
Marketing Cloud

Engagement History

Small Business 
Marketing Toolkit
How the right marketing tools can lower 
your costs, increase your productivity 
and WOW your customers.

Hi Tom, new items you’ll love!

Calcuted Insights

Lifetime Value

Engagement Score



2    l   Small Business Marketing Toolkit

Small businesses now have more 
technology options than ever 
before, with access to capability 
once only available to the big 
companies with huge budgets. 

That tech has brought on a 
new era in small businesses 
marketing, with marketers able to 
do sophisticated analysis to get a 
better picture of their customers 
and connect with them more 
effectively than ever before. 

But the rapid growth of the past 
few years has thrown up its own 
challenges. There’s more choice 
in tools and solutions than ever 
before, but many companies are 
finding they’re now stuck with  
a disconnected mix of old and 
new systems.

Introduction

Salesforce’s 8th State of Marketing 
report found marketers rely on 15 
different data sources. Marketers 
in small and medium businesses 
(SMBs) also report their biggest 
challenge is legacy tools that create 
too much unnecessary admin. 

So what should smart marketers 
be doing to lower costs, boost 
productivity and wow their 
customers? 

This Small Business Marketing 
Toolkit is designed to help small 
businesses answer these key 
questions. We’ll look at some 
common traps marketers can fall 
into, and then set out practical steps 
businesses can take to simplify 
their systems and maximise the 
effectiveness of their marketing. 

Adrian Towsey 
Area Vice President, Emerging and 
Small Business Australia, Salesforce

https://www.salesforce.com/resources/research-reports/state-of-marketing/
https://www.salesforce.com/resources/research-reports/state-of-marketing/
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3 key SMB marketing 
tech traps

Key SMB marketing tech traps

1. 
Ineffective use of tools  
and technologies
It’s one thing to have a business 
tool, but quite another to use it to 
its full potential. For example, if 
you invest in 2-3 different tools for 
data collection or reporting, you 
may find you’re not using each 
tool to its full potential. Thankfully, 
the right technological solutions 
can help mitigate this challenge.

Learn the tools to connect 
your data >

2. 
Challenges in measuring 
marketing ROI/attribution
Measuring return on investment 
can be tricky, but there are more
and more solutions entering the
market to help you calculate (and
deliver) an ROI. Eighty-nine 
percent of Salesforce customers
achieved a positive ROI within
nine months.**

Learn how businesses are 
improving their ROI >
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Marketers identified that 
they use, on average, 

15 
dif ferent data  

sources in 2022 
(up from 10 in 2021).  

This is expected to grow to 
18 throughout 2023.

 
From the 8th edition State  

of Marketing Report.

3. 
Personalisation not matching 
customer comfort levels
With more opportunities to 
automate and personalise 
customer experiences, 
marketers are wary of balancing 
the benefits of personalised 
experiences with the risk of 
overstepping boundaries. But 
with the right strategy and 
technology in place, you can 
find the perfect balance to wow 
your customers. With Customer 
360, Salesforce customers have 
achieved a 32% increase in 
customer satisfaction. **

Learn how to wow customers >

Key SMB marketing tech traps

https://www.salesforce.com/resources/research-reports/state-of-marketing/
https://www.salesforce.com/resources/research-reports/state-of-marketing/
https://www.salesforce.com/products/
https://www.salesforce.com/products/
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How to connect  
your data
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4 steps to 
unlocking new 
growth with data

If you’re going to build 
a house, do it on good 
foundations. If you’re 
going to back yourself, do 
it properly. Because if not, 
it’s going to cost you twice 
as much — if not more — 
down the track.

Tobi Skovron,  
CEO, CreativeCubes.Co

With the right system, the 
right integrations and the right 
viewpoints, the impact data 
can have on your growth can 
be immense. To show how your 
business can unlock the power 
of data, we’ve prepared 4 simple 
steps to get you started.

1. 
Start with the right system
Tobi Skovron, CEO of 
CreativeCubes.Co (an Australian 
co-working community) believes 
that combining your competing 
sources of truth in one trusted 
platform immediately sets you  
up for success.

How to connect your data

To do this, you’ll want to find the 
tech solution that will offer you 
a holistic view of your data, and 
accommodate everything your 
business needs. >>
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For a single source of truth 
incorporating all your customer 
data, Customer 360 is a great 
place to start.

2.
Integrate your data sources
By integrating more of your 
business’s data, you can make 
stronger, more informed decisions.

Salesforce Customer 360 makes 
it incredibly easy to plug in your 
current data sources. Whether  
it’s in the cloud or on premises,  
or whether it’s Amazon, Google,  
or any legacy data you’re holding.

3.
Manage data across  
your business
Even if you approach your data 
with the intent to improve your 
marketing, the broader business 
impacts can be immense. By 
drawing in data from across your 
business — whether it’s sales, 
service, or marketing data, or 
anything else you collect — each 
area of your business can be 
empowered with a holistic view 
of the data.

For example, automated 
marketing emails sent to 
customers that are experiencing 
service issues can be frustrating 
and annoying. Marketers can 
prevent these types of experiences 
from happening with insight into 
business service data. >>

How to connect your data

https://www.salesforce.com/products/
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4.
Using real-time dashboards 
to drive action
With all the data unified into 
one place, you can develop the 
dashboards relevant to you. This 
is where Data Cloud powered 
by Genie can make a massive 
impact.

In real time, you can get updates 
on your campaigns, your activities, 
your spending, or whatever else 
will drive the strongest insights  
for you.

You can even develop dashboards 
to share across your business, 
or inform areas other than 
marketing. The right information 
could help assist your rostering, 
your expenses, your sales efforts — 
you name it. 

With unified data from a single, 
real-time source of truth, the 
options are endless.

How to connect your data

https://www.salesforce.com/au/products/genie/overview/
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What unified data  
can deliver for  
your business
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The key to calculating ROI is 
understanding your complete 
customer journey, and being 
able to attribute costs to each 
stage. You can then add up the 
costs of bringing a customer into 
your system, and compare that 
with the revenue brought in to 
calculate your ROI.

Understand your ROI, and avoid 
wasted spend on marketing

What unified data can deliver for your business

Salesforce customers 
have recorded:

25%

 lower IT costs,
yet acquire insights

29%

faster.*



Marketing

Sales

Service
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Once you’ve got 
everything aggregated 
and connected between 
your CRM and Marketing 
Cloud, the ease of 
understanding who you’re 
delivering the message to 
really helps the team.
 
Nick Bird,  
CTO, Celebrity Ink

One example of this in action 
is Celebrity Ink — a group of 
tattoo studios invested in 
delivering a highly personalised 
tattoo experience. Marketing, 
service and sales data now all 
integrate together via their CRM, 
providing a 360-degree profile 
of the customer — a dream 
for any marketer interested in 
personalised experiences.

This mix of data across 
service, sales and marketing 
has empowered Celebrity Ink 
to personalise experiences. 
In executing this newfound 
marketing strategy, Celebrity 
Ink saw a 30% uplift in gift 
card sales.

Using Sales Cloud and Marketing 
Cloud to measure the real-time 
marketing performance and uplift 
in sales, Celebrity Ink was able 
to better inform its marketing 
execution. And in the process, 
it could capture the ROI of its 
marketing investment.

What unified data can deliver for your business

https://www.salesforce.com/au/products/sales-cloud/overview/
https://www.salesforce.com/au/products/marketing-cloud/overview/
https://www.salesforce.com/au/products/marketing-cloud/overview/
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1.  
Automate what you can
CreativeCubes.Co offers extremely 
personalised workspace solutions. 
As a part of that service, their 
marketing and communications 
are known for going to the next 
level, offering customers hyper-
personalised, rich experiences. 
But to keep up with this attention 

to detail, it was essential the  
team found ways to streamline  
its workflow. 

According to Tobi Skovron, CEO 
of CreativeCubes.Co, automation 
has been as valuable as adding 10 
extra staff to their team, without 
the added expense. 

“We created four key audience 
segments, and created 
campaigns relative to each of 
those audiences. So we can be 
reaching 5,000 unique prospects, 
all at unique stages of their 
journey, and serve them the right 
messaging at the right time.” >>

Reducing costs, 
increasing 
effectiveness
For marketers in small 
businesses, prioritising both 
cost efficiencies along with 
maximising growth potential can 
feel like an impossible balancing 
act. Thankfully, there are three 
tangible ways you can find this 
balance, as you consolidate your 
marketing technology.

What unified data can deliver for your business



26% 
increase in  

employee productivity.*

27% 
faster automation of 
business processes,
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Salesforce customers  
have recorded

2. 
Consolidate data sources
Skovron also says that having 
a single source of truth both 
decreased CreativeCubes.Co’s 
operational costs and improved 
the quality of its marketing:

“When you’re growing, and 
relying on a source of truth, it’s 
completely critical to know which 
is the truth. So the moment I 
jumped into a platform that 
enabled everything, I had my 
source of truth. Operationally it’s 
cheaper, but day-to-day, it’s so 
much more insightful.” >>

What unified data can deliver for your business
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3.
Ensure your system can scale 
at the same rate you do
If you invest in a single source 
of truth you outgrow within six 
months, it may not have been 
worth the time and investment in 
setting it up. CreativeCubes.Co’s 
Tobi Skovron says the business 
invested heavily in dashboarding 
and reporting technology from 
the start. He cited that changing 
the technology would have been 
more detrimental than starting 
with the tools that would carry  
the business further into growth.

Whereas if you can find a tool 
that supports you in your earliest 
stages, but can grow to support 
the features you’ll need as your 
data and systems expand, you’ll 
find it’s easier for your business  
to keep pushing forward. 

For example, Pardot is an email 
marketing tool that scales with 
your business and reduces 
manual tasks. From automated 
email campaigns to hyper-
personalised email journeys with 
dynamic content, the tool can 
accommodate any business size. 

What unified data can deliver for your business

https://www.salesforce.com/au/products/marketing-cloud/marketing-automation/
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Automating processes and 
cutting costs is never an excuse 
to trim some ‘surprise and 
delight’ from what you offer. 
And by truly understanding the 
customer, the opportunities 
for a market-leading user 
experience are everywhere.

Here’s how two of our Trailblazers 
drive better efficiencies in their 
marketing, while keeping the 
‘wow’ in their work.

How personalised data can WOW 
your customers

CreativeCubes.Co
One simple way CreativeCubes.Co 
was able to personalise the 
customer experience of its 
members was to track major 
milestones in their lives. By 
automating the messages sent 
around noteworthy events (such 
as birthdays, business milestones, 
or work anniversaries), its member 
community can feel connected to 
the brand when it counts.

And by automating more of 
its operational processes, staff 
can turn their attention to 
strengthening relationships with 
customers. So if a member misses 
out on business and needs a pick-
me-up, staff are more able to 
provide some surprise-and-delight, 
cementing CreativeCube.Co’s 
uplifting culture. >>

Read their success story >

What unified data can deliver for your business

https://www.salesforce.com/au/customer-success-stories/creative-cubes/
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Being able to give that 
personalised touch back 
has been great for growing 
our brand, and our 
retention’s been great.  
So as we plan ahead for 
the next 12 to 24 months, 
we’re aligning to our CRM 
to see how we can improve 
our strategy, and adding 
that personalisation.

Nick Bird,  
CTO, Celebrity Ink

Celebrity Ink
Celebrity Ink has a clear approach 
to its data. It aims to deliver a 
highly personalised experience —  
it is individual body art after all. 
The more they can take customer 
preferences and feed them 
directly into serving targeted 
messages, the more relevant the 
content is for their audience. 

This could be as simple as 
capturing what colours a customer 
prefers, and updating eDM 
creative to reflect their interests.

What unified data can deliver for your business



18    l   Small Business Marketing Toolkit

The journey to efficiency
Seventy percent of businesses 
that adopted automation during 
the pandemic now consider that 
implementation a permanent 
part of their marketing strategy, 
according to the 8th edition 
State of Marketing report. 
This shows that the majority 
of businesses that apply 
automation to their processes 
don’t want to go back.

Just how substantially can 
automation transform your 
business? And how easy is it to 
adopt? Marie-Claire Andrews 
from PaySauce shares her 
story of how the New Zealand 
payroll business was able to 
embrace automation, and drive 
unprecedented productivity.

Marie-Claire Andrews,
Head of Sales & Marketing, 
PaySauce

“Across Kiwi startups, there can often 
be a culture of doing everything 
yourself, trying not to spend money, 
that classic ‘she’ll be right’ attitude,” 
says Marie-Claire Andrews, Head of 
Sales & Marketing at PaySauce.  
“But that can often hold us back.”

PaySauce was no different in 
its earliest years, amassing a 
hotchpotch of disparate systems 
to manage the customer journey. 
But as the opportunity for growth 
crystallised, it invested in the 
technologies needed to >>   

Case study

https://www.salesforce.com/resources/research-reports/state-of-marketing/
https://www.salesforce.com/resources/research-reports/state-of-marketing/
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scale, such as Customer 360, 
Account Engagement and Slack, 
implementing a one-truth-to-
rule-them-all enterprise solution 
within a year.
 
From that point, there weren’t any 
growing pains, or tough moments 
where it had to completely pivot 
operating rhythms to fit its new 
investment.

As PaySauce grew, its teams were 
able to find more and more areas 
to implement automation. One 
key area was time consuming post-
event client follow up. Previously, 
sales representatives would 
manually follow up with leads, and 
meticulously nurture them through 
the journey to closed-won. Now, 
PaySauce has enabled automated 
customer journeys through 
Pardot — completely handling lead 
nurturing. This saves time and gives 
sales reps the chance to prioritise 
hunting new leads.

Read their success story >

The great thing is, no 
one’s noticed it. Using 
Pardot to automate 
our lead management, 
customers are still offered 
an experience that’s 
beautifully personalised, 
while we continue to 
meet their every need. 
The only difference is 
we’re using our resources 
more effectively.

Case study

https://www.salesforce.com/au/products/marketing-cloud/marketing-automation/
https://www.salesforce.com/au/customer-success-stories/paysauce/
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Quick wins to reimagine 
your marketing
Understanding your customer 
is at the heart of growing your 
business in the long term. But in 
the shorter term, we’ve curated 
some quick actions you can take 
right now. 

1. 
Set yourself up for cost-
efficient, evergreen visibility
Organic visibility is at the heart 
of all cost-effective marketing 
strategies. With a user-friendly 
site structure and well-produced 
content, you can put your 
site on the map and establish 
your expertise (both to your 
customers, and to Google). And 
as your domain rating improves, 
you’ll find your costs for paid 
search decline. That tends to 
start the snowball of lowering 
operating costs while increasing 
web traffic.

of people learn about  
local businesses online  

more than anywhere else.1

2. 
Take the time to optimise 
your UX
User experience can be your 
competitive advantage to win 
customers. Offering well-mapped, 
personalised experiences through 
the whole user journey is critical. 
But with limited marketing 
resources and countless user 
journeys to cater for, it’s worth 
exploring what elements you can 
automate (such as A/B testing). >>

1SEO Tactics

Quick wins to reimagine your marketing

97% 

https://seotribunal.com/blog/stats-to-understand-seo/#local-seo-facts
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3. 
Make sure you have the  
data to make decisions
In the earliest stages of your 
business, or at any point where 
you think growth might be on the 
cards, it’s essential to be guided by 
the most relevant data possible. 
From integrated sales, service, 
and marketing data to consumer 
behaviours, basing your business 
decisions on facts over feelings can 
guide you in the right direction.

As an easy way to apply this, you 
can start by integrating all your 
current data into a single, unified 
dashboard. With Salesforce Genie 
Data Cloud, you can draw in 
marketing data, sales data, even 
HR data if necessary, to curate a 
real-time dashboard tailored to 
your needs.

Want to learn more 
about Genie?

4. 
Start identifying the 
processes you can automate
No matter whether you’re a team 
of 5 or 50, you want to ensure 
your resources are delivering to 
their full potential. Otherwise, 
you’ll probably find you’re paying 
too much for the technologies or 
tools your business uses. Often, a 
small business will prioritise one 
element of its marketing (usually 
acquisition or retention). But 
with the right tools and systems, 
you can usually deliver a strong, 
holistic marketing strategy.

Salesforce customers  
have recorded 

27% 
faster automation  

of business processes.*Watch a demo >

Quick wins to reimagine your marketing

https://www.salesforce.com/products/genie/overview/
https://www.salesforce.com/form/conf/demo-video-genie/?leadcreated=true&redirect=true&sfuuid=722ef313-d764-4d63-911b-278ec0d0646b&d=cta-header-1&nc=7013y00000267AHAAY
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Looking for a partner  
in marketing you can  

grow alongside?



Salesforce can help you achieve:
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Salesforce can scale with you, helping to meet  
the growing requirements of any business. 

* 2022 Salesforce Success Metrics Global Highlights. A 2022 study based on 3,706 customer interviews in the 
US, Canada, UK, Germany, France, Australia, India, Singapore, Japan, and Brazil. 

** 2022 Salesforce Multi-Cloud ROI. A 2022 study based on 1,640 customer interviews in the US,  
Canada, UK, Germany, France, The Netherlands, Australia, India, Singapore, Japan, and Brazil.

Looking for a partner in marketing you can grow alongside?

To learn more about how 
Salesforce can help your business, 

book a demo with our Small 
Business Growth Team.

Book a demo >

Positive ROI  
in nine months** 26% 

increase in 
employee 

productivity*

30% 
increase in 
customer 

retention**

https://www.salesforce.com/au/form/contact/contactme/?d=7013y000002lNbhAAE&ban=SMB-Marketing-Toolkit-SMB-Marketing-Toolkit&utm_source=SMB-Marketing-Toolkit&utm_medium=display&utm_campaign=ANZ-Multi-SMB-Marketing-Toolkit&utm_content=ESMB-txt-7013y000002lNbhAAE
https://www.salesforce.com/au/form/contact/contactme/?d=7013y000002pnvCAAQ&oth=Content-SMB-Mktg-Toolkit&utm_source=Content&utm_medium=offline_promo&utm_campaign=ANZ-Mktg-SMB-Mktg-Toolkit&utm_content=ESMB-cont-7013y000002pnvCAAQ
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