 Working On IT Tuesdays© Payoff Tools
(SOP) STANDARD OPERATING PROCEDURE

TITLE/CODE: 1.2 SIL Systems Identification List                Date: _____________

	WHY?
	Why am I documenting this procedure?
	To create the systems task list by processes, so we can complete the PAL Performance Accountability List, to engage all staff members in this process, a great way to get buy in moving in the right direction, 

	WHO?
	Who will ultimately be responsible for this procedure?
	COE Plus ALL staff member,


	WHAT?
	What are the key elements of this procedure?
	Identify all the systems in your business method, list them by Process breakdown for the 8 sections of your How to Manual, See samples below: 
1. Money Financial: Budget, composite, cash flow, financial statements, daily operations for profit, money and financial terminology, flagging hours, parts needed, cores, warranty, lost time, time inventory, comebacks, building taxes and repairs, parts statement reconciliation, bank reconciliation, 941, 940, 401K, 

2. Daily Operations: How to answer the phone, how repair order is written, flow chart, parking lot management, building estimates, quality control, housekeeping, opening shop, closing shop, presentations, preparation, delivery, lunch times, reviews, parts purchasing, parts returns, dispatch, recommendations, test drive, inspections process, comebacks, drops, appointments, 

3. Customer Service: shuttle service, loaner cars, demeanor, pick up and delivery, fixing the car, being fully present and engaged, calls back, thank you cards or emails, recommended service, 

4. Client Communication: Purchase decision chain, enhancements and essentials, word power, recognizing comments or objections, questioning technique + 75 questions, making sense of it all,  

5. Advertising Marketing: for new customers, customers retention, web site, direct mail, coupons or not, fleet works, used car lots, update web site weekly, referral program, signs for vehicles, lead groups BNI, follow up calls 3 days after, 90 call backs, one year call backs, yellow pages, internet marketing search engines, newspaper advertising, signage and banners, window wraps on shuttle, 

6. Leadership Management: 1 on 1 meetings, BPS, Directional Vision, example, seeing people are not manageable, we manage systems and processes, 

7. People Staff: EPA, job description, task list, goals and desires, work week, vacation, training, pay system, review systems, 


	HOW?
	How is the procedure done? Step by Step.
	Steps to Completion

1. Make copies of the SIL form for all staff members, Technicians, SA, Owner, Managers, ALL no one is left out, YOU must participate also (It never hurts to have yourself fail along the road be human) 
2. Have them identify the systems during the daily work routine

3. Have them write them down into each of the 7 processes

4. Remember: Don’t expect perfection and total cooperation in the beginning

5. Remember: You may also feel some resistance and push back to this process be patient and don’t let your knees buckle

6. Collect them at each week during the EPS Employee Performance Session 

7. Remember: This is a 1 on 1 approach to getting this accomplished

8. Remember: If it takes many weeks don’t get discouraged stay true to the cause and mission to identify as many systems as possible

9. Remember: You may need to coach or mentor individually to get buy in on this process

10. Remember: This will set the stage for all future system and SOP documentation so take your time and push and pull it too completion

11. Remember: Don’t accept a half effort we want and need compliance not resistance

12. Remember: The better your staff performs this task the more successful your PAL will become
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