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5 tips to identify 

broken processes 

Jonty Pearce 

Editor 



Identify your manual processes 



Look for your ‘crunch points’ 

Look for Process Breakdowns 

 

• Customer service affecting 

• Manual workarounds 

• Inefficient processes 

 



Listen to what your callers are 

telling you  

• Put a CD of calls in the 

car 

• Sample calls for broken 

processes 

• Use speech analytics 

to help quantify 

numbers 

 



Analyse real time desktop usage 

• Manually 

• Video Camera 

• Screen Capture 

Look for tell-tale signs 

 

• Desk jotters - Writing down 

account numbers by hand 

• Alt-Tab to switch between 

screens 

• Logging into different systems 

• Putting caller on hold 

 



Look on Social Media for clues 
http://search.twitter.com 



Look on social media for clues 



Look on social media for clues 



Thank You 


