


ADVANCED MAINTENANCE Case Study

To combat this Frank’s business
coach helped him develop flow chart
systems around how the business
handled all of its tasks. Using this
Frank has been able to regulate all of
his engineers and it has helped them
understand what procedures to
follow when taking customer calls.

Frank explains: “We have a data
system in place called CLICK; if a
customer calls their details are
displayed on the screen highlighting
their job history to date, so we can
see what has already been done and what needs to be done. Having this system in place to-
gether with the flow chart, means any one of my employees can answer the phone and deal
with the request. Plus if anyone new joins the team, they know exactly what to do by just
following the flow chart.”

Frank’s team has grown and another priority for him was to find better ways to manage and
support them. With Action’s help, Frank put in techniques for problem solving. He now has
regular team meetings and has created a real team spirit.

“This new positive attitude towards staff has created a different mindset within the company
and has really helped individuals develop their potential. Our ongoing training helps the
engineers keep up to date with new legislation and new products. Plus we also offer an
apprentice training programme, showing commitment to future development, but also
providing support for our younger employees.”

His business coach also suggested Frank introduce a Key Performance Indicator (KPI) system.
This records the performance of the business on critical measures such as sales, profit, time to
respond to customer call outs and time spent on the job. This means that Frank can monitor
how well the business is doing overall, as well as being able to analyse the performance of each
engineer, Frank explains:
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“I now employ 25 engineers so it’s quite a task keeping track of the jobs they are assigned to.
Before we had no formal system in place, but the KPI system now lets me know how they are
doing, it identifies who needs extra training and in what area, and how quickly they respond to
customer call-outs - all the crucial things that | need to keep on top of.”

All of this systemisation has also given Frank some much needed extra time. “| have more hours
in the day which is extraordinary when you think that the company is twice as busy now! Time
FREEPHON E was my biggest enemy, but now thanks to my coach’s help, | manage my time far better. |
delegate more and have time to think about the business and to plan.”
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Frank also values having the external perspective that his coach brings: “It is great to have
someone on board that isn’t involved in the business — after all the onlooker sees all. Thanks to
ActionCOACH my business is healthier than ever before and it continues to grow, in fact, it has
doubled in size and staff morale is fantastic — and yet it feels really much easier to run than
before, which is amazing.”
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The numbers bear this out. In the past two years, since Frank began using an ActionCOACH
profits have doubled and turnover has risen from £800,000 to £2,000,000.“Yet | have never felt
more in control,” concludes Frank.
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