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Welcome to our monthly business 

newsletter designed to help you concentrate 

on working more “ON” your business, 

rather than “IN” it. Please remember our skills 

and experience can provide you with help and 

support, give you a strong shoulder to lean on 

and someone on your side, to bounce ideas off. 

 

Best wishes 

 

Joanne Beaumont-Walker 

DipHE(A) FCCA CTA MCMI 

Deputy Managing Partner 

 

 

Where Does The Money Go? 

 

With ever increasing supplier prices, managing your 

businesses cash and understanding the flow are now 

vital tools in maintaining resilience and being able to 

adopt flexible strategies for success.  

 

Fund flows are a reflection of all the cash that is 

flowing in and out of a business. Owners can look at 

the direction of the cash flows for insights about the 

health of specific products or services and overall 

market patterns. 

 

Some types of business are more likely to run into 

cash flow problems, while other types appear to be 

more resilient. If you are a business owner, you 

might be wondering which category your business 

falls into. No matter how inventive or simple your 

business model is, you can still have problems with 

cash flow. Here are our thoughts on managing the 

flow of cash in your business: 

 

 

 

 

 

 

 

 

 

 

 

The first stage of understanding and predicting how 

funds flow is to perform a health check on your 

accounts. Look at your latest profit and loss 

statement and check that your income is sufficient to 

cover your expenses. If your profit is falling behind 

your expenses and cash flow is slowing down you 

might need to take action. Prepare a funds flow 

statement so you know where the money goes.  

 

Next create a yearly budget and look where cash 

could become tight and months where you can save 

to cover off the quieter times. Look at those quieter 

months and think about flexible work scheduling, 

new products or services or other activities to tide 

you over.  

 

Finally make sure you collect your money from those 

who owe you quickly. Reward customer loyalty by 

offering early bird discounts, set credit limits and 

payment terms to ensure customers follow the rules. 

If you take on new customers make credit checks. 

Penalise late payers and request up front deposits or 

payment.  

 

Talk to us about preparing a funds flow 

statement and annual budget so that you can 

work on your business for maximum success!    
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The Importance of a Shareholders 

Agreement 

 

For limited companies, when it comes to making 

decisions, Company Law states shareholders who 

own more than 50% can pass a motion at a company 

meeting regardless of the views of other 

shareholders and if shareholder(s) owns more than 

75% of the shares they control the company outright 

and can veto the decisions of all other shareholders.   

 

This may not suit all business situations, especially 

where you have two or more founders holding equal 

share capital or a group of owners with varying 

amounts of capital, some of whom are directors and 

some who are not, but who are all working together 

for the company’s success. 

 

A shareholders’ agreement is entered into between 

all or some of the shareholders in a company. It 

regulates the relationship between the shareholders, 

the management of the company, ownership of the 

shares and the protection of the shareholders. They 

also govern the way in which the company is run.  

 

A shareholders agreement can help define how a 

business makes decisions to the benefit of all owners 

and is recommended where: 

 

• A small number of owners want to reach 

collective and fair decisions for the benefit of all 

• Some owners may want to be able to influence 

decisions that are particularly relevant to them 

• Some shareholders may not be directors and 

cannot influence operations on a day to day basis 

 

 

Typically it is seeking to deal with the three “D’s” of 

death, disability and disagreement. It may also cover 

a variety of other significant areas, for example, 

retirement and buy back of shares.   

 

Key areas for any shareholder agreement  

This is not a comprehensive list as each situation is 

different, but it may help you collect the thoughts of 

all shareholders before you draw up an agreement. 

 

1. Company details including structure, directors 

and officers 

2. Purpose and aims of the company 

3. Equity split of shareholders 

4. Parties to the agreement 

5. Shareholders rights, obligations and 

commitments 

6. Decision making processes on major issues, 

required voting majorities and day to day 

operating decisions 

7. Restrictions on the sale of shares 

8. Rights of first refusal and pre-emptive rights to 

acquire shares on leaving, retirement, death or 

disability  

9. Death, disability and other retirement 

compensation payments 

10. Management contracts, director approval and 

remuneration amounts 

11. Insurance and other protective requirements 

12. Professional advisers and change of 

professional advisers 

13. Dispute resolution 

14. Changes to and termination of the agreement 

15. Buy out provisions for leaving shareholders 

16. Valuation of shares on changes and valuations 

of the business 
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Our view is that a shareholders agreement is an 

essential document for any limited company and an 

equitably drafted agreement should provide comfort 

to all parties to the agreement.  

 

Please talk to us if you need help in planning for an 

agreement, especially where there are several 

shareholders, a new company is being formed, a 

shareholder wants to sell their shares or pass them 

to their children, someone is nearing retirement, or 

the company has borrowed money from a 

shareholder. We can help with share and company 

valuations and putting the shareholders wishes into 

an agreement with a local solicitor. 

 

Building An Effective Sales Culture in 

Your Business 

 

Sales are the lifeblood of any business.  

 

In the current, ultra-competitive business 

environment, building your sales capability has never 

been more important. Creating an effective sales 

culture involves a lot more than giving people 

aggressive sales targets and rolling out a new bonus 

scheme.  

 

Culture is the foundation of every good business. It 

reflects what you stand for, what you value and what 

the whole firm aspires to achieve. 

Creating an environment that keeps teams motivated 

and engaged is key to building an effective sales 

team. 

 

Building an effective sales culture starts with hiring 

the right people. You need to recruit capable, 

passionate and effective people who motivate others 

and boost morale. It can often take longer to find the 

right people but investing more time in the 

recruitment process will be worth it in the long run. 

 

Once you have the right people, you need to invest 

in quality sales training. Good people are always 

looking for ways to improve and are keen to learn. By 

providing quality training, you will motivate your team 

and they are more likely to stay with you as they will 

feel they are developing their skills.  

 

In order to drive an effective sales culture, your 

management team will need to develop well-defined 

objectives for each member of the sales team. Giving 

clear, structured objectives helps drive the right 

behaviours and encourages team members to focus 

on the right areas in order to succeed. Objectives 

should be challenging enough to keep the team 

engaged, but they should also be achievable, to 

keep everyone motivated. 

 

To create a sales-focused culture, good data is 

essential. Ensure you have the systems and 

processes to track performance metrics and 

communicate the relevant processes to the sales 

team so that everyone is clear on what data must be 

captured for each sales opportunity, etc.  

 

Once the data capture and reporting processes have 

been set up, you can use regular reporting to 

recognise and reward the achievements of high 

performing team members on a monthly or quarterly 

basis. This will help to reinforce the sales culture and 

help to motivate team members. 
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How to Respond Effectively to 

Customer Complaints 

 

In today’s hyper-connected world, it’s never been 

easier for customers to complain. 

 

No matter how good your business is, there will 

always be a small number of people who aren’t 

happy with what you do. Put simply, you can’t please 

everyone.  

 

Good customer service is a key factor in the success 

of any business so it’s important to deal with 

customer complaints in an effective manner.  

 

If a customer takes the time to complain, you should 

view it as an opportunity to take some feedback and 

learn how to improve certain aspects of your 

business.  

 

As with anything in business, it’s best to be 

proactive. Make it easy for your customers to find 

email addresses and phone numbers so that they 

can reach you if they have a complaint. You can also 

prompt your customers for feedback by sending 

them a post purchase feedback survey. 

 

When responding to a customer complaint, you 

should try to respond quickly and efficiently. This 

sends the message that you care and are taking their 

complaint seriously.  

 

Many customer complaints cannot be solved 

immediately, but they can be acknowledged. If you 

receive a complaint, try to respond on the same day 

confirming that you have received their complaint 

and that you are looking into the situation. 

This will help your customer feel that their voice is 

being heard. 

 

 

 

 

 

 

 

 

 

 

 

 

 

Regardless of the nature of the complaint, focus on 

listening to the customer and try to understand the 

situation from their perspective. Then apologise. You 

may not be sorry that they didn’t like your product or 

service, but you can apologise that their expectations 

were not met or that they had a disappointing 

experience.  

 

The customer doesn’t always have to be right but 

they should always be heard. The simple act of 

listening and apologising can often be enough to 

resolve the situation. 

 

You can then shift the conversation towards a 

solution. Avoid making any false promises but agree 

to take feedback from the customer and share it with 

others in the business so that you can consider how 

to improve elements of your product or service 

offering. This shows the customer that you value 

their feedback. 

 

Customer complaints can be stressful and difficult to 

deal with. However, they are also a source of 

feedback and should be viewed as an opportunity to 

learn more about the customer experience and to 

find ways to improve.  

 

 


