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By Martin Zwilling

INSPIRATION WITHOUT PERSPIRATION 
IS A DULL STARTUP
INSPIRATION WITHOUT PERSPIRATION 
IS A DULL STARTUP

I’m fully convinced that both inspira-
tion and perspiration are always 
required in a startup. Yet many people 
seem to be stuck on one end or other 
of this equation – all perspiration with 
no dream, or all inspiration with no 
reality. Success is the right balance of 
both for fun and profit.

Aspiring entrepreneurs ask me why 
their great idea hasn’t sold; they talk 
about it endlessly, and they expect 
others to do the development, 
finance, and marketing work for them. 
Those at the other extreme don’t look 
up from the grindstone long enough 
to notice whether all their work is 
producing sweat equity or just sweat.

Aspiring entrepreneurs ask me why their great idea hasn’t 
sold; they talk about it endlessly, and they expect others to do 

the development, finance, and marketing work for them. 
Those at the other extreme don’t look up from the grindstone 

long enough to notice whether all their work is producing 
sweat equity or just sweat.



Starting a business                       
may be fun, but it’s not 

easy. No matter how many 
times you’ve done it – the 
stresses are tremendous.     

It can also be very inspiring, 
as you watch your dream 
morph into reality, or as    

you feel each little                          
element of success:

Watch your team 
develop new skills. There 
is nothing more inspiring 
than seeing the results of 
your mentoring and 
leadership. Your own 
learning should be the 
biggest inspiration of all.

01

A business model that works. 
You have figured out how to 
undercut your competitor’s 
price, and still hold your 
margin. Taking that first salary 
after a long dry spell is an 
inspiring moment, and a great 
celebration with friends.

03

Love that sustainable com-
petitive advantage. Working 
on that unique design, or 
completing the break-
through for an innovative 
patent, are moments of 
inspiration that you will 
never forget, especially if 
they become your competi-
tive edge.

04

Bask in the success as it 
happens. Maybe it’s that 
first customer testimonial, or 
that first congratulations 
from someone you respect, 
or seeing your story in the 
newspaper. You knew all 
along that you could do it.

05

Create intellectual property. 
Incorporate, register your 
domain name, trademarks, 
and copyrights, then patent 
if possible. Reserve the same 
names on the leading social 
networks and blogs.

01
Marketing is top priority. Start 
even before the product is 
ready. Word of mouth adver-
tising and viral marketing cost 
big bucks these days so 
budget for it. It takes leverage, 
effort and money to get in the 
public eye and stay there.

02
Reign-in expenses. Review 
every expense with a miser-
ly hand. Do not delegate this 
task! Make every effort to 
do things “in house”, rather 
than rely on outside 
services, accountants, and 
law firms.

03

Your solution fills a real 
market need. Truly satisfied 
customers are a joy to every 
business person. Watching 
the orders come in, or the 
product moving off the shelf, 
is the feedback you have 
been looking for.

02

Of course, never forget those ongoing perspiration items that 
seem to haunt you every day:



Though innumerable factors are a part of 
every success, it’s arguable that the ratio 
of effort to inspiration can make the                 
difference between just spinning wheels, 
on the one hand, and ideas that never 
come to fruition, on the other.

Some say the Internet is a metaphor for 
our brains. Both are networks. Maybe                                       
inspiration is feeding your brain as much 
information as possible and then figuring 
out how it connects when the time comes. 
Perspiration is the lubrication to keep your 
senses open to all the possibilities.

Martin Zwilling is the Founder and CEO of 
Startup Professionals, a company that                                            
provides products and services to startup   
founders and small business owners. He writes 
a daily blog for entrepreneurs, and is also a 
regular contributor to Forbes, Harvard Business 
Review, Business Insider, and other business 
information sites. He recently released his first 
book titled "Do You Have What It Takes To                             
Be An Entrepreneur?" He can be contacted 
directly at  marty@startupprofessionals.com.



BY THOMAS OPPONG

11 HABITS OF REMARKABLE ENTREPRENEURS

Entrepreneurs are known to perceive opportunities and are most importantly well-positioned to take 
advantage of them.  Most of them share the same traits, have something in common and have the                   
passion to fulfill their dreams despite the odds and challenges they face. The highly successful                            
entrepreneurs have these 11 habits in common.

1. REMARKABLE ENTREPRENEURS CREATE SMART 
GOALS
The only way to get to what you set out to do is to stick with 
SMART (specific, measurable, attainable, relevant and 
time-bound) goals. What is the one specific thing  you really 
want to do. Can you measure its progress, is it attainable, 
how relevant is it and when do you intend to get achieve it.

2. THEY CREATE, MAINTAIN, AND EXPAND THEIR 
NETWORK OF RELATIONSHIPS AND RESOURCES
Great businesses are built in the company of smart 
people. Remarkable entrepreneurs are always looking for 
opportunities to connect with new professionals but most 

importantly they maintain their connections because your 
network is an asset.

3. THEY ARE ALWAYS FINDING NEW WAYS TO 
IMPROVE, IMPROVE AND IMPROVE
Remarkably successful entrepreneurs are constantly learning! 
Successful entrepreneurs are some of the most educated 
(perhaps not formally) people. And they are willing to listen 
to everyone and understand that timing is crucial in business.
They invest heavily in acquiring new knowledge (not 
necessarily getting a formal education) to get new 
perspectives on running their businesses and being 
productive. 
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4. THEY ARE GREAT AT BUILDING TEAMS AND 
HIRE SMART
You can’t build a great company without great people. 
Hiring and building teams is perhaps one of the most 
important decisions entrepreneurs make on their                    
entrepreneurial journey.
Hiring the right employee can enhance your company’s 
culture and pays you back a thousand times over but 
bringing on the wrong employee can cause serious 
damage to your business. Search for talent, train skill.

5. THEY HAVE INCREDIBLE FOCUS

The successful entrepreneurs always know what they 
want and keep a laser focus on it at all times until it is 
obtained.  “Lack of direction, not lack of time, is the 
problem. We all have twenty-four hour days.” ― Zig Ziglar. 
Focus on what matters.

6. REMARKABLE ENTREPRENEURS TAKE RISKS – 
CALCULATED OR NOT.
The great ones often practice fire-ready-aim at the outset. 
Are you ready to take risks. Ever wanted to take that big 
risk? You are not alone, Richard Branson has been there 
and he got past it. Take a step closer to your dream today.

7. THEY SPOT GREAT OPPORTUNITIES AND TAKE IT.
Successful entrepreneurs can recognize an opportunity 
when they see it. They can distinguish between what is 
possible, and what is not. They can compete differently, 
either by upgrading, downgrading, bundling, unbundling 
“The real magic of discovery lies not in seeking new 
landscapes but in having new eyes.” Marcel Proust.

8. SUCCESSFUL ENTREPRENEURS HAVE CLEAR AND 
INTRIGUING GOALS.
It’s not enough to have SMART goals, but goals that really 
get you excited when you think of the possibility of achieving 
them! And guess what, every great entrepreneur can’t wait 
to get started on a new opportunity.

9. THEY KNOW WHEN TO DELEGATE.

Truly successful entrepreneurs know when to get                     
help – from an assistant, an accountant or business 
partner or co-founder. As they grow and expand their 
portfolio they know when to let go. The most  important 
thing is to know whom to delegate to and when.

10. THEY EXPECT AND DEMAND THE VERY BEST.

Remarkable entrepreneurs have the ability and willingness 
to expect / demand the best work from everyone they 
interact with including vendors, employees, independent 
contractors, and service providers.

11. THEY JUST DON’T GIVE UP EASILY

Every successful entrepreneur you know has failed                  
multiple times but he or she got back up and tried again 
until it worked. Persistence and relentless pursuit of 
success has taking lots of successful entrepreneurs very 
far and they keep pursuing.
Probably one of the biggest mistakes you can make as an 
entrepreneur is to give up too soon before you even get 
started. “Failure is simply the opportunity to begin again, 
this time more intelligently.”-Henry Ford.

ABOUT THE AUTHOR
Thomas Oppong is the founder and editor of AllTopStartups. You can reach him at thomas at 
alltopstartups dot com. Connect with him on Twitter, Facebook, Google+, LinkedIn and Instagram.
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TURNING BUSINESS INSPIRATION 
INTO ACTION
By Bronwyn Simmonds

Business ideas are so cheap you can get a dozen of ‘em for a dime. But how 
do you bridge the gap between business inspiration and results?

HARNESS YOUR IDEAS

Some ideas hit you suddenly like a 
bolt of lightning. They might stem 
from a conversation with a 
colleague, or a dream that’s been 
harboured for a long time. 

I don’t 
know about 
you, but I 
�nd that it’s 
when I’m 
relaxing on 
a weekend 
or enjoying 
a good 
glass of 
wine that 
the most 

wonderful business ideas �utter in 
on silver wings. It’s as though I 
need to give them a little space 
away from work so they can bubble 
up into my consciousness. 

I gleefully savour these moments of 
business inspiration. 

Funnily enough, though, that 
doesn’t necessarily mean I actually 
have the motivation to do 
anything about them. When faced 
with the reality of having to invest 
time, hard work and money, it all 
just doesn’t seem as fun anymore!

 

COMMIT TO SOMETHING

For some people, it may be a case 
of having too many ideas, wanting 
to tackle all of them at once and 
not knowing where to start. 

Try and pick 
just one 
and focus 
on that �rst. 
It’s better to 
give one 
idea 100% 

of your energy and see it move 
forward than to split your attention 
over ten ideas and give each of them 
only a portion of your e�orts. 

MAKE A REALISTIC PLAN

Once you’ve decided to follow 
through on your idea, break it into a 
set of achievable goals and tasks. 

Don’t set 
yourself the 
task of writing 
your entire 
business plan 
in a month if 

you have three kids and a full-time 
job. Setting unrealistic goals just 
results in discouragement and 
frustration. 

STAY MOTIVATED BY THINKING 
LONG TERM

Motivation is much 
easier when it’s 
driven by emotion. 
So, before you sit 
down to do anything, 
think about a happier 
lifestyle, a more 
ful�lling job or the 
smiles on your 
customers’ faces. 

A clear picture of your end goal and 
its consequences will have you 
steaming towards the reality of your 
new business faster than you 
thought possible. It’ll make it easier 
to tick all those mundane tasks o� 
your to-do list too. 

PERSISTENCE PAYS OFF

I think the 
key to 
turning an 
idea into 
reality is to 
just keep 
coming back 

to it. Persist with setting up 
structures and systems, doing loads 
of research and asking lots of 
questions.

Bronwyn is the principal at Beni Creative, a graphic design business that was formed in 2008.                                                             
To learn more, visit www.benicreative.com.au

http://www.benicreative.com.au/


Top TEN

This is Episode 19 of The 
Small Business Marketing 
Report a bi-weekly audio 
podcast co-hosted by myself, 
Sean, and Robert Tyson of 
the Tyson Report. In each 
episode we look at the 
challenges facing small 
business and startups in the 
world of online marketing 
and social media.

OUR TOP 10 BUSINESS BOOKS
FOR INSPIRATION AND IDEAS [PODCAST]

When you run you’re own business finding time to 
expand your knowledge and generate new ideas 
can be difficult. Attending seminars and conferences 
costs money and takes you out of the business. But 
learning from the mistakes and successes of others 
can be vital to the growth of your company, and 
prevent it from coming an also ran.

Therefore, business books can be a very efficient 
way to develop new ideas, keep up with current 
trends and hone your skills. Which ones to 
choose?

With the rise of the ebook, publishing has never 
been easier. Although writing a book in the first 
place is no less of a challenge, it has lead to a wide 
range of business books available to us.

Sean and Robert admit they are veracious readers 
and in this episode they pick 5 each of their 
favourite business books, that have either 
inspired, educated or enlightened them over the 
years.

By SEAN CLARK
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ANNUAL REPORT
DOES YOUR BUSINESS NEED TO FILE ONE?

By Nellie Akalp

Once you’ve formed an LLC or a corporation for your business, your 
operational and administrative obligations are going to be higher than a 

sole proprietor’s. While an LLC involves significantly less paperwork and 
formal administration than a corporation, both business entities 

generally need to file an annual report with the state.

Here’s what you need to know about this 
important filing to keep your small business in 
corporate compliance.

What Is An Annual Report?
Also known as a Statement of Information, the 
annual report is typically required by the state 
so they can keep up to date with your 
company’s vital information. For example, you 
may be asked to submit information about 
directors and officers, and the registered agent 
and office address of the company.

In most states, there’s also a small filing fee 
associated with the report.

All states except Ohio and Alabama require 
some kind of annual report.

When is the Annual Report due?
Specific due dates vary from state to state. In 
some cases, the deadline falls on the 
anniversary of your business’ incorporation/ 
formation date. In other cases, it’s when your 
annual tax statements are due and in some 
cases, it’s at the end of the calendar year.

Be sure to know your specific filing deadline by 
checking with your state’s secretary of state 
office.

What Kind of Information Do I Need 
to Include in the Annual Report?
The annual report will generally ask you for 
basic contact and operational information. The 
type of details you provided when you first 
filed to form your corporation or LLC. The 
specific details will vary by state and business 
type.

For example, an LLC in California will need to 
provide the following details in its annual 
report:

• Business address.

• Member names and addresses.

• Business officers: President, secretary and 
treasurer.

What is an Initial Report?
In some states, LLCs and Corporations are also 
required to file an initial report shortly after 
the LLC/Corporation is formed. Like the annual 
report, the initial report contains basic 
information about business activity (registered 
address, directors, etc.).

At present, the following states require an 
initial report filing:



• California
• Connecticut
• Georgia
• Louisiana
• Missouri
• Nevada
• New Mexico
• Washington

What Happens if I Don’t Turn in My 
Annual Report/Initial Report?
These reports may seem like a trivial 
paperwork, but they’re actually quite 
important. Missing the deadline can result in 
late penalties and fees (and there’s no reason 
your business should pay a dime more than it 
ought to).

In the worst case scenario (i.e. if you’ve 
skipped your annual report for multiple years 
on end), your company can be suspended or 
dissolved.

In addition, you need to think about keeping 
an LLC/corporation in good standing in order 
to maintain its “corporate shield.”  One of the 
biggest advantages of these formal business 
structures is that they minimize your personal 
liability (shields you from the activities of the 

business). But if your business happens to be 
sued and the plaintiff can show that you 
haven’t maintained your LLC/corporation to 
the letter of the law (i.e. your annual reports 
aren’t up to date), your corporate shield might 
be pierced and you can be personally liable.

As a small business owner, I know just how 
hectic your schedule can be. But be sure to set 
aside some time to address your business’ 
administrative obligations. Know your 
deadlines and get your paperwork in on time.

It’s a relatively easy task and will make sure 
your business stays in compliance (and you 
won’t have to pay any hefty fines).

This post originally appeared in                                  
Small Business Trends, and is written by Nellie 
Akalp, a passionate entrepreneur, small 
business advocate and mother of four. As CEO 
of CorpNet.com, a legal document 
preparation filing service, Nellie helps 
entrepreneurs start a business, Incorporate, 
Form an LLC, set up Sole Proprietorships 
(DBAs) and maintain a business in compliance 
with state filing requirements for a new or 
existing business.
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How to Find the Perfect 
Venture Capitalist                     

for Your Startup
By Rahul Varshneya

Finding a venture capitalist (VC) is often 
one match that’s certainly not made in 
startup heaven. As an entrepreneur, raising 
capital, you’ve got to toil and woo a 
multitude of potential partners to finally 
arrive at “the one” — a VC that truly 
understands you and your business. Most 
importantly, your new match must be ready 
to commit to you for the long-term.

When it comes to VC and entrepreneur 
relationships, you’ve probably heard 
grieving entrepreneurs who, after signing 
the dotted line, ended up quite unhappy 
with their fundraising nuptials. While 
there’s nothing wrong with venture 
capitalist’s, per se, many simply make the 
wrong decision.

As an entrepreneur, it is essential to choose 
the right VC, because the right “marriage” 
can define the future success of your 
business and how happy you will be while 
running it.



Rahul Varshneya                             
(http://rahulvarshneya.com)                        
is the co-founder of Arkenea LLC 
(http://arkenea.com), a company 
committed to helping entrepreneurs 
and businesses build, market and 
monetize their mobile apps. Rahul is 
a startup coach and a mobile 
strategy advisor.

Here are four key considerations every entrepreneur 
should keep in mind for a happy and long-lasting VC 
marriage:

Expertise Selecting a VC is just like choosing a mate 
and walking down the aisle — it is a long-term 
commitment. You will need to court a VC first in 
order to find out whether they’re a good fit. 
Take time to research a VC’s background to 
decipher whether or not he or she has funded 
companies in the domain they are operating 
within. Also research prospective VC’s to find 
out which companies they have invested in and 
what their level of involvement has been, 
respectively. Lastly, find out if their portfolio 
presents potential conflicts (e.g., is their exper-
tise a by-product of an investment made in a 
potential competitor?).

Value Creation Seek out investors who can add 
value to your business and not just give you 
funding. The best entrepreneurs and VC 
marriages happen when the latter can contrib-
ute to the growth of the former in lieu of being 
purely transactional. Entrepreneurs need to 
ask, “When things get tough in my business will 
this VC be a part of the solution?”

Term Sheets This is where an entrepreneur will 
really find out the intentions of a VC looking to 
invest in their company. Remain on high alert 
for exit clauses; if not clearly defined, ask for 
them to be. Although they are not cast in 
stone, it helps to know what a VC really wants. 
For example, I know of one venture where the 
exit was clearly defined, but deferred as the 
company entered a new vertical which added 
to their top line; adding to a larger valuation. 
Term sheets can be carefully crafted to fool 
even the best of entrepreneurs into believing 
that they have struck a great deal, but in reali-
ty, that’s not always the case. So, it wouldn’t 
hurt to have your term sheets validated by 
experienced entrepreneurs who have gone 
down a similar road or a lawyer who has 
relevant experience.

Unclear Expectations Many venture capital deals 
are left to ambiguity, either because of a lack of 
clarity or due to assumptions made by either 
party. It is very important to set expectations 
from both ends and be clear. Entrepreneurs 
need to build trust with VCs and vice versa. If 
you don’t have trust at the beginning of the 
relationship, it is bound to cause heartache.

Whatever you do, do not take the VC-entrepreneur relationship for granted. You are in it for the long haul, 
and giving up due to a failed “marriage” is the last thing that you want to do with your business. So take 
caution before you enter into a contract.

How to Find the Perfect 
Venture Capitalist                     

for Your Startup
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Every morning across America, a small 
business owner wakes up with the intention 
of doing what he or she enjoys most –   
growing their company, earning a living, and 
determining their own path in this world. 
These are the fundamental drivers behind 
our national entrepreneurial spirit, the 
motivators of our 29.6 million small business 

owners, and the reasons our pioneering 
leaders wake up and tackle each new day. 
There is a romantic notion to owning and 
operating a business, and some business 
owners see incredible small business                     
success. Unfortunately, others will experience 
small business failures, which can lead to 
problems in their personal finances as well.

Looking for tips on getting your business up and running quickly?  If so, download 
this free ebook, today.  http://ceoblognation.com/i-am-ceo-handbook-pre-release/

To see the rest of all the awesome information contained in this infographic, click here

http://teach.ceoblognation.com/2013/09/03/top-reasons-for-small-business-success-and-failure-infographic-2/
http://ceoblognation.com/i-am-ceo-handbook-pre-release/


However, opting for 
fast and simple is 
not always the best 
option. Simplicity is 
pricey so before you 
choose a turnkey 
merchant provider 
and pay processing 
fees from 2.9 % +.30 
each transaction; 
spend some time 
and consider these 
four important 
factors.

1. Processing and set up fees
2. Monthly processing minimum
3. Equipment purchase costs
4. Business credit reporting

The reality is accepting a credit card 
from customers is a must in today’s 
fast paced business world. Customers 
expect it; it’s fast, convenient and a 
preferred way to purchase products 
and/or services.

As a small business owner this requires 
setting up a merchant account. A 
merchant account is what you utilize 
to accept credit cards, get money and 
generate cash as a business.

The challenge for small business 
owners is the costs involved in 
accepting credit cards if one’s not 
careful in selecting the best credit card 
processing for small business.

When it comes to processing and set 
up fees merchants can cost up to 5 % 
of every transaction a business makes 
including merchant processing fees, 
gateway fees, interchange  fees, Visa, 
MasterCard, Amex fees, statement 
costs, and so on.

In time these expenditures could 
possibly add up to a great deal of cash; 
that’s money your business is not 
taking in. Every cent being paid is cash 
your company is not making. The best 
merchant services companies should 
offer low processing fees, minimal 
costs and no monthly minimums.

Other costs to consider is whether or 
not the merchant services company 
provides the equipment your business 
needs to accept credit cards and at 
what cost if any.

Finally, the best merchant services 
provider should report your 
company’s payment history to a major 
business credit reporting agency such 
as Dun and Bradstreet. This enables a 
business owner to build the 
creditworthiness of the business 
which in turn will help establish a 
positive business credit report.

A merchant services company that 
provides low processing fees, no 
monthly minimum, no equipment 
purchase costs, and business credit 
reporting, is the best solution for a small 
business owner when deciding to accept 
credit card payments from customers.

Having a difficult time deciding which 
merchant for credit card processing would be 
best for your small business?
It can be an overwhelming task finding the 
best merchant services company since the 
majority all offer an entire collection of 

fantastic tools for basic credit card processing 
such as virtual terminals, mobile credit card 
readers, credit card machines, and so on.
Unfortunately, many business owners tend to 
focus on selecting a merchant provider based 
on speed and simple integration.

ABOUT MARCO CARBAJO
Marco Carbajo is a nationally 
recognized expert on                                  
building business credit and 
consumer credit restoration. He is 
founder of the Business Credit 
Insiders Circle, the nation's 
leading step-by-step business 
credit building system providing 
access to vendor lines of credit, 
fleet cards, business credit cards, 
funding sources and lenders that 
report to all the major business 
credit agencies. Marco has been 
featured in AllBusiness, Dun and 
Bradstreet Credibility Corp, the 
SBA Community, American 
Express Small Business, Business 
Week, The Washington Post, The 
San Francisco Tribune and 
Entrepreneur Connect.

Best Merchant Services For 
Small Business Owners
By Marco Carbajo
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Smoke and mirrors 
don’t fool people 
for long

These days, customers are 
skeptical by default and 
their bull detectors are so 
finely tuned that they spot 
inauthenticity from a mile 
away.

Even with the glossiest 
website and marketing, it 
will take a prospect 10 
minutes of Googling to 
discover if your sales pitch 
matches the reality. There’s 
no need, then, to be the 
“worlds best”; you just 
need to be who you claim.

To be successful you don't 
have to be big, established 
since 1992 or have dozens 
of testimonials. You don't 
need to have a London 
office, a boardroom, a 
degree, a personal                               
assistant, a ‘team’, a suite 
of integrated solutions or 
be Australia’s #1 bloke.

Regardless of size,              
successful businesses are 

great at solving problems, 
satisfying demand,                
meeting expectations and 
delivering value for money.

More steak, less 
sizzle

Don’t focus on being 
bigger. Focus on being 
better, and play to your 
real strengths. Gain 
credibility by offering 
substance, consistency and 
quality.

Marketing should present 
the very best – and true – 
version of you and your 
business. It may well gloss 
over perceived weakness-
es, but shouldn’t be full of 
hot air. Like telling lies in 
your résumé or spinning 
stories on a date, it might 
get you a gig but it's not 
the basis for long-term 
success.

Sure, sell the sizzle, but 
first make sure you've got 
the steak. 

How can I make mine 
look bigger?

Peter Crocker is a business copywriter who 
partners with digital agencies and corporate 
clients on websites and digital content. Learn 
more at www.businesscopywriter.com.au

When talking marketing with solo 
business owners, especially those 

just starting up, a common question 
is “How can I make my business 

appear larger?”
The premise of the question being 

that bigger is better. Phrases such as 
“Fake it till you make it” and “Sell 
the sizzle, not the steak” are two 

examples of common advice on this 
topic. But to me, the underlying 
suggestion is that you need to                 
bullshit your way to success.

By Peter Crocker

www.businesscopywriter.com.au
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Today I did something weird… I 
randomly looked up an old blogger 
site I maintained for a couple years 
from 2004-2006. No matter what you do 
to bribe me I will not send you the link, 
unless you buy me coffee, ask me nicely, 
give me Red Sox playoff tickets,                    
buy me a new car. I spent more time on 
it than I probably should have but it 
reminded me of my life the last few years.

From a single man weary from 18 
months in the Northeast to a husband 
and father. I seemed to drift off, almost 
daydreaming of little memories, brief 
sparks of past history, reminding me of 
a path long covered with dust. At 36 I 
feel like I have lived a lifetime and it’s 
good for me to occasionally go back to 
see what was before me.

A little while ago my wife and I read the 
StrengthsFinder book and took the test. 
StrengthsFinder can provide the user a 
fairly accurate portrait of their 
personality. When used for leadership 
positions, it can give colleagues or 
managers a nice blueprint of someone. If 
anyone has taken the test, you’ll 
recognize this. Looking back for me is 
healthy as I am strong in Context.

…understanding [Context] brings you 
confidence. No longer disoriented, you 
make better decisions because you 
sense the underlying structure. You 
become a better partner because you 
understand how your colleagues came 
to be who they are. And 
counterintuitively you become wiser 
about the future because you saw its 
seeds being sown in the past.

So, looking back at my old blog gave 
me an idea of where I came. It 
reinforced some positive decisions and 
in some instances, made me cringe at 
how naive I was.

Learning About Your Professional 
Self By Looking Back
BY JEFF HOWELL

What can you learn about 
looking back?

• Past mistakes. With the 
amount of tasks we all have to 
be responsible for, sometimes 
small little mistakes can be 
repeated if you don’t regularly 
look back to see them.

• Big Data. My desire to look back 
probably answers why I’m 
drawn to results of past data. 
There are many articles on the 
webs discussing big data and 
why it’s important. Ensuring I 
have a way to manage that 
data is important, but it really 
comes down to understanding 
what has happened in a 
particular time so I can make 
the right decision in the future.

• Nostalgia. I wonder if this is 
why I love those 80ʹs and 90ʹs 
shows so much. It reminds me 
of a simpler time, one without 
as many responsibilities; when 
we could look at things with a 
child’s mind.

• Everything is connected. If 
I’ve learned anything over time 
is that our lives are all 
connected to multiple points in 
the past. It is easier to see 
those connection points if you 
understand their context.

• Understand the future. 
Sometimes if you’re able to 
fully understand what has 
come from the past, future 
decision, products, and events 
make more sense. It can help 
keep you grounded.

Want to learn more about Jeff? 
Connect with him here.

http://www.youtube.com/watch?v=BtDjogNew-Q
http://www.strengthsfinder.com/home.aspx
http://www.steamfeed.com/how-to-blog/
http://www.steamfeed.com/marketing-through-child-eyes/
http://www.linkedin.com/in/jhowell76


internal wiki to allow team members 
from customer service, sales, etc. to 
share article ideas based on 
interactions with your customers and 
prospects in real-time.

Even if you only use a fraction of the 
suggestions, you never know which 
one will lead to a piece of content 
that change the image of your 
company, not to mention the impact 
all this listening can have on 
contextual social messaging creation.

METHOD 2
FOR DELIVERING ON 
CUSTOMER EXPECTATIONS
If your customers don’t feel they’re 
getting what is promised from the 
outset, your customer loyalty 
management efforts, and 
relationship building, will almost 
certainly be an uphill battle. 
Marketing works best when your 
leads, prospects and most 
importantly, customers, have a clear, 
accurate expectation for how your 
solution will help them.

How can your customer service 
department help?

When deliverables don’t align with 
expectations, your customer service 
department will be the first to know. 
They can quickly alert marketing 
when customers feel misled or 
misunderstood. Marketers will then 
be able to alter campaigns, and 
deliverables, to set more accurate 
expectations for potential customers. 
Now you have another great 
opportunity to turn those customers 
into fans, fans into advocates, and 
create long-term trust and loyalty.

METHOD 3
FOR SOCIAL MEDIA 
SUPPORT DONE RIGHT
Most of you already provide customer 
service via social media. But are you 
putting the right person on the job? 
Are you connecting the social team and 
the customer service team so they 
understand how best to work 
together? Your social media account 
manager may seem like a natural 
choice, however when it comes to 
helping and resolving issues, your 
customer service team likely has the 
training and on-the-job experience to 
satisfy customer needs more efficiently.

Creating a customer loyalty 
management program that allows 
your customer service team to help 
with inquiries from social channels 
can deliver a much better experience 
for your customers and get issues 
resolved more efficiently.

METHOD 4
FOR CONSISTENT, 
CONTEXTUAL MESSAGING
If your marketing team is doing it, 
your customer service team should 
know about it.

Why?

Who is a prospect or customer going 
to call if they have questions about 
an event, a promotion, or a product? 
That’s right, customer service – often 
because it’s the easiest contact 
number to find.

Think of your customer service rep as 
your target audience’s concierge. 
Why are they calling? What are they 
trying to accomplish? How can you 

give customers and prospects the 
exact help they need and then 
naturally direct them to the most 
logical point in your sales cycle?

A simple shared document with login 
information for events and links to 
helpful content can eliminate wasted 
resources and save valuable time. And 
when your prospects and customers 
get the help they need immediately, 
they’re well on their way to becoming 
fans, and advocates, of your brand.

Building a bridge between your 
marketing and customer service silos 
is a great way to stay on top of what 
matters most to your prospects and 
customers. After all, how can you be 
sure you’re offering contextual 
content to your audience unless you 
are listening to what they want?

Nobody listens and hears more, if 
they are doing their job correctly, 
than your customer service 
department. Make them a key cog in 
your approach to social marketing, 
customer loyalty management, and 
Return on Relationship.

All of your              
employees work in the 

marketing 
department, at least 
to some extent, and 

they need to 
understand the role 

they play.

CUSTOMER SERVICE

METHOD 1
FOR RELEVANT CONTENT 
INSPIRATION
You already know how important 
consistent, creative content is for 
your inbound marketing strategy. 
The trouble is consistently coming 
up with new ideas. Even your best 
content creators will struggle at 
times to come up with the type of 
content your audience craves.

It pays to have an open 
communication line between your 
content creation team and your 
customer service team. Content 
marketers are always looking for 

new ways to solve problems, and 
write about them.

Effective customer loyalty 
management starts with contextual 
content your audience values.  Who 
better than customer service 
representatives to provide firsthand 
feedback of the primary questions and 
issues they hear about every day?

Consider regular meetings between 
your content and customer service 
teams to keep up with the problems 
and hot-button issues your 
customers currently care about. An 
immediate added bonus will be 
real-life case studies and success 
stories. Also consider using an 

All of your employees work in the 
marketing department, at least to 
some extent, and they need to 
understand the role they play. But 
to create a strong foundation for 
customer loyalty management, 
there are a few departments 
within your company that 
absolutely need to sync with 
marketing. Your customer service 
department is the most 
important.

Here are four ways you can 
leverage your customer service 
team to effectively manage 
customer loyalty, build 
relationships, and turn customers 
into fans. Think Return on 
Relationship… because there is no 
better time than when your 
customers reach out to you.

BY TED RUBIN

Customer Loyalty Management via 

the Customer Service Silo



internal wiki to allow team members 
from customer service, sales, etc. to 
share article ideas based on 
interactions with your customers and 
prospects in real-time.

Even if you only use a fraction of the 
suggestions, you never know which 
one will lead to a piece of content 
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be able to alter campaigns, and 
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expectations for potential customers. 
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Are you connecting the social team and 
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understand how best to work 
together? Your social media account 
manager may seem like a natural 
choice, however when it comes to 
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customer service team likely has the 
training and on-the-job experience to 
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resolved more efficiently.
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Who is a prospect or customer going 
to call if they have questions about 
an event, a promotion, or a product? 
That’s right, customer service – often 
because it’s the easiest contact 
number to find.

Think of your customer service rep as 
your target audience’s concierge. 
Why are they calling? What are they 
trying to accomplish? How can you 

give customers and prospects the 
exact help they need and then 
naturally direct them to the most 
logical point in your sales cycle?

A simple shared document with login 
information for events and links to 
helpful content can eliminate wasted 
resources and save valuable time. And 
when your prospects and customers 
get the help they need immediately, 
they’re well on their way to becoming 
fans, and advocates, of your brand.

Building a bridge between your 
marketing and customer service silos 
is a great way to stay on top of what 
matters most to your prospects and 
customers. After all, how can you be 
sure you’re offering contextual 
content to your audience unless you 
are listening to what they want?

Nobody listens and hears more, if 
they are doing their job correctly, 
than your customer service 
department. Make them a key cog in 
your approach to social marketing, 
customer loyalty management, and 
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Ted Rubin is a leading Social Marketing 
Strategist, Keynote Speaker and Brand 
Evangelist. In March 2009 he started using 
and evangelizing the term ROR, Return on 
Relationship, hashtag #RonR.  As many 
may have heard, Ted recently left his 
position as Chief Social Marketing Officer 
of Collective Bias.
In the words of Collective Bias Co-Founder 
John Andrews... "Ted, you were the vision, 
heartbeat and soul of Collective Bias, 
thank you for building a great company. 
From innovations like cb.Socially to the 
amazing relationships you built with the 
blogger community, clients and 
employees, you drove the epic growth. 
You will be missed!" 
Many people in the social media world know 
Ted for his enthusiastic, energetic and 
undeniably personal connection to people. 
Ted is the most followed CMO on Twitter 
according to Social Media Marketing 
Magazine; one of the most interesting                
CMOs on Twitter according to Say Media, 
#13 on Forbes Top 50 Social Media Power 
Influencers, 2013, and number #2 on the 
Leadtail August 2013 list of Top 25 People 
Most Mentioned by digital marketers.
ROR is the basis of his philosophy…It’s All 
About Relationships! His book, Return on 
Relationship was released January 
29th.Connect with Ted... 
http://TedRubin.com or @TedRubin
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It pays to have an open 
communication line between your 
content creation team and your 
customer service team. Content 
marketers are always looking for 
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write about them.
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management starts with contextual 
content your audience values.  Who 
better than customer service 
representatives to provide firsthand 
feedback of the primary questions and 
issues they hear about every day?

Consider regular meetings between 
your content and customer service 
teams to keep up with the problems 
and hot-button issues your 
customers currently care about. An 
immediate added bonus will be 
real-life case studies and success 
stories. Also consider using an 
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