
Welcome! We’ll be starting shortly! 

Got friends who need to join us? Here’s the link: 

www.ClareJosa.com/EU-VAT-Webinar 

 

 



Are you EU VAT-Stressed? 
Let’s start on a positive: 

Tell me one thing you feel 
grateful for today! 
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What On Earth Is EU VAT? 

n  In the ‘olden days’ (prior to January 1st 2015), if you sold an 
electronically-supplied service to a consumer, you charged 
VAT (sales tax) based on where YOUR BUSINESS is located 
 

n  Now you charge VAT for digital stuff based on where the 
CUSTOMER is located. 
 

n  Why? 
 

n  To stop the Big Boys from off-shoring to low-VAT countries 
who were getting all the sales tax profits! 
 

n  But… it’s causing a few problems… 



A Bit Of Background – 
Who Am I? 

Clare Josa 
u  Business coach for over a decade 

u  Certified NLP Trainer since 2003 

u  Formally-trained Meditation 
Teacher 

u  Author of 4 published books 

u  Reformed Engineer 

u  Former Head of Market Research 
at Dyson 

u  Busy Mum of 3 young boys 

u  I am passionate about 
demystifying Ancient Wisdom 

into practical actions you can take 
today, in less time that it takes for 
a kettle to boil 

u  Co-founder of EU VAT Action 



How did I 
get into EU 

VAT? 



What Have We Been Up To? 
•  We have been granted ‘consultative 

status’, which means you now have an 
official voice with HMRC & HM Treasury 

•  We have achieved great press exposure 
for the rules & the campaign 

•  We have so far helped thousands of 
businesses to keep trading 

•  And there’s more… in a mo! 



And The Next Steps? 



Before we dive in: 

The information in 
this webinar is 
based on my 
experience as a co-
founder of EU VAT 
Action and 10 years 
as a business coach. 
It’s NOT legal 
advice. 
Is that ok with you? 



Without 
Slinging Mud… 
How Did We 
Get Into This 
VATMESS? Back in 2007 the 

EU Member States 
wanted to stop the 
Big Boys from 
‘cheating’ them 
out of VAT. 
They never 
intended to hurt 
you or me. 



The Key Decision-Makers Assumed Micro 
Businesses Wouldn’t Be Affected 



They Assumed None Of Us Sold Direct To 
Consumers 



They didn’t understand our business models 



How Can Another Country Legally 
Tax Me? 

n  Inside the EU:  Your government agreed to it 
This isn’t a tax imposed by the EU on its businesses – it is 
legislation that was developed over 7 years and voted on by 
your government – they said yes. 
 
 

n  Outside the EU?  Trade Treaties 
(Which your government agreed to!) 
Worldwide trade treaties mean that, for example, the USA has 
actually had to do this since 2003! 



What’s The Problem? 

n  For most digital-world transactions, it’s hard for most micro 
businesses and sole traders to know where the customer is. You have 
to collect 2 pieces of non-conflicting evidence (3 if they conflict), to 
prove ‘place of supply’ 

n  Then you have to figure out which of the EU’s 81 rates of VAT apply 
to that sale – some invoices could include 2 rates of VAT – or even 2 
different countries as ‘place of supply’ 

n  Then you have to keep all of this customer data, safely, for 10 years 



Some Good News: Achievements 
So Far 

n  We persuaded UK HMRC to change its systems so that UK businesses 
would no longer lose their domestic VAT threshold for home sales 

n  We negotiated the ‘light touch’ implementation with HMRC that 
allowed thousands of businesses to keep trading from January 1st 

n  We have empowered thousands to contact their MP & MEPs – EU-wide 
– to get them to lobby the UK government and key EU Commission 
Decision-Makers 

n  We’re going to Brussels on your behalf next month, to meet those very 
Decision-Makers 

n  We have spread awareness through getting over 50,000 signatures on 
the campaign’s petitions 

n  We have convinced the British Prime Minister that he didn’t have the 
full facts – and he is now fully aware of the extent and magnitude of the 
problems you are facing 



Back To Basics: Who Does This Apply To? 

B2C Transactions to EU-resident 
consumers 
 
If it’s B2B, you have to be able to 
PROVE it – and then the usual 
B2B rules apply. 
 
And yes, it applies worldwide. 



Shall we 
look at 
what’s 

covered? 



Which Products Are Included? 

‘Electronically supplied services’ as 
referred to in Directive 2006/112/EC 
shall include services which are 
delivered over the Internet or an 
electronic network and the nature of 
which renders their supply essentially 
automated and involving minimal 
human intervention. 



HMRC Says… (UK ONLY) 

n  HMRC Chart 

n  & link to UK HMRC guidance notes 



Different Member States Have Different 
Interpretations 

n  It’s best work with your national Tax Authority’s guidance – 
they will be the ones who are contacted by the other Member 
State, in the event of a problem – and realistically they’re 
more likely to defend THEIR recommendations 
 

n  If you’re outside of the EU, work with the guidance from the 
Member State in which you register for Non-Union MOSS 
(more in a bit), for the same reasons as above 
 

n  We’re working with the UK Government to get the EU 
Commission to collate agreed definitions, as a matter of 
urgency 

You Can’t Please Them All… Or Can You? 



If in doubt, get it IN 
WRITING from your 
Tax Authority! 
I’ll be giving you some 
tips on how to word this 
letter, later in the 
webinar. 



So How Do You Know Where Your 
Customer Is? 

You need 2 pieces of non-conflicting information. If 
they disagree, then you need to check against a 3rd. 
 
u  IP address (the location of their computer) 
u Residential address (self-declared or via 

payment processor) 
u Credit card issuing bank country 
u Credit card billing address 
u SIM code of mobile or country code of landline 

(for some electronically-supplied services) 

But most micro businesses only have 
access to the self-declared address. 



But what if your customer is on 
holiday? 

The EU Commission Guidance Notes state that, in this case, it is where the 
consumer ‘normally resides’. 
 
http://ec.europa.eu/taxation_customs/resources/documents/taxation/vat/
how_vat_works/telecom/explanatory_notes_2015_en.pdf 
 
The IP address would be different to their billing address, so you will need 
a 3rd piece of data – and the customer’s self-declared address would be 
acceptable, as long as you haven’t already counted it. 

What do you do if going round in circles doesn’t give you an answer? 
 
In theory, you’re supposed to decline the transaction. 
 
We have asked UK’s HMRC to clarify this with the EU Commission. 
 



Who Is Responsible? 

The Seller 

The seller is 
responsible if they 
are selling and 
fulfilling the order 
themselves – even 
if their payment 
processor / app 
makes a mistake. 

The Platform 

The 3rd party 
platform is 
responsible, if they 
handle the entire 
sales process. 



What Is A Third Party Platform? 

If a 3rd party platform 
handles the whole 
sales, payment and 

delivery process, then 
THEY are responsible 
for EU VAT – not you. 

If in doubt, ask your 
Tax Authority. 



Pros & Cons Of 3rd Party Platforms 
Advantages 

n  They can get your product in 
front of a wide audience 

n  They are obliged to handle 
the EU VAT for you 

n  They create the systems – 
you just ‘plug & play’ 

n  They help with marketing 

Disadvantages. They dictate: 

n  Your customer’s purchase experience 

n  What information you get about your 
customers 

n  Whether you can ever contact them 

n  Your pricing strategy (e.g. Amazon e-
books) 

n  Your marketing strategy 

n  Your relationship with your customer 

n  When & how a business gets paid 

n  Your refund policy 

n  What you can and cannot sell & to which 
countries 

And, in addition to their 
commission, they’re VAT 

registered, so you 
effectively lose your 

domestic VAT threshold. 



I don't actually WANT to use a third party anymore. It's 
interesting, all this has made me really think about where I want 
my business to go, and a third party platform, while it will have 
its uses initially, doesn't support a business that wants to grow 
and have a recognisable brand.  

Plus, I've lost a lot of trust for the platform that would suit my 
products best. I don't think there's a third party platform 
suitable for everyone's different needs/markets, either. So 
many reasons they're not the answer. 
 

Virginia Crawford, Fabric Designer & Pattern Creator 



When Is A Platform Not A 
Platform? 

n  A ‘payment processor’ facilitates the customer handing over 
the cash and then sends you notification of the sale, which 
you complete 

n  This is not a 3rd party platform. A platform does the whole lot 
and tells you afterwards 

n  The EU VAT challenges mean there are rafts of ‘apps’ and 
‘plugins’ springing up, to help you with the data collection 

n  We are yet to see one that’s fully compliant, but depending on 
your business, some may work for you. Here are some 
questions you need to ask before diving in and trusting them: 

When It’s An App Or Payment Processor 



Suggestions: Questions You Might Want To 
Ask Someone Who’s Offering A Magic Wand 

n  How do you tell where the customer usually lives? 

n  When you’re determining the location, exactly how do you do it?  
For me to be compliant with the legislation, I need to prove I’m using 2-3 pieces from the 
approved list and we’re only allowed to use one piece of self-declared information.  

n  What do you do if that information is conflicting? E.g. ask customer to confirm / decline the sale? 

n  How do you know which rate of VAT to apply? How do you handle countries where there are 2 
rates of VAT? 

n  How do you handle transactions that legally have two 'places of supply' - e.g. an e-book 
(customer location) bought at the same time as a live webinar (business location)? 

Click on this 
image on the 
replay page 
to let me 
know which 
answers you 
get 

§  How can you help me to display the correct price on 
my website? I won’t know where the customer is 
until after they have made payment through you, but 
most EU Member States have a legal requirement 
for the price to always include the sales tax, each 
time it is displayed. 

§  Do you comply with the bespoke VAT invoice 
requirements for the Member States who have a 
legal requirement to issue one for each B2C 
purchase? 

§  Is there anything in your checkout process that 
could cause an increase in cart abandonment, 
compared to before the new EU Digital VAT rules. 



Can PayPal or Stripe Etc Give You 
The Data You Need? 
n Stripe can give you the customer address 

n PayPal often gives you nothing… 

n If you’re using PayPal’s API-programmed shopping cart 
you can get more data (including IP address, they 
claim) – but even then it’s still a major tech chore 

n If you’re more at the ‘buy now button’ level, then the 
answer is no. 

n You CAN set up a ‘buy now’ button that will give you the 
customer’s account address and that WILL suffice in the 
UK MOSS scheme until at least June 30th 2015 



How Do You Know Which Rate Of 
VAT To Apply? You have to find 

out where they 
are and charge 
them according 
to their 
country’s rate 
for that service. 



But… Some EU Countries Have 
More Than One… 

n  For example, an e-book sold in 
Italy has two different rates 
depending on whether it has 
an ISBN 

n  If you sell an Italy customer an 
ISBN e-book with a separate 
MP3 download, then you have 
two VAT rates in one 
transaction 

n  If you sell an e-book and a live 
webinar at the same time, then 
the e-book comes under the 
CUSTOMER’s location, but the 
live webinar comes under 
YOUR location. 
 
So you have 2 different 
countries as ‘place of supply’ 
within one transaction 

An invoice can include 2 rates An invoice can include 2 countries 

This is making even long-term VAT 
accountants cry… 



Be aware: most 
shopping 

carts, payment 
processors 

and EU VAT 
apps can only 

handle ONE 
VAT rate per 

country 



How Do You Pay The VAT? 

n   You can either register for VAT 
in the customer’s country, or… 

n   You can register for MOSS – 
the Mini One Stop Shop – in 
your home country 

n   Then your home tax authority 
effectively does the 
registering and payment of 
VAT on your behalf 

n  Have to register by the 10th of 
the following month 

n  You can either register for VAT 
in the customer’s country, or… 

n  Register for ‘Non-Union MOSS’ 

n  This is the same Mini One Stop 
Shop, but you get a version for 
non-EU businesses 

n  https://www.gov.uk/register-
and-use-the-vat-mini-one-
stop-shop  

If You’re In The EU If You’re Outside The EU 

Top Tip: Make sure you register as a BUSINESS 
and not for an ‘individual’ account – or you’ll go 

round in circles for weeks! 



How Do I Display The Correct 
Price? 

n  Most EU Member States require you to display the VAT-
inclusive price at all times 

n  But how can you do that, if you don’t know where your 
customer is, until the very end of the purchase process? 

n  There are apps and shopping carts that may be able to do 
this for you, without your client having to log in or select a 
country before seeing the price (high exit rates) 

n  Alternatively you can apply the ‘fudge factor’ pricing, which 
means everyone pays the same price and you deduct the VAT 
from your margin – and pray you sell more e-books to Italy 
(4%) than Hungary (27%)! 



What’s The HMRC ‘Light Touch’ About? 

Until 20th June 2015 businesses under 
an HMRC MOSS scheme can use just 
one piece of data – the country 
supplied by their payment provider – 
to determine the customer’s location 
& VAT rate 



If your sales volumes aren’t huge, 
and your payment processor is 
giving you the customer’s country, 
and you’re using the UK MOSS 
scheme, then during the ‘light 
touch’ phase an Excel spreadsheet 
will do the job for you. 



Invoicing 
Requirements 
n  Some EU Member 

States require a 
correctly formatted 
VAT invoice to be 
issued even for B2C 
transactions. 

n  As of February 2015, 
no shopping carts or 
plugins are compliant 
with this. 

Ø  We are campaigning 
for a micro business 
exemption from this. 

Ø  Here is where you can 
find out more: 
http://ec.europa.eu/
taxation_customs/tic/  



Time for a breather! 

Have there been 
any surprises for 
you, so far? 
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What Are The Most Common Mistakes? 

There are signs that 
worldwide ‘place of 
supply’ taxation is 
coming – so we might 
as well get sorted 
now. 

And one day it might 
reach non-digital… 

Ignoring EU VAT 

•  Vigilante threads 
are increasing 

• Web bots 
• Disgruntled 

customers 
•  Twitter & FB 

trawling software 
•  Tax & VAT returns 

Belief: Won’t Get Caught 

•  Keep breathing! 
•  Together, we CAN 

do this 
•  There ARE 

solutions, even if 
they’re not pretty 

• Gift EU VAT mini-
meditation! 

Panic! 



Another Super-Common Mistake 

n  As part of the preparation for this webinar, I did a quick web 
search and I quickly lost count of how many people were 
claiming to have written the ‘definitive guide’ to EU VAT – 
almost all with glaring holes or major myths presented as 
facts 

n  The EU VAT Action website has the latest facts – and links to 
the official government & EU Commission sources for our 
statements: www.EUVATAction.org  

n  And our Facebook group is a great place to get clarity, if 
you’re feeling confused: 
https://www.Facebook.com/groups/EUVATAction  

Believing what you read about this on the internet! 

 



And I Hear This One Daily… 

Mistake: assuming it will all just go away. 

Though I know none of you would make this mistake, 
because you’re watching this webinar! 

“It’ll come out in the wash… 
These things always do! 

Somebody will sort it out!” 
 



What’s Happening With 
Non-Digital in 2016? 

The legislation 
hasn’t been 
drafted yet. 



What kind of 
business are you 
running? 



Blocking EU Sales 

55% of USA sub-€100k 
turnover businesses told us 
they’re going to block EU 
sales 

27% of their EU-based 
counterparts said the same 

 



Blocking Non-Domestic EU Sales 
n Look at it in the context of your business! 

n How many customers might you lose? What 
would it do to your reputation? 

n Could you re-route those customers through a 
3rd party platform instead? 

n Customer location fraud (IP-faking & masking) 

n Is it even legal, if you’re in the EU? EU 
Commission says that’s up to your Tax 
Authority. We’re pushing for a better answer 
than that! 



Is it time to reinvent ‘passive income’? 

From your CUSTOMER’S perspective? 

Could you 
dare to be 
different? 



Is it time to break free from the old 
ways of thinking about ‘passive 
income’ and ‘digital products’? 



Where Are We ‘At’? 

Why do we sell passive 
income products? 



Your Most Vital Decision-Making 
Tool For The New EU VAT Rules 

What’s Your “Big Why”? 



‘Big Why’ Worksheet 

n Why are you running your business?  

n What is it you want your customer to experience, when 
they have worked with you? 

n Why is THAT important to you? 

n What do you LOVE about the work that you do? 

n Complete this sentence: 
 

I love running my business, because… 



Now let’s think about… 

n How does that fit with your ‘Big Why’? 

n And your customers’ needs? 

Why are you selling digital products & services? 



Now For Reinventing That Passive 
Income! 

n  Try it on for size – imagine how your customer feels and 
experiences one of your digital products. 

n  What thrills you about companies you pay more to? 

n  If you threw away the rule book, what could you do to make your 
digital products and services more human? You might want to start 
with one specific example. 

n  How could you surprise and delight your customer? 

n  Think about times when you have thought - I wish that... 

n  Could there be an opportunity for you to  
excel, to inspire even more loyalty with your 
 customers, to connect with them more  
deeply? 

It’s time to step into your customer’s shoes: 



How Does ‘Digital’ Fit Your 
Business Map? 

n  Forget the sales funnel – it’s long gone. Zoe Richards talks brilliantly about  
the Sales Map, instead. [Find Zoe at 
https://success.simplero.com/page/32309-the-sales-funnel-is-dead-long-live-
the-sales-map ] 

n  If your business were a town, your digital passive income products are the 
coffee houses and lunch cafes that entice people to visit your gourmet 
restaurant and boutique hotel. How could you provide a level of service at your 
cafes that would make you people’s first thought when they want the restaurant 
or hotel? 

n  Loyalty, like falling in love, requires rapport – not nagging or bullying – or 
‘funnelling’! 

n  In the NLP world, rapport is seeing the other person’s map of the world, with 
compassion and without judgement. 

n  It’s not trying to figure out how you can squeeze them through a pre-
determined choice funnel, before you have even met them… 

n  The Sales Map is a beautiful way of connecting with your customer’s individual 
Map Of The World – and empowering them to make the choices that feel right 
for them, in that moment, without judgement. 

Because the sales funnel is dead… 



Is ‘Passive’ Dead? 

n  With the ‘funnel’ model, you move a customer from passive products to 
mildly-interactive to full-blown VIP –squeezing them through at each stage. 

n  It’s supposed to be building that “know-like-trust” – but is that really still 
valid? Or is passive now seen as cheapened and freebie? 

n  Passive income is great, but it doesn’t really build much of a relationship.  

n  It’s a start. It helps people to get the ‘know-like-trust’ thing going.  

n  But imagine if you could turn your entry-level products into something that 
captivates your customers, totally thrills them and turns them into passionate 
Brand Ambassadors for you. This opportunity has always been there, but it’s 
taken this disaster to kick us into seeing it. 

n  Keep your ‘human intervention’ on-brand and on-values. 

n  What’s the simplest and easiest solution? It’s not about being lazy. It’s about 
getting in the flow.  

Is It Just Attracting Bargain Basement Shoppers? 



The Benefits of ‘Un-Passsiving Your Passive’ 
n  Adding in a human element to  your digital products and services has  

many benefits: 
n  Turn window shoppers into fans - fast 

n  Connect at a heart level, not just the head level 

n  People buy on emotions and rationalise afterwards. By being more human and 
less ‘robot’ you are connecting at a deeply emotional level. 

n  For your biz:  
n  Massively positive word of mouth 

n  Less effort to sell, as your reputation grows 

n  You’ll find it easier to sustain premium pricing, if that’s your business model 

n  Customers will value what you’re doing, so you’ll get fewer complaints and 
refund requests 

n  By having a peer support space, you’ll most likely get fewer tech support 
requests 

n  You’ll get more customers actually using your stuff, rather than leaving it to rot 
on their hard drive 



So How Far Do You Want To Go? 

n  Knowing your ‘Big Why’ helps you to make clearer decisions 
about how far you want to go to comply with the legislation - 
or not… 

n  And how much you want to break the digital mould and 
delight your customers 

n  Become a flame for your moths –  
Star Khechara does a brilliant video  
on this – the link is on the replay  
page 



Back To Those Pesky 
EU VAT Mistakes 
This time with a fresh 
perspective! 



What Our Research Is Telling Us 
60%+ of Sub-€100k EU businesses are taking actions 
that will damage their business 



With big 
challenges 
come great 
opportunities. 



Putting your digital product plans on hold 

Don’t sabotage 
your business and 
become an EU 
VAT martyr! 

Your customers 
need you! 

Let’s get creative, 
instead of giving 
up! 

Or scrapping them entirely! 



Don’t give 
the Tax Man 
the power 
over your 
business 
dreams! 



Just ‘Bunging In’ A Live Q&A Or 
Facebook Group 
The Tax Man will see straight through that… 

n I have seen so many businesses adding in ‘any old 
live bit’ – and it MAY work for them – or it may not 

n Give your customers a Q&A or Facebook group 
that has nothing to do with what they are buying 
and: 
n  They’ll be confused 

n  They won’t value it 

n  The Tax Man will smell smoked kippers… 

n You could end up resenting the effort, because it’s 
not in alignment with your core values – your ‘Big 
Why’ – and you know, in your heart, it’s a fudge. 



Look At It From The Other Perspective 
Think like a Tax Man: 

n  Is it ‘ancillary’? 

n  Is it stand-alone or an integral component of your offering? 
(We think this may be where we think the rumours from Spain 
are coming in) 

n  Is it available to anyone else for free? 

n  Does it really ADD VALUE to your offering? 

n  Does it make perfect sense to your customer? Or would it 
confuse them? 

n  Where would it fit on the ‘map’? 



It’s About Creating Your Tribe 

n  Make your ‘humanity’ something that feels natural to your 
customer – genuine & authentic 

n  Make it something they will really enjoy, which will add to 
their experience of your product or service 

n  Then they’ll tell their friends – and won’t be bargain-hunters 

n  It’s building the RELATIONSHIP that creates that feeling of 
knowing, liking and trusting you 

n  Do you really want to delegate that to a piece of software? 

n  Or is it time to deeply connect? 

A business without a tribe is just a bunch of 
customers 



Going With 
‘Business As Usual’ 
For Your Human 
Intervention 
It’s time to take things onto your 
customer’s map, not your industry’s 



You ARE Your Business 
You get to set the rules 
n  Don't get stuck inside your (industry's) current business 

model - e.g. that a free call has to be 30 minutes long 

n  Do what you love! 
n  If you're not into social media, how about doing a live Q&A 

Google Hangout?  
n  If you’re not into video, how about a dedicated  

email address where they can get an answer to  
their most burning question? 

n  How about 10 minute ‘quick fix’ calls, for simple  
queries? 

n  Give them an action challenge each module that  
they report back on in your private group? 

n  Discussion threads in books? 
n  Music-lover threads for MP3s? 
n  Which other ideas could you include? 

How could you 
bring more 

humanity into 
previously digital 

products? 



Adding in so 
much ‘live’ 

that you 
damage 

your other 
offerings 



… Or never get time to pee again! 

n  Customers make different choices based on their needs, 
their time and what they can afford 

n  If you drown them in über-generous ‘You-Time’ then you’ll 
overwhelm them, if all they wanted was an entry-level 
product or programme 

n  Before you decide how much ‘human intervention’ to include, 
check how that would position your particular product or 
service in the greater map of your business – would it make 
sense? 

n  Or is it like begging them to buy a coffee and throwing in a 
candlelit dinner for two, for free? 

Give them something they’ll value, without going too 
far. 



Not Having An ‘Expiry Date’ On 
Your Q&A Ticket 

“And you get to join my monthly Q&A” 

“As you’re going through the course, here’s a 
discussion thread where you can post a question for 
this month’s live Q&A call – and I’ll send you the login 
details the week before the event!” 



The Difference This Makes 

n  Makes the Q&A an integral part of what they have just bought 

n  Gives them a time-urgency, so they’re more likely to dive in 
and enjoy your product, rather than leaving it mouldering 
away in their inbox 

n  So they’ll get better results and be a happier customer 

n  They feel supported on this specific journey 

n  It sets clear boundaries on what they’re getting, so it doesn’t 
accidentally become a ‘forever-offer’ 

n  It helps them understand whether they’re buying a ‘coffee’ or 
a ‘full spa weekend’ – remember : a confused mind says no! 



Offering A 
‘1-2-1’ Helpline 

n  Don't offer more than you can 
deliver. I have seen coaches 
offering a free 30 minute call in 
return for a £10 e-book! I have seen 
software app developers offering a 
free helpline when selling a £2.99 
app. 

n  Make sure you can deliver what 
you’re promising to deliver – 
financially and emotionally! 

n  Also calling it a ‘helpline’ pre-
supposes they will get stuck or find 
it hard – which means they’re more 
likely to have problems and 
complain! 

How many plates do 
you want to spin? 



Not Watching Your Sales Page / 
Welcome Email Wording 

n  I have seen people try to get around the new EU VAT rules by 
offering ‘FREE’ live calls or ‘BONUS’ Q&As 

n  Make sure you’re only offering things that are available to 
customers – and not just bolting on stuff that’s freely available to 
non-customers (e.g. with a public forum), otherwise it can’t be 
positioned as ‘integral’ to your product (it’s available separately) 

n  Explain how the human element is fully-interactive / integrated / 
essential / takes your offering to the next level – and how they 
can’t do without it 

n  Be truthful! You can’t ‘hype’ your way out of the new EU VAT rules 

n  Read your sales page through the eyes of the Tax Man – and 
through the ‘heart’ of your ‘Big Why’ 

Your sales page needs to make it obvious if the 
human element is integral or add-on 



If in doubt, get it IN 
WRITING from your 
Tax Authority! 

Top Tips: 

u  Write from a place of 
confidence, not fear 

u  Pre-suppose they will agree. 
Ask them to confirm. 

u  Weave in your human 
interaction as ‘obvious’ and 
integral 

u  “It’s a blend of…”  
“As an integral part of the 
experience, they get…”  
“They get a month’s access 
to…” 



My Top Tip: 

n  If they experience it as having a good level of live human 
interaction and connection, then it most likely does 

n  If they experience it as being mainly stand-alone and offline, 
then there’s, at best, minimal human intervention and it could 
fall under EU VAT rules 

n  CHECK WITH YOUR TAX AUTHORITY! J  

n  And remember: the human bit doesn’t have to be you – it can 
be a member of your team – freeing you up to go desk-free, if 
that’s your dream! 

Stand in your customer’s shoes 



Pause to breathe! 



Micro Case Studies 

n  With 1-1 initial Skype meeting 

n  Then online training (pre-recorded) 

n  Live Q&A over 4 weeks 

Online Classes 



Micro Case Studies 

n  HMRC currently says that sending your pattern via manual email is 
enough – but we’re not convinced… 

n  At key stages in the pattern, could you build in tutorials for tricky 
techniques, linking to a live Q&A thread in your forum? 

n  Have a forum / FB group where you put up a small picture of the pattern 
and invite people to do a ‘show & tell’ of their finished product – or ask 
questions if they get stuck? 

n  In your manual email, remind the customer that this live support is 
there, and invite them to join your community – you could even frame it 
as ‘it’s like we’re all sitting in a room, working on our projects together, 
live, but in the comfort of our own homes’ 

n  You’re effectively repackaging your pattern as a mini-training course – 
and this could thrill your customers – plus the ‘show & tell’ threads help 
you to build the relationship and loyalty that mean they’ll come back to 
you next time 

Craft Patterns: How do I build in ‘human 
intervention’? 



Micro Case Studies 

n  Make it REAL! 

n  Your customers will sense your motivation & intention – if 
you’re just throwing in a forum to get around the EU VAT 
rules, then your heart won’t be in it and they’ll FEEL that – it 
could damage your brand 

n  The sales offer you make creates a psychological contract 
with your customer – don’t make promises you can’t keep 

n  It’s ok to have clear boundaries – and to trade someone up to 
a live 1-to-1 if that’s what they need 

Q: How often should I go into my coaching group? 



Micro Case Studies 

n  As long as the forum is only for paid members and not 
available for free to others 

n  Be really clear in your marketing materials that you are 
selling a place in your COMMUNITY which also gives people 
access to your ‘back catalogue’ 

Membership Site With Integral Forum  



Micro Case Studies 

n  Online course 

n  Individual feedback 

n  Private Facebook group 

Online Courses – Option 2 



Micro Case Studies 

n  This person’s ideal client is not into social media, so wouldn’t use a 
Facebook group 

n  Instead of thinking of this as a stand-alone online training, stand in 
your customer’s shoes and figure out what would thrill them and 
help you to build the relationship 

n  Would they value, for example, a 12 month pass to your exclusive 
monthly ‘pick my brains’ live Q&A call? 

n  Could you add in a tutoring element and then talk about the online 
training being ‘between modules’? 

n  How could you bring in human interaction to help them get even 
more from the programme? 

Online training for non-social-media people 



Remember! 

n  Yes, you might need to put your prices up to cover some of 
your ideas, but you’ll also be able to justify and sustain those 
prices 

n  It’s time to get your passive income products out of the 
bargain basement… 

n  Whilst delivering a quality of experience and service that 
gets your clients raving about you 

Happy clients will fall in love with you – and will 
even pay more to work with you 



If in doubt, get it IN 
WRITING from your 
Tax Authority! 



What are your initial 
thoughts on how you could 
turn the EU VAT rules into 
opportunities for you to 
delight your customers 
and grow your business? 



And What About Webinars? 

n  To make it integral with a live component (so I have the option of selling it later AND I get  
to offer a great interactive customer experience), I included links to discussion threads in the 
online Facebook groups, where you can get answers to your questions or share your 
challenges / experiences with us, even if you’re watching the replay. 

n  I included ‘tweet this’ links on the replay page – so we can interact and connect. 

n  During the webinar, I encouraged you to comment at key points, and afterwards to tell people 
how the webinar helped you and which action points you’re going to take away from it. 

n  If you don't run a Facebook group, then turn your replay page into human intervention Q&A 
(password protected so that the human interaction bit is not available for free) - and mention 
questions that you want them to answer in the comments at regular points during the webinar - 
but you'll have to deliver on your promise of going back & replying to the comments! 

n  For the customer, my aim was for there to be no real difference between listening in live or 
getting the replay – the interactive experience is the same 

n  Another option is to give out a unique email address in the webinar that is ONLY used for your 
Q&A question submissions (exclusive to people who have paid) - and promise to reply - 
therefore giving them more than 'minimal' live human intervention. Make sure this email address 
is NOT given out for free to other people, or that the live Q&A is seen as being a freebie that 
you're adding on. 

n  Q: Which of these could you weave in to, say, e-books? Or other products? 

Well, what did you spot today? Did it feel LIVE to you? 



Any Questions? 



3 Things you’re 
taking away from 
this webinar 



EU VAT & Your Business 

Clare Josa | Business Coach & Co-Founder of 
EU VAT Action 

How to use it as an excuse to GROW 
your biz, not throw it all away. 

Separating 
the myths 
from the 

facts 

Practical 
steps you 
can take 

today 

How to avoid 
the most 
common 
mistakes 

Insider 
secrets to 

GROW your 
business 

✓ ✓ 
✓ ✓ 



www.ClareJosa.com/EU-VAT-Webinar 

www.EUVATAction.org 



It’s accountability time! 
Which action could you take 
TODAY, based on the 
choices you have made 
during this webinar? 


