The 5th P – People

1. The customer service development loop
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2. The staff team development loop
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Expectation


explain to customers what your standard products and services are





Delivery


do it: product; service; time and price








Feedback


as them if they got what they need and expect





Negotiation


listen to them and agree any changes to standard





Agreement


enter a contract – actual or implied -  to deliver





Review


look at your feedback and see if you need to change anything you do





Skills need


what skills are you going to need in the next year or two to develop your business?





Do it


get the training


Let people know WHY they are training – return to business and to them








Use and modify


try it on your own site and modify to meet your needs





Analysis


have you got these skills? 


Who could do it?  Do you need to develop ability or get in new people ?





Training


find out how could these skills be acquired? – train, visit, buy in, work- shadow








Review


is it working? is it to the right standard? do others need to acquire this skill?








