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For an existing business there are usually seven possible paths to growing revenue and profitability. 

These are: 

1. Retain and grow existing customers

2. Optimise pricing

3. Attract new customers

4. Offer new products/services

5. Improve process efficiency

6. Acquire competition

7. Enter new geographic areas

Let’s take a look at each one: 

1. Retain and grow existing customers

This involves understanding why customers leave or defect from buying from you. Identifying the 

causes within your control will help you to determine strategies and actions that will increase the 

retention of these customers. 

Another option is to grow your revenue from existing customers. If you have a number of products 

and services that you sell, you can look to sell more of these to customers that you already have. This 

has the impact of both increasing revenues and gross profit, as well as usually increasing the loyalty 

of those customers. 

2. Optimise pricing

This involves identifying strategies to lift prices or to impact customer behaviour in a way that 

increases gross profit. You can, for example, move to a pricing approach that provides discounts or 

other benefits for a longer contract term, or one that requires a ‘premium over standard price’ for 

special features/service elements. Detailed product and customer servicing costing is used to 

determine the true gross profit or contribution to true fixed costs of a particular customer or sale type. 

3. Attract new customers

This involves a targeted marketing and sales strategy to generate awareness and use of your 

products and services from prospective customers (prospects) that have not purchased from you 

before. These prospects should be defined and targeted by your business’s Ideal Customer Profile. 

4. Offer new products/services

When serving a particular target market or segment with your existing products and services, you may 

identify other existing or emerging needs that your customers have. These are sometimes a rich 

source of opportunities to expand your product line. Expansion may be by way of simply distributing 

another organisation’s products to meet the need, or may go as far as creating the product or service 

line within your business. By having existing customers with the need, the level of risk and costs of 

offering new products and services can be reduced. 
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5. Improve process efficiency 

Businesses have many different types of processes, and these are often defined in different ways by 

different businesses. At a high level, small businesses will have the following five core processes, 

which are known as the MSFRO Five Processes or the Big 5 Business processes: 

Marketing – activities to attract enquiries from prospects. Prospects are potential new customers.  

Sales – activities that convert enquirers into customers, who purchase your product or service. 

Fulfilment – the delivery of the products/services purchased by the customer. 

Relationship management – the activities involved in retaining a customer, encouraging them to 

rebuy and to refer the business to other prospective new customers or prospects. 

Operations – the processes involved in employing people, managing infrastructure like facilities, fixed 

assets, inventory and IT, managing finances/insurances/taxes/contracts, managing risks etc. 

6. Acquire competition 

Profitable growth can also be achieved through successful acquisition and integration of a 

competitor’s business. This is especially the case when the acquired business’s customers can be 

retained, and the level of fixed costs in the operations part of the business can be shared across a 

larger volume of customers and sales. 

7. Enter new geographic areas 

In businesses where being geographically close to target customers is required, geographic 

expansion by adding new outlets, new distributors and/or salespeople can result in addition revenue 

and profit growth. Some businesses look to use franchising or licensing strategies to achieve this, 

particularly where access to working capital to fund the ramp-up period is constrained.  

Businesses are increasingly accessing customers in new geographies via digital channels, especially 

where the service can be delivered over the internet or the phone, or where the product can be readily 

delivered by postal or parcel services. 

Choosing between the options 

All businesses are constrained by their existing resources, in terms of their financial, personnel and 

technological capacities. In evaluating alternative growth options, developing a sense of the resource 

commitments and possible financial scenarios of the main options is vital. 

Using a Growth Path Analysis process that involves the business owner and key managers leads to 

tighter analysis and identification of risks and management strategies. Once decided upon, this 

collaborative process also creates buy-in and emotional commitment from the people who must take 

the action to implement the strategy. 

It is rare for a business to pursue more than one or two Growth Paths at a time. The energy and focus 

needed for success is considerable. 

 


