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5.

• Who we are and why we exist?
• What we’re aiming for?
• How we go about it?
• What part do I play?
The purpose of Understanding Our Business
is to improve both alignment and engagement.
Alignment so that we all have the same, clear
vision of the future, and Engagement, so that
we all feel excited about delivering it!
Understanding Our Business is specifically aimed at:
• Informing teams about our vision – what are
we aiming for?
• Investigating our ways of working – how will
we get there?
• Igniting teams and individuals with fresh ideas
to communicate our uniqueness
• Implementing new ways of working that
reinforce our difference.
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Engage is our way of saying
‘understand the customer’.
Engage means really connecting
with the customer, seeing things
from their point-of-view, and
understanding their world.

WHY IS THIS IMPORTANT?
“Your brand is your reputation, it’s what people
say about you when you’re not in the room.”
—Jeff Bezos, founder Amazon.com

If you don’t understand them,
you can’t understand their needs.

At the end of the day, our reputation is our
business, and our reputation will depend on the
difference between our customers’ expectations,
and the service we deliver. So if we’re not clear
about who we are, and what we’re aiming for, it’s
almost impossible to get there. And if we don’t
stop to think about our customers’ expectations
– we’ll probably never deliver on them!
Understanding Our Business is therefore a key
first step, and a strong foundation in our journey
to success. So when you’re next asked “What
do you do?” at a BBQ – you won’t be stuck for
words.
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everyone understands what we’re about as a company.
That means everyone in the organisation knowing
and understanding the business basics:
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To be successful in business today it’s important that
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The TakeON! Service Delivery Model does exactly that, and is as
simple as 1,2,3:
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Whether you're in the business of sales or service, the basics of
delivering what you promise are always the same. It means getting
the foundations right. Service delivery shouldn’t be complicated,
as long as we stay close to and connected with the customer. Great
service delivery needs to happen both externally and internally. What
we do for our colleagues is just as important, and our approach should
always be the same – put the customer at the heart of everything!

How many of these brands do you recognise? What do they represent for you?
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Excel is how we describe acting
in the customers interests:
Excelling in everything we do –
doing the right thing right! Excel
is about putting the customer
at the centre of our systems and
processes, and our thoughts
and actions.
Everything we do should be
centred around the customer,
and we should Excel at everything we do!

Excite is what we are all about!
It’s what happens when we
Engage and Excel – is exceptional
service in action. And it can’t be
replicated!
Only our organisation can Excite
the way that we do. Excite is
our brand in action – delivering
on-brand service every time, to
every customer and colleague.

The conversations you have during Understanding Our Business should help you and
everyone in the team answer with passion and
excitement:
• This is who we are
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• This is what we do
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• And this is what makes us special!
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WHAT’S THIS PACK ABOUT?
Understanding Our Business is about helping your people get to grips with
your message and mission, and creating a team of passionate and enthusiastic
people capable of representing your brand in action.
‘Understanding Our Business’ equips your
people with the understanding to answer the
big questions:
• This is who we are
• This is what we do
• And this is what makes us special!

WHY IS THIS IMPORTANT?
“Your brand is your reputation, it’s what people
say about you when you’re not in the room.”
—Jeff Bezos, founder, Amazon.com

IDEAL OUTCOMES
• Increased understanding of the business
strategy
• Increased awareness and understanding
of customer expectations
• A
 clear picture of our differentiators/
uniqueness
• Increased and improved delivery of our
uniqueness, both internally and externally.

At the end of the day, our reputation is our
business, and our reputation will depend on the
difference between our customers’ expectations,
and the service we deliver.
So if we’re not clear about who we are, and
what we’re aiming for, it’s almost impossible to
get there! And if we don’t stop to think about our
customers’ expectations – we’ll probably never
deliver on them!
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