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Remember when I asked you to think 
about your long term goals for your life? 
There is a method to my madness… Now 
that you warmed up your brain with that 
exercise, you will be able to start your 
MV&V statements with ease. Let’s begin 
with some mission statements:

2. Business’ Effectiveness — How good 
are we, really?

You’re thinking, “Hey, Mr. Business 
Coach, when are we going to get to the 
marketing stuff so I can get more busi-
ness?” A new restaurant over-marketed 
and advertised drew more than 200 peo-
ple the very first night… awesome right? 
Except, the kitchen and dining room was 
designed for 35 people and an average 
one-hour per service, it was impossible to 
feed, let alone seat, 200.

Business effectiveness is delivery of ser-
vice capabilities and what customers think 
about their experience with you. Learn 
what customers like and more importantly 
what they don’t like before they stop com-
ing to you. An ill-fitting pair of glasses can 
be remedied or a vision issue re-examined, 
but it’s the little things we never hear 
about that can really hurt business in the 
long term. Things like, staff being rude, 
uncaring or too abrupt, not asking enough 
questions to uncover the problem or make 
the customer feel important. Perhaps it’s 
too small a selection of eyewear or maybe 
they think you have too much and they’re 
overwhelmed. 

Survey your customers. There are several 
simple survey services available online, 
which are very easy to use for your cus-
tomers. Some are free, such as Survey-
Monkey.com (I often use this one) and 
most are inexpensive such as the survey 
feature that comes with a Constant Con-
tact membership (www.constantcontact.
com) which costs about $20 per month. 
They give your customer the feeling they 
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STAFF SURVEY (YOU SHOULD TAKE IT TOO

Complete the questionnaire; it will act as a map to chart a course for improvement. 
Start with the lowest scores and prioritize two items that can be completed, one 
easy, the other somewhat more of a stretch. Develop plans or systems to correct 
the deficiencies and keep up the process until you have seven or greater in all 
areas. 1 = Never or disagree completely; 10 = Always or agree completely

1. We always deliver our product/service on time. 
1 2 3 4  5 6  7 8  9 10 

2. We always deliver our product/service with excellent quality.
1 2 3 4  5 6  7 8  9 10 

3. Our quality compares favorably against our competition.
1 2 3 4  5 6  7 8  9 10 

4. Customers’ experiences with our products and service remains consistent.
1 2 3 4  5 6  7 8  9 10

5. Our sales staff has regular, formal training on both product knowledge and 
sales skills.
1 2 3 4  5 6  7 8  9 10 

6. Customers never leave irritated or angry because of our product quality.
1 2 3 4  5 6  7 8  9 10 

7. Customers never leave irritated or angry because of our customer service. 
1 2 3 4  5 6  7 8  9 10
 
8. Customers’ questions are answered promptly, accurately and adequately, 
and recorded in their file to work through absent staffers.
1 2 3 4  5 6  7 8  9 10

9. We maintain a clean, pleasant environment for our customers.
1 2 3 4  5 6  7 8  9 10

10. We have a written or well-understood dress code for staff with rare violations.
1 2 3 4  5 6  7 8  9 10 

11. We have mission and vision statements; we communicate them to the 
appropriate people.
1 2 3 4  5 6  7 8  9 10 

12. Everyone on my team generally enjoys their work environment and gets 
along well.
1 2 3 4  5 6  7 8  9 10
 
13. We consistently “under promise” and “over deliver.”
1 2 3 4  5 6  7 8  9 10 

14. We have cross-trained staff. 
1 2 3 4  5 6  7 8  9 10 

15. We follow up with our customers to ensure their satisfaction.
1 2 3 4  5 6  7 8  9 10


