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A formal policy was created with the involvement 

of the division’s QI Committee in January 2013, it 

has become apparent that the specific process of 

gathering client feedback across all of the 

division’s programs and services has not been fully 

addressed. As a result, it has become a challenge 

to adequately review the customer satisfaction 

process and make improvements. 
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From To

5 feedback forms / mth > 128 feedback forms / mth

0 Client driven 

improvements

> 5 Client drive QI projects / 

year



 Clients have the ability to 

provide feedback the way they 

want to provide feedback

– On-line

– Paper

– Email

– Mail

– Text

– Fax  

– Link on every webpage

– Link on every staff’s email

 Consistent client experiences 

across all programs
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From To

5 feedback forms / 

mth

> 128 feedback 

forms / mth

0 Client driven 

improvements

> 5 Client drive QI 

projects / year

 Gathering feedback is part of 

our daily responsibilities

– Part of the restaurant packet

– Part of client closure

– While waiting for vouchers in 

WIC

 128 feedbacks / mth – 1-2% 

of all client touch points
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A group of methods for making work 

process improvement.  Planned team 

event conducted in the workplace 

systemically uncovering waste in a work 

process and eliminate in in rapid fashion



Achieving sustainable performance beyond what is 

thought possible by unlocking the limitless capacity 

of an organization’s most valued resource – its 

people 

Through the identification of focused improvement 

areas, elimination of non-value added work through 

the use of improvement methods to diagnosis and 

solve problems, test solutions, measure results, 

learn, and install sustainable change
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Value Is

Anything that

a. the customer 

recognizes as 

valuable and is willing 

to pay for, AND

b. Changes the product 

or information, AND

c. Is done right the first 

time.

Waste Is

Anything that 

consumes 

resources without 

adding value
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1. Moving

2. Stopping

3. Searching

4. Inspecting

5. Getting Ready

6. Things Gone Wrong 

7. More Than Needed

8. Not Needed
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Day 1

© 2014 Continual Impact LLC 8



© 2014 Continual Impact LLC 9



© 2014 Continual Impact LLC 10



©  2013 Continual Impact LLC 11



© 2014 Continual Impact LLC 12

Focusing the Team
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Remember the 

koosh ball exercise?
• Focus

• Goal Measurement

• Teamwork

• Thinking out of the box

• Learnings
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Day 2
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Capturing 

the event 

for future 

sharing
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Improvement 

Hypothesis
Issue Improvement Expected Results

Form not accessible Update website for easy access Increased # of completed 

client feedback

Lack of understanding 

of the process (thereby 

gathering client 

feedback is not a 

priority)

Standardize the client feedback 

process (Create, test, train, and 

continually improve)

Staff process, role, and 

process expectations

Increased # of completed 

client feedback

Form is not easy to use Update form

 Use on-line survey form 

 Add form to restaurant packet

 Add form link to email contact

 Establish office kiosk 

Increased # of completed 

client feedback
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Day 3
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Your text hereYour text here

1.  Receive & Record Feedback  2.  Resolve Feedback
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3.  Log Feedback  4. Data Reporting  5.  Analysis
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Day 4
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Developing our training plan
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What When

All Staff Introduction March 12th

Program Specific Training March 12-20

Go-Live  - March 24th

Begin reporting & analyzing                  April 3rd 
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 Clients have the ability to 

provide feedback the way they 

want to provide feedback

– On-line

– Paper

– Email

– Mail

– Text

– Fax  

– Link on every webpage

– Link on every staff’s email

 Consistent client experiences 

across all programs
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From To

5 feedback forms / 

mth

> 128 feedback 

forms / mth

0 Client driven 

improvements

> 5 Client drive QI 

projects / year

 Gathering feedback is part of 

our daily responsibilities

– Part of the restaurant packet

– Part of client closure

– While waiting for vouchers in 

WIC

 128 feedbacks / mth – 1-2% 

of all client touch points


