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Mctrics are everything. Only when
something is measured can it be
improved upon. Often, deciding what to
measure is the most critical piece, and it's not a
job for copy and paste. When Wearable brand
Kiddo launched its wearable for children, it
did away with the standard metrics for adult
wearables (movement and heart rate), and
instead tracked things like perspiration and
temperature; vital bio-signs for child health.
Rather than measure what those around you
are measuring, or take on the standardized
metrics for your industry, companies that get
customer service right have taken the time to
think more creatively and strategically about
what they track. While there are lots of great
ideas to deliver customer experience, metrics
are needed to make sure they happen. Here
are some unigque metrics to contemplate when
designing a customer service program.

Track Relationships

Customer service used to be measured by
Average Handle Time, but this is a limiting
model - especially as times have changed.
Measuring call times makes sales agents

abrupt and abrasive, and consumers can feel
that. Zappos have become famous for their
open, flat and dynamic working culture. And
this attitude extends to their customer service.
Rather than measure Average Call Time,
Zappos measures the percentage of their time
that an employee spends on the phone to a
customer. This doesn’t mean the call has to be
short. In fact, the longest call on record is a
staggering 8 hours; and this feat is celebrated
and visibly rewarded. The focus at Zappos
is on relationships. not minutes. Building
relationships builds loyalty, and is most often
a cheaper strategy than acquisition efforts.

Consider; how can you stop tracking time,
and start tracking intimacy?

Track Initiative

Warby Parker noticed lots of the same
consumer questions were coming in about
things like prescriptions, cleaning and care
so staff took matters into their own hands
and made videos that addressed the problem.
These videos performed exceptionally well;
consumers shared the videos so extensively,
that some have an impressive 50,000+ views
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(not bad for a how-to video). Part of the reason
they worked was because they were so clearly
authentic, atypically low budget and genuinely
useful. These videos gave Warby Parker a
new metric for rewarding staff that take the
initiative to solve consumer problems in their
oWn ways.

Consider; how you might empower staff
to think about consumer problems holistically
and solve them in their own ways?

Track Customer Involvement

Starbucks launched My Starbucks Idea, as
a way to seek customer feedback and improve
upon the customer experience. The program
started in 2008, with just 25 ideas launched. By
2012 that number had almost tripled to 73. Over
the vears, the program has produced ideas like
cake pops, splash sticks, free birthday coffee
and even Wifi in cafes. Starbucks measure
how many ideas are submitted (to date, there's
over 150,000) and how many people vote each
year. There were 2 million votes in 2015, that
happened to be more than Chicago's mayoral
election. This is a different way to track
customer service. Not only do Starbucks invite

customers to be a part of their improvement,
they invest in the program’s ideas and tracks
its success.

Consider: how might you actively invite
your customers to better your experience”

Irack Conversation

Chewy, a pet supplies delivery business.
invest heavily in customer service. They call
their customer service team the *“WOW' team
and empower them to deliver meaningful
customer experiences as they see fit, Staff are
encouraged to take measures such as write
handwritten thank you cards, send customers
a pet portrait of their dog (completed by one
of Chewy’s 20 artists), include free products
or gift cards to a customer’s local restaurant.
These tactics all promote buzz. Frequently.
customers post photos of their cards, notes
and pet portraits on Facebook, Twitter and
Instagram. These can become important
metrics to measure “WOW’™ and let Chewy
know they are on the right track. Similarly to
Zappos, they invest in customer loyalty and
turning existing customers into evangelists.

Source: Www,1ine.com
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Has Your Business
Stopped Growing?

It happened to me. Early on in my
career as an entrepreneur, I couldn’t
figure out why everything stalled.
But lucky for me, I didn’t quit there.
I kept working, changed my business,
and now -- having worked with
thousands of business owners -- | have
discovered that the primary reasons a
business stops growing tend to land
into a handful of categories.

1. Lack of opportunity

Some businesses just aren’t made
to scale up. When I first started in the
dry-cleaning delivery niche, 1 didn’t
understand this simple fact: Business
in my little area was never going
to be a million-dollar business, let
alone a multimillion-dollar business,
no matter how hard | worked. Make
sure you aren’t trying to win the Super
Bowl with a peewee football team.

On a side note, when 1 make this
argument, sometimes people argue

the point. For example, they may tell
me I could have expanded into other
areas or franchised. Of course, I'm
not saying there aren’t ways to scale
a business, but some businesses are
simply easier and less risky to scale
than others. If you are in an industry
that is challenging to scale, one where
yvour risk of failure is super high, it
may be a good idea to start looking
into other opportunities.

2. Boredom

It’s amazing how many of us
get bored. We get bored with our
marketing, with our product, with
our niche. Our boredom causes us to
cancel marketing, taking our eye off
the main business to focus on some
new exciting startup we want to work
on.

Want to sell and jump into a new
exciting niche where every prospect
only says yes and sales come easily?
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[ get it. I'm not immune to those feelings.
But, making changes because we are bored
is insanity! If you have an ATM machine
that spits out hundred-dollar bills, why
would you try to rewire 1t? This is what
people do with their marketing or when
they take focus off the main cash cow
business. I can’t tell you how many times
["ve heard someone say they are stopping
what’s working because they want to try
something new. It’s just crazy.

3. People

If you read the crap that comes from
some marketers, you'd think that everyone
was making money easily, using only the
internet with no problems, no skills and

no employees. While [ do know people |
could describe that way who are making
money, this 15 the exception and not the
rule. It would be like me pointing to a
group of billionaires and selling thousands

=
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of products with the premise being: “Just
buy this product and you too can be a
billionaire.”

In almost all businesses it takes
employees (or at least outsourced labor) to
grow. If you've stalled, it may be because
you need to invest in another employee
or two to kick-start the growth, | get it,
when you invest in employees. payroll is
bloated, short-term profits go down, and it
is risky. But guess what? You're a business
owner -- that’s the job. And 99.99 percent
of businesses need employees to make
money.

4. Too externally focused
As I write this, I'm in the middle of

-

planning next year’s marketing strategy.
I will have a number of new and exciting
items on the list (external stuff), but one of
the most interesting numbers I'm working
on is a plan for our sales call conversion
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rate. With no increases in the number of calls
next year, a 5 percent increase in conversion
would equal an additional $1.152 milion in
annual revenue. That is an internal number
worth focusing on.

I"llalsobe lookingathow toreduce customer
churn, improve employee performance and
increase referrals. Just focusing on internal
opportunities, we have the potential to add
millions in new revenue and/or cost reductions
due to improved performance, which leads to
increased margins. If you're not thinking about
ways to work on these internal opportunities,
you're leaving tons of new revenue and profit
on the table.

Growing a business isn’t easy, but it 1s
pretty simple, assuming you have opportunity
in the current business model. You just have
to be willing to invest. Invest in yourself
(your business education), and invest in your
company by hiring the right people, focusing

on improving your systems and process.
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We've talked about why businesses stop
growing, and the first two points looked at
those reasons, but the last two points could
easily be turned around and used as the start of
a growth strategy.

* Who should you hire right now?

* What internal challenges could you fix
that would have an increase on profits?

* Can you do a better job converting
prospects into customers?

* How are you doing on upsells?

» What about referrals?

* Do your customers know who you are,
what you do, and that you're still in business?
If not, how are you going to change that?

= What is the communication strategy for
both prospects and customers?

[ could go on, but you get the point.

The decision to grow (or not grow) 18 yours;
you're armed with the information. Now you

just need to take action.

Source: WWw.entreprengur.com




he problem with millennials,

according to people who
have never been one, is that they
expect praise and rewards for
everything. Participated? Medal.
Attempted? Pat on the back.
Lost? Trophy.

But farfrombreeding laziness
and entitlement, as is often
claimed, rewarding ourselves
frequently and liberally helps
us learn new skills and develop
desirable traits. When we
receive a reward, our dopamine
neurons fire up, encouraging
our brain to repeat the behavior.
Consequently, linking rewards
to the completion of a difficult or
odorous task helps us master it:
this is why we train animals with
treats and tell students to place
gummy bears at the end of the
textbook chapters.

Moreover, praise - especially
self-praise - is an example of the

sort of positive thought patterns
that scientists and life gurus keep
claiming will make us happier,
healthier and more productive.
So millennials may be on
to something. While frequent
rewarding undoubtedly can
create  undesirable  patterns
(dopamine plays a huge role in
addiction, for example), it can
also be utilized as a powerful
motivator and mood-booster.
Considering how many of
us claim to be burnt out by our
high-stress, high-stakes world,
perhaps we could all do with a
few more participation medals.

1. Showing up

Few of us feel 100 percent
confident 100 percent of the time.
While we all have individual
insecurity triggers, many people
particularly dislike big, public
events, such as networking

4 Things
You Need
to Start
Rewarding
Yourself
For
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conferences or team presentations. But if you
find yourself stressing out about your inability
to deliver a gilded-tongued elevator pitch
to a hundred different people, dial back the
pressure by reducing your goal to one, simple
thing: showing up.

It sounds facile. But often just stepping into
the situation we're terrified of is the hardest
part. Once we're in it, we usually realize it's
not as bad as anticipated. Moreover, once
we're there we have to act, and this usually
kicks our brain into gear in a way that gets us
through it.

Because your only requirement was to
show up, it doesn’t matter if the rest of the
event is an unmitigated disaster -- see it as a
learning experience which you can improve
on the next time around. Because now you've
mastered just showing up, you can take on a
new challenge. Progressing through baby steps
isn't pathetic; it's a tried-and-tested way to
actually conguer your fears.

1
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2. Giving it a go

We all know an overachiever who seems to
excel effortlessly at everything they turn their
hand to. But in reality, the chances of being
good at something you're trying to do for the
first time is close to zilch. This is because
it takes time to learn new things; Malcolm
Gladwell famously claimed that becoming
an expert in anything requires 10,000 hours
practice.

If we only commended ourselves every
10,000 hours, we'd be a pretty demotivated
bunch. Instead, aim to see the value in trying
hard at something, even if the results aren’t as
flawless as you would like. Volunteer for a new
project or try out a new technique with the view
that it will be a valuable learning experience,
and refrain from putting pressure on yourself
to be perfect at it first time.

Gritting our teeth and getting on with a job,
especially when it’s difficult, is a good trait to
have. If you know you’'re trying your hardest,




be proud of your effort, not just your results.

3. Being a runner-up

The whole point of a winner-takes-all
mentality is that it only rewards the very
highest achievers, leaving everybody else
out in the cold. Unfortunately, there aren’t
enough superstars to fill every company
role. so employers that engage in this sort of
reward structure usually end up demotivating
most of their staff. This atmosphere is also
detrimental to developing new talent, who are
not currently on the superstar level but would
have got there with the right nurturing and
training.

Remember: just because you didn’t “win”
something does not mean you didn't achieve
anything. If you double your sales target but
come just shy of your colleague’s total, that
shouldn’t take away from the fact that you've
performed extremely well. If you narrowly
miss out on a job offer because the chosen
candidate has more experience, you can still
commend yourself for creating a great CV
and honing a strong interview technique.

The only person you should be constantly
measuring yourself against is yourself. As
long as vou're constantly progressing and
improving you should be proud of your
achievements, regardless of whether other
people are “beating” you or not.

4. Not giving up

Sometimes, things just don’t go well.
Perhaps you're just having a bad day. Perhaps
some vital piece of equipment broke or some
crucial file got lost. Perhaps you made a
stupid, irreparable mistake. In these situations,
any sort of productive progress is out of the
question, and you'll feel lucky if you managed
to keep everything at its original level. Despite
your best efforts to fight the fires, you're well

[=]
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aware that the whole situation is going to end
up as an unqualified disaster.

Even if you had a hand in causing the
problem, don’t beat yourself up about it.
Accept that not every situation can be
salvaged, but the fact you’'re trving to do so is
what counts. Dealing with horrible situations
is tough, and sticking with it when all you
want to do is creep oft into a corner and
cry is impressive. Not giving up shows that
you have resilience and tenacity, traits every
employee worth their salt has in abundance.
So be proud of yourself.

Source: www.personalbrandingblog.com




One thing everyone can agree with is
their universal hate of meetings. Every
organization has them and they seem to take
on a life of their own.

In theorymeetings are supposed to
help leaders and their emplovees keep up
to date, pass along information and make
decisions. The reality is that very little gets
accomplished.

Leaders have the power to stop this
meeting madness. Meetings are necessary
for productivity, communication, and
transparency--but many companies handle
them poorly. The problem lies in a “status
quo™ mentality. People are so used to going
through the motion that they don’t realize
there’s a better way.

Too much discussion doesn’t leave
enough time for any doing. This 15 why

many leaders, and in turn, their followers,
literally spend more time in meetings than
doing their jobs.

| decided to apply the same problem-
solving process 1 use for assessing any
business problem to meetings. | created a
model consisting of several elements that
have been proven to fundamentally change
the nature of meetings, get better results and
recover enormous amounts of time that can
be put to more productive outcomes.

Here are my five tips:

1. Cut time length and be disciplined
about attendees.

Keep meetings short and sweet. Shoot
to have meetings last no longer than 30
minutes, or less if that can get the job done.

Attendance should be on a “need” basis,
not simply inviting the names that come
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to your mind. It's not
necessary for three
people from a single
department to attend
a meeting--have one
attend and report out
to the team, allowing
the other two to do real
work.

2. Prepare an agenda and send materials
out in advance,

Focus your objective by making sure the
agenda is clear and crisp. Clearly express
why this meeting is scheduled, what will be
discussed and what type of outcome you
expect.

Send this information out at least 48 hours
prior to the meeting, providing your employees
sufficient time to prepare and formulate their
own thoughts and ideas. Most importantly,
you'll be able to skip the “catch up™ segment
of the meeting and immediately start talking
about solutions and action. This will allow
time for meaningful discussion and ultimately
new decisions.

3. Stay on targel.

One of the biggest meeting pitfalls is going
off target--discussing tangential issues that are
interesting but irrelevant to the stated purpose
of the meeting. Whoever is leading the specific
meeting needs to take charge and manage the
conversation to ensure the stated objective can
be solved.

Distracting conversations need to be
interrupted, not tolerated. Argumentation
without facts needs to be called out.

Remember, you're in the meeting to solve
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a problem, not merely to vent. Staying focused
will allow you to achieve the stated outcome
from the agenda.

4. Appoint a rotating Meeting Czar.

The biggest problem with meetings i1s
that no one “owns” them. Someone needs to
oversee them, but this would be a terrible,
thankless job and no one would want to do it.

I devised a program where a member of the
leadership team becomes the “Meeting Czar”
for two weeks. The employee’s job is to:

1. Approve all requests for meetings.

2. Approve the individual attendees.

3. Ensure an agenda is created and pre-
meeting materials are sent out in advance.

4, Set the time limit for the meeting.

5. Lead the discussion and ensure that the
stated objective is achieved.

It's a tough responsibility, but as each
leader gets a turn every two weeks, they begin
to realize how important it is to manage this
process well. They also discover how much
more productive the entire team can be and
love the dozens of hours they recapture.

Attack this problem with a vengeance.
Your team will love this and vou’ll find
renewed engagement from evervone in your
organization.

Source: www,inc.com
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