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Does it often feel like 
your day is taken up 
doing little other than 
solving all your team’s 

problems?

Introduction
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Information 
Data on the VDB: 
Are we doing the 
right things in the 
right way?   

What is Service Essentials?

Visual 
progress

Simple 
task 

tracking



Good Dialogue

Solution Focussed Conversations

Planning

Celebrating Success

Making Decisions Together

Regular Stand-up Meetings

Solving Problems

Setting Priorities

Managing Workloads

What is Service Essentials all about?



Insert HR awards video here
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Service Essentials wins top national award

https://www.youtube.com/watch?v=4o8SADNnS48




Leadership Dimensions organise the 
board into sections

Notice how the team has made some 
sections bigger than others:
This helps show what they are currently 
focussing on or they may just need more 
space in that section.

Some Basic Concepts



The 
big 

Picture
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• Clear visible goals and 
progress

• Information that informs 
decisions about planning 
and organizing work

• Challenging existing 
models and investigating 
best practice

• Understanding the 
Faculty position relative 
to other faculties and the 
institution

• Acknowledging feedback

Setting 

Direction
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Achieving 

Results

• Priority tasks and goals

• Tracking progress and 
identifying peaks

• Managing workload by 
taking control in 
workflow planning

• Measurement of key 
deliverables

• Self-identifying training 
needs and sharing 
expertise 



Innovating 
and 

Engaging
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• Highlighting ideas – share 
ideas and drive projects that 
validate the relationship 
between what they do and 
the university’s strategic 
objectives

• Identifying problems and 
designing actions by 
suggesting, testing and 
implementing process 
improvements

• Impact/Difficulty matrix 
encourages critiquing and 
analysis of ideas 

• Ownership/action led



Enabling
People
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• Celebrating success

• Linking individual and team 
actions to strategic goals

• Articulating team ethos -
talk about, build and 
engage with the work 
culture they value

• Are we having fun yet?



Resistance is futile
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• Action and inaction are learned behaviours

• Don’t be afraid to let them drive

• Success is contagious

Change your view

14



Get 4 ‘volunteers’ to 

each take a quadrant 

and lead a discussion 

around questions that 

could be answered by 

adding things to your 

board.

Does your team 
capture ideas on the board?

Is it clear which ideas you want to progress?

Who will help with ideas that are difficult?

Are there things your team could stop doing?

Do you capture ideas to reduce re-work?

Do you try to standardise things more?

Do your team objectives line 
up with standards you have set?

Can you see what customers expect 
from you and how you are doing?

Do you know what to focus on this 
week/month/quarter?

Are your team objectives SMART?

Are your team objectives on your board 
and  reflected in everyone’s EVOLVE?

Can you see any skills gaps your team 
has in pursuing your objectives?

What reports, queries and access to 
people need – are there roadblocks?

Is it clear what the priorities are to enable 
the team, especially during peak workloads?

Which other teams should your 
team be talking to and visiting?

Can every one see which are the
main processes that drive 
your workload?

When are your main deadlines, 
peaks and troughs?

How do you show 
workload and team 
capacity?What do you use to talk about workflow 

planning as a team at your meetings?

Do you have the right information, at the 
right time and the right level of detail 
visible on your board?

Building your own board



Any questions?
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