




  
GOTCHA [goch-uh] 
 Means - got you 

Internally branded programme 
designed to get everyone focused on 

service improvement 

 
    To ‘catch’ our staff delivering great service 
 

 

  



OBJECTIVES 

 

• Improve service levels 
 

• Improve employee engagement 
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3 Key Success Factors 

 

 

Rewards and Recognition 

How am I managed? 

Solid reporting structure 













Reporting Structure 

Supervisor  A Supervisor  B Supervisor C 

Duty Manager 



Reporting Structure 
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Gotcha Results so Far 






