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“Connectivity Issues!”

Recently, my wife and | took 10 days to do a little travelling,
across Montana, ldaho and into Washington. As we were pass-
ing through Walla Walla (WA), we found ourselves eating break-
fast at a delightful little restaurant called Bacon and Eggs. As we
awaited our order, | watched and listened to the service staff.
They were the picture of hustle, swiftly moving from task to task,

Speaking of playing in the dirt, Josh, his wife since 2007

and their 2 children live on a small farm where he is
kept busy tilling and moving sprinklers. His passions
include his family and hunting, probably in that order.

Words of wisdom from Chief Clark? “Never forget why
we have a job, to provide the most perfect version of
ourselves to the customer every time without excep-
tion. Don’t be distracted by the nonessential bs life in
the firehouse can bring.” Well said, Chief!

Congratulations Chief Clark! We’ve had many conver-
sations and | am excited to see you in this new role!

purposefully getting customers to ta-
bles, taking orders, hastily delivering
meals. There was very little social in-
teraction, neither between the staff
members nor between staff and cus-
tomers as they were very busy.

As | took in the show, | got to thinking
how | would manage “My” restaurant.
It would be a place with similar layout
and décor; wide open area with some
seating inside and some out. On the door | would have a mes-
sage to customers that says, “Our employees are going to take
the time to connect with each customer.” Also on the door
would be some type of “gauge” that indicated what the staffing
was for the day or even just the period so customers know that
service may be a little delayed. As | interviewed potential em-
ployees, | would tell them that if they didn’t want to make con-

people would work with purpose. And the purpose wouldn’t just

nections, they should consider working elsewhere.
My team would be a group of employees that are
outgoing and curious, interested in making every
customer experience the best.

There wouldn’t be a lot of hustle and bustle, but

be good food; it would be connection. Connection between the
employees, connection between the staff and the customer.
Perhaps we can even create connections between customers, if

they like. Cont. on pg. 2



“Connectivity....” (cont.)

| believe this idealistic approach would create a more
connected community around my little restaurant, a
more fulfilling environment for the employees, and over-
all better customer/diner experience. Now think if we
did the same thing with the fire department. Not just
about going on calls and solving problems but making the
community better. Through each and every contact. Al-
lowing our employees to take the time to make a differ-
ence. Empowering them to “positively impact those”
they serve.

Perhaps this approach would lead to a more fulfilling en-
vironment for our employees and an improved
“customer” experience with 911. The department would
be more connected to the community, and the communi-
ty would feel a part of the department. When the organi-
zation went to the community to ask for help (aka Fund-
ing Initiatives), the community would want to lend a
hand.

What are you doing to make your contacts “Not just
about business” but about connection as well? K
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| created an illustration depicting my belief in the pro-
gression of development. The model, similar to Maslow’s
Hierarchy of Needs, centers around the idea that pro-
gress or growth can only occur once lower levels are ad-
dressed. As an example, without the knowledge of a skill,
you can’t perform the skill. Having knowledge doesn’t
mean you have understanding. Additionally, until you
understand the concept behind a particular skill, you

can’t develop new techniques or approaches.
Here is a bit of a breakdown:

INFORMATION: Simply “stuff” that is held within a book,
manual, mentor, instructor, etc. The information is use-
less unless gleaned by student, but is an incomplete com-
ponent of the process.

KNOWLEDGE:
student becomes knowledge, which becomes appliable to

Information that is transferred into the

accomplish simple tasks but only through following the
established processes.

UNDERSTANDING: Comprehension of the concepts sur-
rounding the information and it’s application.

COMPETENCE: The ability to repeatedly apply the under-
standing of the concepts to arrive at skill success from
different avenues. Developing ability to overcome errors
or mistakes to achieve success.

HIGH PERFORMANCE: Having perfected the skill to the
point failures seldom occur and that you could help oth-
ers grow or could develop new techniques or approaches
to problem solving.

Let me know what you think.

: Having perfected the skill
oint you may be able to share or
hers in the dimension.

E: Applying understanding,

n effectively in the realm.

UNDERSTANDING: Applying the knowledge

skills concept.

4 KNOWLEDGE: Transference of the
/’l information from the source into your bank

of knowledge. N
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Kevin’s Hierarchy of Performance
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