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Peak Preparation/Delivery Plan

Manager Name
Steve Fox
Date Completed
29/10/2013

Store Number
2248
Next Review
04/01/2014

THE 3 THINGS OUR TEAM WILL BE FAMOUS FOR ARE...

1. 
World Class Customer Service

2. 
Demonstrations

3. 
Target Achievements

Our Exit Survey Targets









Customer Service Score

Shopping Trip


CSS
Approach
Satisfaction with staff
Customer Advocacy

They’re interested in working out what’s right for me
It’s an exciting place to be
It’s easy to shop
I can get what I want when I want it
The prices are good
They make things work &keep them working
They deal with queries & complaints brilliantly

12/13

P13 YTD
80
50
86
76

85
52
97
89
75
58%
0

 Dixons Avg.

83%

74%

90%
52%
74%
69%
53%
56%
90%
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 Targets
95
100
100
85

95
100
100
100
90
85%
100

Change 

2013 - 2014










4%


Customer Plan Checklist & Sign Off

Checklist

  Regional Manager Comments 

· Do the teams Customer Plan actions demonstrate HOW the team will deliver their 3 main objectives

· Do the actions reflect the focus needed to achieve the agreed exit survey targets?

·  Is there a champion for each section?

· Have the whole team been involved in creating the Customer Plan?

· Are the actions evenly spread across the team to deliver?

·  Have you agreed when you will review the actions?

Good Plan and kept simple. Worth elaborating on two things

· How do you ensure everyone can give a great demo and regardless of lack of Wifi make sure it is still brilliant for Customers

· What do you need to do differently that gives a great legacy store a WOW factor for all of your customers

Well Done

Customer Plan Cloud Upload

· Save this template using the following title – Store Number  - Peak Preparation/Delivery Plan

e.g. 2932  - Peak Preparation Plan   or   2932 - Peak Delivery Plan

· Login to the Knowhow Cloud account using the details below

URL: 

http://www.livedrive.com/login
Username: 
customerplan@knowhow.com
Password: 
dixonsretail1

· There is a folder for each region, upload this template to the relevant folder for RM sign-off

They’re interested in working out what’s right for me  
Champion
People Team Leader 

How

Specific action that will improve the above Shopping Trip experience (no day job actions)
Who

colleague responsible
When

Completion/ review date
See

Defined Target / Measure

· People Team leader to Audit individual training plans and monitor progress weekly and all peak recruits to attend 1 day Go Live

· 
People Team Leader 
Weekly
BETTER TRAINED COLLEAGUES 

· Ensure every area has a minimum of 1 colleague working towards specialist
People Team Leader 
Period 8
INCREASED OEL SALES

· 




· 




· 




It’s an exciting place to be
Champion
Chris T

How

Specific action that will improve the above Shopping Trip experience (no day job actions)
Who

Colleague responsible
When

Completion/ review date
See

Defined Target / Measure

· Demonstrations improved though Training and Show Me focusing on OEL products
Chris T
Period 8
Increased Margin through OEL % Increase

· Recognition on performance through Your Electric & All colleagues Signed Up and Promoting world Class Service
Steve
Weekly
Better Engaged Team. 

HYS & Exit Survey Results

· 




· 




· 




It’s easy to shop
Nick


How

Specific action that will improve the above Shopping Trip experience (no day job actions)
Who

Colleague responsible
When

Completion/ review date
See

Defined Target / Measure

· Departmental demo ready daily checks
mgmt
Period 8
Increased Sales & Conversion

· Take Home Stock replenished hourly
Mike
Daily
Increased sales

· 




· 




· 








I can get what I want when I want it
Champion
Chris N

How

Specific action that will improve the above Shopping Trip experience (no day job actions)
Who

Colleague responsible
When

Completion/ review date
See

Defined Target / Measure

· OLIS nothing is out of stock awareness by all Colleagues 1 Transaction per Colleague completed 

· 
Stoo
Period 8
Increased Sales & Top OLIS %

· Maginus Transactors All sales Colleagues issued and Trained on System briefed Daily on Weekly Deals for B2B
Steve
Period 8
110 %Target 

· 




· 




· 








The prices are good
Champion
Steve

How

Specific action that will improve the above Shopping Trip experience (no day job actions)
Who

Colleague responsible
When

Completion/ review date
See

Defined Target / Measure

· Promote Price Promise/ voucher deals cashback and other product promotional offers
Steve
Period 8
Discount 0.8%

· PLA signed off Daily
Rachel/Helen
Daily
Discount 0.8%

· 




· 




· 








They make things work and keep them working
Champion
Chris N

How

Specific action that will improve the above Shopping Trip experience (no day job actions)
Who

Colleague responsible
When

Completion/ review date
See

Defined Target / Measure

· Knowhow Setup - Increase number of units available utilise stockroom resources.
Mike
Period 8
Target 20% setup

· Delivery and install fully explained to every customer.
Team
Period 8
Increased Availability on Sales Floor 

· 




· 




· 








They deal with queries and complaints brilliantly
Champion
Steve

How

Specific action that will improve the above Shopping Trip experience (no day job actions)
Who

Colleague responsible
When

Completion/ review date
See

Defined Target / Measure

· Deal with complaints inhouse and personal ownership and escalation process in place
Team
Daily
Increased Customer Advocacy

· R&C Process reviewed post Peak. Personal Phone Calls make the difference .
Steve
Period 8
80% R&C Collection Rate

· 




· 
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