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Make presentations about your 
business

You may need to make presentations to win 

work, sell your products or services, get funding 

or support, promote your business or promote 

changes and new strategies to staff or board 

members. Making successful presentations is 

important as it may help to boost your sales, 

bring more investment to your business or to 

take your business in a new direction.

This involves making sure that you:

1. identify the requirements of your target 

audience for the presentation

2. prepare a presentation in an appropriate 

format to suit the specific audience

3. communicate proposals, quotations or other 

relevant information to the intended audience 

in an effective way

What you need to do

• identify the requirements of your target audience for information

• identify the main purpose of your presentation for your business

• agree with the intended audience how and when to make the presentation

• make the presentation in a manner that helps the intended audience to understand its content 

and promotes your business, its products or services

• provide the audience with opportunities to ask questions and seek clarification on all aspects of 

the presentation

• make sure any objections raised are properly recognised and responded to in a friendly, logical 

and professional way

• make sure you stay within the limits of your personal authority and what your business can deliver

• find ways to encourage your audience to agree with, approve or accept what you are proposing

• make sure that any oral agreements are clearly understood by all the parties and followed up in 

writing
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What you need to know and understand

Making presentations

• the purpose of your presentation. (For example selling products or services, seeking a loan or 

grant or making recommendations to your board of directors or partners.)

• the key differences when making presentations in different contexts. (For example formal or 

informal, face-to-face or in writing, group or individual, large or small groups)

• how to identify and clarify the information about your business required by different audiences. 

(For example extracts from business plans or details about the products or services.)

• how to identify the right format for making a presentation. (For example written proposals, power 

point presentation, informal talk or a mixture of formats.)

• what is expected by your audience when making presentations in specific cases. (For example 

preparing proposals or quotations in the house style or using other conventions recognised in 

business.)

• how to establish rapport with your audience

• the techniques that can be used to influence people

• how to deal with points of clarification about your presentation

• how to respond constructively to any objections or criticisms about your presentation and 

maintain rapport with your audience

Products and services

• the features and benefits of the products or services of your business
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Negotiation

• what your business can deliver

• the terms and conditions that you would be prepared to accept. (For example knowing which 

products or services can be offered, and any discounts for bulk orders or special offers you can 

agree or knowing how much finance you need and what you can afford to pay for it.)

Yourself

• how to identify the limits of your authority to make decisions on behalf of your business without 

reference to others such as partners and other stakeholders



CHECKLIST

IOEE Checklist  |  Copyright © 2017 IOEE

Plan how to let your customers 
know about your products or 
services
You need to understand your market to sell your 

products or services at a profit. You will need to 

investigate how you market your products or 

services to improve your sales and marketing. 

This information will help you to prepare plans 

that will persuade people to buy a product or 

service and help to improve your profits.

The detail of what you need to look at will 

depend on your type of business and the sort of 

customers you are trying to reach. 

You also need to look at what your competitors 

are doing and think about ways to win more 

business.

This involves making sure that you:

1. find out about the market for your business’s 

products or services

2. produce a plan for marketing

3. decide how you will judge the success of your 

marketing and sales

What you need to do

• decide what you hope to achieve through marketing and match this to the targets you have set for 

your business

• prepare forecasts for marketing and work out the cost of marketing activities

• decide a reasonable time to reach the marketing targets

• find out about possible marketing and promotion methods and opportunities

• prepare a detailed budget for marketing and decide what the benefits to your business will be

• use your findings to produce your marketing plan and include all the information to show how you 

have reached your decisions

• decide how you will deal with things that do not go according to your plan

• decide what things you would look for to see if your marketing plan was successful

• decide what information you will use to judge your marketing performance

• decide how often you will review marketing performance to see if you need to change any of your 

targets

• think about where things might differ from the plan, and think about how you would deal with this
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What you need to know and understand

Marketing targets

• why it is important to set targets for marketing and sales

• what information you need about the market for your products or services

• what targets to set for marketing and for your share of the market

• how to set targets for marketing which will include considering:

 your position in the market;

 sales and gross margins;

 profits and profit margins;

 cash-flow;

 products or services;

 competitor activity;

 fashion and customer trends;

 the image of your business;

 using resources; and

 changes in technology

Marketing methods

• why marketing and promotion is important

• different ways to promote a product or service. (For example publicity in local press, radio and TV, 

personal recommendation and endorsement.)

• different types of marketing. (For example advertising, sending publicity materials direct to 

customers, selling to customers face-to-face or public relations.)
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Marketing plans

• how to produce a plan for marketing

• what you should include in a marketing plan:

 what the market is

 what customers need and want

 your forecasts for your business

 what type of marketing you will use

 how much the marketing will cost

 what the products or services are. (For example name, size, quality, design and packaging.)

 what the price of products or services should be. (For example discounts, credit terms, special  

 offers and alongside competition from other similar products or services.)

 who will be involved in marketing. (For example you, your staff or outside agencies.)

 how and where products or services are to be sold. (For example wholesale, in shops, mail   

 order or through the Internet.)

 how you will present the product or service to customers

Marketing performance

• how to judge whether or not you are meeting marketing targets

• how to include some flexibility in judging success, to take account of what actually happens

• how to set up your business to make sure that you can get information about marketing easily

• how to identify the points at which business differs from the plan. (For example higher or lower 

sales figures, more or less demand from customers.)
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Plan how you will sell your 
products or services

You must sell enough of your products or 

services to keep your business running. You need 

to understand your market to sell your products 

or services at a profit. You need to investigate 

how you sell your products or services to improve 

your sales. This information will help you to 

prepare plans that will aim to improve your 

profits.

The detail of what you need to look at will 

depend on your type of business and the sort of 

customers you will be selling to. You also need 

to look at what your competitors are doing and 

think about ways to win more business.

This involves making sure that you:

1. find out about and comparing different selling 

methods

2. set targets for sales

3. write a sales plan

What you need to do

• research the different ways to sell products or services

• work out how different selling methods may affect numbers of sales

• work out how many sales can be made

• work out when, how and where sales can be made

• make sure that your targets for sales match the targets you have set for your business

• write a sales plan based on your investigation of the market and include the sales methods you 

will use

• decide a reasonable time to reach the sales targets

• prepare a detailed budget for sales and look at what effect achieving the sales targets will have on 

your business

• produce a complete sales plan and include all the information to show how you have reached your 

decisions

• decide what things you would look for to see if your sales plan was successful

• decide what information you will use to judge your sales performance

• decide how often you will review sales performance to see if you need to change any of your 

targets
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• think about where things might differ from the plan, and think about how you would deal with this

What you need to know and understand

Information about the market

• ways of finding out the information you need and where to get it

• what has happened in the past in a sector

• the available methods of selling or providing a product or service

• where to go for advice and help

Sales targets

• why setting targets for sales is important

• how to set targets for sales which will include:

 sales volume;

 profit margins;

 cash flow;

 providing customer service;

 getting repeat business;

 product or service quality; and

 whether clients are creditworthy
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Sales plans

• why planning sales is important

• ways of developing and presenting a plan

• what you should include in a sales plan:

 what the market is

 what customers need and want

 the number of sales you aim to achieve and what the profit margin target is

 who will be involved in selling. (For example current staff or new staff.)

 forecasting sales by product or service and by each salesperson

 how and where the product or service will be sold. (For example wholesale, in shops, mail   

 order or through the Internet.)

 what the cost of selling is

 how sales will contribute to business success

Sales performance

• how to judge whether or not you are meeting sales targets

• how to include some flexibility in judging success, to take account of what actually happens

• how to set up your business to make sure that you can get information about sales easily

• how to identify the points at which business differs from the plan. (For example higher or lower 

sales figures, more or less demand from customers.)



CHECKLIST

IOEE Checklist  |  Copyright © 2017 IOEE

Sell your products or 
services

No business can survive without selling its 

products or services to its customers. The selling 

may take place on your business’s premises, the 

customer’s or any other environment.

This involves making sure that you:

1. identify the buying needs and interests of 

customers

2. promote the features and benefits of 

products or services to customers

3. help customers to overcome their queries and 

objections

4. agree terms and conditions and closing sales

What you need to do

• identify the customer’s requirements, needs and interests by tactful questioning

• identify products or services that match the customer’s identified needs

• interpret and act on buying signals given by the customer to progress sales

• explain clearly and accurately the features and benefits of products or services that match the 

customer’s requirements

• present information about products or services, and any relevant promotional materials, in a way 

that generates further interest

• give customers the opportunity to fully discuss and assess the features and values of products or 

services

• explore potential solutions to the customer’s queries or objections and suggest ways to overcome 

them to the customer

• note customer’s feedback and reaction to the products or services

• note the reasons if customer requirements and expectations cannot be met or objections cannot 

be resolved

• confirm the customer’s willingness to make a purchase by effective questioning and discussion

• reach agreement on the terms of sale that meets both the customer’s and business’s 

requirements

• complete all necessary documentation, including formal quotations where required
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• monitor the progress of sales and pass information on to the right people

• make sales in line with business and legal requirements

What you need to know and understand

Communication

• why personal presentation and face-to-face communication is important

• how to present information and communicate effectively face-to-face with different customers

• how to question and listen effectively

• how to respond effectively to customers’ queries

• how to overcome customers’ objections sensitively and constructively

• how to constructively manage the range of behaviours customers display

Selling

• the importance of highlighting the features, advantages and benefits of products or services to 

customers

• how to structure and progress sales

• the difference between reactive and proactive selling

• how selling business-to-business differs from selling to end-users

• how to recognise buying signals given by customers during sales contact

• the organisations products or services and those of competitors

• previous needs and interests expressed by customers in particular types of products or services

• how to close a sale

• how to complete sales paperwork and record details of sales



CHECKLIST CHECKLIST

IOEE Checklist  |  Copyright © 2017 IOEE

• where appropriate, how to get the best from sales staff. (For example by target setting, pay, 

bonuses, training, sales and management techniques.)

• what guidelines on sales agreements are needed.number, email, website, map and business 

opening times, where it is relevant)

Business infrastructure

• the legal and business procedures or constraints on sales

• what systems will be used for recording and processing sales information and documentation

Customer feedback

• what to do with customers’ feedback and reaction to products or services
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Sell your products or services on 
the internet

Businesses use the Internet to carry out business, 

market, and buy and sell products or services to 

a wider audience. E-commerce, e-business and 

e-trading are terms used to describe business 

on the Internet. The internet provides a valuable 

form of communication and is a valuable source 

of information that can help people make 

decisions.

While there is little face-to face contact or verbal 

communication many of the same skills used in 

any successful business are still needed to carry 

out business electronically as well as other skills 

such as using information and communications 

technology [ICT] and developing and maintaining 

websites.

This involves making sure that you:

1. decide what opportunities there are for your 

business by using the Internet

2. plan how to use the internet

3. set up and evaluating the success of e-trading

4. keep up to date with technological advances, 

market conditions and regulations with 

regards to e-trading

What you need to do

• research e-business opportunities and market trends for your products or services

• take advice about planning e-business and e-trading from suitable sources and decide how you 

will use the Internet to reach or service your target market

• research and assess the terms and conditions of different kinds of e-trading

• assess the issues, costs and benefits of e-trading and decide if it is worthwhile for your business

• assess the skills of your staff and decide what training is needed

• assess what information and administration systems would be suitable for e-trading

• decide what resources and technical help you will need and arrange for them to be available at 

appropriate times

• develop your plans including targets and forecasts in line with the overall aims of your business

• monitor progress in achieving aims and targets

• set up information and administration and documentation systems for e-trading
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• decide how you will monitor customer service including any complaints, comments or suggestions

• identify any problems with the website and e-trading activities and take prompt action to solve 

them

• review resources when events differ from those set out in your plans

• assess the effectiveness of e-trading against your plans and the overall aims of your business

• identify and investigate any new opportunities that emerge, and make any changes that are 

needed to the website or e-trading activities

• provide information on the progress of e-trading to relevant people

What you need to know and understand

Marketing and sales

• what the costs and benefits are of different marketing and sales methods for e-trading

• how to link different methods of sales and marketing so that customers know how to reach you 

using the Internet

• how to communicate information about products or services and provide customer service online 

to all potential customers

E-trading

• what the risks of not e-trading are

• what trading options exist on the Internet

• what terms and conditions apply to e-trading within the UK, EU and worldwide

• how you will get payment from customers buying through the Internet

• how to analyse the extra costs and benefits of e-trading compared to current business needs

• how e-trading affects your long-term plans and goals

• how ethical, cultural, physical abilities and style differences in markets affect e-trading

• what problems there could be with e-trading. (For example not enough resources, changes in 

market conditions, technology, competitor activity, laws or regulations.)
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• how to judge the success of e-business and e-trading. (For example getting your business name 

known, meeting marketing and sales targets, providing good customer service, cash flow and 

profitability.)

• how security (such as client data) and protection from viruses will be maintained, and any 

problems dealt with

Planning

• what timescales are required for putting e-business plans into practice

• what aims and targets should be set in terms of quality, timescales, customer service, sales 

volume, profit margins and repeat business

• what plans for e-business might include. For example:

 an assessment of the market, including customer requirements, charging mechanisms and   

 structures

 sales and gross margin forecasts

 cost of start-up and ongoing resources

 ongoing budgets and financing options

 the electronic marketing mix (in other words, product, price, promotion, staff and distribution  

 channels)

 an assessment of legal and ethical factors

 high and low forecasts (basic risk assessment)

 savings to your business

 an action plan with appropriate timescales.

• what arrangements are suitable for monitoring the progress of your plans. (For example spoken 

or written reports, briefing sessions or meetings.)

• what areas of your plans are open to change. (For example deadlines, higher or lower sales 

figures, more or less demand from customers.)
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• how to plan ways of dealing with any areas that are open to change (contingency planning)

Resources

• what extra resources will be needed for e-trading, how you will get them and how much they will 

cost. (For example computer equipment, technical specialists, broadband subscription.)

• what effect e-trading will have on your business’s existing ICT system

• what technical skills will be needed for e-trading

• what information and administration systems would be suitable for e-trading and will these 

processes be linked directly to existing ICT systems

• how to develop distribution methods that will cover the planned geographical area and handle 

out-of-area orders. (For example elsewhere in the UK, EU and other overseas customers.)

• how and when to review resources

Infrastructure

• how to set up payment methods and accounts for customers or make changes to existing 

methods

Business focus

• how to identify new opportunities and what they are likely to involve

Information and advice

• where to find information about e-business opportunities and market trends

• who can provide advice about planning and running e-businesses

Consultation

• who to involve in decision-making. (For example partners, backers, staff, customers, members, 

stakeholders or suppliers.)
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Bid for work for your 
business

Businesses are often asked to prepare bids 

about the products or services they can supply 

to customers. Presenting a proposal of work with 

a quotation may be necessary when customers 

want to get the best deal by comparing proposals 

from different businesses.

This involves making sure that you:

1. identify what the customer wants and what 

your business can provide

2. prepare proposals and quotations that meet 

customer needs

3. make sure proposals and quotations 

are competitive and have any necessary 

conditions and constraints built into them

4. get any commitment needed from backers or 

other relevant parties

What you need to do

• understand the customer’s requirements, and resolve any matters that need to be clarified

• identify the conditions or constraints which need to be built into the quotation to protect the 

interests of your business

• make sure the profit margin and proposed terms of sale stated in the quotation are in line with 

the objectives of your business

• make sure quotations supplied to customers are competitive, provide the required level of detail 

and are supplied within the stipulated timescales

• work out discounts or special offers and include them in quotations

• prepare proposals and quotations in your house style and in line with the presentation 

requirements of the customer

• make sure confidential information is protected and appropriate people are consulted prior to 

dispatch to the customer

• make sure proposals and quotations are stored securely in a location that allows access to 

authorised people
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What you need to know and understand

Proposals and quotations

• the purpose of, and differences between, proposals and quotations

• how to identify and clarify customers’ requirements

• why proposals and quotations should be stored securely

• conditions or constraints which can be written into quotations. (For example terms of payment.)

• how conditions or constraints can protect your business

• the sales objectives of your business

• the business procedure for writing proposals and quotations

• any business discounts and special offers

• the people who should be consulted prior to dispatching proposals or quotations
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Check what customers need from 
your business

It is important to know who your customers are 

and what they need as it will help you to make 

sure you meet their needs so that they use your 

products or services, plan how to best market 

or sell your products or services, develop a 

customer service policy or review how successful 

your business is.

This involves making sure that you:

1. decide who your existing or potential 

customers are

2. collect information on their needs

3. make sure that your business targets match 

your customers needs

What you need to do

• identify which part of the market, and which kind of customer, needs your business’s products or 

services

• find out what customers like about your business and its products or services

• find out about how customers feel about other similar businesses, products or services

• use reliable information about what your customers need

• get the views of different types of customer

• decide if you need to find out any further information and how you will get it

• decide if your research has shown that there are opportunities to develop new products or 

services or approach new groups of customers

• review what you have found out and match it with your businesses targets
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What you need to know and understand

Market research

• how your customers may be divided up (segmented). (For example by:

 age;

 occupation or social class, which is often linked to income (for example, professional, working- 

 class or single-parent family);

 lifestyle or image (for example, caring, sophisticated or adventurous);

 buying habits (for example, always plans carefully, size of order or amount of customer loyalty);

 local neighbourhood or wider regions (for example, international, northern, southern or by   

 postcode); or

 benefits (for example, benefits provided by a café might be a quick snack, a rest during   

 shopping, somewhere to meet, or a takeaway.)

• how you can find out what customers want

• where you can get published information and how much it will cost you to get it

• how to get and use feedback from new and existing customers

• why some information is confidential and how you should deal with it

• how to analyse markets and customer needs

• ways of identifying and communicating with customers

Competitors

• how you can find out what competitors are doing

Business focus

• why it is important to keep your business focused on the needs of your customers and how 

customer needs can influence the future of a business
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• how to match customer needs to business targets

Business planning

• how you can use customer needs in your business planning
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Decide how you will treat your 
business customers

Good customer service makes a business 

successful. Whether you are a sole trader or you 

employ staff your business can benefit from good 

customer service. Satisfied customers are more 

likely to use your business again.

This involves making sure that you:

1. work out how you will give your customers 

what they want

2. plan how each part of your business will deal 

with customers

3. monitor and improve your relationship with 

customers

What you need to do

• identify the aims and targets for reaching, dealing with and retaining customers

• check what level of service your competitors offer

• identify how you can improve the way you treat your customers and if you can offer them any 

additional services

• decide how you will treat your customers in all parts of your business

• make sure your plans meet all of the laws and regulations required

• work out who is responsible for different parts of customer service and explain to them what they 

need to do

• identify any training that people need to help them deal effectively with customers

• decide how you will capture feedback from customers to help improve your service to customers

• decide how you will explain to customers what level of service they can expect

• decide how you will deal with complaints from customers

• explain to people involved in customer service what you expect them to do

• decide how and when you will check that your customer service is meeting its aims and targets 

and benefiting your business
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What you need to know and understand

Customer needs and expectations

• why it is important to keep your business focused on the needs of your customers

• how to check what your customers need and if your business is meeting their needs

• how customer experience is influenced by the way service is delivered

• what information you can get from customers, how you can get it and how you can check that it is 

reliable and up to date

Customer service

• what your customers’ rights are and how these rights limit what you can do for customers

• how to explain customer care requirements to staff

• why it is important to train, monitor and appraise staff on customer care

• how to take action to correct anything that is going wrong with your customer service

• how you can improve your service to customers. (For example by changing opening hours, 

changing your returns policy or changing the way you treat customers.)

• what extra services you might be able to offer your customers and their costs and benefits

• how to find out how your new or improved service will affect your customers

• how service improvements affect the balance between overall customer satisfaction, the costs of 

providing service and regulatory requirements
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Law and regulations

• the specific aspects of legislation and regulations that affect the way the products or services 

you deal with can be delivered to your customers about health and safety, data protection, equal 

opportunities and disability discrimination

• how to check that your policy meets all the laws and regulations that apply (for example, Trade 

Descriptions Act 1968, Unfair Contract Terms Act 1977, Sale of Goods Act 1979, Consumer 

Protection Act 1987, Sale and Supply of Goods Act 1994, Unfair Terms in Consumer Contracts 

Regulations 1994)

• industry, business and professional codes of practice and ethical standards that affect the way the 

products or services you deal with can be delivered to your customers

Communication

• why it is important to communicate clearly with customers

• how to communicate in a clear, polite, confident way with customers and why this is important



CHECKLIST

IOEE Checklist  |  Copyright © 2017 IOEE

Deliver a good service to 
customers

To make sure that your customers are satisfied 

with the service you provide, your business needs 

to be meeting and exceeding their expectations. 

However, even if your service to customers 

is excellent, some customers will experience 

problems. How you respond to problems is 

particularly important because many customers 

judge the service of your business by the way in 

which their problems are dealt with.

Improving relationships with your customers 

involves delivering consistent and reliable service 

to them, making sure everyone involved is 

committed to providing good customer service 

and also to finding ways to improve it.

This involves making sure that you:

1. try to meet and exceed customer expectations

2. respond to problems

3. review what you are doing and how well it is 

working

4. think about how it could be done better

5. improve services by making changes

What you need to do

• monitor the service customers get from your business

• regularly check that customers are satisfied and identify if you can offer any additional service

• make changes to improve customer service where necessary

• evaluate feedback on the effects of changes and use it to identify opportunities for further 

improvement

• identify and deal with repeated problems before they begin to affect your customers

• negotiate and agree solutions with customers to problems they have raised or complaints they 

have made

• make sure solutions to problems and complaints satisfy customers and are acceptable to your 

business

• make sure any problems or complaints are dealt with quickly and effectively, and that they have 

been resolved to the customer’s satisfaction
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• keep your customers fully informed about what is happening to resolve problems, taking 

the initiative to update them when things are not going to plan or when you require further 

information

• give clear reasons to your customers when problems have not been resolved to their satisfaction 

and suggest other ways that they may be resolved

What you need to know and understand

Customer service

• how and when to check on work activities to make sure staff are dealing with customers correctly

• how to collect, analyse and present customer feedback

• what customer service targets have been set, and the implications for your business if those 

targets are not met

• how service improvements affect the balance between overall customer satisfaction, the costs of 

providing service and regulatory requirements

• how to take action to correct anything that is going wrong

• any contractual agreements that your customers have with your business

• what your customers’ rights are and how these rights limit what you are able to do for your 

customer

Communication

• how to communicate in a clear, polite, confident way and why this is important
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Managing change

• how to prepare for changes to your service

• how staff can help support changes

• how and when to let your customers know about the changes you are making

• how to judge the effect that changes will have. (For example a certain position in the market, 

customer satisfaction, increased sales or repeat business.)

• how to measure the impact of change. (For example numbers of sales, number of customers or 

feedback from customers.)

• how to assess the business case for making changes in the products or services you offer
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Develop a website for your 
business

A website is increasingly becoming an important 

part of any business. The functions that 

businesses can now build into the website and 

the use of the system can often be a large part of 

business processes. Through the website, many 

businesses have developed a virtual ‘shop front’ 

and use the web as a marketing and selling tool. 

A website can also have an important function 

internally for you and your staff in running your 

business and in responding to customers.

To develop the website you will need to take 

advantage of specialist skills and your role 

will include finding those specialists, and 

communicating to them what you hope to 

achieve with your website; to make sure it is a 

valuable addition to your business and easy to 

use by your customers and staff.

This involves making sure that you:

1. develop a specification of what you want the 

website to do

2. decide how the website will look and feel

3. oversee the technical development of the 

website

What you need to do

• make sure that the relevant people support the idea of a website

• choose a web-hosting service and website developer and agree terms and conditions for the 

services they will provide, including a maintenance agreement

• agree a website specification with the website developer, including: 

 phases of development (i.e. what will happen when)

 overall design, look and feel;

 customer access to products and information on the website;

 functions available to customers on the website, including online help;

 payment methods for online trading, where if necessary;

 security measures (i.e. protection against viruses, prevention of unauthorised access, risk of  

 data loss due to software not working properly or other unforeseen events, and payment and  

 data protection);

 how ideas and messages will be communicated about your business;

 how information about products or services will be prepared for the website; and

 how content will be managed
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• test out the website design with customers and assess feedback

• agree changes to website content, design and functions with the website developer

• decide how the website will be described and agree which words will be used by search engines

• approve the final design of the website before it goes live and arrange a way of updating 

information

• decide how to manage and monitor any technological development you will need to set-up and 

maintain the website

• research and take advice about current and new technology

• assess impact on other parts of your business

What you need to know and understand

Website development

• who the audience of the website are and how they will use it. (For example customers, staff and 

suppliers.)

• how to choose a website developer and Internet service provider (ISP) or other web-hosting 

service. (For example cost, experience, skills and experience, recommendations, level of service 

and terms and conditions.)

• how to negotiate and agree what to do and how it should be done

• who will own the intellectual property of the website

• how to set measurable targets for the design. (For example timescale, content, speed, features 

and functions.)

• the appropriate timescales for developing a website, and what problems can alter these. (For 

example difficulties in developing the content, missed deadlines or lack of resources.)

• what terms and conditions you need to agree with the web-hosting service. (For example payment, 

service and online support.)

• what monitoring arrangements are suitable for website development. (For example spoken or 

written reports, demonstrations, briefing sessions and meetings.)

• how to register the domain name and the site with other free and paid-for sites
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• who will maintain and update the website. (For example existing staff, new staff or an outside 

service.)

• how to test the site before it goes live in terms of ease of use, appeal, giving customers what they 

want and download time. (For example within your business and by giving customers access in a 

protected way.)

Website specification

• what a technical specification involves for the computers that customers are likely to use to 

access the website (for example, screen size, use of sound and modem connection speeds); and 

the website (for example, which browsers will be able to access the site, processing speeds and 

amount of memory)

• what technological options and developments you will need to use (for example, ICT systems, new 

methods of access, design tools and hosting services)

• what functions will be available (for example, to gather information about customers, allow for 

secure payment transactions, check credit card details or personalise parts of the site to meet your 

business needs)

• what accessibility items you will need to consider in design. (For example font size and language.)

• what targets should be set for designing the website in terms of;

 design style;

 download speed;

 audience figures;

 finding information (navigation);

 ease of use (browsing);

 added value (such as promotional copy, functions and features); and

 technological developments
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Website structure, design and content

• which parts of a website are seen and used by customers, how they find their way around 

(navigate), what stays the same (the frame), what changes (text or content, images and animation 

or assets) and whether to use sound

• what e-trading design packages are available

• how to judge the design and creative direction of the website (for example, using your own views, 

seeking the opinions of staff and customers, comparing the design with other sites that you think 

are good and taking advice from experts)

Marketing

• what messages and information need to be communicated through the website. (For example 

about your business, its ethics and its products or services, and about customers’ behaviour and 

preferences.)

• how to write a website description and identify key words (Meta tags) that will be found by a 

search engine so that your site is displayed when a customer is trying to find it

• how the design and content of the website will link with other methods of marketing and trading

Business focus

• how the website impacts on other parts of your business. (For example increased sales, impact on 

resources.)

Information and advice

• where to get technical advice and support. (For example from e-commerce specialists or ICT 

suppliers, from design consultancies, and web-hosting services.)


