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Background

The  Service Audit  Workshop is the second phase of the Quality Service Improvement Program (QSIP), an innovative local government approach to improving the level of quality service to citizens and customers.  It is based on years of experimentation and application, first in the United States and also in other countries.  The first phase, the Vision and Values Workshop was held previously and attended by Municipal officials and senior management.  They developed a vision for service excellence, a service strategy, and a service credo of values.
The ability to deliver quality service is one of the most valuable assets a public agency can possess.  Citizens, community leaders, and employees themselves want and expect service to be equal or even exceeding the current standards set by top-performing businesses.  Fundamentally, QSIP is a focused, concentrated campaign to improve service within an organization.  It is generally implemented as an organization-wide effort or campaign led by senior management, and participated in by key department staff and front-line customer service providers.  It is focused on creating a “service culture” within the municipality.  The overall purpose is to instill a customer- and quality-focused attitude, encourage more pro-active behaviors by staff, and implement practical and low-cost service improvements within the organization.

The Service Audit improvement cycle covers four days of workshop activity, separated by approximately 5 – 8 weeks.  During this time, the service audit teams conduct a customer feedback survey, an internal employee survey, analyze the findings of both, and prepare a report to senior management of the Municipality.  
Workshop Objectives
· To gain a better understanding of the importance of a “quality service orientation” in local government.
· To identify key customers and give them a “voice” in terms of their expectations of service
· To Identify key “moments of truth” in your work
· To develop customer feedback instruments to gather information from your customers
· To finalize and implement an employee survey related to service in the Municipality
·  To finalize and present to senior management the Service Credo for the Municipality
· To develop performance pledges for each department
· To recommend between 10 – 15 service improvements that could be achieved in each department in order to strengthen quality service in the Municipality

Seminar Agenda

Service Audit I

Day One:

· QSIP Orientation

· Customer Focus

· Moments of Truth
· Review of Service Vision and Strategy

· Finalize Service Credo


Day Two:

· Finalize Department Employee Survey

· Plan Survey Implementation Plan

· Develop Customer Feedback Instruments

· Plan Feedback Implementation Plan

· Develop Draft Performance Pledges

Service Audit II


Day One:

· Discuss Results of Employee Survey and Customer Feedback Instruments
· Process Improvement Methodology

· Develop Service Improvement Recommendations

· Finalize Performance Pledges

Day Two:

· Teams Prepare Reports: Employee Survey, Customer Feedback Instruments, Performance Pledges

· Teams Present Reports to Senior Management
· Action Planning: Service Audit Teams and Department Heads

Quality Service Improvement Program

The QSIP program is an inter-locking series of activities within an organization to move it toward a more service- and customer-focused culture.  Sometimes called an “organizational culture change” campaign, it attempts to change attitudes, behaviors, and the actual practices within an organization.

There are five phases to the QSIP.

1. The Vision and Values Workshop 
Commitment from the top is an absolute necessity if quality service and customer satisfaction are to be more than a slogan.  The Municipal officials and senior management team holds a one-day workshop in which they develop a clear vision of their approach to service and excellence, a service strategy, and a service credo of organizational values relative to service excellence.  These managerial expectations and behaviors supporting a service orientation will be further developed and commun-icated throughout the organization during the implementation of QSIP.
2. The Service Audit Workshop (in two stages)
A small, committed team of employees form the service audit team.  Their role is critical they are expected to implement several activities. 

· Assess key points of contact in their service delivery processes.

· Carry out an employee survey to identify opportunities for improving service.

· Design and implement one or more customer feedback instruments to get direct feedback from citizens and customers on how they can improve their services.

· Finalize the service credo.

· Develop service improvement recommendations that could be realistically implemented within the Municipality.

· Create performance pledges in the different departments for display to the customers.

The service audit team presents their recommendations for service improvements to senior management and work with management to implement the improvements.  LGDP consultants will also assist the service audit team throughout the process.
3. The Action Planning Workshop
Senior management along with the service audit team develops a plan on how to implement the recommended improvements.  For the subsequent two or three months, they implement the improvements.
4. Building Customer Service Skills
Training department staff is an important part of service management.  This phase includes a skill-building training workshop for those staff inter-acting directly with citizens and customers.  During the workshop, management will communicate the service vision and values, and the service audit team will present their service recommendations.  Generally, all staff who have some contact with citizens attend this workshop.
5. Follow-Up and Celebration of Results

A final event  is held to report on the accomplishments of the QSIP; this is usually held about four or five months after QSIP is initiated.  Staff is recognized for their work in improving their service to customers.  Management reports on their accomplishments.  Often the Mayor and Council members attend to show their appreciation to the staff.  Media coverage is often encouraged to improve the understanding of citizens on how the Municipality is improving their service, and to show the positive efforts being undertaken.
QSIP Tools to be Created and Utilized

· Customer feedback instruments (e.g. counter surveys) that will be developed by the Service Audit teams from each department involved in QSIP.

· A Municipality employee survey that will be reviewed by senior management, finalized and implemented by the Municipality, and shared with employees.

· A Municipality service strategy that is drafted at the Vision and Values Workshop, finalized at the Service Audit Workshop, and approved by senior management.

· A Municipality service credo or guiding values related to service excellence, that will be drafted at the Vision and Values Workshop, and approved by senior management.

· Performance pledges that will be developed by the Service Audit teams in each department.

· Service improvement recommendations that will be developed by the Service Audit teams for each department, presented for approval to senior management, and implemented by the SA teams working with the department heads.
Developing a Service Culture
What is Quality Service?

In essence, service is the “set of activities” performed in the government office through which it interacts with customers, citizens, and stakeholders.  The purpose is to ensure their satisfaction with the agency’s operations and services. Managing quality service activities involves a complete spectrum of events.

· The procedural side of service consists of established systems, equipment, facilities, paperwork,  rules, regulations, and procedures to deliver service.

· The personal side of service is how service personnel (using their attitudes, behaviors, and communication skills) interact with customers, citizens, and stakeholders.

Quality government agencies should strive to deliver both the procedural and personal components; both must be equally important.  On the one hand, the service must be effective, efficient, organized, responsive, and timely; on the other, it must be courteous, helpful, positive, and professional.  Quality service should be everybody’s business and it should be organization-wide.  
What Is Service Management?

A total organizational approach that makes quality of service, as perceived by customers and users of the product or service, a critical driving force of the operation of the organization.

Why Use the Term Customer?

· Government is in the business of serving customers, just like the private sector.

· “Citizen” has powerful democratic and political overtones, which is fine, but doesn’t really apply to our focus; “client” has a dependency feel to it; “customer is more neutral and better-suited for our purposes.

· People with distinct needs and expectations – it’s our job to know what they are and what we can and cannot do for them.

· They are fellow citizens, friends, relatives, neighbors who expect to be treated well – as important, with respect, with high values, etc.

· They are also tax-payers to some degree, who in reality are “paying” for the services they receive (in government, payment is indirect usually, not direct as in the private sector).

· When satisfied, they make our work much more enjoyable and self-satisfying.

· Customers is not a single group – different sets of customers, for different services being offered
Continuous Quality Management

Many government agencies around the world are engaged in a continuous effort to improve quality.    There are two key approaches that are necessary for management to consider; the first is to identify the critical indicators of quality, and the second is to know key customer requirements.  Below are examples of each.

Continuous Quality Improvement Indicators

1. Streamline processes at all levels

2. Remove redundant and non-value added tasks

3. Enhance customer satisfaction (as perceived by them)

4. Measure progress and recognize staff’s efforts

5. Gather greater customer input on their real needs and how well the organization serves them

6. Shorter cycle time or turn-around time

7. Decisions made faster and closer to the customer

8. Problems are mediated quickly and at the proper level

9. Policies/procedures/forms are customer-friendly and continually reviewed

10. Continuous information sharing and education of customers

11. Timely internal communications and coordination systems

Customer Requirements (example)

· Credibility – 
provider is trustworthy, reputation, promises
 



kept

· Tangibles – 

physical facilities, forms, appearance of staff
 



and offices, signage

· Reliability  -- 
dependability, uniformity and accuracy in 
performance over time

· Responsiveness  -- timeliness, promptness, accessibility, provider 
 wants customer feedback

· Performance  -- 
primary operation characteristics – 
conformance, work quality, knowledge, skills, 

legality

· Features – 

secondary operational characteristics – ease of 
use, customer understanding, customization, 

clear rules and guidelines

· Courtesy – 

friendly, politeness, respect and consideration
· Security – 

confidentiality, privacy, safety
Customers and Stakeholders

Customers

A customer is anyone, either internal to the organization, or external, for whom your work, your products (results, outputs) or services (expertise, knowledge, advice, audits, etc.) are produced or intended.  Another definition is anyone whose success or satisfaction in their work depends on your actions towards them.

Four Types of Customers


Direct



Individuals or organizations who avail

themselves of your products or services for 

their personal or organization’s use.

Indirect


Individuals or organizations that benefit from 

your products or services through another 

party or from a direct customer.

Internal


Another person, your supervisor, a group of 

peers, another division or department within 

the organization that depends on products or 

services that you provide.

External


An individual, a group of individuals, or another 

organization outside your organization that 

depends on products or services you provide.

Who are the Stakeholders?

They are people or groups who have a real and sincere interest in your organization and in whether it is successful or failing, whether it provides good service or poor service, whether it is helpful to their efforts or whether it is a hindrance, whether it is satisfied with your organization’s products and services or whether it is unsatisfied.  Another definition is any organization, group or individual that has a special or vested interest or expect certain levels of performance or compliance from the organization.

Stakeholders include internal and external customers possibly, but even more so other departments in the organization, elected officials who are responsible for your organization’s performance, the public who in a way is the final recipient of your work, and other special interest groups.

Stakeholders do not necessarily use the products or receive the services directly provided by the department or office concerned.

                                                           CUSTOMER MAP 
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Give Your Customer A Voice

Customer _______________________________________

​​​​​​​​​​​​​​​​​​

​​​​​​​​

Customer _______________________________________

​​​​​​​​​​​​​​​​​​

​​​​​​​​

Customer _______________________________________

​​​​​​​​​​​​​​​​​​

​​​​​​​​
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Customer Contact Points
“Moments of Truth”  --         Anytime a customer comes in 

contact with any element of our

organization and uses that contact 

to make a judgment, positive or negative, 

about the organization.
“Cycles of Service”  -- 


· A series of linked customer experiences.

· Is from the perspective of the customer 

· Composed of many customer contact points (Moments of Truth)

· Some Moments of Truth are more critical than others.

Your Cycle of Service and Moments of Truth --
__________________________  Department

Instructions:  List Moments of Truth (customer contact points) – remember, list it from the perspective of your customers.  Select the two most important service cycles in your department.

      ____________________              ____________________
                         Service Cycle # 1                                            Service Cycle # 2
1. 1.

2. 2.

3. 3.

4. 4.

5. 5.

6. 6.

7. 7.

8. 8.

9. 9.

10. 10.

11. 11.
Customer Expectations
Exercise:  Select two or three key moments of truth for each of your service cycles.  Brainstorm customer expectations – what does the customer really expect from the municipality during the moment of truth.
Service Cycle # 1:


Moment of Truth: ____________________________________________


Customer Expectations:


Moment of Truth: ____________________________________________


Customer Expectations:

Moment of Truth: ____________________________________________


Customer Expectations:

Service Cycle # 2:
Moment of Truth: ____________________________________________


Customer Expectations:


Moment of Truth: ____________________________________________


Customer Expectations:

Moment of Truth: ____________________________________________


Customer Expectations:

Review Of  V&V Products

Municipality Service Strategy:

Service Credo of Guiding Values:

Understanding the Customer

Customer Perceptions                Customer Satisfaction
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   What is important to the 


    How satisfied are they 

   customer?  What they 


               with the service they are

   want and value.




    getting?  How they 








    perceive your service.
                                     METHODS
· counter surveys

· phone surveys

· written satisfaction surveys

· one-to-one brief interviews

· point of service comment cards

· in-depth focus groups

· ask customers directly
CHECKLIST FOR CONSTRUCTING QUESTIONS

· Keep questions short and make them specific
· Create neat and user-friendly format; number the questions
· Use questions that have been used successfully in similar questionnaires
· Refrain from using biasing words or phrases
· Avoid vague qualifiers or abstract terms
· Avoid abbreviations, slang and colloquial expressions
· Don’t use government jargon or technical terms
· Start with easier questions and move to more difficult ones
· Ask the questions in a logical order
· Make sure respondents have sufficient experience or knowledge to answer questions
· Tell respondents why the questionnaire is being used,  what will be done with results, and that confidentiality is ensured
· Tell respondents what to do with completed questionnaire
· Determine whether detailed instructions are needed for a subset of questions
· Use both closed and open questions

Customer Feedback Instrument

· Each work team designs at least one feedback instrument

· Target a customer group or type, or particular service

· Decide the emphasis:  either gathering customer perceptions or getting satisfaction feedback

· Write at least six (6) questions; include “additional comments”

· Get at least twenty-five (25) responses

· Keep feedback anonymous

· Share instrument with department head for final approval before implementing it

· Decide how to implement the instrument, who will do what, and the time frame

· Prepare results for verbal and written report to senior management
PERFORMANCE PLEDGES

A QSIP tool originally developed in Naga City, Philippines, for which the City won the national Galing Pook award.  Pledges are developed by each major division or work unit which  has considerable interface with customers.  The following are key elements of successful  performance pledges.


1 -
Must represent meaningful commitments to direct 

customers.


2 -
Based on mandated functions or other services

         provided within the Department or Division.


3 - 
The key Moments of Truth may inform which services

         to pledge.


4 -
Service Audit team identifies and briefly defines front-

line service.


5 -
Then they determine the appropriate response time 

for delivering that front-line service; must be 

realistic and responsive to customer needs.


6 - 
Next, they personalize by naming persons respons-

ible for delivering the front-line service, and held 

accountable for meeting the designated

   

           response time.


7 -
Performance Pledges for the Department are posted where 

customers and staff can view them easily.


8 -
Each employee within the Department signs the 

Performance Pledge poster.


9 -
More effective to have few pledges, the most critical 

in the eyes of the customer, than to have many, 

including secondary services, or more internal 

activities.

Developing Department Pledges

Department: _________________________________________

Function or Front-line Service           Response Time      Person Responsible

1.

2.

3.

4.

5.

6.

7.

8.
Process Improvement Methodology

· Pioneered by the private sector but being applied in government organizations world-wide.

· Leads to improvements in service delivery processes.

· Simplifying the work and bringing about improvements both related to effectiveness and to efficiency.

· Can better manage the organization’s resources – do more with less, streamline employee’s efforts.

· Starts by challenging practically every aspect by asking questions about the work.

· Operational factors are reviewed and analyzed in all work areas to spot problems and search out improvement opportunities.

1. What is done and why?  Why is it done at all?  Can this process, or any part of it, be simplified, combined or eliminated? Does each step serve a useful purpose and does it contribute to the results?
2. Where is it done?  Why is it done there?  Where else could it be done? Will a better location of the operation save steps, time or effort?
3. When is it done?  Why is it done at that time?  Is it in its proper place in the operation? By doing it at this time, is it slowing down the operation?  Is there excessive delay or storage?  Are some operations creating bottlenecks?
4. Who does it?  Why does this person do it?  Is it done by one person or more than one person? Is someone else better qualified to do the work?  Should others be trained to do the work as a back-up?
5. How is it done?  Why is it being done this way?  Is it too complicated in its present form?  Can better methods, procedures or equipment be used?  Should the operation be revised to make it easier or less time consuming?
 Important Factors Involved in Process Improvement

Purpose of the Work (excessive detail)

· Is the operation and the work involved worth doing?

· Are work steps duplicated elsewhere, or are they unnecessarily complex?

· Are processes and procedures done because of tradition, habit or reasons no longer valid?

· Are work processes critical to satisfying the citizens?

Flow of the Work (poor sequence, poor coordination)

· Have all similar processes, procedures and operations been standardized as much as possible?

· Are elements of similar work handled alike or are there inconsistencies?

· Does the work flow in the simplest, most direct and logical manner?

· Are there bottlenecks at some points with idle time at other areas?

Quality Requirements

· What is the procedure for checking quality and does it work efficiently?

· Is there evidence of too high of a quality standard, i.e. unrealistic?

Forms

· What information is really necessary and useful?

· Is there duplicate information?

· Do documents flow smoothly from desk-to-desk?

· Are forms used for their intended purpose?

· Is the layout of the form in logical order?

· Are forms customer-friendly? Are they easy to read? Easy to understand?

· Do forms seek unnecessary data or not seek vital information?

Work Layout

· Are employees close to the files, equipment and furniture?

· Are employees close to the supervisors, and other employees with whom they consult frequently?

Equipment/Supplies/Materials

· Is the equipment used by staff the most effective and efficient possible?

· Is the right equipment available when it is needed?

· Is necessary equipment broken down and not available when needed?

· Are supplies and materials adequately stocked and timely re-ordered ?

· Are supplies and materials close at hand and easy to access?

Distribution of Work

· Is the workload distributed among employees in an effective manner?

· Is a large proportion of the day spent on primary activities or on miscellaneous work?

Skill Utilization

· Are employees performing tasks below or above their education and training?

· Are the right employees doing the right thing?
Department: ____________________________________________________

As a service audit team, discuss the process improvement factors listed above.  Brainstorm ideas for process  improvements:
Generating Service Improvement Recommendations

Ways To Improve Your Service:
·  Ask your customers for input (surveys)

· Ask fellow employees in the work unit

· Examine your service delivery cycles 

·   Analyze key customer contact points

·   Review processes, practices, procedures

         and policies regarding your work

· Look for ways to streamline and simplify

·   Better inform and educate those who use

 

your services – your customers

Suggestions from Customer Feedback:

Ideas from Employee Survey:

Identifying Service Issues

______________________ Work Team

Moment of Truth # 1: __________________________________________

Issues and Blockages:

Possible Service Improvement:

Moment of Truth # 2: __________________________________________

Issues and Blockages:

Possible Service Improvement:

Moment of Truth # 3: __________________________________________

Issues and Blockages:

Possible Service Improvement:

Moment of Truth # 4: __________________________________________

Issues and Blockages:

Places To Look For Improvements

Analyze the service delivery in the following arenas to identify possible changes or improvements in quality, responsiveness, or customer satisfaction.

· Forms --  simplify, reduce, clarify

· Information flow

· Work schedules

· Staffing arrangements

· Rules and regulations  -- too many? unclear?

· Procedures in general – streamline, systematize

· Complaint procedures

· Counter procedures

· Checklist of “Most Commonly Asked Questions”

· Signage

· Accessibility and comfort for customers

· Customer information and education materials

· Phones/Faxes/emails

· Documents and record-keeping

· Setting standards for good service (e.g. phone inquires returned within 2 working days)

· Duplication of effort 

· Outdated policies and procedures; e.g. position descriptions

· Updating/writing Operations Manuals

· Cross-training staff/job rotation

· Writing desk procedures

· Inter-departmental linkages or situation protocols

· Citizen involvement in department programs (e.g. advisory groups)

· Improving relations with national government agencies

· Developing MOAs or protocols with other agencies

· Efficiency tools – checklists, monitoring schemes, simple forms

· Enforcement of current codes and regulations

· Establish new programs or key changes in current programs

· IT improvements – training, procedures, SW, etc.

· Inter-office/inter-departmental procedures

Guidelines For Writing Service Improvement Recommendations

1. Focus on significant service improvements, not just making 

requests for additional budget for staff, computers or other

resources.

2. Use verbs to show intention, and specify exactly what the

improvement recommendation is.

3. Try to identify ways to improve impact/service delivery for

customers operating within current restraints.

4. Write several for each Division or Work Unit, and perhaps 

several for the entire organization.

5. Some of the recommendations should be fairly simple and 

easy to accomplish, others should be more complex and 

difficult.

6. Focus on Customers, Quality, and Service, but not so much 

how to make staff more comfortable or improve the quality of

work life.

7. Describe the changed or new task or function to be done, do 

not recommend new position but rather how to achieve the

change within the current staffing.

8. Focus on current Practices, Procedures, and Policies; how to

change or improve them.

9. Analyze current ways of informing or educating customers on

how to access or use your department services or programs;

recommend better, faster, more efficient ways or mechanisms. 

10. Look for ways to better coordinate between departments or with

other government agencies.

11. Suggest ways to empower citizen involvement and support of

the services of your department.

Service Improvement Recommendations
Work Team: _________________________________________

Glossary of Terms – Improving the Quality of Service

Action Plan



A plan of action that identifies a team’s activities,

responsible parties and schedules/time frames. 

Also referred to as a workplan or implementation plan.


Active Listening


A listening technique that includes paraphrasing,






empathizing and encouraging that helps people






express and clarify their thoughts and feelings.

Activity



A series of tasks that when completed, lead to a 

specific outcome.  May lead to a value added,

measurable and observable outcome.

Adaptability



The capability of adjusting a process to changing






requirements, without loss of effectiveness or 

efficiency.

“As Is” Condition


The state of a process(es) or condition(s) before 

improvement.

Best Practices


Work processes, techniques, and practices that 

work well for organizations that have achieved 

success; differentiates these organizations from

other organizations not as successful in terms of

quality or excellence.

Consensus



When all members of the team participate in 

arriving at a common decision acceptable enough that all members can support it.

Continuous



The practice of continuing to measure and incre-
Improvement



mentally improve the way work is performed to 

improve the productivity and quality of a work 

process.

Cross-Functional


A group of employees from different functions
Team




within an organization, who are brought together





 
to address a particular problem or process that 

impacts the entire group.

Customer



The basic expectations that customers have about
Expectations



the performance of products or services an 

organization provides.

Customer



The person who receives and/or acts upon your 

work product or service. There are internal cus- tomers (fellow employees) and external customers.

Customer



Input obtained from customers to determine their
Feedback



level of satisfaction and make suggestions on how 






to improve services offered by the organization.
Cycle Time



The total time from the customer’s perspective, that 

elapses from the beginning until the end of a 

process, including delays and wait time.

Data Collection


A systematic process to identify and collect data for






problem solving.

Effectiveness



Quantifiable indicators of how well work is 

performed (quality) and the extent to which group 

or individual objectives are achieved.

Efficiency



The extent to which resources are minimized, 

waste is eliminated, and cycle time is reduced in 

the pursuit of effectiveness.

80/20 Rule



A rule of thumb in which 80% of problems can be 






corrected by changing systems (which are largely 

determined by management) and 20% of the 

problems are under a worker’s control.

Empowerment


Provide people with the appropriate and necessary 

skills, authority and resources to solve problems 

that are pertinent to their task, make decisions and achieve results.

External Customer


A person or organization who receives a product, a 

service, or information, but is not part of the 

organization supplying it.

Facilitator



A person with knowledge of group process and 






continuous improvement who works with teams






by providing tools, techniques, guidance and focus.

Flow Chart



A drawing of the steps of a work process that 

shows their sequence.  

Implementation


The approach and schedule for implementing 
Plan




approved recommendations.

Implementation


A work team established to plan service improve-
Team




ments and carry out those plans.

Internal Customer


In an organization each employee is a customer for 

output from another employee and in turn has a

customer to whom the employee provides output.

Management by


Reviewing work by regularly visiting the areas in 
Walking Around


which the daily work processes are carried out and






interacting with staff at all levels.  This practice






visibly reaffirms management’s commitment to 

employees and customers.

Matrix Diagram


A worksheet of rows and columns used to 

categorize information such as characteristics,

functions, and tasks into sets of items for 

comparison.

Mission Statement


A written statement that establishes the purpose of 

a project, work group, or organization.

No-Value-Added


Activities that do not add value to the product or 






service, e.g. self-inspection, more than one 

signature, writing or entering the same information 

more than once, unnecessary delays, redundant 

tasks, creating unused data, and complying with 

outdated policies/procedures.

Organizational


The way organizational members operate; it con-
Culture



sists of their attitudes, norms, and work practices.

Paradigms



Individuals and organizations develop perspectives

and unwritten rules – a way to do things.  Para-digms are rules taken for granted, basic assump-

tions about how to live and work.  Paradigms help

people evaluate and organize new information

quickly.  But they also can have a limiting effect (paradigm paralysis). They be so deeply rooted, so un-questioned, that they can become barriers to the ability to see new opportunities.

Parking Lot



Issues raised by the team that are not necessary 

for immediate discussion, but should be recorded and then addressed at a later meeting or time.

Performance



Measures of effectiveness or efficiency.  These

Measures



are typically used to measure improvements due






to recommendations implemented by teams.

Performance



Statements of intent by an office or work group to 
Pledges



inform the public about commitments by the 






organization and also serve as internal pressure to






improve employee performance; posted in a public 

space close to where the service is offered.
Performance or


Measurable standards for producing a service.
Service Standards

Process



Any activity or series of activities that takes an 

input, adds value to it, and provides output to a 

customer/citizen.  The two major types of 

processes are operation processes and business

processes.

Process Flow



A flow chart or diagram showing the sequence of






activities in a process.

Process 



A systematic way of analyzing and improving the
Improvement



way an organization operates by improving the 






effectiveness, efficiency, and adaptability of an






organization’s processes.

Process



An approach that takes a fresh look at the 
Innovation



objectives of a process.  The new process design

methodology starts by preparing a vision of what the ideal process would be.  A new process is then

designed that reflects the vision statement.

Process



Improving a process, examples are: combining 
Simplification


similar activities; reducing the amount of handling;

simplifying, clarifying, and standardizing forms; or

improving office/facility layout.

Quality



Consistently conforming to mutually agreed upon
Definition



requirements.

Quality



Person(s) responsible for implementing the quality
Champion



improvement process through all areas of the






organization.  Trainer, facilitator, coordinator and/or






organizer of quality resources/activities.

Requirement



What the customer for a given service needs, 

wants, or expects the service to do.

Root Cause



The actual cause(s) of a problem.

Service Audit



An internal analysis of how basic services are 

administered and performed within an organiza-

tion, in order to develop changes and improve-

ments.
Service



Specific changes in how basic services are admin-
Improvements


istered that improve customer satisfaction at the 






same time they improve the effectiveness or 






efficiency of the organization.

Service Values


Clear, concise statements of belief and value that 

tell the customer what the organization stands for and  provides employees guiding principles on how to behave.
Survey



A written instrument to gather information related to

developing an organizational service culture.  Can be administered to customers of a particular service or department, or to employees to assess the present service situation.
Team Leader



An elected or appointed key team member who 

leads and coordinates team meetings and actions.

Team Member


A participant on a team who contributes information






or perspective on the process.  Can be from any 

level of an organization.

Total Quality



The integration of quality and management 
Management



methods, concepts, and beliefs into the culture of






an organization to bring about continuous improve-






ments.

Value-Added



An action or activity that changes an input to an 






outcome that is more useful to internal and 






external customers.

Visioning



A process to identify the desired future state or






condition of the organization.
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