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Benchmarking | With and Without

Without Benchmarking

Internally focused

With Benchmarking

Non-inventive here!

Evolutionary change

Few solutions

Average industry progress

Frantic catch up

Versus 

Understanding of competition

Proactive search for change

Many options

Revolutionary change

Best practice breakthrough

World class performance



What we 
asked ourselves

• Do we really want to know the truth?

• Are we ready for change?

• What do we want to change?

• Can we enable change?

• Do we want to be a leader or a follower?



Our Journey

Stakeholders

The Team

Visitors

Mystery shoppers

Industry peers

Friends and family



Challenges

• Honesty

• Willingness to accept feedback

• Willingness to change 

• Non – targeted 

• Cost implications

• Timing



Successes

• Revisiting reviews and feedback

• Listening to competitors

• Develop change plans

• Learning journeys

• Award winning

• 5-star retention



anne@theblackwatch.co.uk


