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How we treat each other and our clients

The companies we admire most, and those who seem to be weathering the recession best, share one thing in common: a focus on values to create quality for their customers. Not just in terms of the products or services they offer, but in the way they operate, both internally and externally.   Think of the big boys – Apple, Google, even the Container Store -- and how they’ve performed well by paying attention to the company’s internal culture.

Zappos, for example, has made delivering great customer service a way of life.   We aspire to be the Zappos of strategy and research.  Or you could think of us like a great boutique hotel where every room is decorated differently, but there is always a mint on the pillow. This is what we do every day, and we thought we should write it down.  

Taking a page from Tony Hsieh’s book, Delivering Happiness: A Path to Profits, Passion and Purpose, our team sat down together and wrote a list of principles and values about how we work with each other and our clients.  It’s intended it to be a love letter to the people we work for and are lucky enough to work with.  We hope you feel the same.  

Will you take a look and let us know what you think?   

We’d love to hear back from you.

Thanks so much,

The Prosperity Productions Team
_____________________________________________________________


1. We’re enthusiastic – Anyone working on a job for Prosperity Productions is doing it because we want to. We are glad to have work, and we approach it with enthusiasm, even fun (see below!). 

· We include team members as part of the decision-making process.
· When we staff a project, we ask if someone would like to be involved and allow them to say “no thanks,” if the timing, topic, or job isn’t quite right for them.
· Even after a long day (or week!) of work our team members remain good-humored and cheerful.

2. [bookmark: _GoBack]We are flexible – Things change on projects. It’s the nature of the work we do. So, when things change, we stay positive and find ways to do the best possible job for our clients. We don’t get upset when the budget or project parameters change. Instead, we work together to figure out a solution. As for our team, people who get grumpy after 3-4 changes need not apply! 

· Changes are greeted with an open-minded, positive and creative “can-do” attitude – not with push-back.
· The goal is to find a way to make it work.
· When something goes wrong, we spring into action.
· When we’re willing to go with the flow, it is a signal to others that we respect their needs and opinions.

3. We communicate, early and often – We’ll tell you what’s going on, in a way that works for you, and keep you posted as things progress. Our goal is to stay connected to each other as a team and to be in frequent touch with our clients. 

· We provide our team members with any project/client background information that will affect the project management.
· We share updates with all parties, so that informed decisions can be made quickly. 
· If you contact one of us with a question, we will respond quickly. If we don’t have the answer just yet, we’ll give you an estimate for when we will.

4. Everyone is focused on everyone else’s success – That means that we check in to be sure that our clients – and our team members – have what they need, in the way the need it, to help them do their best possible work. Some people want lots of detail; some people want less. Everyone has a different way that works best for him/her. We take the time to understand how we can best serve our clients, so that what we intend to give you – great service and a wonderful experience – is what you actually receive. 

· We make the effort to understand the way that you prefer to work/communicate.
· Prosperity Production team members are actively engaged in helping each other produce the best possible work for our clients.


5. Happy to teach, happy to learn – We have a lot of skills that we’re happy to share with our clients. Our work process is an open book; we are happy to give you as much insight to our ways of doing things as possible. 

· We provide our team with the tools they need to do a top-notch job, including software, equipment, training, etc.
· Clients are invited to learn about our process and philosophy – we believe in transparency.

6. Keep our promises – Whether it’s doing what we say we are going to do when we are going to do it, or simply keeping up with budgets, we keep our word. Now, that being said, sometimes things come up that are unavoidable, project details changes, life happens. Our promise to our clients is this: if there’s a time when we can’t do what we’ve said we’ll do, when and how we’ve said we’ll do it, we communicate with you.  

· If we are working on a report and haven’t got all the details done yet, we’ll let you know what we HAVE done to see if that will work for you or see if we can have a bit more time to get it really right. 
· If our experience tells us there’s a different way to do approach a job than the “usual” way, we’ll discuss the options with you.

7. We are obsessed with details – No, it doesn’t mean we’re perfect with details, just really, really focused on them. Camera people make double sure they have all the equipment, extra batteries and cords they need. Account people double check that they are on track with their work by repeating back verbally or in writing, “So, this is what we’re doing next.” As fast as everyone is working these days, things are bound to fall through the cracks now and then.  Our goal is to think far enough ahead, and with enough focus on details, so that things work as smoothly as possible, even on high-pressure projects.

· Our team gets things done early/set-up early and then double checks that they’re right.
· We proofread important documents and then proofread them again.

8. We have fun  – We really do love what we do. Our goal is to make our work experience as fun as it can possibly be. Better work happens that way.  And more importantly, it’s more fun! Snacks are often involved.

· Our team members regularly go out on “Field-trip Fridays.”
· We celebrate together after pulling off a challenging project.

9. Celebrate the good things – We say thank you a lot.  And we mean it. To each other, to our vendors, to our clients. We think that acknowledging what went right is critical to ensuring that our work is of the best quality and that our team members remain engaged. And isn’t it nice to have all the things you do get noticed and appreciated?

· We compliment first, and then discuss possible improvements.
· We don’t belabor the problems, but instead focus on how to make things better.
· No matter how things proceed, we take the time to say why we like working with each other.
· We assume the best of people. We have found that people usually rise – or fall – to others’ expectations of them.

10. Growing and evolving is key –There are so many ways to improve things: new technology, a better way to track work, who knows? Our goal is to constantly be learning, improving and making things work better, adding to what we’ve done, going beyond what we’ve promised to deliver that little bit of extra you weren’t expecting, then adding that in as a main ingredient the next time. As we’ve said before, we enjoy what we do, so it’s only natural that we continue to challenge ourselves to be the best we can be every day.  

· We welcome suggestions from our clients! 
· We remain open up to discussion or criticism.
· We keep an eye out in the media for ideas, approaches, products, personalities, etc. that could inspire all of us.

11. [bookmark: GoBack]Work to our capacity – We provide our team members with challenges and training opportunities without compromising quality. Our ideal is to have everyone working at his/her highest potential! This approach gives everyone interesting, engaging work, and delivers our best possible product to our clients.


12. Clients are important, and our team members are important – We enthusiastically support our team members’ personal goals in any way we can, but client-related [or project-related] goals take priority.
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