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How to diagnose your organisation
to chart your Lean Journey
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see business differently

Lean resides in the workforce doing the day to day job.

Problem solving
employees:

Its not simply about
Tools.
Methods.

Techniques.

Adapted from a Womack Presentation by Stephen Parry
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What type of climate do you want create for Al LeTel[E
customers, employees and managers? see business differently

Company Pushes products and services ON-COMMAND
Customers and employees are designed out

Mass Production

Transactional Incentivised Functional Direct
and processed contribution efficiency and control

Executive leadership

Customer experience ‘ ‘ Employee motivation ‘ Support operations ‘

Relational Willing End-to-end Listen
and personal contribution effectiveness and adapt

Lean Enterprise

Customer PUIIS products and services ON-DEMAND
Customers and employees are designed in
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CORE Profile: Value definitions

Is defined by ‘Customer Purpose’. Deliver value
effectively to customers and efficiently to the
organisation.

Creates the possibility for developing new services that

OPPORTUNITY will satisfy customers or increase production and
(Innovate) revenue.

RESTORATIVE Occurs when the organisation delivers unfit products or
(Restore and Remove) services. Production is lost, the customer is unhappy,

_ resulting in loss of money, time, and reputation.

Originates externally and is usually waste or demand
- that is created by other organisations, agencies or
institutions.
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CORE Profile, Cost Matrix and Performance: AT EYT

International conferencing company see business differently
. End-to-end
Demand type Volum Action '
P oume CHo Finance Performance

_ I 19% Optimise $2,140,200 $529’490 10min — 58hours

(Mean 6 hours)

OPPORTUNITY 0% | Innovate

Restore [
Remove | ($540,000) | $1,691,900 | g% 0 ONS

_ I 40, | Restore 10min — 65hours

Rethink ($686,070) $20,120 (Mean 10 hours)

RESTORATIVE

Ave. Revenue Ave. Cost FTE End-to-end

(Three months data 276,934 ) Capablllty
Additional revenue is generated
through automated booking service

3-5M Customers / Month would experience difficulties
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CORE Profile: Telecommunications Company

Create . 6%

Opportunity J 2%

_ 60% 87%
Restorative workforce people who do the work i

External
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CORE Profile: Catalogue Business Telesales

Opportunity J 1%
Restorative - 12% 66%

External 1% 3%

Sixty-six percent of the demand is generated from consumers
experiencing a problem with a product or delivery.
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Customer
Management

Infrastructure

Front Line

Sales
and
Marketing

Process
anagement

Customer

Purpose

Finance
and
Commercial

Operational
Strategy

People

Development | performance

and Management
Management
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Transformational

Improvement

Change Approach Planner

Integrated Coordinated Multiple initiatives
Internal Learning schools : A : .
— | and shared knowledge ggressive c
© . Dictatorial | @
S Co-ordinated T
S ; : . Y o
© Dictatorial  Un-coordinated > O
= | Integrated Learning Dictatorial <80
@ L . 8 ==
o Infrastructure Rapid:Push Integration S 3p
O and High rework " ch’D
o Integrated Learning Point Solutions | 3 @)
and Low re-work : Dictatorial | § ©
Reactive 3 3
- Organic Learning Coaéhing o g
3 _— Community Point Solutions g =
- Xperiments . S <
= Pr;oactive Contlnuoys Locql g c
= Improvement Reactive = ©
Proactive Fire fighting %
Local Interest Groups Reactive | ®
LOW Urgency HIGH
Proactive Reactive
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Public Sector: Route Map Example

2008/09 2009/10 2010/11 2011/12 2012/13
Year 1 Year 2 Year 3 Year 4 Year 5

[
m " Recognition SUSTAINABILITY

responsibilities
#« New Measurement
architecture

PROJECTS

New = New Reporting
Behaviour ;

and Sklilis = New Training

Service

s User Groups
s Learning Framework
s Management Orientation (Competency
] » Operating Team Structure
= Engaging HR & Training

s Deployment

» Document 1st FOCUS EVENT

» Diagnostic Cross functional

= Form Team
OPERATIOMAL

’ MANAGEMENT

140443

FIRE FIGHTING REACTIVE PROACTIVE INNOVATION

Work Force Development
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