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What’s going on?
Well...plenty - sort of!
My wife Georgie and I have sold our cafe and catering business, after nearly
12 years of ownership. We’re enjoying some time out, including the chance to
have our weekends back again!
In my consulting business I’ve developed a few new services beyond
facilitation of meetings and workshops. Here’s a few examples:

A coaching program for presenters at the 2015 Australasian Fire and
Emergency Service Authorities Council conference
A review of community engagement processes used in major road
infrastructure projects in WA
A review of the availability of rural leadership program across
Australia
Guest presenter on webinars addressing leadership and event
marketing

covered or
questions
you need
answered, just drop me a line:
andrew@andrewhuffer.com.au
and we’ll make it a learning
opportunity for everyone.

www.andrewhuffer.com.au

Remember, I don’t do this to brag! It’s to show that the information you get
in this newsletter isn’t outsourced, grabbed from books or discussion papers.
It’s the real thing.
Now it’s time to grab a cuppa and get ready to apply the lessons from the
last few months...Looking forward to your comments and ideas!
Andrew
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Effective Promotion
What’s so special about you?
...........................................................................................
Are you in business, working within government, not for
profits or corporate organisations?
I can guarantee that you have two common barriers that
you’ll need to overcome in connecting with your clients:
1. The time that they have available to see the value in
what you have ‘on offer’
2. The clutter in the market generated by your competitors

c. Make your client feel at home
People want to be understood and valued. If you can
show that you really understand the challenges your
client faces, and provide them with a solution, they’ll
be more likely to want to work with you.
d.

Form a bond

A shared passion will add to the clients’ sense of
belonging, highlighting that you most likely have
some shared values and that you get where they’re
coming from.
Example USP’s

To make sure that you’re at the forefront of their thinking,
clients need to understand your Unique Selling Proposition
(USP). In broad terms, this should be a short, sharp and
targeted description of your product offering.

Using Michael’s approach, here’s a reworked version
of the USP from the Facilitators Inner Circle…

Here’s an example from our former café and catering
business, “Healthy and delicious food in a place that you’re
welcomed as a friend”.

Reworked USP:

I’ve been testing and refining USP’s with two other
businesses I’ve been involved in, along with those of a
range of clients for several years now. I thought I had a
pretty good handle on it. This all changed when I read a
fantastic article by Michael Henry in the ‘No BS Marketing
Letter,’ one of three paid marketing newsletters that I
subscribe to. (Meaning you get up to date, ready to apply
information that you can go ahead and apply.)
Michael’s tips for developing a killer USP are:
a.

‘Helping you to build your skills to lead effective
decision making and engagement processes.’
‘Practical experience in facilitation and working with
teams that you can tap into directly and apply.’
Competition time!
Righto – you’ve been given the formula and provided
with an example – now it’s time for you to strut your
stuff and develop a killer USP.
Email me your killer USP and be willing to have it
featured in the next newsletter.
The winner will receive a FREE one hour Coaching
Call (valued at $330.00) with me, along with a
selection of marketing resources.

It’s about your client

Make sure your USP focuses on your client - avoid words
like ‘we’ and rework them to ‘you’ to help ensure that it
really is about your client
b.

Old USP:

It’s suited to the results your client is looking for

Helping your client get what they want makes you valuable
to them. Ask them what they want from you - use surveys
and then refine your USP further.

www.andrewhuffer.com.au

PS – I could have delved much deeper with this
article. I’ll be doing exactly that when I’m doing a
full length presentation at the Australasian Pacific
Extension Network Conference. It’s being held in
Adelaide, South Australia from November 10th -12th
2015. Let me know if you’re attending, so that we
can catch up.
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Building Your Team
Why Gordon Ramsay is a Top
Teacher
...............................................................................
Gordon certainly has his critics. His frickin’ foul language can be a bit off-putting for some. Others think
he’s too aggro. I think he’s got lots to teach us – especially about teams.
We’ve been watching his ‘Costa del Mar Nightmares’
and loving it. I like the way we see inside each restaurant business for what it really is. More than anything,
I enjoy the lessons learned and invaluable tips from
each episode.

Autumn 2015
To complicate matters further, they had given this
menu to their new head chef with the assumption that
he would be able to deliver. They hadn’t sat down
with the chef and tested their assumptions, to see if
he could indeed produce such a wide range of dishes
in a timely manner that they customers enjoyed.
Problem 2 – Delegation and communication
They head chef would become overwhelmed when
a flood of orders for maze of different dishes hit the
kitchen – it would certainly freak me out! The problem
was exacerbated when the chef tried to deal with it
all on his own. He had two reasonably skilled local
cooks, who with a bit of direction could have helped
the situation enormously and take the pressure off
the head chef.
Problem 3 – Understanding impacts
The floor staff didn’t know which dishes to recommend as they didn’t have a good handle of the questions to ask, nor the strengths of the kitchen.

Recently he was in Spain, helping an English couple
who were had just opened their dream restaurant and
were hoping for it to be the nest egg of their retirement. They were middle-aged with some experience in Gordon’s solutions.
business, but no hospitality experience. They rang the
‘Gordon hotline’ eight weeks after opening, when they Solution 1. Have the honest conversation.
were losing buckets of money each week.
Gordon met with the owners to explain the issues
and their impacts. In my view he goes a bit hard on
Today we’ll unpack the episode by looking at the roles blaming people, but when the future of their business
of the team, what was wrong and how Gordon waved was on the line I guess he had to get his message
his magic friggin’ wand to fix it.
through. He got them to observe and understand who
their target client was (cashed-up expat locals who
would willingly return) and the types of dishes they
Problem 1 – Confusion of dream with reality
would prefer. He outlined the challenges faced by
The owners had good intentions, but didn’t really unthe kitchen and how this could be addressed with a
derstand the business. With little food experience they reduced menu. Importantly he discussed the need for
designed a very extensive menu with a multitude of
an honest conversation with the chef regarding the
choices, one that they would like if they went out. One chef’s skills and experience and his ability to deliver
of the problems with this is that they hadn’t really con- the new menu.
sidered the customers they were targeting and what
these people really wanted. This also led to:
(Continued on Pg 4)
•
•

Unnecessarily high levels of stock on hand due to
the high number of menu items and ingredients
required to prepare them
Annoying delays for customers caused by the kitchen having to prepare and cook a broader range of
dishes

www.andrewhuffer.com.au
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Building Your Team
Why Gordon Ramsay is a Top
Teacher (cont.)

...........................................................................................
Solution 2 – Work within existing capacity
Gordon drafted the new, reduced menu. He ran it
by the chef and observed the chef practice each
dish and provided feedback that was timely and
specific. He also helped the chef in building his
communication skills, including directly involving cooks in preparation and delivery of the new
menu.
Solution 3 – Guide people to a preferred
action
Finally Gordon held a briefing with all staff. He
guided the floor staff through the new menu so
they could experience each dish for themselves
and therefore be able to accurately describe it
to customers. Importantly, he emphasised which
ones would be the easiest and most profitable
ones to sell, making the floor staff’s jobs more
secure.
It certainly needed a few attempts to get the
system right, but that’s OK, it’s better to aim for
the obtainable goal of excellence rather than the
distant dream of perfection!
Summary
You may not like the way Gordon Ramsay or other
‘celebrity’ chefs operate. My challenge to you is to
put that aside and think of how you can apply the
lessons learnt in your teams and to monitor the
results this produces.
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Facilitation
How the Health System Really
Tested Me
...........................................................................................
My colleague, Margo O’Byrne, has as fantastic mantra of ‘we need to test our assumptions’ when planning and facilitating workshops.
I was able to see this unfold in a different environment in a recent first-hand experience with our health
system. In short, I saw my GP on a Wednesday afternoon and was diagnosed with a leg infection (aka
‘cellulitis’). My expectation was to be given some antibiotics and be able to head for Melbourne the next
day for a series of workshops that I was running.
Instead, the GP gave me that stern look and said,
“get yourself into the Emergency Department as
soon as you can. Beware of going to the private hospitals, they’ll cost you a fortune.” Seemed like sound
advice at the time.
All went well at the Emergency Department. I was
well looked after with plenty of staff on hand. Things
went downhill upon admission to the acute care ward
when I was told, “there are no private rooms available – even with your health cover, other people
need the rooms more than you.” Damn egalitarians!
In I went to a six-bed room, straight across from the
nurses’ station.
My initial roomies consisted of Pauline Hanson’s PR
manager who didn’t want to be treated by anyone
who wasn’t ‘Australian’ and three contenders for the
world snoring championship. After a 100% sleepless
night I managed a brief snooze as the snoring eased.
A new patient was admitted just after 7.00am and
started screaming (delusional hallucinations) and
continued for the next 22 hours – in between her attempted escapes from the hospital. Sigh…
(Continued on Pg.5)

www.andrewhuffer.com.au
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Facilitation
How the Health System Really
Tested Me (cont.)
...........................................................................................

After 36 hours my self-centred, attention-seeking,
compassion-free expectations were that:
(a) All snorers would be placed in a sound-proof
room with a lead-lined door; and
(b) The screamer would be placed in a sound-proof
room with a lead-lined door; or
(c) The screamer would be sedated; or
(d) I would be sedated; or
(e) All of the above.

In amongst all this were the patient buzzers. My assumption relating to these was that a patient would
press their buzzer and this would send a notification to a nurses pager or phone. Wrong! Instead, it
sounded more like a fire alarm going off outside the
door.
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•

The Nurse Manager. Know your people –
have a proper briefing and understand the
key issues, no matter how pressed for time
people are.

PS – I was released back in to the wild a
week later with an even greater respect for
nursing staff and doctors trying to do their
best work within imperfect systems.

Wrapping it up...
Make sure you get the most of my experience from this
newsletter - keep firing through the questions. Email them
to me via andrew@andrewhuffer.com.au
And if you’d like an ongoing dose of facilitation insights,
head to www.facilitatorsinnercircle.com.au and grab our
weekly facilitation tip. It’ll give you practical, ready to apply
information that’ll give you confidence in your role.
PS – I’ll be travelling a fair bit for the remainder of the year. If
you’re based in SA, TAS, Victoria or NSW and want a hand
with a workshop or a catch up for a coffee, let me know.

To put the icing on this ‘woe is me’ tale, first thing
on Day Three the new Nurse Manager arrived. She
used the wrong names for each patient – she called
me Jody. She called Jody ‘Andrew’. We didn’t look at PPS - Be on the lookout for the launch of Facilitation TV, a
all like brother and sister, let alone twins. It gets betweekly series with my colleague, Bevan Bessen, that will
ter - screaming lady had finally fallen asleep at about
provide you with applicable gems every week.
5.00am. At 7.00am Nurse Manager thought it would
be a good idea to wake her to see how she was - bad
Regards,
idea...
So what does all this whinging mean for us as facilitators and team leaders when it comes to testing our
assumptions? Here are my thoughts:
•

•

•

The GP. Make sure people understand the options that they have and the ramifications of
these. Let them make the choice and be responsible for the outcomes.
The six bed room. Get a sound understanding
of who will be in the room and what their needs
will be. If there are any contradictory needs, have
Plan B in place to deal with them.
The buzzer. Keep your processes and systems up
to date and make sure they support rather than
distract participants.

www.andrewhuffer.com.au

Andrew

Disclaimer
Because this information can be used in a variety of ways to fit various
business and personal purposes, Andrew Huffer and Associates Pty Ltd,
will not be responsible for any damages suffered or incurred by any
person arising out of their use of or reliance on this publication or the
information contained herein.
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