
Request for Content: The process was not clearly 
documented. Roles and responsibilities were 
unclear. Who does what and when was not defined.

Create processes that makes work flow faster, easier to use

Problem statement:
The process for requesting content was unclear between staff across multiple teams. Staff were unsure 
when they should and should not be involved in certain parts of the process. It was unclear who and when 
they should initiate certain action and whom they should be communicating with. The process was not 
documented and the way the process was handled varied between staff and circumstances.  

Goal Statement:
As a team, design a clear, and fast flowing process that everyone agrees will reduce the lead time from 
start to end and provide clarity of roles, responsibilities and timeliness. Document the future process and 
train staff to perform the process to the new standard. 

Engage staff to improve the way they work and be more productive

• Formed a cross functional team to design a process 
that has clear roles, responsibilities and timeliness. 

• Identify process problem with the current process. 
Determine the root cause of existing process 
problems. 

• Generate ideas for improvement which will be 
incorporated into the design of a future process. 

• Document a Future State process map for managing 
Request for Content involving a member of each team

• Develop an efficient, fast flowing and transparent 
future state process map together with members of 
each team involved in the end-to-end process.

Methodology:

Outcome:

• Only 6 key changes are required to establish and sustain 
an efficient and effective process flow.

• Lead time and double handling will reduce by creating:
1.A new Request for Service form to improve clarity and 

ensure all required information is provided upfront. 
2.A Project Schedule for the Job Lead will cover all 

required issues.
3.A Contact list makes it clear who should be contacted. 
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Approval 
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Importance

Strategic 

Change 

Effort

Behavioural 
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Status

1 No We need a way of informing staff of the new process to lodge a 

request for content Educate users of the new process, roles and responsibilities Clarity surrounding who does what and when Communication Clarify roles and responsibilities Wave 2 (weeks 3- 6)

Not yet 

approved

To be 

determined High Medium Low

Not yet 

commenced

2 Yes We do not have standardised approach to receiving requests for 

service Create a Request for Service form that everyone can use Clarity of requirements Form Standardise processes Wave 1 (weeks 1 - 2)

Not yet 

approved

To be 

determined High Low Low

Not yet 

commenced

3 Yes

We could improve the way we collect requirements information

Design a Project schedule for the Job lead to complete that covers all 

required issues. Include key messages, approvals, roles and responsibilities Minimise double handling and rework Form Standardise processes Wave 1 (weeks 1 - 2)

Not yet 

approved

To be 

determined High Low Low

Not yet 

commenced

4 No

There is no central point of coordination of requests for service

New Senior Communications Manager has responsibility for coordinating all 

Requests for Content Coordination Coordination Tasks restructuring Wave 2 (weeks 3- 6)

Not yet 

approved

To be 

determined High Medium Medium

Not yet 

commenced

5 Yes

Customers are not clear all the time as to whom to contact Create a contact list for customers to look up who to contact for each tasks Clarification of contacts Communication Improve the manage information Wave 1 (weeks 1 - 2)

Not yet 

approved

To be 

determined High Low Low

Not yet 

commenced

6 No
The current structure does not reflect what the Department has 

moved to ROC, Strategic Communications and DPU should be in one division Improved coordination and communication

Organisational 

structure Tasks restructuring Wave 3 (weeks 7+)

Not yet 

approved

To be 

determined High High Medium

Not yet 

commenced
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