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Why Differentiating Your Business is 
More Important Than Ever Before

Business owners know that if they want to be successful 
they have to make a positive impact with consumers. 
Distinguishing your products and/or services from 
your competition has gotten more important but in 
recent years, increasingly more difficult. Here’s why:

Because the internet has changed the way people 
shop. Due to rises in online shopping, consumers have 
access to unlimited options when shopping for both 
products and services. Geographical boundaries are 
disappearing and competition is rising.  Putting the 
growth of online shopping into perspective, Canadian 
consumers went from spending $6.6 billion online in 

2011 to $19.2 billion in 2015. By 2019, business analysts estimate that Canadians will be spending about $39 billion 
dollars online.1 Shoppers go online to do research, compare prices, read product reviews, weigh their options and 
make a purchase - all within minutes and from anywhere they want. Consumers make purchase decisions based 
on their online research and user reviews have a strong influence on their choice. In fact, 85% of consumers say 
they trust online reviews as much as personal recommendations.2 

Because product differentiators don’t always exist. There are many 
companies out there that sell very similar  products to their competitors and 
they struggle to stand out - owners and managers across many industries 
face this threat. When all purchase considerations are the same, how do you 
win the favour of a perspective buyer? It’s a challenging situation that is all 
too common in many industries. In the automotive industry, for example, you 
might find multiple dealerships located only 5-10 kms apart, that are selling 
the exact same make and model of vehicles.
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Because the competition for attention is ever-increasing. Print advertising is a widely used solution that 
has been successfully capturing buyer attention for over a hundred years, but, with radio, TV, and now multiple 
variations of digital ads thrown into the mix, consumers are inundated with more advertising than ever before. 
In fact, Canadians see over 5,000 ads per day.3 

Breaking through the advertising clutter with 
clever messaging and imagery is an uphill battle 
with competitors close at your heels. Developing 
innovative advertising campaigns that get noticed 
and attract target market is more difficult than it 
ever has been. 

Because pricing is an unreliable differentiator. 
To increase sales and be more competitive, the first 
response is often to host a sale or reduce prices to 
appeal to the general consumer’s quest for saving 

money. Over time, however, cutting prices eats into profits and can have long-term and market-wide repercussions. 
Being viewed as the discount provider can weaken brand image, devalue offerings and wreak havoc on values 
within the marketplace. If everyone starts lowering prices to compete, price is no longer a differentiator and an 
unsustainable price war could ensue.

Because it’s hard to stay top of mind. In a crowded advertising landscape with consumer attention being pulled 
in many different directions, including their smartphones, businesses are vying for a harder to reach fragment of 
consumer awareness. Repeat exposure to an advertising message is necessary to make a lasting impression and 
stay in the mind of a consumer. But, with all the other ads out there, how can you ensure they will think of your 
business when they are ready to make a purchase? Considering that most consumers start and finish their path to 
purchase online and the average internet user has an attention span of only eight seconds,4 staying top of mind is 
more difficult than ever!

Rewarding your customers for their purchases can help you earn a long-
term place in the mind of your target consumers, tip the scales in your favour 
when you can’t (or don’t want to) compete on prices and help you gain more 
positive online engagement and reviews. The competition might be increasing 
but with a loyalty program in place, your business will always stand out from 
the crowd.
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For primary care professionals time is money. No one knows this better than Surgo Surgical Equipment. Since 1968, 
they have been equipping doctors and health care professionals with the medical products and equipment they 
need in hospitals and primary care clinics across Canada. 

“Surgo exists in a very competitive market place,” says Hugo Jeffrey, VP of Business Development. “Value is 
traditionally measured in price guarantees and getting clients high quality products delivered in a timely manner. 
But anyone can do that,” he says. “The AIR MILES Reward Program has given us an added value that no one else 
can offer and gives us a chance to associate our business with one of the most recognized brands in Canada,” 
explains Jeffrey. 

Of all customers who have ordered product from Surgo in the last 12 months, 40% were Collectors. “Since 
implementing the program, the number of Collectors has grown substantially and we are signing up new ones all 
the time,” says Jeffrey. 

“Since implementing the program, the number of Collectors has grown 
substantially, and we are signing up new ones all the time”
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“Phase one of the program included getting our customers to provide their Collector numbers or sign up to be 
Collectors,” explains Jeffrey. “The next phase was to identify what products they are not currently ordering from us 
and offer them AIR MILES Reward Miles if they do.” 

Giving Miles has also been instrumental in helping clients make big purchasing decisions. Doctors often spend 
time shopping around online before buying their capital equipment. The opportunity to get a large number of Miles 
makes their decision to purchase from Surgo more enticing. 

Being part of AIR MILES has, no doubt, boosted distributor manufacturer relationships to a new level for Surgo. 
Offering Miles has been a great tool for new product launches and to encourage customers to choose specific 
products. “Because the manufacturer had seen the benefits of offering Miles on their products they are more 
receptive to subsidizing products down the road,” explains Jeffrey. 

AIR MILES has also played a part in Surgo winning 
hard-to reach accounts. “We have one account 
that has always been hard to sell to,” says Jeffrey. 
“Now, they call us to buy their supplies, instead 
of us calling on them.” Turns out, they love 
collecting Miles. Out of 4,000 customers, sales 
in 2014 through 2015 among the non-Collectors 
decreased by 14%, which is the norm in the 
industry as people retire, move or leave their 
position. In that same timeframe, sales from 
customers who collect Miles increased by 9%, 
reversing the natural trend. “There is no question, 
our customers order more when they can collect 
Miles, and that is a trend you simply cannot 
ignore,” says Jeffrey.

“The next phase was to identify what products they are not currently ordering 
from us and offer them AIR MILES Reward Miles if they do.”
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The Breakdown

Is Your Competitive Advantage Difficult 
for Your Competitors to Copy? 

85% 69%

84%40%

of consumers say they trust online reviews as much 
as a personal recommendation.

of consumers say their choice retailer is influenced 
by earning loyalty program points.

of shoppers prefer to browse products online before 
making a purchase.

of shoppers consult 3 or more websites before 
making a purchase.

Why do customers pay for your product or service? What makes 
it unique and better than that of your competitors? And would a 
simple change from a competitor make it easy for a customer to 
leave you for them? If a prospective customer approached you 
and asked, “Why should I choose you over your competitor(s)?” 
Would you be able to give them a good answer, or would you 
struggle?  

Read More...
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Five ways to differentiate 
your business.

1
2
3
4
5

Focus on a superior customer experience

Provide customers with unique 
rewards or benefits

Be responsive and flexible by offering 
innovative solutions

Make doing business with you frictionless

Offer incentives that are relevant 
and attainable

Every day, we work towards 
setting ourselves apart and being 
a leader in our industry - a loyalty 
program gives us an extra boost in 
a competitive market. 
~ Spartan Industrial Marine
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