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	You should consider how you wish to best present yourself to customers and potential customers, and what procedures can help you achieve this.  
These may include:

· An effective diary system for customer appointments
· Communications.  Do you need a dedicated telephone for business? Think about how you will answer the phone in a businesslike manner. Will you be using email–for example to send estimates or follow up telephone conversations?  
· What time frames will you adopt in your dealings with customers e.g. responding to an enquiry, producing an estimate? Set yourself a ‘service standard’ eg. respond to an enquiry within 24 hours.  (Do not over promise to your customers – better to under promise and over deliver than the other way round.)

· What customer records do you need to keep?
· What marketing records do you need to keep? (e.g. a cold call could become a warm call if agreement is reached to follow up in say 3 months and diarised appropriately)
· What commitment do you intend to give, to integrating environmental best practice into all your business activities?
· What standards do you intend to implement, to integrate equal opportunities and diversity best practice into all your business activities?
Unless you have staff or other help you will have hands-on responsibility for all aspects of running your business.  These responsibilities will include–undertaking the work/servicing customers/marketing/sales/finance and record keeping.  It is therefore important that you give some thought as to how you are going to manage these varied responsibilities effectively, and how much time you will need to devote to each.  Of course that will change with the circumstances of the business, but for example, even if you are heavily involved with one piece of paid work you must always devote time to the activities which will produce the next.
ACTIVITY

Consider what procedures/records you will need to adopt for your business.
What service standards will you set yourself?
The anticipated time for this activity is between 5 and 10 hours
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