CASE STUDY

Global Franchise Standards

and Training for Food Services

Company

BACKGROUND

Shea was contacted by an independent writing company who had procured a
contract to develop content for a food service franchise company. The writing
company was helping to prepare the client to open several stores throughout
New York City and sought our experience and capability to build globally
enforceable standards that did not conflict with local requirements or
customs. The initiative was set to assess legacy policies, conduct onsite and
online workshops to gather input from the business divisions and
stakeholders, and to develop an overarching standard-of-excellence
framework.

The food service franchise company had grown and developed a reputation of
quality and consumer care over decades. After increasing their presence
globally, including the opening of a flagship location in New York City, the
client desired to document both the standards needed to create their
products and the definitive values of the company’s culture.

SERVICES PROVIDED

We conducted interviews, capturing technical knowledge from subject matter
experts (SMEs), and the client’s vision for the business. This development cycle
included:

¢ Identifying and prioritizing three phases of production to provide
immediate benefit and sustain long-term management of cultural impact.

¢ Reviewing legacy materials and style guides in preparation for
onsite workshops.

¢ Traveling to conduct information gathering workshops and develop a
production plan.

¢ Creating protype deliverables to showcase projected end-state standards,
including training guides for internal trainers.

¢ Repurposing content to quickly generate materials for trainees, and
creating complimentary guides detailing policies and standards.

¢ Providing checklists, job aids, and competency assessment tools for
trainers.

¢ Collaborating with the client, external counsel, engineering, and
contractors.

¢ Maintaining detailed document logs.

¢ Establishing a solid reputation of trust and dependability.

PO Box 35260 e Houston, TX 77235 ® Phone +1 713-723-91. Email info@sheaws

CHALLENGES

¢ The need to create globally
enforceable standards that
did not conflict with local
requirements or customs.

RESULTS

¢ All documents were made
available to the company
team through a common
access point, viewable via
tablets and cellphones.

+ Sets of standards were
produced for major
functional areas.

¢ Corresponding sets of
training guides were
produced, totaling over
700 pages of content.

This project demonstrates the
impact that operational
documentation has on a

workplace. These documents
help stakeholders drive their
culture and define the identity of
their brand.
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