be the judge
Rate this response:  ___/10

What did you like about this answer?

________________________________________________________________________________________

________________________________________________________________________________________

How do you think it could be improved?

________________________________________________________________________________________

________________________________________________________________________________________
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Financial performance
Some awards programs ask for specific detail about the financial situation of your business. This 
information will be handled confidentially and be viewed only by the judges.

This section is focused on your financial goals and results, and your business growth. If you have 
failed to show bottom line growth, or have had a difficult year, explain why. For example, you may 
have reinvested in the business to diversify or expand, or perhaps suffered a loss due to unforeseen 
circumstances such as an aggressive competitor. As long as you can provide a reason for your decline, 
and details of the strategies you have put in place to overcome the hurdle and move forward, the 
judges will be satisfied. Financial information, for example profit/loss and growth details, is best 
displayed in graphs and tables.

Example 1: Provide an overview of the financial performance of your business 
over the past 12 months and how this compares to previous years

Dr Do-Lots Vet – Veterinary surgery and retail outlet

In the 2014/15 financial year Dr Do-Lots Vet Services turnover was $350,000 of which $140,000 
was for goods sold (vaccinations, medicines, pet supplies) and $210,000 from the vet services 
provided.

Total operating expenses for 2014/15 was $155,000.

Net profit for 2014/15 was $235,000 ($350,000 - $115,000), with a net profit of 33%. 

Comparing these figures to 2013/14 financial year saw a 15% increase in annual turnover and 
a 5% decrease in operating expenses. The net profit margin increased by 14% over the two 
financial years.

Net profits vs expenses

Operating 
Expenses
$166,000
42%

Net Profit 
$215,000
58%

2013/14 2014/15

Turnover vs Operating expenses

$400,000

$304,300
$350,000

$155,000
$147,000

$350,000

$300,000

$250,000

$200,000

$150,000

$100,000

$50,000

$-

Turnover Operating expense
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Business planning and performance
This section details where your business is now and where you see it in the future. There are often 
specific questions relating to business performance and management, for example:

• Your business goals, including strategies and outcomes.

• Future plans to grow or diversify your business.

• Your achievements and challenges (and how you overcame them).

• Innovations introduced during the qualifying period (for example, streamlining processes, 
introducing cutting-edge customer service software, new manufacturing equipment, website 
upgrade, new marketing approach, product or service launches, new packaging etc).

• Identifying and managing risks.

This section describes in more detail what you touched on in the overview. It is often worth the most 
points, so be sure to provide accurate details and statistics about your business performance.

The responses to some questions in this section, for example business goals, strategies and outcomes, 
are usually better displayed in a table. 

Note: If the awards program includes a site visit, judges are likely to want to see your current business 
plan.

  

You be the judge
Rate this response:  ___/10

What did you like about this answer?

________________________________________________________________________________________

________________________________________________________________________________________

How do you think it could be improved?

________________________________________________________________________________________

________________________________________________________________________________________
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Business planning and performance

 Example 1: Describe your business goals over the past 12 months, the strategies 
you’ve used to achieve these goals and the results. (250 words max)

Star Quality Coaches – Charter business and tour operator

Goals Strategies Outcomes
Increase direct 
sales  by 20% by 
June 20XX

• Sales staff to schedule 
regular visits to key 
customers.

• Encourage retail travel 
agents to book directly 
with the company.

• Implement a SEO strategy 
based on researched 
keywords.

• Increase social media 
activity.

• Actively seek customer 
feedback to improve 
TripAdvisor review numbers 
and ratings.

• Direct charter bookings through 
local customers increased by 19%.

• Independent retail travel agency 
bookings increased by 18%.

• Sales through website increased by 
20% making it the largest revenue 
stream in the 2013/14 year.

• WiFi on all coaches has meant an 
increase in customer social media 
activity.

• Facebook page increased to 899 
‘likes’.

• TripAdvisor – ranked 17/57 things 
to do in Perth. Review strategy for 
2014/15 to improve ranking.

Note: Try to include at least three or four goals, strategies and outcomes in your actual submission. 

You be the judge
Rate this response:  ___/10

What did you like about this answer?

________________________________________________________________________________________

________________________________________________________________________________________

How do you think it could be improved?

________________________________________________________________________________________

________________________________________________________________________________________
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Example 2: Describe any improvements or changes you have implemented over 
the past 12 months to improve your business operations. (250 words max)

Joe Blogs Tyres – Tyre retailer and service centre

We care about the safety of our customers and have purchased custom-made scheduling 
software that notifies our customers when their tyres are coming up for replacement (based on 
the average kilometres of the brand/tyre they had previously bought). Our customers are asked 
if they wish to receive these notifications and their preferred method of delivery - post, email, 
SMS or a call from our staff.

We are the only tyre business in our region that uses such software or has any scheduled 
servicing notification system. Customers who have signed up for the service are  genuinely 
grateful to receive these notifications and see it as a real value-added service from                       
Joe Blogs Tyres.

You be the judge
Rate this response:  ___/10

What did you like about this answer?

________________________________________________________________________________________

________________________________________________________________________________________

How do you think it could be improved?

________________________________________________________________________________________

________________________________________________________________________________________
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Example 3: What are your future goals for the business and what specific actions 
are you taking to ensure you achieve them? (250 words max)

Joe Blogs Tyres – Tyre retailer and service centre

When we first opened our doors in 1983 our operation consisted of me, Joe Blogs (qualified 
mechanic and tyre fitter) in the workshop and sometimes in the shop front, and Alison Blogs, as 
administration officer looking after ordering, secretarial duties, accounts and customer service. 
Since then the business has grown to accommodate a staff of eight and the newest apprentice 
is my son George Blogs.

Since starting his apprenticeship, George has shown a keen interest in learning all about the 
business operations and because I am 55 this year, I am starting to think about my retirement/
succession plan. After employing the services of a small business management consultant I 
have written the following key points into my 10-year plan.

• In the next six months I plan to change the business name to WA Total Tyre Services.

• Successfully open a smaller store in another regional town (80km away from main store).  
This is where I plan to build my retirement house. George Blogs will supervise the smaller 
store and I will remain part-time manager.

• In five years I plan to franchise our business. Due to the regional and rural focus of the 
business model WA Total Tyre Services will only be available for franchisees in these areas. I 
will manage these franchisees on a part-time basis.

• Hand over the smaller shop to George on my 65th birthday.

• Manage the franchisees part-time in my retirement and hand over to George before my 
75th birthday

You be the judge
Rate this response:  ___/10

What did you like about this answer?

________________________________________________________________________________________

________________________________________________________________________________________

How do you think it could be improved?

________________________________________________________________________________________

________________________________________________________________________________________
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While questions relating to risk are not included in all award programs, it is a useful topic 
to consider when assessing your business.

Example 4: Describe the risks you have identified for your business and 
summarise the strategies you have put in place to reduce or eliminate them  

Sunny Café

Risk Probability Impact/effect Mitigation strategy

Drop in revenue 
due to falling 
consumer 
confidence

Medium • Difficulty paying 
suppliers and staff.

• Unable to make loan 
repayments.

• Diversify business 
operations, secure long 
term contracts.

• Generate fortnightly 
expenditure and 
income reports for each 
department.

• Increase social media 
marketing.

Customer 
accident at café

High • Potentially 
traumatising for other 
customers and staff.

• Bad publicity.
• Possible insurance 

issues.

• All managerial staff to hold 
current first aid certification, 
trained in emergency 
procedures.

• All staff to be trained in 
emergency procedures.

• Café regularly checked from 
OH&S perspective to ensure 
no obvious issues.

Note: Try to include at least seven or eight risks to include your entire business operations, for example 
staff, financial, customers, environment.

You be the judge
Rate this response:  ___/10

What did you like about this answer?

________________________________________________________________________________________

________________________________________________________________________________________

How do you think it could be improved?

________________________________________________________________________________________

________________________________________________________________________________________
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Activity 2 – Business planning

List three goals for your business and the actions you will take to help you achieve them.

Goals Strategies

1

2

3

List two challenges your business has faced over the past 12 months and explain how 
you overcame them.

1. ________________________________________________________________________________________

    ________________________________________________________________________________________

    ________________________________________________________________________________________

    ________________________________________________________________________________________

    
2. ________________________________________________________________________________________

   ________________________________________________________________________________________

   ________________________________________________________________________________________

   ________________________________________________________________________________________

Briefly explain one innovation that your business has implemented over the past
12 months.

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________
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Marketing  
This section is designed to show the judges what you have done to market or promote your business.  
It is not just a list of your marketing activities, it should also include research and analysis.  For example, 
who are your target markets and how did you identify them? What were your marketing goals and did 
you achieve them? Other topics could include:

• Describing your unique selling proposition (USP). This is what makes you stand out from the crowd. 
For example, do you have an after-hours emergency service? Are you open for longer hours than 
your competitors? Do you have a superior range? Are you the cheapest? Are your products of a 
higher quality?

• Stating specific examples of your marketing activities, such as social media, mail drops, PR, 
advertising

This is usually another section that attracts high points and often includes a number of questions. Your 
answers should be presented in text and table format (where appropriate), with testimonials and images 
to support your response (where appropriate).

(If the awards program includes a site visit judges will want to view your current marketing plan.)
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Example 1: Describe your target customers and how you identified them (200 
words max)

Dr Do-Lots Vet – Veterinary surgery and retail outlet

Here at Dr Do-Lots Vet Services our customers are predominantly owners of domestic pets such 
as dogs, cats, birds, guinea pigs etc. Our secondary customers/clients are nearby farmers where 
we make calls and provide vet services for their horses, sheep and cows.

By assessing our income records and client lists from the last financial year, we discovered 
that our primary/secondary customer split is 70% domestic to 30% agricultural, however the 
income split between the two markets is 55% to 45%. After discovering that servicing the 
agricultural customers was more profitable business in comparison to our domestic market we 
assessed the previous two financial years and these trends were the same.

Since completing this analysis we have written into the business plan that our new target for 
this financial year is our secondary market, we hope to increase its share to 35%. As we make 
more income from treating farm animals than domestic pets we plan to focus our marketing 
efforts on building our secondary customer market.

You be the judge
Rate this response:  ___/10

What did you like about this answer?

________________________________________________________________________________________

________________________________________________________________________________________

How do you think it could be improved?

________________________________________________________________________________________

________________________________________________________________________________________
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Example 2: What is your competitive advantage? (250 words max)

Joe Blogs Tyres – Tyre retailer and service centre

Joe Blogs Tyres is one of the oldest private tyre companies in the area; we first opened our 
doors in 1983. Situated on the main road into the city centre, we are seen regularly by passer- 
bys, remaining front-of-mind for the local residents and also pick up a lot of ‘walk-in’ and one-off 
business from people passing through the city.

We have been offering the largest range of tyres from an array of brands for 21 years. We have 
been supplying tyres for all types of vehicles to some families for three generations. We also 
offer automated servicing notification, ensuring the safety of our customers.

Unlike many of our competitors we have negotiated all the local businesses fleet servicing 
contracts. Many of our fleet clients have been with us from 1983 as our business practices, 
available stock, customer service and pricing structures have remained consistently good.

You be the judge
Rate this response:  ___/10

What did you like about this answer?

________________________________________________________________________________________

________________________________________________________________________________________

How do you think it could be improved?

________________________________________________________________________________________

________________________________________________________________________________________
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Example 3: Describe your marketing goals, including strategies, and their 
effectiveness.

Dr Do-Lots Vet – Veterinary surgery and retail outlet

 Goals Strategies Outcomes

Increase puppy client 
base by 20%

• Sponsor the local puppy school.
• Advertise the need for puppy 

vaccinations at the lessons.
• Offer a package deal for lessons and 

first round of vaccinations.
• Target Facebook advertising to users 

who like puppy pages and shop for 
puppy goods.

Increased puppy clients        
by 35%

Increase local clients 
by 15% 

• Extensive letter drops in local area.
• Advertising in local newspaper.
• Encourage ‘word of mouth’ by 

offering discounts to clients who 
refer a friend.

• Sponsor a local sports team.
• Target Facebook advertising to locals 

within the area who have pets.

Increased local clients     
by 20%

You be the judge
Rate this response:  ___/10

What did you like about this answer?

________________________________________________________________________________________

________________________________________________________________________________________

How do you think it could be improved?

________________________________________________________________________________________

________________________________________________________________________________________

Note: Try to include at least four examples that demonstrate a wide range of marketing activities. 
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Activity 3 – Marketing

How do you differ from your competitors, what is your USP?

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________ 

Describe your top three target markets and explain why your business appeals to them.

Target market Description Why does your business appeal?

1

2

3

List the top three marketing initiatives you have implemented over the past 12 months 
and explain how you knew they were successful.

1. ________________________________________________________________________________________

    ________________________________________________________________________________________

    ________________________________________________________________________________________

    
2. ________________________________________________________________________________________

   ________________________________________________________________________________________

   ________________________________________________________________________________________

3. ________________________________________________________________________________________

   ________________________________________________________________________________________

   ________________________________________________________________________________________
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Customer service
This section details what you do within your business to ensure you are providing outstanding customer 
service. It usually includes questions relating to:
• customer service training for staff 
• the standards/policies you have in place
• handling customer feedback and complaints 
• customer reward and retention programs
• how you measure customer service success.

Example 1:  What strategies does your business use to create and retain loyal 
customers? (250 words max)

Dr Do-Lots Vet – Veterinary surgery and retail outlet

By supporting the puppy school and affiliating with the local university’s vet school we have 
shown our local area that we are committed to supporting our customers and community. 
The new customer referral discount strategy mentioned previously has proved a good way to 
engage our current clients, nobody likes to pay full price and the 10% discount has proved a 
good incentive.

We also keep engaged with current customers through our monthly e-newsletter and 
Facebook updates that provide information such as:
• medical updates – virus outbreak information, new treatments
• team introductions (name and photos) – of our work experience staff and practical 

assessment students, explaining what they will be doing
• new graduates from the puppy school
• promotions – for example, refer a friend campaigns, fundraising activities for local animal 

charities (current raffles), pet product/treatment discounts, and other local business 
information (boarding kennels).

You be the judge
Rate this response:  ___/10

What did you like about this answer?

________________________________________________________________________________________

________________________________________________________________________________________

How do you think it could be improved?

________________________________________________________________________________________

________________________________________________________________________________________
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Example 2:  What processes do you have in place to measure customer 
satisfaction? (250 words max)

Joe Blogs Tyres – Tyre retailer and service centre

Another feature of our previously mentioned scheduling/notification software is the ability to 
send a quick message to the customer the day after they have purchased a product or service. 
The message simply asks if they were happy with our customer service, prices and work.

One day we received a message from a customer who had a new set of tyres fitted the day 
before. He alerted us that our main competitor in the region had started a four for the price of 
three special on the same tyres that day. As this customer had been a loyal customer for his last 
two sets of tyres we matched the deal and invited him to come and collect his refund for the 
fourth tyre. He has since purchased all his family’s other tyres from us and referred three new 
customers to us. (Identified through the new customer details form asking where they heard 
about our business.)

You be the judge
Rate this response:  ___/10

What did you like about this answer?

________________________________________________________________________________________

________________________________________________________________________________________

How do you think it could be improved?

________________________________________________________________________________________

________________________________________________________________________________________
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Staff management
This topic is asking you to provide details about your staff; hiring and induction, how you communicate, 
your management approach, and what training of individuals or teams has been undertaken during the 
qualifying period.

If you are a sole operator, this section would not apply to you. However, you may want to provide 
information about your own professional development.

Example 1: What strategies do you use to recruit, retain and motivate staff? (250 
words max)

Dr Do-Lots Vet – Veterinary surgery and retail outlet

We currently have six full-time members of staff. Over the last 12 months we haven’t needed 
to take on any new paid employees. Although the business has grown, at the start of the year 
we met with veterinary lecturers at the local university to offer unpaid work experience and/
or practical assessment placements to 10 students. We were inundated with applications and 
filled all the places within the first week and had a waiting list of 20 applicants.

We have heard from the lecturers that many of the students are hoping that we expand 
operations so that full-time employment opportunities will become available once they 
graduate. By working with the universities directly we are able to identify the best candidates 
on offer and mould the students into the way we run our veterinary clinic. This will minimise 
future training needs when they graduate and are available for employment.

You be the judge
Rate this response:  ___/10

What did you like about this answer?

________________________________________________________________________________________

________________________________________________________________________________________

How do you think it could be improved?

________________________________________________________________________________________

________________________________________________________________________________________
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Business ethics
Many awards programs have a section on responsible business management relating to your 
environmental policies, sustainability initiatives and community involvement. It may include questions 
covering the following topics.
• Practical ways in which you are minimising  the environmental footprint of your business, such as: 

• recycling
• turning off power points when not in use
• water reduction initiatives
• having a paperless office.

• The environmental policies you have in place and how they are conveyed to your staff, clients and 
partners.

• The way in which your business is involved with the local community, for example:
• making donations to charities or community events
• volunteering
• sponsorship of local sports teams
• sourcing supplies locally
• involvement with local schools. 

As with all the previous sections it is important to provide practical examples and details of results when 
answering these questions. Answers in this section are usually best presented in bullet points.
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#1 #2

Final tips

Testimonials
Your submission will be improved by including testimonials from happy customers. It is always good 
for judges to hear first-hand what your customers think of your products and/or services. Testimonials 
should be gathered from within the qualifying period and must be genuine.

You can source testimonials from your social media pages and review sites, you could also include those 
you have received directly through feedback forms or email. Try to cover a range of customer types, 
individuals and businesses.

Images and graphics
Some awards programs allow you to include images and graphics within the body of the submission, 
while others want them uploaded separately. It is important to follow the rules regarding photo size and 
file type.

When choosing photos and graphics:
• make sure they are high quality
• ensure they clearly depict your business and target market enjoying your products or service
• display a wide variety of images that clearly convey the breath of your operation, including staff, 

premises, behind the scenes, as well as customer shots
• if you include a map of your location ensure that it is good quality and the scale is accurate
• do not use stock (bought) images to showcase your business, region or products.

The two images below represent a coffee shop.  Number one would be the preferred choice; it is 
inspiring and says “come on in, we’re a friendly bunch”. While the other is a good image, it is not very 
exciting and is a long way second.

this image was corrupt and we 
couldn’t create a pdf, so deleted
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Handy to know
• Write your submission in the first person (I, me, we, us) and don’t be afraid to show your personality; 

the judges want to know about you and your business.
• 250 words is approximately half a page in an 11 point font.

What the judges are looking for
All awards programs have a panel of judges that either review all the submissions, or are assigned 
categories.  Often two or three judges will review your written submission and an average score is 
determined, they will usually convene to discuss results and determine if there are any discrepancies or 
irregularities.

All awards judges are looking for the same thing – a submission that is honest, shows true passion and 
commitment, and clearly displays the success of a business. They are reading many submissions, so 
make it easy for them by following the rules of entry and answering all the questions succinctly and 
accurately.  Some key elements that all judges want to see include:
• measurable goals and outcomes
• flair, innovation and passion
• high quality standards and customer service
• short, sharp sentences without ‘waffle’
• clear explanations of why your product or service is unique
• easy to read financials and ratios
• clear plans for the future
• a solid understanding about what makes your business successful.

Re-using your submission
Writing a submission is not a quick process, it can take many hours depending on the number of 
questions to be answered.  However, as mentioned earlier, many awards programs have similar topics 
and questions.  So, once you have written one submission and it has been judged favourably, you 
can use it as a template for future submissions.  Obviously, some things will change, such as your 
financial information and goals, strategies and outcomes, but the template and much of your business 
information will remain the same.

Good luck with your awards submission!
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Entering the Western Australian 
Regional Small Business Awards
This state-based program, managed by the Small Business Development Corporation (SBDC), recognises 
excellence in WA’s regional small businesses and helps to build strong, resilient local communities.  
Only businesses that have won a corresponding (or similar) award in their regional area during the 
current year are invited to apply. A complete list of eligible award programs is available on the SBDC 
website smallbusiness.wa.gov.au.

To apply for this award program you will need to address the following questions.*

Please note:
• You are encouraged to use pictures and graphs, but only if they add to the ‘story’ of your business, 

not just for decorative purposes.
• Use bullet points and tables if it helps to answer the questions.
• Applications should be in a minimum of 11pt in an easy to read font such as Arial or Calibri.
• 250 words is roughly equal to half an A4  page in11pt font.

Please stay within the word count; content over the count will not be used in the judging process. 
Words used in graphs or customer testimonials are not included in your word count.

Section 1 – Business overview
1a Provide a general overview of your business, including a brief history and summary of 

your current operations. (250 words)
Your answer should demonstrate your eligibility for the category you are entering and also set the 
scene for the judges. Remember, it is likely the judges have never heard of your business or are not 
involved in your industry.

1b Describe your products and/or services. What makes your business unique and sets you 
apart from your competitors? (250 words)
Clearly explain why potential customers would choose your business rather than your competitors. 
What is unique or special about your business – location, product range, innovative systems, 
exceptional service?

1c Provide an overview of the financial performance of your business over the past 
12 months and how this compares to previous years. (200 words, excluding graphs                     
and charts)
The judges want to see how well your business has performed, so give them either actual figures 
or percentages to show year on year comparisons of your revenue, cost of goods sold, gross profit, 
expenses and net profit. If you are in the early stages of your business or you have recently invested in 
developing the business, explain how this has impacted on your financial performance. This answer is 
best displayed in graph or chart format.

*The content of these questions is correct at the time of going to print, there may be slight amendments 
to the final version. You are advised to refer to the information at smallbusiness.wa.gov.au before 
completing your submission.
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Section 2 – Business planning
2a Describe your business goals over the past 12 months, the strategies you’ve used to 

achieve these goals and the results. (250 words)
The judges want to know about your business planning, so describe the goals you achieved over the 
previous 12 months, including details of the practical strategies employed and the specific results you 
achieved.

2b Describe any improvements or changes you have implemented over the past 12 months 
to improve your business operations. (250 words)
This response should highlight any changes you have made to your business operations, such as 
streamlining systems, introducing new products/services or sustainability initiatives. Try to provide 
specific outcomes as to how the innovations have helped your business.

2c What are your future goals for the business and what specific actions are you taking to 
ensure you achieve them? (250 words)
This response should summarise your future plans and also what changes you are making or will 
need to make to your business operations to ensure the goals can be achieved. For example, will you 
need to move to bigger premises, employ more staff, launch new product lines?

Section 3 – Marketing
3a Describe your target customers, how you market to them and the effectiveness of these 

activities. (350 words)
You should clearly profile your ideal customers in this answer and how you promote your business to 
them. For example do you use social media, website and strong SEO strategy, or maybe networking 
and traditional press advertising? Include details of how you measure success and details of the results 
from each marketing activity.

Section 4 – Customer service
4a What strategies does your business use to create and retain loyal customers? (250 words)

This response should clearly describe what you do to ensure your customers come back for more, or 
they spread the word to family and friends. For example, do you have a loyalty program? Do you use 
social media to build relationships with your customers? What are your customer service policies            
and procedures? 

4b What processes do you have in place to measure customer satisfaction? (250 words)
Describe the ways in which your customers can provide feedback, is it through online avenues such as 
social media or review sites, or in person? Also include the processes you have in place to respond to 
feedback and detail how you action customers’ suggestions.
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Section 5 – Staff (if you don’t employ staff go to section 6)
5a What strategies do you use to recruit, retain and motivate staff? (250 words)

The judges want to know about your staff, but more importantly they want to know what you do , 
day-to-day and in the longer term, to ensure that your staff enjoy working for you and feel 
appreciated.

Section 6 – Business ethics
6a How do you ensure that your business minimises its impact on the environment? 

(250 words)
Your answer should describe the practical ways in which you reduce your environmental 
footprint. For example, do you have rainwater tanks, LED lighting, a paperless office, recycling, 
carbon emission reduction strategy etc?

6b Demonstrate how your business has had a positive effect on the local community. 
(250 words)
Clearly describe your involvement in your local community including any economic and social 
benefits this has provided for the community (and your business). For example, do you try to source 
supplies locally, employ local staff, donate to charities or participate in community events?
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Sample submission – Ashley & Max’s café
This is a sample submission for the Western Australian Regional Small Business Awards. Ashley & Max is 
completely fictional business created for the sole purpose of this example and bears no resemblance 
to any other business of the same or similar name. It is intended as a guide only, to help you write your 
own submission.

Please note that the following submission is just text and does not include customer testimonials or 
images, your submission should include these elements.

Section 1 – Business overview
1a. Provide a general overview of your business, including a brief history and summary of your 

current operations. (250 words)

In 2011 we had our first baby – a life changing experience! Coming from an accounting 
background, where attention to detail is everything, our little bundle of joy shook our world.

After maternity leave the thought of returning to work full-time was not appealing. My husband 
felt the same, so we decided it was time for a sea change. We packed up our Perth lives and headed 
south to Denmark. We had always dreamed of owning a café and decided it was now or never.

In late 2012 we turned our dream into a reality and opened Ashley & Max (named after our 
two children, little Max was born during fit out). Our café is niche and targeted at families. We 
believe that having kids shouldn’t signify an end to gourmet indulgences, so we have created an 
atmosphere and menu that suits big and little people.

We have a dedicated ‘fun zone’ which is fully enclosed and includes a range of toys and games. For 
adults, we have comfortable chairs, couch areas, incredible food and of course the best coffee.

Ashley & Max proudly uses only local produce to develop our innovative and ever-changing 
menu. We specialise in brunch, but also offer delicious lunches and homemade treats. Our staff are 
mostly mature, extremely friendly and fun to be around.

Having a baby changed our corporate mind-set and allowed us to follow our dream. Running a 
café is hard work, but it is also heaps of fun.

1b.  Describe your products and/or services. What makes your business unique and sets you 
apart from your competitors? (250 words)

Ashley & Max is an intimate café located in the heart of Denmark. Our main point of difference is 
that we cater for the seasoned gastronome and their kids. We want families to enjoy good food 
together in a welcoming atmosphere.
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We are open 7 days a week 7am to 4pm and have a seating for 60. We specialise in brunch, but 
also offer a diverse lunch menu and a range of decadent afternoon delights. Our café has the 
following unique features:
• ‘Fun zone’ – At the back of the café is a fully enclosed kids’ area that includes a chalkboard, 

games, books and toys. It is perfect for 2 to 6 year olds.
• Innovative menu – Our menu is constantly changing depending on seasonality and 

availability of produce and our chef is forever experimenting with flavour combinations to 
create taste sensations.

• Dedicated kids menu – Kids shouldn’t be left out, so we have a mummy cook on staff who 
whips up meals the little ones are happy to devour.

• Bottomless gourmet tea – As well as freshly ground coffee, we also have an extensive gourmet 
tea selection. Customers can try as many as they like through our ‘bottomless pot’ policy.

• Mature staff – Where possible we hire mature staff, mostly mums, who are keen for part-time 
work in a fun and relaxed atmosphere.

• Groups and events – Ashley & Max caters to mothers’ groups and other community groups 
and we often run specialised events, such as parent education classes.

1c.  Provide an overview of the financial performance of your business over the past 12 months 
and how this compares to previous years. (200 words, excluding graphs and charts)

Ashley & Max has been operating for just under 3 years and we are pleased to say that we have 
seen growth every year, recording our highest profit during the past 12 months. We attribute 
our steady increase in revenue to word of mouth promotion which we have boosted through an 
active social media presence.

During the last 12 months my husband has stepped away from the daily operations of the café 
to focus on business development. This has given us the opportunity to look objectively at the 
business. By rediscovering his accounting skills my husband successfully streamlined our expenses 
and reduced costs of goods. This has had a big impact on our bottom line which is evident in the 
7% increase in net profit over the past 12 months.

The following table and graphs provide a snapshot of our financial performance.

2012/13 2013/14 2014/15

Revenue $578,250 $680,800 $705,500

Cost of goods sold $262,430 (45%) $279,121 (41%) $266,350 (38%)

Gross profit $315,820 (55%) $401,679 (59%) $439,150 (62%)

Expenses $284,450 (49%) $319,976 (47%) $305,600 (43%)

Net profit $31,370 (5.42%) $81,703 (12%) $133,550 (19%)
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Section 2 – Business planning
2a.  Describe your business goals over the past 12 months, the strategies you’ve used to 

achieve these goals and the results. (250 words)

Goals Strategies Outcomes

Increase net 
profit by 5%

• Encourage staff to up-sell.
• Streamline operations in the kitchen by 

hiring additional cooks to help the chef 
with prep.

• Reduce COGS by improving stock ordering 
process and minimising waste.

• Revenue up 3.6%
• Expenses down 5%
• COGS down 3%
• Net profit up 7%

Increase 
customer 
spend by 5%

• Encourage staff to ask customers if they 
would like another drink, or takeaway coffee

• At checkout encourage sale of treats.

Average customer spend 
increased from $25 per 
person to $26.50 (6% 
increase).

Improve 
Facebook 
engagement 
by 6%

• Encourage all loyal customers to ‘check in’ 
through incentives.

• Offer FB specials to encourage sharing.
• Post questions, images, video to encourage 

engagement.
• Respond to all comments where 

appropriate.

• ‘Check-ins’ improved 
by 4%

• Engagement level 
increased from 38% to 
46%

Increase 
tourism 
patrons by 
10%

• Network within the local tourism industry 
and broader SW region.

• Offer discounted rates to staff at key family 
friendly accommodation.

• Hire brochure distribution company to assist 
with menu delivery.

• Join local visitor centre (VC) and regional 
tourism organisation (RTO).

• Joined VC and RTO.
• Distributed 5,000 

menus.
• Tourist patrons 

increased by 12%

Increase 
community 
involvement

• Sponsor a local sporting team.
• Donate vouchers to charity events.
• Volunteer at community events.
• Apply for board positions.

• Sponsored under 10 
soccer team.

• Donated vouchers 
worth $3,000.

• Volunteered at two 
local events.

• Secured board 
position with Chamber 
of Commerce                         
and Industry.

2b. Describe any improvements or changes you have implemented over the past 12 months to 
improve your business operations. (250 words)

Over the past 12 months we have been fortunate enough to step away from the daily operations 
of the business and think strategically. This was achieved by employing a part-time café manager 
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and reducing my husband’s contact hours. By stepping away we were able to objectively review 
our business and improve operations.

As well as this significant change to our staffing situation the following improvements were also 
made to our daily operations:
• Hired two additional cooks – To assist our head chef we hired cooks to help with basic food 

preparation. This enabled our chef to work fewer hours with more efficiency. This has reduced 
our total kitchen staff costs by 2%.

• Staff training – All our wait staff have undergone specialised customer service training which 
focussed on the customer experience and also how to up-sell. This resulted in our average 
customer spend per transaction increasing by 6%.

• Introduced parent nights – During the past 12 months we hosted 15 special parent nights 
that all sold out. A single ticket provided a three course meal, presentations from various family 
focussed agencies, and discounted baby-sitting vouchers.

• Focus on tourism – Denmark is a tourist hot spot and Ashley & Max has always attracted a 
large proportion of travellers. However, we decided to dedicate time and effort into actively 
engaging the sector to boost transient traffic. Our tourism patronage increased 12% over the 
past 12 months as a result of networking, menu distribution and our online presence.

2c. What are your future goals for the business and what specific actions are you taking to 
ensure you achieve them? (250 words)

To date Ashley & Max has achieved what we had hoped. It has been a difficult journey and we 
have had setbacks, but we have always stayed focussed. Our future vision is to expand to a second 
café in Albany and eventually sell both businesses and retire early.

In order to achieve this ultimate aim we have a series of short and long term goals, some are 
detailed below:

Goals Actions Timeframe

Increase café 
manager 
position to  
full-time

• Manage financials to ensure timing is right to increase 
salary level.

• Re-assign owner/operators responsibilities to allow 
smooth transition.

6 months

Introduce 
after-school 
kids cooking 
classes

• Organise staff rosters to allow for the café to open 
outside normal hours.

• Ensure all staff involved in project have working with 
children checks.

• Promote product through social media, schools and 
loyal customers.

6 months

Specialise 
in providing 
‘decadent 
treats’ catering

• Hire a part-time pâtissier to create decadent 
masterpieces that can be sold at wholesale rates 
to cafés/businesses/groups etc. in Denmark and 
surrounding towns.

12 months

Systemise 
business

• Dedicate time and engage a consultant to help 
systemise the entire café operation, including all roles, 
duties, cleaning, ordering etc.

• Ultimate aim is to have a comprehensive operations 
manual that ensures business operates smoothly.

12 months
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Open second 
café in Albany

• Monitor financials to ensure budgets are achieved and 
business is not over capitalising.

• Ensure all systems are running smoothly without regular 
owner involvement.

24 months

Section 3 – Marketing
3a. Describe your target customers, how you market to them and the effectiveness of these 

activities. (350 words)

Ashley & Max has three main target markets, detailed below. To measure our marketing success we 
ask all new customers how they found us, and monitor FB Insights and Google Analytics.

Local families
Denmark has a population of around 5,500, including a significant number of young families. 
The parents are aged between 30 and 40 and typically have gourmet food tastes and trendy café 
expectations. On average they have two children, aged under 6 years. They love to go out for 
weekend brunch, enjoy mid-week lunch catch ups and attend parent education nights.

Visitors
Denmark’s population can swell to over 15,000 during peak periods. A significant proportion of 
these visitors are Perth based families who come down during school holidays and stay at either 
caravan parks or holiday homes. This customer type is looking for good quality local food, in a 
relaxed setting that caters to families.

Groups
Our final target market is groups, mainly local mothers groups, who are looking for kid friendly 
spaces to catch up for coffee and cake. They visit the café mid-week, usually in the morning, and 
are regular with their preferred days. Also option to run parent nights.

Target markets Promotional activities Outcomes

Local families • Community/school networking.
• Social media, particularly FB.
• Encourage Zomato reviews.
• Regular communication 

through e-newsletter.

• 75% repeat business.
• FB ‘likes’ increased from 675 to 

1,230 in 6 months.
• Ranked # 1 in Denmark on 

Zomato.

Visitors • Secure reviews through ‘family 
focussed’ bloggers.

• Encourage TripAdvisor and 
Zomato reviews.

• Website and SEO.
• Menu distribution.
• Networking in tourism industry.

• Three articles on Perth Kidz, 
Buggy Buddies and through The 
West.

• Ranked # 1 on TripAdvisor.
• Website first page of Google for 

relevant keywords.

Groups • Networking.
• Advertising in local paper.
• Social media.

• Running daily mothers groups 
(M-F).

• Parent nights sold out.
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Section 4 – Customer service
4a. What strategies does your business use to create and retain loyal customers? (250 words)

Providing an exceptional level of customer service has always been a top priority at Ashley & Max. 
We are proud to have 75% repeat business, much of this success can be attributed to our amazing 
staff.

Our food is consistently excellent thanks to our dedicated kitchen team, our coffee is deemed the 
‘best in town’ thanks to our highly skilled baristas, our café is sparkling clean, and our service is 
timely and friendly because of our organised wait staff.

We have thorough recruitment and induction processes to ensure we find the right staff and 
conduct regular training, both in-house and externally, to ensure staff understand their roles and 
customer relations.

The reasons above help us to create loyal customers and the activities below ensure we retain 
these brand ambassadors.
• Loyalty app – We use eCoffee Card to keep a track of our loyal customers and offer incentives.
• Regulars – Being a small town you get to know your regulars well, our staff will often just give 

a free coffee upgrade to someone on the spur of the moment.
• Free baby chinos – We offer all our little customers a free baby chino with marshmallow and 

chocolate buds.
• E-newsletters – We keep in weekly contact with our subscribers through an e-newsletter that 

details the signature food of the week, recipes, exclusive specials, and kids activities.
• Social media – We have FB and Instagram accounts and use these to connect with our loyal 

customers.

4b. What processes do you have in place to measure customer satisfaction? (250 words)

At Ashley & Max we cheat a bit and use our customers to provide us with ideas. They are full of 
them! Not only do they tell us their thoughts, they also give us awesome suggestions.

We try to make it as easy as possible for our customers to provide feedback by opening up the 
following avenues of communication:
• Social media – We regularly post comments seeking advice from our customers about 

menu options, kids’ activities and parent nights. Customers also use this avenue to share their 
thoughts, either through reviews, or in comments. We monitor FB and Instagram daily and 
respond to all reviews and comments.

• Reviews – We encourage our customers to write reviews on TripAdvisor and Zomato and respond 
to all comments, both negative and positive. We also action suggestions, for example one of our 
customers was unhappy that we did not have the choice of almond milk for coffee. We listened 
and now have almond milk as an option alongside other dairy-free choices such as soy.

• At the café – Our staff are very friendly and approachable and we always ask customers how 
their meal/experience was. If we receive any negative feedback it is instantly documented in 
our complaints register which the general manager and owner review daily. As an example, 
one of our customers complained that some of the toys in the kids ‘fun zone’ were looking very 
‘used’. We actioned this immediately and replaced all old toys and books with new items.
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Section 5 – Staff (if you don’t employ staff go to section 6)
5a. What strategies do you use to recruit, retain and motivate staff? (250 words)

Ashley & Max has a low staff turnover rate, 80% of our staff have been with us since opening three 
years ago. We attribute this high staff retention to the fact that our café is a great place to work (if 
we do say so ourselves!).

In order to find the right people we mostly use word of mouth. Being a regional community 
most people know each other, so it is easy for someone to recommend a friend or relative. As we 
are a family focussed café we like to hire mature staff who either have kids of their own, or have 
experience with them.

All potential staff undergo a thorough interview process and trial period to determine if the fit 
is right for both parties. Our induction takes place over two weeks and includes one-on-one 
mentoring from a staff member in a similar area, for example our head chef personally mentors all 
new kitchen staff.

Staff are paid well above the award rate and bonuses are given if the café achieves monthly 
targets. Staff are encouraged to challenge themselves by trialing new roles and taking on 
additional responsibility, for example managing the events program. Being a family focussed cafe 
we have very generous parental leave policies and are flexible with rosters, as we understand that 
sometimes parents need to take time out for kids.

We also host an annual staff day at a popular tourist hot spot, for example this year we all went 
whale watching from Albany.

Section 6 – Business ethics
6a. How do you ensure that your business minimises its impact on the environment? 

(250 words)

Denmark is a beautiful town, in a stunning region, in a gorgeous State. We want to do our small 
part in helping to keep it that way. We try and minimise our impact on the environment through 
the following initiatives:
• Rain water tanks – It rains a LOT in Denmark and we take advantage of that through rainwater 

tanks which are located at the back of the café. We use this water to tend our garden.
• Recycling – We separate all our recycling from normal waste, including bottles, cans, plastic, 

paper and glass.
• Grow own herbs and vegetables –We grow a wide range of seasonal herbs and vegetables 

on site and use food scraps from the kitchen as compost.
• Monitor energy use – We monitor our energy usage daily to help us reduce our carbon 

footprint. Low energy lighting has been installed throughout the café.
• Food packaging – As well as making best use of local seasonal produce in our menus, we do 

not use individually packaged items such as jams and instead use delicious local or chef made 
produce presented in refillable containers. Our kitchen deliveries arrive in reusable crates.

• Biodegradable – We use biodegradable straws and unbleached chlorine-free napkins.
• ‘Green team’ – We have a ‘Green Team’ consisting of volunteer staff from each area of the 

café who initiate and oversee all of our environmental initiatives. All of our contractors and 
suppliers are made aware of our environmental management systems.
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6b. Demonstrate how your business has had a positive effect on the local community. 
(250 words)

We love Denmark and have always tried to manage Ashley & Max so that it positively contributes 
to the local community. This has been achieved through partnerships with local suppliers, 
involvement in charity work, and active participation in local events and causes. Some specific 
examples of our involvement are detailed below:
• Buy local policy – We have a strict buy local policy and source 95% of our produce from local 

farmers and suppliers, including eggs, meat, fruit and bread.
• Local staff – Of our 15 staff, 10 are born and bred in Denmark or surrounds, and the remainder 

have lived in the region for more than two years. Employing local staff has been a great way for 
us to better understand the community and integrate into it.

• Donations – During the past 12 months Ashley & Max donated $3,000 worth of dining 
vouchers to local charity events, such as quiz nights.

• Sponsorships – Our café proudly sponsors a local soccer team and netball team.
• Boards – My husband is a board member of the Denmark Chamber of Commerce and 

Industry.
• Events – Ashley & Max has been involved, through the supply of cakes, with two local charity 

events; for breast cancer and autism. My husband and I have also volunteered our time to 
assist with set up and bump down of various community events.

• Education – I volunteer my time to present at local schools on the importance of healthy 
eating and exercise.
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Sample submission – 
Coastline Mobile Mechanics
This is a sample submission for the Western Australian Regional Small Business Awards. Coastline Mobile 
Mechanics is completely fictional business created for the sole purpose of this example and bears no 
resemblance to any other business of the same or similar name. It is intended as a guide only, to help 
you write your own submission.

Please note that the following submission is just text and does not include customer testimonials or 
images, your submission should include these elements.

Section 1 – Business overview
1a.  Provide a general overview of your business, including a brief history and summary of your 

current operations. (250 words)

I’ve always had a thing for cars and even as a child remember playing ‘car hospital’ with my sister. It 
was inevitable that I was going to end up working in the automotive industry.

I was born in Geraldton. Like so many country teenagers I headed to the big smoke at the age 
of 18 and commenced a Diploma of Automotive Technology. After completing the course I was 
lucky enough to secure an apprenticeship with a family run business in West Perth. The boss, Brian, 
became a mentor and taught me everything I needed to know, not just about car maintenance 
and repair, but also about business management.

After working with Brian for three years I decided to travel around Australia. It was during this 
time that I encountered many people driving on country roads with vehicles that were either not 
road worthy, or had not been properly serviced. I assisted many stranded people on the road and 
decided that there was an opportunity for me to turn this into a business.

I returned to Geraldton and started Coastline Mobile Mechanics. My initial aim was to provide 
roadside assistance, however I soon realised that a more comprehensive approach to vehicle 
servicing and repairs would enable me to build a loyal customer base.

Today, two years into my business, I have a steady stream of customers, including three corporate 
contracts. I am based from home and have one vehicle, however I have plans for expansion in the 
coming years.
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1b.  Describe your products and/or services. What makes your business unique and sets you 
apart from your competitors? (250 words)

Coastline Mobile Mechanics specialises in roadside assistance and has a contract with RAC to 
service the Geraldton region, and a contract with Apollo Motorhomes to assist their clients. I also 
offer personalised and mobile vehicle repair and maintenance within the Geraldton area, which 
includes the following specific services:
• New car servicing (log book approved)
• 4WD specialist
• Modern computer diagnostics
• Cruise control installations to petrol and diesels
• All brake and clutch work
• Radiator repairs or replacements
• Gearbox and differential rebuilds
• Electronic fuel injector servicing
• Exhaust system repairs and upgrades
• Roadside assistance

My accurate quoting, personalised service and honesty is what sets me apart from my competitors. 
Many people don’t understand the first thing about cars and are often worried that their mechanic 
is ripping them off. I put people at ease by explaining in layman’s terms exactly what needs to be 
done and the exact cost. Because I come to my customers they can see how much time and effort I 
spend on their vehicles and know that they are getting value for money.

I also am a stickler for punctuality and make it a top priority to be where I am supposed to be on 
time. Luckily I have regular clients who schedule their servicing in advance, and have negotiated 
contracts with RAC and Apollo to roster my availability. This means that I am very rarely double 
booked and can provide a punctual service for my valuable clients.
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1c.  Provide an overview of the financial performance of your business over the past 12 months 
and how this compares to previous years. (200 words)

Coastline Mobile Mechanics has been operating for two years and I’m pleased to say that I 
recorded good growth in my second year with revenue increasing 34% and net profit up 5%.
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Coastline Mobile Mechanics
2013/14 and 2014/15 Financials

Net profit: $35,535

Expenses: $24,355

Gross Profit: $59,890

Sales: $77,250

Net profit: $53,292

Expenses: $27,538

Gross Profit: $80,830

Cost of goods: $22,620

Sales: $103,450

Cost of goods: $17,360

I attribute the growth in revenue to an increase in customers, particularly securing the contracts 
with the RAC and Apollo Motorhome rentals. These two customers provide a steady income of 
work throughout the year, particularly at peak tourist times. I have also been fortunate enough to 
secure new customers for regular vehicle servicing which has allowed my revenue to increase.

My cost of goods are low as I mostly do roadside assistance and vehicle servicing which is manual 
work and does not require parts. I work from home and only have one vehicle to maintain so my 
annual expenses are relatively low with the majority of my costs going towards bank repayments, 
fuel, and marketing.
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Section 2 – Business planning
2a.  Describe your business goals over the past 12 months, the strategies you’ve used to 

achieve these goals and the results. (250 words)

My main goal was to increase sales. The first year of my business was steady and showed a profit, I 
wanted substantial growth in my second year. To achieve this I needed to secure corporate clients, 
increase marketing and systemise my business to allow me to manage my time better.

Goals Strategies Outcomes

Secure two 
corporate 
contracts

• Systemise business to allow for 
availability for regular roadside 
assist days.

• Make contact with key car rental 
agencies and the RAC.

• Signed with RAC as Geraldton 
mobile rep.

• Signed with Apollo Motorhomes 
as rep for roadside assistance.

Increase sales 
by 20%

• Secure corporate clients.
• Increase marketing, particularly 

online.
• Encourage existing clients to 

book servicing in advance.

• Sales increased 34%.
• Repeat business up 27%.

Increase online 
presence

• Establish business website.
• Invest in SEO.
• Increase Facebook activity and 

monitor engagement through 
FB Insights.

• New website launched Jan 
2015.

• Website ranks in first page 
of Google for relevant local 
keywords.

• FB ‘likes’ increased from 145 
to 340.

• FB engagement increased 5%.

Improve business 
systems to free up 
time

• Outsource book keeping.
• Investigate cost and 

effectiveness of a mobile 
servicing app so clients can 
pre-schedule services and book 
appointments online.

• Book keeper engaged for 
2 hours per week.

• Signed up to use Auto Services 
app. Clients can download it 
for free.

2b. Describe any improvements or changes you have implemented over the past 12 months to 
improve your business operations. (250 words)

I have always had the vision to grow my business, but knew from my mentor that success is best 
achieved slowly. With this in mind, I knew that my first year would be about finding my feet and 
my second year would be about preparing the business for growth.

To do this I needed to make some significant changes to the way I operated. The main innovations 
I implemented over the past 12 months in an effort to prepare my business for growth in its third 
year are as follows.
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• Auto Services app – Technology has never frightened me, I always have the latest gadgets 
and monitor current trends, so it was inevitable I was going to invest in an app.  
I couldn’t afford a custom solution, so chose to use the ‘Auto Services’ app which can be fully 
customised. It is designed to automate servicing for customers and allows them to book 
online. I can also market to my database and send notifications. Since signing up I have 
increased repeat customers by 27%.

• Outsourced book keeping – In order to free up my time to better manage and promote my 
business I hired a book keeper who helps once a week for two hours.

• Website – I developed a simple website in order to improve my online presence and 
invested in an SEO campaign to drive traffic. I am very pleased with the result and now have 
significantly fewer phone calls as people can find many answers online.

2c. What are your future goals for the business and what specific actions are you taking to 
ensure you achieve them? (250 words)

My business is currently operating smoothly and I have invested in systems and marketing that 
will help to boost sales. I feel the time is right to start growing the business and have a definite four 
year plan to achieve my ultimate goal of expanding the business into Carnarvon and surrounds.

Goals Actions Timeframe

Upgrade existing 
vehicle and 
purchase another

• Research vans, compare prices and features. Buy 
both vehicles at the same time to secure a deal.

• Sell existing vehicle or trade-in.
• Work with accountant to ensure it is the right time 

to upgrade and expand.
• Advertise for mechanic.

12 months

Secure more 
corporate 
contracts

• Compile a database of possible corporate clients, 
send each an initial introductory letter. Follow up 
with phone call, arrange meetings.

• Join business networking group in Geraldton 
and CCI.

18 months

Purchase third 
vehicle, hire a 
mechanic and 
open in Carnarvon

• Monitor financials to ensure growth is timed 
perfectly.

• Analyse the existing mobile mechanic market in 
Carnarvon and surrounds.

• Purchase third vehicle and upgrade other two.
• Hire a mechanic that can operate remotely.
• Secure more corporate contracts in Carnarvon area.

3 years

Consolidate 
operations, 
establish a base in 
Geraldton

• Locate commercial premises to house current 
vehicles and has potential for growth. Also need 
mechanic space, storage and shop front.

• Review financials to ensure growth is well timed.

4 years

Upskill myself 
in business 
management

• Complete the Curtin Centre for Entrepreneurship’s 
‘Growth Owners’ course.

4 years
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Section 3 – Marketing
3a. Describe your target customers, how you market to them and the effectiveness of these 

activities. (350 words)

Coastline Mobile Mechanics has three very definite target markets as detailed below:

Corporate (roadside assist)
This market is generally large corporate entities with a state-wide presence. They offer roadside 
assistance to their customers but are unable to directly employ mechanics in many country 
regions. For this reason they outsource to mechanics in the necessary towns. This market is made 
up of insurance firms, car and motorhome rental agencies and the RAC.

Corporate (servicing and repair)
This market is based in Geraldton or surrounding areas with a fleet of vehicles that need regular 
servicing and often repair work. They are government agencies, mining companies or bus 
companies.

Residential (servicing and repair)
This market lives in Geraldton and requires regular servicing or repair work. My clients are mostly 
women, usually mums who either do not work, or work part-time. They find it difficult to be 
without a car when kids need school drop off and activities etc. The convenience of someone 
coming to their home to fix their vehicle is what attracts them to my service.

Target markets Promotional activities Outcomes

Corporate 
(roadside assist 
and servicing/
repair)

• Direct mail.
• Networking – join CCI and local 

business networking groups.
• Website and SEO.

• Secured two key contracts – 
RAC and Apollo.

• Joined CCI and attended regular 
networking events, secured two 
fleet servicing contracts as a 
result.

Residential 
(servicing/repair)

• Website and SEO.
• Social media, mainly Facebook.
• Advertising in local paper, have 

clear call to action.
• Cross promotion with second 

hand car dealers.
• E-newsletter, encourage WOM.
• Family style magazines/

newspapers (voucher included).

• 49% repeat business.
• SEO performing well, website 

ranked on first page of Google.
• Advertising in local paper 

generated 5% of sales.
• 47 vouchers used 12 months 

through family focussed 
newspapers/magazines.

• Secured two car retailers who 
recommend my services.

• FB engagement up 5%.
• E-newsletter open rate up to 26%.
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Section 4 – Customer service
4a. What strategies does your business use to create and retain loyal customers? (250 words)

Geraldton has only a limited number of potential customers, the population is smaller than Perth 
and I have competitors. For these reasons loyal customers are vital to my success and I make it a 
priority to ensure I retain a high level of repeat business.

The main reason people keep coming back is the ease of doing business with me. Not only do I 
offer a mobile service, I am also very approachable. One of my pet hates is people using jargon so 
I try to explain what I am doing in a simple way. I also provide accurate quotes and never charge 
for extras without seeking sign off. I am also very punctual and rarely exceed the time quoted to 
complete a job.

These basic customer service principles are what help me to create loyal customers and the 
following initiatives help me to keep them coming back time and time again.

• Servicing app and website – People are time poor these days, my app and website make 
it easy for my regular (and new) clients to schedule in a service and pay automatically. 
I can also regularly communicate to them through these channels and offer my loyal 
customers specials.

• Quick tips – I offer all my subscribers and FB followers quick tips to keep their cars running 
smoothly, for example keeping your battery clean from rust and residue to ensure there is 
always a good connection.

4b. What processes do you have in place to measure customer satisfaction? (250 words)

The best way for me to measure customer satisfaction is to regularly calculate my repeat business 
percentage, which is currently sitting on 49%. If this figure starts to drop dramatically then I know 
that I am not doing something right.

I want to better understand my customers and provide a service that they want to use. In order 
to do this I seek their feedback. As the business is currently just me, I am in personal contact with 
every customer, so I can easily ask for anecdotal feedback. I also have formal ways of seeking 
customer feedback, for example:
• Feedback forms – Issued with my invoice at the completion of each job, it includes a rating 

system covering elements such as quality of work, punctuality, friendliness and provides space 
for comments. I read all feedback forms and action any suggestions immediately.

• Social media – I monitor Facebook daily and respond to all comments and reviews.
• Other online reviews – I have established listings with Yelp, Google+ and some ‘find a tradie’ 

style website. I read all reviews on these sites and respond where possible.

For my corporate clients, particularly roadside assist, I ask for copies of the feedback they receive 
from customers I have helped. I also regularly communicate with their state account managers via 
email and phone to give them an opportunity to inform me of any issues they have with my level 
of service. When re-negotiating contracts I always seek feedback from the previous period.
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Section 5 – Staff  
(if you don’t employ staff go to section 6)
5a. What strategies do you use to recruit, retain and motivate staff? (250 words)

Not applicable, do not employ any staff. 

Section 6 – Business ethics
6a. How do you ensure that your business minimises its impact on the environment? (250 words)

The motor repair industry produces a significant volume of hazardous waste. One of my aims 
when starting the business was to try and make an environmental difference and be pro-active in 
my approach to minimising waste and reducing impact on the environment.

As well as encouraging all my customers to get their vehicles tuned and serviced regularly 
to improve fuel efficiency and reduce greenhouse gas emissions, I also have the following 
environmental initiatives in place:
• An environmental policy which is proudly displayed on my vehicle.
• Store all oils, chemicals, paints and solvents in areas that will not allow spills to escape to the 

environment and I regularly check that containers are not leaking.
• Never dispose of chemicals into stormwater drains, instead I use a liquid waste contractor to 

dispose of spent chemicals and other liquid waste.
• Separate different kinds of waste for easy collection and recycling, such as oils, oil filters, 

coolants, batteries, plastics, paper, cardboard, packaging, steel, brake linings, air filters, and tyres.
• Maintain all equipment, such as air compressors, to a high standard to prevent noise pollution.
• Ensure that recycle refrigerants from air-conditioning systems are disposed of responsibly as 

they cannot be released to the atmosphere.
• I always use a vacuum device to clean brakes, not compressed air.
• Where possible I use biodegradable strippers, cleaners and degreasers.
• I use a ‘first in first out’ procedure for chemical supplies by dating the chemicals and using 

them in the order in which they arrive.

6b. Demonstrate how your business has had a positive effect on the local community. 
(250 words)

Geraldton is a big country town that I am proud to call home. When I started the business I 
always wanted to give back to the community as much as possible and have a positive effect. The 
services I provide are valuable and I know from customer feedback that roadside assistance and 
regular servicing helps to keep visitors and locals safer on our country roads.

Specific ways that Coastline Mobile Mechanics positively benefits the local community are 
detailed below.
• During the past 12 months I have donated 10 free standard car services to local charity events 

such as quiz nights.
• I sponsor a local football team by supplying their jumpers and donating money for their end of 

year bash.
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• In the past 12 months I have run six car care clinics for local high school students and Girl 
Scout groups.

• I am a bronze sponsor for the Midwest Charity Begins at Home event and I have also 
volunteered my time at this event to help set up for the gala dinner.

• To help raise breast cancer awareness I donate 5% from every service for the month to Pink 
Ribbon Day.

• During December I dedicate one day to providing free servicing for single mothers, widows 
and elderly who are unable to afford regular servicing.
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