
CX Moment – December 2015 

Centennial values customer service and is focused to be the most proactive government with the best 
customer experience. Therefore each month you will receive a Customer Experience (CX) Moment with 
ideas, suggestions and tips to help get you thinking about how to deliver a great customer experience. 

 

Understand Urgent vs Important and Learn to Respond vs. React 

Do you sometimes feel like all you do is constantly put out fires? That your days are consumed with 
tackling crisis after crisis? 

If so, then you may be confusing the urgent with the important, and reacting instead of responding. 

A great leadership principle from President Dwight D Eisenhower could help simplify this confusion. 
According to the Eisenhower Decision Principle “What is important is seldom urgent and what is urgent 
is seldom important.”  

Here is a simple guide to using the decision matrix (see graphic below): 

• Urgent and Important – Do first as these are tasks to do immediately; today or tomorrow at the 
latest 

• Important, but not urgent – Schedule as these are tasks you can add to your calendar for a 
reasonable time in the future. 

• Urgent, but not important – Delegate, if possible, these tasks and check back on their progress 
later. 

• Neither urgent nor important – Determine what you can Eliminate, or not do at all. (Example: 
removing forms of procrastination, or excuses for not being able to handle tasks in the 1st and 
2nd quadrants.) 



 

The Eisenhower Decision Matrix is a great time management tool. It is intended to help you determine 
the most important tasks and using it can help you make more mindful decisions. This tool will also help 
enable you to deliberately respond to important tasks rather than react to things that come up. 

 

What this means for Centennial 

Centennial has three (3) Quality Services Guidelines: Ownership, Integrity, and Responsiveness. 
Responsiveness is a critical component that helps us deliver consistent service across all functional 
areas. 

Responsiveness is reacting quickly in an appropriate and accurate manner for a particular situation. 
Responsiveness is an individual as well as a group quality. Which means people need to be able to 
depend on you. 

Here is one tip to help you focus on responsiveness: 

• Make a conscious choice to ‘Pause and Respond’ rather than ‘React’ – Urgent tasks have a 
tendency to put us in a reactive mode, which is more negative, rushed, and narrowly-focused. 

http://jamesclear.com/eisenhower-box


Yet, taking time to focus on important activities helps us operate in a more responsive manner, 
which means we can remain calm, rational, and open to fresh ideas. 

 

Thanks for everything you do to deliver responsive service to Centennial customers! Keep up the good 
work! 

  



 


