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Whenever work is passed from one person to another, there is the possibility of miscommunication and, as a result, errors will creep into the handling of a case.

This paper attempts to document a mechanism which has been used successfully in the past and is loosely based on the approach taught to young officers in the military on how to properly brief service personnel to accomplish required tasks.

The mechanism is based on the assumption that a minimum of 6 items of information are needed to correctly initiate activity on a task. Trust, Clarity and Succinctness are key to this mechanism.

· Aim.

· Objective.
· Resources.
· Related.
· Reporting.
· Questions.
· How. (Optional)
Let us look at these in more detail, using an example of a Sales Department in a Financial Services company.

1. Aim.

We have to start with an overall statement of what is to be done. For example, “This is an existing customer who wants us to quote for adding our product X to their range of cover”.

2. Objective.

This is followed by more specific information on what they are being asked to achieve. For example, “To this end, I would like you to go through the information they have supplied and that which we already know about them to see if we have enough to issue a competitive quote”.

3. Resources.

Next there should be a clear statement of the full range of resources at their disposal to complete the task. For example, “This is a solo effort, which should not take up more than ½ an hour. Use the PC on Jan’s desk as she is on holiday today and I know your one is waiting to be repaired. Once it is done, please take another ½ hour to explain to David, our trainee, the key things you did and why you did them, as I want him to be able to do some of these tasks after another 3 guided walkthroughs like these.”

4. Related. 

Any related tasks being performed by others that will impact the completion of this task should be described. For example, “Susan in Claims is also working on this client’s file as they had shipment of their main products stolen last week.”

5. Reporting. 

Describe the key milestones which are to be used when feeding back the status of the activity, how that status should be reported back, how often the reporting should take place and who should be reported to. For example, “Please drop me an email when we have sufficient information to begin work on the quote and forward it to me by email when it is ready to go out”.

6. Questions.

Finally, allow the person to ask any questions that they feel appropriate.

7. (Optional) How. 

If it is a supervisory relationship and it is a new or infrequent activity, then, as soon as possible you may want to get the person to describe how they are intending to undertake the task as this will also confirm their understanding of what they have been asked to accomplish.






























































































Page 1 of 2
Workflow Development Methodology Worksheet


PD4 – Work Assignment

Workflow Automation Limited


