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Seven Steps Improvement
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Introduction
The seven step improvement process is a critical part of the CSI approach. By taking us through the necessary steps to 
understand why we are measuring, what we are measuring, and then how we measure, and analyse and present the 
measurement outcome, this indispensable process allows us to be confident in the first steps of improvement. In this 
simple diagram, we present the seven step process, its association with the DIKW model of knowledge management. 
Managing the transformation of data into something usable and presentable to aid decision making is a key technique 
for the identification of improvements. Supported by PDCA, the plan, do, check, act cycle, to ensure a quality based 
approach, this process enables the successful identification of opportunities. 

Define the strategy  
for the improvement
· What are the business goals?
· What is the problem we are 

trying to solve?This step will include  
a number of activities 
such as:
· Securing approval for  

improvement
· Prioritization of  

improvements
· Developing a business case
· Integration with change 

management
· Integration with other  

lifecycle phases

· What should you measure?

· What can you measure?

Ensure the measurement will 
help you understand step 1 Three types  

of metric:
· Technology metrics from our in-

frastructure anad applications
· Process metrics for compliance, 

value, quality and performance
· Service metrics to measure the 

end-to-end service, combining 
technology and process metrics 
in a customer facing report

· Are there any trends?
· Are the trends positive or negative?
· Are we operating to achieve targets?
· Are changes required?
· Are corrective actions needed?

There are typically four  
distinct groups of recipients:
Customers
· Are services being delivered in 

accordance with SLAs?
Senior IT management
· CSFs, KPIs, costs,  

“big picture” view
Internal IT staff
KPIs, activity metrics,  

“lower level” view
· Third party suppliers
· KPIs and activity metrics relat-

ed to products  
and services they are  
responsible for

· What is the format?
· What is the frequency of  

collection / processing?
· What is the accuracy of the data?
· What tools and systems  

will be used?
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