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What is a feedback session?

 Face-to-face dialog & brainstorm 
with customers

 Structured improvement activity 
 Experienced & skilled facilitator

 Specific goals

 Multiple small teams (ideally, ≤12)

 Brainstorming & discussion activities

 Short 1-hour sessions

 Broad representation across sites

 Customers do the talking, we do 
the listening



Our Sessions to Date



Planning

 Determine goals for the project                                                 
(what do we want from our customers?)

 Determine audience

 Create brief survey for broad audience

 Determine number of sessions, timing, & locations

 Select facilitator



Desktop Support Survey



Preparation

 Send survey to broad audience (includes an option for 
feedback session invite)

 Gather, review, & compile survey results

 Schedule rooms

 Establish signup site

 Send sessions invitation to interested participants

 Create posters/signs & gather facilitation material



Desktop Support Signup Page



Feedback Sessions

 Generally, follow value stream process: current, ideal, future states
with some variations from topic to topic

 Pick big rooms with plenty of wall space

 Offer a mix of days-of-the-week, locations, & times

 Include/reference survey results to jump-start or facilitate 
discussion

 Set expectations, ground rules, & time limits 

 Avoid rabbit-holes by using a ‘Parking Lot’

 Prepare for conversation lulls with additional examples & questions

 Welcome positive as well as negative feedback (“What IS working?”)



Desktop Support Session Agenda



Desktop Customer Service Lessons Learned

 Avoid scope creep

 Be mindful of timing – conducting feedback sessions on the future of our service 
during a time when our service was declining limited suggestions (“Fix what’s broke 
first!”)

 Who joins the session? Limit non-participant attendance (observers, project leads, 
managers)

 Assign an experienced facilitator who is able to…

 Manage the agenda and time well

 Adjust to variances in tone from session-to-session (starting off on the ‘wrong foot’ steered the 
discussion in one of our sessions and resulted in some unexpected outcomes)

 Manage introvert/extrovert participation and adjust to variances in tone from session-to-session

 Inspire creative thinking

 Avoid the unexpected “Genius Bar” outcome

 Encourage administrative staff to attend – these participants provided the most 
comprehensive view of our customers’ experiences!

 Carefully consider the volume of sessions necessary – very little new information 
was captured after about 4 sessions for this topic (see second bullet)



Mobility Service Session Agenda



Remote Access Service Session Agenda
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