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FIX-IT! IN YOUR ORGANISATION

Empower your employees to take ownership for and get involved in 
improving your business and moving it forward

Focuses on improving the customer (internal/external) experience through 
innovation that improves processes

Engages your frontline employees in problem solving for the customers and 
colleagues

Builds trust, provides a visible platform for leadership

Breaks down functional and geographic boundaries
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WHAT IS Fix-It?

P hilos ophy

P roc es s
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C reating an environment of c ontinuous  improvement

‘Fix-It! OUTPUTS

- C ultural C hange through…

Encouraging ‘safe’ innovation and problem solving 

Increased cross-functional teamwork

Employee’s ‘own’ improvements to the brand experience

Measurable increase in customer and employee engagement
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Implementation

F ollow-through

S olutionIs s ue

P lanning

FIX-IT!
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FIX-IT! ROLES

S pons or
C hampion

P artic ipants
F ac ilitator
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FIX-IT! FEATURES

- Must have a committed sponsor

- Can be fixed by the participants quickly 

- Things participants care about

- Focus on the customers and the process

- Concrete and measurable



FIX-IT!

Communication and 
implementation strategy
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C OMMUNIC AT ION P R INC IP L E S

 R eceiver-oriented 

 S imple, s traightforward copy

 E mpathetic  and pos itive tone

 Materials  that work effectively together

 P rofes s ional

 P ers onal

Fix-It! is about innovative solutions by the people who face the issue. Therefore, 
all communications material must be developed with the recipient in mind.
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Communication
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Communication
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G oogle analytic s  
provide monitoring 
of the 
www.rs afeedback.
c om
webs ite. 

Analytic s  c over hit 
rates , traffic  
s ourc es , page 
views  and 
geographic  
monitoring for 
hots pots  for future 
roll out.

GOOGLE ANALYTICS

http://www.rsafeedback.com/�
http://www.rsafeedback.com/�
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PROGRAMME PLANNING ANALYSIS

Darker c olours  
s how hot s pots  
and ‘pull’ from 
c ountry whic h will 
guide and 
prioritis e roll out 
plan.



FIX-IT!

RESULTS
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F ix-It!  has  helped improve the proces s es  and/or the tools  and 
equipment I us e at work.

F ix-It!  has  helped give me more opportunities  to do what I do 
bes t every day.

F ix-It!  helped me feel that at work, my ideas  s eem to c ount.

F ix-It!  has  helped give me opportunities  at work to learn and 
grow.

FIX-IT’S! ABILITY TO INCREASE ENGAGEMENT
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B ec aus e of a F ix-It s es s ion, c us tomers  now find it eas ier to deal with us .

G iven that engaged employees  are more likely to deliver brilliant s ervic e, only one c lear and 
s imple c us tomer s ervic e ques tion was  as ked.

FIX-IT! ABILITY TO AFFECT CUSTOMER 
SERVICE
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S ummary

Fix-It! is about innovative solutions by the people who face 
the issue. 

It improves processes and engages employees

Easy to measure and to demonstrate tangible results

Own it.... 

Before someone else does!



Thank you
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