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Developing & Implementing 
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To get the most out of this resource, please use in conjunction
with the media presentation and other accompanying downloads.

Please review Part 1 before progressing with Part 2.
To access the recorded presentation for Part 1, click here
To access the recorded presentation for Part 2, click here

The flow of this PDF presentation differs slightly from the recorded presentation

By now you should have some of your Standards of Performance developed or redeveloped.
In this section we will explore some options to bring them to life in your business 

https://covid19.failteireland.ie/reopening-supports/developing-and-implementing-standards-of-performance-programme
https://youtu.be/VJ_kx7BLy4M
https://www.youtube.com/watch?v=SpVhhIlD1JU&t=49s


Programme Objectives – Part 2  

2
To identify ways in which you can track the impact 
of SOPs and develop a continuous improvement 
mindset

1
To bring your SOPs to life in your business to make 
a positive and measurable impact

Key objectives for Part 2 include:

3
To explore how to strive for great service in your 
business every day.

WELCOME

PLEASE REFER TO MEDIA CLIP 2
@ 0.50 MINUTES TO 3.34 MINUTES
HTTPS://YOUTU.BE/SPVHHILD1JU?T=49

https://youtu.be/SpVhhIlD1JU?t=49
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How to bring SOPs to life

Some basic actions you will need to undertake:

Communicate the SOPs to all your team- some SOPs will be in printed form, but others can be better 
communicated by images or even videos. 

Daily/shift briefings and meetings- make SOPs part of the daily discussion.

Training- new SOPs may have additional requirements so refresher training or corrective coaching may be 
needed for experienced staff. 
For new team members joining, the SOP training should form part of their induction

Empower- employees to take decisions around the delivery of the SOPs. 

Supervision- there is no substitute for good daily supervision in bringing the SOPs to life. If managers and 
supervisors ignore non-performance relating to standards, they will be quickly forgotten about. 



How to bring SOPs to life

Some basic actions you will need to undertake:

Customer feedback- is vital of course but you also want to ensure that the feedback you are gathering is 
linked to the SOPs. This feedback should be communicated to employees regularly.

Standard of the Week concept- highlight a different SOP in each department on a weekly basis to keep them 
fresh in everyone’s mind.

Praise and Feedback- give constructive praise and feedback regularly when SOPs are being followed

Employee recognition and reward- all recognition and reward systems should be aligned to the delivery of 
SOPs

Employee self-assessment- you should allow employees to regularly self-assess themselves against their 
SOPs 



How to bring SOPs to life

To truly bring SOPs to life you need to lead 
by example. 

It is vital that all managers and supervisors 
are highly motivated and are fully onboard 
to develop, implement and review SOPs.

This ensures that there is a lasting and 
measurable impact for the business.

Lead by Example 
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Setting Standards of 
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Measure how the SOPs are impacting 
the Customer Experience

PLEASE REFER TO MEDIA  CLIP 2
@ 9.10 MINUTES 
HTTPS://YOUTU.BE/SPVHHILD1JU?T=539

https://youtu.be/SpVhhIlD1JU?t=539


The Service Gap

In the diagram you can see that the standard does not change. What changes over time is 
poor performance for that standard, the result being the ‘Service Gap’.

Over time staff members get complacent. Performance can slip if it's not monitored by a
supervisor. This is when you have a gap in staff members’ performance.

Do Standards Fall?
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IMPLEMENTATION

▪ Supervision - is the front line 

of measurement.

▪ Team Self Assessment-
gives a sense of ownership and 
keeps them involved in the 
journey.

Ways to Measure the Ongoing Impact of Your SOPs

▪ Employee Feedback- it is 

important to gather employee 
feedback about the SOP journey.  

▪ Quality Checks- create and 

implement internal quality 
checklists. 

IMPLEMENTATION



IMPACT

▪ Complaints- may provide a direct 

and valuable measurement on the 
impact of your SOPs.

▪ Comment Cards & Surveys- can 

be key customer feedback tools.

Ways to Measure the Ongoing Impact of Your SOPs

IMPACT

▪ Online Reviews- when reviewing customer 

comments, it may be possible to identify 
which SOP is being praised or criticised. 

▪ Mystery Guest- when used, make sure 

that the criteria they are assessing the 
experience against are fully aligned to your 
SOPs.



Checklists
▪ Checklists are an important tool to help you 

monitor the implementation of SOPs.

▪ Create a checklist for each department that 
lists the SOPs and simply rates on a Yes/No 
basis whether SOPs are being achieved.

▪ These can be used by managers and 
supervisors to track progress.

▪ They can also be used by employees 
themselves for self-assessment.



SOPs can be adapted to become a Checklist 
(example below)  

Our 
Standard is

All customers are 
greeted in a timely 
and friendly manner, 
then seated in a 
professional and 
polite way.

1. Acknowledge and greet customers as soon as they arrive, with a smile YES NO

▪ All employees welcome customers with a smile, good eye contact and an interested 
facial expression

▪ Employees use the correct greeting

▪ Customers are addressed by their name (if known)

2. Offer to take coats YES NO

▪ Coats are treated with care and stored safely and securely

3. Lead customers to the table and ensure they are happy with table allocated YES NO

▪ Walk slightly in front of the guest leading them to their table

▪ Ask if table chosen is suitable

4. Seat Customers, present menus and drinks list YES NO

▪ Chairs are withdrawn to allow guest to sit easily

▪ Clean menus are opened and presented to each guest and inform of any specials or 
“off” dishes

▪ Clean wine list is presented to the host and offer of assistance is made when selecting 
wine, if required

▪ Any wines unavailable are explained

Follow 
recommended 

Covid-19 
guidelines 

Check list for 
Greeting and Seating 



Measuring Standards of Performance 

Every ‘NO’ on the checklist becomes an 
Area for Improvement on the Action Plan



Measuring Standards of Performance 

<Area of Business> Action Plan Date: ___________

*Standard Area for 
improvement 

Action to be taken By 
Whom

By When Reviewed
Yes/No

1. Greeting and 
Seating
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Customer Focus  

Customer focus means putting your customer first. 
This should be part of the business culture and a core value of your 
business. 

Think about how you want your customers to feel and talk about you.

Great customer service starts with truly developing both your 
knowledge and that of the whole team of what the customer wants, 
then building an effective strategy to exceed their expectations.  



▪ Service plays a vital role in the customer 
experience, especially in an Irish context where 
it is one of our differentiating strengths. 

▪ The key to business success is the ability to 
offer a service which exceeds the customers’ 
expectations.

▪ Creating a natural authentic experience with a 
genuine warmth of welcome.

What is Great Customer Service?



Ultimately great customer service is based 
on positive attitudes and the belief that each 
and every one of us can and must make a 
difference to the customers experience, and as a 
result, to ourselves and our business. 

Great Customer Service Doesn’t Cost



What is Great Service?

Customer Service

▪ Meeting expectations

▪ Compliance with needs

▪ Meeting standards expected

▪ Warm and friendly

▪ Competent/knowledgeable

▪ Focus on the work

▪ Customer satisfaction

Great Service

▪ Exceeding expectations

▪ Compliance and anticipation

▪ Exceeding standards expected

▪ Accommodating and flexible

▪ Subject matter expert

▪ Focus on customers

▪ Customer loyalty



Tips To Empower Your Team To Deliver Great 
Service 

Some practical actions you can take include, but 
not limited to:

▪ Bring your SOPs to life in your business

▪ Engage and value your employees

▪ Departmental/team meetings on service improvement

▪ Seek employee ideas and suggestions 

▪ Constantly upskill your employees 

▪ Listen to and act upon the feedback from customers 
and employees



Enjoy the 
Journey!
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When developing, writing and implementing 

Standards of Performance and Checklists, 

remember to ensure all recommended and 

updated Government guidelines are followed.

Follow Government Public Health Guidance on Covid-
19
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