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The Service Profit Chain
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Golden Rules 	
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• ncourage participation and involvement
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What we need to think about!
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• Need to communicate the objective 

or goal.

• The way instructions are given 

(preperation/organisation, order, 

precision, clarity, empathy…)

• Taking into account the concerns and 
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• Taking into account the concerns and 

needs or others, we are all different. 

(respect the individual)

• Awareness of how instructions are 

perceived and understood

• Adapting, finding different ways of 

getting the message across if 

unsuccessful
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•In other words, you know if your meaning 
has been transferred successfully by 

observing the response.
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You must learn to know yourself!
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• Know when you are in a bad mood and what causes it!
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• Know when you work at you best and when you don’t.

•�4������
%���.�'�(-.$����������
(กก� ��


Communication. © MinerVa English Training 2008. All rights reserved

�4������
%���.�'�(-.$����������
(กก� ��


• Know what tasks you are good at and enjoy.
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• Know what tasks you are not good at or don’t enjoy.
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Benefits of active listening!
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• Gain the respect of the other person

• Demonstrates caring

• Gain Co-operation

• Improve teamwork

• More aware what is going on in your 
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• More aware what is going on in your 

department

• Learn from others

• Improve your decision making

• Increase your ability to persuade and 

over come resistance/objections.

• Increase self confidence.
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Memorisation 
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20% of what we hear

30% of what we see

ก�'��%�)�92

).�'�(-#$����#�ก��'�.�'���+�
 ?

What percentage of what you hear do you think you remember?
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50% of what we 
hear and see

70% of what 
we hear, see
and say

90% of 
what we 
hear, see, 
say and 

do



Think about how we conduct our:-
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• - Meetings ���1(�

• - Daily departmental briefings ���1(����#$���

• - HOD meetings ���1(����#$�������)���� ����
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• - SALA Pick-Up club meetings ���1(����1�ก

Honestly are they as effective as they could be?
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Of what you see

What could we do to make our communication more effective?
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• - Probation period meetings ���1(�������
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• - Disciplinaries ��������� �+ ��
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• - Department Training ก��;<ก% ���%��/
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• - Appraisals / Performance Reviews ������
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How could we ensure that information from the top reaches 
and is understood by all staff?
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• When I hear I forget
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• When I see I remember
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• When I do I understand
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• When I teach I master
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MAKING IT WORK! 
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√   Have a discussion around the subject. 
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√   Encourage your staff to ask questions.
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Check understanding.
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√   Check understanding.
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√   Summarize what needs to be done. 
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√   Remember the importance of body language.
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The more we involve people, the more 
chance they will be able to commit to 

what needs to be done!
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