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Keys to Service Improvement 

 People who do the work know the work best of all and so are best placed to highlight 

the things that need to be fixed and work out how to fix them. 

 We should take out our own rubbish; we have a responsibility to fix our own issues.  

This is not about what other people can do for us it is about helping ourselves. 

 Fix what we can fix, worry about what we can fix and not what we can’t.  It is better to 

fix something that is within our control than not fix anything at all. 

 Lots of small stuff makes a big difference, it may sound like we are only talking about 

small changes but lots of small changes will make a huge difference 

 Mangers should manage they are employed to make decisions.  At the end of the 

activity you will be asked to present your plans back to your manager for agreement. 

Finding the Opportunities 
 What is your Purpose? What are you here to do for the customer, the person who 

pays your wages?  Be specific, no management jargon.  What are you here to do? 

 Brainstorm everything that gets in the way, all the things that stop you fulfilling your 

purpose?  The things that don’t work as well as they should.  Write these down, one 

idea per post it note. 

 Pick one or two things you want to fix. Look at all the issues that you come up with, 

group them into common themes and then pick those that you feel strongly about. 

 Explain: Why it is bad, is it costing money, wasting time, upsetting customers, what is 

the problem that you are trying to resolve? What you plan to do about it?  What 

agreement you need? 

How to Report Back 
 The Issue. Be clear and specific, narrow it down to problems that can be isolated and 

fixed.  Don’t talk about “poor communication” do talk about “the Friday afternoon 

teleconference”. 

 Why it is bad for business. Make it clear avoiding any doubt.  Is the teleconference 

call bad because it is boring and wastes everybody’s time, or is it bad because the 

numbers discussed are a week out of date so wrong business decisions are made?  

If at possible, quantify the issue in terms of time, money, dissatisfied customers etc. 

 Potential solutions: Explain what you plan to do and how you came to that 

conclusion.  Providing a solution is the key, just discussing problems is not helpful. 

 What you need: This is the time to ask for what you need to take things forward.  Do 

you need time, money, help from a specific department?  Now is not the time to be 

shy.  “If you don’t ask you won’t get.” 


