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A WHY IS THIS SKILL IMPORTANT?

Learning goals for this manager session

LEARNING GOALS @& CIRCLE OF OPERATIONAL EXCELLENCE

Operational

Requirements
o The store foundation
Learn the fundamental principles of your store P&L,
and how to analyse, optimize and drive financial

performance within your store, including presentation

Employee Engagement

of store performance review. Store
How we lead

Performance
How we succeed

\ Guest /
Experience

How we interact

How does mastering these skills affect each area within
the Circle of Operational Excellence in your store?

© 2024 JOE & THE JUICE. All rights reserved.
GG



& AGENDA
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d.

Why is this skill important?

How to master the skill
 Principles of your Store P/L
 Drivers — Leading & Lagging KPIs
« Weekly and Monthly

Operational Review
« Opportunity and Smart Actions

Sum-up and Impact

How to apply into practice




WHY DOES JOE & THE JUICE
EXIST AS A BUSINESS?

3.
Take two Post-its and write one reply on each



& EXERCISE

Divide Post-its into Financial and Non-financial - have a discussion on the outcome and the purpose of a business

Financial Non-financial



# STORE PERFORMANCE

WHAT IS AP/L? - FOR YOUR STORE WE CALL IT STORE-LEVEL PROFIT

A Profit and Loss Statement (P&L) shows how much money a business
makes, spends, and keeps as profit over a set time (like a month or year).

It's a clear snapshot of whether the company is making or losing money.

This helps managers understand where money is going and what'’s driving
profits or losses.

It's a key tool for tracking success and planning better decisions.



# STORE PERFORMANCE

YOUR STORE LEVEL PROFIT = THE MONEY YOUR STORE MAKES

o 10 CHF

Revenue
Actuals / Forecast (tCHF) YTD 5 T
A

Revenue 10.894
COGS -1,940 COGS

Direct-Operational-Cost -324 g%%s)t of goods -2.1 CHF

Store Salary -2.680

Delivery Fee -439

Locatinn Cost -1.250 Direct-Operational-Cost _02 CH F

Store-Level Profit 4,261

COGS -18 % Store Salary '3- O CH F
Direct-Operational-Cost -3 %

Store Salary -25 % Location Cost '1 8 CHF |

Delivery Fee _26 % - Regional overhead
Location Cost -11% 2 9 CHF 'HQovefhead.
Store-Level Profit % 39 % Store-Level Profit . = Group Profit

Year-to-date Numbers are a “illustrative” store and CHF example are a period snap-shot as a rough example



EXERCISE

How does working with Operational Requirements, Employee Engagement
and Guest Experience impact the Store-Level Profit?

Operational

Requirements
The store foundation
Store Employee Engagement
Performance How we lead

How we succeed

\ Guest /
Experience

How we interact

Revenue

COGS
(Cost of goods
sold)

Direct-Operational-Cost

Store Salary

Location Cost

Store-Level Profit

10 CHF

ex. VAT

-2.1 CHF

-0.2 CHF

-3.0 CHF

-1.8 CHF

2.9 CHF



STORE PERFORMANCE

Focus on Drivers and Leading indicators - and the Lagging indicators will follow

Drivers

Activities or factors that
influence or cause the results
reflected in your indicators.

“The do’s”

Training Feedback

Leading indicators (KPI)

@

Predict future performance. They
give early signs about whether
you're on track to achieve goals

“The signs”

Tapout
Transactions
Extra topping

Successful QR codes

Lagging indicators (KPI)

Il

Metrics that show the outcomes
of past performance. They tell
you how well you've performed.

“Too late — to do”

REVENUE

10



& LEADERSHIP TRANING TO DELIVER STORE PERFORMANCE

Working together with a review structure already during training period putting the learning into immediate practice

- Recommended sequence RMLP maodule
4~ Moneyball 2.0 Leadership Program Lopr ot w20
Overview of training modules, duration, learning goals, and sequence of becoming a manager
R ) S ¥ ) Ty | ) S ) S ) I ____oh\
Operational ot et U devsorwiroscidiWbocisipe ot s s vty soplioot
. o i erform in m nnu!-gn:mmludu MLval::|:u i pamy rmnm n:::n et Egagesit b e, Pe . Peakon Platform wmm talks I
Requirements - ,
The store . A . e . . ’
foundation /__—— i T o= TR e N I L - T
Recrutment Critical Thinking Shiftplanning 2 ::wpw Chatn Management Shiftplanning 1 Brand Behavior Leadership
f leu'v--‘v-!:;eml and Laarn how to optimize DCWF wml\’-_la create the Learn to opdimize store casts Learr how do creote the Learn how ta increcse the
l V!UIIIHHE’:‘]\:’;(HH\WI! {wwmmmmmrmcr w\'w-—m?s:p;qza;;-wtl rNa( d fo SCMNromm.ﬂ‘ onlmvi rUM part 1 mll,n:‘ﬁ»‘r\::amm
\
Store Employee -———) - - =0 e = e = m e = = =8 -~
Cnboard Pipeline Overview Shiftplanning 3 Disciplinary Actions Shiftplanning mnmm,
Performance Eng ag ement ‘";2:';‘“&:;::”" 1 e ond e you ppaine ol Sufilen part “:.Lm.ﬁ:)‘;:'f;;:”' aveimat S8 :w ;u:u o et han pourel] b
How we succeed How we lead e o it ot o 1
I
u ., = a HF, n = /7
—_ e e e W - e e e - - -
Final Exam Exam Praparation Torch-Bearer Follow-Up Communication Strategic Thinking Store Maintainance
R e —
Guest * Far wll-Gorty in ol Atieral Mischic ko pregram. For sxbomal recrimests: D cosgtinl Jicer, o s Goner ensens ring 16
Experience
How we
interact WORS WORS WORS MORS WORS WORS WORS MORS W
Weekly Weekly Weekly Monthly Weekly Weekly Weekly Monthly W
Operational Operational Operational Operational Operational Operational Operational Operational (0]
Review Review Review Review Review Review Review Review R
Structure Structure Structure Structure Structure Structure Structure Structure S

DURING TRAINING AFTER TRAINING
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& WHAT IS MORS AND WORS?

A proces building Operational Excellence driving strong financial performance

IORS WORS WORS MORS WORS WORS WORS Y (038 WORS WORS WORS MORS
eekly Weekly Weekly Monthly Weekly Weekly Weekly Monthly Weekly Weekly Weekly Monthly
erational Operational Operational Operational Operational Operational Operational Operational Operational Operational Operational Operational
view Review Review Review Review Review Review Review Review Review Review Review

ructure Structure Structure Structure Structure Structure Structure Structure Structure Structure Structure Structure

MORS - MONTHLY OPERATIONAL REVIEW STRUCTURE WORS - WEEKLY OPERATIONAL REVIEW STRUCTURE
WIONTHLY OPERATIONAL REVIEW STRUCTURE & Operato nal Operatwnal
< — R 712 foundagen e i
o COGS -153 n T ST
b=t e Direct-Operational-Cost -13 | ‘
. . i — T Store Salary -214 Store Employee s ' Store Employee
‘ ‘ ‘ E ‘ ‘ Location Cost 2130 Performance Engagement ‘ Performance Engagement
vy S Store-Level Profit 203 How we lead 1 How we succee How we lead
T T v =: T — T = ‘
| | [Z2] L \ cocs e ‘
r : " :: t — . Direct-Operational-Cost -2% Guest ‘ Guest
[ & Store Salary -30% Experience Experience
.  — Location Cost -18 % ° 9

Store-Level Profit % 29%

Focus:

* Monthly smart actions to drive Oprational Excellence and . . .
financial performance » Weekly smart actions to drive Operational Excellence

« Profit and Loss (Store-Level Profit) KPIs and targets * Operational excellence KPIs and targets
» Operational excellence KPIs and targets

Timing: Timing:

« Each month » Each week

« STM presents to and review with DM « STM presents to and review with DM
« DM presents to and review with OM * DM presents to and review with OM

12




& SO HOW DO YOU DO THAT?

WHY IS THE REVENUE
SO LOW?

Notice your immediate feelings and thoughts &




& THE MIND-SET AROUND MORS AND WORS IS ABOUT..

NOT DWELLING ON THE PAST LOOKING AHEAD AND CREATING ACTIONS - WITH A VIRTUE BASED BEHAVIOR
POSITI 3.::3 :?TI TUDE IN;ZZT;I’ON
Our ability to see the coffee Our promise to invite a yonetobea
half full - d th If e mpty part f e
Form & Offer
P SOCIAL TIES GROWTH
WHY? HOW? - WHAT? A
Why did you not...? How can you/we...? f %[A
Why is the......... so low? What can you/we do to increase....?

Our ability to create tru nnections Our ambition to provide personal and
across our stores professional development

Be intentional Be curious

VIRTUE-BASED DIALOGUE PUTS OUR FOCUS AND EFFORTS ON WHAT WE CAN DO

14



& THE FIVE MORS AND WORS KEY STEPS

MORS - MONTHLY OPERATIONAL REVIEW STRUCTURE

1 FILL-OUT
2 ANALYZE

BUILD SMART
ACTIONS

4 MEET &
AGREE
5 EXECUTE

STM - Pre-pare your template by filling out with data

STM - Look for gaps, trends, opportunities - carefully consider line by
line in template, but also your own general observations

STM - Create Smart “5W ONE-LINER” actions

STM & DM - Meet and agree on actions

STM - Plan detailed to-dos and execute
- including delegation to ASTM

WORS - WEEKLY OPERATIONAL REVIEW STRUCTURE

FILL-OUT

ANALYZE

BUILD SMART
ACTIONS

MEET &
AGREE

EXECUTE

STM - Pre-pare your template by filling out with data

STM - Look for gaps, trends, opportunities - carefully consider line by
line in template, but also your own general observations

STM - Create Smart “5W ONE-LINER" actions

STM & DM - Meet and agree on actions

STM - Plan detailed to-dos and execute
-including delegation to ASTM

WORS - WEEKLY OPERATIONAL REVIEW STRUCTURE

FiLL-uU1

ANALYZE

BUILD SMART
ACTIONS

MEET &
AGREE

EXECUTE

S1M - Pre-pare your tempiate oy rilling out with aata

STM - Look for gaps, trends, opportunities - carefully consider line by
line in template, but also your own general observations

STM - Create Smart “5W ONE-LINER" actions

STM & DM - Meet and agree on actions

STM - Plan detailed to-dos and execute
-including delegation to ASTM

WORS - WEEKLY OPERATIONAL REVIEW STRUCTURE

FILL-OUT

ANALYZE

BUILD SMART
ACTIONS

MEET &
AGREE

EXECUTE

STM - Pre-pare your template by filling out with data

STM - Look for gaps, trends, opportunities - carefully consider line by
line in template, but also your own general cbeervations

STM - Create Smart “5W ONE-LINER" actions

STM & DM - Meet and agree cn actions

STM - Plan detailed to-dos and execute
-including delegation to ASTM

WORS - WEEKLY OPERATIONAL REVIEW STRUCTURE

FILL-OUT

ANALYZE

BUILD SMART
ACTIONS

MEET &
AGREE

EXECUTE

STM - Pre-pare your template by filling out with data

STM - Look for gaps, trends, opportunities - carefully consider line by
line in template, but also your own general observations

STM - Create Smart “5W ONE-LINER" actions

STM & DM - Meet and agree on actions

STM - Plan detailed to-dos and execute
-including delegation to ASTM

15



& STEP 1 - FILL-OUT

MORS - MONTHLY OPERATIONAL REVIEW STRUCTURE

1 FILL-OUT B STM - Pre-pare your template by filling out with data
>  ANALYZE STM - Look for gaps, trends, opportunities - carefglly consider line by
line in template, but also your own general observations

[=—=

BUILD SMART
ACTIONS

MEET & .
4 AGREE STM & DM - Meet and agree on actions
STM - Plan detailed to-dos and execute
5
S - including delegation to ASTM

STM - Create Smart “5W ONE-LINER” actions

et NP S e R 0PI AT S AL IR ST STUR T e e e

FILL-OUT  STM - Pre-pare your template by filling out with data

Nz ?— ST T Y

ine in template, but also your own general cbservations

BUILD SMART “ " oot
ACTIONS STM - Create Smart "5W ONE-LINER" actions
MEET & ]

AGREE STM & DM - Meet and agree on actions
EXECUTE STM - Plan detailed to-dos and execute

-including delegation to ASTM

NS S e one AT AL PSS TRESTURSS e e e

FiLL-uU1 S1M - Pre-pare your tempiate oy rilling out with aata

SUANALYZE r— Ao S, U, T L. SO S Y.

e in template, but also your own general observations

BUILD SMART " L
ACTIONS. STM - Create Smart “5W ONE-LINER" actions
MEET & .

AGREE STM & DM - Meet and agree on actions
EXECUTE STM - Plan detailed to-dos and execute

-including delegation to ASTM

N RS ER e OR T TA T AL B SATRATUR S e o e

FILL-OUT  STM - Pre-pare your template by filling out with data

ALY z £ SRR (N0 /SN, O, IR NN R B

line in template, but also your own general cbeervations

BUILD SMART “ P
ACTIONS. STM - Create Smart “5W ONE-LINER" actions
MEET & .

AGREE STM & DM - Meet and agree cn actions
EXECUTE STM - Plan detailed to-dos and execute

-including delegation to ASTM

Iﬂd"_o-\—_l-_t_ - -
FILL-OUT  STM - Pre-pare your template by filling out with data

U ANALYZE ST SOOI, N, ot S Oy o R

line in template, but also your own general observations

BUILD SMART “ " oot
ACTIONS STM - Create Smart “5W ONE-LINER" actions
MEET & ;

AGREE STM & DM - Meet and agree on actions
EXECUTE STM - Plan detailed to-dos and execute

-including delegation to ASTM

16



# AND WE HAVE TEMPLATES TO FOCUS THE DIALOGUE

One for MORS (MONTHLY) - and you will train every month using it (On the job training)
- focus is on Store Level Profit and Operational Excellence with monthly Smart Actions

MONTHLY OPERATIONAL REVIEW STRUCTURE

Date:
Name, Store Manager:
Name, District Manager:

Part 1 - REVENUE

REVENUE 0,00% I REPORTS
0 g Difference o D
Tapout 0,00% Tapouts COGS Report
Transactions SSS: 0,00% Transactions SSS New Sales Report
Extratopping 0,00% Extra Topping Special Report
Successful reciept QR codes scans 0,00% Successful reciept QR codes scans  Special Report
Ticket size 0,00% Ticket Size New Sales Report
Part 2 - DOC COST
0 g dge 0 D
DOC% 0,00%
0 Difference o D
RiskProof monitor score: 0,00% RiskProof RiskProof
Overdue defects: 0,00% Overdue Defects RiskProof
Audit actions needed: 0,00% Audit Actions RiskProof
External cleaning completion 0,00% External Cleaning PnlL
Part 3 - SALARY COST
Performance Budget Vs. Budget Smart Action DM Input
| o006 [ _______ [ |
Performance Target Difference +/- Smart Action DM Input
Productivity 0,00% Productivity Salary Controller
CWT 0,00% CWT Salary Controller
SOM% 0,00% SOM% Salary Controller
OPTIMAL HOURS 0,00% Optimal Hours Salary Controller
Part 4 - COGS
Performance Budget Vs. Budget Smart Action DM Input
coese __________|_________[| _________| oo [ ____________________________________ | ____________________________|
Performance Target Difference +/- Smart Action DM Input
Waste cost 0,00% Waste Cost New COGS Report
EMP% 0,00% EMP% New COGS Report
Unregistered waste cost 0,00% Unregistered Waste New COGS Report
2G0% 0,00% 2G0% New COGS Report
Part 5 - STORE LEVEL PROFIT
Performance Budget Vs. Budget Smart Action DM Input
STORE LEVEL PROFIT% 0,00%

STANDARD REPORTS:

P&L Report - MONTHLY

Sales report - WEEKLY + MONTHLY To be filled as part of STM or DM preparation

Guest experience report - WEEKLY + MONTHLY

Commercial iniative report - WEEKLY + MONTHLY « Performance: Using various reports as show (consolidated reports under development) for performance
ekt o + Targets: Use Store/District specific when available — otherwise Country or Global to be used

COGS report - WEEKLY + MONTHLY
Salary Report - WEEKLY + MONTHLY




4 AND YOU HAVE TEMPLATES TO FOCUS THE DIALOGUE

One for WORS (WEEKLY) - and you will train every week using it (On the job training)
— focus is on Operational Excellence with weekly Smart Actions

WEEKLY OPERATIONAL REVIEW STRUCURE

Date:
Name, Store Manager:
Name, District Manager:

RiskProof monitor score:
Overdue defects:
Audit actions needed:

Area Performance Target Difference Smart Action

Part 1 - Operational Requirements - Store Foundation

DM Input

Area Performance Target Difference
Employee Turnover
Employee engagement

Smart Action

Driver 1
Driver 2
Driver 3

Part 2 - Employee Turnover - How we lead

DM Input

Area Performance Target Difference
Total complaints per 1.000 transactions
Employee Seniroity

Productivity

Avg. App rating

Training completion

CWT

Smart Action

Part 3 - Guest Satisfaction - How we interact

DM Input

Area Performance Target Difference
Transactions SSS:

Extratopping

Successful reciept QR codes scans
Ticket size

Storesalary%

SOM%

Smart Action

Part 4 - Store Performance - How we succeed

DM Input

STANDARD REPORTS (DISTRICT REVIEWS):

P&L Report - MONTHLY

Sales report - WEEKLY + MONTHLY

Guest experience report - WEEKLY + MONTHLY
Commercial iniative report - WEEKLY + MONTHLY
Delivery report - WEEKLY + MONTHLY

App Report - WEEKLY + MONTHLY

COGS report - WEEKLY + MONTHLY

Salary Report - WEEKLY + MONTHLY

STANDARD REPORTS (STORE REVIEWS):

P&L Report - Weekly + Monthly

Sales report - Weekly + Monthly

Guest Experience Report - Weekly + Monthly
App Report - Weekly + Monthly

COGS Report - Weekly + Monthly

Salary Report - Weekly + Monthly

To be filled as part of STM or DM preparation

Performance: Using various reports as show (consolidated
reports under development) for performance

Targets: Use Store/District specific when available —
otherwise Country or Global to be used

18



& STEP 2 - ANALYZE

MORS - MONTHLY OPERATIONAL REVIEW STRUCTURE

1 FILL-OUT B STM - Pre-pare your template by filling out with data
>  ANALYZE STM - Look for gaps, trends, opportunities - carefglly consider line by
line in template, but also your own general observations

BUILD SMART " wo e
ACTIONS STM - Create Smart “5W ONE-LINER” actions

MEET & .
4 AGREE STM & DM - Meet and agree on actions
STM - Plan detailed to-dos and execute
5
S - including delegation to ASTM

WORS - WEEKLY OPERATIONAL REVIEW STRUCTURE

m_ sl A e Tl " il Pl el S e

I line in template, but also your own general observations l
S aerons ST Crdaed San 5w ONELIRER adtigns - = =

ANALYZE STM - Look for gaps, trends, opportunities - carefully consider line by

MEET & )
AGREE STM & DM - Meet and agree on actions
EXECUTE STM - Plan detailed to-dos and execute

-including delegation to ASTM

WORS - WEEKLY OPERATIONAL REVIEW STRUCTURE

o | bl ™ s "k S AL ol "G” Yl

I ANALYZE STM - Look for gaps, trends, opportunities - carefully consider line by I
line in template, but also your own general observations -
L LA o . o o o
A::'TIDNS M— reate mamm-MR actions
MEET & .
AGREE STM & DM - Meet and agree on actions
EXECUTE STM - Plan detailed to-dos and execute

-including delegation to ASTM

WORS - WEEKLY OPERATIONAL REVIEW STRUCTURE

m bl e T " 0 UL el " WG e e

ANALYZE STM - Look for gaps, trends, opportunities - carefully consider line by
line in template, but also your own general cbeervations

e s—— ST 8728, o 7S R IR PR R =

MEET & .
AGREE STM & DM - Meet and agree on actions
EXECUTE STM - Plan detailed to-dos and execute

-including delegation to ASTM

WORS - WEEKLY OPERATIONAL REVIEW STRUCTURE

' bl T ™ T Pl B R Pl Pl e W i s

I ANALYZE STM - Look for gaps, trends, opportunities - carefully consider line by
line in template, but also your own general observations
ASTIONS ST - Ereate Smart 5w ONE-LINER"actions
MEET & .
AGREE STM & DM - Meet and agree on actions

STM - Plan detailed to-dos and execute
EXECUTE
-including delegation to ASTM
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& CASE #1 - MORS

Date:
Mame, Store Manager:
Wame, District Manager:

Performance Budget Vs. Budget

ovmwe | 47sooeno] soseeose | 500 |

Performance Tanget Difference + 3

Tapaut
Transactions S55:

Extra topping
Successful reciept QR codes scans
Ticket size

Performance Budget Vs, Budget

bock | 100w | 00w | oo |

Performance Tanget Differenoce + 3
100.00%

0,00
0,00
100.00%

RiskProof monitor score:

Owverdue defects:
Audit actions needed:
External cleaning completion

Performance Budget Vs, Budget

Performance Target Difference + 3

Productivy

CWT

SOMH:

OFTIMAL HOURS
Emgkayes ENgagemant

Performance Budget Vs. Budget

coasx | 2000% | 2000% [ 0.00%

Perormance Tarnget Difference + 5

‘Waste cost 0.,00%
EMPH: 0,00%
Unregistenad waste 005t 2,00%
260%: 0.00%
Performance Budget Vs, Budiget
STORE LEVEL PROFITH 22 00% 22.00% 0.00%

Additional info

The store is currently facing a period of reduced foot traffic, resulting in a lower volume of in-store activity.

While the staff has been able to manage the current demand effectively, the store is not meeting its target
salary percentage, indicating inefficiencies in labour cost relative to revenue.

Operational Disruption:
A critical machine—the centrifuge—experienced a breakdown, halting production for an entire day. While a
replacement unit was promptly ordered and delivered the following day, the incident caused a temporary

but significant disruption in output.

Employee Engagement:
The store is also experiencing low employee engagement. The prevailing mindset among the staff is

transactional, with many treating their roles as clock-in, clock-out jobs. This lack of motivation and
ownership may be contributing to underperformance in other key areas.

IN GROUPS OF TWO

> Analyse the MORS and decide where you would put attention and why you
want to focus there — make sure to write it down on a Post-It

20



& CASE #2 - MORS

Date:
Name, Store Manager:
Name, District Manager:

Area Performance Budget Vs. Budget

Performance Target Difference +/-

Tapout

Transactions S35

Extra topping

Successful reciept QR codes scans
Ticket size

Performance Budget Vs. Budget

bock | s | 000w | soon |

Performance Target Difference +/-
71,00%
0,00
0,00
100,00%

RiskProof monitor score:
Overdue defects:

Audit actions needed:
External cleaning completion

Performance Budget Vs. Budget
saaRvss | 38,00% | 3200% | 6.00% |
Performance Target Difference +/-
Productivity
CWT
SOM%
OPTIMAL HOURS
Employee Engagement

Performance Budget Vs. Budget
cossx | 2300% | 2000% | 3008 |

Performance Target Difference +/.
Waste cost 1,50%
EMP% 0,00%
Unregistered waste cost 2,20%
2G0% 0,00%

Performance Budget Vs. Budget
STORE LEVEL PROFIT 22,00% 26,00% =4,00%

Additional info

The store recently onboarded a significant number of new juicers, which has led to a decrease in overall
team seniority. While this influx of new hires brings fresh energy, it also presents challenges in terms of
experience and operational efficiency.

As the store prepares for the upcoming high season, the District Manager (DM) has proactively taken
steps to ensure readiness. This includes the procurement of additional equipment and the engagement of
external cleaning services, both of which were implemented last month to enhance the store’s
presentation and functionality.

IN GROUPS OF TWO

> Analyse the MORS and decide where you would put attention and why you
want to focus there — make sure to write it down on a Post-It
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& CASE #3 - MORS

Date:
Name, Store Manager:
Name, District Manager:

Area Performance Budget Vs. Budget

Performance Target Difference +/ §

Tapout

Transactions S55:

Extra topping

Successful reciept QR codes scans
Ticket size

Performance Budget Vs. Budget S
bocx | soow | 1000w | 100w
Performance Target Difference +/ §

45,00%
0,00
0,00
100,00%

RiskProof monitor score:
Overdue defects:

Audit actions needed:
External cleaning completion

Performance Budget Vs. Budget

Performance Target Difference +/ §
Productivity

OPTIMAL HOURS
Employee Engagement

Performance Budget Vs. Budget

| 2200% | 2000% | 2008 |

Performance Target Difference +/ §
Waste cost 2,60%
EMP% 0,00%
Unregistered waste cost 2,20%
2G0% 0.40%

Performance Budget Vs. Budget §
STORE LEVEL PROFI T 26,00% 22,00% 4,00%

Additional info

Over the past month, the store has experienced a sustained increase in customer activity due to a series of
weekend events. These events have significantly boosted foot traffic and contributed to higher revenue
levels.

Following the success of the events, several concerts are scheduled over the coming weekends, which are
expected to continue driving increased customer flow. This aligns with the onset of the high season,
during which consumer demand naturally rises.

Because of this the store and staff is not 100% ready for the following month.

IN GROUPS OF TWO

> Analyse the MORS and decide where you would put attention and why you
want to focus there — make sure to write it down on a Post-It
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& CASE #1 - MORS

@ TAKE ACTION NOW

Impacts revenue

Extra topping and QR codes — gap vs. target

potential to increase Ticket size and off-set drop in

transactions

Impacts
many areas

Employee
Engagement — gap
vs. target. Engaged
team necessary to
lift Revenue.

Impacts SLP

Date:
Hame, Store Manager:
Name, District Manager:

Performance Budget Vs. Budgat

vmwr | 7soow0] soseeone | sudn |

Performance Tanget Difference +/- 3

Tapout
Transactions 555

Extra topiping

Successful reciept QR codes scans
Ticket size

Performance Budget Vs. Budget

bok | 100 | 1000w | soom |

Performance Tanget Difference +/- 3
100.,00%

0,00

000
100,00%

RiskProof monitor score:

Overdue defects:
HAudit actions needad:
External cleaning completion

Performance Budget Vs. Budget

Performance Tanget Difference +/- 3

Productivity
CWT

SOMM
OPTIMAL HOURS
Emplayes Engagement

Performance Budget Vs. Budget

2000% | 2000% | 0.00%
Performance Target Difference +i- 4
‘Waste cost 0,00%:
EMPH% -1, =1 0,00%:
Unregistered wasie cost 2,00%
2G0% 0,00%:
Performance Budget Vs. Budget
STORE LEVEL PROFIT 22 .00% 22 00% 0.00%:

m NO ACTION NECCESARY

Tapout — caused by breakdown of centrifuge and
already solved by new centrifuge

DOC% — caused by breakdown of centrifuge and
already solved by new centrifuge

SALARY% — when revenue is increasing, due to
actions increasing Revenue, SALARY % will drop
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& CASE #2 - MORS

(@): TAKE ACTION NOW

RiskProof monitor score — risk for operation!!!

Salary% and COGS% - optimize efficiency to close
gaps on Productivity and waste to lower Salary and
COGS cost

Impacts SLP

Date:
Name, Store Manager:
Name, District Manager:

Area Performance Budget Vs. Budget

Revewse | 515000,00 | 500000,00 | 3,00%
Pnrfnrrnmu Target I:H'lelnu +/-

Tapout

Transactions 355:

Extra topping

Successful reciept QR codes scans

Ticket size

Performance Budget Vs. Budget

bocx | 1500w | 1000% | soom |

Performance Target Ditfference +/-
RiskProof monitor score: 71,00%
Overdue defects: 0,00
Audit actions needed: 0,00
External cleaning completion 100,00%

Performance Budget Vs. Budget

Performance Target Ditfference +/-
Productivity

CWT

SOM%

OPTIMAL HOURS

Employee Engagement

Performance Budget Vs. Budget
cossx | 2300% | 2000% | 300 |
Performance Target Difference +/-
Waste cost
EMP3
Unregistered waste cost
2G0%:

Performance Budget
STORE LEVEL PROFIT¥ 22,00% 26,00%

Vs. Budget

@ TAKE ACTION LATER

Ticket size and transactions SSS — gap vs. target
potential to increase Transactions and Ticket size
to further increase revenue

m NO ACTION NECCESARY

DOC% - procurement of additional equipment and
engagement of external cleaning services

CWT - considering the low seniority of the Juicers
this will most likely go up without further action
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& CASE #3 - MORS

Salary% -

TAKE ACTION NOW

Impacts revenue

RiskProof monitor score — risk for
operation!!!

invest to keep up with future demand

Impacts SLP

Date:
Name, Store Manager:
Mame, District Manager: o pu—

Area Performance Budget Vs. Budget

Plrfnrrnmu Target I:H'H-rlnn +/-
Tapout

(@): TAKE ACTION LATER

Transactions S5S: , , , Ticket size, extra topping and QR codes -

Extra topping : 11, potential to increase Revenue even furtherin a

e : ' . more sustainable way than relying on events

Ticket size

Performance Budget Vs. Budget
bocx | soow | 1000% | 100 |
Performance Target Ditference +/-
RiskProof monitor score: 45,00%
Overdue defects: 0,00
Audit actions needed: 0,00
External cleaning completion 100,00%

Performance Budget Vs. Budget
sawaws 200w | azo0w | 400w |
Performance Target Ditference +/-
Productivity
CWT
SOM%
OPTIMAL HOURS
Employee Engagement

Performance Budget Vs. Budget

coosx | 2200w | 00w | 200%

Performance Target Ditference +/-

Waste cost : : : COGS%

EMP%
Unregistered waste cost
2G0%

Performance Budget Vs. Budget

STORE LEVEL PROFIT% 26,00% 22,00% 4,00%

— work on efficiency to reduce waste
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& STEP 3 — BUILD SMART ACTIONS

MORS - MONTHLY OPERATIONAL REVIEW STRUCTURE

1 FILL-OUT B STM - Pre-pare your template by filling out with data
>  ANALYZE STM - Look for gaps, trends, opportunities - carefglly consider line by
line in template, but also your own general observations

BUILD SMART " wo e
ACTIONS STM - Create Smart “5W ONE-LINER” actions

MEET & .
4 AGREE STM & DM - Meet and agree on actions
STM - Plan detailed to-dos and execute
5
S - including delegation to ASTM

WORS - WEEKLY OPERATIONAL REVIEW STRUCTURE

FILL-OUT  STM - Pre-pare your template by filling out with data

STM - Look for gaps, trends, opportunities - carefully consider line by
bl Fa. . TOOL. R T, S

I BUILD SMART " - " I
l acTions | STM - Create Smart “5W ONE-LINER" actions

T P B I NN D D BN B BN B . -
AGREE STM & DM - Meet and agree on actions

STM - Plan detailed to-dos and execute
EXECUTE
-including delegation to ASTM

WORS - WEEKLY OPERATIONAL REVIEW STRUCTURE

FiLL-uU1 S1M - Pre-pare your tempiate oy rilling out with aata

STM - Look for gaps, trends, opportunities - carefully consider line by
w1 it o . TN, AP O, VN, S I W

1 '
BUILD SMART  STM - Create Smart “5W ONE-LINER” actions

l ACTIONS
qn-----------l
AGREE STM & DM - Meet and agree on actions

STM - Plan detailed to-dos and execute
EXECUTE
-including delegation to ASTM

WORS - WEEKLY OPERATIONAL REVIEW STRUCTURE

FILL-OUT  STM - Pre-pare your template by filling out with data

STM - Look for gaps, trends, opportunities - carefully consider line by
e’ b it Com N LIV JUURL SR VY. U B

BUILD SMART  STM - Create Smart “5W ONE-LINER” actions I

l ACTIONS
AGREE STM & DM - Meet and agree on actions

STM - Plan detailed to-dos and execute
EXECUTE
-including delegation to ASTM

WORS - WEEKLY OPERATIONAL REVIEW STRUCTURE

FILL-OUT  STM - Pre-pare your template by filling out with data

STM - Look for gaps, trends, opportunities - carefully consider line by
S E s L S O JOURL . TPV OO, Jo

I BUILD SMART " - " I
l AcTions | STM - Create Smart “5W ONE-LINER" actions

-, N N BN BN B B S S B .

AGREE STM & DM - Meet and agree on actions

STM - Plan detailed to-dos and execute
EXECUTE
-including delegation to ASTM
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& MAKE YOUR ACTIONS SMART BY USING THE FIVE W’S

YOUR MANAGER WANTS TO KNOW AND YOUR TEAM WANTS TO KNOW TO FEEL “COMFORTABLE” TO SAY YES

WHY?

WHAT?

WHO?

WHERE?

WHEN?

Why is this Action important?

Ex. My analysis of ... shows, the gap vs. target/process, an opportunity...

What are the deliverables of the Action?
Ex. Training, Employee dev. talks, DOC report, Fewer on Shift...

Who is responsible and involved in the Action?
Ex. Delegate to Liz, train Ben, talk with Zoe, put Lin on morning shift...

Where will the Action be implemented?

Ex. Your Bar, Zoes bar, Liz and Bens bar, customer area, coffee
supplier...

When will the action be done?

Ex. Starting Thursday 9.00 and finishing 12.00, Ben on Thursday 12.15...

Use to build or check your Smart Actions
in WORS and MORS

uuuuuuuuuuuuuuuuuuuuuuuuuuuuuu

Use to communicate effectively with
your manager and team

o]
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A~ TAKE ACTION NOW - ALLOCATE TO GROUPS

@ CASE #1
@ TAKE ACTION NOW

Extra topping and QR codes — gap vs. target
potential to increase Ticket size and off-set drop in

transactions

Employee Engagement — gap vs. target. Engaged
team necessary to lift Revenue.

@ CASE #2
&)’ TAKE ACTION NOW

RiskProof monitor score — risk for operation!!!

Salary% and COGS% — optimize efficiency to close
gaps on Productivity and waste to lower Salary and
COGS cost

@ CASE #3
)" TAKE ACTION NOW

RiskProof monitor score — risk for operation!!!

Salary% — invest to keep up with future demand

29



& EXERCISE

IN GROUPS OF TWO

> You have now hosted your MORS
1 last week with your DM and have
agreed on that your proposed
focus areas are relevant.

»You are now preparing your WORS
for the following week and working
on the focus area you were just
allocated.

Now make a Smart Action for that
week to address your action area
from the MORS

(you can make assumptions for
the missing data)

> Use Five W's to build your action
from before into a
Smart Action — write on a A4

WHY?

WHAT?

WHO?

WHERE?

WHEN?

Why is this Action important?

Ex. My analysis of ... shows, the gap vs. target/process, an opportunity...

What are the deliverables of the Action?
Ex. Training, Employee dev. talks, DOC report, Fewer on Shift...

Who is responsible and involved in the Action?

Ex. Delegate to Liz, train Ben, talk with Zoe, put Lin on morning shift...

Where will the Action be implemented?

Ex. Your Bar, Zoes bar, Liz and Bens bar, customer area, coffee
supplier...

When will the action be done?

Ex. Starting Thursday 9.00 and finishing 12.00, Ben on Thursday 12.15...
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& EXERCISE

L

IN GROUPS OF TWO

»Now make one sentence
describing your Smart Action on a
Post-it

WHY?

WHAT?

WHO?

WHERE?

WHEN?

Why is this Action important?

Ex. My analysis of ... shows, the gap vs. target/process, an opportunity...

What are the deliverables of the Action?
Ex. Training, Employee dev. talks, DOC report, Fewer on Shift...

Who is responsible and involved in the Action?

Ex. Delegate to Liz, train Ben, talk with Zoe, put Lin on morning shift...

Where will the Action be implemented?

Ex. Your Bar, Zoes bar, Liz and Bens bar, customer area, coffee
supplier...

When will the action be done?
Ex. Starting Thursday 9.00 and finishing 12.00, Ben on Thursday 12.15...
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& SMART ACTION EXAMPLES (WORS)

ZN.  CASE #1
TAKE ACTION NOW

Extra topping and QR codes — gap vs. target potential
to increase Ticket size and off-set drop in transactions

WORS SMART ACTION

To start closing the gap on Ticket size and
increase it from 78 to 83 this week, Yellow
Employee Development Talks focussing on Extra
Toppings will be held by myself with all Juicers
during my BTC shifts

Employee Engagement — gap vs. target. Engaged team
necessary to lift Revenue.

WORS SMART ACTION

To increase the Employee Engagement Driver Goal
setting and Strategy as well as supporting an
increased focus on increasing ticket size, | have
planned a team meeting in the bar on Thursday
18.00. Here | will present the current commercial
initiative, goals and the extratopping competition.

@ CASE #2
)" TAKE ACTION NOW

RiskProof monitor score - risk for operation!!!

WORS SMART ACTION

To bring RP monitor score to 100% this week, | will
today in in the Juicerapp stress the importance.
Further ASTM and myself will delegate the tasks
manually for the coming week and praise progress
in Juicerapp daily

Salary% and COGS% — optimize efficiency to close
gaps on Productivity and waste to lower Salary and
COGS cost

WORS SMART ACTION

To start lowering Salary% and COGS cost

1) I have scheduled a meeting on Friday 12.00 with Operational
planner and my DM to get high level input for how we can optimize
shift plans, according to the current state of the stores with new
employees.

2) I will host a meeting on Wednesday 10.00 with my SMs to include
them in the remaining onboarding and training plans that needs to
be executed for new hires with key focus points on product quality.

.7ZN. CASE #3
)" TAKE ACTION NOW

RiskProof monitor score — risk for operation!!!

WORS SMART ACTION

To start improving RP monitor score next week, |
have scheduled Care night for the whole team on
Thursday to address current hygiene of the bar

Salary% - invest to keep up with future demand

WORS SMART ACTION

To keep up with future demand | will, when doing
Shiftplanning Monday afternoon, add 1 Lermo shift pr day
from 9-15
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& STEP 4+5 — MEET, AGREE AND EXECUTE

r-==—=—=—=1

MORS - MONTHLY OPERATIONAL REVIEW STRUCTURE

1 FILL-OUT
2 ANALYZE

BUILD SMART
ACTIONS

4 MEET &
AGREE
5 EXECUTE

STM - Pre-pare your template by filling out with data

STM - Look for gaps, trends, opportunities - carefully consider line by
line in template, but also your own general observations

STM - Create Smart “5W ONE-LINER” actions

STM & DM - Meet and agree on actions

STM - Plan detailed to-dos and execute
- including delegation to ASTM

WORS - WEEKLY OPERATIONAL REVIEW STRUCTURE
FILL-OUT  STM - Pre-pare your template by filling out with data

ANALYZE STM - Look for gaps, trends, opportunities - carefully consider line by
line in template, but also your own general observations

BUILD SMART  STM - Create Smart "5W ONE-LINER" actions
N I B D B D B B D B B B .
MEET & _
I AGREE STM & DM - Meet and agree on actions I
I EXECUTE STM - Plan detailed to-dos and execute

-including delegation to ASTM
— ¥ N §F B F EF K B EF B K B N |

WORS - WEEKLY OPERATIONAL REVIEW STRUCTURE
FiLL-uU1 S1M - Pre-pare your tempiate oy rilling out with aata

ANALYZE STM - Look for gaps, trends, opportunities - carefully consider line by
line in template, but also your own general observations

BUILD SMART “ P
ACTIONS. STM - Create Smart “5W ONE-LINER" actions

MEET & .
I AGREE STM & DM - Meet and agree on actions I
STM - Plan detailed to-dos and execute
I 2iadins -including delegation to ASTM

WORS - WEEKLY OPERATIONAL REVIEW STRUCTURE
FILL-OUT  STM - Pre-pare your template by filling out with data

ANALYZE STM - Look for gaps, trends, opportunities - carefully consider line by
line in template, but also your own general cbeervations

BUILD SMART “ P
ACTIONS. STM - Create Smart “5W ONE-LINER" actions

MEET & _
I AGREE STM & DM - Meet and agree on actions I
STM - Plan detailed to-dos and execute
I 2u 22 -including delegation to ASTM

WORS - WEEKLY OPERATIONAL REVIEW STRUCTURE
FILL-OUT  STM - Pre-pare your template by filling out with data
ANALYZE ISTM - Look for gaps, trends, opportunities - carefully consider line by
ine in template, but also your own general cbservations
BUILD SMART

ACTIONS STM - Create Smart "5W ONE-LINER" actions
I EEN BN BN B BN B BN BN B B B . .

MEET & .
I AGREE STM & DM - Meet and agree on actions I
STM - Plan detailed to-dos and execute
I 2l -including delegation to ASTM
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Local variances in the company ROB may appear

& STM - WEEKLY SCHEDULE EXAMPLE

MORS/WORS is fixed - Carefully plan OH and BTC...and when you do what TO-DOs

STM
7 am
8 am
9 am
10 am
11 am
12 pm
1 pm
2 pm
3 pm
4 pm
5 pm

DM

MON

Recount / Close
Previous Week

Create WORS or
MORS report

Salary Controller &
Weekly Report

Count Verification

Weekly Catch-Up
with DM & plan TO-
DOs from WORS or

MORS Smart-Actions

E-mails/ Assess Team
Pos. 2 wks ahead

MON pm 30 min
Catch-Up with STM
via Teams

OH - TO-DOs,
E-mails, admin...
Weekly Catch-Up
with ASTM
BTC
Incl. execution on
actions from
TO-DOs
BTC
Incl. execution on
actions from
T0-DOs OH - TO-DOs,
E-mails, admin...
TUE am Weekly

catch-up with OM

THURS FRI

BTC
Incl. execution of
actions from
TO-DOs

OH - TO-DOs,
E-mails, admin...

OH BTC
SAT SUN
OH - T0-DOs,

E-mails, admin...

BTC
Incl. execution of
actions from
TO-DOs
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& AGENDA

1 Why is this skill important?

How to master the skill

Sum-up and Impact

A WDN

How to apply into practice

© 2024 JOE & THE JUICE. All rights reserved.



& SUM-UP AND IMPACT

From class-room theory to practical in-store skills

What are your key learnings from the Store
Performance Session?

& STORE PERFORMANCE

'YOUR STORE LEVEL PROFIT = THE MONEY YOUR STORE MAKES

& WHAT IS MORS AND WORS?

= A proces building Operational Excellence driving strong financial performance
10 USD
Actuals /Forecast (tLC) |  YTD [ ex VAT s wors woss wos woes wons wors wams wons wors
&2 = — — _— — = — — —
== ==l == S e e EE S e i
Revenue 712 - — — - = [ — = _— -,
C0GS -153 o
Direct-Operational-Cost 13 o -2.1USD
s;"“ s :"“a fonai-tos ;m WORS - WEEKLY OPERATIONAL REVIEW STRUCTURE
ore Salary - -
Location Cost -130 ecopeonacon 0.2 USD =
Store-Level Profit 203 =P s
,,,,,,,,,,, 3.0 USD — =/
€OGS -21% J
Direct-Operational-Cost -2% -1.8USD Foous: Focus
Irect-Operational-Cost =27 " Location cost . * Monthly smart actions to drive Oprational Excellence and + Weekly smart actions ta drive Operational Excellence
Store Salary -30% financial performance « Dperational excellence KPIs and targets
Location Cost -18% 2.9 USD " P'mmr"ls” 'J‘K';:::m I SO
Stora- Level Profit % 29% IR
Timing
+ Each week

= STM presents to and review with DM
+ DM presents to and review with OM

+ STM presents to and review with DM
+ DM presents to and review with OM

2 THE MIND AROUND WORS AND MORS IS ABOUT...

LOOKING AHEAD AND CREATING ACTIONS - WITH A VIRTUE BASED BEHAVIOR

WSI";['TW'WDE
D
©)

NOT DWELLING ON THE PAST

MORS - MONTHLY OPERATIONAL REVIEW STRUCTURE

& 1 FILL-OUT § STM - Pre-pare your template by filling out with data
"""""" 5 = o STM - Look for gaps, trends, opportunities - carefully consider line by
WHY? HOW? - WHAT? l\r line in template, but also your own general observations
s v
Why did you not...? How can you/we..? BUILD SMART P "ot
Why is the........s0 low? What can you/we do to increase....? A1 :& 3 “actions [| STM- Create Smart "5SW ONE-LINER” actions
S — MEET &

kg = — AGREE STM & DM - Meet and agree on actions

STM - Plan detailed to-dos and execute
- including delegation to ASTM

5 EXECUTE

THE WORS AND MORS YOU WILL LEARN OTJ THE COMING WEEKS AND MONTHS

© 2024 JOE & THE JUICE. All rights reserved.

CIRCLE OF OPERATIONAL EXCELLENCE

Operational

Requirements
The store foundation
=

Employee Engagement

How we lead
How we succeed

\ =/

How does mastering these skills affect each area within
the Circle of Operational Excellence in your store?

Store
Performance

Guest

Experience
How we interact
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& AGENDA

1 Why is this skill important?

How to master the skill

Sum-up and Impact

S 0N

How to apply into practice

© 2024 JOE & THE JUICE. All rights reserved.



& HOW TO APPLY INTO PRACTICE

From practical in-store skills to daily, weekly, and monthly habits

Assistant Store Manager Accountable for assisting in building sales and
optimizing Financial store performance to
achieve defined KPIs.

Store Manager Accountable for building sales and optimizing
Financial store performance to achieve defined
KPI targets.

District Manager Accountable for building sales and optimizing

Financial store performance through store

managers to achieve defined KPI targets (conduct
store performance reviews)

© 2024 JOE & THE JUICE. All rights re served.
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..\

MANAGER SPECIALIST SESSIONS
© 2024 JOE & THE JUICE - ALL RIGHTS RESERVED
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