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Agenda

• Who are the Canal & River Trust

• What problems do we have to solve
• Working with LEA
• Being taught to fish

• Doing some fishing
• Exercise: Continuous Improvement – What a load of rubbish
• Teaching others

• What do our people think
• Where are we headed



Who are the Canal & River Trust



What problems do we have to solve?

Income
Expenditure on 
charitable activities

Expenditure on 
raising funds

£225.1m £41.4m£199.5m



What problems do we have to solve?



Working with LEA

Steve Dainty Peter Watkins
David Marriott



Being taught to fish
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Being taught to fish – phase 1



Being taught to fish – phase 2



Being taught to fish – phase 3



Being taught to fish



Being taught to fish



Being taught to fish

Repetition and challenge leads to improvement



Doing some fishing

How do you solve 
a problem like 
Service Desk 

Incident 
increases?



Doing some fishing

You do a 
LEAN A3 of 

course!



Doing some fishing

Problem statement – What 
is the problem?



Doing some fishing

Identifying the Problem to Pursue



Doing some fishing

Setting a 
Target



Doing some fishing

Root Cause 
Analysis



Doing some fishing

Counter-
measures



Doing some fishing

Outcomes



Doing some fishing 

• Common weaknesses
○ Poor data quality
○ Out of date processes

○ Historical ‘improvements’ have 
increased complexity

○ No clear link between inputs and 
outputs

○ Silo thinking and working
○ Unclear expectations and 

responsibilities

○ Lack of training
○ Lack of standardisation

• Real world benefits
○ >£100,000 direct savings
○ Better management systems - 

improved monitoring, expectation 
setting and feedback

○ Increased overnight processing
○ Less coding and processing time 

○ Simplified expenses, more VAT back
○ Quicker mobile phone rollout

○ Safer use of lifejackets and lifting 
gear



Continuous Improvement

WHAT A 
LOAD OF 

RUBBISH!!!!



Can you fix our fly tipping problem
Working in small groups you will all have the same problem to solve, being:

• Fly tipping costs are through the roof
• The Exec want an answer – ASAP!!!!

We will have regular pauses and updates throughout the exercise
At the end we will get feedback from all groups – hopefully, you will all have a fix!!

Good Luck, we really need to sort this mess out!!



So what was the answer?

• There were multiple problems including:
○ Insufficient bins / poor facilities
○ Lack of monitoring

○ Cost cutting too far

○ Public behaviour
○ Lack of data analysis in the first place

• No one containment would help all regions but increased scheduled 
collections may have been a reasonable stop gap.
• Countermeasures would need to be different in different regions.

• Further analysis would demonstrate which gave the most benefit – 
we should do that first and then move on to the next.



What does this tell us, how can CI help

• It's easy to get the wrong impression and jump to conclusions

• One size doesn’t always fit all
• Looking through different lenses gives different insight
• Containment can be quick, countermeasures take time 

• Data, and speaking to everyone who has info is vital
• Systematically finding the root cause can prevent costly mistakes



Analysing the problem

Seasonality

Individual transactions 
of £2k - £3k



Go and see

Is this what you 
think of as fly 

tipping?



Causes

Broadway site only has 1 bin; 
site is not owned by Canal & 
River Trust, leased site; 
relationship with landlord is 
poor; high turnover of 
colleagues; no supervision  
checking of sites for fly-tipping 
as is not planned for the team 
to do it; no review of 
management information - 
wasted trip reports due to lack 
of manager's knowledge/ 
inexperience; no local manager 
due to vacancy; 2 bins daily 
would meet demand

Coppermill; site is serviced 7 
times a week - site design lends 
to overloading, security of bins 
not achieveable.



Root causes



Actions we took



The outcome



Teaching others
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What our people think



Where are we headed
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Where are we headed
CEO
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Closing and questions

“You don’t have to 
see the whole 
staircase, just 
take the first 
step.”
Martin Luther King Jr., I Have a Dream speech 
(1963)




