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Operator-Level Process Check
The gap between how we think it works and what actually happens on a Tuesday.

	The people closest to the work usually know what’s broken.



How to use this template
Download a copy. Share it with your team independently — don’t fill it in together. Compare answers. The diagnostic value comes from the gaps between what different people think is true.
Time required: 20–40 minutes per person. Then an hour of team discussion comparing answers.

Respondent
	Name:
	Role / Title:

	Organisation:
	Date:

	Project / Area:
	



A. Process Identity
Q1. Which process are you checking?
Name it. Be specific. “Invoice processing,” not “finance.”
	Your response


Q2. Who owns this process?
Not the department — the person. If nobody owns it, that’s your first finding.
	Your response


Q3. When was it last formally reviewed?
Designed, documented, and approved. By whom?
	Your response


Q4. What has changed since the last review?
Systems, team, regulation, volume, customer expectations.
	Your response


B. The Operator’s View
These questions are for the people who run the process every day.
Q5. Describe what you actually do, step by step.
Not the SOP — what really happens. Include workarounds.
	Your response


Q6. Where does the documented process not match reality?
What do you do differently? Why?
	Your response


Q7. What slows you down the most?
Waiting for approvals? Manual data entry? System limitations? Dependencies on other teams?
	Your response


Q8. What would you change if you could?
The people closest to the work usually know what’s broken.
	Your response


C. Controls & Handoffs
Q9. What controls exist in this process?
Approvals, checks, validations, reconciliations. Are they effective or just procedural?
	Your response


Q10. Where are the handoffs, and what gets lost in them?
Information, context, accountability. Each handoff is a failure point.
	Your response


Q11. What happens when this process fails?
Is there a fallback? Does anyone know? Has it been tested?
	Your response


Q12. Are there single points of failure — people or systems?
What happens when that person is on leave or that system goes down?
	Your response


D. Volume & Capacity
Q13. What’s the current volume versus designed capacity?
Is the process running at 60%? 100%? 150%? What happens at peak?
	Your response


Q14. How do you handle exceptions?
Documented exception process, or “we figure it out each time”?
	Your response



E. Summary
Q15. What is your overall confidence in this process? Score /10.
	Your response


Q16. What are the top three findings from this check?
	Your response


Q17. What needs to happen in the next 30 days?
	Your response




THE HONEST BIT
This template is a diagnostic starting point — not legal advice, not compliance certification, not a substitute for qualified professional guidance. If it surfaces something serious, get proper help. Talk to your lawyer. Talk to someone who carries professional indemnity insurance and knows your jurisdiction. Nothing here creates a client relationship, an advisory engagement, or a duty of care. You’re a grown-up. You downloaded a template. What you do next is on you.
Progress over perfection — but not recklessness over common sense.
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