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Session 3: Identifying Improvement Opportunities and Creating a Software Matrix 
 

Identifying Pain Points 
 

Once you’ve identified what’s holding you back, work to remove those inefficiencies. Gather a group together to brainstorm better 

ways to approach troublesome areas. For each of the pain points identified in the current state process map, generate and record 

ideas that may solve the problem.  

Ideas for improvement opportunities to deal with pain points can come from a wide range of lenses (this list is not exhaustive), 

including: 

• Improving customer service/experience 

• Reduced customer complaints 

• Removing unnecessary steps 

• Reducing wastage 

• Increasing productivity 

• Introducing checklists 

• Cost savings 

• Quality control or improving quality 

• Reducing risk 

• Increasing safety 

• Refining user roles 

• Employee training 
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• Staff onboarding 

• Staff retention 

• Workplace design  

• Removing double handling or double entry 

• Introducing software or automation 

• Communication and collaboration. 
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Example Improvement Opportunity Identification
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Identifying Improvement Opportunities for Your Pain Points 

 

Use the table below to help you organise your improvement opportunity ideas and concepts. 

Process Step Pain Point Improvement Opportunity How it will Address the Pain Point 
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Identifying Software Functionality to Enable Desired State 

 

Now you have identified the improvement opportunities, determine the functionality of software that could enable the realisation of 

these improvement opportunities. See our example below: 
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Use the table below to identify software functionality to realise your improvement opportunities 

Process Improvement 

 

Software Functionality 
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Create a Software Matrix 

 

Once the software functionality has been completed, you can then go into further detail to complete a software matrix. This 

itemises and describes the exact functionality required for you to achieve the desired state of your internal business process. This is 

the due diligence part of the process improvement. 

Use the functionality list to help to assess software are you are researching your options to understand if they are going to be suitable 

to address the requirements for your business.  
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Session Four: Change Management and Business Case 
 

 

 

 

 

 

 

 


