
 
 
 

 
 

 

Revolution #3 Checklist: 
The 5 Costly Sludge Factors 

Causing 80% of Your Costs 

 
 

Access all 4 Revolution Checklists in the January 2015 blog posts at www.AnneCGraham.com. 

 
Unlike New Year’s Resolutions that typically last less than 30 days, New Year’s Revolutions 
act like the flywheel on a bike – they continue to provide forward momentum even when no 
energy is being applied.  So this year, instead of dropping out of the race or pedalling 
furiously, I want you to implement 4 Revolutions that will serve as the flywheel for delivering 
significant financial results for your business this year.   
 
One of the easiest ways to almost effortlessly increase your profitability is to get the sludge 
out of your system that’s caused by recurring issues, regardless of how much you’ve 
invested in Quality. 
 

1. Reliability  

Simply doing what you said you'd do - returning a phone call, delivering on time, 
delivering complete orders right the first time. 

 

2. Assurance 

Conveying a sense of confidence and competence when interacting with a client at 
any stage of the process. Sloppy or incorrect paperwork, the inability to answer a 
question (or worse, making up an answer) or having to escalate simple requests. 

 
 

3. Tangibles  
Imagine going into a nice restaurant and finding the bathrooms are filthy.  Wouldn’t 
you wonder what’s going on in the kitchen?  Tangibles are subtle cues in your 
product, service, packaging, etc. that aren’t what the customer expects as an 
acceptable standard.  
 

4. Empathy 
Ever had a “don’t really care” or “you’re a number” feeling in your interactions with 
your suppliers?  Customers see red when this happens… and look for more reasons 
to complain. 
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5. Responsiveness 

Similar to Reliability yet different, this is the timeliness and completeness you display 
during interactions.   

 
 

Here’s how to use this checklist to get the sludge out of your system.  
 

Go ahead and access a series of 3 free training videos I have for you at 
http://www.ProfitInPlainSight.com/GetQuality.  You’ll find out how to engage your 

customer service team in categorizing every issue that crosses their desk over the course of 
a couple of days to identify the one or two categories with a lot of recurring issues that are 
driving cost into your system.  Engage your team in finding ways to solve those issues for 
good with the Root Cause approach I outline in the video series, and you’ll see bottom line 
impact.  Or, pick up a copy of Profit In Plain Sight at Amazon for less than $25.  I 
guarantee you’ll never look at Quality in quite the same way once you understand the hidden 
side and the opportunities it creates for you to impact your bottom line in a big way that 
conventional cost cutting never can. 
 

 

_____________ You can do it!  You will succeed. ____________ 
 
 

If you’re serious about creating your own 
profit Revolution but know you need a good 
roadmap and feet-to-fire mentoring support 
to make this happen, you’ll want to check 
out www.ProfitU.co for an innovative, in-
house learn-by-doing program with a full 
year of 90-minute-per-week activities where 
you will be personally mentored by me to 
solve the challenges of customer loyalty and 
retention, top- and bottom-line growth, 
differentiating through quality (essential if 
you’ve invested in Lean but your customer 
service lines are still busy), and low-cost, 
low-risk innovation.  Take a quick peek now 
and see if this is for you.  Spaces are limited. 
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