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close up

Clicking forSuccess
after developing a passion for business at a young age, 
Fiona adler has emerged as an industry leader with her 

finger firmly on the pulse of the retail industry. The Australian 
Retailer catches up with the Melbourne businesswoman to 
chat about the growth of online marketing and how to build 

a successful business.
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Clicking forSuccess
s a 12-year-old, 
when her peers were 
more concerned with 

adolescent pursuits, Fiona adler would 
often set out to comb the streets of her 
suburban Melbourne neighbourhood for 
cars to wash in exchange for pocket money. 

Displaying such an aptitude for business 
from a young age, it was inevitable she 
would one day enter the retail industry. 
now Fiona is considered to be one of the 
industry’s leaders.

after completing a marketing degree at the 
Royal Melbourne institute of technology 
(RMit) Fiona initially worked as a business 
strategy consultant. But as often happens 
with great ideas, it was while searching 
online for information that inspiration for a 
new business struck.

Busy renovating a house, Fiona found 
she was regularly trawling the internet in 
search of recommendations for reliable 
tradespeople. the desire to have this 
information all in one location and 
combined with other consumers reviews 
resulted in a brainwave and her business, 
WOMO.com.au; a nationwide online 
business reviewing platform was born.

an abbreviation for ‘word of mouth’, the 
website was launched in 2007 and enables 
consumers across the country to not only 
submit reviews but also to read other 
business reviews.

“When i had the idea i was working for 
a small it business and i learned how 
important word of mouth was to small 
businesses. i wanted a way for businesses 
to be able to accelerate that and proactively 
drive their reputation so consumers could 
recognise which businesses were in the 
habit of leaving their customers satisfied,” 
Fiona says.

“a broad range of businesses have already 
been profiled. it’s completely user-
generated content so people can review 
any business they like, but they do tend to 
review small businesses more.”

although there are a number of similar 
reviewing platforms operating across the 
country, her business has enabled Fiona 
to garner a unique insight into the ways 
in which independent retailers can utilise 
these websites and social media platforms 
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“The best businesses tend to be run by very 
passionate individuals; the people who really 
care about their customers. There’s no tricks 
about it, they actually care and are very genuine.

to their advantage. 

What’s more, as an industry expert she claims this 
evolution is swiftly becoming a necessity for any 
business to survive in this age of rapidly evolving 
technology.

Recent research released by nielsen reinforces 
this, with four in 10 consumers stating they 
research a product or business online before 
committing to purchasing the item or visiting the 
store. 

nevertheless, Fiona says it’s common for 
retailers and business owners to remain hesitant 
about incorporating online media marketing into 
business plans.

“i guess in our area of business the most 
common hesitation i have come across is that 
of shying away from the internet. there’s a 
fear mostly that some crazy person will leave a 
negative review, so the business owners would 
rather avoid doing any online marketing in 
general,” Fiona says.

“But an online reputation is an incredibly strong 
asset to have and is also a way to attract more 
consumers. Plus if people search for a business 
and find one bad comment among 10, 20, 50 
or 100 other positive comments then the bad 
comment is easily negated.”

it’s easy to see where Fiona is coming from just 
by glancing at WOMO.com.au. the comments 
are remarkably varied but a simple search reveals 

glowing reviews such as: “Lots of choice, fresh 
dairy, clothing, gardening, great fresh fruit and veg 
and lovely staff and owners” for the 5-star rated 
iGa Roleystone and “Fantastic supermarket, 
I shop there every week, helpful staff and 
bakery section is always topped up with great 
specials,”about Foodland seaford. 

What’s more, with this information at her fingertips 
Fiona is incredibly knowledgeable about what 
contributes to the creation of a successful 
business. and beyond putting a solid business 
plan in place or focusing on staff training, the 
answer is surprisingly simple – developing a real 
passion for the business and the retail industry.

“the best businesses tend to be run by very 
passionate individuals; the people who really care 
about their customers. there’s no tricks about it, 
they actually care and are very genuine. i guess 
what’s difficult, for small businesses in particular, 
is as they grow over time it can be very difficult to 
translate that personal dedication through to their 
staff,” Fiona says.

“Focussing on customer feedback and 
incorporating this into the business plan can be 
a very good way of doing that. When it comes to 
staff if you celebrate internally any good feedback, 
or show you’re concerned about negative 
feedback, this can help exhibit to staff consumer 
opinion is important and an indicator of future 
success.”

Creating a pleasant retail environment, making 

quality produce easily available and developing 
ongoing positive engagement with the local 
community also don’t go astray when building 
a business. however, the overall consumer 
experience also remains of paramount 
importance.

Fiona says it’s important for independent retailers 
to recognise consumer loyalty is variable and 
the ability to access products in a number of 
locations means they can, and often will, utilise 
other businesses. however if the overall service 
experience at a business is exceptional then 
consumers are more likely to return for repeat 
business. at the crux of this is good customer 
service. 

Fiona say this is an incredibly important aspect 
of any business, especially in regards to 
independent retailers. 

“it’s important for businesses to try and stand 
out in their own way. Certainly don’t try to be the 
business with the cheapest prices. Build your 
reputation on something else and also build a 
reputation online to demonstrate how you’re 
different to everyone else,” she says.

“however, i think persistence is the number 
one thing for most businesses. Remain true to 
your passion and to what you believe in, remain 
on the course you set for yourself and you will 
succeed.” 




