Process Deconstruction
Template

A Comprehensive Workflow Guide

Introduction

Deconstructing a process involves systematically breaking down the workflow into distinct
steps, identifying areas for improvement, and redesigning it to enhance efficiency and
effectiveness. This template outlines the four main steps essential for process
deconstruction.

Step-by-Step Process Deconstruction

Step 1: Map Out Existing Process Steps

To begin, list all the current steps involved in the process. This mapping provides a clear
visual representation of the workflow, allowing for easy identification of bottlenecks and
inefficiencies.

Example

Consider a customer service call process for a service-based business:

e Receive customer call

e |dentify the customer's issue

e Check service history and account details
e Forwardthe callto the relevant department
e Resolve theissue

e Follow up with the customer

Step 2: Identify Questions or Insights Needed for Each Step

For each step in the process, determine if there are essential questions or insights needed.
This could involve understanding customer needs, employee capabilities, or technological
requirements.

Example

e Receive customer call: Is there a scripting guide for answering calls?

e Identify the customer's issue: What methods are used to diagnose the issue?

e Check service history and account details: Are all necessary details easily
accessible?
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Step 3: Identify Risks or Problems That Can Arise With Each Step

Next, identify potential risks or problems associated with each step. This helpsin
proactively addressing issues that may hinder the process.

Example

e Receive customer call: Risk of long wait times

e |dentify the customer's issue: Misdiagnosis leading to unresolved issues

e Check service history and account details: Missing or outdated information

e Forward the call to the relevant department: Misrouting of calls causing delays

e Resolve the issue: Ineffective resolution affecting customer satisfaction

e Follow up with the customer: Lack of follow-up resulting in customer dissatisfaction

Step 4: Redesign the Process from the Ground Up, Optimizing the
Workflow

Finally, reimagine the process with insights gained from the previous steps. The goal is to
optimize the workflow, making it more efficient and reducing risks.

Example

e Receive customer call: Implement an automated call distribution system to manage
high volumes

e I|dentify the customer's issue: Train staff on effective diagnostic techniques

e Check service history and account details: Develop a comprehensive, real-time
database

e Forward the call to the relevant department: Establish clear criteria and training for
call routing

e Resolve theissue: Create a standardized issue resolution protocol

e Follow up with the customer: Implement a dedicated follow-up team for customer
satisfaction
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