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Step 2 finds 1 to 3 outcomes of highest
important to customers

6 to 12 “attributes of service”

1

1 to 3 priorities
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Step 2.1: What matters most to
customers?

“What's most
important to
you when
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Step 2.1: What matters most to

customers? :
1. the information is useful to me ?;?.fﬂ heoep

2. practical steps and techniques cnslomerd

2. enough time to learn and practice M“"’?‘J

4 ease of implementation in my organisati
5. tools to assist implementation

& easy to understand concepts

7. examples | can relate to

5. engaging my organisation to apply it barr
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Step 2.2: How well is the team doing
these things?

Quantify
‘satisfaction’
and
‘Importance’

| " SurveyMonkey-
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- - ™ -
A guideline* on sample sizes...
Total Expected Majority of Estimated Addinga
numberof averagerating  valuesrange samples size bufferfor
customers on7-point scale owverratings... for9s% non-
(from pilot test) confidence  response
100 3.3 3tos 45 49
100 33 2to6 65 72
100 5.5 Sto6 e 30
100 2.5 4107 50 a9
1000 33 3tos 73 a0
1000 3.3 2toG 1581 165
1000 5.5 Sto6 35 39
1000 2.5 407 a0 100
*DEFIMITELY a guideline only — there is some lovely mathematics behind these numbers!
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these things?

Step 2.2: How well is the team doing
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Step 2.3: What are the team's priorities?
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Freight Business Customer Priority Quadrants
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A PR b e e

m Fricetity 1
Prist ity ¥
riastity %
= Pricuity 4
barr
stacey T

Your notes:

Page 9 of 10

barr
stacey Y

How o Find Mearingful Measwres fo HARD TO MEASURE TEAMS




How to Find Meaningful Measures for Stacey Barr Pty Ltd

Hard to Measure Teams the Performance Measure Specialist
ABN 57 129 953 635

STEP 2: PINPOINT CUSTOMERS’ PRIORITIES
PO Box 422 Samford
Queensland 4520 Australia
Phone: 1800 883 458

info@staceybarr.com
www.staceybarr.com

More examples...

- Software developmentteam
= End users

= Administrative supportteam

= Managers
= Project officers

» Compliance team
= Executive team

= Managers
= Staff barr
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