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Section 1: Growing Through Pulse Points
Let’s start with this fundamental business supposition: managers and employees have so many daily tasks confronting them that they easily loose sight of how each fits into the hierarchy of importance and priority.  Think about your organization.  Think about the flow of new and on-going demands from your external customers.  Think about the requirements your team faces in supporting your internal customers.
That’s quite a large amount of to-dos!  So which one is the most important?

Inexperienced managers and unsuccessful organizations believe all tasks have equal importance, and because of that, their teams are forced to make their own determinations of priority.  Usually that choice centers on what is easiest for them to do, who is creating the most “noise” demanding attention, or what gives them the most comfort level in performing.  Rarely is it the right choice.

Under this approach, managers have abdicated their leadership prerogatives!
Successful organizations, on the other hand, recognize that key activities not only drive outstanding customer satisfaction, they also drive repeat business and strong profitability.  Their leaders understand the importance of each task’s overall value to continued and sustainable success, and can set clear expectations for their team’s priorities.

What gets measured gets managed; but before there is improvement, there must be measurement.
With this perspective in mind, imagine you come into work today, flip on your computer, and there before your eyes on your screen is a dashboard of Pulse Points telling you the health of your organization.  A series of green, yellow and red indicators that instantly give you the perspective on today’s tasks and priorities. 
The first step in Retaining Success is to define and understand the key indicators that represent the Pulse Points of your business.
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