APRA Music Essentials
DOES WHAT YOU PLAY AFFECT WHAT
YOUR CUSTOMERS WILL PAY?
Tough competition for the consumer dollar has seen retail and hospitality business owners turn to a variety of promotional mediums to
raise the awareness of their business and products. Radio and television advertising, printed promotional material such as catalogues
and storefront signage all play a part in attracting a customer’s attention. And increasingly, many business operators are realising that
the music they play can attract passing customers into a retail outlet or alfresco dining area. What’s more, the right music can keep
their customers in their business longer, leading to an increased chance of a sale or the purchase of additional items.
Creating image
In many organisations, the decision to use music and what type of music has become a key component of marketing and promotional
strategies. Creating an image, identity or brand helps differentiate businesses competing in the same market. Businesses create an
image or identity through décor, advertising and the nature of the services or products provided. One of the most cost effective ways of
reinforcing image is by using music. Music reinforces and adds a new emotive dimension to the image and impacts a customer’s
perception and experience. As the novelist Victor Hugo once aptly said: “Music expresses that which cannot be said and on which it is
impossible to be silent”. When customers walk into a store or a restaurant, they’re not just looking for a product, they’re seeking an
experience. And the research shows that music is a subliminal and critical way of fleshing out that experience and engaging customers
emotionally.
Hiding unwanted noise and distractions
Music also has the ability to act as a masking agent in that it can hide unwanted noise from the back of the kitchen or store room and
focus the customer’s attention more directly on their experience of your service or product. If your business is near a main road your
customer’s attention will also be influenced by the amount of noise coming from outside. Traffic or pedestrian noise, if not masked by
appropriate background music, can make your customers feel rushed and distract them from the products or service you are selling. In
hospitality businesses especially, background music provides your customers with a degree of privacy when holding conversations at
the bar or dinner table.
Creating the perfect atmosphere
Having made the decision to use music in your business you should also maintain careful control of what type of music is played by
your staff. The music you play in your business can impact whether customers chose to enter your establishment, how long they stay
and their overall perception and experience. The music you play may be a determining factor in whether they return in the future or
recommend your business to colleagues and friends.
APRA (Australasian Performing Right Association) has reviewed studies by researchers from around the world relating to the way in
which music impacts business and consumer behaviour. In addition to these international findings, APRA has conducted local
research focusing on how music affects consumer behaviour and perception. APRA’s first research study measured the importance of
matching music to the venue and the influence of music, including the style of music, in relation to a number of measurable outcomes.
The results, as illustrated in the charts below, demonstrate that because music can impact customer behaviour and perception, it can
also impact customer spend. In this case, an informal mid-priced restaurant, more upbeat styles of music were better suited to the
target market, ambience and atmosphere of the venue. Conversely, having classical or no music negatively impacted customer spend.
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These findings clearly demonstrate that the use of music and how effectively it is matched to other marketing elements of a business
can impact actual sales. In today’s business environment, the benefits of using music are clear. Music’s impact is immediate whether
used as background in your restaurant or retail business or on the telephone for customers on hold. Music is a relatively cheap, but
very powerful business tool and should not be overlooked.
Want to know more?
Simple…Call our Client Services Department Toll Free on 1300 852 388 or contact one of our branch offices located in each state.
APRA is able to recommend a number of music content providers who can assist you tailor your music programming to suit your
customer base
NSW 02 9935 7900
VIC TAS 03 9426 5200
SA 08 8239 2222
WA 08 9382 8299
QLD NT 07 3257 1007
Email licence@apra.com.au
Website www.apra.com.au and visit Licences > Music In Your Business
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