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At Touchpoint Change we believe that an organisation’sown people can

dramatically improve every area of the business. All they need is a clear

direction, a powerful method, some time to get started and the space to

make the occasional mistake as they develop and try out suggested

improvements.

Over time they can achieve far more than anyone thought possible.

Sometimes these improvements can be rapid with big leaps in

performance and at other times the changes are smaller or materialise

more slowly. Both approaches have their place in the drive to improve

performance, which we help to happen on a continuous and sustained

basis.

1. Business Change Management

The challenges of growth and change

touch every organisation over time,

but all organisations and teams are

unique and go through many

different phases during their

evolution – times of growth and

times of consolidation; times of

exuberance and, unfortunately,

times of despair. We have worked

closely with the Boards of

organisations with turnovers ranging

from under £1m to over £1bn,

nationally and internationally.

We recognise that all projects in whatever circumstances, however large

or small, have their challenges. Having a clear view of the benefits to be

achieved is a great starting point and this focuses the design of the

changes. Strong leadership and effective project management is then

key to delivery, and the impact of all changes must be monitored and

continuously improved so as to maintain them over time.
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This need not be expensive. In most organisations there is a

opportunity to simplify processes, motivate staff, improve service and

exploit technology, resulting in better service at lower cost.

The consultants we offer include former senior managers and customer

service directors of Cable & Wireless, Vertex, BT and other blue chip

organisations. Hence we have the experience for complex operations

but also the mindset for smaller lower-cost ones.

A good starting point is our one-week review that identifies good

practice to build on, areas for improvement, skills to develop and how to

quickly exploit previous investments.

.

2.  Customer Service Improvement

Managing and improving customer

service is one of the most critical

elements of any business. The

experience delivered is what customers

think about your whole organisation.

An improvement project must therefore

start with an understanding of the

brand you are aiming to promote and

how to exceed expectations.

Our clients say:

ò é you provided practical, realistic and financially

beneficial solutions éó

ò é you demonstrate a very clear understanding of business

risk and opportunity éó

òé the strategy workshop was both enjoyable and 

thought provoking é ó
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3. Lean Transformation

Lean Service is one of the most

powerful approaches to sustained

business improvement. Single-

mindedly focusing on the needs and

expectations of customers, it provides

a range of methods to accelerate

delivery, improve quality, reduce

waste and foster innovation.

Dramatic improvements in all areas

of a business can be expected –

significant early wins followed by a steady stream of performance

improvements, cost reductions and new ideas.

Involving everyone in the improvement effort is a key facet of this

philosophy and you will be amazed at how revolutionary a joined-up and

inclusive approach can feel to many of the people who work for you.

You will get a flavour of what it means for your organisation, and even make

some early changes, during our five-day kick off event.

This action learning approach introduces Lean Thinking to a specific team

The 5 Principles of Lean Thinking 

(Jones & Womack)

ÅValue - whatôs important to the end customer and the 
client

ÅValue Streams - how the Value gets created (the end-
to-end process and everything that contributes)

ÅFlow - the design of smooth & efficient processes to 
create the value

ÅPull - ensuring that the process is synchronised with 
customer demand, rather than batched and queued

ÅPerfection - constantly improving all aspects of 
service, process, resources and product

See Lean Thinking by Jones and  Womack.

or department, maps

their end-to-end

processes, generates

remarkable new insights

and enthuses the team

to improve what they do

and how they do it. It is

invigorating and intense

but always makes a

mark and starts to

deliver benefits quickly.

Try it!
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4. Leadership and Management Skills

The quality of Leadership in your organisation will determine your chances

of success in your market place. Any organisational change will test the

management team and will inevitably require them to learn new skills and

raise their performance.

You may be in the private sector and

wishing to build your business and

reputation or in the public sector and

wishing to provide better services with

less budget.

Either way you need a Leadership Team

and a cadre of Managers who understand

the purpose of the organisation, care

about its objectives and have the skills to

transform performance.

Transformation needs é

ÅLeadership é but also empowerment

ÅPressure for change é but not a crisis

ÅClear goals & metrics é but arbitrary not targets

ÅTools and techniques é but also radical thinking

ÅA timetable é but innovation canôt be planned

ÅSpace to think é but people are too busy 

ÅRisks to be taken é but people need security

ÅTo work on value streams é but the organisation is functional

ÅTo work globally é but projects are often local

ÅTo downsize possibly é but retain commitment

ÅTo happen with colleagues é or despite them

ÅNew management thinking é not just pragmatic action

ÅTop management to adapt é as well as everyone else

Developing the skills and abilities of managers via training, action learning 

or coaching (or more typically, a combination) should be a part of any 

planned change programme.  This will equip them with new knowledge and 

foresight and the confidence to lead their teams through the uncertainties, 

difficulties and contradictions that are inherent in change.  
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Visit us at:

Contact us at:

0845 1301 357
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www.TouchpointChange.co.uk

Sign up for our free Newsletters!


