BSB60215 - ADVANCED DIPLOMA OF
BUSINESS
Study Support materials for
BSBMKG609 - Develop a Marketing Plan

STUDENT HANDOUT
This unit describes the skills and knowledge required to research, develop and present a
marketing plan for an organisation.
It applies to individuals working in senior marketing positions who are responsible for
formulating a marketing plan by developing specific marketing strategies and tactics in
accordance with the organisation’s overall marketing objectives.
Individuals operating at this level may receive input from people working under their
supervision who collect information required to devise specific marketing strategies and
tactics
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ELEMENT

PERFORMANCE CRITERIA

Elements describe the
essential outcomes.

Performance criteria describe the performance needed to
demonstrate achievement of the element.

1. Devise marketing
strategies

1.1 Evaluate marketing opportunity options that address
organisational objectives and evaluate their risks and returns
in the selection process
1.2 Develop marketing strategies that address strengths and
opportunities within the organisation’s projected capabilities
and resources
1.3 Develop strategies which increase resources or
organisational expertise where gaps exist between current
capability and marketing objectives
1.4 Develop feasible marketing strategies and communicate
reasons that justifies their selection
1.5 Ensure strategies align with organisation’s strategic
direction
1.6 Develop a marketing performance review strategy,
incorporating appropriate marketing metrics to review the
organisational performance against marketing objectives

2. Plan marketing
tactics

2.1 Detail tactics to implement each marketing strategy in
terms of scheduling, costing, accountabilities and persons
responsible
2.2 Identify coordination and monitoring mechanisms for
scheduled activities
2.3 Ensure tactics are achievable within organisation’s
projected capabilities and budget
2.4 Ensure tactics meet legal and ethical requirements
2.5 Ensure tactics provide for ongoing review of performance
against objectives and budgets and allow marketing targets to
be adjusted if necessary

3. Prepare and present
a marketing plan

3.1 Ensure marketing plan meets organisational, as well as
marketing, objectives and incorporates marketing approaches
and a strategic marketing mix
3.2 Ensure marketing plan contains a rationale for objectives
and information that supports the choice of strategies and
tactics
3.3 Present marketing plan for approval in the required format
and timeframe
3.4 Adjust marketing plan in response to feedback from key
stakeholders and disseminate for implementation within the
required timeframe
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WHAT IS MARKETING?
Marketing is the process used to determine what products or services may be of interest to customers,
and the strategy to use in sales, communications and business development. It generates the strategy
that underlies sales techniques, business communication, and business developments. It is an
integrated process through which companies build strong customer relationships and create value for
their customers and for themselves.
Marketing is used to identify the customer, satisfy the customer, and keep the customer. With the
customer as the focus of its activities, marketing management is one of the major components of
business management. Marketing evolved to meet the requirements in developing new markets caused
by mature markets and overcapacities in the last 2-3 centuries. The adoption of marketing strategies
requires businesses to shift their focus from production to the perceived needs and wants of their
customers as the means of staying profitable.
The term marketing concept holds that achieving organizational goals depends on knowing the needs
and wants of target markets and delivering the desired satisfactions. It proposes that in order to satisfy
its organizational objectives, an organization should anticipate the needs and wants of consumers and
satisfy these more effectively than competitors.
Marketing is the process of identifying, anticipating and satisfying customer requirements. Consumers
want choice, irrespective of the product or service. Unless your business provides what they want, at
prices they can afford, your future in business could be bleak.
What marketing involves
Marketing is not the same thing as selling. Marketing is a much broader concept and is best thought of
as the groundwork for successful selling.
Marketing is also often confused with advertising and promotion. Once again, advertising and
promotion are very specific marketing functions and fall within the 'communications plan' for a product
or service.
The communications plan is part of the marketing plan and tends to be the most visible sign of
marketing because it often involves placing product communications in different forms of media or in
distribution outlets.
Again, marketing is a much broader concept than this, involving the entire company and its operations.
It involves management – it has to be worked at and does not just happen. It is a process and follows
logical steps that can be planned.
Marketing in a small business is about attracting and retaining customers. It is about matching what
people want with what you can profitably supply. It must be geared to profitability – e.g. your business
may sell all the widgets it can produce, but not make a profit.
WHY IS MARKETING IMPORTANT?
What exactly is marketing and why is it important to you as an entrepreneur? Simply stated, marketing
is everything you do to place your product or service in the hands of potential customers.
It includes diverse disciplines like sales, public relations, pricing, packaging, and distribution. In order to
distinguish marketing from other related professional services, S.H. Simmons, author and humourist,
relates this anecdote.
"If a young man tells his date she's intelligent, looks lovely, and is a great conversationalist, he's saying
the right things to the right person and that's marketing. If the young man tells his date how handsome,
smart and successful he is — that's advertising. If someone else tells the young woman how
handsome, smart and successful her date is — that's public relations."
You might think of marketing this way. If business is all about people and money and the art of
persuading one to part from the other, then marketing is all about finding the right people to persuade.
Marketing is your strategy for allocating resources (time and money) in order to achieve your objectives
(a fair profit for supplying a good product or service).
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Yet the most brilliant strategy won't help you earn a profit or achieve your wildest dreams if it isn't built
around your potential customers. A strategy that isn't based on customers is rather like a man who
knows a thousand ways to make love to a woman, but doesn't know any women. Great in theory but
unrewarding in practice.
If you fit the classic definition of an entrepreneur (someone with a great idea who's under-capitalized),
you may think marketing is something you do later — after the product is developed, manufactured, or
ready to sell.
Though it may feel counter-intuitive, marketing doesn't begin with a great idea or a unique product. It
begins with customers — those people who want or need your product and will actually buy it.
Entrepreneurs are in love with their ideas, and they should be. After all, why would anyone commit
their energy, life savings, and no small part of their sanity to anything less than a consuming passion.
Because entrepreneurs are passionate about their idea, product, or service, they innocently assume
other people will feel the same. Here's the bad news — it just doesn't work that way!
People have their own unique perceptions of the world based on their belief system. The most
innovative ideas, the greatest products, or a superior service succeed only when you market within the
context of people's perceptions.
Context can be many things, singly or simultaneously. To name a few, you may market to your
customers within the context of their wants, needs, problems solved, or situation improved.
Entrepreneurs need to be aware of many other contexts, such as social and economic trends or
governmental regulations, which we'll discuss another time.
People don't just "buy" a product. They "buy" the concept of what that product will do for them, or help
them do for themselves. People who are overweight don't join a franchise diet centre to eat prepackaged micro-meals. They "buy" the concept of a new, thin, happy and successful self.
Before you become consumed with entrepreneurial zeal and invest your life savings in a new venture,
become a smart marketer. Take time at the beginning to discover who your potential customers are,
and how to effectively reach them.
Without a plan, your entrepreneurial dream is really wishful thinking. While a marketing plan can be a
map for success, remember that the map is not the territory. A strategy that ignores the customer isn't
an accurate reflection of the landscape.
A good marketing plan can help you focus your energy and resources. But a plan created in a vacuum,
based solely on your perceptions, does not advance the agenda. That's why market research, however
simple or sophisticated, is important.
Just keep in mind that research attempts to predict the future by studying the past. It reveals what
people have done, and extrapolates what people might do — not what people will do.
Planning is imperative, research is important, but there's no substitute for entrepreneurial insight. After
all, as Mark Twain wrote, "You cannot depend on your eyes when your imagination is out of focus".
MARKETING TERMINOLOGY
Profitability:
The state or condition of yielding a financial profit or gain. It is often measured by price to earnings ratio.
Profitability is the primary goal of all business ventures. Without profitability the business will not survive
in the long run. So measuring current and past profitability and projecting future profitability is very
important.
Table 1Profitability is measured with income and expenses. Income is money generated from the
activities of the business. For example, if crops and livestock are produced and sold, income is
generated. However, money coming into the business from activities like borrowing money do not
create income. This is simply a cash transaction between the business and the lender to generate cash
for operating the business or buying assets.
Public sector marketing:
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The meaning of marketing is construed in two different but complementary ways. In the first and most
widespread meaning, the emphasis is on the managerial dimension, with special focus being dedicated
to the tasks that an organization must fulfil in order to ensure long-term success with target groups. The
second and more comprehensive meaning is concerned with the function of marketing. It focuses on
the notions of exchange and relationship as these occur between an organization and those individuals
and groups who seek to satisfy their needs. Analogously, public sector marketing seeks to articulate
and propose solutions regarding the exchange and relationships occurring between a government
organization and individuals, groups of individuals, organizations or communities in connection with the
request for and performance of public-oriented tasks and services.
Telemarketing:
Telemarketing (sometimes known as inside sales or telesales in the UK and Ireland) is a method of
direct marketing in which a salesperson solicits prospective customers to buy products or services,
either over the phone or through a subsequent face to face or Web conferencing appointment
scheduled during the call. Telemarketing can also include recorded sales pitches programmed to be
played over the phone via automatic dialling.
Return on investment:
Return on investment (ROI) is the benefit to the investor resulting from an investment of some resource.
A high ROI means the investment gains compare favourably to investment cost. As a performance
measure, ROI is used to evaluate the efficiency of an investment or to compare the efficiency of a
number of different investments. In purely economic terms, it is one way of considering profits in
relation to capital invested.
Weighted criteria:
A form of best value selection in which maximum point values are pre-established for qualitative criteria
and price components, and award is based upon high total points earned by the proposers from both
components.
Weighted Scoring is a technique for putting a semblance of objectivity into a subjective process. Using
a consistent list of criteria, weighted according to the importance or priority of the criteria to the
organization, a comparison of similar “solutions” can be completed. If numerical values are assigned to
the criteria priorities and the ability of the product to meet a specific criterion, a “weighted” value can be
derived. By summing the weighted values, the product most closely meeting the criteria can be
determined.
Resources:
A resource is a source or supply from which benefit is produced. Typically resources are materials,
energy, services, staff, knowledge, or other assets that are transformed to produce benefit and in the
process may be consumed or made unavailable. Benefits of resource utilization may include increased
wealth, meeting needs or wants, proper functioning of a system, or enhanced wellbeing. From a human
perspective a natural resource is anything obtained from the environment to satisfy human needs and
wants. From a broader biological or ecological perspective a resource satisfies the needs of a living
organism (see biological resource).
Swot analyses
SWOT Analysis is a useful technique for understanding your Strengths and Weaknesses, and for
identifying both the Opportunities open to you and the Threats you face.
Business SWOT Analysis
What makes SWOT particularly powerful is that, with a little thought, it can help you uncover
opportunities that you are well-placed to exploit. And by understanding the weaknesses of your
business, you can manage and eliminate threats that would otherwise catch you unawares.
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More than this, by looking at yourself and your competitors using the SWOT framework, you can start to
craft a strategy that helps you distinguish yourself from your competitors, so that you can compete
successfully in your market.
MARKETING PLAN
Definition: A marketing plan is a business document written for the purpose of describing the current
market position of a business and its marketing strategy for the period covered by the marketing plan.
Marketing plans usually have a life of from one to five years.
Purpose of a Marketing Plan
The purpose of creating a marketing plan is to clearly show what steps will be undertaken to achieve
the business' marketing objectives.
While some small business owners include their marketing plan as part of their overall business plan, if
a business owner follows the recommended SBA format, parts of the marketing plan will be included in
the various areas of the business plan. As an alternative, the marketing plan may be attached in its
entirety as an appendix to a business plan.
What's in a Marketing Plan?
A typical small business marketing plan might include a description of its competitors, the demand for
the product or service, and the strengths and weaknesses from a market standpoint of both the
business and its competitors.
Effective Marketing Plan: Target Market Analysis
It is critical to focus your marketing efforts on a specific target market or niche. Marketing becomes a lot
easier and a niche offers the opportunity to become the big fish in a small pond. But planning your
marketing strategy without knowing to whom you’re talking is akin to throwing a party without knowing
anything about the people you’re inviting.
Market size
A target market, or niche, is a group or groups of people with something in common. It could be an
industry, job title, gender, age, income level, or myriad other things.
When it comes to describing your market size research, be as specific as you can. Include statistics
about the size of your audience. Include information on whether the size of your target marketing is
growing, shrinking, or staying the same. If the size of your target market is changing, explain why. What
are the common problems or challenges they face that you can solve?
Where do you conduct market size estimation? For business prospects, industry associations are a
good place to start. Most have sites that provide a wealth of information. A trip to the reference section
of the largest library near you is also a good source. Don’t forget to scour trade publications and
newsletters. Sites such as LinkedIn, Jigsaw, and Spoke can also provide some useful information. For
corporations, a few years’ worth of annual reports can come in handy. You can get them at
www.annualreports.com.
For consumer markets, consider perusing a few online forums, discussion groups, and blogs related to
the audience. As with business prospects, relevant magazines and their media kits can also be useful.
For both groups, be sure to follow key players on Twitter, Facebook, and other social media outlets.
Another option is going low tech and picking up the phone. Talk to the movers and shakers and ask
some open-ended questions. (Those are the kind that requires more than a simple “yes,” or “no,”
answer.) In a similar vein, surveys can help you take the pulse of a target group. Snail mail surveys and
online versions are both options, but the former can get costly. Survey sites such as
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SurveyMonkey.com and Zoomerang.com might just be the ticket. Both provide free versions, and free
is good.
YOUR TARGET MARKET
Once you’ve collected some information, begin to describe your target market by the characteristics
they share such as job title, age, income level, sex, race, number of children, marital status, ZIP code,
etc. If you’re targeting businesses, they can be described by SIC code (Standard Industrial
Classification), number of employees, sale volume, and so on.
Beyond demographics are the habits or hobbies they exhibit. For example, your target audience might
be Marketing Managers at mid-sized companies. After doing some homework, you find that these folks
are overworked, having to do more in less time with fewer resources. Your job is to find a way to stretch
their resources and make their jobs easier.
Describe the wants and needs they have and how your product or service fulfils them. As with the
previous example, the Marketing Managers need to find ways to stretch their budgets and get more
done in less time.
Describe your market’s buying habits. For example, how do they spend their budgets or disposable
income? When do they buy? How much? How often? Maybe our Marketing Managers are spending the
bulk of their dough on print advertising. If your business is related to advertising, the Red Books are a
great resource. Also known by their formal name, The Index Guide to Advertisers and its companion
tome, The Index Guide to Advertising Agencies, they list a breakdown of media spending for each
company. That’s pretty handy information.
You may have more than one target market, but it can get to be a juggling act trying to keep track of
three or more. Try to focus on one or two.
Finally, create a profile of your best client or customer. These are the folks you want to clone. I prefer to
use a person rather than a company for this. People buy from people and usually people they like.
Here’s an example profile:
Sydney Smyth is the key contact at Mondo Big Corp. As Director of Marketing, Smyth is responsible for
developing and implementing Mondo Big’s marketing strategy, campaigns, and branding efforts. He
manages a staff of six, many of whom are alternate contacts.
Smyth is well-organized and funded. Project briefs and RFPs are succinct. Projects are normally
scheduled with plenty of lead time, with a reasonable budget, and payment is always received within 30
days.
Smyth’s primary concerns from a designer are objective feedback and quality work executed in a timely
manner at a reasonable fee. He understands what can be done at various budget levels and is not
adverse to paying more when a project warrants it or has multiple revisions.
Smyth has often commented that he appreciates the information I provide in the form of useful web
links, articles, and such.
Competitive market analysis
Competitive analysis is where you’ll do some digging into those pesky competitors. To be thorough, it
can and should take some time to complete. Since new competitors are always cropping up and
existing ones change, this should be an ongoing activity.
During your research, you’ll begin to discover your company’s competitive advantage: the reason
customers do business with you instead of the other guy. Or vice versa. Once you know that, you’ll be
able to effectively communicate what you bring to the table that the others either don’t or can’t.
Conversely, you’ll also begin to learn where you could use some help to be more effective.
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Looking into your competitors’ products and service offerings can also prompt ideas for innovative
improvements to your product/service offerings or spark ideas for new ones.
You might find that there are some marketing segments whose needs are not being met. If you’re a
photographer, for example, maybe you find there’s a lack of tomato photographers in your marketing
area. Bingo! A new niche for you.
If you find that your market is saturated with capable competitors, you can avoid the costly mistake of
entering a market or starting a business without adequate demand. You can then redirect your efforts
toward something that will pay off instead, like tomato photography. Or, for example, your research may
tell you that there’s an ample number of print designers in your marketing area already but few
packaging designers.
Include the following information in your competitive analysis:
•

•
•

•

•

Names and types of competitors. This may seem deceptively easy at first. The thing to
remember is that there may be other groups vying for your prospect’s purse strings. For
instance, if you’re an accountant, you’re not just competing against other accountants. There’s
also all those Indy bookkeepers out there along with storefront tax prep franchises, accounting
software, and such. If you’re a graphic and Web designer, you compete with other designers
and firms, but often also with ad agencies, your neighbour’s cousin’s kid who does some html,
and the dangerous administrative assistant with a copy of Photoshop.
Summary of each competitor’s products/service. This summary should also include their
location, quality, advertising, staff, distribution methods, promotional strategies, customer
service, etc.
Competitors’ strengths and weaknesses. It’s important to see your competitors’ strengths
and weaknesses from your customer’s viewpoint, not yours. List their strengths and
weaknesses. State how you will capitalize on their weaknesses and meet the challenges
represented by their strengths.
Competitors’ strategies and objectives. This information might be easily obtained by getting
a copy of their annual report, if they produce one. Probably, however, you will need to do some
detective work or conduct an analysis of many information sources to understand competitors’
strategies and objectives.
Strength of the market. Is the market for your product growing so there are plenty of
customers for all market players? Or is the market so tight you are selling primarily to your
competitors’ customers? If so, you need to have a strong competitive advantage.

RESEARCH AND NETWORKING
•

•
•
•
•
•
•

Use the Web. The Web is a wonderful thing. It’s cut down research time by providing a single
tool for most of your researching needs. In days gone by, I’d spend a day or three at the library,
sweet talking the Research Librarian. Now I just fire up my favourite browser and I’m off. Plus, I
do it on my schedule, not the libraries.
Visit the competition. If possible, visit your competitors’ locations. Observe how employees
interact with customers. What do their premises look like? How are their products displayed?
How are they priced?
Talk to customers. You and/or your sales staff are in regular contact with customers and
prospects. So is your competition. People like to talk. Use that to your advantage. Learn what
your customers and prospects are saying about your competitors – and about you.
Talk to suppliers and vendors. For the same reasons you talk to your clients or customers.
These folks are usually in the know and can supply information you wouldn’t be able to obtain
elsewhere.
Study the competition’s marketing materials. Get on your competitors’ mailing lists if
possible. Analyse their brochures, ads, and such to gain information about their target
audience, market position, product features and benefits, prices, etc.
Attend events. Attend seminars or presentations made by representatives of your competitors.
Attend trade shows. Visit your competitors’ show space and check out their display and
materials. Head over to a few hospitality suites for some informal conversation and detective
work.
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•
•
•

Read print sources. These may include local, regional, and national business publications;
local newspapers and business journals; industry research and surveys; annual reports; Yellow
Pages, and so on. Look for articles by or about them, news releases, ads, etc.
Set up Google Alerts for your competitors. Alerts are a very handy way to keep track of not
only your competitors’ online buzz, but also your clients, prospects, and you. Don’t forget to
follow them on various social media.
Maintain files for your competitors. Finally, as you run across things like their marketing
literature, tips from sales people or customers about them, or articles that mention them, place it
in their file. Then when you’re ready to conduct or update your competitor analysis, you will
already have some relevant resources. To help you get started, use this sample Competitor
Analysis Form.

Having a solid, fact-backed understanding of your target market and competition will put you in a
position to make strategic decisions about your marketing plans and efforts. It will also eliminate or at
least minimize any guessing. Plus, you’ll be much better at beating any competitors who haven’t done
their homework.

ADMA (Australian Direct Marketing Association - Code of Practice
What is the Code?

The ADMA Code of Practice was developed to set standards of conduct for direct marketers, minimise the risk of
breaching legislation, promote a culture of best practice, serve as a benchmark in settling disputes and increase
business and consumer confidence in doing business with ADMA members who are bound to the provisions of the Code.
The requirements of the Code are covered in this section. A full copy of the Code can also be viewed and downloaded as
needed.
The Code sets out specific standards of conduct for participants in the direct marketing industry in relation to individuals
and consumers and serves as a benchmark in settling disputes.
The requirements of the Code are based on common sense and are matters of fairness and honesty. The Code not only
promotes fair-trading but also is intended to serve as a point of reference for Members to ensure they comply with all
applicable state and commonwealth laws.
Why is the Code necessary?

Direct marketing is expanding rapidly. More consumers are choosing to purchase goods and services through direct response channels
and more businesses are using these media to meet this increasing demand. Because they operate at a distance rather than face-toface with consumers, direct marketing organisations place a greater emphasis on building consumer confidence and trust. This is
especially true in respect of their handling of personal information such as name, address and other identifying information.
The future expansion of direct marketing depends on the players conducting their business in a fair, honest and ethical manner, both in
dealings with other businesses and consumers. Only by doing so can the reputation of the industry be enhanced so that consumer
demand will continue to grow.
Statement of objectives

•
•
•
•
•

The objectives of the Code are to:
Ensure business and consumers have access to the product and service information they need to make informed choices
Minimise the risk of members breaching the Trade Practices Act 1974, Privacy Act 1988 including the National Privacy
Principles (NPPs), Spam Act 2003 or State fair trading legislation
Promote a culture among members of conducting their businesses fairly, honestly, ethically and in accordance with best
practices; and
Increase business and consumer confidence in doing business with ADMA members

Scope of the Code

The Code binds all ADMA members and all employees, agents, subcontractors and suppliers of ADMA Members. Sections D and G of
the Code are extended to apply not only to member, but also to fundraisers and charities trying to generate donations.
An alleged breach of the Code by a Member of ADMA, its employees, agents or subcontractors will be dealt with in accordance with the
enforcement provisions of the Code.
It is the responsibility of all ADMA Members to ensure their suppliers become familiar with the Code compliance obligations of the
Member. In addition, members that provide direct marketing services should ensure that clients utilising the services respect and adhere
to the Code provisions.
If ADMA becomes aware of an alleged breach of the Code by a direct marketing organisation that is not a Member, ADMA will bring the
matter to the attention of the company concerned and seek compliance.
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To assist the Code Authority in enforcing the Code, members consent to details of alleged Code breaches being disclosed by Federal
and State Regulatory bodies to the Code Authority for consideration.
ADMA has periodically issued Guidelines in accordance with the Code and will issue further Guidelines from time to time.
Conflict with legislation

Where there is any conflict or inconsistency between the Code and any Commonwealth, State or Territory legislation regulation, that
legislation or regulation shall prevail to the extent of the conflict or inconsistency. ADMA Members must comply with all Commonwealth,
State or Territory legislation relating to business and direct marketing practices.
Citation
This Code may be cited as the ADMA Code of Practice.

http://www.adma.com.au/regulatory/code-of-practice/

2010 Commercial Television Industry Code of Practice
The Australian Communications and Media Authority (ACMA) has registered the 2010 Commercial Television Industry Code of Practice.
The new Code came into effect from 1 January 2010.
The Commercial Television Code of Practice covers matters prescribed in Section 123 of the Broadcasting Services Act and other
matters relating to program content that are of concern to the community including:
· Program classifications;
· Accuracy, fairness and respect for privacy in news and current affairs;
· Advertising time on television;
· Placement of commercials and programs promotions; and
· Complaints handling.
The new Code places a number of additional requirements on broadcasters. From 1 March 2010, broadcasters are required to accept
Code complaints made through an electronic lodgement process via the Free TV website. The new Code also provides increased
protection for participants in Reality Television programs and includes amendments to strengthen the consumer advice requirements for
MA15+ programs amongst a range of other protections.
The Code includes an Appendix for the new digital multi-channels. There are two primary changes for the digital multi-channels; an
extension of the PG time zones in the mornings and afternoons and some more flexibility in the limits for non-program matter. In all
other respects, the digital multi-channels will be regulated in the same way as the main channels.
PG time zones for digital multi-channels now include the hours between 6am – 8.30am and between 4pm and 7pm on weekdays and
between 6am and 10am on weekends.
Parental Locks which are available on most digital set-top-boxes and integrated digital televisions are an additional tool for parents who
wish to control their children’s viewing. Click here for more information about Parental Locks.
The following documents provide further information about the 2010 Commercial Television Industry Code of Practice.
Media Release
Registered Code of Practice
Explanatory Note
Fact Sheet - PG time zones on digital multi-channels
Additional Political Advertising Time During An Election Period
Under the Code of Practice, stations are required to provide Free TV Australia with a summary of additional political advertising time
used during an election period. For more information, please click here.

http://www.freetv.com.au/content_common/pg-code-of-practice.seo

Student Handout – Develop a Marketing Plan 06apr18

Review of Building Consumer Sovereignty in Electronic Commerce
A Best Practice Model for Business
Discussion Paper
Expert Group on Electronic
Commerce
November 2003
Executive Summary
Introduction
Business-to-Consumer (B2C) electronic commerce (e-commerce) offers Australian consumers and
businesses substantial economic and social benefits, while presenting consumers with a number of new
challenges due to the differences between shopping online and in the traditional retail environment.
The Australian E-commerce Best Practice Model (the BPM) sets standards for consumer protection in ecommerce. It provides industry groups and individual businesses with a voluntary model code of conduct for
dealing with consumers online, which is underpinned in several areas by legislative requirements. The BPM
was developed with the advice of the Expert Group on Electronic Commerce (the Expert Group) and was
released by the Australian Government in May 2000.
In order to assess whether the BPM has been effective in providing guidance to business on the best way to
deal with consumers online and to ensure that the Australian Government responds effectively to recent and
foreseeable developments in e-commerce, the BPM will now be formally reviewed. The review will be led by
the Expert Group, which will conduct a public consultation process to inform interested parties about the
review and to invite feedback.
The Internet and B2C E-Commerce
Since the BPM was developed in the late 1990s, there have been important changes in the way consumers
use the Internet and e-commerce. Australians have grown more accustomed to the Internet and its
applications. Points of access to the Internet have continued to grow, and mobile devices have increasingly
become Internet enabled.
Australians now use the Internet to shop, make payments and access financial services with an ease and
immediacy not previously available. On average, approximately one million Australians aged 14 years and
over made a purchase online in each week of 2002-03. This represented an increase of 85 per cent since
2000-01. Travel related services are the most popular online shopping category.
The Best Practice Model
The BPM provides guidance to businesses and consumers on the elements of an effective self-regulatory
framework for consumer protection in e-commerce. It is primarily designed to be adopted by industry
associations and their members as part of their codes of conduct, and to guide the trading practices of
individual businesses.
The development of the BPM was a key initiative arising from the Australian Government’s Policy Framework
for Consumer Protection in Electronic Commerce (the Policy Framework). The Policy Framework established
the objective of building a world-class consumer protection environment for e-commerce in Australia and
described the principles that guide its initiatives in achieving this goal.
In developing the BPM, the Government sought to implement the elements of the Organisation for Economic
Cooperation and Development (OECD) Guidelines for Consumer Protection in the Context of Electronic
Commerce (the OECD Guidelines). The OECD Guidelines define the characteristics of effective consumer
protection in e-commerce and were the result of several years of discussion and consultation between
member countries, to which Australia made a major contribution.
The BPM consists of a series of guidance principles in a range of areas including: the provision of
information to consumers; identification of businesses; fair business practices; security of payments; privacy;
dispute resolution; and advertising and marketing. Many of the BPM’s guidance principles, while voluntary,
are underpinned by legislation. In particular, the Trade Practices Act 1974, and State and Territory fair
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trading legislation protect consumers in online transactions in the same way that they provide safeguards in
conventional transactions.
The Australian Government has encouraged industry associations and individual businesses to adopt the
BPM by means of a targeted promotional campaign and the design of a BPM logo that is available to
businesses that adopt the BPM guidance principles. In addition, the Australian Government has produced
online and offline education resources for consumers that complement the BPM principles.
Current and Emerging Consumer Challenges
Since the release of the BPM in May 2000, many of the consumer protection issues identified in the Policy
Framework and the BPM continue to evolve and require the ongoing attention of governments, businesses
and consumers. These issues include the:
•

vulnerability of consumers to scams and the need for appropriate security for consumers’ personal and
payment information;

•

growth of unsolicited commercial e-mail (spam);

•

need to ensure that consumers’ private information is handled appropriately;

•

need to ensure the disclosure and easy accessibility of the information important to consumers’ online
purchasing decisions; and

•

Need for consumers to have ready access to effective avenues of redress, in the event that problems
with an online purchase arise.

In addition, there have been several developments to the technologies and market relationships that are
important in B2C e-commerce. Of particular significance is the emergence of mobile commerce (mcommerce), due to the increased use of Internet enabled mobile handsets and wireless fidelity (WiFi)
technology.
These current and emerging consumer challenges have been addressed in a variety of ways by government
and the private sector, both in Australia and internationally, through initiatives ranging from legislation to selfregulatory schemes and consumer education programmes.
The Expert Group has been asked to advise the Australian Government on ways in which it can effectively
respond to the current and emerging consumer policy challenges in B2C e-commerce. Interested parties
may comment on any matter of concern to them, which relates to consumer protection in B2C e-commerce.
Submissions may contain suggestions for changes to the content or method of operation of the BPM or other
action that the Australian Government might take outside of the BPM.
Conclusion
The Australian Government is committed to ensuring that Australians engaged in e-commerce enjoy a worldclass consumer protection environment. The competitive position of Australian businesses will also be
strengthened as Australia develops an international reputation as a centre of excellence for B2C ecommerce.
The review of the BPM will assist the Australian Government to achieve this goal, in partnership with industry
and consumers. Consumers, businesses, and other interested parties are encouraged to participate in the
review process.
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Key Terms
Customer Relationship Management (CRM) The entire process of maximizing the value proposition to the customer
Through all interactions, both online and traditional. Effective CRM advocates one-to-one relationships and participation
of customers in related business decisions. Uses technology-enhanced customer interaction to shape appropriate
marketing offers designed to nurture ongoing relationships with individual customers within an organization’s target
markets
Direct Marketing The use of non-personal media, the Internet or telesales to introduce products to customers, who then
purchase the products by mail, telephone or the Internet
Intranet Internal, in-company Internet networks for routine communications, fostering group communications, providing
uniform computer applications, distributing the latest software or informing colleagues of marketing developments and
new product launches

Marketing The processes associated with the transfer of goods from and the relationships between producer and
consumer – it is also concerned with anticipating the customers’ future needs and wants – marketing involves
researching, promoting, selling and distributing products or services
Marketing Audit A systematic examination of the marketing function’s objectives, strategies, programmes organization
and performance
Marketing Communication The diffusion of persuasive information about a product aimed at key stakeholders and
consumers within the target market segment
Marketing Concept The philosophy that an organization should try to provide products that satisfy customers’ needs
through a coordinated set of activities that also allows the organization to achieve its goals
Marketing Information Systems A system incorporating ad hoc and continuous market and marketing research
surveys, together with secondary data and internal data sources, for the purpose of decision making by marketers
Marketing Intelligence Information about buyer needs and competitor activities compiled, analyzed and/or
disseminated in an effort to provide insight and assistance in decision-making
Marketing Mix The tactical ‘toolkit’ of the marketing programme; product, place/distribution, promotion, price and people
variables that an organization can control in order to appeal to the target market and facilitate satisfying exchange
Marketing Objective A statement of what is to be accomplished through marketing activities – the results expected from
marketing efforts
Marketing Orientation A marketing-oriented organization devotes resources to understanding the needs and buying
behaviour of customers, competitors’ activities and strategies, and of market trends and external forces – now and as
they may shape up in the future; interfunctional coordination ensures that the organization’s activities and capabilities are
aligned to this marketing intelligence
Marketing Plan The written arrangements for specifying, implementing and controlling an organization’s marketing
activities and marketing mixes
Marketing Research The process of gathering, interpreting and disseminating information to help solve specific
marketing problems or take advantage of marketing opportunities
Market Segment A market segment is a group of customers who have similar needs that are different from customer
needs in other parts of the market
Market Segmentation Approach Designing product and service offerings around consumer demand
Marketing Strategy A plan indicating the opportunities to pursue, specific target markets to address, the types of
competitive advantages that are to be developed and
Market Surveys Structured questionnaires submitted to potential customers, often to gauge potential demand
Market Test An experiment in which a product is made available to buyers in one or more test areas, after which
purchases and consumer responses to its distribution, promotion and price are measured
Helpful Websites:
http://www.business.gov.au/business-topics/templates-and-downloads/Pages/marketing-plan-template-andguide.aspx
https://www.business.qld.gov.au/business/running/marketing/write-implement-marketing-plan
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https://www.business.qld.gov.au/business/running/marketing/write-implement-marketing-plan/developmarketing-plan
https://www.business.qld.gov.au/business/running/marketing/develop-marketing-strategy
https://www.business.qld.gov.au/business/running/marketing/marketing-basics/seven-ps-marketing
http://www.forbes.com/forbes/welcome/
https://www.business.qld.gov.au/business/running/marketing/develop-marketing-strategy
https://www.business.qld.gov.au/business/running/marketing/direct-marketing
http://www.morebusiness.com/templates_worksheets/bplans/printpre.brc
http://www.morebusiness.com/top-10-small-business-marketing-tips
https://www.business.qld.gov.au/business/running/marketing/online-marketing
https://www.business.qld.gov.au/business/running/marketing/branding-for-business
https://www.business.qld.gov.au/business/running/marketing/branding-for-business/business-brand-types
http://smallbusiness.chron.com/definition-market-survey-40925.html
http://smallbusiness.chron.com/examples-market-research-surveys-61256.html
http://www.business.gov.au/business-topics/business-planning/marketing/Pages/why-do-i-need-a-marketingplan.aspx
http://www.forbes.com/sites/gregsatell/2013/04/16/4-principles-of-marketing-strategy-in-the-digitalage/#2715e4857a0b73b84684495c
http://toolkit.smallbiz.nsw.gov.au/part/3/12/56
http://marketing-made-simple.com/articles/promotional-strategy.htm
http://www.marketingdonut.co.uk/marketing/marketing-strategy/swot-analysis
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