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Spend 15 minutes per person interviewing your partner, noting significant and memorable parts of the conversation. You will be reporting the results to the group.

1. What do you value most about yourself…your work…your organization?

2. Can you remember and recount a customer service experience that experience that went very well?

- What went well in the experience?

- Why was it a good experience?

- What made this good experience possible?

- How would you describe the relationship(s)?

3. If you were able to warp ahead 5 years, what would CRM look like. What three wishes would you make to heighten vitality and health of this organization?
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Instructions for Creating Future Stories

Share each other’s stories from the earlier interviews.

Note and discuss common themes.

Create a group future story or stories of what might be in 5 years, based on the core of what works best today.

Create a 3-5 minute enactment or scenario of your future story.

Each group will share (enact) with the larger group.
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Instructions for Creating Provocative Propositions (PP)

Background – A PP is a statement that bridges the best of “what is” with your own speculation of “what might be.”  It is provocative to the extent to which it stretches the realm of status quo, challenges common assumptions, and helps suggest real possibilities that represent desired possibilities for the organization and its people.

1. It is provocative…stretches, challenges, etc.

2. It is desired

3. It is stated in the affirmative

4. It is a high involvement process

5. It will stimulate organizational learning

6. It balances the management tasks of continuity, novelty, and transition

Creating one

1. Begin with some affirmatively stated topic – (reference the earlier interviews you conducted), for example cooperation – and then consider the following questions:

a. What is cooperation?

b. What makes cooperation possible?

c. What are the possibilities that enhance or maximize the potential for cooperation?

2. Gather the data from this inquiry process

3. Format your gathered information into PP(s) – one per topic.

4. Prepare to debrief your PP(s)

Examples

1. This school is a safe haven and central focus of a community partnership; school is stimulating, fun, supports growth, and prepares students for careers.

2. All partners of our corporation share a basic common vision in relation to its core mission, intent, and direction.  It is an exciting, challenging, and meaningful direction which helps give all partners a feeling of significance, purpose, pride, and unity.  Our corporation uses whatever time and resources are needed to bring everyone on board and thus continuously cultivates “the thrill of having a one firm feeling,” of being a valued member of this outstanding corporation and partnership.
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Instructions for Creating Destinies and Metrics

Background – Using PPs, we will be making them more “real.”  How do we get there?  How do we know when we get there?  These questions are important if we want to do something about the carefully crafted PPs.  

For each PP, consider the following questions to craft statements of destiny and metrics.

Destiny

1. How do we get to our PP?

2. What will we need to get there (tools, related changes, etc)?

Metrics

1. How do we know when we have achieved our PP and Statement of Destiny?

2. How do we maintain it?

Plan to outbrief your findings to the larger group.
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Instructions for Creating FAQ

Background

1. Need to create “teaching” answers to common customer questions

2. Answers should guide users through “how-to” version of what to do if I want to _____

3. FAQ will be posted on the appropriate web sites, and include the necessary links to help users

Directions

1. Break up into two larger groups

2. Identify the most common questions (using FAQ sheet that was created from support magic)

3. Create the answers for the questions in “how-to” terms

4. Report back to group with results

FAQs

Customers need to find out about Ship's Tours, 

Hours of Operation for Commissary Stores

Technical research 

Shipping information and stock availability

Worldwide stock check

Misdirected shipment

Shipping status

Identify vendor source

Transshipment information 

Requisition cancellation request 

Carcass tracking

Requisition reinstatement request 

Open Purchase requisition status 

Requisition Re-pass back into the system

Expedite existing requisition or material/shipment tracking 

APL allowance parts list research request

Fax verification

Description/part # cross with NIIN

Expedite new requisition 

Requisition modifier request 

Requisition status

Phone number request for inventory control points and routing identifier codes 

FISC walk through inquiry

Submission of a ROD, ROD inquiry

M T I S return procedure

Local stock availability

Worldwide stock check

Status check

Shipping status

Transshipment of material

Call transfer to DOD activity

Phone number request (CNB/FISC/SHIPS)

Milstrip Input 

How to submit an exception requisition 

Do a BPU

MTIS inquiries
