Course Worksheet: Supercharging Revenue Generation Through the Field Service Team, By Jim Baston

About this Worksheet: 

For each module we have put together some reflective questions to help you build a blueprint for how you can implement the type of project outlined within the course within your own organization. 

Please write your own notes on each of the following questions. How much you write is up to you and competition of this worksheet is not mandatory to complete the course. However, we do recommend that you take the time to do so as by the end of the course you will have a clear outline of how you can establish a project of your own that will greatly benefit your service operations. 

If you wish to receive accreditation for this course towards the Field Service News Masterclass program you will need to submit a completed worksheet to the course leader for appraisal. In doing so this will also qualify you for a free 30-minute session with the course leader to help you further define your next steps in implementing the project in your own company. 




Module One: 

Think carefully about how your customers view your business.  
· Do they see you as a “service provider” or a “business partner”?
· Do they claim they are better off for having engaged you? What steps do you take as an organization to help your customers see this value in your relationship? How do you measure your customers’ perception about this?  
· How well does this customer viewpoint allow you to differentiate your business from your competitors?  How sustainable is this differentiation?




Module Two: 

· On a scale of 1 – 10 (“10” being “promoting products and services is an important part of the service that I provide”, and “1” being “promoting products and services is not part of my job and should be done by others”), how would you rate the general view of your field service team of the role of promoting products and services?

· What are the factors that caused you to give the score that you did?

· What steps could you take to increase your field team’s score to a “10”?


Module Three: 

Go back to the list that you generated of the steps you would take to ensure “Super Service” is a success.  Take the time to finalize the steps you will take for your firm.  Feel free to draw from the list of possible actions that we generated as an example.


Module Four: 

Think about the product promotion efforts of your field service team.

· Why is what you are asking your technicians to do a service (and not a sale)?
· Why are the field service team’s actions of benefit to your customers?
· What steps should all your field service technicians take to uncover opportunities?  For example:
· Should they make a special effort to visit with the customer before the service begins?  After the service is completed?
· What questions should they ask?
· Are there specific things that the technician should look for or listen for that might provide them clues for opportunities to help?
· If an opportunity is found, what specifically do you want the technician to do?
· How and where do you want the technician to record the opportunity? 

Identify the components of the service you are providing.  What can the customer expect when they sign up for this service?  How will you describe it on your website?


Module Five: 

What hurdles stand in the way of fully engaging your field service technicians in making proactive recommendations that will help your customers to be better off?

How do your current processes and systems facilitate or detract from the implementation of your strategy to engage the techs in looking for opportunities to help your customers achieve their business goals?

Make a list of all the actions you can take to support your technicians’ efforts in making proactive recommendations that will help your customers to be better off.  As you draft this list, each action’s impact on the following:

· How does this make the service easier for the technician?
· How does this minimize the amount of time required by the technician?
· How does this help improve the techs’ comfort level in completing this service?
· How does this help keep the technician informed?
· How does this prevent opportunities from falling through the cracks?
· How does this help ensure that every technician provides a comparable level of service?


Module Six: 

Thinking about your service, what are some of the relationships that you depend upon to deliver your service at the highest levels?  As you work through this exercise, consider any interdependencies in areas such as:

· Completing the proposal
· Presenting the recommendations
· Delivering the service
· Specific areas within the organization such as:
· Sales
· Projects
· H.R.
· I.T.

Under each identified interdependency, identify the specific proactive steps you can take to ensure complete and seamless alignment.


Module Seven: 

· Commit over the course of the next week, to listen carefully to and make a note of how people within your organization talk about the role of techs in business development.  How many times do they use the word “service”?  How many times do they use the word sales?” 

· Evaluate your own words.  When talking about the results of the techs’ efforts, how do you describe it?  Do you talk in terms of how those efforts benefit your company or how they benefit the customer?

· Create a plan to raise awareness of how you and the rest of the management team speak about your techs’ proactive efforts and how you will change the talk to align more with the walk.


Module Eight: 

Clearly articulate the conversation you will have to introduce the proactive efforts of your field team with your customers.
· What is this new service?
· Why is it of benefit to the customer?
· How does this differentiate you from all the other service providers?
· What can the customer expect?
· How will you measure your performance/

Using the same approach, how will you describe the service on your website or service brochure?


Module Nine: 

Create a plan to maintain the focus and enthusiasm of your field team in each of the following areas:

Focus
· Skills reinforcement
· Coaching and development
· Maintaining currency
· Skills
· Systems and tools

Measurement
· Customer satisfaction and retention
· Performance measurement
· Operational impacts

[image: Logo

Description automatically generated][image: Text

Description automatically generated with low confidence]
image1.png




image2.jpg
':'ELQER\/K;\?EWS

MASTERCLASS PROGRAM




