
 

Topic 1.4: Making the start-up effective 

Case study 
Jason Livermore had worked in sports centres for a 
number of years. At 28 he was feeling frustrated 
and wanted to take on more responsibility. He 
noticed that at certain times of the day a certain 
type of customer visited the centres. They were 
either parents who looked after children or 
business people who appeared to have limited 
time. He talked to these customers and found that 
they would like a personal trainer who could tailor 
fitness programmes to their needs. 
That was four years ago. He set up his own business 
having rented rooms in a town centre and operated 
as a fitness centre specialising in offering tailor 
made personal fitness programmes. The marketing 
mix for the new business was simple. He charged a 
competitive price for his programmes compared to 
local sports and fitness centres. His promotion 
strategy was to maintain contact with customers 
through phone calls and emails. At regular intervals 
he would meet with his customers to check that 
the programme was to their satisfaction. At the 
same time, he would ask whether there were any 
other people they knew who would be interested in 
his services. As for ‘place’ in the marketing mix, he 
dealt directly with customers who were all in the 
local area, within 15 miles of his centre. 
For the first couple of years, Jason operated as a 
sole trader. As the number of customers expanded 
he moved to new premises. Having taken advice, 
Jason decided to set up change the ownership and 
become a private limited company to reduce risks 
should the business not do well in the future. By 
this stage, he was employing four workers and had 
registered to pay VAT 6 months previously. His 
company was now responsible for paying VAT, 
National Insurance contributions and corporation 
tax. He and his workers also paid income tax. 
Two years further on and Jason bought new 
machinery because of the demand for his services. 
He also expanded the services to include lifestyle 
advice and yoga. He put his success down to 
excellent customer service. His programmes suited 
his customers' needs. He knew his customers were 
satisfied because of the amount of repeat business 
he did. Nearly all customers renewed their 
membership each year. 
 
Buying the new machines meant recruiting more 
staff. With skilled workers in short supply, he did 
not get many applications from his adverts. He was 
also aware that he wanted to recruit staff that 
would be well motivated and have a positive 
attitude to work. 

Dealing with all the legal aspects of running a 
business was difficult. For a start, there was all the 
employment legislation relating to discrimination, 
recruitment and redundancy. However, he felt that, 
if he treated his staff fairly, they would be well 
motivated and he would keep within the law. 

 
Suggested discussion points/answers 

1. Explain why customers and customer 
satisfaction are so important for Jason’s 
business. 

 No customers, no business 
 Repeat business 
 Reputation 
 Cheap advertising 
 Word of mouth 
 Easy business/people come to him 
 Very specific target market 
 Health 
2. Why does setting up a private limited company 

reduce risk compared to operating as a sole 
trader? 

 Personal finance/assets same as business’ finance 
 Could lose everything he owned (house, car) as a 

sole trader – now has limited liability 
 As a sole trader he might have to declare 

bankruptcy if the business failed 
 Only lose amount of money invested under limited 

liability 
 Could start another business if did he not lose 

everything. 
3. What could be the problems for Jason’s business 

if his staff were not well motivated? 
 Lose customers 
 Bad impression 
 Bad reputation – hard to regain 
 Lose business altogether 
 Might have to leave industry 
 Insolvent 
4. Should Jason spend more on promoting his 

business to customers? Justify your answer. 
Yes 
 May have spare capacity 
 Gain wider market 
 More profit 
No 
 Cost 
 Current ‘promotion’ is nearly free 
 May take up his time/take him away from his main 

role 
 May have to use other services for promotion 
 Customers already satisfied 
 May not want to expand too quickly 
 


