
Turning Complaints into 
Opportunities: Customer and 
Client Conflict Resolution

No matter how well-run your 
office is, complaints from 
customers and clients are 
bound to happen. Instead of 
seeing them as setbacks, think 
of them as opportunities to 
strengthen trust and loyalty. 
Handled thoughtfully, a 
complaint can transform a 
negative experience into a 
moment of connection that 
builds lasting relationships. 
Here’s your guide to resolving 
complaints effectively while 
creating a positive impact.

1. Listen Actively
The first step is to truly hear 
the customer or client out. 
Let them share their concerns 
without interruption, and show 
that you’re engaged through 
body language, eye contact, 

or verbal affirmations like “I 
understand” or “I see how 
that could be frustrating.” 
By listening carefully, you’re 
not only gathering important 
information but also showing 
that their feedback matters.

2. Acknowledge Their 
Feelings
Empathy goes a long way. Start 
by validating their feelings: 
“I can see why this situation 
would be upsetting.” This 
simple step can de-escalate 
tension and set the stage for 
a productive conversation. 
Customers and clients want 
to feel heard and understood 
before moving toward a 
resolution.
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3. Apologize Sincerely
Whether the issue stems 
from an error on your end or 
something out of your control, 
a sincere apology is key. Avoid 
shifting blame or making 
excuses. For example, you 
might say, “I’m sorry that this 
happened and that it caused 
you inconvenience. Let’s work 
together to make it right.”

4. Investigate the Root 
Cause
Once emotions have settled, 
focus on understanding 
what went wrong. Ask 
clarifying questions to get 
to the heart of the issue. 
Was there a breakdown in 
communication? A process 
that needs improvement? 
Identifying the root cause not 
only helps resolve the current 
complaint but also prevents 
similar issues in the future.

5. Offer a Thoughtful 
Solution
Tailor your response to 
the specific needs of the 
customer or client. If a 
product or service failed 
to meet their expectations, 
offer a replacement, refund, 
or complimentary service. 
Whenever possible, go beyond 
what’s expected—it’s a small 
gesture that leaves a big 
impression.

6. Follow Up
After resolving the complaint, 
reach out to the customer 
or client to ensure they’re 
satisfied with the outcome. 
A quick email or phone call 
can reinforce their positive 
experience and demonstrate 
that their satisfaction is your 
priority. This follow-up step 
can turn a one-time resolution 
into a long-term relationship.

7. Learn and Adapt
Complaints offer valuable 
insights into areas where 
your business or team can 
improve. Take the time to 
analyze recurring issues 
and implement strategies to 
address them. Share lessons 
learned with your team 
and foster a culture where 
feedback—whether positive 
or negative—is welcomed and 
used for growth.

The Opportunity Behind 
Every Complaint
When you approach 
complaints as opportunities, 
you shift from conflict to 
collaboration. A well-handled 
issue can strengthen your 
reputation and turn frustrated 
customers or clients into 
loyal advocates. Your ability 
to resolve complaints 
effectively isn’t just about 
diffusing tension—it’s 
about demonstrating your 
commitment to exceptional 
service. Every complaint 
is a chance to show your 
customers and clients that 
they’re valued and that you’re 
willing to go the extra mile for 
them. 
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You’ve probably dealt with 
it more than once: that one 
employee who always seems 
to stroll in 10, 15, or even 30 
minutes late. Not just once in a 
while—but regularly. It throws 
off team dynamics, irritates 
coworkers, and sends the 
message that punctuality is 
optional. The trick is handling it 
without creating unnecessary 
drama—or letting it slide until it 
becomes a major problem.
Here’s how to manage 
chronically late staffers in a way 
that’s professional, effective, 
and fair.

Start with a 
Conversation, Not a 
Confrontation
Before you assume 
someone is just being 
careless or lazy, 
have a one-on-one 
conversation. Ask them 
what’s going on in a 
non-accusatory way. 
Sometimes, there’s 
an understandable 
reason—a childcare issue, a 
transportation problem, or even 
burnout—that might be throwing 
off their schedule.
Say something like:
“I’ve noticed you’ve been getting 
in late pretty often these past 
few weeks. Is everything okay?”
This opens the door for an 
honest conversation and shows 
that you’re coming from a place 
of support, not judgment.

Be Clear About Expectations
Once you’ve listened to 
their side, it’s time to reset 
expectations. Don’t assume 
everyone knows how serious 
the impact of lateness can be. 
Explain how it affects workflow, 
team morale, and customer 
service. Be specific about what 
“on time” actually means in your 
office—especially if you allow 
any kind of flexible scheduling.
Then, make sure they 
understand what needs to 
change. You might say:

“Moving forward, I need you to 
be at your desk and ready to 
work by 8:30. Let’s touch base in 
a week and see how it’s going.”
This gives them a clear 
target and sets the tone for 
accountability.

Document, Document, 
Document
If lateness continues, start 
keeping written records. 
Document dates, times, and any 

conversations you’ve had. You 
don’t have to be heavy-handed 
about it, but if the problem 
escalates, you’ll want a paper 
trail. This protects both you 
and the employee by making 
sure expectations were clearly 
communicated and followed up 
on consistently.

Use Progressive Discipline—
But Fairly
If gentle reminders and 
conversations aren’t working, 
it’s time to follow your office’s 
disciplinary process. That 

might mean a formal 
warning, a performance 
improvement plan, or a 
meeting with HR. The 
goal isn’t punishment—
it’s to make sure the 
employee understands 
that punctuality is part 
of the job.
Just be sure you’re 
being consistent. If you 
let one employee slide 
but come down hard on 
another, you’ll create 

resentment and confusion 
across the team.

Offer Flexibility When It 
Makes Sense
In some cases, the issue might 
be resolved with a small shift 
in schedule. If the employee is 
otherwise a strong performer 
and the job allows for it, 
consider whether a different 

continues on page 4
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Let’s be honest—being 
an office manager who 
struggles to get to 
work on time can feel 
a little awkward. You’re 
the one who sets the 
tone for the office, 
enforces policies, and 
expects your team 
to be punctual and 
professional. So when 
you’re racing through 
the door with your 
coffee in one hand and your bag 
half-zipped, it can throw off your 
whole day—and your credibility.
If this sounds familiar, you’re 
definitely not alone. The good 
news is, there are ways to 
turn it around without guilt-
tripping yourself or feeling like 
a hypocrite. It all starts with 

understanding why it happens 
and what you can do to change 
it.

Why Being on Time Matters 
More When You’re the 
Manager
Your arrival time sends a 
powerful message to your 
team. Whether you mean to or 

not, you’re modeling 
behavior every day. 
When you’re regularly 
late, even by just a few 
minutes, it signals that 
punctuality isn’t a top 
priority. That can chip 
away at your authority 
when you ask others 
to be on time—and 
it can quietly breed 
resentment among 
staff who make the 

effort to show up punctually.
Being on time helps you start 
your day with calm and control, 
rather than stress and damage 
control. It sets the tone not just 
for your day, but for everyone 
else’s.

continues on page 5

How to Deal 
with Always-
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(Without the 
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continued from page 3

start time could work. Just be 
sure you apply any flexibility 
policies fairly and communicate 
any changes to the rest of the 
team to avoid confusion or 
perceived favoritism.

Reinforce the Positive
When improvements happen—
even small ones—acknowledge 
them. A simple “Thanks for 

being on time this week. I 
appreciate it” can go a long way 
in reinforcing the right habits. 
Positive feedback shows your 
team that you notice their 
efforts, not just their missteps.
Chronic lateness can chip away 
at your team’s efficiency and 
morale, but it doesn’t have to 
be a permanent problem. With 
a mix of empathy, structure, 
and consistency, you can help 
late staffers get back on track—
and keep your office running 
smoothly. Your leadership sets 
the tone, and when you handle 
tough situations with fairness 
and clarity, your whole team 
benefits. 
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What to Do If You’re 
the One Who’s 
Always Late
continued from page 4

Common Reasons Office 
Managers Run Late
Let’s look at a few patterns that 
might be contributing to your 
tardiness:
	 You focus on your 

arrival time, not 
your departure time. If you 
tell yourself, “I have to be at 
work by 8:30,” that’s fine—but 
what matters more is, when 
do you need to leave the 
house to make that happen? 
Without a firm go-out-the-
door time, it’s easy to cut 
things too close.

	 You don’t account for 
the “unexpected.” Traffic, 
forgotten keys, a coffee spill, 
a kid’s last-minute school 
request—real life doesn’t 
always follow a schedule. If 
you’re not padding your time 
with a buffer for delays, you’ll 
always be scrambling.

	 Your morning routine is too 
ambitious. If you’re trying to 
fit in a workout, make a hot 

breakfast, and catch up on 
emails before you leave, 
it’s no wonder you’re late. 
The morning isn’t the time 
to pack in extra tasks—it’s 
the time to simplify.

Habits That Can Help You 
Be On Time—Consistently
Here’s the good news: 
Punctuality isn’t a personality 
trait. It’s a series of habits 
you can build like anything 
else. Try these strategies:
	 Reverse-engineer your 

morning. Work backward 
from the time you want 
to walk into the office, not 
just pull into the parking lot. 
Then figure out what time 
you need to leave home, 
and make that your non-
negotiable departure time.

	 Add a buffer. Build 
in an extra 
10–15 minutes 
to your routine 
for unexpected 
delays. If 
nothing goes 
wrong, great—
you’ve bought 
yourself some 
breathing room. If 
something does, 
you’re not already 
behind.

	 Prep the night before. Lay 
out your clothes, pack your 
lunch, get your bag ready, 
and make a quick checklist of 
the next day’s top priorities. 
That five or ten minutes in the 
evening can save you double 
that in the morning—and 
reduce your stress.

	 Go to bed on time. It’s not 
always easy, but a good 

morning starts the night 
before. When you’re well-
rested, you’re far more likely 
to stick to your routine and 
avoid last-minute dawdling or 
hitting snooze five times. Or 
sleeping right through your 
alarm, which can get the day 
off to a terrible start.

	 Use gentle but firm 
reminders. Set a “wrap-up” 
alarm to start getting ready 
to leave the house. Treat your 
departure time the same 
way you would treat the start 
time for a meeting with your 
boss—non-negotiable.

Be Honest and Own the 
Change
If your team has noticed 
your tardiness, you don’t 
need to make a dramatic 
announcement—but it doesn’t 
hurt to acknowledge the shift. 
You might say something like:
“I’ve been working on getting in 
a little earlier and giving myself 
more time in the morning. It 
makes a difference.”
That small statement can 
reinforce your leadership and 
show your team that you’re not 
above making improvements 
too. 
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Do I Fire an Employee Who 
Doesn’t Deserve It?
By Lynne Curry

Question:
When our newly hired general 
manager pulled me into his 
office this morning, he asked 
me to fire an employee, an 
individual I know well and who’s 
always impressed me as a hard 
worker. I run our company’s HR 
department. I asked, “Could 
you give me the details, so I can 
create a solid case for our file?”
The GM, a fifty-something 
white man with MBA hired by 
our owner to run our company 
when he retired to Arizona, 
said, “He just doesn’t fit in. 
Use employment at will.” 
His tone implied I didn’t 
understand my job.
While I understand we’re 
an employment at will 
state, this is the second 
employee the CEO has 
directed me to fire since 
he arrived two months 
ago. Both employees are 
black, and both worked 
hard. I started to argue 
but stopped when I saw 
the look on the CEO’s 
face. He’s made it clear before 
when I’ve questioned him that 
he expects obedience.
I’m uncomfortable firing 
employees who don’t deserve 
it. The earlier termination didn’t 
bother me so much because 
when I met with the woman, she 
laughed and said, “I knew when 
he called me ‘uppity’ I wasn’t 
long for this company.”

I don’t want to risk my job. Any 
suggestions?

Answer:
You have three choices.
1.	 You can follow orders and 

keep your job.
2.	 You can call the owner and 

present your concerns, 
including the risks 
involved in terminating 
two employees without 
solid reasoning. He may be 
able to rein in his new GM, 
and also protect your job, 
particularly if you and he 
have worked well together in 
the past.

3.	 Or you can meet with the 
GM and say, “I want to make 
sure I understand what 
you want from me as your 
HR manager.” If he asks 
why, you can say, “I see my 
role as carrying out your 
directives and protecting 
you and the company. I 
understand employment at 
will, however, policy concerns 

trump employment at will. 
I’m concerned that if we fire 
two people in a row without 
documentation, we may risk 
discrimination or wrongful 
termination lawsuits. The 
employee you directed me to 
fire this morning has a solid 
record.”

If the GM tells you to “let him 
worry about that,” you may 
want to dust off  your resume 
and contact an attorney.
The attorney may advise you to 
document the entire situation 
and take the action ordered, but 
write a confidential, attorney-

protected document 
that explains you took 
the action ordered under 
protest.

Here’s why you want 
your own attorney. 
This situation may 
unravel in one of two 
ways. Your GM may fire 
you because you didn’t 
immediately offer blind 
obedience. If so, you may 
be able to file your own 
lawsuit for retaliation.

Alternatively, either or both 
of the two fired employees 
may sue your company for 
discrimination or wrongful 
termination, naming as 
defendants the company, 
the GM and you as the HR 
professional who carried out the 

continues on page 7
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As an office manager, you’re 
no stranger to challenging 
interactions with customers 
and clients. Whether it’s dealing 
with complaints, navigating 
miscommunications, or calming 
someone upset, your ability 
to handle these situations 
with professionalism and 
composure is a critical skill. 
Mastering the art of diplomacy 
not only helps resolve issues 
but also builds trust and 
strengthens relationships. Here 
are practical tips for managing 
difficult customer and client 
relationships with grace.

1. Stay Calm and Composed
When faced with a difficult 
interaction, your first job is 
to keep your emotions in 

check. Take a deep breath, 
listen carefully, and avoid 
reacting defensively. Your calm 
demeanor will help de-escalate 
tension and set the tone for a 
constructive conversation.

2. Listen Actively
Most customers and clients 
simply want to feel heard. Let 
them express their concerns 
without interruption, and 

show you’re paying attention 
by nodding, maintaining eye 
contact, and repeating back 
key points to confirm your 
understanding. Phrases like, “I 
hear what you’re saying,” or “Let 
me make sure I understand your 
concern” can go a long way.

3. Validate Their Feelings
Acknowledging someone’s 
frustration doesn’t mean you’re 
admitting fault—it shows 
empathy. Statements like, “I can 
see how that situation would 
be frustrating,” or “I understand 
why you’re upset” can help 
diffuse anger and demonstrate 
that you genuinely care about 
resolving the issue.

Do I Fire an 
Employee Who 
Doesn’t Deserve It?
continued from page 6

terminations. If this happens, 
your “your action taken despite 
objection” memo provides you 
with a measure of protection. By 
filing this document with your 
attorney rather than placing it in 
your company’s files, you also 
carry out your fiduciary duty not 
to harm your company.
Good luck.

Lynne Curry, PhD, SPHR, SHRM-
SCP, authored “Navigating 
Conflict” (Business Experts 

Press, 2022); “Managing for 
Accountability (BEP, 2021); 
“Beating the Workplace 
Bully,” AMACOM 2016, 
and “Solutions 911/411.” 
Curry founded www.
workplacecoachblog.com, 
which offers more than 
700 articles on topics such 
as leadership, HR, and 
professional development 
and “Real-life Writing,” https://
bit.ly/45lNbVo.  Curry has 
qualified in Court as an expert 
witness in Management 
Best Practices, HR, and 
Workplace issues. You 
can reach her at https://
workplacecoachblog.com/
ask-a-coach/ or for a glimpse 

at her novels, short stories 
and thought-provoking essays, 
lynnecurryauthor.com. © 2025 

A life-changing, self-training A life-changing, self-training 
manual for navigating difficult manual for navigating difficult 

conflicts and situationsconflicts and situations
No one understands how 
to handle and manage 
conflict like Lynne Curry, 
and no one writes about it 
better. If you ever have to 
deal with conflict (and you 
will), Curry’s book helps you 
identify and improve how 
you handle conflict. This is a 
must read. 

-- Sean Eichrodt, Securities 
and Investigations 
Management, The GEO Group

Order Order 
Now!Now!

continues on page 8

How to Handle Difficult 
Customers and Clients with Grace

http://creativeofficemanager.com
http://www.workplacecoachblog.com/
http://www.workplacecoachblog.com/
https://bit.ly/45lNbVo
https://bit.ly/45lNbVo
https://workplacecoachblog.com/ask-a-coach/
https://workplacecoachblog.com/ask-a-coach/
https://workplacecoachblog.com/ask-a-coach/
http://lynnecurryauthor.com/


Vol.1 | Num. 5 | June 2025 creativeofficemanager.com

8

How to Handle 
Difficult Customers 
and Clients with 
Grace
continued from page 7

4. Stay Professional, Even 
When They’re Not
Difficult customers or clients 
may test your patience, but 
professionalism is your 
superpower. Avoid matching 
their tone or behavior. Instead, 
maintain a polite and steady 
approach. If the conversation 
becomes overly heated 
or abusive, it’s okay to 
pause and suggest a 
follow-up discussion 
when emotions have 
cooled.

5. Focus on Solutions
Once you’ve listened 
and validated their 
feelings, shift the 
conversation toward 
finding a solution. Ask 
open-ended questions 
like, “What can we do 
to make this right?” or “What 
outcome would you prefer?” 
Collaborating on a resolution 
makes the customer or client 
feel valued and helps rebuild 
trust.

6. Know When to Involve 
Others
Some situations may require 
input from higher management, 
specialized team members, 
or external resources. Don’t 
hesitate to escalate the issue if 
necessary. Let the customer or 
client know that you’re bringing 

in someone who can better 
address their needs.

7. Set Boundaries 
Respectfully
While it’s important to 
accommodate customers 
and clients, there are times 
when clear boundaries are 
needed. For example, if a 
request is unreasonable or 
violates company policy, 
explain the limits in a polite 
but firm way. Offer alternative 
solutions whenever possible to 
demonstrate your willingness to 
help.

8. Use Positive Language
Even in difficult conversations, 
the words you choose can make 
a big difference. Focus on what 
you can do rather than what you 
can’t. For instance, instead of 
saying, “That’s not our policy,” 
try, “Here’s what I can do to 
assist you.” Positive language 
keeps the conversation 
productive and solutions-
focused.

9. Learn from the Experience
Every challenging interaction 
is an opportunity to improve. 

Reflect on what went well and 
what could have been handled 
differently. If recurring issues 
arise, consider implementing 
changes to prevent future 
misunderstandings, such as 
updating policies, training staff, 
or improving communication.

10. Don’t Take It Personally
Remember, most difficult 
interactions are not about 
you—they’re about a problem 
the customer or client is 
experiencing. Keep perspective, 
and remind yourself that your 
role is to resolve the issue, not 
absorb the stress. Lean on 

your support network, 
whether that’s your 
team, a mentor, or 
a trusted colleague, 
when you need 
encouragement.

Turning Challenges 
into Opportunities
Handling difficult 
customers and 
clients isn’t just about 
solving problems—it’s 
about demonstrating 
professionalism, 

empathy, and a commitment 
to excellent service. Every 
interaction, no matter how 
challenging, is an opportunity 
to strengthen relationships and 
build trust.
By staying calm, focusing on 
solutions, and learning from 
each situation, you’ll master the 
art of diplomacy. In doing so, 
you’ll not only resolve conflicts 
effectively but also show your 
customers and clients that 
you’re someone they can rely 
on—even in tough moments. 

http://creativeofficemanager.com


Vol.1 | Num. 5 | June 2025 creativeofficemanager.com

9

As an office manager, problem-
solving is one of your most 
important skills. This toolkit 
provides you with a series of 
creative techniques to tackle 
a variety of office challenges, 
from conflicts to tight deadlines. 
Use the following strategies to 
approach problems in new and 
innovative ways.

Creative Problem-Solving 
Checklist

Brainstorming: Open the 
Floodgates of Ideas
 Gather your team and set 

clear guidelines (no idea 
is too small or silly).

 Use prompts like: “What 
would we do if we had 
no budget constraints?” 
or “What’s the opposite 
of how we normally 
approach this?”

 Write down all ideas 
before discussing their 
feasibility.

Mind Mapping: Organize 
Your Thoughts Visually
 Start with the central problem 

in the middle of a page or 
digital tool.

 Create branches for related 
solutions, ideas, and potential 
resources.

 Identify connections between 
the branches and refine your 
focus on the most promising 
paths.

Reverse Engineering: Work 
Backwards to Find Solutions
 Visualize the end goal.
 Map out the steps required to 

reach that goal.
 Work backward to identify 

where bottlenecks or 
inefficiencies might occur.

 Prioritize essential tasks and 
eliminate distractions.

SCAMPER Technique: 
Innovate by Tweaking Ideas
 Substitute: Can you replace 

something in the process to 
save time or money?

 Combine: Can you merge 
tasks or resources to 
streamline the process?

 Adapt: Can you modify an 
existing solution to solve the 
problem?

 Modify: Can you change the 
approach or scale of the 
solution?

 Put to Another Use: Can you 
repurpose existing tools or 
methods?

 Eliminate: What can be 
removed to simplify or reduce 
costs?

 Rearrange: Can you alter the 
order of tasks or steps for 
better results?

Role-Playing: Gain New 
Perspectives

 When resolving conflicts, 
assign roles to the 
involved parties.

 Encourage individuals to 
speak from each other’s 
perspectives.

 Discuss potential 
resolutions and identify 
compromises from the 
role-played scenarios.

The “What If” Game: 
Stretch Your Imagination

 Ask, “What if we had 
unlimited time/resources/
budget?”

 Ask, “What if we had to solve 
this problem without using 
any traditional methods?”

 Identify any new insights 
or simpler approaches 
that emerge from these 
hypothetical scenarios.

The Creative Problem-Solver’s Toolkit: 
A Checklist for Office Challenges

MANAGER’S TOOLBOX

continues on page 10
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Using Performance Improvement 
Plans (PIPs) Effectively with Staff

TOOLBOX: The 
Creative Problem-
Solver’s Toolkit: A 
Checklist for Office 
Challenges
continued from page 9

Collaborative Problem-
Solving: Leverage Diverse 
Perspectives
 Involve team members from 

various departments or with 
different expertise.

 Hold cross-departmental 
brainstorming sessions to 
gain fresh ideas.

 Encourage all team members 
to share their perspectives 
freely.

 Use diverse feedback to 
refine solutions and ensure 
all angles are covered.

How to Use This Toolkit:
Step 1: When faced with a 
problem, choose 2-3 techniques 
from this list to apply to your 
situation.

Step 2: Work through each step 
methodically, keeping track of 
ideas, solutions, and insights.
Step 3: Evaluate the results. If 
necessary, revisit your process 
and adjust strategies for 
improvement.
Whether you’re facing a tight 
deadline, resolving a conflict, or 
working with limited resources, 
this Creative Problem-Solving 
Toolkit will help you approach 
each challenge with creativity 
and confidence. 

One of the toughest 
parts of your job 
is addressing 
underperformance. It’s 
never fun to have those 
difficult conversations, 
but when handled 
thoughtfully, they 
can be a real turning 
point—not just for the 
employee, but for your 
whole team. That’s 
where a Performance 
Improvement Plan (PIP) 
comes in. Done right, a PIP 
isn’t a punishment—it’s a tool 
for clarity, accountability, and 
support.
A PIP is a formal document that 
outlines specific areas where 
an employee’s performance 
needs to improve, along with 
concrete goals, timelines, and 
the resources available to help 
them succeed. It gives both 
you and the employee a shared 

understanding of what needs to 
change and how success will be 
measured.
Start by being specific. Vague 
language like “needs to 
improve attitude” won’t get 
you anywhere. Instead, identify 
exact behaviors or results that 
need attention—for example, 
“incomplete patient intake 
forms,” or “missed scheduling 
deadlines.” Then, outline what 
successful performance looks 
like, such as “accurate intake 

forms submitted by end 
of day,” or “schedule 
finalized and confirmed 
with providers each 
Friday by noon.”
Set a realistic timeline—
typically 30, 60, or 90 
days—and schedule 
regular check-ins to 
discuss progress. This 
isn’t a “set it and forget 
it” process. Frequent, 

supportive conversations can 
make a huge difference in how 
the employee responds. Keep 
the tone constructive. You’re not 
just documenting issues; you’re 
showing that you believe the 
employee can improve and that 
you’re here to help them do it.
Make sure the employee knows 
what support is available. 
That might include training, 

continues on page 11
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	 https://creativeofficemanager.
com/turning-around-
underperformance-strategies-
for-tough-conversations/

	 https://creativeofficemanager.
com/how-to-give-feedback-
that-boosts-performance-and-
morale/

	 https://creativeofficemanager.
com/top-metrics-to-measure-
and-improve-employee-
performance/

Using Performance 
Improvement Plans 
(PIPs) Effectively 
with Staff
continued from page 10

shadowing a more experienced 
coworker, or using a checklist 
to stay organized. If multiple 
team members have had similar 
issues, consider whether a 
systems or communication 
breakdown might be 
contributing—and fix that too.
Of course, not every PIP 
results in a turnaround. If 
performance doesn’t improve 
despite the plan, you’ll have 
the documentation you need to 
take further action. But when 
a PIP does work—and many 
do—it can completely transform 
someone’s confidence and 
contribution.
The key is to approach it as 
a coaching opportunity, not 
a disciplinary hammer. When 

you use a PIP with empathy, 
fairness, and follow-through, 
you’re not just protecting your 
office’s performance—you’re 
also building a culture where 
accountability and growth 
go hand in hand. Employees 
start to see that feedback isn’t 
something to fear—it’s part of 
how your team gets stronger.
And don’t forget: how you 
handle one PIP can echo far 
beyond the individual case. 
Other team members are paying 
attention. When they see that 
issues are addressed clearly, 
fairly, and with genuine support, 
it builds trust in your leadership. 
It shows that expectations are 
real, but so is your commitment 
to helping everyone meet them.
Finally, always take time at 
the end of the PIP period—
regardless of the outcome—to 
meet with the employee and 
reflect. If they’ve succeeded, 
recognize their effort and 
growth. If they haven’t, be direct 
and respectful about next steps. 
Either way, you’re closing the 

loop and demonstrating that 
performance conversations are 
a two-way street, not a one-
sided judgment.
Handled with care, a 
Performance Improvement Plan 
isn’t just a necessary HR tool. 
It’s a chance to lead with clarity, 
compassion, and strength—and 
to show that real leadership 
means helping people rise 
to meet challenges, not get 
crushed by the weight of them. 


Adopting new technology can 
significantly enhance office 
operations, but its true value is 
only realized when you evaluate 

its impact effectively. As an 
office manager, assessing 
how new tech influences 
productivity, efficiency, and 
overall office dynamics is 
crucial to ensure that the 
investment is delivering the 
desired results. Here’s how you 
can systematically evaluate the 
impact of new technology in 
your office.

Define Success Metrics
Start by establishing clear 
success metrics to measure the 
impact of the new technology. 
These metrics might include 
productivity levels, cost 
savings, time efficiency, 
user satisfaction, and overall 
performance improvements. 

Is Your New Tech Paying Off? 
How to Evaluate ROI

continues on page 12
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Having specific, measurable 
goals allows you to evaluate 
whether the technology is 
meeting your expectations and 
delivering tangible benefits.

Collect Baseline Data
Before the new technology is 
implemented, gather baseline 
data on the current performance 
and processes. Metrics might 
include the time taken to 
complete certain tasks, error 
rates, or employee feedback 
on existing tools. Baseline data 
provides a point of reference for 
assessing the effectiveness of 
the new technology.

Monitor Usage and 
Performance
Once the new technology is in 
place, closely monitor its usage 
and performance. Track how 
frequently and effectively it is 
being used by your team. Look 
for any issues or challenges 
that might arise and assess 
whether the technology is 
meeting its intended purpose.

Gather Feedback from Users
Solicit feedback from the users 
of the new technology to gain 
insights into their experiences. 
Conduct surveys, hold focus 
groups, or schedule one-on-one 
meetings to understand how 
the technology is impacting 
their daily work. Feedback 
can reveal both positive 
aspects and potential areas 
for improvement. Engaging 

with users helps ensure that 
the technology is meeting their 
needs and addressing their 
concerns.

Assess Impact on 
Productivity and Efficiency
Evaluate how the new 
technology affects productivity 
and efficiency in your office. 
Compare the baseline data with 
post-implementation results to 
measure any improvements. 
Look for changes in the time 
required to complete tasks, 
the accuracy of work, and the 
overall speed of processes. 
Analyzing these factors 
helps determine whether the 
technology is delivering the 
intended operational benefits.

Calculate Cost vs. Benefit
Analyze the cost versus 
the benefits of the new 
technology. Consider both 
the initial investment and any 
ongoing expenses, such as 
maintenance or subscription 
fees. Weigh these costs 
against the improvements in 
productivity, efficiency, and 
other measurable benefits. 
This cost-benefit analysis helps 
assess whether the technology 
provides a good return on 
investment.

Review Integration and 
Compatibility
Assess how well the new 
technology integrates 
with existing systems and 
processes. Evaluate whether it 
complements other tools and 
software in your office and if it 
has streamlined or complicated 
workflows. Good integration is 
key to maximizing the benefits 
of new technology.

Adjust and Optimize
Based on your evaluation, make 
any necessary adjustments 
to optimize the use of the 
new technology. This might 
involve additional training for 
staff, refining processes, or 
addressing technical issues. 
Continuous improvement helps 
ensure that the technology 
remains effective and beneficial 
over time.

Report and Document 
Findings
Document your findings and 
prepare a report on the impact 
of the new technology. Include 
insights from user feedback, 
performance metrics, and 
cost-benefit analysis. Sharing 
this report with relevant 
stakeholders provides 
transparency and helps inform 
future technology decisions.

Conclusion
Evaluating the impact of 
new technology is essential 
to ensure that it meets your 
office’s needs and delivers 
the desired benefits. Regular 
evaluation helps you maximize 
the value of new tech and 
ensures it continues to support 
your office’s goals. 

Is Your New Tech 
Paying Off? How to 
Evaluate ROI
continued from page 11
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