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We know that two heads are better than one, and
that the power of the group is usually greater than
the individual, so it makes sense for businesses to
ensure they work together to achieve their goals.
But when we’re immersed in our
day-to-day work, sometimes functional groups
become silos and we don’t operate as effectively as
we need to across the business. This can impact on
the customer experience and become a frustration
for customers – both internal and external.
When silos occur, we see territorial behaviours
creeping in such as patch protection, blame and
secrecy.
This theme is focused on getting groups within
our business working more effectively together
and reducing these destructive behaviours. It is
designed to ensure we understand the broader
operation of our business and who we need to
work closely with in order to deliver more
‘Joined Up’ service and work together as one team.

Think joined up is specifically aimed at:


Informing teams about the importance of
working together to provide seamless service
to our customers.



Investigating where we currently work
together well.



Igniting teams to find better ways to break
down silos and strengthen working
relationships.



Implementing better ways to work together
to deliver faster, more cost effective, seamless
service.
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WORKSHEET: 1

WORKSHEET: 2

SMOOTH AND LUMPY
PROCESS MAP

INTRODUCTION

What’s happening?

JOINED
UP

Who’s involved?
What do they do?

Smooth or Lumpy?
Why?

Touchpoint

Current Activity

Ideas to Improve

WHY IS THIS IMPORTANT?
It’s easy to see how silos can prosper and grow
within a company. It’s never intended and often
we can see it but don’t know what to do about it.
Silos can be created from company structures, and
competing team targets, but sometimes it can be
due to fear. People may fear for their own job if
they let someone else get involved in what they do,
they may fear losing some power or even some of
the limelight.
Teams working independently from each other can
be destructive for the company and the customer.
The saying ‘one hand doesn’t know what the other
is doing’ is a common indication that we’re not
operating as one team, and as customers notice,
they may lose confidence in us.

WORKSHEET

OVERALL RATING:

WORKSHEET

™

™

LUMPY
Your business
matters

© ON-Brand Partners 2010

CONVERSATION SHAPER
™

Your business
matters

© ON-Brand Partners 2010

Circle one:

SMOOTH

The conversations you will have during “Think
Joined Up” should help you and everyone in the
team understand how strong working relationships
and a good understanding of our processes allow
you to deliver a seamless customer experience, and
a rewarding work experience for everyone.
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WHAT’S THIS THEME ABOUT?
‘Think Joined Up’ is about getting groups within our business working more effectively
together to encourage collaboration and improve the overall customer experience.
‘Think Joined Up’ helps teams ask the simple, yet powerful questions:





Why are internal relationships important and what can be achieved when we all work together?
How joined up are we?
How can we work together better?
What will we do differently from now on?

WHY IS THIS IMPORTANT?
“Teamwork is the ability to work together toward
a common vision. The ability to direct individual
accomplishments toward organisational objectives.
It is the fuel that allows common people to attain
uncommon results”
- Andrew Carnegie
We know that two heads are better than one, and
that the power of the group is usually greater than
the individual, so it makes sense for businesses to
ensure they work together to achieve their goals.
But when we’re immersed in our day-to-day work,
sometimes functional groups become silos and we
don’t operate as effectively as we need to across the
business.

IDEAL OUTCOMES


Deliver seamless service



Team/Individuals will be better informed about
your business



More open communication between teams



Improved collaboration and stronger 		
relationships across teams.

CONVERSATION SHAPER
™

So if we understand how our business is structured
and develop more effective working relationships we
can pool our expertise and energy to create a way of
working that will excite both our staff and customers.
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