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Hi, everyone, welcome to another episode.

 00:04

You know, I talk a lot about the air squared framework and how to problem solve
effectively and how to resolve process gaps in your business, right? We have processes
that aren't working effectively if we have breakdowns in any part of our business, in any
capacity in the way in which we reach or connect with a customer, how we serve as a
customer, or how we create our product or service. If we have breakdowns in any of those
areas, then our business is going to be hindered, right. But I get a question from Tom or
Tom about how do I actually prioritize the gaps that I find either in my business as I work
through it, or as I work with other clients and help them prioritize their gaps like what's my
process? How do I do that? Well, there are a couple things that I'm gonna challenge you to
think about hollow. Okay, the first thing that you need to do once you truly We identify all
of the issues that exist in a miss in your business. Okay. So, you know, I know a couple
episodes ago, we talked about customer service, customer satisfaction. And how you
problem solve that, right? Well, once you sat down and you identified all of the gaps that
exist, you know, or all of the teams that are contributing to that gap rather. So I think in
the example that I gave, then it was, you have customer satisfaction issue, you have three
teams that can contribute to that metric. And so then you have to sit down and assess all
three of those teams, right? Well, once you do your assessment, you're going to identify all
the key areas that are broken, or that just aren't running as smoothly as they should, that
are essentially contributing to the Miss in customer satisfaction. But now that you've
identified those, you have to decide in what order you're going to tackle those problems.
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Right. You have to you can't just do willy nilly. And so there are a couple things that I do.
The first thing that I look at is I try to understand how do the, let's say there's five things
that you found, right five issues that you found, that are contributing to the Miss and
customer satisfaction. My first question is, how do all five of those things work together?
How do all five of those processes or routines come together? Because it could very well
be that they, they build on each other. And so you need to look for that as the first step in
creating a prioritized action plan. You have to determine out of those five, what should be
the first one because it has to be because that is the first step in the process that you built
out. And if you don't get the first step right in the second steps, not gonna be right in the
third step, and so on and so forth. Okay. So, how do they fit together prioritize based on
how the five issues that you found work together Because if issue number one, in your
process is truly the foundation of your process, you have to fix that first. If you don't, you
could fix issue number five, but you're never going to see the results because, you know,
upstream, it's still broken. Okay, so think about it that way. The other lens that I would tell
you to look through is, you know, some, some issues, get more bang, okay? They either
make more money, or they serve the customer faster, right? And so some gaps that you
identify will have a greater impact than others. Right? And so you need to look at that. So
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if I've got those five pieces, and let's say none of them have to be prioritized over the
other because they don't inter intertwined. They're not foundational to each other. Then
the next thing that you could look at is which one is going to give me the the most reward
Which one is going to get the biggest improvement? Right? Because if I've got five things
broken, but the third one is going to increase my customer satisfaction by, you know, 5%,
and the other ones are only going to increase it by a half a percent, then I want to start
with a one that's already going to increase it by 5%. Right, let's go ahead and get the
biggest bang first. The other thing that you can look at is how long will it take you to to
resolve some of these things, because, you know, while it may, while number three may
give me a 5% lift, it could take six months to get that done versus it could take two weeks
to get the other ones done. Right. And so even though it's only 5%, if I add those four
together, that's that's a 2% lift. A 2% lift now is better than waiting on a 5% lift in six
months. Okay, and so that's just I know that's high level. I know that may have been pretty
fast, but seems Through that for a second, you know, it's really three things that I look at
whenever I help people prioritize its, do they intertwine do all the issues that you found,
rely upon each other or rely on a foundational fix, such that if you don't fix the issues in a
certain order, you're never going to realize the full resolution. Okay? And then which one
gets the most financial reward? Right? Be it financial from $1 perspective and a p&l or a
customer satisfaction perspective, meaning you're not having returns or, you know, you're
damaging your brand. Or you know, which one can be fixed the fastest, so that you can
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immediately start to see some reward and some improvement while you're building out
and still fixing the other pieces. And there's, there's no definitely there's no wrong answer
there. I know that some people would say, Well, I need to fix the foundational things first.
Now. That's True, right? That one's not going to change. No matter your scenario, you
have to fix those foundational ones first. But when it comes to money or time, and let's say
you have a situation where one is going to make you more money, but the others can be
resolved faster. that's a that's a personal choice. That's why you run and own your
business and you have to make that decision. I think at the end of the day, what I tell
people is, you know, as long as you fix all of them, and you have a method to your
madness, and you have a way to measure those improvements and you stick to your
process, there's no wrong way. You just simply have to decide your way and start forging
your path. The key is not to stay frozen, and and trying to decide which one's going to
matter most. I don't know and I can't make this decision because I want to win in all areas.
Don't Don't stay frozen. Don't let your inner villain talk you out of taking action, and
challenging you and making you feel like you can't solve this problem, the point at the end
of the day truly, is to take action. All right. So there are three ways that opera are tos the
identified gaps. At the end of the day, if you're unsure, and you're torn, just pick something
and get started. Alright, you can always change your mind later. You can always after you
finish the first one, go and reorganize your plan of attack. There's nothing wrong with that.
You're completely allowed to do that. But the point is that you have to get started. Don't
spend weeks trying to decide where to start. If you have enough information to know that
you have five broken areas, and they're not in you know, dependent on each other such
that you have to do them in a prioritized order. You're just trying to decide which one to
do first, second, third, fourth, fifth, just get started. You can you can change number 234
and five later, you can move them all around. But pick out your number one and start
moving forward. That's my challenge. for you. So, as you sit down and you're looking at
gaps in your business, think about the three ways that you can prioritize, find a pathway,
decide on your pathway, spend no more than a few days on it, Max. Okay, Matt. So I
would challenge you to spend no more than actually a day. Walk out of, you know, walk
out of that day, knowing that that's the path you're going to take and start getting action
around it. All right, right. Go have a great day and go and be legendary.
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