
Order is repeated back to the guest to confirm its accuracy. This will catch

any number of honest mistakes caused by the inevitable distractions,

different terminology, etc. before the order gets into production. 

After the person who took the order completes step one by reading the order

back, the written order is then checked for accuracy and (physically) signed

off on by someone other than the order taker. This second set of eyes will

often catch something missed by the original order taker in the heat of the

moment—               an out of stock, missing information, an entry that isn’t

quite clear, etc.  

After being produced/packed but before being delivered the order is inspect-

ed and signed off on by someone other than the person producing it. Again,

this second set of eyes is imperative—someone who didn’t pack the actual

order is far more likely to catch a small error in packing than the person who

did the bulk of the initial production work. 

Order is delivered to customer, read back and confirmed (item by item if pos-

sible) with recipient and signed for by customer. This allows for one last check

to make sure that we’ve correctly heard what the guest would like and accu-

rately filled it (as per our 3 Steps to Great Service). (In mail order this confir-

mation piece is difficult but it seems like it’s basically done by the         box

packer, and then by FedEx as our “representative.”)

#1–Know and Teach the Rules
We actively teach classes about how

business finance works, and we regular-

ly run games and bonus plans   for all

involved in the organization.

#2–Keep Score
We hold weekly huddles in each area

of the ZCoB where we keep score of

how we’re doing in playing the “game

of business.”  In these huddles we’re essentially looking at the “box score” of the

business part way through our “game,” and then planning ahead to ensure that

when we get to the “end of the game,”      we’ll have won. 

At these huddles front line folks like you:

a) report on our performance on all three bottom lines for the previous week 

and period to date

b) forecast the results we’re going to show and the action steps we’re going

to take for the coming week and for the full period we’re in in order to

assure success!

c) calculate our progress toward the current games and bonus plans we’ve

got in place.

d)  summary notes from the huddle/meeting are distributed all over the

organization to share results, upcoming action steps, and fore-

casts with as  many people as possible.  

The huddles are open to all involved in the ZCoB.  If you want to really be a player

in the ZCoB this is the place to be—anyone who’s going to effectively provide lead-

ership, anyone who really wants to make a difference, anyone who really wants to

learn the great game of business in order to help bring success for themselves and

everyone around them really needs to be there. See you there!

#3–Share the Winnings
When we’re playing the game well, everyone knows how we’re doing at the end of

each huddle. When we’re winning we’re paying out bonuses and prizes on a regular

basis, and the organization is financially healthy, with cash on hand to support

operations, show a healthy balance sheet, and facilitate needed capital purchases.  


