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PLAN
Identify an opportunity and plan for improvement.

Area for Improvement

In November of 2008 our office was relocated to a
building complex with a total of three buildings.
Shortly after this relocation the complex was
renamed. This event, coupled with being unable to
see our office from the roadway and poor signage,
makes finding us difficult.

Target Goal
Our goal was to reduce, by 90%, the number of visitors
who have difficulty or become lost finding our office.

Baseline Data

First time visitors to our office were surveyed. We
asked: “Did you have trouble finding our office?” The
chart on the left shows the results of the survey. The
chart on the right breaks down by percentage the type
of visitors that answered “yes”.
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What change ideas (theories) did you have
before you started testing changes?

- Ensure our new address is stated consistently.

- Notify all partners of our new location.

- Improve signs providing direction to our location.

- Create a Facebook page with a map to the office.

- Improve map sent out to new clients.

DO
What ideas for improvement did you test?

A new map was created with both written and visual
directions to our office. It was sent out to clients prior
to their first visit and as needed (for example, when a
community group made a reservation for the
conference room.)

STUDY
What were the results of your test(s)? What is
your final post-change data compared to the
baseline data?

Sufficient data from our post implementation study is
not yet available. New visitors to our office are
currently being surveyed. Numerical data is not
available at this time although there has been a
significant decline in the number of clients verbally
reporting difficulty finding our office. Post
implementation data will be reviewed to determine if
more intervention is needed to improve all visitors
ability to easily find our office.

ACT

What lessons did you learn from the process? How
will this change be sustained?

At this time it is standard practice for the map shown
below to be sent to first time clients to our office and as
needed to new visitors scheduled to come to the office.
The map is available to send in both paper and
electronic formats.
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