
How can we improve our customer service?

When it comes to customer service, many organizations 
struggle to meet expectations. This is a big problem, 
because customers can quickly share negative experiences 
via social media. Even a few dissatisfied customers can 
have a large impact. Leading organizations are starting  

Hard to recruit and retain suitable staff,  

particularly when the labour market is tight

Despite investing in training, staff may not 

internalise what they learn

Satisfying individual customers vs. running 

efficiently to SOPs

Operational Reality (OR)
What’s actually going on

Customer Experience (CX)
The subjective customer experience 

Top Challenges:

When customer expectations meet reality, a gap arises.

To achieve a sustained improvement in service quality, you need to improve both operational reality and customer  
perception, while managing customer expectations. Here’s an example of why, using a Food & Beverage industry:

Organisations need a way of improving OR and CX that:

This is how a so-called impartial observer might view the  
situation, e.g. food takes 25 minutes to reach a customer  
at a restaurant.

CX is subjective, because two different customers may  
experience exactly the same situation quite differently. 

The OR has several layers. For example, a restaurant has 
a Front of House, which customer sees and a Back of 
House which customers rarely see.  

A customer who is hungry and bored may find a 25 
minute wait intolerable. A customer who is not hungry 
and happily talking with a friend may not be annoyed.

A restaurant may have standard operating procedures 
(SOPs) which staff follow to be efficient. 

Customers may make special requests, e.g. to add food 
ingredients, or to take out those that they don’t like.

When staff deviate from SOPs, orders take more time— 
customers may complain.

Accepting special requests improves CX for individual 
customers. 

to experiment with new ways of improving both OR and 
CX. On the operations side, process improvements and the 
use of technology can greatly improve service levels. How-
ever a high percentage of service initiatives fail. Why?
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We generate, evaluate and recommend 
practical options for service improvement 
that your staff understand and can support.

Innovator offers a very thorough approach to service improvement. For best results, it’s good to  
consider undertaking the whole program. However, your organization will still benefit even if you just 
implement a partial program.

We work with your management, staff and 
customers to identify the gap between how 
customers perceive your service, and what 
your staff are actually delivering in terms 
of service.

How We Help:

Contact Innovator today: info@innovator.sg
When you want to improve your service, running a survey can be a simple first step. In many cases, we also recommend  
you do a Discovery Session with Innovator. We offer these free of charge to a limited number of organizations each month.

We then work with your staff to map out 
the service delivery chain, layering in what 
the data is telling us, to identify where the 
organization is disappointing customers

A full service improvement program covers the following steps:

1. We observe by gathering data through surveys, interviews, etc.

2. We model (i.e. map out) your service delivery chain and where gaps can occur

3. We share data with your team work-hands on with your team to generate options 

4. We evaluate options that have best potential for improving your service delivery chain

5. We create a phased roadmap with actionable solutions for improvement

6. We help you prototype those solutions, starting with the most affordable early wins

How can Innovator help us improve our customer service?


