
 

 

 
 
 

 
“We have built a strong, open relationship and now we involve Ian 
with all aspects of the business and seek his guidance and input to 
help us grow Total SEO. He ensures we step back and take an 
objective view of how the business is running and helps us keep an 
eye on the bigger picture – especially when the day-to-day 
operational pressures build up. We are building the business for a 
purpose and Ian is now integral to our business future.” 
 
Background 
Total SEO is a specialist agency focused on helping its clients achieve 
greater online visibility and website traffic. The business was 
conceived and established by Simon and Michelle Chapple in 2005 and 
they remain the joint owner managers of the company. 
 
Total SEO operates in a highly competitive, fast paced industry that 
demands high levels of technical knowledge combined with excellent 
client management expertise. 
 
When Henchards was first introduced to Simon and Michelle they had 
already been successful in growing the business and acquiring new 
clients. They recognised that they would benefit from additional 
support to help develop the company for its next phase of growth. 
 
How it has worked 
Henchards began working with Total SEO in mid-2015. The team was 
young, enthusiastic, talented but lacked experience of working within 
a larger business environment. As a consequence, Simon and Michelle 
were heavily involved in every day-to-day decision, which was tiring 
and deflected them from looking ahead and planning the future of 
the company. 

 
A number of changes were agreed over the initial months of working 
together. First the bookkeeping and accounts support was enhanced  
to reduce the volume of transactional work being undertaken by the 
owners. 
 
Second a more structured approach to reviewing business 
performance was established such that now Ian Parker from 
Henchards, Simon and Michelle meet monthly to review the previous 
month’s financial and operational performance and set goals and 
agree actions for the month ahead. 
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Third the day-to-day roles of Simon and Michelle have been reviewed 
and revised to allow them to focus on what they enjoy, what they are 
good at and what is best for the business. In addition this has enabled 
them to be more flexible with their own time commitments to the 
business. 
 
A key part of the agreed plan was the hire of a senior manager who 
would take on more of the day-to-day running of the business 
operations. By ensuring the selection process was sufficiently rigorous 
and by providing an independent perspective in the interviews Ian has 
supported Simon and Michelle in appointing this key individual who 
joined the company in June 2016. 
 
Ian has instituted a monthly company meeting where the whole team 
get together and share good news, successes and areas where the 
company can improve. A number of key ideas have been aired and 
implemented to improve the client experience and enhance the 
working environment. 
 
The company has an increased focus on the development of the team 
and the individual employees through personal development plans 
and is looking to invest in an online HR system to further improve the 
team experience and enhance the efficiency and effectiveness of its 
people management activities. 
 
Over the past 12 months, client numbers have accelerated. At the 
same time a strong focus on value has led to an increase in average 
fees paid by clients. This improvement in both volume and value, 
without inflating expenditure, is having a very positive effect on both 
the top and bottom lines. The work continues to increase client 
retention, add further value to the proposition to support higher fees 
and identify efficiencies in processes both by better design and 
automation. 
 
“When we met Ian for the first time we hadn’t recognised the need 
for an adviser nor appreciated the value that an additional, 
experienced person could bring to the business. We knew that we had 
a great opportunity but the day-to-day running of the company was 
tiring and not as rewarding as we had hoped. 
 
“It is a big commitment to bring in someone from the outside but we 
quickly recognised that Ian brought something extra to the business. 
He has helped us both strategically and operationally and has a 
flexible style that suits the dynamic nature of what we do. 
 
Simon and Michelle Chapple Owners and directors, 
Total SEO and Marketing 


