Key business statistics

Your “expert in a box” briefing notes

· Some of the ways you can use these statistics include….

· …. Using them as a way of investigating new ideas. For example “Did you know that it takes the average company six years before they change supplier, or that over those six years many cheaper and better suppliers may have come along?” 

· …. Using them to support any advice received. For example, when considering customer service - “Did you know that research shows that the people running companies giving great service earn 123% more than companies giving poor service?”

· …. Using them to help “benchmark” how your business is doing, identify where improvements could be made, and set suitable targets to help get there.

A few words of warning

· These statistics are extremely useful when used in all the ways outlined above. But there are some important caveats.

· Every study comes up with different statistics. To the best of our knowledge none of the statistics given here has been proved to be “wrong” by other studies, and they are all from reputable sources. Even so, it is almost inevitable that there will have been other studies that have come up with complementary (but rarely identical statistics). These statistics are indicative not definitive or set in stone. 

· Even if the statistics were 100% accurate, it is important to remember that they are describing averages. Every single business is special and unique - and neither they nor their industry is in any way “average”. So again the statistics need to be viewed as broadly indicative of what the company could achieve, not as any kind of industry specific cast iron certainty.

Key business statistics

	Strategy and management 
	Statistic

	The proportion of businesses who say that their traditional business plan has helped them to run their business

Source: The essential management and finance sourcebook

Implications - Business planning can be useful - and the OnePage™ business plan has been specifically designed to be more useful still.

	57%

	The proportion of businesses that

· do not have a formal strategic plan

· have a plan that only covers one year

· have a plan covering two or more years

Source: Institute of Management

Implications - There is a massive opportunity for you to help with medium to long term goal setting, strategy and business planning


	15%

29%

56%

	A famous US study found that, between them, the 3% of graduates who had up to date written goals went on to accumulate more financial wealth than the combined financial wealth of all the other 97% who didn’t have up to date written goals. So it appears that goal setting helped them to become this much richer…

Source: Widely reported in the literature

Implications - One of the keys to success is to write down your goals and hence the value of action resource 4


	3233% richer



	Estimates vary, but in one 1995 study Barclays found that the percentages of new businesses failing in

· their first 18 months of trading were

· their first 3 years of trading were

Source: Starting up in Business, Barclays, 1995

Implications - New businesses who don’t want to become one of those statistics need help - so share your Masterclass ideas with them


	Around 20%

More than 50%



	The average hours worked by self-employed business people are

Source: Starting up in Business, Barclays, 1995

Implications - By helping them to work less by building a more successful business that is under control, you will be doing them an enormous service.

	9.5 hrs a day for 6 days a week

	The proportion of paperwork filed away never to be looked at again is a staggering

Source: Institute of Management, 1995

Implications - Use your Masterclass resources to help clients develop systems that generate results, not just paper
	85%


	People potential
	Statistics

	The top three skills that today’s managers will need to succeed in the 21st century are:

· Strategic thinking

· Responding to and managing change

· Customer satisfaction and quality issues

Source: Institute of Management, 1995

Implications - Use your Masterclass resources to help them rise to all three of these challenges


	According to this percentage of today’s managers…

78%

75%

67%

	UK research shows that the way employees are managed is the single most important driver of business success - being more than twice as important as R&D. For example, it accounts for this percentage of the

· variation in profitability between companies

· variation in productivity between companies

Source: Institute of personnel development
Implications - Again, use your Masterclass  resources to help clients develop the culture, systems and processes to tap into the full potential of their people


	19%

18%

	Most companies only use this proportion of the collective brainpower of their people

Source: Krepner Tregoe

Implications - Use your Masterclass resources to help clients make the very most of the phenomenal resources that they are already paying for but not using properly

	Less than 50%

	Total training days a year per employee

· Top quartile of UK companies

· Average

· Bottom quartile

Source: UK benchmarking Index - based on a sample of 735 user companies
Implications - You can earn money by training them in the Masterclass principles


	3.3 days

1.7 days

0.5 days

	On average, this proportion of UK companies employees leave their employers in any given year

Source: Department of Employment

Implications - By helping your clients to tap into the true potential of their people you will be helping to increase job satisfaction and the rate at which their staff leave


	11%


	Sales and marketing
	Statistic

	Number of businesses in UK with…

· No staff

· 1-9 staff

· 10 or more staff

Source: DTI July 1998 figures

Implications - Many businesses don’t realise how relatively few largish businesses there actually are in the UK, and so design their marketing plans and activities as if there were an endless supply of them. Don’t allow your customers to make the same mistake. And also make sure they have properly researched their marketplace.


	2,523,535

995,030

189,130

	Estimates vary, but it is widely believed that it costs this many times more to attract a new customer than it does to keep an existing one

Implications - This is why so may companies have recently discovered “Customer loyalty”. After all, keeping your customers is the most profitable and easiest way to grow any business. You, of course, can us the Wow! How? process to help your clients make their customers more loyal.

	3 to 7 times

	The proportion of customers who say “No” at least five times before actually buying is….

The proportion of salespeople still trying after the 5th “No” is…

So, on average, the persistent salesman who keeps trying until well past the 5th no will outperform the impatient salesman by…

Source: John Fenton Training International
Implications - Persistence is the key to sales success. The ProActivity marketing programme is, of course, based on this very statistic. Why not explain how and why it works to your clients, so that they can develop something similar that works for them? See action resource 46 and the Business Edge programme for more information.

	73%

8%

3109%

	Your customers are this many times more likely to respond to your direct mail than are non-customers

Source: The Drayton Bird partnership
Implications - Make sure you and your clients always send all of your relevant sales and marketing literature to all your customers


	3 to 8 time more likely

	Percentage of direct mail that is…

· opened and read

· not read

Source: Direct Mail Information Service

Implications - Direct mail is a numbers game. You need to send lots of (very good) letters to get a small numbers of replies.

	78%

22%

	Percentage of direct mail that is…

· kept for future reference

· passed on to someone else to look at

Source: Direct Mail Information Service

Implications - Don’t make the mistake of assuming that, because you’ve written to somebody once, they’ll automatically think of you when they are ready to buy. Very few of them will even have kept your letter. So keep writing to them.


	1-2%

28-36%

	Percentage of people who prefer to respond by post

Source: Direct Mail Information Service

Implications - Always give people the option of responding by post.


	54-69%

	Percentage increase in response rate by offering a FaxBack option

Source: John Fenton Training International
Implications - Always also give them the option of responding by fax


	Up to 50%

	A badly handled telephone call causes this proportion of customers to think seriously about not doing business with you again

Source: The Henley Centre, 1994
Implications - Don’t leave the way the phone is handled to chance. Train staff in how you want it to be done, and perhaps even develop standard scripts so that everybody does it perfectly every time.


	68%



	Proportion of sales enquirers who are unlikely to call you back if they don’t get through the first time

Source: the Henley Centre, 1994
Implications - Make sure that you have the technology and people to answer 100% of your incoming calls. And use a professional call answering service for when the business is busiest or unmanned. 


	35-44%

	When producing marketing material remember that in terms of comprehension and readability…

· Justified text is generally better than unjustified text

· Serif type faces (ie like this one) are usually better than sans serif

· Headlines using lower and upper case are generally better than headlines using only capital letters

· Emboldened type is usually worse than unemboldened type

· Typefaces of 10 point or less are much less readable

· White text on a black background is much less readable

Source: Various

Implications - Make your communications more effective by taking these factors into account in every written document your business produces


	


	Customer care
	Statistic

	Percentage of businesses who give their customers service guarantees about specific service aspects such as delivery timescales, telephone answering speed etc

Source: Institute of Management
Implications - Use action resource 59 and the Business Edge programme to help your clients develop winning guarantees


	More than 50%

	The percentage of customer defections caused by each of five main factors are as follows:

· customer moved out of the area

· developed good relationship with an alternative supplier

· better price from an alternative supplier

· unhappy with the product

· supplier didn’t contact them, showed indifference or the wrong attitude

Source: McGraw Hill
Implications - The way you treat your customers, the attitude you have towards them, and the enthusiasm with which you keep in touch with them are incredibly important. You and your customers need to use the Wow! How? process to develop customer service systems that make it impossible for the customers to think that you don’t care


	3%

5%

9%

15%

68%

	UK research shows that the…

· proportion of consumers who don’t feel valued by their suppliers is

· proportion expecting (but not necessarily getting) better service than 5 years ago is

· proportion of overall brand switching that is a direct result of bad service is

Source: Henley Centre

Implications - Yet more ammunition for the customer service sections of the Business Edge, and for using the Wow! How? process

	80%

86%

78%



	The three most important factors in handling complaints are

· speed of response

· keeping the customer informed

· being fair

Source: HMSO
Implications - Make sure that you and your clients have customer complaint handling systems that do all of this, and more!


	% of consumers citing it as the single most important factor:

24%

16%

17%

	Estimates vary, but unhappy customers are this many times more likely to spread bad stories about your business than happy customers are to spread good stories

Source: Widely reported and accepted in the literature
Implications - Even if 95% of your customers are happy, you could still have a big problem. After all, the happy 95 might tell one person each - making 95 positive messages. But the unhappy 5 might tell up to 20 each - making 100 negative messages. So the moral is that 95% customer satisfaction could still be a recipe for disaster. Far better to use the Wow! How? process to aim for 100% customer delight.


	10 - 20 times more likely

	US research shows that companies offering high quality service have an average return on investment of 29%, compared to 13% for companies with low quality service. So high quality service improves the owner’s return on investment by this amount…

Source: Strategic Planning Institute

Implications - This statistic gives you the business case for why you and your clients need to take customer service very seriously indeed 

	123%



	Operations and efficiency
	Statistics

	Percentage of orders not delivered when promised

· Top quartile of UK companies

· Average

· Bottom quartile

Source: UK benchmarking Index - based on a sample of 735 user companies

Implications - Even when a business delivers 95% of its orders on time it is still performing below average - so none of your clients should be complacent 


	1.0%

4.6%

15%

	Customer complaints as a percentage of orders

· Top quartile of UK companies

· Average

· Bottom quartile

Source: UK benchmarking Index - based on a sample of 735 user companies

Implications - Even if 98.5% of customers don’t complain, a business is still performing below average - so once again there is no room for complacency


	0.3%

1.2%

3.5%

	Percentage of total purchases that are delivered to the company on time

· Top quartile of UK companies

· Average

· Bottom quartile

Source: UK benchmarking Index - based on a sample of 735 user companies

Implications - Many businesses can get better service if they shop around for alternative suppliers


	98%

89%

60%

	Average number of years before changing supplier

The averages for particular types of purchases are:

· Goods and services for resale

· Raw materials and components

· Transport and storage

· Office supplies

· Other equipment and capital goods

· Financial services

· Other

Source: Lloyds Bank, 1994
Implications - Many businesses are missing opportunities to save money and get better service by switching suppliers. 

	c. 6 years

6.3 years

6.2 years

5.5 years

4.9 years

5.1 years

8.2 years

8.2 years

	The percentage of the total workforce in UK small and medium sized enterprises that works in the finance/accounts function is:

· For the top 25% of companies

· For the bottom 25% of companies

Source: As reported in Accountancy Age

Implications - You can add  value by helping them to streamline their accounting function - perhaps even outsourcing part of it to you!


	Less than 2%

More than 9%



	The percentage of orders that are delivered on time…

· by the top 5% of UK factories is

· by the average UK factory is

· by the bottom 5% of factories are

Source: Management Today Best Factories Awards, 1998

Implications - As before


	99.6%

89.4%

70.3%

	The average machine set up time is…

· for the top 5% of UK factories…

· for the average UK factory…

· for the bottom 5% of factories….

Source: Management Today Best Factories Awards, 1998

Implications - By using best practice approaches the average factory can cut its down time by over 80%

	5 minutes

30 minutes

240 minutes

	Results
	Statistics

	The average figures for all the UK’s privately owned companies with turnover between £2m and £60m are…

· Average pre tax profits 

· ROCE

· Debtor days

· Current ratio

· Quick ratio

Source: UK Ltd - Financial and Business performance - KPMG, July 1998

Implications - The average results are hardly spectacular, so even small improvements suggested by you could make a big difference 
	4.7%

28.7%

69 days

1.52

1.03
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