
managed 
their 
matters 
better

changing the 
way we do 
business

1. Post dozens of large, easel-sized post-it notes around the room.

2. Write a single, open-ended question on the top of each one.

3. Give each participant a Sharpie fine-point marker (regular pens make it 

hard for others to read the notes) and a 3x3 pad of colored post-it notes.

4. Ask everyone to walk around the room and answer the questions on the 

small post-it notes and then stick their answers on the big question page.

5. Photograph or transcribe all of the answers and share them with the group 

once the event is over.

Our f irm wou ld serve 
c l ients better if  we 
started do ing . . .

collaborating 
better 
together

implementing 
real project 
management

Opened an 
office nearer 
our best 
clients.

stopped billing 
by the hour

More 
associate 
training in 
client service

more team 
learning

visiting their 
offices with 
our entire 
client team

building teams 
around 
competencies 
not seniority

stop giving 
them hard-
to-read bills

concise 
statements 
of work

actually 
caring about 
the customer 
experience

talking with 
staff about 
how to help 
clients more

Not charging 
them for 
copies and 
stamps!!

surveying our 
clients 
better

building client 
advisory 
board & 
listening to it
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