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Also called a Critical to Satisfactory Trees.
A translation of the VOC.

“Improve Customer Service” IS too broad.

Translates broad customer needs into specific, actionable and

measurable performance requirements.

Moves team from high-level customer needs to a detailed level.

Establishes a visual layout connecting
customer needs to the project.
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- Critical-to Tree

a Critical to Satisfaction can include:
a Critical to Quality:
E.g.: Pizza must be hot and properly made.

a Critical to Cost: Cr_itii:cal_to
E.g.: Pizza price must be affordable. Satisfaction

v v

a Critical to Delivery: Quality Cost
E.g.: Pizza must be served on time. v
Delivery
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Example — Management Wants Better Oil Management:

Less oil losses I
Cost
Less operator time consuming I

Better oil control

Critical-to q ' (observation and recording)
i i q| Quality
Satisfaction Better reporting of issues I
Safety ' N| .
| - No handling of drums I
Delivery I

Continuous Improvement Toolkit . www.citoolkit.com
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Example — Customer wants Better Store Services

All phone calls answered within
20 seconds

Delivery 90% of the purchases & refunds

processed within 3 minutes

All customers greeted within 30

SC:_It]ica![_tO )l Qua|ity 2 \ seconds of entering the store ‘
atistaction
All staff to smile genuinely when
interacting with customers
80% of customers satisfied with
refund policy
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