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SYSTEMS - Working Session

Systems prevent errors, scale performance & replicate results

Systems run the business
People run the systems

You lead the people

Identify Systems

Departments --> Folders --> How to

Leads & Marketing — Attract

Sales & Quoting — Convert

Scheduling & Job Management — Plan
Operations / Service Delivery — Do
Procurement & Suppliers — Buy the Materials
Finance & Administration — Manage the Money
People & HR — Manage the Team

Customer Experience — Look After the Client
Systems & Technology — Run the Systems
Leadership & Planning — Run the Business
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1. Leads & Marketing

How work comes in

e Website / enquiry forms

e Phone script - how to answer the phone

¢ How to diagnose the problem if urgent or not

e Basic pricing information based on the type of job
¢ How to enter into the database/software

e Follow-up process (quotes not accepted)

e How to ask for Reviews & testimonials

e Social media (if relevant)

System outcome: consistent flow of enquiries

2. Sales & Quoting

How you turn enquiries into jobs

e Quoting/Sales Process (site visit - quote - send)
e Pricing guidelines / margins

e Templates (quotes, emails, SMS)

e Follow-up cadence

e Objection handling

e Deposits & approvals

System outcome: higher conversion + better pricing

3. Scheduling & Job Management

How work gets organised

e Job booking process

e Calendar / scheduling rules
e Job prioritisation

e Team allocation

e Materials ordering process
e Pre-job checklists

e Facilities Maintenance

e Equipment Maintenance

System outcome: smooth workflow, less firefighting

4. Delivery / Operations (On the Tools)

How the work is actually done

e Standard operating procedures (SOPs) for common jobs
e Quality standards

e Safety procedures

e Site setup

e Pack down

e Communication with client onsite

e Handling variations

System outcome: consistent quality + fewer mistakes

5. Procurement & Suppliers

How materials and inputs are managed



e Preferred suppliers list

e Ordering process

e Stock control (if applicable)

e Pricing agreements

e Returns / faulty materials process

System outcome: cost control + fewer delays

6. Finance & Admin

How money and paperwork is handled

e Insurances - business, personal, IT, public liability, equipment, cyber
e Invoicing process

e Receiving payments

e Progress payments / final payments

e Retentions

e Credit Control

e Debt collection (overdue invoices)

e Expense tracking (coding)

e Making payments

e Payroll

e Reporting

e Compliance

e BAS /tax processes

e Cash flow tracking

e Actions that need to happen - daily, weekly, monthly, quarterly

o DAILY
= Answering the phone
= E-mails

= Receiving and opening mail
= Incoming/outgoing deliveries
= Filing

System outcome: minimise leaks so there is cash in the bank, no surprises

7. People & Culture

How the team is managed

e Hiring process

o Position Description
Job Advert
Interview questions
References
Employment Contracts
Induction Plan
Rules of the game
Pay Scales
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* Inspire
o Performance plans
o Feedback Model
o Training need analysis
o Training Plans
o Team Meetings
o Bonuses

o Warnings
~ Tonsh Canvercatinneg
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o Exit Interviews

System outcome: reliable team, less babysitting

8. Customer Experience

How clients feel about working with you

e Communication standards
e Updates during jobs

e Handling complaints

e Job completion process

e Review request system

e Referral system

System outcome: repeat work + referrals

9. Systems & Technology

What tools run the business

e CRM /job management system (Simpro, ServiceMS8, etc.)
e Automations (SMS, email follow-ups)

e File storage (where things live)

e Naming conventions

e Dataentryrules

e Cyber Security

e |T Support

e E-mail Logins

e Website Logins

e Password management

System outcome: less admin, more control

10. Leadership & Planning (Owner Role)

Where most small to medium businesses fall over

e Weekly review (numbers + pipeline)
e Monthly planning

e Targets (revenue, profit, jobs)

e KPI dashboard

e Business plan

e Decision-making framework

System outcome: owner acting like a CEO, not just a technician
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Quartedy -,
Annusi Reparts -

Daiy or Weekly Cash Faw _
Statements

Reprting and Paying Manthly or |
Taxes (GST, PAYG, -
Inzome Tax)

Monthly or Guarterty Reparting )
Fayro Taxes

‘Weekly ce Monthly Bark )/
Reconcilistions
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Daiy Banking System

Irwoicing Customers

Receiving Payments

Meritoring Credit Control ]

Cotection Process for Outstanding |
Receivables

Purchasing Procedures

Payment process for Supplers and
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Pty Cash

Market Research
Advertising
Digital Marketing

Google Reviews
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Fan install E
} Completing Jobs

Open Jobs
Entering Jobs

Attending Jobs
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Taking and Recarding Orders

Canfirming Details for Service or

Jab Process and Tracking Deivery

Planning Permits and Fees |
Licensing

Responding to Customer
Complants

Customer Senice “

Newsetter

Computer Systems =O= Back Up System
Recening and Starng Product

Operations .{ e
Aecancilig Prysicalmentory

Analyzing and Tracking Marketing

Statstics
Fricing
Saes Company Profile
‘Guotations
Sales Scripts.
Postion Descriptions
Job Advert
Interview Questions
Hire References
Empiayment Contracts
Induction Plan
Rules of The Game
Humsn Rescurces Pertamance Plns
Training Needs Analysis
inspire
Trairung Plans
Team Meetngs.
Saiary and Wages
Commissions
Payrol Process
Bonus / Profit Share
Superannuaton
Logins & Access
Website Updates
New Page
Socials
Marketing
Brochures
Wihte Papers
Referrats.
Tradtiona
Hiring
HR % Employee Relations
Training

Answering Phone

Enquiries
Emails Invoices
Admin Work Orders
Scanning/Filing

Purchasing office supplies

Checking Mail

Sending Invoices
Paying of Invoices
Accounting BAS
Super
Reconciling
STP Finalisation
Taxable Annual Payments

\ Finance
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Workcover
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Paperwork on Completion \
QBCC

How to order

Timesheets
How to receive
Materials/Stock Leave
How to Stocktake Payroll
Paying Employees
Organising Stock
Award updates

Booking Jobs
Sales -(i
Quotes

Audits

Test Records

Incidents
Compliance

Inspections

Policies

Risk Management



