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A 360 Degree View of Your Business
A consistent snapshot of your company, from every angle

To be successful, companies have to have it all – good products, happy employees, and satisfied customers. How do you manage it? How do you know that your company is solid from all angles? If business isn’t as strong as it used to be, do you know the potential cause?

That last question is likely most important – if you know you have a problem, but don’t know exactly what it is, it’s time to do some research. Even if you think you may know what is causing sluggish sales or decreased customer traffic, you need to take a good hard look at your company from all aspects. This is referred to as a 360 degree view, and is similar to the once popular 360 degree performance reviews that companies used for employee evaluations.

Why do this? The answer lies in a popular quote, “What gets measured, gets done.” If you don’t know where the problem is, you can’t fix it. If you have concrete data at your fingertips, you can implement change to improve.

There are services available to allow you to measure and obtain this 360 degree view of your business in an efficient, affordable manner. Below are the various services and an explanation of how each is used to give you the most comprehensive data possible:

1. Start with your employees – they are on the front lines each and every day. If your employees are happy and satisfied with their work, they will project this onto the interactions they have with your customers, and will in turn provide great service. If they are dissatisfied in any way, it will show in their interactions.

The best way to know what your employees are thinking is to implement an employee feedback program. You can survey your employees and ask them to provide their feedback on the workplace and their overall satisfaction. To be successful, it is advised to use a third-party source to assure anonymity so employees will share their true feelings.

The benefits of employee surveys are twofold – first, your company will learn valuable information about employee satisfaction and where they feel they need more support. They can also share excellent ideas on how to make company improvements. Second, employees will feel valued by asking their opinions. Research supports the fact that employees who feel valued by their company perform better and stay with the company longer. 

2. Objectively review customer service levels – an anonymous, third party source, such as a Mystery Shopping Provider, can help achieve this goal. Using trained mystery shoppers to visit as a typical customer will give you objective, concrete information about the service levels and ways a customer experiences your business. Mystery Shoppers are trained on your specific company standards and employee expectations and will determine if your standards are being played out as you expect them to. This not only provides you with objective feedback, but it also allows you to gather more information than simply surveying your customers. 

For example, if you expect your staff to acknowledge each customers in their department within three minutes, a mystery shopper will not only indicate if this is in fact happening, but you will also know exactly how long it took for them to be acknowledged. A typical customer will not likely be able to disclose this information to you outside of estimating that they waited “only a little while” or “maybe a few minutes.” 

3. Look to your customers for advice and feedback – merging the objective data collected from mystery shopping with the subjective data you can collect from your current customers will prove successful in maintaining strong service levels.

Customer feedback programs allow you the opportunity to hear what your customers are saying to find potential issues, determine what customers like and dislike about your business, and even information about additional products and services customers would like to see. Feedback programs can be implemented online or via a toll-free number, or you can use a combination of both to achieve better results. If you are choosing only one method, it is best to understand your customer base to determine which method would be used more, thus yielding more responses.

One concern that follows feedback programs is the number of response. Businesses fear that they will only hear from the “extremes” – the very satisfied or very dissatisfied customers. This is not the case, however, especially if some measures are put into place to remedy this:

1. Promote your feedback program proactively. Have the information printed on your receipts or invoices, and train staff to point this information out to each and every customer. You can take it one step further and place a question on your mystery shopping survey asking if the employee pointed out the feedback phone number or website.

2. Offer an incentive. This is key to making your program successful. The type of incentive will vary depending on your industry and customer base. From discounts on future products and services to an entry into a monetary drawing, the possibilities are endless.

Each of the programs is helpful as a stand alone program, but implementing all three to get a 360 degree view of your business will give you an edge that your competitors may not have. This “birds eye” view of your company is relatively inexpensive and, when executed properly, invaluable in helping your company grow and succeed.
“It takes years to build a great reputation, it takes only minutes to destroy it”
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