
ActionCOACH gets 
Solent Mobility 

moving

Many business owners don’t know how to grow their companies beyond a certain size. This was the 
challenge facing Debbie and Mick Watts.

Solent Mobility, which they set up in 2004, supplies a huge range of mobility equipment and  
furniture - from wheelchairs, stairlifts, scooters and bathroom aids through to wetrooms, adjustable 
beds and chairs. They also run Shepherds Hospital Equipment, a complementary business which 
repairs and services equipment such as beds, wheelchairs, patient hoists and trolleys for the NHS 
and the private health sector.

In 2010 the couple realised that while their business was successful, they didn’t know how to take 
it to the next level. It was at this point that ActionCOACH Gary Mullins, met with them, and the 
husband and wife duo haven’t looked back since. Debbie Watts picks up the story. “We had the 
showroom and the online shop, and the business was doing ok, and we knew the market could be 
really big, but Mick and I didn’t know how to take things forwards. We didn’t really have a plan or 
the knowledge or experience to execute it.”

“Although we were very sceptical about ActionCOACH, when we met Gary he made such a lot of 
sense. He asked us what we wanted from the business. That was refreshing as we hadn’t thought 
about it in those terms; we’d simply been growing it as best we could and seeing where that got 
us.”

Debbie and Mick decided to work with Gary and he began coaching them in 2010. Gary first helped 
them set 1, 3 and 5 year goals and put a clear plan in place to deliver them. He then helped them 
systematically look at, and improve, every aspect of their business.

For instance, if they were going to grow their business, they needed to understand how to increase 
sales. So he focused their attention on their marketing, where leads come from and their  
conversion rate. Debbie elaborates: “We used to advertise quite a lot, but we didn’t know which 
adverts worked. Gary changed this. He got us to measure the performance of every single advert. 
Based on this, he helped us rework the ads, to make them stronger. He also got us to test and 
measure everything, so we could concentrate our spend on the things that work.”

This alone saved Solent Mobility a marketing fortune. For instance it has been able to reduce its 
Yellow Pages spend from £20,000 per year to just £5,000 while at the same time its enquiry levels 
have increased.

Gary has also helped Debbie and Mick improve the way leads are measured and converted in the 
showroom. “With some of our more expensive items people don’t come in and buy straight away, 
they may ask questions and then go away to have a think. In the old days we might have treated 
that conversation as a lead, but we didn’t capture the customer’s details, so it was a pretty mean-
ingless piece of data.”

Gary suggested they address this. Now, the company’s 11 showroom sales staff know that they 
must record a name and address if an enquiry about a high value item is to count as a lead. As a 
result Debbie can measure over time if the lead converts into a sale, and if not the team can explore 
why not, so that things can be improved.
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“Now, we are really on top of the figures. We know 
every week how many leads we have had and how 
many we have converted – that alone gives us a 
tremendous sense of control.”

When it comes to improving the conversion of leads, 
Gary has helped with this too, reworking the team’s 
sales scripts and then polishing them again to ensure 
they constantly improve. This is done with input from 
the sales team, which is another important  
development since ActionCOACH Gary came on 
board.

“He has really helped us develop and draw on the skills of the team. We now have weekly 
Wednesday meetings with the staff. These happen without fail and are a great opportunity for 
new ideas to be shared. Even if Mick and I aren’t here, those meetings happen, which is brilliant. 
“The team really feel part of the drive to build and develop the business – and of course their 
insight is invaluable, after all they are dealing with the customer day in day out.”

Solent Mobility is obviously a specialist business but as part of his work, Gary has helped the 
company focus even more closely on its USPs and guarantees. This is particularly important on the 
company’s e-commerce site where the guarantees are expressed as “7 good reasons to use Solent 
Mobility”.

“Sitting down and thinking about what makes us special has really helped us emphasise our 
expertise and customer service. That in turn has influenced who we recruit, their experience and 
the training we give them. This in has made us and our offer even stronger. It just all fits together,” 
explains Debbie.

Gary has helped on the financial front too. For instance he has helped the Watts improve their 
financial management. They have changed accountant, to a firm which not only provides a better 
deal but which provides Mick and Debbie with the information they need, as and when they need 
it. With his help they have also been able to review their pricing structure and their cost base.

This has been especially helpful to the couples’ other business, Shepherds Hospital Equipment, 
which is operating in the price driven NHS. Debbie elaborates: “As you can imagine in the public 
sector many of the jobs are tenders, margins are tight, so pricing and costs are crucial. Gary has 
helped with this but he has also inputted into the pack we present in tenders, our sales scripts for 
that business and he has helped us identify new ways to get leads.”

The results of all this hard work is clear to see on the company’s bottom line. Turnover has  
increased by 30% in the last 2 years, since Gary began working with the business. That growth rate 
is accelerating - sales for the past quarter are 64% up on the same time last year. The workforce 
has increased from eight to 12 and the Watts have a clear vision for the future. This includes  
opening another showroom within the next year, and adding yet three more within five years.

As importantly, they feel they have the systems in place to deliver that vision. Debbie shares an 
anecdote to illustrate how strong those systems are:

“Last summer we took a fortnight off. At the same time the business had its busiest two weeks 
ever. Staff said to me ‘Debbie, you went out of the door and customers flooded in!’ But the team 
coped brilliantly, no worries. In the old days I’d have come back to an inbox that was overflowing. 
This time there were only about six things for me to look at, everything else was sorted. Everyone 
knew what they were doing and handled it all. That’s in no small part thanks to Gary. He isn’t 
cheap, but his results have more than paid for themselves.”

“We have a business that is growing this strongly, that we know how to drive forward – and that’s 
under control, it’s tremendous.”
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