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Section 3: Knowing the True Cost of Service
Consider the business supposition: Every Expense is Controllable.  

Once heard, the first rebuff from any person is how can rising gas prices or energy costs be controlled?  The real answer is the expense can be controlled, but only by understanding the components of that cost--knowing what factors can be influenced and what deliverables can be changed.  And to then implement policy changes (and well-communicated expectations) to achieve those expense controls.

Most organizations, especially smaller ones or those created and run by entrepreneurs, find it difficult to pinpoint fundamental costs—like how much it costs to process an invoice, how much for the call center to handle one call, how much business must be generated just to pay the electric bill.    Managers may not know the correct steps to identify cost bleeders within their organization; they don’t understand how to identify best practices for budgeting, or how to monitor actual expenses to it.  And so on.

Organizations exacerbate their expense control problems by accepting work that loses money simply to build revenues; especially when some managers may not even realize they lost money on the sale!  
This section investigates the processes and questions necessary to insure an organization’s cost structure is fully understood so that revenue is profitable and supporting expenses are reasonable and justifiable.  It also examines the organization’s support functions to insure that assumed profits are not siphoned off through poor execution (as well as through hidden and ignored costs). 
Therefore, the final leg of Positioning Success is to systematically define your true cost structure by understanding every component of that cost.  
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