1. Select the goal* of the stakeholder. This may include the client (health care provider or patient), company employees, or company leadership. Then select and define the desired client experience(s) Table 2, client change(s) (Table 3), and/or company change(s) (Table 4) that will best indicate whether you met your goal. 

2. Develop a strategy by listing processes from Table 1 that you plan to combine to achieve your goal. Consider how your strategy may directly or indirectly influence client experiences (Table 2) or client/company changes (Tables 3 & 4). Determine which of these experiences or changes (if any) might have an important influence on goal you selected in step 1. [NOTE: You may want to map out a figure illustrating direct and indirect pathways to your outcome.]
3. Find measures.  a) Identify or create process measures to ensure or show that your strategy was implemented as intended (Table 1). b) Describe how you will measure important client and company changes (Tables 3 & 4). c) What measures will you use (if any) to evaluate aspects of the client experience? (Table 2) 

4. Consider which contextual factors could influence the extent to which you can achieve your goal and how you will measure or control for them. 

*Goals of industry or laboratory counselors generally align with one of the following domains
· Improving the client experience (e.g. client needs are met).  [NOTE: Although important and reflective of good customer service, typically the ultimate goals of companies go beyond the client experience.] 

· Promoting desired client and company changes (e.g., increasing knowledge about testing, reducing turn around times for the company, increasing number of clients and number of samples) 

