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Disclaimer 

The information tools, tables, aids, worksheets 
contained in this publication and on the website, 
is general information only and is not intended in 
to be used as the sole information regarding your 
life and business.  Readers are encouraged to seek  
independent and professional advice in the applicable 
area before making their own decisions and assessments 
of their own unique personal situation.  The publisher 
and author do not assume any responsibility whatso-
ever under any conditions or circumstances.  

Keys

Throughout the book look out for these keys, tools 
or skills to help you become a balanced person, 
a more productive member of society and under-
standing yourself and others more completely. 
  Free A4 form or workbook at 
  www.abconlinebooks.com
  Free lifetools or workbook at 
  www.abconlinebooks.com
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Introduction

We all know how important staff are to any business, 
reading this book can help you implement change and 
enable you to change at least one significant thing to 
improve your business, improve your profitability 
and allow you a more balanced lifestyle. The biggest 
investment is your time, and you can read an average 
chapter in less than 10 minutes.  

To get the best results and value from this pocket 
book use it as a reference for knowledge and do the 
exercises in each section. You can choose to start at 
the beginning or choose the chapter that you see as 
the more urgent one to work through. Each chapter 
you can go through in less than 10 minutes plus 
whatever time you spend doing the exercises. Start 
today to do something to improve your business and 
run it rather than be run by your business. Only you 
can make the choice to change.   

Why not do it Now!
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Chapter 1

Finding Great Staff & Preparing 
for Interview selection.

The most important thing for your business is that 
you need the best person for the position based on 
the experience and the qualifications for the position.  
When recruiting staff you need to ask yourself a few 
important questions, you need to be clear about the 
role and make sure you’re absolutely certain about 
the things that you’re not prepared to compromise on. 
You also need to think about the personality type that 
will fit in best with your current staff. 

Your Chapter Goals

● Deciding qualities of the person to employ.
● Deciding what you want from the  
 employee (Skills, Personality, History).    
● Deciding type of employment. 
● Job Description. 
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Important questions to ask yourself:

• What are the required skills needed for the 
 positions within my establishment?  

• Do I need full time, part-time or casual staff 
- casual staff is not always the most expen-
sive even if you do need to pay an extra 25%,  
benefits of casual staff is no holiday loading, no 
long service, no sick days paid or can a junior 
person fulfil the role satisfactory with the neces-
sary training or do I only need to employ staff or 
can a Labour hire company suit my requirements. 

• Labour Hire companies also known to some  
people as Employment companies can add  
flexibility benefits to your company.  
 

• Do I employ a trainee or an apprentice? 
These are now competency based and not 
time based and the company may receive 
government incentives.   
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Things I need to prepare for consideration 
before the recruitment process can begin: 

• Do I have a job description? What is a job descrip-
tion? Job descriptions are communication tools 
that are significant in your organisation’s success. 

• Job descriptions are essential when you are 
hiring and you want to ensure that you will 
find and retain the best candidates.  

• Job descriptions describe the duties, responsi-
bilities, required qualifications, and reporting 
relationships of a particular job.  

• Job descriptions should clearly identify and spell 
out the responsibilities of the position that you 
are wanting to fill. Include information about 
work conditions, tools, equipment, knowledge & 
skills needed, relationships with other positions. 
They also describe the purpose, major responsi-
bilities performed and expected end results, plus 
the qualifications needed.  
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  Job Description (Sample)

  
 Position:……………………………………  
 (example: Sales Assistant / Manager)

 Reporting to:………………...........……….  
 (example: Managing Director)

 Directly Reporting:………………............  
 (example: area Manager or foreman directly 
 above employee)

(1.) Job Summary/Purpose: 

Under the general guidance and supervision of 
the manager / owner. Serving customers and 
other related duties and activities 

Sample Job Description
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  (2.) Responsibilities:
1. The sale and marketing of products and 

accessories through the facility.
2. Compliance with safety health and  

welfare and all other relevant legislation.
3. Ensuring good customer 

service performance.
4. Ensuring satisfactory levels of 

customer service for all sales.
5. Ensuring the shop area is 

clean and tidy at all times.
6. Ensure any staff are adequately trained 

and that ongoing training programs 
are adequate and maintaining 
currency with products.

7. Good communications of all staff to 
ensure good working relationship and 
satisfactory performance levels.

8. Day to day acceptance of polite 
communication with customers 

9. Other duties and responsibilities as 
may be determined from time to time.

Sample Job Description
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  (3.) Business Development Responsibilities:

1. Implements all sales action plans  
related to the respective market as  
outlined in the Marketing Plan. 

2. Actively participates in achieving 
the Monthly Sales Target  

3. Maximises up-selling opportunities 
whenever possible. 

4. Review direct competition and 
conduct regular research.

Sample Job Description
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  (4.) Duties:
(a) Daily: 

• Conduct of Management Style 
 using Organisational Skills,
 Time Management, Team 
 Spirit, Self – motivation, 
 Career orientation, 
 Commitment & dedication
• Unpack stock and 
 allocate to appropriate areas.
• Carry out counter duties as needed, 
 ie. Product and accessory sales.
• Assist in demonstrating use of accessories.
• Use stock control folder to update 
 quantities of current stock
• Complete jobs allocated to yourself. 

(b) Weekly: 
 Review weekly performance results. 

Sample Job Description
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(c) Monthly: 
• Review Monthly Departmental 
 performance results.
• Attend Management and Staff Meetings.
• Any other tasks requested by the 
 Managing Director from time to time.

Approval of Owner or Manager

Name: …….......………………….Date:………

Position: ……………………………………….

Signature: …………………….................……

Acceptance………………….................……

Staff Name: …………………………………….

Commencement Date: …………  

Signature: ……………………………
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Chapter message 

Take the time to consider, plan and be thorough in who 
you want to employ, what you expect from them.  The job 
description should describe in detail exactly what you 
want and expect, including all the duties.  

Chapter Action Plan

(a) Write down the qualities of  
 who you want to employ.
(b) Write out a comprehensive job 
 description pertaining to the role.
(c) List the options of type of 
 employment for the position 
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Notes of Wisdom

“I never worry about action, 
but only inaction. 
“Winston Churchill  

Forms, Life tools and Links

www.abconlinebooks.com 
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Chapter 2 

Interview Questions & 
Making the Right Selection. 

It has come to that time when your business is 
expanding and you need to employ new/extra 
staff please consider some of the following infor-
mation when selecting staff that will best meet 
your needs.    

Making the right selection: 

Interviewing effectively to ensure that you have the 
right people with the right skills to help grow your 
business for your company regardless of size. this 
can save your business a huge amount of time and 
money. During the interview remember not to exag-
gerate to them with your tales of your experiences 
and how great you are or were. Instead, use active 
listening skills to stay with them and explore or 
show interest to their comments.  
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Your Chapter Goals

● Consider Existing Staff. 
● Prepare your Job Application Form. 
● Familiarize yourself with the  
 sample Interview Question’s. 

The best practice and the least expensive is for 
companies to retain valued staff rather than go 
through the long and drawn out process of selecting 
new staff which can be very time-consuming - it’s 
much more cost-effective to look after the staff you 
have currently employed. So for this reason it is 
well worth taking the time to discuss at length the 
possibilities of remaining (if applicable) and why 
the staff member is leaving.  

The next few pages will help you prepare for the 
interview process.   
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Recent surveys show the ten main reasons 
why people look for another job and leave 

1. Lack of career progression.
2. Absence of new challenges. 
3. Salary or wages.
4. Lack of training or development 
 opportunities.
5. Poor management.
6. Too much stress.
7. Travel time too great. 
8. Inability to specialise in a particular field.
9. Poor / work life balance. 
10. Office politics.

This can be helpful information when choosing the best 
candidate for the position, and keeping a staff member 
long term.    
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Hire on Attitudes

The most important ingredient is having the right 
people that are Passionate about what they do. 
Research has showed that employing Passion-
ate People comes before skilled people, strategy, 
planning, tactics, budgets, technology, product and 
performance.    

Write up a list of how you are going to 
find and employ Passionate People.

_____________________________________ 
 
_____________________________________ 
 
_____________________________________ 

_____________________________________ 

_____________________________________ 

_____________________________________ 
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What are some of the most important things 
about your Company?

_____________________________________ 
 
_____________________________________ 
 
_____________________________________ 

_____________________________________ 

_____________________________________ 
 
_____________________________________ 
 
_____________________________________ 

_____________________________________ 

_____________________________________ 

_____________________________________ 
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Employment Application Form:

Employment Application Form with contact informa-
tion, health, schooling, employment history, refer-
ences and other general information.  

Management Interview Questions:

Give your candidate a 2 min overview of the 
position with the company and explain the role 
of what you are expecting,  (Use only applicable 
questions that suit the applicant). An important 
question to ask at the start of the interview, 
are you still interested in the position?  

Then only proceed 
if you think applicant 

is suitable. 
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Management interview questions.

1. What do know about our company?

2. What makes you want to work for us?

3. What do you consider to be  
your greatest strength?

4. How would you fit in the role? 

5. If I was to ask your previous employer 
what would he say your strengths are?

6. If I was to ask your previous employer  
what would he say your weaknesses are?

7. What adjectives would you use 
to describe yourself?

8. What type of salary are you  
looking for?   $....................



Employing & Training the Right StaffPg 26

9. How would you handle the following  
situation? : A customer called with a  
problem eg; product broken down and there is 
an exhibition display of that product tomorrow, 
and business owner isn’t  
available how would you handle it?

10. How well can you cope under 
pressure and meet deadlines?

11. How do you define success? 

12. Tell me about your experience in 
Sales / Service Dept’s / Spare Parts?

13. Give me an example where you have 
demonstrated your ability to be a part of 
a team?

14. When you have had a very dissatis-
fied customer at the counter what have 
you done and how did you rectify it?
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15. What have you done to contribute to the  
bottom line of Sales / Service / Spare Parts?

16. Give me an example of what you  
have done when there has been  
conflict in the workplace amongst  
employee’s.

17. In your opinion what do you see 
as an effective manager?

18. Describe your time management skills?

19. How do you prioritize your daily tasks?

20. Give me an example of  
your management style.

21. Why do you feel you are  
qualified for a management position?

22. How many people have you  
supervised in your last role?
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23. What is your weakness as a manager?

24. What is the hardest part of 
being a manager?

25. Have you ever had to fire 
anyone? If so what were the 
reasons and how did you handle it.

26. What qualities do you look for  
when you have to hire people?

27. Recall a time when you made a 
mistake or a bad decision on the job?

28. How did you handle the above situation?

29. Based on a mutual acceptance, 
what date can you start?
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Salesperson Interview Questions:

(Use only applicable questions that suit the applicant 
& position).    

1. What do know about our company?
2. What makes you want to work for us?
3.  What do you consider to be your 
 greatest strength?  
4. If I was to ask your previous employer,  
 what would he say your strengths are?
5. If I was to ask your previous employer 
 what would he say your weaknesses are?
6. What adjectives would you use to describe 
 yourself? 
7. What type of income are you looking for?
8. How well can you cope under pressure 
 and meet deadlines? 
9. How do you define success? 
10. Tell me about your experience in sales.
11. Give me an example where you have 
 demonstrated your ability to be a 
 part of a team. 
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12. When you have had a very dissatisfied 
 customer at the counter what have you 
 done and how did you rectify it?
13. What have you done to contribute to 
 the bottom line of Sales
14. Give me an example of what you have 
 done when there has been conflict in the 
 workplace amongst staff.
15. How do you prioritize your daily tasks?
16. Based on a mutual acceptance, 
 what date can you start?

 
Note:  When interviewing get the prospective 
employee to do something on the spot (role play).
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Retail Interview Questions:

(Use only applicable questions that suit the applicant).

1. What do know about our company?
2. What makes you want to work for us?
3. What do you consider to be your 
 greatest strength?
4. If I was to ask your previous employer, 
 what would he say your strengths are?
5. If I was to ask your previous employer 
 what, would he say your weaknesses are?
6. Tell me about your experience in retail.
7. What adjectives would you use to 
 describe yourself?
8. Give an example; If a customer is debating 
 on a purchase, how you would approach the 
 customer and how would you close the sale.
9. Give me an example of when and how you 
 would upsell products, Eg; someone buying  
 a souvenir say a pencil case what 
 would you say.
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10. Give me an example where you have  
 demonstrated your ability to be 
 a part of a team?
11. When you have had a very dissatisfied 
 customer at the counter what have you 
 done and how did you rectify it?
12. What have you done to contribute to the 
 bottom line of Sales?
13. Give me an example of what you  
 have done when there has been conflict 
 in the workplace amongst employee’s.
14. How do you prioritize your daily tasks?
15. Based on a mutual acceptance, 
 what date can you start?
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All Purpose Interview Questions:

1. Tell me about yourself.
2. Why do you want to leave your current 
 job? (Why did you leave your last job?)
3. What are your strengths? 
4. What are your weaknesses?
5. Which adjectives would you use to 
 describe yourself? 
6. What do you know about our company? 
7. Why do you want to work for us?
8. Why should I hire you?
9. What past accomplishments gave 
 you satisfaction?
10. What makes you want to work hard?
11. What type of work environment do 
 you like best?
12. Why do you want this job?
13. How do you handle pressure and stress?
14. Explain how you overcame a major obstacle.
15. Where do you see yourself in 5, or 10 years?
16. What qualifies you for this job?
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Managing and recording the Interview:

Use Interview Assessment forms that can be 
used quickly, so as to not break the flow, or 
make the potential employee nervous. Circle 1 
to 10, forms allow rapid recording of impres-
sions and responses. Remember to only analyse 
the attributes that are appropriate for the intended 
position, only expanding the scope if there is the 
option of future promotion or training.  

 1. Attitude: 1, 2, 3, 4, 5, 6, 7, 8, 9, 10.
  (Circle the rating)
Typical details to record include
 First Impression Dress 
 General Appearance  Shoes 
 Attitude Speech
 Self Confidence  Humility 
 Ability To Communicate  Other
 Body Odour  Breath
 Family Security  Finger Nails 
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Staff Employment Reference Checks.

Q.1. Verify basic information First: 
 such as employment dates, job titles,  
 salary, and types of jobs performed.  
 
 * If one of the basic checks doesn’t match  
 the prospective employee’s resume or  
 what you heard during an interview, you’ve  
 got a sign that something may be amiss.

Q.2. How would you rate Attendance? 

Q.3. How would you rate Productivity?

Q.4. How would you rate Quality of Work?

Q.5. How would you rate Initiative?

Q.6. How would you rate Reliability?

Q.7. How would you rate Trade/
Specialized Skill?
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Q.8. How did  he/she get on with other staff?

Q.9. Are there any situations with other 
 workers that could be of concern?

Q.10. Would you reemploy him or her 
 in a similar role?
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Chapter message 

Its important to get this right, an important 
thing to try to find out is why you shouldn’t 
employ the applicant rather than why 
you should employ the applicant.

Chapter Action Plan

(a) Write suitable questions for your business. 
(b) Practice questions so you are well prepared.

Notes of Wisdom

“Never tell people how to do things.  
Tell them what to do and they will 
surprise you with their ingenuity.”
George S. Patton,  
American military leader.

Forms, Life tools and Links

 www.abconlinebooks.com
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Chapter 3

Exit Interviews & 
Keeping Good Staff 

Knowledge transfer tips for employers, 
sample exit interviews and questions

 
Exit interviews are interviews conducted with de-
parting employees, just before they leave. From 
the employer’s perspective, the primary aim of the 
exit interview is to learn reasons for the person’s 
departure, on the basis that criticism is a helpful 
driver for organisational improvement.  

Your Chapter Goals

● Understand Why use exit interviews.
● Write appropriate questions  
 for your business.
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Good exit interviews should also yield useful infor-
mation about the employer organisation, to assess 
and improve all aspects of the working environment, 
culture, processes and systems, management and 
development, etc.; in fact anything that determines 
the quality of the organisation, both in terms of its 
relationship with its staff, customers, suppliers, third-
parties and the general public.  Exit interviews are 
nevertheless a unique chance to survey and analyse 
the opinions of departing employees, who gener-
ally are more forthcoming, constructive and objec-
tive than staff still in their jobs.   
 
In leaving an organisation, departing employees 
are liberated, and as such provide a richer source 
of objective feedback than employed staff do when 
responding to normal staff attitude surveys. 
 
When any employee resigns, or a decision is made for 
a person to leave for any reason, always ask: Should 
we spend some time thinking about how to enable 
some sort of knowledge transfer?   
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In other words, if we place a value on the knowledge 
that the departing employee holds, isn’t it worth 
thinking about how to enable this knowledge to be 
passed to the next employee or other appropriate 
people remaining in the organisation? 

Exit interviews aims and outcomes

In terms of managing the interview, listen rather 
than talk. Give the interviewee time and space 
to answer. Coax and reassure where appro-
priate, rather than pressurise.  

Interpret, reflect and understand (you can under-
stand someone without necessarily agreeing). Keep 
calm, resist the urge to defend or argue - your 
aim is to elicit views, feedback, answers, not to 
lecture or admonish.    

Ask open ‘what / how / why’ questions, 
not ‘closed’ yes / no questions, 

unless you require specific 
confirmation about a point.
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Sample Exit Interview Questions:

(Choose the applicable questions to personalize 
for your business).   

1. Tell me about how you’ve come to decide 
to leave?  

2. What is your main reason for leaving?  

3. What are the other reasons for your leaving? 
 

4. Why is this important or so 
significant for you?  

5. Within the (particular reason to leave) what 
was it that concerned you particularly?  

6. What could have been done early on to pre-
vent the situation developing/provide 
a basis for you to stay with us?  
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7. How would you have preferred the 
situation(s) to have been handled?  

8. What opportunities can you see might have 
existed for the situation / problems to have 
been averted / dealt with satisfactorily?  

9. What can you say about the processes and 
procedures or systems that have contributed 
to the problem(s) / your decision to leave?  

10. What specific suggestions would you have 
for how the organisation could manage this 
situation / these issues better in future?  

11. How do you feel about the organisation?  

12. What has been good, enjoyable, satisfying 
for you in your time with us? 
 

13. What has been frustrating, difficult,  
upsetting to you in your time with us? 
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14. What could you have done better or more 
for us had we given you the opportunity?  

15. What extra responsibility would you have 
welcomed that you were not given?  

16. How could the organisation have enabled 
you to make fuller use of your capabilities 
and potential?  

17. What training would you have liked or 
needed that you did not get, and what effect 
would this have had?  

18. How well do you think your training and  
development needs were assessed and met?  

19. What training and development that you had 
did you find most helpful and enjoyable?  

20. What can you say about communications 
within the organisation, your department?  
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21. What improvements do you think can be 
made to customer service and relations?  

22. How would you describe the culture 
or ‘feel’ of the organisation?  

23. What could you say about communications 
and relations between departments, and how 
these could be improved?  

24. Were you developed / inducted adequately 
for your role(s)?  

25. What improvement could be made to the 
way that you were inducted / prepared 
for your role(s)?  

26. (For recent recruits of less than a year or 
so): What did you think about the way we 
recruited you?  
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27. How did the reality alter from your expecta-
tions when you first joined us? How could 
we have improved your own recruitment?  
How could your induction training have 
been improved?  

28. How could you have been helped to better 
know, understand, work with other  
departments necessary for the organisation 
to perform more effectively?  

29. What can you say about the way your  
performance was measured, and the  
feedback to you of your performance 
results?  

30. How well do you think the appraisal 
system worked for you?  

31. What would you say about how you 
were motivated, and how that could 
have been improved?  
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32. What suggestion would you make to im-
prove working conditions, hours, shifts, 
amenities, etc?  

33. What would you say about equipment or 
machinery that needs replacing, upgrading, 
or which isn’t fully/properly used for 
any reason?  

34. What can you say about the way you were 
managed? On a day to day basis? And on a 
month to month basis?  

35. How would you have changed the expecta-
tions / objectives / aims (or absence of) that 
were placed on you? ...... And why?  

36. What, if any, ridiculous examples of policy, 
rules, instructions, can you highlight?  

37. What examples of ridiculous waste 
(material or effort), pointless reports, meet-
ings, bureaucracy, etc., could you point to? 
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38. How could the organisation reduce stress 
levels among employees where stress is an 
issue?  

39. How could the organisation have enabled 
you to have made better use of your time?  

40. What things did the organisation or 
management do to make your job more 
difficult, frustrating, nonproductive?  

41. How can the organisation gather and make 
better use of the views and experience of its 
people?  

42. Aside from the reason(s) you are leaving, 
how strongly were you attracted to 
committing to a long and developing 
career with us?  

43. What can the organisation do to retain its 
best people (and not lose any more like 
you)? 
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44. Have you anything to say about your 

treatment from a discrimination or 
harassment perspective?  

45. Would you consider working again for 
us if the situation were right?  

46. Are you happy to say where you are going 
(if you have decided)?  

47. What particularly is it about them that 
makes you want to join them?  

48. What, importantly, are they offering 
that we are not?  

49. (If appropriate): Could you be persuaded to 
renegotiate, stay, discuss the possibility of 
staying?  

50. Can we be of any particular help to you 
in this move / deciding what to do next 
(we can’t promise anything obviously)? 
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51. What can we do to enable you to pass 
on as much of your knowledge and ex-
perience as possible to your replacement 
/ successor prior to your departure? 

This can be helpful information when choosing the 
best candidate for the position, and keeping a staff 
member long term.   

Keeping good staff:

When you employ staff make them feel appreciated 
and valued have open and honest communications 
regularly. Encourage staff to be open with their career 
goals. Ensure all staff are aware of what your expec-
tations are of them. Ensure that when negativity starts 
in the workplace that you must put a stop to it. Offer 
training when staff are willing to be trained to reach 
their full potential in their role.  
Because as a manager / supervisor you need to 
still be prepared to offer praise for a job well 
done and to say thank you when a staff member 
goes the extra mile.   
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● The best practice and the least expensive is for 
companies to retain valued staff, rather than go 
through the long and drawn out process of 
selecting new staff which can be very time-
consuming - it’s much more cost-effective to 
look after the staff you have currently 
employed. 

● Money can be, but not always the most mo-
tivating factor for everybody. In fact, if some 
staff were given the choice, an increasing 
number of staff would prefer to receive non- 
financial benefits. So pay attention to what 
they want – it is beneficial for you as the  
manager/director to always be in touch with 
your employees and their personal needs,  
then they’ll be more likely to put forth their 
best effort in the business.  

● Staff looks for Opportunities to Develop their 
talents within the company and preparing  
employees for leadership positions is an  
excellent way for you to prepare for the future. 
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Always ensure that staff feel that they are cared 
about by ensuring that you are taking the time 
for them.  Some examples are to have lunch or 
to meet up with them after work this can go a 
long way towards building trust, it allows them 
to express their desire for growth in the company 
 
Occasionally even socialise with the staff, 
treat the family to a social event, eg: basket-
ball, football, soccer or cricket.  

Building a positive culture: always have an open door 
policy.  Listen to the people who do the work, this 
allows them to feel they can talk out their problems. 

When you employ staff let them feel they are 
appreciated, valued and have open honest com-
munications regularly. Let staff be open with their 
career goals. Ensure all staff are aware of what 
your expectations are of them. Ensure that when 
negativity starts in the workplace that you put a 
stop to it. Offer training when staff are willing to 
be trained to reach their full potential in their role. 
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Because as a manager / supervisor you need 
to still be prepared to offer praise for a job 
well done and to say thank you when a staff 
members goes the extra mile.  

If there is conflict do not let it go and think it 
will improve find out why conflict exists, is it 
professional or is it personal conflict it’s impor-
tant to get to the bottom of it .    

When talking to staff socially the staff must 
see, that you do not breach confidential-
ity, if this happens then staff will lose respect 
for you and it is difficult for you to continue to 
employ staff who do not respect you. 

Chapter message 

Use the exit interview as a tool to improve your 
business rather than looking at the answers and 
outcomes even if they are unpleasant. 
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Chapter Action Plan

(a) Write up a list of exit interview  
 questions to suit your company.
(b) Next time a staff member is leaving 
 use the exit interview form you designed. 

Notes of Wisdom

“It is a good thing for an uneducated man 
to read books of quotations. The quotations, 
when engraved upon the memory, give you 
good thoughts. They also make you anxious 
to read the authors and look for more.”
 Winston Churchill

Form, Life tools and Links

www.abconlinebooks.com
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Chapter 4

Job Satisfaction & Efficiency

One of the best ways to retain staff is to provide 
satisfaction in their work, this is providing that 
they are doing the type of work they like and 
enjoy doing. You can lead a horse to water but you 
can’t make it drink.   

Your Chapter Goals

● Understanding why staff leave.
● Improving job satisfaction.
● Why people don’t achieve.

A recent survey showed that there were ten 
main reasons why people looked for another job 
and leave their present place of employment. 
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Ten main reasons why staff leave:   

1. Lack of career progression.
2. Absence of new challenges. 
3. Salary or wages.
4. Lack of training or  
 development opportunities.
5. Poor management.
6. Too much stress.
7. Travel time too great. 
8. Inability to specialise in a particular field.
9. Poor / work life balance. 
10. Office politics. 

Use the form over the page to help improve job 
satisfaction and efficiency in your business. 
 
Your business is like a car if you don’t regularly 
service it then the car will eventually breakdown or 
stop, it’s the same with a flower garden you have 
to keep watering, removing the weeds and fertilis-
ing the shrubs to keep it looking good. 
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 Improve Job Satisfaction and Efficiency

(This can be used to get valuable information from 
your staff to improve your business eg; things 
your staff can see that you can’t or don’t see.)

Employee Name (optional)

_______________________________________

Q.1. What motivates or energises you 

_______________________________________

_______________________________________

_______________________________________

_______________________________________
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Q.2. What drains you 

_______________________________________

_______________________________________

_______________________________________

_______________________________________

 
Q.3. What can be done to help 
you in your work.

_______________________________________

_______________________________________

_______________________________________

_______________________________________
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Q.4. What do you think would be positive 
changes to improve your work environment.

_______________________________________

_______________________________________

_______________________________________

_______________________________________

Q.5. What would be some positive 
changes to improve the business. 

_______________________________________

_______________________________________

_______________________________________

_______________________________________
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Q.6. If you could change one thing in 
the business what would you change. 

_______________________________________

_______________________________________

_______________________________________

_______________________________________

Q.7. What frustrates you the 
most in your work.

_______________________________________

_______________________________________

_______________________________________

_______________________________________
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Q.8. Where do you see yourself 
going in the business.

_______________________________________

_______________________________________

_______________________________________

_______________________________________

Q.9. Have you had enough training or 
direction in what is expected of you. 

_______________________________________

_______________________________________

_______________________________________

_______________________________________
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Q.10. Do you find your job description 
appropriate to your role.

_______________________________________

_______________________________________

_______________________________________

_______________________________________

Comments:

_______________________________________

_______________________________________

Understand what 
typically causes most conflict in  
relationships, The key word is 

MISUNDERSTANDING.
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What stops people from achieving their Goals?

(1) No written down Goals.

(2) Lack of Desire and Passion.

(3) Lack of Discipline.

(4) Lack of Diligence.

(5) Mindsets.

(6) Lack of Correct Planning.

(7) Low Self Esteem.

(It is a known fact that Dreams and Goals will be 
achieved with more success in life if you plan, write it 
down, and implement the plan with action). 
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Chapter message 

Discover what motivates your staff and what they like 
doing in the business, eg; different personalities are best 
at certain things.  For more information on personali-
ties see the Books “Time Management” & “Building 
Happier Relationships” by Frank Miles. 

Notes of Wisdom

Ecclesiastes 5:3 says “for the dream 
comes through much effort, and the voice 
of a fool through many words.”

Chapter Action Plan

(a) Complete the form with your staff.
(b) Access the results and plan your action.

Forms, Life tools and Links

www.abconlinebooks.com
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Chapter 5

Getting more Customers 

Getting more customers without having to 
spend large amounts of money on promo-
tions and advertising. Majority of people just 
want to be treated fairly with a smile, and 
a fair price for the product or service.  

Your Chapter Goals

● Identify your market.
● Define ways to get more 
 customers economically.
● Make a list of actions you can work on.

Every business is different but all business have 
the same fundamentals. The most cost effective 
way is repeat business and referrals from past 
happy customers. Most people are looking for 
value for money for a reasonable product or service 
with friendly & helpful advice.  
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For your business you will firstly need to ask 
yourself some questions and analyse it:

● Who is your target market? 

● How big is the market?

● Is the market growing?

● What share of the market are you aiming for?

● How do you propose to win the business??

● Analize and plan for the risks -  
 - Will my cash flow cope? 
 - Will my staff cope, what would be 
  involved in training more staff?
 - Will my equipment/premises cope?
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  Getting more Customers

List seven ways you think you can get more customers. 

1.   _______________________________________

 _______________________________________

 _______________________________________

2.   _______________________________________

 _______________________________________

 _______________________________________

3.   _______________________________________

 _______________________________________

 _______________________________________
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4.   _______________________________________

 _______________________________________

 _______________________________________

5.   _______________________________________

 _______________________________________

 _______________________________________

6.   _______________________________________

 _______________________________________

 _______________________________________

7.   _______________________________________

 _______________________________________

 _______________________________________
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  Six Ideas to Increase Customers

1. Improve the quality of your Product or service.
 How can you do this?

 _______________________________________

 _______________________________________

2. Improve value for money.

 _______________________________________

 _______________________________________

3. Improve Attitude of Staff. 

 _______________________________________

 _______________________________________



Frank Miles – ABC Online Books Pg 69

4. Improve Friendliness of Staff.

 _______________________________________

 _______________________________________

5. Build a Website, or make your existing 
 website more user friendly.

 _______________________________________

 _______________________________________

 
6. Hire experienced people or implement a 
 Product Training Program.

 _______________________________________

 _______________________________________
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Tips on letterbox drops 

If you plan to do a letterbox drop or a post office 
box marketing program. It is wiser to do a sample 
of 500 or 1,000 rather than 5,000 or 10,000. It is also 
no point in letter boxing 20,000 homes and having a 
big rush where your staff can’t properly handle the 
enquiry and sales all in a few days. The best thing 
to do is spread it out so you can handle the sales and 
not have people walk out of your business because 
you are too busy to serve them.  

Chapter Message

In this chapter hopefully you have stopped long 
enough to carefully consider, who your target 
customer is and how you will target them. 
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Chapter Action Plan

(a) Complete the exercises.
(b) Plan your approach to get more customers.
(c) Implement your Plan.

Notes of Wisdom

“The measure of success is not whether 
you have a tough problem to deal with, 
but whether it’s the same problem you 
had last year.” John Foster Dulles

Forms, Life tools and Links

www.abconlinebooks.com 
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Chapter 6

Key Performance Indicators

You might be saying what is a key performance 
indicator. Well it is commonly used to measure the 
performance of an employee, using past perfor-
mance and having the job description to use as a 
guide for when you do it for the first time .

Your Chapter Goals

● Why you should appraise Performance.
● How to conduct Performance appraisals.
● Understand the use of K.P.I’s .
● Improving staff satisfaction. 

K.P.I. = Key Performance Indicators 
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Why Appraise Performance:

1. Strengthen the relationship between 
employee and management or owner. 

2. To obtain feedback from employees which 
may improve job design and the working 
environment. 

3. Identify training and employee development 
needs. 

4. A source of information in planning and  
decision making processes within the 
business. 

5. Encourages Professional Management. 

6. Regular and effective performance can 
improve Department Managers motivation. 
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Keys to Conducting a Great Performance Appraisal:

Always give plenty of notice to your employees as to 
the timing of their performance appraisal. 

1. Create the Climate:  

● Set a relaxed environment.
● Make the person at ease.
● Have no disruptions.
● Always try to be open.
● Be positive at all times.
● Comfortable seating.
● Review the purpose of the 
 appraisal with the employee.
● No barriers.
● Outline how the appraisal will proceed.
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2. The Body of the Interview: 

● Review Job Performance and Targets.
● What should have happened.
● What actually happened.
● Give credit and praise where due  
 (reinforce what went well).
● Tackle or address any problem areas. 
● What went wrong.
● Quantity. 
● Quality.
● Focus on the future and the lessons learned.
● To agree on Targets for next review period.
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3. Make a positive summary  

● Confirm the main points.
● Confirm the action agreed.
● Review Priorities.
● Write down an agreed action plan 
 when appropriate.
● Have employee leaving in a positive 
 frame of mind.
● Use genuine praise and  
 constructive criticism.

 
 
4.  Don’t just focus on performance but also 
 the potential they have within.

 Download a sample Performance Appraisal 
 from www.abconlinebooks.com
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K.P.I.(Key Performance Indicators)

Appraisal of ______________________________

Date___________Year 20_____ 

Note : April, August and November are suggested times 
try and make the reviews at least ½ yearly 

1. What do you enjoy most about your work?

2. What don’t you like about your job?

3. How do you feel your job is going? 

4. What can be done to help you in your work? 
 
5. Do you find your job description 
 appropriate to your role?

6. Where do you see yourself 
 going in the business?
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7. What do you think would be positive  
 changes to improve your work environment?

8. What frustrates you the most in your work?

9. What would be some positive  
 changes to improve the business?

10. What motivates or energises you? 

11. Have you had enough training or direction 
 in what is expected of you?

12. If you could change one thing in the 
 business what would you change? 
 
13. What drains you?

14.  Tell me how you think your targets have 
 been over the last 4 months?

15.  Tell me what other ideas or 
 concerns you may have?
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  Building up your staff

Download the workbook from the web site, and use 
the Goals and Needs Of Employees form, Use this 
to ensure that every employee is given the opportu-
nity to better themselves in the work place.  

What would you like from me to help fulfill your needs?

____________________________________

What can I do to help you fulfill your Goals and Desires? 

_______________________________________

For further help and insight read  
“How to Build Happier Relationships”  
also by author Frank Miles.
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Chapter message 

It is often said your staff are your greatest asset. 
So take the time to work with your staff to help 
them improve in their job performance, which 
will help them in their job satisfaction and 
improve your profitability.  

Chapter Action Plan

(a) Do up a KPI and tailor it 
 to your staff members.
(b) Start to implement the KPI’s 
 into a time line.
(c) Start by actioning it with your 
 first key employee.
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Notes of Wisdom

“Never tell people how to do things.  
Tell them what to do and they will  
surprise you with their ingenuity.”  
George S. Patton,  
American military leader 

Forms, Life tools and Links

www.abconlinebooks.com
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Chapter 7

Outstanding Customer Service

It is surprising the number of businesses that don’t 
work on this one as well as they should. How do I 
know this, well how often do you hear someone 
tell you about a poor customer service story about 
XYZ’s business where there experience was the 
staff where unfriendly or rude, or the staff were 
more interested in talking to their friend on the 
phone or a fellow employee. If this rings a bell then 
do something about it. Either start to train them 
what is expected or get a trainer to come in and 
teach them better customer service skills. 

Your Chapter Goals

● Refresh what customer service is 
 for your product / service.
● Defining outstanding customer service.



Frank Miles – ABC Online Books Pg 83

Staff Training in Best Practice 
Customer Service Skills.

Either get someone in to train or prepare well 
what you want to train your staff using this book, 
but train regularly and refresh often.  

“Practice is the mother of all learning.”

Start to plan now, how and what you will include in 
training, and also implementing changes to improve 
your companies customer service skills. 
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Customer Service Training 

1. Customer service starts with the attitude.
2. Summarise the needs of the Customer, 

present them with a solution,  
Help them with different options.

3. How can I help you Sir/Madam.  
(where applicable know & remember 
your customers names especially regulars).

4. Or how can I help you today.
5. Smile when greeting a customer.
6. When you are serving a customer and 

another customer comes to the counter or 
browsing the store acknowledge them 
by at least smiling and if possible saying 
“I will be able to help you shortly”. 

7. Always be sensitive and try to analyse 
the customers needs.

8. Be friendly and helpful but 
not overwhelming.

9. Smile when the customer has been 
served and thank them for their custom 
and genuinely say have a great day.
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 Being Professional Staff Training 

Ten Basic Professional Standards 

1. If you need to approach other staff 
or managers it is professional to ask 
may I interrupt for a moment.

2. When an office door is closed it is 
professional to knock and only enter 
when asked to come in.

3. When someone is in a meeting or the office 
door is closed it may be more 
professional to delay the necessity to 
deal with the matter immediately.

4. Always make the customer feel that it is a 
good experience in coming to your business.

5. It doesn’t take any more effort and 
there is no cost to be pleasant. 

6. Everyone enjoys going to a business 
where the staff are friendly, they 
will generally come back again.

7. Being Professional is clear 
unambiguous details.
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8. When staff don’t know the answer, 
simply say: I’ll check on that it may take 
me a few minutes, may I put you on hold/ 
or you can wait if you like (if they are at 
a sales counter.) - or I can call you back.

9. Be professional, Make a habit of  
writing dates on everything  
eg; dates are always important.

10. Write down everything necessary, 
make notes in an exercise book.
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Sales Team:

1. Write below what you think are some of the 
most important things in a Sales Team.?

(1)  _______________________________________

(2)  _______________________________________

(3)  _______________________________________
 
The most important ingredient is having the 
right people that are passionate about what 
they do. Research has showed that being pas-
sionate comes before skilled people, strategy, 
planning, tactics, budgets, technology, 
product and performance.   
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Building Better Customer Relationships 
and Outstanding Customer Service:

● Customers don’t care how much you  
 know until they know how much you care. 

● Be helpful and knowledgeable. 

● Do little things mean a lot? 
 Yes they mean everything. 

● It’s about exceeding expectations 
 of Customer Service. 

● What is different about your company?
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  Customer Feedback Form 

Consider implementing a Customer Feedback survey, 
ask your customers to help you, serve them better. 

Ask your customers to comment on the quality 
of service, how knowledgeable the staff were 
etc.  You may find some of the information 
very helpfull.    

Q.1.  What do you like most about being a 
 Valued Customer of . . . . ?

Q.2.  Have you found the staff friendly? 

Q.3.  Have you found the staff to be helpful? 

Q.4. Do we cater to the needs of your business?

Q.5. Was the staff member who served  
 you knowledgable?
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Q.6. What do you like most about  
 this business?  

Q.7. What do you like least about  
 this business? 

Q.8.  Has your experience been a pleasant one? 
 
Q.9. How would you rate the quality of service? 

Q.10. How would you rate the overall  
 staff courtesy? 

Q.11.  Do you have any other suggestions  
 or comments which would help us 
 make your use of our services a more 
 enjoyable experience 

Thank your customers  for taking the time to comment 
on your services and allowing you the opportunity to 
improve.     
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Chapter message 

Hopefully you have been refreshed with some ideas 
that may have slipped by you in the busyness of 
business.  All business is challenging ,but we just need 
encouragement and reminders to better our business 
and better our returns on investment. 

Chapter Action Plan

(a) Get a mystery shopper to enquire about a  
 product / service at your business. (paid or 
 a friend unknown to staff who is able 
 to truthfully report back to you 
 without implication.) 
(b) Train your staff in efficient 
 telephone techniques.
(c) Do up a customer service survey 
 (where appropriate.)
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Notes of Wisdom

“Some regard private enterprise as if it were 
a predatory tiger to be shot. Others look upon 
it as a cow that they can milk. Only a handful 
see it for what it really is - the strong horse that 
pulls the whole cart.” Winston Churchill

Life tools and Links

www.abconlinebooks.com 
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Wise Sayings:

1. Your thoughts determine your focus

Your focus determines your reality.

2. Its fine to have a friend you can trust 

3. But it’s finer to have a friend that can trust you.
Ecclesiastes.3:22 says: “and I have 
seen that nothing is better than that a 
person should be happy in all their ac-
tivities for that is their destiny.”
Management is a skill that can be learned. 
You can improve as a manager by working 
every day, one thing at a time to get better.

Work on yourself more than the Business
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Diligence

Proverbs 10:4   “Poor is he who 
works with a negligent hand,
But the hand of the diligent makes rich.

Being diligent =  Sharp, Decisive, Act Promptly, 
Sharpen, make every effort, Eager.)

Negligent =  (Laxness, Slack-
ness, Idle, Slack, Slothful.)

“Courage is rightly considered the 
foremost of the virtues, for upon it, all 
others depend.” Winston Churchill 
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Reader feedback

Reader Feedback 

Dear Reader  
We appreciate and value your feedback, comments, 
suggestions and stories of how the book has helped 
you. Please email: info@abconlinebooks.com

For an up to date list of books available by author   
Please check website    
 

Gift suggestions

Purchase several books for gifts and pre-
sents and save, visit the website for 
specials and loyalty discounts.

www.abconlinebooks.com  
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About The Author

Frank Miles is a Business and Personal Coach, 
Consultant and Qualified Trainer. Over the last 30 
years Frank has owned and operated various suc-
cessful businesses, including Building Maintenance 
& Equipment Hire, Landscaping, Concreting, 
Painting, Professional Systems, Real Estate Sales, 
Rentals & Training, Body Corporate Management, 
Development Construction, Coaching, Consul-
tancy, and Training.  

Frank has a passion and desire to help people enjoy 
and excel in Business and Personal life. Since 
1976 he has attended business management and 
personal self help training courses.  

Frank has attained a high level of knowledge 
and understanding in medium sized busi-
nesses. In 2003 Frank successfully com-
pleted the Diploma in Business Management 
with several Distinctions and Credits. 
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Being community minded Frank has been, Chairman 
and committee member of School Boards. Presi-
dent of the of REIQ Toowoomba, Lectured in 
Schools on Life Skill Subjects. Frank has also been 
involved in fund raising, for community events 
and other activities, for a number of years he  
was a volunteer for Schoolies week. 

Frank has sponsored and supported many commu-
nity organizations such as Surf Life Saving Clubs, 
Suicide Prevention, and many other charitable non 
profit organizations. Over the years Frank has been 
Guest Speaker at business and Community Meetings 
In 1994 he was appointed a Justice of the Peace.

Frank currently lives in Brisbane with his won-
derful wife Gina, they have 7 children and 7 
grandchildren. He will encourage you to imple-
ment your dreams and desires in life, with his 
organizational training and speaking. 
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As an Author, Frank Miles has 
written an extensive range of books 
that inform and inspire you in a 
wide range of subjects. His message 
is clear and informative and will 
help you build a happier and more 
productive life, family & business. 

As a trainer, Frank Miles will show 
you, quick, easy and positive tools 
that will enhance your life.  Frank 
has trained in both the business and 
educational areas and has an arsenal 
of skills and Technique’s that will 
improve how you think and act. 

A practical speaker, Frank Miles will 
encourage you and your staff to make 
productive & positive changes to 
improve your business and life. He  
is available for your next seminar/ 
training course or workshop.
 

Visit us at www.abconlinebooks.com to download 
on-line work books, training & much more.






