Computer Optional 

 Level 2

GAIL’S GREAT OUTDOORS

PURPOSE:

· To create a customer information survey

· To develop interviewing skills

· To practice reading and interpreting data

· To learn to direct advertising efforts toward specific customers

MATERIALS:

· Copies of handouts (1 of each per group)

“General Information”

Customer survey created by participants (100 copies)

4 or 5 sets of completed surveys

“Sample Scenario”

“Promotions Puzzles”

TIME:
120 minutes (in class, plus homework)

(30) Introduction and survey draft

(20) Discuss and consolidate survey questions


  --
Surveys conducted, compiled, and copied outside class

(15) Sample scenario and discussion

(40) Promotions Puzzles


(15)
Debrief

EXPERIENCE:

1. Introduce the exercise by telling participants about Gail Force-Wynn and her sporting goods store—Gail’s Great Outdoors.  Give examples of well-known stores such as L.L. Bean, REI, or Eddie Bauer to help participants visualize Gail’s business.

2. Divide the class into 4 or 5 groups, and give each group a copy of the “General Information” sheet.

3. When groups have finished reading the sheet, ask someone to restate the task.  Answer any questions about the assignment, then give groups 20-25 minutes to create a first draft of the survey.  Be sure they can explain the value of the information they will gain for each question.

4. Have groups present their surveys and compare questions, format, etc.  Then have them work together to create one version for the class that combines the best features of each group’s survey and is no longer than one page.

5. Ask for a volunteer (or draft someone) to type the final survey.  Make 100 copies and divide them equally among participants.

6. As homework, participants ask “real” people to fill out the survey, assuring them that it is for a class case study, and no personal information will be shared or sold.  Encourage them to survey people with a genuine interest in the outdoors, or in an actual outdoor store (with the owner’s permission) to add authenticity to the results.

7. Collect and make copies of the completed surveys (1 complete set per group).  Give the surveys and a “Sample Scenario” sheet to each group.  Participants should discuss the scenario presented and choose the 15% who will receive the promotion card.  Discuss results.

8. Distribute “Promotions Puzzles” sheets and give groups time to discuss the scenarios presented.  Share results as a class.

REFLECTION:

Allow time after the exercise to discuss these and other questions:
· Which step in this process did you enjoy most?  Why?

· What did you find difficult?  How could the task be made easier?

· In addition to marketing purposes, how else can business owners use customer information?

· What limits (if any) should entrepreneurs place on using customer information?  How can you assure customers that abuses will not occur?

· What did you learn about surveys and data collection?

JOURNAL: What information do you need or want about the customers of your business?  What means would you use to gather that information?  Create a tool or a plan to do so.

EXPANSION & APPLICATION:

· This activity is designed to help participants understand market segmentation strategies. 

· From the beginning, make this a computer activity by asking participants to design a customer survey that “feeds” a computer database.  After they have drafted questions for the survey, ask students to review the questions and determine whether or not they are appropriate for a computer database.  If not, they should adapt them accordingly.  
NOTE:  “Good” database questions are answered with a brief response (yes or no, a number, or one of several options in a drop-down list).  They are not open-ended.  

· Some participants may plan to rely heavily on the Internet to distribute information about their business to a wide audience.  Use this activity to help them understand the importance of targeting their marketing efforts.  

GAIL’S GREAT OUTDOORS:  GENERAL INFORMATION

Gail Force-Wynn owns a sporting goods store, which specializes in clothing and equipment for camping, hiking, and other outdoor activities.  She offers a wide selection of merchandise, from backpacks to rock climbing gear to flannel shirts.  Her customers are quite diverse.  Some are serious outdoor enthusiasts for whom Gail’s store represents a way of life.  Some enjoy camping as a hobby, mostly on weekends and vacations.  Others are average Joes and Janes who like to think of themselves as rugged and active, but who are more comfortable with a remote control in their hand than a trail map.  Gail works hard to meet the needs of all her customers.

Like most small business owners, Gail has a limited advertising budget.  She needs to be sure that every penny is wisely spent.  She realizes that not every customer needs to know about every product she has for sale.  In order to make her advertising more effective, Gail wants to develop a database of information about her customers.  That way, she can be more selective about which customers to inform when she’s having a sale or offering a new product.

Your task is to create a customer survey for Gail’s Great Outdoors.  Gail intends to have customers complete the survey the first time they shop with her, so it should be no longer than one page.  The challenge is to decide what information will be useful to Gail, how to word the questions so that she gets the information she needs, and how to design the survey so that the data will be easy to use.

GAIL’S GREAT OUTDOORS:  SAMPLE SCENARIO
Gail gets a great deal on Peak Plus camp stoves and lanterns at a trade show and buys 50 of each.  She wants to devote some of her advertising budget this month to informing her more “serious” customers about the merchandise.  Since Gail spent some of her advertising budget on stoves, it is important that she identify the 15% of her customer base that will be potential purchasers.  Using the information on the completed surveys, choose the people (15% of the total group) who will receive the special promotion card below.  Be prepared to defend your choices.


GAIL’S GREAT OUTDOORS:  PROMOTIONS PUZZLES

1. Gail is excited about a new product: Super Soap ($7 retail for a 5 oz. tube), an all-purpose detergent that washes just about anything—pots, pans, hair, skin, teeth—anything that gets dirty on the trail.  It is non-toxic, biodegradable, and really gets things clean.  Gail sees potential for the product among her customers who camp, travel, and care for the environment.  She decides to feature the soap in a print flyer that she’ll send to half her customers.  Design the ad and choose the customers.

2. Gail partners with a local wilderness school to offer outdoor classes:  

· Beginner Rock Climbing for Women is available to women aged 16-60 (no experience or equipment required).  

· High-Altitude Camp Cooking is open to anyone; classes will take place during a series of 3 excursions to Mount Climbalot, which peaks at 12,500 feet.  

· Backpacking Family Style presents the basics of planning and enjoying camping trips with children (even infants).  

She needs at least 10 participants to run each class.  How should Gail promote the classes, and to what segment of her customer base?  

3. The Bully sunglass company sends Gail 40 t-shirts with their logo on the front and invites her to give them to customers.  How can Gail make the promotional t-shirts work for her?  How and to whom should she give them?

4. Gail learns that 100 fuel bottles she’s sold in the past 3 months have been recalled because of defective stoppers.  She wants to try to notify the customers who might have purchased the bottles.  Write the notice and decide who should receive it.  How should it be distributed? 

5. Gail is considering offering equipment for rent to the occasional camper.  She needs to find out whether or not a market exists among her customers for such a service.  Suggest at least two ways Gail could “test the waters” and identify the customers she should contact for each.







Dear Preferred Customer:





	Because you appreciate the great outdoors and know the value of first-rate equipment, I know you’ll want to check out the new line of Peak Plus camp stoves and lanterns we now have available at Gail’s Great Outdoors.  Come in by May 1 and receive a 10% discount on your Peak Plus purchase with this card. 








Happy trails!





Gail Force-Wynn


Owner
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