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DaltonPlan® MODEL
Firstly, the DaltonPlan® model shows where Operations Planning fits as part of the entire

strategic and business planning process.

=D

DALTONPLAN

SERVICE QUALITY MODEL — How DaltonPlan® work with clients
Setting the standard for business planning in New Zealand

NEW BUSINESS REFOCUS EXISTING BUSINESS SELL EXISTING BUSINESS
You identify a gap in the market You wish to increase profits You sell your business for the best
You have an idea for an invention You wish to progress to a higher level possible price or succession plan
Vision Statement Longer - term view
Mission Statement How to achieve Vision
STRATEGIC PLAN Value Statement —> Beliefs that drive the culture
Key Objectives Measurable, achievable & dated
Key Performance Indicators KPIs support the objectives
BUSINESS PLAN —[ ‘For the first year supporting the STRATEGIC PLAN. The Business Plan is to be reviewed annually
Goal Setting Criteria
MARKETING — IDEAS INTO GOLD! Blueprint Objectives
Model Aligning personal and business

objectives (goals)

Proven Success Factors

SWOT Analysis
Five Forces of Business
Four Ps of Marketing Strategy

Product & Industry Life Cycle Approach Understanding “how” to take
advantage of market forces

Quality Control

OPERATIONS ] Operations Blueprint Models
L | Company Structure Svs.ter_ns & Struc_ture
Task Definitions ——>» Designing your Business Model to
Costings support your Strategy
Expenses & Break - even Analysis
FINANCE — Cash Flow
Stock Take §
Profit & Loss Statement Getting Started
Cash Book Step one: DaltonPlan® analyse
GST Caleulations financial and industry-sector

— | Business Financial Map information for your industry before

(7 "S" Model) planning sessions
Resource Management (suppliers, staff)

Grow Your Business - work on it not in it ! -
Legal Compliance sessions take place with you and your

Automation staff. You receive;

RESOURCES & RISK — [J Your bound Business Action Plan

[J  DaltonPlan® 56 page handbook
with the “good 0il” on how to

Step two: Full-day business-planning

Computers . .
A tant achieve top business performance
ceountan [J  DaltonPlan® "Certificate of
Lawyer s ;
| | Bank Completion" recognised by Banks
an >

DaltonPlan® Certificate of Completion
Business Action Plan

Goal Setting confirmed

BUSINESS ACTION PLAN — Action Plan

Longer - term Strategies

Market Audit Summary

Step three: You receive;

[J  E-mentoring for one year

[J  DaltonPlan® monthly Business
Information newsletter

[J  Membership to the vast
DaltonPlan® client network

DaltonPlan® Business Planning Model is officially recognised by major trading banks, corporate organisations and Associations
© Copyright 1990 by Dean Dalton
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INTRODUCTION

TAKE CONTROL OF YOUR BUSINESS TO INCREASE YOUR INCOME!

Operations Planning - What is it exactly?

Operations Planning is a method of documenting and analysing your systems, using

operations blueprint models enabling you to take control of your business.

An Operations Blueprint Model is a step-by-step list of instructions on how to “best” complete
a single task, shown in a diagrammatic, “flow chart” type format (see examples on following
pages). Each task is made up of a series of individual steps called processes. These processes
combine to form flow charts enabling you to analyse and fine tune all the systems that make

your business run smoothly day-to-day.

One task might be the best way to “Answer the telephone”. You'll see what | mean on the

following pages.

PURPOSE OF THIS DOCUMENT
Why bother using flow charts?
v" Reduce Costs
Businesses can document important processes enabling them to;
e |dentify and eliminate duplication of effort
¢ |dentify and eliminate costly recurring mistakes
e Save on valuable time thus reducing internal costs
v Increase Sales
Businesses can document important processes enabling them to;
e |dentify those areas where an extended sale could be made “Would you like fries
with thate”
e Minimise lost sales by designing flow charts for;
o Answering the telephone in a way that will increase sales by say 10%
(see "Telephone Etiquette” flow chart on following pages)
o Training staff to recognise extra sale opportunities
o Best freatment of customers to encourage repeat business through analysing

data collected from customer feedback

Seminar 4 Work Smarter Not Harder.doc 4
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v Sell Your Business at a Better Price

A well-written operations plan is a very good way of enabling business owners to sell their
businesses at a higher price. The prospective owner is able to see clearly how the business
works day to day. There won't be any surprises. This helps to underpin the “*goodwill value™ as

part of the asking price. New owners are more willing to pay for goodwill if it can be justified.

v" More Free Time
A well-written operations plan will also enable business owners to take a holiday without
worrying if their business can cope while they are away. Also, the extra free time created

can be spent working on the business not in it.

UPON COMPLETION OF THIS DOCUMENT
Upon completion of this document you will have a sharper focus on how to increase your

income through the development of effective operations flow charts.

The Main Concept

It has been my own personal experience that operations flow charts increase productivity
and help to reduce absenteeism, if all the Seven “S” Factors are intrinsic in their design. This is
a very powerful and important concept resulting in stronger “Shared Values”, within the

organisation, through effective Operations Planning.

| have found that staff become accountable for their actions resulting in ownership of their

job and its importance within the organisation as a whole.

The Seven “S” Model is on the following pages. Read it to familiarise yourself with its content,

then read on.

Seminar 4 Work Smarter Not Harder.doc 5
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THE SEVEN “S” MODEL

Once your business is up and running, the Seven “S” Model will enable you to focus on those

Critical Success Factors necessary in the successful operation of your business day-to-day.

Seven "§" Model

Effective Organisational Management
www.DaltonPlan.co.nz

Shared Values

Staff &

Critical Success Factors Suppliers
Profit must be sustainable
Differentiate services & products
from competitors
Always be customer focused

By Peters, Waterman & Phillips

Seminar 4 Work Smarter Not Harder.doc 6
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SEVEN “S” MODEL

The cenftral idea is that organisation effectiveness stems from the interaction of several factors. Check
your three or four critical success factors against each 7 S factor to make sure all variables are taken
info consideration.

Structure

How to make the whole thing work. Does your organisation have a focused, flat structure so that
customer feedback gefts straight to management for action, or, is it hierarchical with three or four
layers so that communication of customer needs is slow to filter through?

Tasks need to be divided up to optimise efficient use of available resources.

Systems

By systems we mean what documented procedures make the organisation go day to day. Financial
Budgeting Systems, Computer Systems, Operations Models, Accounting Procedures. How does the
recepftionist answer the phone?

Systems mirror the state of an organisation. It is amazing how powerfully systems changes can
enhance organisational effectiveness without changing anything else.

Style

It is important to identify the basic personality of the manager. What is their behaviour pattern? Are
they from an engineering (product orientated) background or from a marketing (customer
orientated) background?

Do they consult with staff before taking action or are they autocratic and act alone 2 Maybe they are
a little of both.

Staff & Suppliers

For staff, do you use appraisal systems, pay scales and formal fraining programmes?2 Do you take into
account morale, attitude, motivation and behaviour?

We believe all staff and suppliers should be placed through a socialisation process. They will know
exactly what is expected of them and how they fit into the organisation.

Skills

It is important to analyse the core skill base of the manager. What are they really good at and what
do they need help with? How do these core skills alter organisational effectiveness?

They may be very good at identifying new market opportunities, designing a prototype product or
service, testing the market and interpreting the data collected from trials but not so good at
communicating benefits to customers.

Strategy

By “strategy” we mean those actions that a company plans in response to or anticipation of changes
in its external environment — its customers, its competitors. Strategy is the way a company aims to
improve its market position. One major strategy that will help to successfully drive your organisation is
a strategy of “sustainable competitive advantage”.

Shared Values

By this we mean a set of guiding concepts, values and aspirations, often unwritten, that are shared
by all. The organisation has a personality of its own that is communicated to customers from
advertising image, receptionist’'s manner on the telephone, sales people’s attitude and the general
feel of the organisation when a customer walks in the door.

Seminar 4 Work Smarter Not Harder.doc 7
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Designing your OPERATIONS BLUEPRINT MODELS (flow charts)

Important ! You must start with a blueprint model before you do anything.

During the DaltonPlan® startegic and business planning sessions with clients we set

objectives and develop a few business strategies.

The next step is fo develop some systems - Operations Blueprint Models or Flow Charts - to

support those strategies and objectives. We need to make things happen.

The reason for documenting Flow Charts is to identify failure points in your processes and

eliminate them. This will increase productivity resulting in reduced costs.

There are five main points to consider when designing your Operations Flow Charts.

1.

Get the “Users” involved in the design process. This will give them “ownership” of their flow
charts so that they will use them more effectively.

Make sure each process box contains only a single task so that it does not overlap with
the task in the next process box - Mutually exclusive.

Make sure all processes are included in the flow chart so that the task set can be fully

completed - Collectively exhaustive.

. Write what is actually taking place and keep it simple so that it is easily understood. Don’t

use abbreviations or acronyms for example PDQ or ASAP.

Finally, flow charts are made up of independent and dependent variables. An
independent variable exists as a process on its own. A dependant variable needs input
from an independent variable in order to work — see flow chart following page. Also,
arrows showing the direction and order of the process flow are important. | use red to
show the main flow of processes and black to indicate that information needs to be

obtained before completing that particular dependent process.

To better explain the above points, let’s study the Operations Blueprint Model on the

following page for “Creating an Invoice” in MYOB ( Mind Your Own Business) which is an

accounting application in common use by small to medium size businesses in New Zealand.

Seminar 4 Work Smarter Not Harder.doc 8
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Dependent & Independent Variables

Independent Variable

\ 4

In Outlook check that all fields are
completed;

Contact Type: Customer B
Addresses etc....

In MYOB, check that all fields have been
completed;

Comment: "Your Key To Business Success"
Salesperson: Dean Dalton

Operations Blueprint Model
For
Creating an Invoice

START
Customer confirms

date for Business Planning
Course

Date

Dependent Variable

v

Date invoice into the future
as the date of actual
aftendance.

Enter details into MYOB to
create invoice

In MYOB, make sure "Terms" are;
Payment is Due: In a given number of
days
Balance Due Days: 7

LIST IMPORTANT TASKS

}

Photocopy invoice to
create hard copy.
File hard copy in Jo's file
rack "INV/99/00.

DBAP Create Invoice - Visio

Copy/Paste information
from customer
database
application Outlook

The first thing to do is make a list of important tasks that take place in each area of your

business.
¢ Answering the telephone
e Prospecting for new customers
e Prioritising tasks
e Raising an invoice
e Accounts Payable
e Accounts Receivable
e Mail opening and distribution
¢ How to open up shop

¢ How tolock up shop

ALLOCATE TASKS TO STAFF

Design a flow chart for each task encouraging input from the staff member who has been

adllocated that task.

Seminar 4 Work Smarter Not Harder.doc
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TASK DEFINITIONS
Now that you have documented all your business processes into flow charts and allocated

them to staff, you are now able to analyse each step, looking for ways of improvement.

Task Definitions

Generic Ltd
Date: xx/xx/xx
. Richard
Jane Doe John Smith . Mary Joseph
Whittington y P
Director Sales Manager Factory Manager Administration
Manager
Prospectin Prospectin Ordering Accounts Payable
p 9 P 9 Materials 4
Strateglc Services Design Stock Control Accqunts
Planning Receivable
Services Design Marketing Production
. Deliver
Marketing Training
Deliver
Training
Operations
(Flow Charts)
Subcontractors
Financial
Budgeting

DESIGN A FLOW CHART FOR EACH TASK

Then design a flow chart for task encouraging input from the staff member who will be the
flow chart “User”. This will ensure “ownership” by that person of each process within the flow
chart, so that each step will be willingly and accurately followed. Flow charts are filed in hard

copy format stored close at hand to relevant staff.

ANALYSE EACH PROCESS FOR IMPROVEMENT
When you have documented all your business processes into flow charts you are now able
to analyse each step looking for ways of improvement. Typically you will end up with about

six — ten flow charts in total to cover all of the critial tasks in your busines.

Seminar 4 Work Smarter Not Harder.doc 10
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HOW TO DESIGN FLOW CHARTS IN MS WORD

Operations Blueprint Model
for
Designing Flow Charts in
Microsoft Word or PowerPoint

START

TIP
Hold down Cirl
and press;
Z=Undo
X =Cut
C = Copy
V = Paste
D = Duplicate

Open Microsoft Word or PowerPoint

v

In the menu bar above
Click on "New" document ic

Don't forget to have
START and Date &

v

Right Mouse click in grey area in
menu bar above.
Click on "Drawing" \/

v

The "Drawing" icons should appear
in the menu bar at the bottom of
the screen

\ 4

CREATE FIRST PROCESS BOX

A=
Click once on the

"Text Box"
Icon in the bottom menu bar then
click and drag diagonally across
your page, release mouse button to
create your first "Process" box

\ 4

Enter instructions into this "Process”
box.
Click on the edge of it to select it

Time on your flow
chart

Seminar 4 Work Smarter Not Harder.doc
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then hold down Ctrl and press "D" on

Date:

CREATE SECOND PROCESS BOX
Delete text in this second box. Enter
instructions into it.
Click on the edge of it to select it then
hold down Ctrl and press
"D" on the key board. This will
Duplicate this box to create your third
process box and so on.

A 4

Carry on until you have completed
the flow chart.

CONNECT PROCESSES
To connect “Process” boxes use the
arrow icon
in the Drawing menu bar at the
bottom of your screen.
Click once on arrow and click and
drag between Process boxes in the
direction you want the arrow to point,
then release mouse button.

the key board. This will Duplicate that
box creating your second box ready
to use.

Flow Chart Creation in Word & Visio

11
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FURTHER EXAMPLES
Document Each Step for Analysis and Improved Efficiency

This flow chart shows that all steps taken to complete a job can be analysed individually for
efficiency and improvements made where possible to save time.

For example, insurance companies are only willing to pay auto repair workshops a fixed
amount for each job based on their own assessment of how long it might take to complete.
An experienced repairer is able to estimate the time taken to complete the job and
calculate the cost on that basis. He is then able to increase his profit margin per job by

reducing the time taken to complete the repair through improved efficiency.

Operations Blueprint Model
to
Quote job to
Remove, Repair & Replace
Bumper

Remove bumper

v

Inspect struts holding
bumper

}

Struts
Damaged?

YES

A 4 \ 4

Inspect damage to
bumper

Inspect damage to struts

A 4

Get quote from
"Out-worker"
Add 10%

Struts NO
Repairable?

YES

A 4

A 4 A 4

Estimate hours to repair body
Get quote from Get quote from panel if damaged and refit
"Out-worker" to repair "Out-worker" to replace bumper @ $56 hourly
Add 10% Add 10% charge-out rate
\4 \ 4 Y
4
Sum Quotes .
| Fill out quote form on _ ) .| Quote accepted?

Add aIItLegIz\t/ﬁ:rt quotes > computer » Advise customer > See Flow Chart #2

OPS Bumper Repair

Seminar 4 Work Smarter Not Harder.doc 12
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The purpose of this flow chart is to show that even small tasks should be documented.

Although this task seems small it is one of the most important. Your customers gain an

immediate impression of the quality standard of your business by what your recepftionist says

on the telephone and the manner in which it is delivered.

Ops Model Telephone Etiquette

Rotate Services

You could rotate your services - say;
Dean is taking a business planning
workshop today with a client.

Dean is presenting an "Operations
Planning" seminar today on-site
with a client.

Operations Blueprint Model

for
Telephone Etiquette

START

"Good Morning DaltonPlan®
......................... speaking"”

Write all messages and orders
in the “Day book”

v

Date:

Be a solution-provider rather than
an information-giver

If Dean or Jo are unavailable
say that they are "in a

- meeting" and give an

approximate return time
OR
Give the following options:

v v

If answering an inquiry "How much
does it cost?", ask FOUR relevant
guestions rather than give the price
immediately.

What are their needs?

This gives them ownership of the
process and makes them 10% more
likely to buy (Telecom Survey).

TAKE A MESSAGE

Call Dean or Jo on
their cell phones
And get them to return
the call immediately.

Seminar 4 Work Smarter Not Harder.doc 13
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Layered Flow Charts
The flow chart below shows how a long, complicated set of processes can fit on to a single

A4 page. Also, parts of this flow chart can be numbered, layered and given to the person

concerned with that particular part of the over-all model.

Operations Blueprint for INVOICING ITan—I

1 START
Receive order.
If by phone (get company and person's If enter NO software|
name & phone #). If order is large, ask or Hardward codes in GM. Go to relevent
for confirmation fax, also make sure that onseller for either standard
you have their full details. W/S codes or other specific info on their
particular customer
\4
Open If enter all details,
Goldmine(GM). No Yes including indentifiers:
P = Public Trust
\é W = ACC etc.
- Send congrats!
Wholesaler " \yno does this
customer belong Addresses. Phone#
to? vV v Check that GM has the same
Pull up customer on < addressgs as the Customer
F‘ v Goldmine. Order. This confirms that you
| CHECK—; have selected the correct
Who are they? Goldmine! * Addresses, Phonet# customer.
OTC: Call Judith for Order# * ]
04 387 1925 * Software/Hardware Software/Hardware
All other Wholesalers: except Blue Star * Salesperson Check to establish pricing
Branches* * Delivery Person P codes and product type
- Get O/N from particular wholesaler. A (eg T6 1200, TR700...) if
- Remember in MYOB: l products are different then
- Ship goods to customer address enquire.
- Mail invoice to Wholesaler Open MYOB
- Enclose packing slip with goods If new customer enter q
*Blue Star: details in card. L
- Put invoice in an envelope with Salesperson
"Invoice Enclosed" sticker on it P Remember to place Advantage
- Tape envelope to outside of parcel in the Salesperson field in
and send with goods. MYOB for their commission.
MYOB If Advantage Customer: S/

Who are They? Ware& H/ware field should be

Wholesaler Customer OADV etc
Wholesaler or
Customer DFF Customer~ DFF
h 4 Customer
MYOB IF PURCHASING
Enter Wholesaler name into GOODS ENSURE COST
ECtthtocr:‘ne; fleldSh_ o add MYOB —>| IS CORRECT.
En er us orpgr IppIng address - Place Order # in "Customer PO#" Write Purchase Order #
into "Ship to" field. (could be same field. and on Clients order
place) _,—»"Journal Memo" field (will appear on
. Statement so that we get paid) on l
- Remember in MYOB always invoice. Print Invoice.
- Slip ooes 1o cusieer - Salesperson Field !! Put copy in 'INV* file and
address with packing slip use original to make Up
- Mail invoice to order
Wholesaler. (NEVER v :
send invoice with goods even if . iaht & kagi
going to the same place). Determine _Frelg_ t Pac_ aging
A costs of supplier (displaypoint, Origin| |
etc A
Fill in relevant order details. Send orders, enclose
invoice with goods
invoiceV |

Seminar 4 Work Smarter Not Harder.doc 14
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Easy To Design
This flow chart is about “Time Management”. More importantly, a staff member wrote it

without any assistance. This shows that flow charts can be developed independently by staff

with minimal training. This also gives them total “ownership™ of that particular task.

OFFICE MANAGER
TIME MANAGEMENT
WITH
TASK PRIORITY

Time & Task Priority
Office Manager.vsd

Date:

START

Complete the orders first
or
Start orders before 11:00am
courier pick-up

——»  Answer the telephone

:

Prioritise caller

: : : ;

Personal calls Part of order Placing an order Order not delivered

Low m|SS|ng|_%|hncorrect Highest Priority High

Y | v
L]

Drop everything and
pay special attention
to taking the order.
Be customer
oriented

v

Take details

- Phone #

- Caller's Name

- Company Name

v

Determine Urgency
1) High — Contact Dean or Jo

2) Low - Say "I'll get right on to it" -
then complete orders and deal with
situation immediately afterwards.

Seminar 4 Work Smarter Not Harder.doc 15
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Ownership
This flow chart was developed by all staff working in a small organisation. This gives them

“ownership” of the process so that they will follow its instructions.

Operations Flow Chart
for
Greeting and Serving
Customers in Pharmacy

OPS Serving Customer In Pharmacy - Visio
Date:
START
Customer enters
pharmacy
Yes No
l Busy ? l

Smile (6 teeth) & make eye contact
immediately

Raise eyebrows

Say "Hello, I'll be with you in minute"
Then meet face to face within three
minutes.

Call out to alert other staff to greet
customers if needed.

A 4

Smile again and say "Hi"

(say their name if you know it)

"How can | help you?"

v

Prescription

Retail

Type

l

Take details of

- Patient's name

- Address

- Items wanted to repeat

New

Take prescription or details
into dispensary and date |<—
stamp it

v

Obtain how long it will take
to make up prescription
from pharmacist and
communicate this to
customer

v

Keep customer informed if
time taken is lengthy. Say
"We haven't forgotten you,
they are really busy at the
moment but it won't be long

If customer is child then offer a

\ 4

Show customer to relevant
area of the shop and talk to
them about the product and its
benefits

v

Seek help from other staff if
more product knowledge is
required, especially for
pharmacist-only medicines

v

- take a look around"

jellybean

!

!

Prescription completed and
presented customer

State any explanations about
medication and charge
customer appropriate charges

Seminar 4 Work Smarter Not Harder.doc 16

Close sale to the best of your
ability. Use appropriate
packaging. Charge customer,
take the money, place it in the
till.

Say "Good bye, thank you, see
you again".




www.DaltonPlan.co.nz

Organise Resources

This flow chart shows tasks aligned with a time-line. Unlike a Gantt chart, you are able to see
what tasks people are performing during those time periods. The time period could be
calibrated into hours, days or months. This will help you to organise resources resulting in more
efficient use of time.

Day Planner
Flow Chart

with Time Line

As an alternative the time

line could be months of the
MONDAY year to coincide with \

longer-term tasks

START

Open mail and distribute to appropriate locations. Time

Clear phone messages, and write them all into Day Book. 08:00 January
Check alarms on N :

GoldMine > Notify relevant people )
Check daily work sheet for jobs to do today and complete
until 09:00
¢ February
Enter appropriate notes N . — — 09:00
into GoldMine >—» Telephone prospects to make future appoinments
March
Write appointments
into diary. L) — — 10:00 )
No appointments on April
a Tuesday or Friday
— - 1100 May
\ 4

Have lunch June

Make up mail-outs .

Laminate charts ] = 12:00 noon

All other incidental jobs

July
Check alarms on Ly — — 13:00
GoldMine September

Y

. October
Enter appropriate notes — — 14:00

Telephone prospects to make appoinments

A 4
A 4

into GoldMine
November
Write appointments
info diary. ) — — 15:00
No appointments on
a Tuesday or Friday December
— — 16:00
v
Lock up office and close all applications for full back-up
sequence. — — 17:00
Leave computers on.

Time and Task Priority Planner.vsd

Seminar 4 Work Smarter Not Harder.doc 17
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Keep Control of Your Profit Levels
The reason for the flow chart below is to bring to your attention to the importance of having

a reliable Stock Flow system to calculate weekly Gross Profit as a percentage of Sales,

enabling you to operate at optimum levels of profitability.

Generic® Restaurant

Stock Flow Date:

START

Telephone suppliers or

Goods are purchased <« shop at market COD

v

Goods arrive. Goods are checked on
Packing Slip with any variations
documented

v

Packing Slip is placed on spike for
data entry into the computer

v

Stock take entered into enters data from Coc_jes and composmqn of
- - L recipes, meals and drinks
computer each Monday —» packing slips on spike into restaurant «—— .
morning accounting application in computer entered into computer and
kept up to date

v

Customer buys meal or drink

v

Customer’s meals and drinks
purchase is entered into the till. Till
relays information to accounting
application

v

Stock is depleted by set amounts
entered from recipes

v

Computer calculates trading Gross
Profit DaltonPlan® business
benchmark of 70%

OPS Stock Flow Restaurant

Seminar 4 Work Smarter Not Harder.doc 18
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DaltonPlan® Four-Step Prospecting Process

The following four-step process is a powerful guide for prospecting to increase sales.

1. Research the type of client and identify their needs and align your services to fit

2. Develop your own “Telephone Intfroductory” speeches customised for each prospect
type (eg pharmacies, schools, consultants, manufacturers)

3. Develop your own “Service Quality Model” to present once you are face-to-face with
the prospect during your initial meeting. Don't forget to try to “close the sale” on your
initial meeting.

4,

future nurturing contact

Step 1 - Timed Steps

Place prospect’'s name on call up in the Outlook CRM contact database software for

This flow chart shows that each step can be timed to improve efficiency.

OPERATIONS BLUEPRINT MODEL FOR
SELLING FILING SYSTEMS

START HERE

60 Minutes
Research
background & type
of Prospect,

5 Minutes

compare data with
existing like
customers.

30 - 60 Minutes

Make appointment
by telephone to visit

30 - 60 Minutes

Appraise
requirements.

Prospect face to
face.

30 - 60 Minutes

Gather data -
Analyse data.

!

Leave Prospect.
Write proposal back
at office.
Include
recommendations.

Gather data on

future requirements.
analyse data.

Promote
¢ Oour services &
products & their

60 minutes

Visit customer for
second time to go

over proposal to
Failure
Point
Eailure Point
No

Yes

Situation
Salvageable

30 minutesvy

Answer

5 minutes

Courier proposal to
Prospect, bound and
printed in colour

4

Telephone
Prospect.

Proposal

benefits.

Yes

accepted?

Gather more
data.
Analyse data.

Terminate further

contact.

Seminar 4 Work Smarter Not Harder.doc

19

10 minutes

Process order
and dispatch.

Two weeks later -

Follow-up with
after sales
service call.

OPS Model for Selling Filing Systems
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Step 2 - Telephone Introductory Speech - To Make An Appointment
NB.

e Either make the calls yourself or

e Employ someone to make them for you

On the telephone you have five seconds to get across;
1. Who are you?

2. Where are you from?

3. What are you offering the prospect?

An example;

Hello my name'’s from

I've developed a business-planning model that enables me to write a business plan of your

business in two - three days.

All the companies who complete this process get a lot out of it. It really works to increase

profits.

The reason for my call is to make an appointment with you to show you what we do then I'll
leave it with you. If you think it's a good idea then you call me. So when would suit you?2

Optional

| hold workshops with the Chambers of Commerce and major financial institutions.

It's like a road map for future success.

Different companies get different things out of it.
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Step 3 - Service Quality Model
Below is an example of a “service quality model” to be used when visiting prospects. This

model immediately communicates the customer benefits of the products and services your
organisation offers and shows your commitment to the delivery of high quality service levels.
It is advisable to trademark the name of your organisation and use this as the name of the

service quality model.

Doe Plan®
Service Quality Model

How we work with our clients

Client Goals
Increase profits
Take a holiday
Improve operating systems

You might want
A proven business planning
approach
Ongoing mentoring to
maintain success

Listen
We listen to your requirements

Service options + GST .
Experience

Includes follow up Match We have 10 years experience
Single day $ 5,000 We match our services with your Y p -
. across a wide range of industries.
Two days $ 7,500 requirements

Three days $10,000 I’'m from a legal background.

Submit Proposal Aagree on Terms
We submit proposal We agree on work to be
You approve it delivered, dates and price.

Easy Payment Options
Customer pays by
automatic payment.
Terms are available.

Timely Delivery
We deliver business planning service

Continual Improvement
You complete our 5-point
“Customer Satisfaction”
questionnaire for our policy of
continual customer service
improvement

Stay Informed
We keep in touch with a quarterly
e-newsletter to inform you of
market trends in your industry.

After Sale Service
We keep in touch to ensure
satisfaction

John Doe, Director, Doe Planning® Ltd
John@DoePlan.co.nz
www.DoePlan.co.nz
Tel: 04 123 4567

Step 4 - Place prospect on “call up” in MS Outlook for future contact
During the meeting with the prospect, say “May | put you on call-up and telephone you in

say, a week?"” Then back at the office, place prospect on call up to be contacted in a
week’s time entering all relevant details relating to your meeting and conversation with

them. When you call them again, “close the sale”.
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CONCLUSION
So, let's re-cap;

e Operations Blueprint Models enable you to take control of their business.

¢ Operations planning is only one part of the entire DaltonPlan® strategic and business
planning model. To extract the most benefit, Operations planning should be utilised in
conjunction with Marketing, Finance and Resources.

e Operations planning takes fime to do.

e The benefits can be enormous.

e Just Do lt - Carpe diem

Really make your business fly this year and beyond!
Complete your Strategic and Business Plan

Call 04 38 36 537 and book your full-day business planning sessions

This literature is recommended by Dean Dalton with the intention of building upon the

existing knowledge base of business owners.

As the Director of DaltonPlan® Business Action Planning Ltd and inventor of the proven
DaltonPlan® Business Planning Model, DaltonPlan offer full-day, one-on-one planning sessions

on how to increase your profit, using the DaltonPlan® Model.

DaltonPlan® Business Action Planning Ltd
Tel + 64 4 3836 537, Fax + 64 4 3836 577

Email Dean@DaltonPlan.co.nz

Web: www.DaltonPlan.co.nz
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