
�� 

 

 
 

1NlvVJN�:VpU�1py]N�-lNmN_pm� 
 

���1pNim 
3a��lNAp�1NlvVJN 
 
��TqVLN�pa�UN]i�yaql�IqmV_Nmm�lNAJU�Vpm�iNA\�iapN_pVA]� 

 

3UVm�wal\Iaa\�TqVLN�wV]]�pA\N�yaq�pUlaqTU�pUN� 
ilaJNmm�aS�VLN_pVSyV_T��V^i]N^N_pV_T�A_L� 

^AV_pAV_V_T�A�TlNAp�mNlvVJN�ilaTlA^�Sal�yaql�IqmV_Nmm�� 

 
�lNAp�mNlvVJN�wV]]�mNp�yaql�IqmV_Nmm�AiAlp�Sla^�
NvNlya_N�N]mN�A_L�NmpAI]VmU�yaq�Am�A�IlA_L�pUAp�

JAlNm�AIaqp�pUNVl�Jqmpa^Nlm� 



�� 

 

:HOFRPH�WR����6WHSV�7R�*UHDW�6HUYLFH��:H�KRSH�\RX�DUH�H[FLWHG�WR�JHW�WR�JHW�VWDUWHG�
EHFDXVH«�6HUYLFH�0DWWHUV��� 
 
2SHUDWLQJ�D�EXVLQHVV�UHTXLUHV�DWWHQWLRQ�WR�PDQ\�GLIIHUHQW�DUHDV�IURP�0DUNHWLQJ�WR� 
,QYHQWRU\�WR�&OHDQOLQHVV�DQG�6DIHW\���)RU�WKH�SDVW����\HDUV��6HUYLFH�:LWK�6W\OH�KDV�EHHQ�
WHDFKLQJ��FRDFKLQJ�DQG�WUDLQLQJ�KXQGUHGV�RI�FRPSDQLHV�DQG�WKHUH�ZDV�DOZD\V�RQH� 
UHFXUULQJ�IDFWRU«��7KH�0DQDJHPHQW�7HDP��� 
 
:KHQ�D�FRPSDQ\�KDV�D�JRRG�6WUXFWXUH�RU�IRXQGDWLRQ�LQ�SODFH��W\SLFDOO\�WKH\�KDYH�UHDOO\�
ILJXUHG�RXW���NH\�DUHDV���7KHVH�VHJPHQWV�RI�WKHLU�FRPSDQ\�EHFRPH�WKH�IRXQGDWLRQ�IRU�
HYHU\WKLQJ�HOVH�WKH\�DUH�DEOH�WR�DFFRPSOLVK��� 
 
/HDGHUVKLS��6\VWHPV�	�6WDII� 
 
7KHVH�NH\�DUHDV�ZLOO�SURYLGH�WKH�EDVH�WKDW�\RX�QHHG�WR�KDQGOH�WKH�ELJJHU�SURMHFWV��IRFXV�
RQ�WKH�LPSRUWDQW�SULRULWLHV�DQG�DOORZ�\RX�WR�JURZ��� 
 
<RXU�/HDGHUVKLS�WHDP�ZLOO�QHHG�WR�EH�FOHDUO\�GHILQHG�ZLWK�DQ�RUJDQL]DWLRQ�FKDUW��DV�ZHOO�
DV�WLWOHV��UHVSRQVLELOLWLHV��SROLFLHV�DQG�JRDOV���%H�VXUH�WKDW�HYHU\�PDQDJHU�KDV�EHHQ�
SURSHUO\�WUDLQHG��WKDW�WKH\�XQGHUVWDQG�WKHLU�UROHV�DQG�KRZ�WKH\�ILW�LQ�RQ�\RXU�WHDP���3UR�
YLGH�D�JRRG�FRPSDQ\�FXOWXUH��KROG�\RXU�WHDP�DFFRXQWDEOH�DQG�DOZD\V�EH�ZRUNLQJ�RQ�
PRUH�WUDLQLQJ�DQG�PDQDJHPHQW�GHYHORSPHQW� 
 
<RXU�OHDGHUVKLS�WHDP��WRJHWKHU��FDQ�QRZ�ZRUN�RQ�WKH�6\VWHPV�WKDW�DUH�QHHGHG�WR�UXQ�
WKH�EXVLQHVV���%H�FDUHIXO��D�ORW�RI�WKH�WLPH�WKHUH�DUH�EDVLF�V\VWHPV�LQ�SODFH�DQG�LW�LV�DV�
VXPHG�WKDW�WKH\�DUH�EHLQJ�XVHG�DQG�ZRUNLQJ��EXW�LQ�UHDOLW\�LW�LV�MXVW�D�FOLSERDUG�RQ�WKH�
ZDOO�WKDW¶V�QHYHU�XVHG� 
 
:H�VXJJHVW�D�IXOO�UHYLHZ�RI�HYHU\�V\VWHP�\RX�QHHG�WR�RSHUDWH�VPRRWKO\���7KH�OHDGHUVKLS�
WHDP�VKRXOG�UHYLHZ�DOO�6\VWHPV�\RX�QHHG�IURP�FKHFNOLVWV��WR�HPSOR\HH�PDQXDOV��PHHW�
LQJ�VFKHGXOHV�DQG�WUDLQLQJ�SURJUDPV���2QFH�WKH�V\VWHPV�KDYH�EH�LGHQWLILHG��LW¶V�WLPH�WR�
JHW�WR�ZRUN�RQ�XSGDWLQJ��FUHDWLQJ�DQG�ILQDOL]LQJ�DOO�\RXU�V\VWHPV���7KLV�LV�D�ELJ�SURMHFW�EXW�
LI�GRQH�FRUUHFWO\��LW�ZLOO�VHW�\RX�XS�IRU�VXFFHVV���7KURXJKRXW�WKLV�JXLGH�ZH�ZLOO�LGHQWLI\�
PDQ\�V\VWHPV�ZH�UHFRPPHQG�DORQJ�ZLWK�VHYHUDO�VDPSOHV� 
 
1RZ�WKDW�\RXU�/HDGHUVKLS�WHDP�LV�WRJHWKHU�DQG�WKH�ULJKW�6\VWHPV�DUH�LQ�SODFH�LW¶V�WLPH�
WR�VROLGLI\�\RXU�6WDII���:KHQ�WKH�OHDGHUVKLS�WHDP�ZRUNV�ZHOO�WRJHWKHU�DQG�XVHV�WKH�ULJKW�
6\VWHPV�WR�RSHUDWH�SURGXFWLYHO\�DQG�HIILFLHQWO\��WKH�VWDII�DSSUHFLDWHV�WKH�ZRUN� 
HQYLURQPHQW���<RXU�JRRG�HPSOR\HHV�ZLOO�VWULYH�WR�GR�WKHLU�SDUW�DQG�\RX�ZLOO�EH�DEOH�WR�IHHO�
WKH�SURGXFWLYHO\�DQG�PRPHQWXP��� 
 
 

!Np¯m��Np�1pAlpNL� 
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$W�WKLV�SRLQW��WU\�WR�JHW�VSHFLILF�DERXW�ZKDW�\RX�ZDQW�WR�DFFRPSOLVK��:KHQ�D�ZHOO�OHG�
JURXS�RI�SHRSOH�LV�IRFXVHG��GHWHUPLQHG�DQG�DSSUHFLDWHG��WKH\�FDQ�JHW�D�ORW�GRQH��<RX�
VKRXOG�VWDUW�WR�VHH�WKH�WLPH�FRQVXPLQJ�GDLO\�FKDOOHQJHV�EHFRPH�PXFK�HDVLHU�WR�PDQDJH�
VR�WKDW�PRUH�LPSRUWDQW�WDVNV�FDQ�EH�DGGUHVVHG��� 
 
1RZ��WKHUH�DUH�PDQ\��PDQ\�GLIIHUHQW�SURMHFWV�WR�WDNH�RQ�DW�DQ\�JLYHQ�WLPH�LQ�D�EXVLQHVV��
EXW�LI�WKH�OHDGHUVKLS�WHDP�LV�RQ�WKH�VDPH�SDJH�\RX�ZLOO�DOZD\V�EH�IRFXVHG�RQ�ZKDW�LV�WKH�
QH[W�FULWLFDO�SURMHFW�WR�WDFNOH���6RPHWLPHV�WKDW�PD\�EH�LQYHQWRU\��PDUNHWLQJ��UHQRYDWLRQV��
D�QHZ�ORFDWLRQ��RU�ILQDQFLDOV��EXW�IRU�WRGD\�LW¶V�«���6(59,&(���� 
 
7KLV�PDQXDO�ZLOO�IRFXV�RQ�WKH�VWHSV�WR�LPSOHPHQW�D�*UHDW�6HUYLFH�SURJUDP�WKDW�FDQ� 
LPSDFW�WKH�H[SHULHQFH�HYHU\�JXHVW�WKDW�FRPHV�LQWR�\RXU�HVWDEOLVKPHQW�UHFHLYHV� 
 
:H�KRSH�\RX�ZLOO�WDNH�WKH�WLPH�WR�UHYLHZ�WKLV�JXLGH�DQG�FRPSOHWH�WKH�ZRUN�SDJHV�DV�\RX�
JR��$V�\RX�DQVZHU�WKH�TXHVWLRQV��\RX�ZLOO�VWDUW�WR�RXWOLQH�D�QHZ�SODQ�DQG�IRFXV�RQ� 
6HUYLFH�LVVXHV�LQ�\RXU�EXVLQHVV��%H�VXUH�WR�GLVFXVV�WKLV�ZLWK�\RXU�OHDGHUVKLS�WHDP�DQG�
HPEUDFH�WKLV�DV�D�WHDP�SURMHFW� 
 
7R�JHW�WKH�EHVW�UHVXOWV�IRU�WKH�SURMHFW��ZH�VXJJHVW�WR�ILUVW�LGHQWLI\�RQH�SHUVRQ�RQ�\RXU�
WHDP�WR�OHDG�WKLV���$OORZ�WKHP�WR�KROG�D�PHHWLQJ�ZLWK�D�VPDOO�JURXS�RI�KHOSHUV���(YHU\�
WKLQJ�LV�FRPPXQLFDWHG�WR�OHDGHUV�WKURXJK�WKH�ZHHNO\�PDQDJHU�PHHWLQJ���7KLV�WHDP�FDQ�
EH�ORRNHG�DW�DV�D�6HUYLFH�&RPPLWWHH�WKDW�ZRUNV�WRJHWKHU�IRU�D�VKRUW�SHULRG�WR�LPSOH�
PHQW�D�*UHDW�6HUYLFH�3ODQ� 

!Np¯m��Np�1pAlpNL� 
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:UAp�pyiN�aS�mNlvVJN�La�yaq�wA_p� 
pa�LN]VvNl���!Np¯m�LNœ_N��p� 

7R�GHOLYHU�JUHDW�VHUYLFH��\RX�PXVW�ILUVW�GHILQH�ZKDW�W\SH�RI�VHUYLFH�\RX�ZDQW�WR�SURYLGH�WR�
\RXU�FXVWRPHUV�RU�JXHVWV��2QFH�\RXU�OHDGHUVKLS�WHDP�FRPSOHWHO\�XQGHUVWDQGV�WKH�VW\OH�
RI�VHUYLFH�\RX�DUH�VWULYLQJ�WR�SURYLGH��WKH\�FDQ�FRQVLVWHQWO\�WUDLQ�DQG�FRDFK�WKH�VWDII�RQ�
KRZ�WR�DFKLHYH�WKLV� 
 
0DUN�DOO�RI�WKH�ZRUGV�WKDW�GHVFULEH�WKH�W\SH�RI�VHUYLFH�\RX�DUH�WU\LQJ�WR�SURYLGH� 

�����AmqA] ����0N]AxNL �����xJNipVa_A] �����_pNlpAV_V_T 

����4imJA]N �����SœJVN_p �����qpUN_pVJ �����_pNlAJpVvN 

�����]NTA_p ����4iINAp ����"N^alAI]N �����_pV^ApN 

����/qVJ\ �����N_qV_N ����-Nlma_A]V|NL �����a|y 

����3lN_Ly 
 
����©©©©©©©©©© 

�����lVN_L]y 
 
����©©©©©©©©©© 

����-laSNmmVa_A] 
 
����©©©©©©©©©© 

�����VTU��_NlTy 
 
����©©©©©©©©©© 
 
 ,Q�D�IHZ�ZRUGV��GHVFULEH�WKH�W\SH�RI�VHUYLFH�\RX�ZDQW�WR�SURYLGH�WR�\RXU�JXHVWV� 

BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB
BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB
BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 
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!Np¯m�lNvVNw�NvNly�AmiNJp�aS� 
IqV]LV_T�A��0��3�1NlvVJN�3NA^� 

1. Hiring 

2. Training 

3. Operational Systems 

4. Leadership 

5. Employee Morale 

6. Service Standards 

7. Customer Connection 

8. Communications 

9. Sales, Sales, Sales 

10. Memorable Experiences                                        

:UAp�AlN�yaql� 
aiialpq_VpVNm� 

7KHVH�VWHSV�ZHUH�FUHDWHG�DV�D�VWHS�E\�VWHS�JXLGH�IRU�KRZ�WR�DFKLHYH�JUHDW�VHUYLFH���
(DFK�SDUW�LQ�LWV�RZQ�ZD\�FRQWULEXWHV�WR�WKH�FXVWRPHU�H[SHULHQFH�DQG�ZH�UHFRPPHQG�WKDW�
HYHU\RQH�RQ�\RXU�WHDP�JHWV�LQYROYHG�� 
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:UAp¯m��^ialpA_p�pa�<aql��qNmpm� 

7KH�JXHVW�H[SHULHQFH�DQG�H[SHFWDWLRQV�KDYH�FRPSOHWHO\�FKDQJHG�ZLWK�RXU�FXUUHQW�
FOLPDWH��%XVLQHVVHV�KDYH�EHHQ�IRUFHG�WR�DGDSW�DQG�LQ�PDQ\�ZD\V�WKLV�KDV�FKDQJHG�
WKH�ZD\�WKH�JXHVWV���FXVWRPHUV�H[SHULHQFH�\RXU�SURGXFW�DQG�RU�VHUYLFHV��� 

)URP���WR�����SODFH�LQ�RUGHU�ZKDW�\RX�EHOLHYH�WR�EH�LPSRUWDQW�WR�\RXU�JXHVWV���� 

���EHLQJ�WKH�PRVW�LPSRUWDQW�� 

 
 

____  Clean & Safe Establishment  

____  Product Quality 

____  Value 

____  Friendly Interactions 

____  No Delays 

____  Good First Impression 

____  Memorable Experience 

____  Professional Staff 

____  Comfortable Environment 

��aqp�aS����q_UAiiy�TqNmpm�La�_ap�Ja^i]AV_�pa� 
^A_ATN^N_p��Iqp�pUNy�La�pN]]�A_�AvNlATN�aS���SlVN_Lm�

AIaqp�pUNVl�IAL�NxiNlVN_JN� 
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What positions are you currently looking for? 

What type of characteristics are you looking for in your new hires? 

    __ Productive   __ Creative   __ Organized   __ Team player  __ Outgoing   __ Driven 

   __ Experienced  __ Enthusiastic   __ Efficient   __ Punctual   __ Friendly   __ Fast 

How do you get applications right now? 

   __Referrals   __Social Media   __Flyers   __Recruiting Software  __Ads   __Other  

Who does your hiring?_______________________ 

How many interviews before making a job offer?  

      ___ 1  ___ 2   ___ 3   ___ 4 

Are interviews scheduled or are walk-ins allowed?  

_____________________________  

Are references called?   ___Yes   ___No 

Are job offers made by phone or in-person? _________ 

qV]L�A�:V__V_T�
1NlvVJN�3NA^ 

Recommended Systems for  

Interviewing 

1. Application   

2. Interview Score Sheet  (Sample provided) 

3. New Hire Letter (Sample provided) 

$Q\�JRRG�KLULQJ�V\VWHP�LV�ZHOO�RUJDQL]HG��%H�VXUH�WR�KDYH�D�YHU\�JRRG�DSSOLFDWLRQ� 
DYDLODEOH�IRU�SRWHQWLDO�HPSOR\HHV��$Q�LQWHUYLHZ�VFRUH�VKHHW�FDQ�SURYLGH�D�JXLGH�WR� 
LGHQWLI\�WKH�ULJKW�SHUVRQ��DQG�D�QHZ�KLUH�OHWWHU�ZLOO�SURYLGH�LPSRUWDQW�GHWDLOV�WR�WKH�QHZ�
HPSOR\HH�LQ�D�SURIHVVLRQDO�PDQQHU���7DNH�\RXU�WLPH�WR�DOZD\V�VHOHFW�WKH�ULJKW�SHRSOH�IRU�
WKH�ULJKW�SRVLWLRQ���$QVZHU�WKH�TXHVWLRQV�EHORZ�WR�HVWDEOLVK�VRPH�EDVLF�SROLFLHV�DQG�
QHHGV� 

BBBBBBBBBBB BBBBBBBBBBB BBBBBBBBBBB

����VlV_T 
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  Recommended Systems for Training  
 
1. Orientation / Employee File Checklist (Sample provided) 
2. Employee Manual  
3. New Employee Testing for Positions 
4. Employee Files  
5. Training Manual 
 

Notes:_______________________________________________________________________________________________

_____________________________________________________________________________________________________

_____________________________________________________________________________________________________ 

 
3XWWLQJ�WRJHWKHU�D�JRRG�WUDLQLQJ�SURJUDP�UHTXLUHV�D�ORW�RI�ZRUN��:H�VXJJHVW�WKDW�\RXU� 
6HUYLFH�FRPPLWWHH�DOVR�KDQGOHV�WKLV�UHVSRQVLELOLW\��7KH\�ZRXOG�KHOS�SXW�WRJHWKHU�DOO�RI�
WKH�QHFHVVDU\�SHRSOH��PDQXDOV��V\VWHPV��DQG�VWUDWHJLHV�WR�LPSOHPHQW�D�SURJUDP�WKDW�
ZLOO�EH�ZLWK�\RX�IRU�D�ORQJ�WLPH��7KLV�ZLOO�DOORZ�\RX�WR�EULQJ�RQ�QHZ�HPSOR\HHV�DQG� 
GHYHORS�SHRSOH�LQ�D�SURIHVVLRQDO�DQG�WLPHO\�PDQQHU���$QVZHU�WKH�IROORZLQJ�TXHVWLRQV�WR�
JHW�VWDUWHG� 
 
Do you have a current employee handbook? ___Yes ___No 

Do you have designated trainers?      ___Yes        ___No 

Who are your trainers?  

Have your trainers received proper training and good directions?   ____Yes      ___No 

Do you have a good training manual?    ____Yes     ____No 

Is your manual broken down into positions?    ____Yes     ____No 

Do you have a good checklist for your new employee orientation?   ____Yes     ____No 

Who does your new employee orientation?________________________________ 

When is your orientation completed?_____________________________________ 

Do your trainers have the appropriate materials to train the new employees?   ____Yes     ____No 

BBBBBBBBBBBBBBBB BBBBBBBBBBBBBBBB BBBBBBBBBBBBBBBB 

Does the employee take a test before finishing training?   ____Yes     ____No 

Are your employee tests up to date?   ____Yes     ____No 

Do you receive feedback from employees on your training?   ____Yes     ____No 

Do your managers sit with each new employee to review how they are comprehending the training?  

___Yes  ___No 

���3lAV_V_T�-laTlA^ 



��� 

 

#3 Operational Systems 

��—/HW�,W�*R�  

��—9HUEDO�:DUQLQJ�  

��—:ULWWHQ�:DUQLQJ�� 

��—6XVSHQVLRQ�  

��—7HUPLQDWLRQ 

���5HFUXLWLQJ�,QWHUYLHZ�3URFHVV 
 

���2ULHQWDWLRQ�&KHFNOLVW 
 

���(PSOR\HH�)LOHV�ZLWK�&KHFNOLVW 
 

���(PSOR\HH�0DQXDO��6LJQHG�E\�HPSOR\HH� 
 

���7UDLQLQJ�0DQXDO 

���&KHFNOLVW 
 

���5HVSRQVLELOLWLHV�/LVW 
 

���$FWLRQ�/LVW 
 

���&RPPXQLFDWLRQ�%RDUG 
 

����6WHSV�RI�'LVFLSOLQH 

Systems create  
productivity in staff.  

To provide great  
service, you need to 

be efficient. 

�(PSOR\HH�1DPH����������6WHS�RI�GLVFLSOLQH������0DQDJHU�WR�WDNH�DFWLRQ 
 
BBBBB0DWWBBBBBB�������BBBBBBBB�BBBBBBB������BBBBBB-RUGDQBBBBB 
 
BBBBBB5-BBBBBBB�������BBBBBBBB�BBBBBBB������BBBBBB.\UDBBBBBB 
 
BBBBBBBBBBBBBBB��������BBBBBBBBBBBBBBBB������BBBBBBBBBBBBBBBB 
 
BBBBBBBBBBBBBBB��������BBBBBBBBBBBBBBBB������BBBBBBBBBBBBBBBB 

8VH�WKLV�WHPSODWH�LQ�PDQDJHU�PHHWLQJV� 

&KHFNOLVWV 
 

(YHU\�(PSOR\HH�–�(YHU\�3RVLWLRQ 
 

+ROG�(PSOR\HHV�$FFRXQWDEOH 
 

(YHU\�7DVN�LV�RQ�&KHFNOLVW 
 

(DV\�WR�&RPPXQLFDWH�&KDQJHV 
 

3RVW�LQ�D�9LVLEOH�/RFDWLRQ 

$FWLRQ�/LVW 
 

:RUNLQJ�/LVW�IRU�DOO�(PSOR\HHV 
 

2SSRUWXQLWLHV�WR�3URYH�7KHPVHOYHV 
 

,QFUHDVHV�3URGXFWLYLW\ 
 

.QRZ�:KHQ�,W¶V�'RQH 
 

(DV\�:D\�7R�'HOHJDWH 

5HVSRQVLELOLWLHV�/LVW 
 

,GHQWLILHV�&OHDU�/HDGHUVKLS 
 

3RVW�IRU�$OO�WR�6HH 
 

+HOSV�(PSOR\HHV�*URZ 
 

,QFRUSRUDWH�$OO�7DVNV 
 

7HDP�8QGHUVWDQGV�7KHLU�5ROH 

5HFRPPHQGHG�(PSOR\HH�6\VWHPV� 

3URGXFWLYH�6\VWHPV 

'R�\RX�FXUUHQWO\�KDYH�FKHFNOLVWV"���BBB<HV ��BBB1R 

'R�\RXU�FKHFNOLVWV�JHW�FRQVLVWHQWO\�XVHG�DQG�XVHG�FRUUHFWO\"�BBB<HV���BBB1R 

'RHV�\RXU�FKHFNOLVW�V\VWHP�QHHG�XSGDWLQJ"���BBB<HV����BBB1R 

:KR�LV�UHVSRQVLEOH�IRU�XSGDWLQJ�\RXU�FKHFNOLVWV"�BBBBBBBBBBBBBBB 

:KR�LV�UHVSRQVLEOH�IRU�PDNLQJ�VXUH�WKH�FKHFNOLVWV�DUH�EHLQJ�XVHG"�BBBBBBBBBBBBBBBB 

&KHFNOLVWV�\RX�QHHG���6HUYHU��&RRN��0DQDJHU��HWF�� 

BBBBBBBBBBB�����BBBBBBBBBBB�����BBBBBBBBBBB�����BBBBBBBBBBB�����BBBBBBBBBBB�����BBBBBBBBBBB 

��6WHSV�RI�'LVFLSOLQH 

(DFK�ZHHN�DW�WKH�PDQDJHU�PHHWLQJ��HPSOR\HHV�VKRXOG�EH�GLVFXVVHG��7KH�JURXS�VKRXOG�
FRPH�WR�D�FRQVHQVXV�RQ�WKH�VWHSV�RI�GLVFLSOLQH�IRU�HDFK�SHUVRQ��%H�VXUH�WR�DGGUHVV�WKH�
HPSOR\HHV�WKDW�DUH�GRLQJ�D�ZRQGHUIXO�MRE�DV�ZHOO� 
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Sample Responsibility List 



��� 

 



��� 

 

#4 Leadership 

���������BBB.QRZOHGJHDEOH� 

BBB&RQILGHQW 

BBB5HVSHFWIXO 

BBB3DVVLRQDWH���

BBB'HGLFDWHG 

BBB&RPPRQ�6HQVH 

BBB(QHUJHWLF 

BBB,QVSLULQJ 

BBB9LVLRQDU\ 

BBB/HDGV�E\�([DPSOH 

:KDW�VSHFLILF�OHDGHUVKLS�VNLOOV�VKRXOG�\RX�EH�ZRUNLQJ�RQ"�BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 

���� 

:KDW�OHDGHUVKLS�ERRN�ZRXOG�\RX�OLNH�WR�UHDG�QH[W" 

BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 

���� 

:KDW�OHDGHUVKLS�VNLOOV�LV�\RXU�PDQDJHPHQW�WHDP�ODFNLQJ" 

BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 

����� 

3OHDVH�UDQN�WKH�IROORZLQJ�DUHDV�LQ�RUGHU�IURP���WR��� 
��LV�WKH�VWURQJHVW�DUHD� 

<RX  ������������������<RXU�0DQDJHPHQW�7HDP 

BBBB  0DUNHWLQJ  ���BBBB 

BBBB  2SHUDWLRQV  ���BBBB 

BBBB  )LQDQFLDOV  ���BBBB 

BBBB  6WDII�/HDGHUVKLS ���BBBB 

/DEHO�WKHVH�OHDGHUVKLS�WUDLWV�IURP���WR�����ZLWK���EHLQJ�\RXU�EHVW�WUDLW�DQG����EHLQJ�\RXU�ZRUVW� 

Leadership sparks morale, 
morale creates productivity, 
productivity drives profits! 

 
/HDGHUVKLS�FRQWLQXHV�WR�EH�WKH�PRVW�LPSRUWDQW�DVSHFW�RI�SURYLGLQJ�JUHDW�VHUYLFH�WR�\RXU�
JXHVWV��%H�VXUH�WR�ORRN�DW�OHDGHUVKLS�IURP�WKH�DVSHFW�RI�WKH�RYHUDOO�EXVLQHVV�DQG�QRW�MXVW�
D�VLQJOH�LQGLYLGXDO��)RFXV�RQ�GHYHORSLQJ�WKH�OHDGHUVKLS�FKDUDFWHULVWLFV�RI�HDFK�SHUVRQ�
DQG�ZRUN�WRZDUG�D�OHDGHUVKLS�WHDP�WKDW�WRJHWKHU�KDV�DOO�WKH�DWWULEXWHV�RI�D�JUHDW�WHDP��7R�
EH�DQ�HIIHFWLYH�OHDGHU��ZKLFK�PHDQV�WKDW�\RXU�WHDP�LV�ZLOOLQJ�WR�KHOS�DQG�VXSSRUW�\RX��
WKH\�ILUVW�KDYH�WR�UHVSHFW�\RX��5HVSHFW�LV�HDUQHG��QRW�JLYHQ� 
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#5 Employee Morale 

)URP���WR�����ZKHUH�ZRXOG�\RX�UDWH�\RXU�HPSOR\HH�

PRUDOH"�����EHLQJ�WKH�KLJKHVW��BBBBBBBBB 

:KHQ�LV�WKH�ODVW�WLPH�\RX�KDG�D�WHDP�JDWKHULQJ"�BBBBBBBBBBBBBBBB 

6XJJHVWLRQV�IRU�EHWWHU�HPSOR\HH�PRUDOH� 
 

7HDP�$SSUHFLDWLRQ��*LIW�&DUGV��(PSOR\HH�0HDOV��3L]]D�'D\��7KDQN�<RX¶V 
 

7HDP�&RPPXQLFDWLRQV��7HDP�0HHWLQJV��&RPPXQLFDWLRQ�%RDUG��6KLIW�0HHWLQJV��2QH�2Q�2QHV 
 

7HDP�*DWKHULQJ��.LFNEDOO�*DPH��0LQL�3XWW��*R�WR�D�6SRUWV�(YHQW��3DLQWLQJ�3RWWHU\ 

5HFRPPHQGHG�6WDII�,QWHUDFWLRQ 

���2QH�RQ�2QH�0HHWLQJ� 

$�VKRUW�PHHWLQJ�ZLWK�HPSOR\HHV�
�RQH�RQ�RQH��FDQ�JR�D�ORQJ�ZD\�WR�
RXWOLQH�\RXU�VWDQGDUGV��UHYLHZ��
SROLFLHV��DQG�OLVWHQ�WR�WKHLU� 

IHHGEDFN� 
 

���6WDII��(YDOXDWLRQV� 

(PSOR\HHV�FDQ�UHDOO\�EHQHILW�IURP�
D�ZHOO�WKRXJKW�RXW�HYDOXDWLRQ�WKDW�
LV�SUHVHQWHG�LQ�D�SURIHVVLRQDO�

PDQQHU� 

)URP���WR�����ZKHUH�ZRXOG�\RX�UDWH�\RXU� 

PDQDJHPHQW�PRUDOH"�����EHLQJ�WKH�KLJKHVW�

BBBBBBBBB 

,I�\RX�KDG�D�WHDP�PHHWLQJ�WRPRUURZ��ZKDW�ZRXOG�\RX�GLVFXVV" 

:KDW�FDQ�\RX�GR�WRGD\�WR�LPSDFW�\RXU�WHDP�PRUDOH" 

BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB������������������ 
 
BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB��������� 
 
BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB������ 

����BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 
 
����BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 
 
����BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 

BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 
 
BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 
 
BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 

����BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 
 
����BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 
 
����BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 

$UH�WKHUH�VSHFLILF�SHRSOH�RU�SUREOHPV�KXUWLQJ�HPSOR\HH�PRUDOH"�BBBBBBBBBBBBBBBBBBBBBB 
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#6 Service Standards 

:KDW�VPDOO�WKLQJV�GR�\RX�GR�IRU�\RXU�FXVWRPHUV�WKDW�WKH\�ORYH" 

BBBBBBBBBBBBBBBB�����BBBBBBBBBBBBBBBBB�����BBBBBBBBBBBBBBBBBB�����BBBBBBBBBBBBBBBBB 
�� 

2Q�D�VFDOH�IURP���WR��������EHLQJ�WKH�EHVW��KRZ�ZRXOG�\RX�UDWH�\RXU�VHUYLFH"BBBBBBBBBBBBBBBBB 

:H�UHFRPPHQG�WKDW�\RX�GLVFXVV�VHUYLFH�WLPHV�DQG�VWDQGDUGV�DW�\RXU�QH[W�OHDGHUVKLS�
PHHWLQJ���8VH�WKLV�WLPH�WR�LGHQWLI\�VWDQGDUGV�IRU�WKHVH�FULWLFDO�DUHDV�VXFK�DV� 

'R�\RX�KDYH�D�VWDQGDUG�JUHHWLQJ�IRU�\RXU�FXVWRPHUV"�BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 

BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 

'RHV�\RXU�VWDII�NQRZ�ZKDW�W\SH�RI�JUHHWLQJ�WKH\�VKRXOG�EH�SURYLGLQJ"���BBB<HV���BBB1R 

6HUYLFH�7LSV 
 
'HWDLOV�WR�6HUYLFH 
ż�7KH�VPDOO�GHWDLOV�RI�VHUYLFH�PDNH�D�JUHDW�H[SHULHQFH 
ż�$FNQRZOHGJH�HYHU\�JXHVW�LPPHGLDWHO\�RQ�DUULYDO 
ż�%H�DYDLODEOH�WR�DQVZHU�TXHVWLRQV�DQG�JLYH�JXLGDQFH 
 
$OZD\V�RQ�6WDJH 
ż�:KHQ�\RX�DUH�RQ�WKH�IORRU�WKLQN�RI�LW�DV�D�VWDJH�DQG��� 
����DOO�H\HV�DUH�RQ�\RX 
ż�%H�SURIHVVLRQDO�ZLWK�WHDP�PHPEHUV��ZLWK�DOO� 
����FXVWRPHUV�DQG�LQ�DOO�FRQYHUVDWLRQV 
 
)LQLVK�6WURQJ 
ż�$IWHU�WKH�LWHPV�DUH�GHOLYHUHG��FKHFN�EDFN�ZLWK� 
���JXHVWV�RQ�WKHLU�H[SHULHQFH�DQG�VDWLVIDFWLRQ 
ż�6WD\�LQ�VLJKW�RI�\RXU�JXHVWV�WKURXJKRXW�WKH�HQWLUH� 
���H[SHULHQFH�WR�DGGUHVV�DQ\�QHHGV 
ż�4XLFNO\�ILQDOL]H�SD\PHQW�ZLWKRXW�GHOD\ 
ż�,QYLWH�WKHP�EDFN�IRU�DQRWKHU�YLVLW 

ż�*UHHW�7LPHV 
ż�*UHHWLQJ�6FULSW 
ż�6HUYLFH�7LPHV 

ż�6HOOLQJ�3UDFWLFHV 
ż�)ROORZ�XS�6HUYLFH���� 
ż7LPHV�DQG�3UDFWLFHV 

ż�&KHFN�RXW�3URFHGXUHV 
ż�/LQH�7LPH�*RDOV 
ż�3D\PHQW�7LPHV�������������� 

�� 
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#7 Customer Connection 

*UHDW�)LUVW�,PSUHVVLRQ 
0DNH�7KHP�6PLOH 

&RQQHFW�:LWK�*XHVWV 
(QJDJH�LQ�&RQYHUVDWLRQ 

15 Seconds Goes A Long Way! 

'XULQJ�WKH�ILUVW����VHFRQGV�WKDW�HPSOR\HHV�LQWHUDFW�ZLWK�FXVWRPHUV��WKHUH�VKRXOG�RQO\�
EH�RQH�JRDO��� *HW�7KHP 7R 6PLOH� �,I�\RX¶UH�DEOH�WR�JHW D VLPSOH�VPLOH IURP�\RXU�
FXVWRPHU���JXHVWV GXULQJ�WKH LQLWLDO FRQWDFW� \RX�KDYH�QRZ�EXLOW�WUXVW�DQG�EURNHQ�
GRZQ�WKH�ZDOO�EHWZHHQ�VHUYHU�DQG�JXHVW�  

&RQQHFWLQJ�ZLWK�D�JXHVW�FXVWRPHU�LV�DW�WKH�KHDUW�RI�JUHDW�VHUYLFH��:KHQ�\RXU�JXHVW�
IHHOV�FRPIRUWDEOH��DW�HDVH��UHOD[HG�RU�ZHOFRPHG��WKH\�DUH�QRZ�RSHQ�WR�H[SHULHQFH�
JUHDW�VHUYLFH��:KHQ�WKH\�WUXVW�WKDW�WKH\�ZLOO�KDYH�D�JRRG�H[SHULHQFH��WKH\�QRZ� 
SDUWLFLSDWH�LQ�WKH�H[SHULHQFH� 

6HUYLFH�7LSV 
 
$ZHVRPH�*UHHWLQJ 
-(YHU\�JXHVW�GHVHUYHV�D�WUXO\�IULHQGO\�JUHHWLQJ 
-$�ZDUP��VLQFHUH��DQG�LPPHGLDWH�JUHHWLQJ�WR�HYHU\�JXHVW�IURP�DOO�HPSOR\HHV�DW�WKH� 
��GRRU�DQG�WKURXJKRXW�WKH�HVWDEOLVKPHQW 
-$VN�LI�WKLV�LV�WKHLU�ILUVW�WLPH�LQ��,I�\HV��WDNH�H[WUD�WLPH�DQG�H[SODLQ�HYHU\WKLQJ�\RX�GR 
-:KHQ�SRVVLEOH��KROG�WKH�GRRU�RSHQ 
 
*R�%H\RQG�+HOOR 
-5HIHU�WR�JXHVWV�E\�WKHLU�QDPHV 
-(QJDJH�LQ�FRQYHUVDWLRQ�WR�JHW�WR�NQRZ�\RXU�JXHVWV 
-6WDUW�RII�HDFK�JUHHWLQJ�ZLWK�\RXU�QDPH 
 
2EVHUYH�	�,QTXLUH 
-$VNLQJ�VLPSOH�TXHVWLRQV�WR�LGHQWLI\�WKH�QHHGV�RI�\RXU�JXHVWV 
-$W�\RXU�LQLWLDO�JUHHWLQJ�EH�VXUH�WR�REVHUYH�\RXU�JXHVWV�WR�VHH�ZKDW�W\SH�RI�VHUYLFH�WKH\�ZLOO�UHTXLUH 
-6WRS�DQG�WKLQN�ZKDW�W\SH�RI�VHUYLFH�\RXU�JXHVWV�DUH�VHHNLQJ 

7KH�5RRW�RI�*UHDW�6HUYLFH 
�� 

$WWHQWLYHQHVV—.QRZOHGJH—3DVVLRQ—$WWLWXGH 
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#8 Communication 

 

 
+RZ�GR�\RX�FRPPXQLFDWH�ZLWK�\RXU�WHDP"� 

BBB&RPPXQLFDWLRQ�/RJ 
BBB326�1RWHV 
BBB6RFLDO�0HGLD�3ULYDWH�3DJH 

BBB&RPPXQLFDWLRQ�%RDUG 
BBB3D\UROO�0HPRV 
BBB6FKHGXOLQJ�$SS�1RWHV 

5HFRPPHQGDWLRQV� 
 
6KLIW�FKDQJH�IRU�PDQDJHUV�LV�D�
JUHDW�WLPH�WR�FRPPXQLFDWH����
GHWDLOV�UHJDUGLQJ�GDLO\� 
RSHUDWLRQV��� 
 
0DQDJHU�PHHWLQJV�VKRXOG�EH�
KHOG�HYHU\�VLQJOH�ZHHN�DW�WKH�
VDPH�WLPH��ZLWK�WKH�VDPH����
SHRSOH��DQ�DJHQGD��DQG�D�OHDGHU� 
 
6KLIW�PHHWLQJV�VKRXOG�EH�VKRUW�
DQG�VLPSOH��MXVW�WKH�EDVLF�������
GHWDLOV�SULRU�WR�WKH�VKLIW� 

2ZQHU�&RPPXQLFDWLRQ 
 
· 3DVV�RQ�LGHDV�	�FRQFHUQV�WR�RSHUDWRUV 
· 0HVVDJH�WR�PDQDJHPHQW�QRW�HPSOR\HHV 
· 6WUXFWXUHG�PHHWLQJV�PRQWKO\�RU�TXDUWHUO\ 
· 5HYLHZ�ORQJ�WHUP�GLUHFWLRQ�RI�EXVLQHVV 
 

2SHUDWLRQDO�&RPPXQLFDWLRQ 
 
· 5HYLHZ�FULWLFDO�GHWDLOV�HDFK�GD\ 
· &RPPXQLFDWLRQ�/RJ�IRU�0DQDJHUV 
· +RZ�WR�&RPPXQLFDWH�,VVXHV 

$�JRRG�FRPPXQLFDWLRQ�V\VWHP�LQFRUSRUDWHV�VHYHUDO�GLIIHUHQW�PHWKRGV�WR�GLVFXVV�HDFK�
DVSHFW�RI�WKH�EXVLQHVV�DQG�FRPPXQLFDWH�GHFLVLRQV�DQG�GLUHFWLRQ�WR�\RXU�HQWLUH�WHDP� 

6KLIW�0HHWLQJV� 

6KLIW�0HHWLQJ�GDWH�	�WLPH�BBBBBBBBBBBB���� 

6WDQG�8S�0HHWLQJ�WRSLFV�BBBBBBBBBBBBBBBBB 

'R�\RX�XVH�FDUGV�QRWHV�IRU�WKRVH�PHHWLQJV"��BBBB<HV����BBBB1R 

2ZQHUVKLS�0HHWLQJ� 

'DWH�	�WLPH��BBBBBBBBBBBBBBBBBBBBBBBBBBBB 

0HHWLQJ�/HDGHU��BBBBBBBBBBBBBBBBBBBBBBBBB 

$JHQGD�FRPSOHWHG�E\��BBBBBBBBBBBBBBBBBBBB 

7RSLFV�DW�QH[W�PHHWLQJ��BBBBBBBBBBBBBBBBBBBB 
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#8 Communication continued 

'LUHFWLRQDO�&RPPXQLFDWLRQV 

7HDP�&RPPXQLFDWLRQ 
5HFRPPHQGDWLRQV� 
 
6PDOO�GHWDLOV�IRU�HPSOR\HHV�VKRXOG�EH�
SDVVHG�RQ�GXULQJ�UHJXODU�FRQYHUVDWLRQV�
DQG�VKLIW�PHHWLQJV�ZKLFK�DOORZ�\RX�WR�
IRFXV�RQ�ELJJHU�WRSLFV�DW�D�IXOO�VWDII�
PHHWLQJ� 
 

· :HHNO\�0DQDJHPHQW�0HHWLQJ 
· 7DNH�7LPH�WR�6HW�3ULRULWLHV 
· 6ROYH�3UREOHPV 
· 'LYLGH�$FWLRQDEOH�7DVNV 
· 5HYLHZ�$FWLRQ�/LVW�DQG�$FFRPSOLVKHG�7DVNV 

0DQDJHU�0HHWLQJ� 

'DWH�	�WLPH��BBBBBBBBBBBB 

0HHWLQJ�/HDGHU��BBBBBBBBBBBBBBBBBBBBBBBB 

$JHQGD�FRPSOHWHG�E\��BBBBBBBBBBBBBBBBBBBB 

7RSLFV�DW�QH[W�PHHWLQJ��BBBBBBBBBBBBBBBBBBBB 

0HHWLQJV� 

0DQDJHPHQW�PHHWLQJV�DUH�WR�GLVFXVV�WKH�GLUHFWLRQ�RI�WKH�EXVLQHVV� 

)UHTXHQF\�RI�PDQDJHU�PHHWLQJV��BBB:HHNO\��BBB%L-ZHHNO\��BBB0RQWKO\ 

0DLQ�DUHDV�GLVFXVVHG�DW�PDQDJHPHQW�PHHWLQJV��2SHUDWLRQV�—-�0DUNHWLQJ�—-�)LQDQFLDOV�—-�6WDII 

· 6WDII�0HHWLQJV�IRU�%LJ�,WHPV 
· 1HZ�0HQX 
· %LJ�(YHQWV 
· 7UDLQLQJ 
· 6WDQG�8S�0HHWLQJ��'DLO\�RU�HYHU\�IHZ�GD\V� 
· &RPPXQLFDWLRQ�%RDUGV 

*HQHUDO�6WDII�0HHWLQJ��� 

,V�LW�WKH�ULJKW�WLPH�WR�KROG�D�VWDII�PHHWLQJ"��BBB<HV���BBB1R 

*HQHUDO�6WDII�0HHWLQJ�GDWH�	�WLPH��BBBBBBBBB 

0HHWLQJ�/HDGHU��BBBBBBBBBBBBBBBBBBBBBBBB 
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#9 Sales, Sales, Sales 

��3RLQW�6HOOLQJ�3ODQ 

,GHQWLI\�IRXU�NH\�DUHDV�WKDW�\RXU�VWDII�FDQ�XVH�WR�VHOO�DGGLWLRQDO�SURGXFWV 

���BBBBBBBBBBBBBBBBBBBBBBBBBBBB�B���([��3URPRWH�6XJJHVW�D�VSHFLILF�SURGXFW 

���BBBBBBBBBBBBBBBBBBBBBBBBBBBBB����([��3HUVRQDO�5HFRPPHQGDWLRQV�� 

���BBBBBBBBBBBBBBBBBBBBBBBBBBBBB����([��2IIHU�DQ�DGG�RQ�RU�DQ�XSJUDGH 

���BBBBBBBBBBBBBBBBBBBBBBBBBBBBB����([��:HOFRPH�EDFN�RIIHU 

6XJJHVWLYH�6HOOLQJ�&RQWHVWV 

· %LQJR—+DQG�RXW�FDUGV�WR�VWDII�ZLWK�\RXU�SURGXFWV��7KH�ILUVW�WR�VHOO�D�
OLQH�RI�VSHFLILF�SURGXFWV�ZLQV�D�SUL]H�  

· )ORDWLQJ�����%LOO—1H[W�SHUVRQ�WR�VHOO�WKLV�SURGXFW�ZLQV�D�SUL]H� 

· &RQWHVWV�FDQ�KHOS�WKH�PRWLYDWLRQ�RI�WKH�HPSOR\HH�ZKLOH�WUDLQLQJ�WKHP�WR�DOZD\V�EH�VHOOLQJ� 

'R�\RX�KDYH�D�PDUNHWLQJ�FRPPLWWHH"��BBB<HV��BBB1R 
�� 

:KR�LV�RQ�\RXU�FRPPLWWHH"BBBBBBBBBBBBBBBBBBBBB 
�� 

:KHQ�GR�\RX�PHHW"BBBBBBBBBBBBBBBBBBBBBBBBBBB 
�� 

:KR�LV�WKH�SRLQW�SHUVRQ�RQ�\RXU�WHDP�IRU�PDUNHWLQJ"�BBBBBBBBBBBBBBBBBBBBBBBBBBBBB 
�� 

:KDW�LV�\RXU�VDOHV�JRDO�RI�LQFUHDVHG�VDOHV�-�WKLV�\HDU�RYHU�ODVW�\HDU"�BBBBBB� 
���� 

:KDW�DUH�\RXU�VWUDWHJLHV�WR�LQFUHDVH�VDOHV" 

BBBB3URPRWLRQV 
BBB6RFLDO�&DPSDLJQ 
BBB1HZ�6SHFLDOV 
BBB(PSOR\HH�7UDLQLQJ 

BBB'LJLWDO�,PSURYHPHQWV 
BBB1HZ�3URGXFWV 
BBB0DUNHWLQJ�3ODQ 
BBB6XJJHVWLYH�6HOOLQJ 

BBB6SHFLDO�(YHQWV 
BBB1HZ�5HYHQXH�6RXUFHV 
BBB,PSURYHG�&XVWRPHU�6HUYLFH 

6HUYLFH�7LS��-��6HOO�WR�(QKDQFH 
�� 

ż�<RX�FDQ�LPSURYH�WKH�H[SHULHQFH�RI�HDFK�JXHVW�E\�JXLGLQJ�WKHP�WKURXJK�\RXU�SURGXFWV 
ż�$W�HDFK�JUHHWLQJ�UHFRPPHQG�D�VSHFLILF�SURGXFW 
ż�$OZD\V�RIIHU�GDLO\�VSHFLDOV�RU�VSHFLDO�SURGXFWV 

ż�8VH�SHUVRQDO�GHVFULSWLRQV�WR�KLJKOLJKW�VSHFLILF�LWHPV 
ż�:LWK�HDFK�SXUFKDVH�RIIHU�DGGLWLRQDO�DGG-RQV 

ż�*XLGH�\RXU�JXHVW�WR�WKH�LWHPV�\RX�KDYH�LGHQWLILHG�WR�VXJJHVWLYHO\�VHOO 

 
3URYLGLQJ�JUHDW�VHUYLFH�DOORZV�WKH�HQKDQFHPHQW�RI�VDOHV�WKURXJK�VXJJHVWLYH�VHOOLQJ��
XSVHOOLQJ��DQG�DGGLWLRQDO�YLVLWV�IURP�KDSS\�JXHVWV� 

'R�\RXU�HPSOR\HHV�NQRZ�WKH�ULJKW�SURGXFWV�WR�VHOO"���BBB<HV��BBB1R 
�� 

'R�\RX�KROG�VHOOLQJ�FRQWHVWV"��BBB<HV��BBB1R 
�� 

+DYH�\RXU�HPSOR\HHV�EHHQ�SURSHUO\�WUDLQHG�RQ�KRZ�WR�VHOO"��BBB<HV��BB�1R 
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#10 Memorable Experience 

:KDW�GR�\RXU�FXVWRPHUV�ORYH�DERXW�\RX" 
BBBBBBBBBBBBBBBBBB�����BBBBBBBBBBBBBBBBBB�����BBBBBBBBBBBBBBBBB������BBBBBBBBBBBBBBBBB 
 
:KDW�LV�WKH�RQH�WKLQJ�\RXU�WHDP�GRHV�EHVW�ZKHQ�LW�FRPHV�WR�VHUYLFH"�BBBBBBBBBBBBBBBBBBBBBBBB 
 
,V�QRZ�D�JRRG�WLPH�WR�VROLFLW�IHHGEDFN�IURP�\RXU�FXVWRPHUV"����BBB<HV ��BBB1R 
 
,V�QRZ�WKH�WLPH�WR�VWDUW�D�VHFUHW�VKRSSLQJ�SURJUDP�WKDW�ZLOO�SURYLGH�LQFUHGLEOH�IHHGEDFN�RQ�DOO� 
DVSHFWV�RI�WKH�JXHVW�H[SHULHQFH"���BBB<HV��BBB1R����6HUYLFH�:LWK�6W\OH�FDQ�KHOS�\RX�ZLWK�DOO�RI�WKLV� 
 
:KDW�DUHDV�LQ�VHUYLFH�GR�\RX�QHHG�WR�ZRUN�RQ" 
BBBBBBBBBBBBBBBBBB�����BBBBBBBBBBBBBBBBBB�����BBBBBBBBBBBBBBBBB������BBBBBBBBBBBBBBBBB 
 
:KR�DUH�WKH�HPSOR\HH�V��RQ�\RXU�WHDP�WKDW�FRQVLVWHQWO\�GHPRQVWUDWH�JUHDW�VHUYLFH"BBBBBBBBBBBB 
 
:KLFK�HPSOR\HHV�RQ�\RXU�WHDP�QHHGV�FRDFKLQJ�RQ�VHUYLFH" 
BBBBBBBBBBBBBBBBBB�����BBBBBBBBBBBBBBBBBB�����BBBBBBBBBBBBBBBBB������BBBBBBBBBBBBBBBBB 
 
$UH�\RX�KDSS\�ZLWK�\RXU�RQOLQH�UHYLHZV"��BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 
 
,V�QRZ�D�JRRG�WLPH�WR�DVN�IRU�RQOLQH�UHYLHZV"��BBBB<HV�����BBBB1R����BBBB6RRQ 
 
,I�\RX�ZHUH�D�6HFUHW�6KRSSHU�LQ�\RXU�EXVLQHVV��ZKDW�VFRUH�ZRXOG�\RX�JLYH�\RXU�HVWDEOLVKPHQW" 
���WR������BBBBBBBBBB 
 
 
'RHV�\RXU�VFRUH� 
 
BBBB�5HPDLQ�FRQVLVWHQW 
 
 
�� 

BBBB�9DU\�IURP�GD\�WR�GD\ 
 
 
�� 

BBBB�9DU\�IURP�HPSOR\HH�WR�HPSOR\HH 
 
 
��� 

BBBB�&KDQJH�DOO�WKH�WLPH 

&XVWRPHU�)HHGEDFN� 
 

'R�\RX�KDYH�D�6HFUHW�6KRSSLQJ�SURJUDP"�����BBB<HV��BBB1R 
�� 

'R�\RX�KDYH�GLJLWDO�FRPPHQW�FDUGV"���BBB<HV��BBB1R 
�� 

:KHQ�LV�WKH�ODVW�WLPH�\RX�VHQW�D�VXUYH\�TXHVWLRQQDLUH�WR�\RXU�FXVWRPHUV"��BBBBBBB 

$�PHPRUDEOH�H[SHULHQFH�IRU�D�JXHVW�OHDYHV�ODVWLQJ�LPSUHVVLRQV�WKDW�FDQ�KHOS�\RX�IRU�D�ORQJ�
WLPH���:KHQ�\RX�FDQ�GHOLYHU�WKUHH�JUHDW�YLVLWV�LQ�D�URZ�IRU�D�JXHVW��QRZ�WKH\�WUXVW�\RX�WR� 
DOZD\V�GHOLYHU� 



��� 

 

What’s Next? 

6HOHFW���DUHDV�WR�IRFXV�RQ��� 
 
-XVW��� 
 
BBB)LQDQFLDOV 

BBB0DUNHWLQJ 

BBB0HQX 

BBB3RLQW�RI�6DOH�6\VWHP 

BBB+HDOWK�	�6DIHW\ 

BBB5HQRYDWLRQV 

BBB%XVLQHVV�*URZWK 

BBB7UDLQLQJ 

BBB6HUYLFH 

BBB4XDOLW\ 

1RWHV���BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 

BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 

BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB

BBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBBB 

10 Steps 
To Great Service 

1RZ�WKDW�\RX�KDYH�WDNHQ�WKH�WLPH�WR�UHYLHZ�\RXU�VHUYLFH�SURJUDP��JR�RYHU�WKLV�JXLGH�
DQG�GLVFXVV�LW�ZLWK�WKH�HQWLUH�OHDGHUVKLS�WHDP���7KLV�ZLOO�DOORZ�\RX�WR�ILQDOL]H�QXPHURXV� 
GHFLVLRQV��SROLFLHV�DQG�SURFHGXUHV� 
 
2QFH�WKH�GHFLVLRQV�VWDUW�WR�EH�PDGH��PRYH�WR�WKH�$FWLRQ�/LVW� 
 
1RZ�WKDW�\RX�KDYH�VWDUWHG�WR�SXW�WRJHWKHU�D�SODQ�WR�FRQWLQXDOO\�LPSURYH��ZH�UHFRPPHQG�
WKDW�\RX�ORRN�IRUZDUG�DQG�LGHQWLI\�WKH�QH[W�DUHDV�WKDW�QHHG�\RXU�DWWHQWLRQ� 
 
,GHQWLI\�WKH�WRS���SULRULWLHV�ZLWK�\RXU�OHDGHUVKLS�WHDP�WKDW�\RX�ZRXOG�OLNH�WR�DGGUHVV�
QH[W��/RRN�DW�HDFK�DUHD�DV�D�PDMRU�SURMHFW�DQG�FUHDWH�D�VLPSOH�SODQ�WR�DGGUHVV�WKH�SUL�
RULWLHV� 
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Action List 

6WDUW�ZLWK�VRPH�VLPSOH�WDVNV� 
Let’s build some momentum. Getting things done is empowering! 

 ,WHP 'HWDLOV &RPSOHWH�%\� $VVLJQHG�7R� &RPSOHWHG 

��      

��      

��      

��      

��      

 6WDUW�WKLQNLQJ�DERXW�ORQJ�WHUP�SURMHFW�WDVNV� 

 ,WHP 'HWDLOV &RPSOHWH�%\� $VVLJQHG�7R� &RPSOHWHG 

��      

��      

��      

��      

���      

,W¶V�WLPH�WR�VXPPDUL]H�\RXU�WKRXJKWV��PDNH�VPDOO�GHFLVLRQV��DQG�VWDUW�DVVLJQLQJ�WDVNV���
5HYLHZ�WKLV�ZRUN�ERRN�DQG�FUHDWH�\RXU�DFWLRQ�OLVW� 
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Secret Shopping 
 

2XU�6HFUHW�6KRSSLQJ�SURJUDP�ZLOO�SURYLGH�\RX�ZLWK�WKRURXJKO\�GHWDLOHG�REVHUYDWLRQ�UHSRUWV�FRPSOHWHG�E\�TXDOLW\�

WUDLQHG�REVHUYHUV�WKDW�DUH�H[SHULHQFLQJ�\RXU�EXVLQHVV�DV�D�FXVWRPHU��7KLV�SRZHUIXO�LQIRUPDWLRQ�LV�HVVHQWLDO�WR�XQ�

GHUVWDQG�\RXU�JXHVWV¶�H[SHFWDWLRQV��LGHQWLI\�LVVXHV�ZLWK�VSHFLILF�HPSOR\HHV��WUDLQ�\RXU�WHDP��FRQWURO�WKHIW��KLJKOLJKW�

VWDU�HPSOR\HHV��DQG�WR�KHOS�\RX�LQ�\RXU�TXHVW�WR�FRQVLVWHQWO\�LPSURYH�\RXU�SURGXFWV��VHUYLFH��DQG�VWDII� 

Business Audits 

2XU�$XGLWLQJ�SURJUDP�SURYLGHV�\RX�ZLWK�4XDOLW\�$VVXUDQFH�,QVSHFWLRQV�E\�ZHOO-WUDLQHG��SURIHVVLRQDO�$XGLWRUV�� 

:H�ZLOO�LQVSHFW�DOO�DVSHFWV�RI�WKH�EXVLQHVV��7KLV�LQFOXGHV�%XLOGLQJ�0DLQWHQDQFH��(TXLSPHQW�5HSDLU��&OHDQOLQHVV��

6DIHW\��&RPSOLDQFH��(PSOR\HH�3URGXFWLYLW\��3URFHGXUHV�DQG�6\VWHPV� 
 
 
 

Workshops & Coaching 
 

7KH�NH\�WR�D�VXFFHVVIXO�KRVSLWDOLW\�RSHUDWLRQ�LV�D�ZHOO-WUDLQHG�WHDP�WKDW�XQGHUVWDQGV�WKH�LPSRUWDQFH�RI�WHDPZRUN� 

7KH�6HUYLFH�:LWK�6W\OH�:RUNVKRSV�	�&RDFKLQJ�SURJUDP�ZLOO�SURYLGH�\RXU�HPSOR\HHV��PDQDJHPHQW�DQG�RZQHUV�

ZLWK�LQ-GHSWK�WUDLQLQJ�VHVVLRQV�IRFXVHG�RQ�WKH�VNLOOV�UHTXLUHG�WR�GULYH�\RXU�EXVLQHVV�WR�SURILWDELOLW\� 
 
 

Surveys+ 
 

2XU�6XUYH\V��SURJUDP�RIIHUV�VHYHUDO�GLIIHUHQW�RSWLRQV�ZKLFK�DOORZ�\RX�WR�JDWKHU�LQVLJKWIXO�GHWDLOV�RQ�DOO�DVSHFWV�RI�

\RXU�EXVLQHVV�XVLQJ�GLJLWDO�FRPPHQW�FDUGV��FXVWRPHU�TXHVWLRQQDLUHV��DQG�HPSOR\HH�HYDOXDWLRQV�� 

Service With Style 
813-661-1149 

sws@servicewithstyle.com   

�ÙĩŖő��ŉͥ �äŅŪĆÚä�©ĆőĂ��őűěä 
Since 1998, Service With Style has strived to provide valuable information to business owners and managers and help you to continually 

improve your Service & Staff!   Whether you have one location or 1,000 locations, your employees require training, support, and feedback 

to be able to provide your guests with service they can truly appreciate. Our Secret Shopping / Auditing program will allow you to under-

stand the guests' perspective and our Coaching / Workshops will identify the areas of your business to improve upon. 


