
•	 	Engage	your	staff	by	providing	them	with	the	‘line	
of	sight’:	Let	them	see	how	their	individual	efforts	
contribute	to	the	overall	service	promise	of	your	
organisation.

•	 	Increase	the	likelihood	of	being	referred	to	as	a	
‘provider	of	choice’.

“The sta� are just 
lovely. They care 

about me, but 
they’re not too 
overbearing.”

“The gardens are 
impeccably 

maintained. I just 
love going for walks 

when my family 
comes to visit.”

“The car park is 
horrendously small. My 
family are often delayed 

while they wait for a space 
to become free. I really 

wish they’d �x that.”

“I never have to 
wait too long to 

see the Doctor and 
he is always happy 

to answer my 
questions.”

“The receptionist greets 
my family so warmly 

when they arrive. She 
even asks them 

questions about how 
they are going.”

“There are so many 
activities to 

participate in. 
Every day there is 
something new to 
do or go and see.”

“I look forward to 
meal time. The 

portions are a good 
size and the food isn’t 

too bland, nor too 
exotic.”

A	Moment	of	Truth	is	any	opportunity	to	create	a	lasting	perception	in	your	customer's	
mind.	Moments	of	Truth	are	everywhere	in	your	aged	care	organisation.	The	way	your	
receptionist	greets	the	family	of	your	residents.	The	cleanliness	of	your	facility.	The	quality	
and	quantity	of	your	food.	Every	interaction	is	an	opportunity	to	provide	exceptional	
customer	service.

But	what	about	the	ones	you	
can’t	see?	What	if,	despite	
everything	you	know,	the	one	
critical	factor	that	is	causing	
angst	to	your	residents	and	their	
families	is	something	you	haven’t	
considered—like	the	number	
of	spaces	in	your	car	park	or	the	
amount	of	time	cars	tend	to	stay	in	
them?	

Consumer	Directed	Care	(CDC)	
gives	aged	care	consumers	greater	
control	and	choice	over	their	lives	
in	care.	To	be	properly	prepared,	
you	need	to	know	what	your	
residents	and	their	families	find	
important.

Moments of Truth 
Mapping
Moments	of	Truth	mapping	is	one	of	the	most	
powerful	things	you	can	do	to	improve	your	
performance	on	service-delivery.	Change	Factory	can	
help	you:

•	 	Discover	what	really	makes	your	clients,	and	their	
decision-makers,	‘tick’.

•	 	Achieve	confidence	in	knowing	where	to	allocate	
your	resources	for	maximum	service	impact.

MOMENTS OF 
TRUTH
How	do	I	know	what	our	customer's	perceptions	really	are?
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How Change Factory can help you with 
your Moments of Truth
Change	Factory	works	with	aged	care	providers	from	
both	the	for-profit	and	not-for	profit	sector.	We	do	
not	offer	‘cookie-cutter’	solutions.	Instead,	we	use	
what	we	have	learnt	from	many	client	service	related	
projects	and	adopt	our	flexible	Moments	of	Truth	
mapping	framework	that	includes:

•	 	Mapping	your	customers’	experience	to	determine	
their	Moments	of	Truth.

•	 	Surveying	and	evaluating	your	customers’	(and	
their	decision-makers’)	actual	service	experiences.

•	 	Reviewing	customer	complaints	and	employee	
observations.

•	 	Identifying	the	current	situation	versus	the	desired	
situation	and	defining	the	gap.

•	 	Prioritising	the	changes	to	be	made	(including	any	
training	and	performance	management	for	staff).

•	 Executing	the	changes.

•	 Measuring	and	reviewing	for	effectiveness.

The	term	‘Moment of Truth’	was	first	coined	in	a	
business	context	by	Jan	Carlzon,	the	then-CEO	of	the	
Scandinavian	SAS	Group	of	airlines.	

Carlzon	took	over	a	basket-case	ranked	14th	out	of	
17	European	airlines	for	punctuality	that	was	losing	
$17m	per	year	and	that	had	a	reputation	for	slow	and	
bureaucratic	decision-making.	

By	adopting	a	customer-first	strategy	executed	through	
what	he	called	Moments	of	Truth	–	the	individual	
moments	when	a	customer	came	into	contact	with	an	
SAS	employee	–	Carlzon	turned	the	business	around:	
three	years	after	his	appointment,	SAS	was	named	as	
the	Airline	of	the	Year.
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CONTACT US

Connect With Us
A Proud Corporate Partner of

To begin improving your service delivery by 
mapping your Moments of Truth, contact us today.


