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INTRODUCTION
When customers think of simple, easy and convenient service, do they think of us?
When we think about how we work together, would we describe every
department, function, system or process as ‘easy to work with’?
These questions are at the centre of our discussions for Make It Easy.
The purpose of Make It Easy is to improve the way
we operate, so that we improve the service we
deliver both to customers and colleagues alike.
Make It Easy is specifically aimed at:
• Informing teams about what ‘easy’ means for
customers and colleagues
• Investigating our ways of working – How easy
are we to do business with?
• Igniting teams and individuals with fresh ideas
to simplify and uncomplicate our business
• Implementing new ways of working to make
things easy for customers and colleagues.

WHY IS THIS IMPORTANT?
“All difficult things have their origin in that which
is easy, and great things in that which is small.”
—Lao-Tzu
From a customer’s point-of-view, they’re not
interested in how complicated or difficult a task
might be. They just want it done. In the modern

world, most consumers crave convenience and
simplicity. They expect businesses to take away
the hassle and stress for them, and Make It Easy.
But how does making things easy for customers
translate into better business results?
Well, the easier we are to do business with, the
more likely our customers will be to repurchase,
or use our services again. The more they use
us, and receive great service, the more they like
us. The more they like us, the more they will
recommend us. It’s that simple.
Make It Easy should therefore be a key mindset
for everyone in the business. It means putting our
customers and colleagues first and foremost in
our minds, and at the heart of everything we do.
The conversations you have during Make It Easy
should help you to identify:
• How easy are we to do business with?
• What issues are our customers having
with our service?
• What can we do to make things easier?
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WHAT’S THIS PACK ABOUT?
'Make It Easy' is about improving the way we operate, so that we improve the
service we deliver – both internally and externally.
‘Make It Easy’ helps teams ask the simple,
yet powerful questions:

IDEAL OUTCOMES

• How easy are we to do business with?

• Less customers passed around your organisation

• W
 hat issues do our customers have with
our service?

• Less rework

• What can we do to make things easier?

• Reduced processing time
• Simpler processes and procedures

WHY IS THIS IMPORTANT?

• More customer-centric systems and processes

“All difficult things have their origin in that
which is easy, and great things in that which
is small.”—Lao-Tzu

• Obstacles removed from customer processes

It’s a fast world. A world of online ordering,
wireless communication and instant access. As
systems and processes get quicker and smarter,
customer expectations keep getting higher and
higher. Ease of use, convenience and simplicity
are the new measures of customer service.
So the easier we are to do business with, the more
likely customers will be to repurchase. And the
easier we make things for each other internally,
the better service we can deliver to our customers.

• Better aligned teams
• Better service!
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