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Not filling out job cards properly

Be Specific – one issue
Not filling out job cards properly on multiple jobs, photos are missing, QA 
checklist not filled out, uses text language and not very detailed. Makes it hard 
to detail the invoice for the clients.

When you don’t fill in the job cards using the documented process that we have 
in place.

Impact
I feel this impacts the ability for others to do their job well. It makes the 
admin team ask more questions to different people that could have been answered 
already & it slows down invoicing.

I need you to fill in your job cards before you leave the job site, so the 
detail is clear with photos and the QA checklist completed.

- Needed to get to next job.
- Busy so was going to do at home after the day was done.
- Forgot / Had XYZ on my mind.
- Thought you’d know what I meant by that.

Quality comes first
Great Experiences

Do job cards properly per QA checklist before leaving site on all jobs.

Tweak form template for ease of use.
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Coming to work late

Be Specific – one issue

impact

- Traffic was bad
- Tough at home with the kids and getting them to school.
- I should be paid for my time to travel to the workshop/site.
- I’ve had to stay late to finish a job.

Honesty & Integrity
Customer Focused

Leave early enough to beat the 7am traffic. Prep your uniform the night 
before since you’re not a morning person. Communicate on the occasion that you 
might be late so we in the office can be aware and prepare.

On the odd occasion they may be late, organise the back up plan and pass on to 
the admin team. 
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Showing up at work late, multiple times or showing up without uniform and not 
being prepared to start at 7:30am when everyone else is ready to kick off.

When you aren’t at work at the required time at the start of each workday.

I feel this impacts the entire team and the clients we have as everything 
becomes delayed. Sometimes it could be that you miss detail from a meeting, or 
you show up late to a job. This can’t be billed and makes it confusing for the 
admin team and is a poor experience for our clients.

I need you to be prepared to start at 7:30am each day with your uniform on 
and ready to dive into the first task of the day.



Smelly uniform

Be Specific – one issue
Coming to work with a uniform that smells like it hasn’t been washed in weeks. 
This has happened on 3 occasions over the past week and has been noticed by the 
admin team and a customer.

When you wear a uniform that hasn’t been washed in days…

impact
I feel this impacts the perception of the clients and our team. When we show up 
to work or to a job site, our uniform is our brand. If the uniform hasn’t been 
washed and it smells like a sewer or perspiration, your teammates won’t want to 
be around, and our customers won’t want us back. 

You to wash your uniform after each use. You have 5 shirts and 5 pairs of 
shorts; you only have to do this once per week.

- Struggle to use the washing machine.
- Don’t know how to wash clothes.
- Really busy with sport in the evenings or on Saturday.
- I do wash them, they just come out smelly for some reason…

World Class
Customer Focused

Wash clothes weekly with washing detergent/powder and air them out to dry 
or use a dryer so they don’t stay wet for long.

Provide new uniform yearly and an opportunity to buy extras if needed. Give 
feedback straight away if not up to scratch.
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Hey [NAME], 

I’d like to have a quick chat to review something this afternoon at [TIME].

Is that ok?

TIP: Avoid the “can I have a chat with you now” so the employee isn’t put on 

the spot.

How are you doing…?

What’s been happening for you lately…?

The other day, when you/we were PLACE/ SITUATION

I saw you...

I heard you say...

I came in afterwards and found that...

When this…

When you…

I feel…

I need…

What are your thoughts?

TIP: Take a curious approach without blame to understand the situation from the 

employees’ point of view.

Ok. Great. Thanks for clarifying.

Our business values (or Rules of the Game) are X, Y, Z.

Do you think that this example shows this value?

What do you think could be a better way to handle this in future?

What other ways could you think of that could show this value in other situations?

TIP: Refer the employee back to the Core Values & Rules of the Game that they agreed 

to uphold and ask them to reflect on how they can do better next time. If the 

employee struggles to understand their behaviour and how it fits with your values, 

you may need to explain the expectations again.

Can you do this?

Do you need any help, training or support from me to ensure this is nailed?

Can I count on you for this in the future?

And can you let me know if anything gets in the way of you living up to this in future?

Here’s what I’m going to do?

Thanks so much. Really excited to lift our game overall.

Thanks for being such a great team player.

TIP: 

1. Don’t address staff when you’re upset or in a heightened state.

2. Write down the SPECIFIC examples as clearly as you can and how they relate to the 

business value and Rules of the Game.

3. Positive reinforcement of desired behaviour to create a positive atmosphere.

STEP 4 DESCRIBE IMPACT & EXPECTATIONS

STEP 5 CHECK IN

6

7

STEP 2 EMPATHISE
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Create a map of your businesses process from start to finish

www.profitabletradiemembership.com/systems-project-planners/
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