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The Leaning Tower - Part I 

Foundations dictate potential. They determine how high an enterprise can be built. 
This is true for the Leaning Tower of Pisa, or a service contractor. 

In 1173 A.D. the Tower of Pisa was started and 
immediately the foundation began to tip. By 1178 
three floors were completed and the tower tilted 
noticeably. In 1272 the lean had increased so 
dramatically a new architect was brought in. The 
next four floors were built at an angle to 
compensate for the tilt.  

In 1374 the tower was completed with the lean 
permanently cast in stone. 

Here's our hypothetical service contractor. In 1990 
a contract was won. Employees were hired, trained 
and supervised. Money collected and a business 
foundation completed. By 2000 bigger contracts 
were won, hiring and training tried to keep up. In 
2006 quality was a roller coaster, decisions took longer. New leadership was brought 
in, but growth had stalled.  

In 2007 our contractor had matured with its lean permanently cast in place. 

This is the first of a two part article about building on bedrock for maximum 
potential. 

Regards, 
Chris Arlen, President, Service Performance 

2 Lessons from the Leaning Tower 

1) Build on Bedrock 

2) Align All Efforts Vertically True 

Ignore these lessons and does the sky fall down? No. Contractors exist, but most are 
leaning. Their potential limited by their tilt. And who knows about their long-term 
durability. 

The Pisa stone masons couldn't find bedrock. But they built anyway, blindly guessing 
and hoping. 
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Service contractors are similar. They know their business bedrock exists. They just 
can't see it. And if they can't see it, they can't build on it.  

So, what do service contractors do? Same as the Pisa stone masons.  

3 Characteristics of Bedrock 

Before we can find business bedrock, we have to know what it looks like when we 
see it. Here are three descriptions to go by. 

Characteristic #1 - The Customer Experience  

Business bedrock is the sum total of all the experiences customers have with 
a contractor. Not just the ones they intend, or plan. But all experiences, with 
all customers.  

And customers experience a contractor in many ways beyond brochures or 
tradeshows, such as: 

• How employees interact with customers on-site 

• The receptionist's attitude when customers call 

• Accuracy, timeliness & clarity of invoices  

• How customer conflicts are resolved 

• A web site's information & usefulness 

Characteristic #2 - The Promise Kept 

Business bedrock is also recognized as the "promise" a contractor keeps with 
its customers. Not promises a contractor makes - but the one it keeps. 

Marketing smoke evaporates and mirrors shatter, leaving only the reality of 
the "promise" kept. 

Characteristic #3 - Employees are Customers Too 

Employees keep the contractor's promise with customers.  

A contractor tilts when employees don't know what that promise is, or how to 
keep it. A contractor leans dangerously when it doesn't keep its promise with 
employees. 
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3 Signs to Finding Bedrock 

Customer Experience bedrock is uncovered, not created. It exists where three 
conditions overlap. All must be present, and only their intersection is bedrock. My 
contractors' version is based on work by Parker LePla. Thanks Lynn & Joe. 

1st Sign - Look for What Customers Value 

Customers value what they're willing to pay for. 

Also, when qualities, such as integrity, 
reliability and diversity influence customers' 
decisions they can be added to the list. 

Where do you find what customers value? Ask 
them. 

2nd Sign - Identify What You're Good At 

Contractors have strengths, but not all 
strengths are valued by customers. It doesn't 
help to be good at something customers aren't willing to pay for. Look only 
for strengths customers value.  

Where do you look? Ask employees. Ask customers. 

3rd Sign - Find a Unique Place in the Market 

A contractor can't pick a place in the market that someone already has - or 
they're ignored. Consider FedEx. No one would start an overnight courier 
service with the promise of "absolutely, positively overnight", would they? 

How do you find a unique place in the market? Check out the competition 
(but not like Watergate). 

Next Month's Article 

In our next article we'll look at how to get maximum growth from building on 
business bedrock. After all, a little lean is OK in a 900-year old tourist attraction, but 
not in your company's ability to grow. 
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Summary 

Finding business bedrock is simple, just not easy. To reveal the bedrock of your 
Customer Experience promise you'll need to: 

• Survey customers, employees & check the competition 

• Look for the intersection of what customers value, what your good at, and only 
you own it 

• Define your promise into actionable terms (see our next article) 

• Contact us, we can help you find your true bedrock 

About Service Performance 

We help raise clients’ revenue through industry-specific sales training, collateral 
materials, proposal and presentation upgrades. Our clients secure contracts more 
frequently and retain more of the accounts they already have. 

• More info on revealing your Customer Experience promise call 206-780-2963, or 
email info@serviceperformance.com 

• More sales insights from our Revenue-IQ blog, visit: 
http://www.serviceperformance.com/blog 

• More sales & marketing services, visit: 
http://www.serviceperformance.com/services.php 

• Permission to reprint or distribute, email: info@serviceperformance.com. 

© 2007 Service Performance. 



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /SyntheticBoldness 1.00
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /FRA <>
    /ENU (Use these settings to create PDF documents with higher image resolution for improved printing quality. The PDF documents can be opened with Acrobat and Reader 5.0 and later.)
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308000200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e30593002537052376642306e753b8cea3092670059279650306b4fdd306430533068304c3067304d307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e30593002>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


