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NEW COMPANY
POLICY
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The Code of Hammurabi — 2250 BC

If a builder build a house for some one, and does not construct it properly, and
the house which he built fall in and kill its owner, then that builder shall be put
to death.

If 1t kill the son of the owner, the son of that builder shall be put to death.

If 1t kill a slave of the owner, then he shall pay slave for slave to the owner of the
house.

If 1t ruin goods, he shall make compensation for all that has been ruined, and
inasmuch as he did not construct properly this house which he built and 1t fell,
he shall re-erect the house from his own means.
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Builder builds
a house

Build a sturdier house






On an average 4-hour
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What percentage of
your day is spent on
autopilot?
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He who

rands it

earns it; he who
doesn't, pays it.

- Albert Cinstein



Because it's making
mohney every minute.

Whether you're
working on it or not.



Does your business
do that?
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Business process automation involves creating
smooth, streamlined processes and procedures that

e are effective,
* minimize decision-making, and
e are not cumbersome.
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pol-i-cyl
/' palesé/

noun
noun: policy; plural noun: policies
1.a course or principle of action adopted or proposed by a government, party, business, or individual.
"the administration's controversial economic policies"
sarchaic
prudent or expedient conduct or action.
"a course of policy and wisdom"

plans, strategy, proposed action, blueprint, approach, scheme,

stratagem, program, schedule, code, system, guidelines,

intentions, notions, theory, line, position, stance, attitude
synonyms: More "government policy on international trade"

practice, custom, procedure, wont, way, tack, routine, matter of

course, style, pattern, convention, mode, rule

"it was good policy to listen politely"


https://www.google.com/search?client=firefox-b-1-d&q=how+to+pronounce+policy&stick=H4sIAAAAAAAAAOMIfcRowS3w8sc9YSn9SWtOXmPU5OINKMrPK81LzkwsyczPExLiYglJLcoV4pLi4GIryM_JTK60YlFiSs3jWcQqnpFfrlCSr1AA1JEP1JKqAFEAABq-FVJXAAAA&pron_lang=en&pron_country=us&sa=X&ved=2ahUKEwj5p7apmvjiAhUFcq0KHTj4DlMQ3eEDMAB6BAgNEAk

REGULATIONS |
~ CONPLIANCE

Policy — A business rule or company guideline
that gives employees, their departments and
the overall company direction.

¢ [Company Name] is committed to meeting or exceeding all
laws and regulations wherever we conduct our business
activities.

* All official records of the conduct of the Company’s business
must be accurate, honest and complete, without any
restriction or qualification of any kind.

[Company Name] is committed to having safe and healthy
operations to protect the life and health of its employees
and the community surrounding its operations, to protect its
assets, to ensure business continuity and to engender public
trust.



Ultimately, Policy answers the
guestion:

“What are the goals and
attitudes of our company?”



proc-esst

['pra ses, pro ses/

noun
noun: process; plural noun: processes
1.a series of actions or steps taken in order to achieve a particular end.

"military operations could jeopardize the peace process"

procedure, operation, action, activity, exercise, affair, business,
job, task, undertaking, proceeding "faxing a seventy page
document is an expensive process"

synonyms:


https://www.google.com/search?client=firefox-b-1-d&q=how+to+pronounce+policy&stick=H4sIAAAAAAAAAOMIfcRowS3w8sc9YSn9SWtOXmPU5OINKMrPK81LzkwsyczPExLiYglJLcoV4pLi4GIryM_JTK60YlFiSs3jWcQqnpFfrlCSr1AA1JEP1JKqAFEAABq-FVJXAAAA&pron_lang=en&pron_country=us&sa=X&ved=2ahUKEwj5p7apmvjiAhUFcq0KHTj4DlMQ3eEDMAB6BAgNEAk

INVOICE APPROVAL PROCESS

Review Invoice for
Approval

Manager

-
N

Yes

———  >$10,000

Forward invoice
documentation

v

>$50,000

Approve
invoice

Yes

Review

documentation

Process — A process crosses departments and
explains how to produce a product or service. It
follows the company’s rules, or policies, while
giving a high-level view of how something
should work.

* Sometimes, the easiest way to keep track of a process is to
use a flowchart or a decision tree. It should show all
possible outcomes, and the person responsible for each
step.

* Doing it this way helps eliminate any gaps (“What happens
if...?”) that may have gone unnoticed, and it helps ensure
that responsibility resides with the correct person.



Ultimately, Process answers the
guestion:

“How will our company
achieve these goals?”



pro-ce-duret
/pra séjor/

noun
an established or official way of doing something.

"the police are now reviewing procedures”

course of action, line of action, plan of action, policy, series of
steps, plan, method, system, strategy, stratagem, way, approach,

synonyms: formula, mechanism, methodology, MO (modus operandi), SOP
(standard operating procedure), technique, means, measure,
process, proceeding, operation, agenda


https://www.google.com/search?client=firefox-b-1-d&q=how+to+pronounce+policy&stick=H4sIAAAAAAAAAOMIfcRowS3w8sc9YSn9SWtOXmPU5OINKMrPK81LzkwsyczPExLiYglJLcoV4pLi4GIryM_JTK60YlFiSs3jWcQqnpFfrlCSr1AA1JEP1JKqAFEAABq-FVJXAAAA&pron_lang=en&pron_country=us&sa=X&ved=2ahUKEwj5p7apmvjiAhUFcq0KHTj4DlMQ3eEDMAB6BAgNEAk

PROCEDURE TO CHANGE A

BICYCLE TIRE Procedure — While a process is a broad overview, a
™ procedure is more detailed, offering step-by-step
.ll)J.singI th_e screwdriver, pry the tire to the outside of the |nstruct|ons on hOW to perform pa rt Of a process or a
ICyCle rim.
o d driver i h d by the fi ifi
e et scenirie o hegmeeneabyvens | specific task. Because procedures are used by employees
thetietaithe outsiCe,Chhelni: ) the most, their input is often sought in their creation;

procedures are the practical applications of the policies
created by upper management. Within a procedure, you
) should describe who performs it and what steps are

ePush the air stem through the hole in the rim to the interior,
N performed, as well as when and how they are
eGrasp the inner tube firmly and pull it away from the rim
until it is completely free. performed
* Usually procedures are a “step-by-step” set of instructions.
If multiple people are involved, each step should list which
eInsert the air stem of the new inner tube through the \ person S responSible. Procedures should always reflect
designated hole. .
eStretch the inner tube around the rim, placing it on the beSt praCtlces'
inside of the rim.
e e e exiErOnEAEIg CaIEON IO SamagS the * Procedures seldom change unless there is new equipment
sinflate to manufacturept: Fecommended pressure. ) or technology involved — or unless the present procedure is

discovered to be dangerous or in conflict with policy.




Ultimately, Procedure answers the
guestion:

“What are the steps and
who will take them to
reach the goals?”



Procedure
Jim will fill orders from categories A, B and C. Jen will fill orders in categories X, Y

and Z. John will supervise to ensure timely delivery. If an employee is sick, call
Sarah to fill in his or her place.

Process
Employees will prepare the order for delivery, while managers
monitor the progress.

Policy
It is the policy for products to be delivered to the
customer within 24 hours of the time they place the order.

Policy » Process » Procedure






POLICY

We will serve our customers the freshest
pastries possible on a daily basis.



PROCESS

Pastry Chef
Creates Pastry

Order Passed
to Pastry Chef
()
v
Customer CSR Qualifies Special
Orders Pastry Order Order?

Pastry Chef
Passes Order
to CSR

l

CSR Fills Order

CSR Receives
Payment




PROCEDURE

Plain Pound Cake Recipe

Preheat your oven and prepare a bundt pan.

Mix together butter and sugar, then add vanilla and eggs.
Separately mix together flour, salt, baking powder, baking
soda and salt.

Add flour mixture and milk alternately to the butter mixture
and combine everything together then pour batter into the
bundt pan.

Bake for about an hour, then remove from the oven and
cool slightly before turning out onto a flat surface to release
the cake from the pan.



—— DOWEREALLY ——
NEED THEM?
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Policies,Processes and
Procedures

important?



REASONS YOU NEED WRITTEN POLICIES, ’
PROCESSES, AND PROCEDURES

* They communicate company culture.

* They communicate key policies clearly and
consistently.

* Employees know what’s expected of them.

* Employees know what to expect of you.

$310110d

* They help you avoid inconsistencies.

S34Nd300dd

* They help ensure compliance.
* They help protect you against employee claims.

* They can showcase the benefits you offer.
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* New laws/regulations

* Questions keep coming up

* Frequent errors or mistakes

* Irritation, complaints, frustration
e Confusion

* Carelessness

* Unique and varied interpretations
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Different “levels” of PP&Ps y‘l-aﬁ"ma-

Organization
. wide

Department /
Team

Program
specific

For program staff
For partner sites / sub-recipients









© Sarah McDevitt
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“If it ain’t broke,
don’t fix it,”
doesn’t apply
anymore. If it ain’t
broke, it’s obsolete.

-- Bill Gates







Because people don’t work productively:

 ifthey don’t know what to do

 ifthey don’t know how to do it

e fthey don’t know why they do it
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The customer was served

because Nesses
and proc .






You end up with policies, processes and procedures that:

e are undocumented
e are semi-functional
 are inconsistent and possibly at odds with others
e change with personnel changes or circumstances

e are not based on anything except expediency
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Customer
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How Do |
Know if |

Need a
Policy?

If, during the course of any discussion about
a company task, someone asks the question,
“But, why should we do that?”

If someone asks about the goals of the
company in a particular area, and there is no
direct, clear answer.

A new circumstance arises that changes the
way you do business, but the purpose of the
change has not been determined yet.

A new law or regulation has been announced
that forces a change or creates a new
circumstance in the way you do business.



* If, during the course of any discussion about
a company task, someone asks the question,
“But, why should we do that?”

How Do |
Know if |

Need a
Policy?




Policy is always about
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- company i mput o buy in, and
implemented through
communication.
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SICK DAYS

We no longer accept a doctor’s note as proof of sickness. If you are able to got to the
doctor, you are able to come to work.

PERSONAL DAYS

Each employee will receive 104 personal days a year. They are called Saturdays and
Sundays.

VACATION DAYS

All employees will take their vacation at the same time every year. Vacation days are as
follows: January 1, Memorial Day, July 4, Labor Day, December 25.

THANK YOU
MANAGEMENT




Company
policy says no
personal
phone calls.

Why are
we
yelling?




What is the
company policy?
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Sounds
TOO

hard.®







JUST STEAL IT.



I the balance Careers FINDING A JOB GUIDES & RESOURCES CAREER PATHS HUMAN RESOURCES SUCCEEDING AT WORK Q

https://www.thebalancecareers.com/sample-human-resources-policies-and-procedures-1918876

HUMAN RESOURCES » EMPLOYMENT LAW

Sample Human Resources
Policies and Procedures
(QQQ‘ Use These Sample HR Policies and Procedures for Employee

Management
» Employment Law

0000

ARTICLE TABLE OF CONTENTS Skip to section

.~ These HR Policies Provide a Guide < le Human Resources Policies
. Policies: A . Policies:B
. Policies: C . Policies:D

Pl ac- Expﬁ"[]+ ~Tocs I

Employee Handbook

Harassment Policy

e —

Dress Code

e — .

Benefits Options




PROCESSES VS PROCEDURES



Process vs Procedure

Process Procedure

* It crosses departments * |t doesn’t cross departments

* It has a decision tree and calls * If it has a decision tree with
for a judgment on the part of predefined “if then” statements
the participant that eliminate decision making

on the part of the participant,
it’s a procedure

* Can be done with a checklist



05

STEPS TO
CREATE AND
IMPROVE
YOUR
PROCESSES
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1.Select a process

Steps In

Mapping a
Process




Selecting a
Process

Customer Company
Orders Product Receives Order

How detailed the process is,
depends on how high a view
you take.

The higher the view, the more
general the map has to be.

Satisfaction

Zalllav s Customer Pays

Company
Obtains
Materials

Installation
Assigned and
Scheduled

Materials
Installed

Customer
Charged




(reate Review o Deliver

Packet | => Packel " > B Ty > Backet =

R nfo /
| |

— (ustomer |

ﬂ— for 'c\d{l’;smg J

Review Deliver

%:((ii:f -> P“(kd Documens

(ke(khs T APP'WQ? y—> } to Admin.
/ Assistant __l_l




Cross-Functional Process Map
Web Site Changes

Marketing [Pmt%[]\i?egh;lpeges ] Re-evaluate ] Mew list of
changes J proposed changes
list of &
proposed
changes
L List -
Management [Evaluate changes ] uﬂd?:;ble [Evaluate changes ]
changes
Approved list Approved list
¥ i
W ] Are
eb Check proposed changes Yes Complete changes
Design Team changes J doable? to Web site




1.Select a process

2.Interview every person who touches
the process from end to end

Steps In

3.Make no judgments during this phase

Mapping a
Process

4.The goal is to find out what happens
now

5.Create a visual representation of that
process




(reate Review o Deliver

Packet | => Packel " > B Ty > Backet =

R nfo /
| |

— (ustomer |

ﬂ— for 'c\d{l’;smg J

Review Deliver

%:((ii:f -> P“(kd Documens

(ke(khs T APP'WQ? y—> } to Admin.
/ Assistant __l_l
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Question the

Process

1.1s every step necessary?
2.Are any steps missing?

3.Are the steps in the most efficient
order?

4.Are all tools in place to accomplish
the step?

5.Can any part of the process be
automated?



-

. - — -
g — - P e ~
-— —

= e e B2

TO GET TO THE ROOT CAUSE



Question the

Process

Problem

Our client is refusing to pay for the leaflets we printed for him

The delivery was late, so the leaflets couldn’t be used

The job took longer than expected

We ran out of printer ink

The ink was all used on a large, last-minute order

We didn’t have enough ink in stock, and couldn’t order in time

Solution

Find ink supplier who can deliver at short notice




The 5 Whys Analysis

What is the

abnormal
condition?

Confirmation
Add Your Text
Required Method

YES
Why did thi
otc;r?t(ij Add Your Text " [ Add Your Text
Why did this [ ) NO "
occur? (2) i Q E:>
L ( A NO
Why did this ¢>
occur? (3) . ] QC)
. : f ) NO
Why did this
occur? (4) L Q(>E:>

YES

L

.

NO
Why did this
occur? (5) Add Your Text " [ Add Your Text




5 WHY's TEMPLATE

DEFINE THE

PROBLEM Define problem nete

PRIMARY CAUSE
Why is It happening®

It 5 happening because

Why is thoi?

2
It 5 happening because

Why is thai?

WHY IS THIS 3

A FROBLEM?

It s hoppening because
Why Is thot¥?
It 5 happening becouse
Why Is that?

NOTE: I the Ninal “"Whny” has no confrolioble 3
solution, return 1o the previous "Why." It s happening because

CORRECTIVE ACTION

ROOT CAUSE

PARTY RESPONSIALE

DATEACNON TG 8EGIN









1.Streamlining

2.Think outside the box

3.Ask everybody

4. Automation tools

Im prove the 5.Look at how changes impact other

PrOceSS pProcesses
6.Always keep the process goal in mind

7.May have to redesign from scratch
8.Always keep the customer in mind

9.How will you track?










“A Little Neglect May Breed Great
Mischief”

For want of a nail, the shoe was lost.

For want of a shoe, the horse was lost.

For want of a horse, the rider was lost.

For want of a rider, the message was lost.
For want of a message, the battle was lost.
For want of a battle, the kingdom was lost,
And all for the want of a horseshoe nail.

-- Benjamin Franklin, Poor Richard’s Almanac 1758




Testing the

Process

1.Scenarios — does it solve the
problem?

2.Follow the process two or three steps
beyond to gauge its impact on other
processes

3.Take the customer’s eye view.
4.Take the employee’s eye view.

5.What effect does it have on the
budget/bottom line?
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They are in accordance with the organizational
values

They align with the legislation, i.e. business laws
You are convinced after reading them that your
organization will function efficiently

They promote fairness in decision-making and
continuity in operation of the business

They give the staff authority and power to be
effective

They save time in dealing with problems and
handle them quickly

They promote stability and equality among the
employees

The performance of the employees is assessed
The responsibilities of the employees are laid
out






Business
Process
Model and
Notation

Finder Finder




Process to be documented

Table Purpose Responsible Group/Role Sub Process
Step 1
Step 2
Step 3
Step 4
- —
v
<
v



BUSINESS PROCESS DOCUMENTATION

Process Flow

Responsible Role To Be Informed Documents

Step 1

Step 2

Step 3

Step 4

Step 5

Step 6

Step 7
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. Stick to one process at a time.
. Break down the big picture into sub-

Processes.

. Make a flowchart.

. Keep it as short as possible.

. Refer to people by title, not name.

. Make it clear how processes connect

to each other.

. Make documents editable and

accessible.

. Label process documents carefully.

Gotta fix that.

Make changes,
then return to the
last question you

answered.

You

Congrats!
have a beautiful diagram.

LOGO



Customer Journey Design

sample
text.

sample sample sample
text. D text. text. sample
— D text. i i
[\

& 00 B E
Q g

g sample & &

sample text. text

sample
text.

- 6

sample text.
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Online Class Posting Process
David M. Graham

Online Class Posting

k4

.

Class
Subject, Time
and Date
Confirmed

Class
information
submitted to
Graphics

Posting
details
verified

Class posted
in SMNA App

Posting
details
verified

!

Graphics
posts class
information

on Events

page

T

Graphics
confirms
posting

IT notified of
posting

Class putin
correct
chronological
order




PROCESS MAPPING ICONS

Start / Finish Task /
Activity

Data Input / Sub-Process

Output

Manual Input Manual
Task

Electronic Online

Storage Activity

OdU©

Decision

Delay

Manual
Filing

Process
Connector

C(C
.
-

Connectors

Stored Data

Document

Preparation



PROCESS MAP EXAMPLE - HIRING INTERVIEW PROCESS

A PROCESS MAP
Start / Finish Task / . — |
Input / Output Activity Decision Flow
Hiring Interview Process
NO Inform
Applicants
Review & NO
START Score Inform END
Resumes Resumes Applicants Rejection
Schedule Interview
Interview & Score
YES

YES

Negotiate

END
Offer Letter



HIRING INTERVIEW PROCESS

Start / Finish
Input / Output

Hiring Interview Process

START
Resumes

Task /
Activity

Review &
Score
Resumes

NO

YES

Inform
Applicants

Schedule
Interview

Interview
& Score

Decision

NO

YES

Inform
Applicants

Negotiate

Flow

END
Rejection

END
Offer Letter



PROCESS MAP EXAMPLE - HIRING INTERVIEW PROCESS W/ SWIM LANES

HIRING INTERVIEW PROCESS WITH SWIM LANES

HUMAN RESOURCES
RESPONSIBLE

START
Resumes

Review &
=» Score
Resumes

FUNCTIONAL TEAM
IS RESPONSIBLE

NO Inform
"| Applicants
YES | Schedule
"| Interview
Interview

?

Interview
& Score

NO

Offer?

YES

"| Applicants

Inform

Congratulate | |

& Negotiate

END
Rejection

END
Offer Letter
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Swim Lane Metaphor for PowerPoint

Sample Text l
Sample Text —_>

S Sample
Text

>
>

Text Here

Text Here

Sample Text

> Sample Text Sample Text j

Text Here
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Consumer

Marketing

Consumer learn

Create marketing|
Campagns

of product

Mo sales lead

Sell to CONSUME ey

Marketing finds

sales leads

Sales receives
lead

Success helps
retain Consumer
as a customer

























1.Starts with good design

2. Testing

Creating a

Process From 3.Then comes good execution
Scratch

4.Evolution through re-evaluation

5.Good results are automatic




PROCEDURES
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PROCESS

2

y 4

Pastry Chef
Creates Pastry

Order Passed
to Pastry Chef
()
v
Customer CSR Qualifies Special
Orders Pastry Order Order?

U

Y

= [ ]
EQ Procedure E@ Procedure

Pastry Chef
Passes Order
to CSR

l

CSR Fills Order

g
Y 4

CSR Receives
Payment




Characteristics

of a Procedure

1.Does not cross departments (i.e.,
either performed by single person, or
people all in the same department)

2.Names the roles involved

3.Does not involve decision-making
4.1s step-by-step

5.1s linear

6.Is usually hands-on



PROCEDURES —







1. Have the person who actually performs the
procedure create the checklist (no judgment)

2. Have that person’s supervisor annotate the
checklist

Creati ng 3 3. Have an independent expert evaluate the
checklist (if possible)

Procedure

4. Do a huddle (committee evaluation and
amendment)

5. If procedure is customer-facing, have a third
party evaluate it from customer’s point of
view




1. DO write them down
2. DO include all steps

3. DO get appropriate input from everyone
involved

Procedure Dos | ,
4. DON’'T be ambiguous

and Don’ts

5. DON’T leave room for interpretation

6. DON’T ignore the needs of the person
performing the procedure

7. DON’T assume anything




CREATING THE

-d T hen

PROCEDURE STATEMENT




Server Sidework Checklist

Opening Sidework Functions
Week Starting
Station 1 — Wait Station:

Clean & wipe down wait station
Stock & ice down milk & cream

Stock sugar & sweeteners, coffee, decaf, tea,
bottled drinks

Stock glasses, straws, napkins, coffee cups &
saucers

Cut lemons & limes
Ice down garnishes
Brew coffee & tea

Have back-up beverage canisters and CO? tanks
ready to replace empties

Initials

Initials

Initials

Initials

Initials
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Initials

Initials



SERVICE NATION Excavation Start to
O ALLIANCE oo e

Use this checklist any time yvou are performing this type of repair. Don't just assume yvou did everything.

Always double-check and mark each one complete.

Procedure Checklist Diagram/Notes:

j‘mdea inspect the line to verify the issue and have the Use this area to write, draw or skefch
out anything useful or unusual

recording reviewed by a supervisor or manager.




SERVICE NATION Excavation Start to
O ALLIANCE oo e

Use this checklist any time yvou are performing this type of repair. Don't just assume yvou did everything.

Always double-check and mark each one complete.

Procedure Checklist Diagram/Notes:

j‘mdea inspect the line to verify the issue and have the Use this area to write, draw or skefch
out anything useful or unusual

recording reviewed by a supervisor or manager.

erite a proposal and have the customer sign it.




SERVICE NATION Excavation Start to
O ALLIANCE oo e

Use this checklist any time yvou are performing this type of repair. Don't just assume yvou did everything.

Always double-check and mark each one complete.

Procedure Checklist Diagram/Notes:

j‘mdea inspect the line to verify the issue and have the Use this area to write, draw or skefch
out anything useful or unusual

recording reviewed by a supervisor or manager.

erite a proposal and have the customer sign it.

ij:ate the line and mark in green paint.




SERVICE NATION Excavation Start to
O ALLIANCE oo e

Use this checklist any time yvou are performing this type of repair. Don't just assume yvou did everything.

Always double-check and mark each one complete.

Procedure Checklist

j‘mdea inspect the line to verify the issue and have the

recording reviewed by a supervisor or manager.
erite a proposal and have the customer sign it.

ij:ate the line and mark in green paint.

The job WILL MNOT be started until this is done.

Ticket Number

ZHEIUE the utilities located and record the ticket number.

Diagram/Notes:

Use this area to write, draw or skefch
out anything useful or unusual



SERVICE NATION Excavation Start to
O ALLIANCE oo e

Use this checklist any time yvou are performing this type of repair. Don't just assume yvou did everything.

Always double-check and mark each one complete.

Procedure Checklist

j‘mdea inspect the line to verify the issue and have the

recording reviewed by a supervisor or manager.
erite a proposal and have the customer sign it.

ij:ate the line and mark in green paint.

The job WILL MNOT be started until this is done.

Ticket Number 74[54794

ZHEIUE the utilities located and record the ticket number.

Diagram/Notes:

Use this area to write, draw or skefch
out anything useful or unusual



SERVICE NATION Excavation Start to
O ALLIANCE oo e

Use this checklist any time yvou are performing this type of repair. Don't just assume yvou did everything.

Always double-check and mark each one complete.

Procedure Checklist

j‘mdea inspect the line to verify the issue and have the

recording reviewed by a supervisor or manager.
erite a proposal and have the customer sign it.

ij:ate the line and mark in green paint.

The job WILL MNOT be started until this is done.

Ticket Number 74[54794

ZHEIUE the utilities located and record the ticket number.

jHave any necessary equipment delivered.

Diagram/Notes:

Use this area to write, draw or skefch
out anything useful or unusual



SERVICE NATION Excavation Start to
O ALLIANCE oo e

Use this checklist any time yvou are performing this type of repair. Don't just assume yvou did everything.

Always double-check and mark each one complete.

Procedure Checklist

j‘mdea inspect the line to verify the issue and have the

recording reviewed by a supervisor or manager.
erite a proposal and have the customer sign it.

Locate the line and mark in green paint.

The job WILL MNOT be started until this is done.

Ticket Number 74[54794

ZHEIUE the utilities located and record the ticket number.

jHave any necessary equipment delivered.

Have the shoring delivered. Make sure that the

tabulated data is included.

Diagram/Notes:

Use this area to write, draw or skefch
out anything useful or unusual



SERVICE NATION Excavation Start to
O ALLIANCE oo e

Use this checklist any time yvou are performing this type of repair. Don't just assume yvou did everything.

Always double-check and mark each one complete.

Procedure Checklist

j‘mdea inspect the line to verify the issue and have the

recording reviewed by a supervisor or manager.
erite a proposal and have the customer sign it.

Locate the line and mark in green paint.

The job WILL MNOT be started until this is done.

Ticket Number 74[54794

ZHEIUE the utilities located and record the ticket number.

jHave any necessary equipment delivered.

Have the shoring delivered. Make sure that the

tabulated data is included.

Diagram/Notes:

Use this area to write, draw or skefch
out anything useful or unusual



j‘-ﬁeriﬁ: the whole crew is trained in trench safety.

22020 Service Mation Alllancea



j‘-ﬁeriﬁ: the whole crew is trained in trench safety.

g Are all employees using the correct PPE?

02020 Service Mation Alliance




j‘-ﬁeriﬁ: the whole crew is trained in trench safety.

Are all employees using the correct PPE?

<)

<)

Have a competent person on site.

02020 Service Mation Alliance




j‘-ﬁeriw the whole crew is trained in trench safety.

Are all employees using the correct PRPE?

<)

Have a competent person on site.

Hold a pre-project safety and procedure meeting.

sy

02020 Service Mation Alliance




j\.ﬁeriﬁf the whole crew is trained in trench safety.
g Are all employees using the correct PRPE?
Have a competent person on site.

Hold a pre-project safety and procedure meeting.

QR

Ensure that there are no conflicts in communication,

Have a bi-lingual employee onsite to act as a spotter.

02020 Service Mation Alliance




j\.ﬁeriﬁf the whole crew is trained in trench safety.
g Are all employees using the correct PRPE?

jHave a competent person on site,

ZHﬂld a pre-project safety and procedure meeting.

Ensure that there are no conflicts in communication,

Have a bi-lingual employee onsite to act as a spotter.

jlsfare the machine operator/operators wearing a

seat belt?

02020 Service Mation Alliance




j\.ﬁeriﬁf the whole crew is trained in trench safety.

Are all employees using the correct PRPE?

<)

Have a competent person on site.

Hold a pre-project safety and procedure meeting.

S

Ensure that there are no conflicts in communication,

Have a bi-lingual employee onsite to act as a spotter.

Is/are the machine operator/operators wearing a
seat belt?

Once the desired trench depth has been reached, install

€ &

the shoring according to the manufacturer's instructions.

02020 Service Mation Alliance




j\.ﬁeriw the whole crew is trained in trench safety.

<)

Are all employees using the correct PRPE?
Have a competent person on site.

Hold a pre-project safety and procedure meeting.

S

Ensure that there are no conflicts in communication,

Have a bi-lingual employee onsite to act as a spotter.

Is/are the machine operator/operators wearing a

seat belt?

Once the desired trench depth has been reached, install

Q& &

Install a ladder (or ladders) to ensure safe egress, if
needed. Ladder needs to extend at least 3 feet above

the top of the trench.

the shoring according to the manufacturer's instructions.
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j\.ﬁeriw the whole crew is trained in trench safety.

<)

Are all employees using the correct PRPE?
Have a competent person on site.

Hold a pre-project safety and procedure meeting.

S

Ensure that there are no conflicts in communication,

Have a bi-lingual employee onsite to act as a spotter.

Is/are the machine operator/operators wearing a

seat belt?

Once the desired trench depth has been reached, install

Q& &

Install a ladder (or ladders) to ensure safe egress, if
needed. Ladder needs to extend at least 3 feet above
the top of the trench.

jSpnils pile at least 2 feet from the trench.

the shoring according to the manufacturer's instructions.
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j\.ﬁeriw the whole crew is trained in trench safety.

<)

Are all employees using the correct PRPE?
Have a competent person on site.

Hold a pre-project safety and procedure meeting.

S

Ensure that there are no conflicts in communication,

Have a bi-lingual employee onsite to act as a spotter.

Is/are the machine operator/operators wearing a

seat belt?

€ &

Once the desired trench depth has been reached, install

the shoring according to the manufacturer's instructions.

Install a ladder (or ladders) to ensure safe egress, if
needed. Ladder needs to extend at least 3 feet above
the top of the trench.

jSpnils pile at least 2 feet from the trench.

Have a Competent Person inspect the trench and the

surrounding area to ensure safety.

02020 Service Mation Alliance




’ SERVICE NATION Excavation Start to

ALL'ANCE Shoring Checklist

Use this checklist any time you are performing this type of repair. Don't just assume you did everything.

Always double-check and mark each one complete.

Procedure Checklist

@/\.’ndeo inspect the line to verify the issue and have the
recording reviewed by a supervisor or manager.
Write a proposal and have the customer sign it.
Locate the line and mark in green paint.
Have the utilities located and record the ticket number.
The job WILL NOT be started until this is done.

Ticket Number #(54794

Have any necessary equipment delivered.

MHave the shoring delivered. Make sure that the
tabulated data is included.

@/Venfy the whole crew is trained in trench safety
Are all employees using the correct PPE?

MHave a competent person on site.

@Ho!d a pre-project safety and procedure meeting.

@/Ensure that there are no conflicts in communication.
Have a bi-lingual employee onsite to act as a spotter.

Mls/are the machine operator/operators wearing a
seat belt?

gOnce the desired trench depth has been reached, install

the shoring according to the manufacturer’s instructions.

Install a ladder (or ladders) to ensure safe egress, if
needed. Ladder needs to extend at least 3 feet above
the top of the trench.

MSpowls pile at least 2 feet from the trench.

Have a Competent Person inspect the trench and the

v

surrounding area to ensure safety.

Diagram/Notes:

Use this area to write, draw or sketch
out anything useful or unusual.

/%& sure Uy loave
e/mag/é room belween

the sidewalkl and the

oloanout.

2020 Service Nation Alliance




%; My Policies, Processes

and Procedures
Where do | keep them?
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Free/Freemium
Hierarchical Note
Takers

* Evernote

e CherryTree

* Microsoft OneNote
 Simplenote

e Zim

 wikidPad

ﬂ' *CherrytreeManual.ctb - P\ Documents - CherryTree 0.33.4

Eile Edit Formatting Tree Search Replace View Bookmarks Import  Export  Help

. e 4 & BHEEE - O |i=Zi=2&= | = B % J | 2 &% 82 aagaah h: hph s &

- Introduction

@ About this manual
-] @ Getting Started

Introduction

- @ Preferences
Al Nodes
- Rich Text
- Plain Text and

g Tree

" Fonts mp (L - = - - HH
_ s an "hierarchal” note taking application, meaning it's

o Links ; in containers, which some programs call "notes" o

rrytree calls 5" If you envision the Cherrytree document
d each "node” branch in that tr ub-nodes as branch
; :t the idea. If you hawve ever used outlining programs [i
» and ||1‘h|-'r'" then Cherrytree will feel very familiar. Howewver,
a place to write notes and to-do items and keeping
a place you can store links, pictures, tables, even entire
an be your one program for all the miscellaneous information you have

~ Miscellaneous

& Cherrytree File
Formats

& Command Line
Options

thm Hrl].:lr'lL_Hd it's @
documents. It ¢
and want to keep. All those little bits of information you have scattered around your
hard drive can be conveniently placed into a Cherrytree document where you can easily
find it.

Just having a place to put notes and bits of information would not be much help if you

1 @ User Interface

& Importing and
Exporting

& Create Table of
Contents

-l @ Inserting Objects

had to go through a lot of trouble finding a particular piece of it. This is where
Cherrytree really excels. It's powerful search functions help you easily and quickly find
anything you hawve put in it. If you can do no more than remember one word of what

@ Drag and Drop
@ Copy and Paste
+ @ From the Toolbar

>

Mode Type: Rich Text

W

you're looking for, Cherrytree

e can find it, fast. As you become more familiar with some of

Cherrytree's dd'u'.:mCI-'d funchun". you will also be able to link related information and

make better use o
So go ahead, gi
started with some of the ba
want to jump ahead to the

[ hHrr"-..-’rrEE atry. In hE' next few pages we'll go over how to get

asic us eople already familiar with outlining software may
more advanced features. However you start, we believe
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Calibri Light

<

Microsoft
OneNote -
* Pages

e Subpages

e Uses HTML

* Pictures

e Links

+ Section

Draw View

20 B I U ¥
Sara's Notebook
Budget overview
Quarterly forecasts

Monthly reports

Initial design concepts

Campaign Meeting No...

Agile planning
Payroll

New lease option
Today's work items

New hires

—|— Page

Sara's Notebook

Alton Lafferty

0 0 ©
-— 1— .
A S A v |i=Z = v | Heading 1 v
0

Monthly reports

Monday, April 16, 2018 1:26 PM

September customers.xls

A B C D E E G H I
1 # First Name Last Name Full Name Gender Birthdate City State Company
2 1 Arina Agapova Arina Agapova F 1/21/56 Seattle WA Liberty's Delightful Sinful
3 | 2 Anisa Alexandrova Anisa Alexandrova F 11/22/88 Los Angeles CA Southridge Video
4 3 Wei Ang Wei Ang B 3/20/72 San Francisco CA VanArsdel, Ltd.
5 4 Dariya Artemyeva Dariya Artemyeva F 1/20/85 New York NY Fourth Coffee
6 5 Bernadette Beasley Bernadette Beasley F 1/8/61 San Diego CA Trey Research
7 6 Jennie Blackburn Jennie Blackburn F 7/23/87 Seattle WA Adatum Corporation
8 7 Al Bozeman Ali Bozeman M 6/7/99 Austin LS Nod Publishers
9 8 Mae Bush Mae Bush F 4/9/96 Denver co School of Fine Art
10 9 Maureen Campos Maureen Campos B 6/2/94 Seattle WA VanArsdel, Ltd.
11 10 Fen Cao Fen Cao F 12/30/56 Chicago IL Wingtip Toys
12 11 Artem Demidov Artem Demidov M 6/2/62 Los Angeles CA Humongous Insurance
13 12 Joshua Doucette Joshua Doucette M 11/8/57 Denver co Fourth Coffee
14 13 Lewis Eck Lewis Eck M 5/30/69 New York NY Relecloud
15 14 Rodrigo Fellows Rodrigo Fellows M 9/9/75 Seattle WA School of Fine Art
16 15 Leon Fleer Leon Fleer M 3/22/56 San Francisco CA Bellows College
17 16 Elena Franklin Elena Franklin F 5/21/74 New York NY Proseware, Inc.
18 17 Bokuyo Fujii Bokuyo Fujii M 1/30/68 Seattle WA Best For You Organics Cc
19 18 Jayne Gould Jayne Gould F 4/1/97 Los Angeles CA Margie's Travel
20 19 Nele Graf Nele Graf F 8/6/60 Chicago IL Wide World Importers
21 20 Emily Gunther Emily Gunther F 5/2/69 Denver co Humongous Insurance
22 21 Lynnette Haley Lynnette Haley F 7/5/57 Austin X Adatum Corporation
23 22 Kitty Hill Kitty Hill F 12/8/81 San Francisco CA Fabrikam Residences
Sheet1

&



Microsoft
OneNote

* Pages

e Subpages
e Uses HTML
* Pictures
 Links
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Microsoft
OneNote

* Pages

e Subpages

e Uses HTML
* Pictures
 Links

0060 w

Things to see at Notre Dame Cathedral

HOME INSERT VIEW

nv X Cut

Copy B | I | U  abe Xpv e A Heading 2

/| To Do .~ Important
Remember for later A Definition
Contact 7% Address

D Paris Trip Planning v r Day Trips x Budget : Reservations || What to Pack \/ To-Do's Research ltinerary | +

CalibriLight ~+| 20 «~| (= =

Heading 1

Paste

‘Q~ Search All Notebooks -t

2 Question
/ Highlight
{, Phone number

Things to see at Notre Dame Cathedral|

Exterior:

@ Add Page

Things to see at Notre Dame Cath...

Places to Stay

¢ Notre Dame's west rose window (largest ever attempted Places to Eat

at the time)

e South tower 13-ton bell (home of Quasimodo!)
e Saint-Etienne portal on the south side of the cathedral

Interior:
e Three stained-glass rose windows
e (Cathedral organs (one of the largestin France)
e Notre Dame's treasury

v/ Pack the camera

[ MEETJOHN AT THE TOWERS @ 4pm

Transportation Information
Historical Details
Photography Ideas

Metro map




ZIM

Pages
Subpages

Uses HTML

Pictures
Links

Search Tools Go Help
N A @ @B @& > 8 m
Forward Notebook Editable Strong  Emphasis Mark Strike Link..  Attach File Calendar

Processes | Refund Process | Home  Policies | Attendance Policy | Drug Policy | Procedures | Clocking In

Attendance Policy
Drug Policy

= Procedures
Clocking In

= Processes

Refund Process

* Notes - Zim

File Edit View |Inset Format
@ | & @

. Sidg_Pqngs Home Back

Index b4
Home

=l Policies 2

Clocking In

Created Monday 08 July 2019

Overview

If your employer allows, you can clock in and out while you're logged in to the When | Work web app from a work computer.
Things to know before you begin

If you don't see the option to clock in, your employer may have turned off the work computer time clock feature.

Your employer can require that you clock in within 5, 15, or 30 minutes of your shift. If you're too early, you may be unable to clock
in.

Your employer can also require that you clock in from a specific location. If you're at the wrong location, you may be unable to

Procedures:Clocking In

0 Backlinks... | INS None




ZIM

Pages

Subpages
Uses HTML
Pictures

Links

* Notes - Zim
File Edit View

[
Side Panes

Index

Home

Policies

Attendance Policy
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Home

Drug Policy

= Procedures

Clocking In

0l

Processes

Refund Process

Insert Format

@ %
Back

Forward

Search Tools

| Notebook Editable |

¥ Processes Home Policies Attendance Policy DrugPolicy Procedures Clocking In | Refund Process

Go

Help
2

Refund Process

Created Monday 08 July 2019
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Emphasis
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100K No
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95K Yes
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Strike
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Model: Decision Tree

Processes:Refund Process
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TAKEAWAYS

Policies — State the goals of the company (think results).
Processes — Show the path to the accomplishment of the goals.

Procedures — The step-by-step “nuts and bolts” of how each process will
be accomplished. Lists the order of the steps, the roles, and what happens
next.

Without All Three, You Run the Risk of Poor Service and Compliance — If
all of these are not documented, your goals may be fuzzy, and employees
may be unclear about their duties and responsibilities.

Use the Steps to Write Effectively — Don’t skip anything, just because it’s
boring or hard. ©

Publish Your Documents for Convenience — Don’t just print them out, put
them in a binder, and never look at them again.

There’s No Harm in Stealing — You don’t have to reinvent the wheel. Find
example policies, processes and procedures that you agree with and
appropriate them.



Everybody’'s Got The






THE END

Thanks for attending this training.

Have a great day!



