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Overview 
 

Literacy Link Niagara received funding from the Ministry of 

Training, Colleges & Universities (TCU) to create a literacy 

curriculum with a focus on small business in the 2013-14 fiscal 

year.   

The material created is an exploratory curriculum that allows a 

learner to build skills that they would need to be successful as a 

small business owner.  Many of the activities may also be suitable 

for a learner who is looking to improve their skills for work in 

customer service or management positions.  The curriculum may 

build some knowledge of small business concepts, but the purpose 

of it is to build the necessary skills to move into employment or a 

small business program. 

A major partner for this project was Ontario Office Works, a 

provider of the Ontario Self-Employment Benefit program.  Contributors included Lesley Hamilton, 

who supported Literacy Link Niagara staff with the OALCF relation and Jacklyn Catterick, who 

developed some materials that were adapted as part of a previous Literacy Link Niagara project.   

 

Using the curriculum 
 

The activities can be completed in order or pulled out individually depending on the learner’s goals 

and skill levels.  A relation document is available that aligns activities with the Ontario Adult Literacy 

Curriculum Framework (OALCF.)  

At the beginning of each unit there is a chart that identifies 

 the targets of the unit 

 how the unit relates to real work 

 questions/discussions to introduce the learner to the topic  
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Unit 1 – Communications & Sales 

 

  

Target of  this unit 

• To help the learner with new business concepts including negotiatiing, cold 
calling and accessible service 

• To help the learner build literacy skills to reach their goals 

How this unit fits with real work 

• Small business owners have to communicate with clients in-person and on 
the phone 

• They often have to negociate, question and call people they do not know 

Connecting experience with learning 

• Ask the learner about the last time they called someone they didn't know 

• How did they start the conversation?  How did the experience make them 
feel? 
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Questioning Skills 
 

Asking the Right Questions 

How important is it to ask good questions?  It is very important!   Using effective 

questioning techniques allow you to get the information that you need from your client.   

Knowing how to ask good questions can also help you to stay in control of the conversation.   

Effective questioning is a real compliment to your skills.  It shows that you have the ability 

to understand the client’s real needs.  It shows that you are looking for meaning that’s 

deeper than the spoken message.  Effective questioning is a powerful, learned skill.  It says to 

the client, “I’m interested in determining your needs.” 

When you are confronted with difficult situations, the use of different types of questions will 

help to diffuse the situation.   

The different types of questions are 

 open 

 specific 

 closed 

 alternative choice 

 leading 

 hypothetical  

 

An open question requests information in a way that requires a fuller answer then a simple 

yes or no. 

As a result of asking open questions we should be able to gain enough information to give 

the caller a solution to a particular problem, or at least be in a better position to offer help. 

Examples 

 How may I help you? (Instead of “May I help you?”) 

 Please tell me, what exactly happened and when? 
 

Specific questions help to clarify points.   

There are two types of specific questions 

 those which request a piece of information 
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 those which simply requires a yes or no answer 

Examples 

 What is your daytime contact number? 

 Mr. Jones, have you received your invoice? 

Closed questions will usually produce a “yes” or “no” answer.  They can be useful in the 

closing minutes of a conversation to confirm all the small details and to make sure that you 

have covered all that you need to. 

Example 

 Is there any further information that you need from me at this time? 

Alternative Choice questions provide alternatives for the caller to choose from.  These 

questions can be useful when dealing with difficult callers.  Ask the caller what they would 

like you to do for them, but provide them with the alternatives that also suit you. 

Example 

 I could find out this information for you and contact you with an answer by the end 

of the day.  Would you prefer me to call or email the information? 

Leading questions help to speed up conversations.  At times you may deal with people 

who find it difficult to make a decision.  Leading questions should help your caller to 

confirm the information in an easy way. 

Example 

 Would you agree to delivery on Thursday if I can get you a discount? 

Hypothetical Questions These questions test for a possible reaction from your client.  

When used in a calm tone they can be useful questions to test the waters in a conflict 

situation, where you are trying to suggest a solution. 

Example 

 If we were able to agree to this deadline, would you be able to agree to the following 

conditions? 
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Activity - Questioning Skills 

A client calls to find out about your product or service.  What questions could you ask them?  

Try to brainstorm at least two questions for each type of question.  Use the previous 

document to help you. 

Open 

 
 
 
 

 

Specific 

 
 
 
 

 

Closed 

 
 
 
 
 

 

Alternative Choice 

 
 
 
 
 

 

Leading 

 
 
 
 

 

Hypothetical 

 
 
 
 
Adapted from http://www.connectionsmagazine.com/articles/4/095.html 

http://www.connectionsmagazine.com/articles/4/095.html
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Body Language 

What Does Your Body Language Tell Potential Clients? 

Most of us realize slouching, fidgeting and stumbling over our words can be from habit. 
Some habits are good, however these are not and they may be sabotaging your best efforts 
to make a living. 

We all do it without thinking about it, but those small insignificant gestures are telling the 
client you are nervous and you lack confidence. And worse, some clients could jump to the 
wrong conclusions and you really will be out the door. No one wins when this happens and 
it can truly leave a mark on your success story. 

Are you aware of your body language? 

You want to promote trust and a sense of professionalism at all times to your customer. This 
is done in the way we dress, the way we stand and the manner in which we say our words. 
When you arrive for a meeting, slouch in a chair and swing your leg over one arm of it, you 
are sabotaging your own success. When you walk in with your head held high, confident and 
ready to go to work, it will pay off. Your body language guarantees it! 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

http://freelancefolder.com/let-your-creative-style-include-how-you-look-dress-for-success/
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Activity – Body Language 

 

Look at the photographs and make a few notes on what you think their body language is 

saying.  Is the person/people approachable?  What does their body language say about them 

to clients?  
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Negotiating 
 

When we hear the word ‘negotiation’ we often think of politicians or high-powered business 
people trying to work out the details or important business deals.  However, the ability to 
negotiate – in other words, to find a solution which is acceptable to both sides in a 
discussion or an argument – is important in all areas of life. 
 
People negotiate daily and negotiation does not always involve money.  Anytime you want 
something from someone and anytime someone wants something from you, you are 
negotiating.  Our spouses, children and friends negotiate with us regularly. For instance, 
when your friend wants to borrow a book from you, this is a negotiating situation.  You have 
to get a commitment to (negotiate) a return date or else it may never be returned. 
 
One of the most important duties of any business owner is to ensure that their customers 

are satisfied.  Often times, this includes talking to a customers who, for whatever reason, are 

angry or upset.  Tactics for dealing with an upset customer over the phone are something 

that can be learned and possessing these skills will greatly benefit you as a small business 

owner. 

Good negotiating isn't about winning and it isn't about someone else losing.  Good 

negotiating is about both sides leaving feeling they got what they wanted, or at least better 

off than when they went in.  Unsuccessful negotiation is when either side feels they've 

compromised too much or given way when they didn't want to.  

5 tips for to help improve your negotiating skills 
 
1.   Listen carefully to what is being said then repeat it in your own words.  This shows that 
you are listening and gives you the chance to take control of the conversation. 
 

2.   be careful not to become angry if the person who is speaking to you becomes annoyed. 
Buy time by saying that you need to find out what you can do to help and you will phone 
back immediately. If you are in the same room as the person, ask to take a short break to 
allow things to calm down. 
 
3.   Think carefully about what you can compromise on. Don’t offer to do things which you 
cannot do, but identify where you can make small changes which will make the other person 
happier. 
 
4.  Tell the person what you can do. If you can only make small compromises, start by saying 
‘Unfortunately, we can’t give you everything you have asked for, but we can…’.  This lets 
them focus on the positive things which you are offering. 
 
5. Don’t be tempted to give in to impossible demands. Be very clear and calm when telling 
people that you cannot do what they ask, and explain why this isn’t possible. It is important 
to help the other person to understand your point of view. 
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Activity – Negotiating 

 

In this extract, Simon Williams talks about the importance of having good negotiating skills. 

 
No matter what your job is, you probably have to deal with 
difficult situations from time to time. In my job, we sometimes 
get students phoning to complain because they haven’t 
received a piece of information, or because they want us to do 
something which we can’t do. And when you get an angry 
telephone call, you really need to be calm and try to negotiate a 
positive outcome for both you and the person who is calling. I 
think the first important thing in effective negotiating is to 
listen and to show you understand the problem. Often, it helps 
to say what the person has told you in your own words. I 
often use the phrase ‘So, can I check that I have understood.  
You’ve said…’. This shows that you really have been listening 
but it also gives the person on the other end of the phone the 
chance to calm down a little bit and it allows you to take over 
the conversation. It’s also important not to promise to do lots 
of things immediately. When I have a difficult person on the 
phone, I often say 'I need to look into this – can I take your 
number and call you back in half an hour?’. This gives me time 
to think about the things I can do to solve the problem.  You 
need to consider the things you can compromise on and those 
that you can’t before you make a decision or an offer. And you 
need to be sure that you phone back when you say you will – 
otherwise the person will get even angrier! 

 
 

 

1. Find two examples of situations in which Simon has to use his negotiating skills. 

______________________________________________________________________________

______________________________________________________________________________
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______________________________________________________________________________

______________________________________________________________________________ 

2. Simon gives two pieces of advice for dealing with difficult phone calls. What are they? 
 
______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 
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Activity 2 – Negotiating 

 
Negotiation Case Study 
 
You are a travel agent who books flights and hotels for business travellers.  You received a 
call from a customer three weeks ago to make a reservation but they did not pay a deposit.   
As a result, the hotel has cancelled the reservation.  The customer claims they were never 
told a deposit was required.   
 
How are you going to deal with this situation?  Make sure you refer to the tips in the article. 
 
______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 

______________________________________________________________________________ 

Adapted from  

http://www.bbc.co.uk/worldservice/learningenglish/radio/studyguides/pdfs/professionalskills.pdf 

http://www.jci.cc/docs/university/NegotiationSkills-TrainersGuide-2007-ENG.pdf 

http://www.bbc.co.uk/worldservice/learningenglish/radio/studyguides/pdfs/professionalskills.pdf
http://www.jci.cc/docs/university/NegotiationSkills-TrainersGuide-2007-ENG.pdf
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Cold Calling 
 

In a perfect world, your small business phone would be ringing off the hook all day with 

customers calling for your goods or services.  The reality is that if you want business, you 

need to go after it.  Cold calling is an effective sales tactic if it is done right. 

A cold call typically refers to the first telephone call made to a potential customer.  Cold 

calling is also known as canvassing, telephone canvassing, and more traditionally door-to-

door selling.   

Nobody really enjoys making cold calls, but having the ability to connect with someone cold 

on the phone remains a valuable skill for a small business owner to have.   

In essence cold calling is the art of approaching someone, professionally, openly and 

meaningfully, with a sensible proposition. 
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Activity – Cold Calling 

 

What is your definition of cold calling? 

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________ 

Do you plan on using cold calling as part of your small business marketing?  Why or Why 

not? 

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________ 

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________ 
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Activity 2 – Cold Calling 

 

Use the internet to search for articles and information about Cold Calling.  Before you start, 

brainstorm 3-5 words or phrases that you can search to find information. 

1. 

2. 

3. 

4. 

5. 

 

Read the articles you find in your search.  Use the chart to record the pros and the cons of 

cold calling.   

 

The Pros of Cold Calling The Cons of Cold Calling 
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Best practices are habits or methods you can use from other people or businesses to make 

your business successful. Consult the articles on Cold Calling and make a list of best 

practices when making cold calls.  Record your list in the chart below. 

 

 
Cold Calling Best Practices 
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Accessible Service 
 

Accessible customer service can mean many things.  Mostly, it is the understanding that each 

individual may need a slightly different type of accommodation. 

Accessible customer service is good customer service – courteous, helpful and prompt. 

Let’s begin with some best practices when working with people with challenges. 

Working with a customer who is Deaf or Hard of hearing 

 Always ask how you can help. Don't shout! 

 Attract the customer's attention before speaking. The best way is a gentle touch on 

the shoulder or gently waving your hand.  

 Make sure you are in a well-lit area where the customer can see your face.  

 Look at and speak directly to the customer. Address them, not their interpreter.  

 If necessary, ask if another method of communicating would be easier, for example a 

pen and paper.  

 Don't put your hands in front of your face when speaking. 

 If you are asked to repeat yourself, answering “nothing, it’s not important” implies 

the person is not worth repeating yourself for.  It is demeaning.  Be patient and 

comply.  

 Be clear and precise when giving directions.  Repeat or rephrase if necessary. Make 

sure you have been understood.  

 Don't touch or address service animals — they are working and have to pay 

attention at all times.  

 Any personal (e.g., financial) matters should be discussed in a private room to avoid 

other people overhearing.  

 Be patient. Communication for people who are deaf may be different because their 

first language may not be English. It may be American Sign Language (ASL) or 

Langue des Signes québécoise (LSQ).  

 If the customer uses a hearing aid, try to speak in a quiet area. Background noise can 

be distracting.  

Working with a customer who has physical disabilities 

 People with physical disabilities often have their own ways of doing things. Ask 

before you help.  

 Be patient. People will identify their needs to you.  
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 Remove obstacles and rearrange furniture to give them clear passage.  

 If you will be speaking with an individual in a wheelchair for more than a couple 

minutes, find a place where you can sit down to give the individual a more 

comfortable viewing angle. 

 A person’s wheelchair is part of their own personal space. Never move, lean on, 

rock, or touch their wheelchair without permission. In addition to being rude, it can 

be dangerous 

Working with a customer who has problems communicating 

Some people have problems communicating.  

It could be due to cerebral palsy, hearing loss, or another condition that: 

 makes it difficult to pronounce words 

 causes slurring or stuttering 

 prevents someone from expressing themselves or understanding written or spoken 

language. 

Some people who have severe difficulties may use communication boards or other 

assistive devices. 

Be patient and respectful 

 

Working with a customer with speech or language impairments 

 Just because a person has one disability doesn't mean they have another. For 

example, if a person has difficulty speaking, don't assume they have an intellectual or 

developmental disability as well.  

 If you don't understand, ask the customer to repeat the information.  

 If you are able, ask questions that can be answered 'yes' or 'no'. 

 Be patient and polite and give the customer whatever time they need to get their 

point across.  

 Don't interrupt or finish the customer's sentences. Wait for them to finish. 

 Patience, respect and a willingness to find a way to communicate are your best tools.  

Working with a customer who has an intellectual or developmental disability 
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People with intellectual or developmental disabilities may have difficulty doing many things 

most of us take for granted.  

These disabilities can mildly or profoundly limit their ability. You may not be able to know 

that someone has this disability unless you are told. 

 As much as possible, treat people with an intellectual or developmental disability like anyone 

else. They may understand more than you think.  They will appreciate you treating them with 

respect. 

 Don't assume what a person can or cannot do. 

 Use plain language and speak in short sentences. 

 Make sure the customer understands what you've said. 

 If you can't understand what's being said, don't pretend. Just ask again. 

 Provide one piece of information at a time.  

 Be supportive and patient. 

 Speak directly to the customer, not to their companion or attendant. 

Working with a customer who uses an assistive devices 

Assistive devices assist persons with disabilities in carrying out daily activities. Assistive 
devices include, but are not limited to wheelchairs, walkers, canes, note taking devices, 
portable magnifiers, recording machines, assistive listening devices, personal oxygen tanks 
and devices for grasping. 
 
A service animal is an animal which is specially trained to assist an individual with a 
disability.  An animal is a “Service Animal” if it is readily apparent that the animal is used by 
a person with a disability for reasons relating to their disability.  Service Animals are allowed 
anywhere the public has access.  You should avoid talking to, touching or making eye 
contact with the Service Animal.  It is working. 
 
Some people with disabilities travel with a support person.  A support person is a person 
who accompanies a person with a disability to help with communication, mobility, personal 
care or medical needs. 
 
The individual may be a paid professional, volunteer, family member or friend. 

Best Practices for working with all customers with disabilities  

People with disabilities expect to be treated with the same dignity and respect that you do.  

Relax and just be you.  Carry on normal conversation as you would any customer. 

Remember 
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 Don't make assumptions about what type of disability or disabilities a person has. 
 Some disabilities are not visible. Be patient. People with some kinds of disabilities 

may take a little longer to understand and respond. 
 If you're not sure what to do, ask "Can I help?"  
 If you can't understand what someone is saying, just politely ask again. 
 Ask before you offer to help — don't just jump in. People with disabilities know if 

they need help and how you can provide it. 
 Find a good way to communicate. A good start is to listen carefully. 
 Look at the person, but don't stare. Speak directly to a person with a disability, not to 

their interpreter or someone who is with them. 
 Use plain language and speak in short sentences. 
 Don't touch or address service animals — they are working and have to pay 

attention at all times.  

Why do I need to know about Accessible Customer service – because it is the law! 

All small businesses must comply with the Accessibility for Ontario with Disabilities 

(AODA) – Accessibility Standards for Customer Service.  The Government of Ontario has 

produced a summary sheet to understand how you are responsible for accessible customer 

service as a small business owner. 

You can find the summary sheet here https://www.cfib-fcei.ca/cfib-documents/br1017.pdf 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.cfib-fcei.ca/cfib-documents/br1017.pdf
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Activity – Accessible Service 

 

Use the summary sheet noted at the end of the previous article to answer following 

questions. 

 

What is the title of the document? 

_____________________________________________________________ 

Who created the document? 

_____________________________________________________________ 

 

Why do you think the document was created? 

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________ 

 

Read the list of requirements.  Choose 5 and identify how you will incorporate these into 

your business. 

Requirement How I will incorporate it into my 
business 

  

  



 

 

23 Small Business Savvy 

Literacy Link Niagara 

  

  

  

 

What can every business person do to make their business more accessible today? 

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________ 
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Unit 2 – Marketing 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Target of  this unit 

• To help the learner with new business concepts including 
networking, personal branding and sales presentations 

• To help the learner build literacy skills to reach their goals 

How this unit fits with real work 

• Small business owners have to market their business for success 

• They often have to have marketing materials and make sales 
presentations 

Connecting experience with learning 

• Ask the learner about the best commercial on TV 

• Why did they like it?  Did it make them want to buy the product?  
Was it successful in its goal to sell the product? 
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Networking 
 

1. Networking is a long-term strategy.  

Anyone who attends a networking event expecting to get a hot sales lead will probably leave 

disappointed.  

Networking is not about finding customers, it is about building relationships.  Over time the 

business will come through referrals. 

 

2. Network every day.  

There is no need to attend special networking events, although these can help.  

Successful networkers have a goal of growing their range of contacts by at least one person 

every day. This can be through business meetings, chance encounters, email or other forms 

of communication. 

 

3. Collect business cards.  

The business card is a valuable tool in networking because it forms a quick reference to the 

individual.  

A fat library of cards can be extremely valuable to the networker who understands how to 

find the person or skill they need. 

 

4. Be a listener.  

Networking is not about selling.  It is about relationships.  

An effective networker will spend more time listening to other people than they will talking 

about their own products.  

By listening they collect information that can be used later and they demonstrate a genuine 

interest, which increases their credibility with the speaker. 

 

5. Use online resources.  

Networking can take place anywhere that communication happens.  

The most effective networkers will collect contacts through all routes available to them. 
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6. Have a consistent brand online.  

The internet is used by almost everyone.  It is often the fastest way to discover information.   

A quick search on Google can bring up personal profiles from a variety of sites. A good 

networker wants all of their profiles and sites to give the same message.  Consistency gives 

your business validity.   

 

7. Make everyone feel important.  

One of the most powerful tools in the networker's armoury is their ability to make people 

feel valued.  

In the social media age trust is becoming very important.  When customers can choose 

between a number of suppliers they will usually go for someone they trust, even if it is not 

the cheapest. 

 

8. Be memorable for the right reasons.  

No one wants to be remembered as the guy with food stains down their jacket, or the 

woman who could not stop talking about herself.  

A great networker thinks about the messages that are going to be sent out through what is 

said, attitude, attire and environment. 

 

9. Look for networking opportunities.  

These exist every day but sometimes extra effort is required to find them.  

It might involve attending an extra meeting or taking a few minutes to browse the internet or 

use Twitter. 

 

10. Identify gaps in the network.  

A strategic approach will ensure that a strong network includes representatives from the key 

professions and others who can be used to refer people. 

Tips modified from http://businessmanagement.suite101.com/article.cfm/ten-tips-for-effective-

business-networking  
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Activity – Don’t be a shark 

 

The biggest mistake people make when attending networking events is overselling.  No one 

likes to feel that their only value to you is money.  To be honest, you may not speak to any 

potential customers at an event.  But they may be customers in the future or they may be 

able to refer you to a future customer.  The key is getting people to like you and know what 

you do.  They don’t need to know the features or benefits of your products/services.  

Meeting contacts at networking events is about creating relationships.  This can be scary.  

Create a list of questions that you can ask people to build relationship.  Starting with 

traditional questions is fine, but try to think of some really unique questions to get people to 

remember you. 

 

1. 

 

2. 

 

3. 

 

4. 

 

5. 

 

6. 
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7. 

 

8. 

 

9. 

 

10. 
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Personal Branding 
 

Personal Branding is about you.  You are your business and you get to put your own spin on 

its image.  By branding yourself you can make a uniform sales front with your products and 

services. 

You have probably heard of brands before.  You probably associate them with large 

commercial corporations.  Nike, Apple, and McDonalds are all great examples of branding.  

When we think of these companies, we feel them.  We have an image of them in our minds.  

We know their colours, slogans and logos.  They are imprinted in our minds.   

Branding is no longer only for corporations.  Today people are beginning to brand 

themselves.  This new marketing is called “Personal Branding”.   

Personal Branding starts by recognizing your own goals.  Think beyond your business.  What 

do you want from life?  Who are you and who do you want to be?  Where do you want to 

go? 

When we recognize our goals we can decide how to brand you.  You can influence and 

create your brand, but it is important not to create a brand that does not represent you and 

where you want to go.   

Branding is about making you stand out from the competition.  There are a lot of “smart” 

people out there, so smart is not usually a brand.  An example of personal branding may be 

as follows.  Maybe you are in a traditional industry or business, but you yourself are quirky 

and untraditional.  This key characteristic makes you different from your traditional 

competition.  This can become part of your brand.   

Once you have determined your brand, you can start to brand yourself within your business.   

Include your brand in everything you do.  Put it in your business cards and promotional 

materials.  Include it in your resume and portfolio.  Create a personal brand statement and 

put it everywhere! 
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Activity – Personal Branding Statement 

 

Start by writing a paragraph about who you are.  Include aspects of your personal and 

professional life, hobbies, family, past jobs, education etc. 

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

__________________________________________________________________ 

 

Write a general paragraph about your business.  What is it?  Who will it serve?  

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________
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________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

__________________________________________________________________ 

 

Take a look at both paragraphs.  Write a third paragraph that explains why you are the 

person to run your business. 

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

__________________________________________________________________ 

 

 Take a look at the third paragraph and choose 3 words that identify you as a unique person 

to run your business.  The words do not have to appear in the paragraph.   

_______________________________________ 

_______________________________________ 

_______________________________________ 
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Using these three words create a personal branding statement. 

Example –  

I want to open an accounting business.   

My three words are fun, fresh and caring. 

“My fresh approach to my business goes beyond number crunching.   I care about my clients 

and try to bring fun into work that is often seen as boring!” 

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

__________________________________________________________________ 

 

Put your personal branding statement on your website, on your business card, on your social 

networking profile, everywhere! 
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Business Cards 
 

Business cards are part of the image of your business.  Business cards are often the only 

thing your potential customers have to remember you after your first meeting.  If your card 

stands out, you will too. 

Business cards are one of the most important promotional pieces you need to sell you and 

your services.  A business card makes your business look genuine.  A business card makes 

you look like you can deliver on your promise because you have invested in your business. 

Business cards can be used to introduce yourself and help people remember you.  Most 

importantly, business cards are small enough that they don’t take up too much room for 

people to hold on to, like brochures.  As a business owner, the most important thing for you 

is that people keep your card or pass it on.  It has to separate from your competition.  It has 

to make people believe that you and your services are unique enough to keep it. 

A business card can also deter people from using you.  If your business card looks like 

everyone else’s people may not keep it on file.  They may see you as average.  If you have 

your printed from a store template, your card may blend in with other cards and people may 

confuse your services and products.   

It is important to explain your products and services clearly on your card.  Here are some 

tips. 

Your product/service explanations 

 should be clear, concise and direct to the point 

 should not be too “smart”  or “witty” sounding as they don’t always let the 

customer know what you do 

 should be specific 

 can be listed vertically or on the back  if space is an issue 

You don’t have to physically hand your card to people to get them to pick it up (although 

you should hand it to everyone!)  Here are some other ideas to get your card in the 

community. 

 Leave stacks of them any place that allows you to put promotional items. 

 Post some on bulletin boards in the grocery store or in community centres.  

 Donate your products/services in a charity silent auction and attach your card to the 

giveaway.  Leave a stack next to the giveaway.  People like to give money to 

businesses that are socially aware. 

 Drop them into free lunch giveaways at restaurants and prop them up against the 

glass for other customers to read. 
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 Call up people who own businesses that sell products or services that compliment 

your business.  Ask to trade cards and offer to hand both cards to your potential 

customers if they do the same. 
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Activity – Create a card 

 

This activity has two options 

- Option A - Create your own card on Microsoft Word or another program.  Print 

from home. 

- Option B - Call for quotes on professionally printed cards.  Order cards. 

 

Option A – Cards at home 

Visit a local office supply store and purchase business card paper.  There are ‘clean 

edge’ options available that break apart without showing perforations.   

 

Use a Microsoft Word template to create your business card.  Go to the Mailings tab 

and click on the Labels button.  Click options and select the template number of the 

paper you have purchased.  Click Ok.  Click New Document.  Create your business 

card in the first space.  Press CTRL + A to select everything.  Click on the Mailings 

tab and click on the Labels button.  Your business card text should appear in the 

address box.  Click New Document to have all of your business cards filled in.  Print. 

 

Repeat steps to create a back side. 

 

Option B – Cards professionally printed. 

Use the phone book or the internet to search for printers in your area.  

Yellowpages.ca is a good way to find businesses.  Use the Quote Sheet to compare 

three printers.  You may decide to compare more than three printers.  Select the best 

business that works for your needs.   

 

Before you start it’s important to identify  

- how many cards you want 

- when you need the cards 

- if you want any special effects (ex. embossing) 

- if you need additional services (ex. design services, additional print materials) 
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If you are sending in your logo or other artwork, it is important to find out the 

software program that the printer would like it in.  Most will accept pdf, but others 

may only work with Adobe or other design programs.  This may cost you extra set-

up costs.   

 

 

Business 
Name 

Contact 
Information 
including the 
name of who 
you spoke 
with 

Cost (with 
tax and set-
up fees) 

Completion 
date 

Software 
program 
required to 
send logo or 
other pieces  

Additional 
notes 

      

      

      

   

Best option for you:  
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Sales Presentations 
 

Sales presentations are used to sell your product and services to potential customers and 

investors.  Your sales presentation should be fun and represent your brand image.  It should 

try to answer potential questions your audience may have.  

Sales presentations can be a great way to market you to a large audience in a short time.  

There are many different templates to create sales presentations, but it is most important to 

create a sales presentation that will work for you and your business.  Your presentation 

should sell what is unique about you and your business.   

Many people say that you should think of a sales presentation like a story.  Your presentation 

should have an  

 Introduction – to introduce you and your product 

 Body – to sell you as the best choice for your audience 

 Conclusion – to summarize your key points 

You should always leave time for questions.  If you don’t have an answer, give your audience 

a time when you will get back to them.  It is better to take time to find the right answer then 

be caught in a fib.   

Sales presentations take on very different forms.  You may be asked to give a short 

presentation during a formal networking event.  You may offer to present a seminar during 

an industry event.  Having the bones of a presentation will allow you to cut and add 

information depending on your audience and time.   

Sales presentations may be in the form of a PowerPoint, handout or other medium.  

Whatever form your presentation takes make sure that you are comfortable using it.  

Rehearse and prepare yourself for people who may not “buy in”.  Not everyone will find 

your product useful or see its value.  This doesn’t mean that you do not have a successful 

presentation. 

Sales presentations should  

 introduce you and your product or service 

 identify your customers’ needs 

 position you to be the one to serve those needs 

 compare your product or service to the competition 

 list the benefits of using your product or service 

 list the actions that can be taken after the presentation  by you or your audience 

 give the audience a reason to follow up with you (ex. offer a time specific discount) 

 provide contact information as well as where to go to find additional information 

about your business (ex. websites, brochures, references) 
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Activity – Create a PowerPoint sales presentation 

 

You may decide never to use PowerPoint as a presentation tool.  Whether you use it with 

your audience or not, PowerPoint is a good tool to lay out your ideas.  It prints very cleanly 

with your notes and allows you to easily keep track of where you are in your presentation on 

stage.   

 

Create a PowerPoint that you would present to a general audience.  You can tweak the 

presentation in the future to you audience but this will give you the basic bones of a 

presentation.  Make sure to include all of the bullets in the lesson.  

 

Practice delivering your presentation so you are not reading off you notes.  Make sure you 

have a good flow and are not making your audience experience information overload.  By 

practicing your presentation, you are also preparing for informal networking opportunities 

where you may be asked to sum up your business on the spot.  You will be ready to offer a 

smoother delivery after getting the language right for your messaging. 
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Competition 
 

The one thing that separates you from your competition is that they are already running their 

business.  They are in the community and they have a customer base.  You can learn from 

them, copy their successes and correct mistakes they have made when building your 

business. 

Everybody wants to be the only business in town.  But as we all know, imitation is the 

greatest form of flattery.  The business you are trying to build may be your own version of 

something successful.  If you have an original idea, be prepared to have it copied once you 

establish yourself.  

When we think of competition we often think of people who are selling the same products 

or services we are.  If you are a baker of cupcakes your competition is the other cake or 

cupcake baker in town.  You need to be aware of how your competition prices her cupcakes 

or what discounts or incentives she offers her customers.  You also need to be aware of how 

she markets and who she markets to.   

You may be offering added features in your cupcakes.  She may only be offering chocolate 

and vanilla cupcakes, but you may be offering strawberry and butterscotch filled cupcakes.  

You may be able to add custom design to your services or turn around a faster delivery time.  

All of these things are important to take into account when you are building your price list.  

Many people try to undercut their competition as their first means to get customers in the 

door.  There is a reason your competition chose her prices.  Hopefully it was because she 

balanced her costs against her projected income and decided on a profit margin that would 

help her grow and maintain her business.  If you undercut her too much you may not be able 

to successfully maintain your business even if you have customers.  By charging a fair cost 

for your specific services you can stay in business and give proper value to your products 

and services. 

Many people only think of those people selling the same products or services as 

competition.  You should consider thinking beyond that especially when you are doing your 

first environmental scans.  Other competitors for the cupcake business may include 

somebody who sells edible arrangements or another form of dessert.  You may also consider 

stores that sell cupcake mix as competitors as these customers are looking for your product 

in a different form.  They may become your customers if you can sell them the benefit of 

purchasing from you.   

Competition is often scary especially if you are going up against a large successful company.  

But if you believe and value your product you can learn their mistakes and share in their 

success.  You do not have to be cutthroat or rude and depending on the business you may 

even be able to offer and receive referrals.   
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Activity – My Competition 

 

Use the charts below to find out the strengths and weaknesses of your competition.   There 

are three identical charts below for you to fill in information about three different 

competitors.  Use the information you collect to help guide you in your marketing and 

pricing. 

 

Competitor Name: 

Area served: 

Products/Services offered: 

 

Approximate pricing: 

 

Strengths of my competitor Weaknesses of my competitor 

Opportunities for me to learn from my 
competitor 

Threats or concerns I have about my 
competitor 
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Competitor Name: 

Area served: 

Products/Services offered: 

 

Approximate pricing: 

 

Strengths of my competitor Weaknesses of my competitor 

Opportunities for me to learn from my 
competitor 

Threats or concerns I have about my 
competitor 
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Competitor Name: 

Area served: 

Products/Services offered: 

 

Approximate pricing: 

 

Strengths of my competitor Weaknesses of my competitor 

Opportunities for me to learn from my 
competitor 

Threats or concerns I have about my 
competitor 
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Unit 3 – Safety & Legal Issues 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Target of  this unit 

• To help the learner understand safety and legal issues they may 
need to prepare for 

• To help the learner build literacy skills to reach their goals 

How this unit fits with real work 

• Small business owners need to plan ahead to protect 
themselves in a variety of  different situations 

• Communication is key to protecting one's business 

Connecting experience with learning 

• Ask the learner where was the last time they saw a policy writte 
for a customer 

• How was the message presented?  Was it clear? 



 

 

44 Small Business Savvy 

Literacy Link Niagara 

Being you own boss 
 

Being your own boss offers a lot of freedom.  It also comes with more responsibility and 

requires more planning for any “hiccups” that might happen.   

A job usually sets your hours and sets your pay.  A job usually dictates your work 

environment, your co-workers and your boss.  A job usually will decide the length of your 

vacations and may have blackout periods where you cannot take time off.   A job pays your 

mandatory employment related costs (MERCS) to the government and sends you the 

documentation required for your taxes. 

When you are your own boss you have the luxury (and sometime the pain) of setting your 

own hours.  You have to pay yourself and your staff.  You can take vacation when you want 

but you need to balance time off with work time.  You are responsible to know what money 

you have to pay the government and how to claim company related expenses on your taxes 

(or pay someone else to do it.) 

Until April 1, 2010 small business owners could not get maternity, parental, compassionate 

care or sick leave.  Small business owners now have the opportunity to buy into these 

options but it is not required.  It will take 12 months to be able to use benefits after the first 

payment.  A person who wishes to buy into the program must have a My Service Canada 

account.  More information about how to apply can be found at 

http://www.servicecanada.gc.ca/eng/sc/ei/sew/index.shtml 

You are required to register your business with the government.  There is a small fee to 

register (actual amount is dependent on what services you are registering for.)  For more 

information on how to register or to register visit 

http://www.cra-arc.gc.ca/tx/bsnss/tpcs/bn-ne/bro-ide/menu-eng.html 

You are responsible for declaring your income to the government.  You can write off some 

of the business related expenses on your taxes that you purchase through the year.  Most 

small businesses will have to pay something every tax year because taxes are not deducted 

through the year.  It is a good idea to put a percentage of your income in a savings account 

every month to prepare for any taxes you will owe to the government.  For more 

information about small business and taxation visit 

http://sbinfocanada.about.com/od/taxinfo/a/incometaxhub.htm 

If you make more than $30,000 a year from your business you may be required to charge 

your customers Harmonized Sales Tax (HST).  You will need to register to do this.  For 

more information on HST and small business visit 

http://www.cra-arc.gc.ca/tx/bsnss/tpcs/gst-tps/rgstrng/menu-eng.html 

http://www.servicecanada.gc.ca/eng/sc/ei/sew/index.shtml
http://www.cra-arc.gc.ca/tx/bsnss/tpcs/bn-ne/bro-ide/menu-eng.html
http://sbinfocanada.about.com/od/taxinfo/a/incometaxhub.htm
http://www.cra-arc.gc.ca/tx/bsnss/tpcs/gst-tps/rgstrng/menu-eng.html
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No one will pay you for a statutory holiday.  Most small business owners work much longer 

than the 40 hour week almost every week.  To be able to take time with friends and family 

on these occasions it is important to prepare a savings account that will allow you this 

freedom.  Remember if you have staff it is your responsibility to pay them on these days.   
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Activity – Legal start-up costs 

 

Visit the sites in the lesson and identify which steps you need to take, what the costs of these 

steps will be and when you will complete them by.  It is important to run a legitimate 

business that is registered and acknowledged by the government.  If you sell your product or 

services first, you may run into trouble later. 

Use the chart below to start your planning. 

 

Step to complete Website/Contact 
Information 

Costs of completing Completion date 
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Policies 
 

Being a business owner can feel like you have all the freedom in the world.  Sometimes we 

need to put boundaries and limits on ourselves to keep us on task and goal focused.   

Why does a small business need to create policies?  You may feel because you are the only 

one working on your business policies are a waste of time.  But policies can help you reach 

your goals faster.  Policies keep you focused on your business.  They allow for breathing 

space and time off so that you can reenergize.  They help make sure you are keeping on top 

of some of the boring stuff like banking and taxes.   

Your policies are unique to you and your business.  As the person in charge you can set any 

policy you want (as long as it’s within the law!)  When you begin to start writing policies 

think of policies as guidelines.  Write policies that make sense for your business.  Policies 

need to grow and change with your business so review your policies every year.  Rewrite 

policies every year as your business changes. 

Below are some categories that may help you start thinking about writing policies. 

 

 Record keeping policies may be about 

 how often you balance your records 

 where you keep customer information 

 when you bank  

 

 Work hours policies may be about 

 when you start and end work 

 how you record your work hours 

 what you do if you do not reach your hours (ex overtime the following week) 

 

 Vacation policies may be about 

 when you take vacations 

 how you let your customers know you are not available 

 

 Sick day policies may be about 
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 how you make up sick days 

 when you decide you are too sick to work  

 

 Operation policies may be about 

 where you meet customers 

 how long it takes you to complete an order  

 

Policies will help you stay on track and make sure you are completing all the right steps to a 

successful business. 
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Activity – Policy Building 

 

Now it’s time to write some policies.  Think about your business and try to write at least two 

policies for each category.  There is an empty category at the bottom for any additional 

policies you may feel are necessary. 

 

Record Keeping 

1) 

 

2) 

 

3) 

 

Work Hours 

1) 

 

2) 

 

3) 

 

Vacation 

1) 

 

2) 

 

3) 
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Sick days 

1) 

 

2) 

 

3) 

 

Operations 

1) 

 

2) 

 

3) 

 

Other 

1) 

 

2) 

 

3) 
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Customer Issues 
 

You have probably heard the customer is always right.  This can be difficult when you are 

the business owner.  A customer may disagree with you, may have issue with a product or 

may appear that they want you to refund for a product they have used.  It is important to 

understand that a happy customer is often a return customer.  Happy customers tell t10 

friends about your business.  Unhappy customers tell 100.   You can create policies that 

outline your behavior and expectations to clients.  This will help to reduce confusion and 

disagreement.  Policies for customers may include  

- when a refund is available 

- when an exchange is available 

- when a warranty is in effect 

- when deliveries are made 

- how special orders can be returned  

- how loyalty programs work 

It is important to have these policies clearly marked and available for customers to see.  You 

may find it helpful to point the policies out to customers at the point of purchase.  

Customers should be given a copy of the policies that apply to them.  It is helpful if you can 

post them on the receipt.  Many stores post them on the back of receipts.   
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Activity – Customer Issues 

   

You can’t please everyone.  It’s important to have a plan of action for dealing with 

unsatisfied customers.  Practice by responding to the situation below. 

You own a furniture business.  Customers can have their furniture delivered for $85.  To 

help your customers, you offer a morning delivery option (8am to 12pm) or an afternoon 

delivery option (12pm to 4pm).  You do this so customers will not have to wait for delivery 

all day. 

A customer calls your dispatcher the day before delivery.  She had requested morning 

delivery but would now like to change it to the afternoon.  She is specifically requesting 

delivery between 12pm and 1:30pm.  Your dispatcher tells her she will do her best to get the 

furniture there at that time.  

The delivery truck arrives at the customer’s house at 2pm.  They were unable to make it 

there earlier because of traffic.  The customer has left a note on the door demanding delivery 

tomorrow afternoon and the return of her $85 delivery charge. 

 

 

What would you do in this situation? 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 

 

What impact would your action have on your business?   

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________
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______________________________________________________________________________

______________________________________________________________________________ 

 

What policies (staff and/or customer) could you put in place to stop this from happening in 

the future? 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 
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Digital Safety 
 

Running a business probably means that you will have an “online presence”.  It is important 

to have this, so customers can learn about you.  More and more people are doing online 

research before they purchase a product or service.  It may not be necessary to have your 

own website, but you may want to have a Facebook page, twitter account and/or a listing on 

a directory of services that people use to purchase similar products or services (example 

Urban Spoon for restaurants, BBCanada for Bed & Breakfasts.)   

You give your business legitimacy when you can be “googled.”  This means that you are 

most likely a real business offering a product or service that is legal in Canada.  It may also 

allow you to build an online reputation.  Customers may post reviews about your business 

even on websites that you haven’t set up or linked with.   

It is more important than ever to build a base of happy customers as bad reviews can 

damage your business.  It is also important to remember that it is difficult for you to separate 

your personal and professional life on the internet.  Many customers may search your name 

on the web.  A Facebook page with an embarrassing picture or a tweet that makes a 

potential customer feel uncomfortable may cause you to lose a sale.  Make sure that 

everything you do online is professional.  Whatever you put out should be acceptable for a 

customer to see.   

Even if you don’t plan on starting a website, consider purchasing a website domain name.  A 

domain name is the address that people type in to find your website.  If you don’t buy the 

name you want, someone else might.  You may never have a website, but if someone 

searches your business and finds a similar name and product, you may lose a sale.  You can 

buy most domain names for $10-$20 a year.  GoDaddy.com is a great place to purchase and 

search for names.  
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Activity – Digital Safety 

 

Go online to google.ca.  “Google” or search your business name.  If your business is called “Harvey’s 

Helping Hands”, you may search the full title or part of it like “Helping Hands.”  Click through the 

first 5 – 10 websites. 

What are the website titles? 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 

 

What type of websites are they?  Are they businesses, personal blogs, community sites? 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 

 

Would any of them turn a customer off your business or confuse them?  How? 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 
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Safety at work 
 

The safety of your clients, workers and yourself is key to the success of your business.  

Someone may get injured if you do not have safety policies and practices.  This can leave you 

open to lawsuits. 

The law may require you to have certain safety policies in effect.  Someone operating a 

fitness club will need to hire fitness instructors who are first aid certified to have insurance.  

You may choose to have your own safety practices that are not required by law.  The fitness 

club owner may decide to purchase an AED machine to help a client in an emergency.  

New business operators often don’t think about have safety procedures in place.  They don’t 

think about it because they are the only ones working on the business.  By having policies 

and procedures in effect at the beginning, you create good habits that can continue as your 

business grows.   

You may need to register with the Workplace Safety & Insurance Board (WSIB).  Some 

industries are required to register.  Businesses must register within 10 days of hiring their 

first employee.  To find out more visit www.wsib.on.ca.    

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

http://www.wsib.on.ca/
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Activity – Health & Safety policies 

 

The Ontario Health & Safety Act requires that a business with more than 5 employees have  

a written health and safety policy and a program to support it.  

 

A health and safety policy is  

 clearly written  

 a standard of health and safety 

 in line with legal requirements 

 a guide outlining who is involved in different parts of health & safety 

 reviewed every year with employees 

 

Parts of a Health & Safety policy and program may include 

 WHMIS 

 Infection, prevention and control 

 Violence Prevention & Harassment 

 Musuloskelal Disorder Prevention 

 Machinery or equipment use 

 Slips, Trips and Falls Prevention 

 Motor Vehicle Safety 

 

Use the document below to start your policy.  Choose at least 3 areas to begin writing policy.  

Each area may have multiple policies.   
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Health & Safety policies for ______________________________________________ 

 

This document is to be reviewed every year. 

Dates of review –  

 

Health & Safety Area Related Policy 

Example – Musculosketatal Disorder 

Prevention 

Employees should not lift boxes or object more 

than 40 lbs without assistance from another 

employee 
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For more information on small business and workplace safety refer to 

http://www.healthandsafetyontario.ca/getmedia/2bf7b1ba-b8fa-4538-a7ef-

224edecd0d93/PSHSA_SmallBus_H-S_Nov2012_web.pdf.aspx 
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Unit 4 – Money Concepts 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Target of  this unit 

• To help the learner understand small business money concepts 

• To help the learner build literacy skills to reach their goals 

How this unit fits with real work 

• Small business owners have to deal with money transactions on 
a regular basis 

• Financial planning is important to set prices correctly 

Connecting experience with learning 

• Ask the learner to think about the difference between the cash 
register experience today vs 10 years ago 

• How has this changed?  What technology was/is required? 
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Balancing 
 

Small business owners need to keep track of their income on a daily basis.  Small business 

owners will need to have money on hand to make change for customers or pay for refunds.  

The money that the business opens the day with is called the float. 

You may choose to also accept debit and /or credit cards.  More and more businesses are 

using PayPal to accept payments online.  This income will need to be included when 

balancing at the end of the day.   

It is important to keep track of the income each day.  The small business owner can look for 

trends by comparing the balances every week, month and annually.  Software programs are 

available if you would like to look at these trends in depth. 

Businesses don’t always make a profit.  Some days you may have more refunds than sales.  

Some days you may have low sales and not make enough to cover your costs.  Make sure to 

look at trends beyond the end of each day to determine if you are making a profit.  

Remember that it can take some time to get to a point where you are breaking even or 

making a profit.  You may need to consider how you will support yourself and your business 

during this start-up time.    
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Activity – Balance sheet 

 

Count the bills and change below from the end of the day.  Enter all of the information and 

complete the balance sheet in full.  You may use a calculator. 
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Balance Sheet 
Date: 

 X 5 cent coins  

 X 10 cent coins  

 X 25 cent coins  

 X $1 coins  

 X $2 coins  

 X $5 bills  

 X $10 bills  

 X $20 bills  

 X $50 bills  

 X $100 bills  

 Debits $50 

 Credit Cards $100 

 Total Cash at end 
of day 

 

 less float $55 

 Total sales  
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Invoices 
 

Many small business owners use invoices to tell customers what they owe.  It is important 

that invoices clearly outline 

 products/services that were purchased 

 cost of products/services purchased 

 ways to make payment 

 taxes or additional charges 

 total payment 

 when payment is due 

Payment terms should include a time window that is reasonable for both the client and the 

small business owner.  30 days is reasonable in most industries.   

An invoice is not a receipt.  You may choose to stamp “PAID” on an invoice and give it to 

the customer or create a separate receipt showing a customer you have recorded their 

payment.  It is important to make sure you give the customer these documents, as well as 

record these details for your own records.   
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Activity – Invoices 

 

Complete the invoice.  You may use a calculator. 

ToyLand Inc. 
Date of invoice March 1, 2014 Date payment is due  

Bill to: Send payment to: 

George Strombo 
123 Live St. 
Port Colborne, ON 
L2L 9G9 

Your Business Inc. 
789 Best Ave. 
Thorold, ON 
L9K 2B9 

Qty Product Rate Cost 

1 Baby Doll $20  

4 Colouring 
Books 

$4  

2 Packs of 
Crayons 

$3  

    

  Subtotal  

  HST (13%)  

  Total   

Please make payment within 30 days of the invoice date.  If your records do not agree with 

the information above, contact us immediately at 905-555-1234. 
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Making a Profit 
 

When you start selling, you need to know the difference between your actual costs and your 

selling price.  The difference is called a markup.    

It is important to think about what your markup will be before putting a price on your 

products or services.  You not only want to think about what you pay for material costs, but 

also equipment, employee, space, your time/wage etc.  Make sure that your price is in line 

with your competition so that you do not scare customers away.   Pricing your 

product/service correctly will ensure that your business is profitable and has a future.   

Many new businesses use group buying sites like WagJag to launch their business and get 

customers.  Be aware that you will be expected to sell your product/service at an extremely 

low, below market value price.  You will only receive a percentage of this as the marketing 

company will take a fee for every product/service purchased.  Often business owners only 

receive 50% of the selling price.  While this may be a way to get customers in your door, 

think about if you will be able to serve a high volume of customers quickly.  Selling your 

product/service at a low price may also undervalue what you have to offer.  Many industries 

(like Fitness & Physical Health) have seen a quick decline to customers as more and more 

companies compete using these tools.   
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Activity – What’s the profit? 

 

Below is a chart that will help you recognize what kind of sales targets you will need to make.  

For this activity use only the direct supply costs of your most marketable product/service.   

Fill in your direct supply costs for one item then multiply it by the markup percentage to 

find out what your sale price would be.  Consider your customers and how much they would 

be willing to pay to find the right markup.  Also consider your competition’s prices. 

If you aren’t sure about the direct supply costs for a product, use the example.   

Fill in the chart below.  You may use a calculator. 

My direct supply costs 
for one item 

Markup % Markup cost Price to customer 

Example 
$1.20 

 
25% 

1.20 x .25 = 

30 cents 

1.20 + .30 = 
$1.50 

  
5% 

  

  
10% 

  

  
25% 

  

  
40% 

  

  
50% 

  

  
60% 

  

  
70% 
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80% 

  

  
90% 
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Start-up Costs 
 

Many people find budgeting difficult especially when they are entering a new business where 

they are unsure of the environment.  Even if you don’t have all the answers creating a 

projected budget can help you increase the chances of success and make sure that you pay 

your bills! 

Your first budget projects future income and expenses.  Your projected budget should be 

yearly but you can also create monthly budgets (this is a good idea if your business has 

seasonal changes.)  Your budget can be on excel or other computer program.  There are 

plenty of templates available online or you can create your own. 

A budget should list all sources of monthly income, all fixed expenses (rent/mortgage, 

utilities, phone) and any other possible and variable expenses.  Budgets are important 

because they will help you see how your business is growing.  They will help you see if there 

are unneeded expenses and they will help you plan for the future.   Try to follow the 

guidelines you set in your projected budget but be flexible if your income is much higher or 

lower than projected.  If this happens be prepared to make necessary changes to your 

budget.   

A balanced budget is when your income is equal to your expenses.  Make sure to pay 

yourself as an expense.  You can add any additional profits into savings to prepare for any 

future losses.  To balance a budget you minus your actual expenses from your actual income 

to see what your actual costs and profit have been.    

To balance your budget on a spread sheet record your projected expenses next to your actual 

expenses. This allows you to see how close you are to your projected budgets and where you 

can make changes.  Look at the total income line and minus the total expense line.  You may 

have a surplus (more income than expenses) or a deficit (more expenses than income).  Use 

past budgets to make future projections about income and expenses.  Some companies 

choose a number (ex. 5%) and try to make the same plus 5% in the same month of the 

following year. 

To make balancing a yearly budget easier, keep track of your expenses and income on a 

monthly spreadsheet.   
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Activity – Create an equipment start up budget 
 

A start up budget is different than a projected budget.  Think about what you need to start 

your business.  You may have to purchase equipment at the beginning that will not be a 

regular expense.  What is the bare minimum you need to open your doors?  Use a startup 

budget to decide what you need and what the cost of start-up will be. 

 

Expense One time/ongoing  Start-up cost 
Example 

Marketing Brochure 

 

One time 

 

$400 

Example 

Cell phone minutes 

and voicemail 

 

Ongoing 

 

$60/month 

   

   

   

   

   

Total start-up expenses $ 

 

How do you plan on covering your startup expenses? 
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Show me the money 
 

The most important thing to realize is that there is no magic pot of money that will help you 

start your business.  With a good plan and a good idea there are some resources that may 

help you find additional funds. 

There are several grant opportunities for people who have a functioning small business that 

has proven its success.  Most grants help small business owners expand their business to 

help produce more jobs and stimulate the local economy.  For a new small business owner 

grants are not readily available.  Your best option is a small business loan. 

Business loan lenders will look for several things in you before they offer you a loan.  They 

will want you to prove you are a good responsible candidate who has a history of paying off 

debts.  It is important to have a good credit score to be a successful loan recipient.  If you 

are unsure of your credit score visit  

www.equifax.ca  

For a small fee they will be able to provide you with a clear understanding of what a lender 

would think of you as a loan applicant. 

A loan lender will also want to know if your business has the ability to make a profit.  They 

will ask you to prove with a business plan how you expect to make enough money to pay 

back your loan and run your daily business operations.  You will most likely be asked to 

provide a business plan.  Many loan institutions have a specific business plan template they 

would like you to fill out.  Most are available on their website. 

Lastly, a loan lender will likely ask you to prove that you have assets they can have in 

exchange for you not being able to pay back the loan.  This can be extremely scary to do.  

Make sure you are ready to give your house, car or other assets if your business is not 

successful. 

A great small business lender is the Business Development Bank of Canada (BDC).  Check 

out their website for more information and tips on starting a small business at  

www.bdc.ca 

If you are unable to get a loan or decide that traditional borrowing is not for you there are 

other ways to raise money.  Consider working part-time while you are growing your 

business.  It may take longer but at least you will have a paycheque to live on while you build 

a strong business foundation. 

 You may also be able to borrow money from friends or loved ones (be careful with this 

one.)  If you choose this route make sure to write down everyone’s expectations and 

responsibilities, including a repayment schedule before accepting any money.   

http://www.equifax.ca/
http://www.bdc.ca/
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If you have a really unique idea you may be able to find an investor.  Seek out people you 

know have extra money and may be interested in your idea.  Again make sure to outline all 

expectations in a contract (this is a good time to pay for a lawyer.) 

Whatever you do, remember that building a business is a rollercoaster.  As long as you push 

forward you will make it through the ups and downs of money! 
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Activity – Making the case 

 

Whether or not you have decided to apply for a business loan being able to back up your 

business is a key piece of starting your business.  Whether you are proving yourself to a 

bank, investors, customers or other small business owners, making the case for your success 

is important/ 

This activity focuses on self-reflection.  Answer the questions below to prepare yourself for 

questions from lenders or other interested parties. 

Why am I starting a business now? 

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

____________________________________________________________ 

 

Why will my business be successful? 

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________



 

 

74 Small Business Savvy 

Literacy Link Niagara 

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

____________________________________________________________ 

 

How will I support my business financially during start-up? 

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

____________________________________________________________ 

 

How will I prepare myself for months when you do not reach financial targets? 

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________
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________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

________________________________________________________________________

____________________________________________________________ 

 

 

 

 

 

 

 

 


