
 

 

 

 

T O O L S  
 

 

8 SMALL 
STEPS 

For times of 
Slowdown 

  



 

Page | 1  
 

8 small steps to get ahead in times of 
slowdown 

 

One of the key values of having a coach is to get you to 

slow down and work ON your business, rather than just IN 

it. 

In times of slowdown, voluntary or involuntary, here is a 

short precis of 8 steps you can take to get you ahead, make 

your business or position more robust, and start developing 

powerful systems to make yourself and your business more attractive, build loyalty, 

and drive reputation and referrals. 

All without sacrificing principles or profits. 

We will examine each of these in more detail in later communications. 

 

Step 1. 

 Reach out and gather feedback from your customers and offer some form of 

help. 

o Feedback will help you understand what you do well (so you can do 

more of it) and what you could do better (so you can change). You can 

also use it to design and offer extra free resources and ideas that will 

help your customers get what THEY want, whether they buy from you 

today or not. 

o Putting all this into practice effectively will make your business more 

robust, referable and attractive (as well as giving you an unfair 

advantage over your competition … who won’t be doing this well, if at 

all). 

Step 2. 

 Start distilling a short simple ‘Customer Focused Mission’ from your feedback 

o Sounds a bit naff, especially when you’re stressed or busy, but having a  

short, empowering, effective ‘Customer Focused Mission’ is one of the 

most powerful and helpful things you can do: because, if it’s right it 

then directs, empowers and guides everyone and everything going 
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forward (and makes life a lot easier, and your business a lot more 

attractive to great people and eager customers). 

o Remember: this is NOT a marketing slogan! It will come from the words 

that your customers will be saying about you.  

o It should be based on what you’d want any great customer to say 

about you behind your back to their best friend when recommending 

you. 

Step 3:  

 Identify the customers REAL emotional needs from your product or service 

o Really interrogate the feedback to identify key emotional needs and 

words that customers use about their situation, problems and needs. 

 These will fall into 3 categories 

1. Trust 

2. Easier or Better Life 

3. Attention  

Step 4:  

 Put a weekly ‘Go the extra inch’ process improvement system in place 

o Identify the key steps in your customer journey that focus on these 

needs 

o Work on these week by week, step by step, in distinct teams to improve 

them continually, align them with your ‘Customer Focused Mission’ and 

ensure they deliver remarkably on the customers’ REAL needs. 

Step 5: 

 Introduce some small powerful ‘lead’ measures 

o Look at the above ‘REAL needs’ and the key steps in your customer 

journey, and find a few simple measures of actions that you want to 

ensure are always delivered, in order to ensure you always comply with 

your customers’ REAL needs. 

o Measure these and put a clear, compelling scoreboard in place to 

ensure all are focused on them. 

o If you blow the customers’ socks off on these actions, then the results 

will follow … not the other way round. 

Step 6: 

 Reach out and gather feedback from your teams and people 
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o Feedback will help you understand what you do well (so you can do 

more of it) and what you could do better (so you can change) for your 

most important customer: your people. 

o If they feel treated like a VIP, then they’ll want to treat their customers 

like VIPs (and this doesn’t mean more money, it means more attention 

to their REAL needs!) 

Step 7: 

 Put a monthly ‘Go the extra inch’ people development system in place 

o Identify the key goals for each person and job: both for the job to be 

done and for the holistic development of the person. 

o Work on these month by month, with 1:1 reviews, structures as 

‘win/win agreements’ and quarterly progress measurements.  

o (Many ‘HR’ processes are naff at best and destructive at worst: instead 

you can develop something remarkable that develops and motivates 

your people so well that they’d unhesitatingly recommend their job to 

their friends). 

Step 8:  

 Build in ‘slowdown’ time to review, reflect and revive these 8 steps 

o For yourself 

o For your people 

o For your business 

 So you can get all of them continually sharper, instead of getting tied up inn 

the normal rush and hullabaloo of everyday business. 

 If you sharpen the saw, it cuts many times faster … but you need to slowdown 

in order to get time to sharpen the saw! 
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