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Good News!

• The leaders of the this breakout session have decided to adopt a 
new practice:new practice: 

• This practice promises to…
– Promote Creativity!

Promote Innovation! It Works!– Promote Innovation!
– Promote Synergy!

• Changes you will have to make…
– Begin taking notes with crayons!

Trust Me

Begin taking notes with crayons!
– Start all questions with “Hey Christina!”
– Talk to strangers in the room!
– Think outside the box! 
– Listen and do everything I say…



Evolution of a Lean Practitioner
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Evolution of a Lean Practitioner

• Lean is often misunderstood… 
people get stuck on the rules or 
the tools and miss the bigger gg
picture

• Its difficult to convey the full 
scope of Lean because therescope of Lean because there 
are so many aspects

• People don’t want to be told 
what to do or how to act butwhat to do or how to act but 
they do want to learn and grow



A New ApproachA New Approach



Q&A

• As a leader…As a leader…
– Do you want to improve your area of the 
business or do you want to maintain the status 
quo? 

• Are you willing to try a different approach if you’re 
looking to achieve different results?looking to achieve different results?

– Are you willing to explore?
– Are you willing to fail?Are you willing to fail?
– Are you willing to trust in the capabilities of 
others? 



Q&A

• What do you think Lean is to anWhat do you think Lean is to an 
organization?

• What do you think Lean is to a Leader? 



Is This Lean?
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The Story of Transformational Jane

Meet Jane, a successful, 
smart and savvy 

The Story of 
Transformational 

Jane

y
business owner:

. ..  .



The Story of Transformational Jane

Jane and her team set 
l h d th

.  .

goals each year and they 
meet monthly to review 
the company’s progress

Revenue ↑
Expenses ↑
Growth ↑

Things are going well, 
but Jane can’t help but 
think: Could we be 
doing even better?doing even better?



The Story of Transformational Jane

She started by expanding 
her knowledge of the 
current state of the 

Jane decided that if she 
was going to strive for 
better results, she was 

i t h t t organization.  She asked  
her team the following 
questions:

A i

going to have to try a 
different approach.

Are we meeting our 
customers expectations?

How effectively are we 
tili i ?

.  .

utilizing our resources?



The Story of Transformational Jane

Given the assignment, 
Jane’s team was forced 
to look at the business in

Customer Satisfaction: Low

Available Labor Hours Per 
Week: 280 hrsto look at the business in 

a new way.  

They ran a customer 

Week: 280 hrs

Expected Time to Complete a 
Job: 34 Minutes

service survey and 
conducted a productivity 
study.  

Capacity: 494 Jobs a week

Actual: 352 Jobs a week

What they found was 
surprising…



The Story of Transformational Jane

Jane asked her team: 
Customer Satisfaction is 
low because jobs are 
taking too long to 

“Why?”
Her team did further 

h d

process

We are not processing as 
many jobs as we are 

bl f b ’research and came up 
with the following:

capable of because we ve 
added extra steps to the 
process



The Story of Transformational Jane

Jane was concerned 
about the results but 
excited to have the 

Furthermore, she could 
see that addressing these 
problems would not only 

opportunity to address a 
problem she didn’t even 
know existed.

increase customer 
satisfaction and 
productivity but would 
also promote additionalalso promote additional 
revenue and growth 
without increasing 
expenses.

.  .

Jane realized she was on 
to something.



The Story of Transformational Jane

Jane made CustomerJane made Customer 
Satisfaction and Productivity 
a regular indicator of the 
health of the company.  She 

.  .

gave her team goals in these 
areas and she checked in 
regularly.

P t d b th l

Revenue ↑
Expenses ↓
Growth ↑

Customer Sa sfac on ↑
Produc vity↑Prompted by these new goals, 

Jane’s team made significant 
changes based on the research 
they had done. Eventually, 

Produc vity ↑

y y,
Customer Satisfaction, 
Productivity and Revenue 
increased, Expenses 
decreaseddecreased.



The Story of Transformational Jane

Jane figured there must be 
more problems that her 
and her team are unaware 
f h t t d lki

Little by little, Jane and 
her team discovered more 
problems and more 

l tiof so she started walking 
through the office and 
talking to her staff.  

solutions.  

Little by little, Staff and 
Management worked 

She asked them to show 
her where they saw  
opportunities for 
improvement and what

g
together to implement 
changes that improved the 
business. 

improvement and what 
they thought the fix should 
be. 

And little by little the 
culture started to change... 



The Story of Transformational Jane

Jane was thrilled.  

Her and her team now run 
the business differently

.  .

the business differently, 
monitoring an expanded 
set of metrics and 
regularly engaging the 
staff in improvement 
initiatives.    

Business is good, but JaneBusiness is good, but Jane 
now knows that it can 
always be a little bit better.



Q&A

• What do you think about Jane’s newWhat do you think about Jane s new 
management style?

• What would happen if Jane stopped setting 
d i i l f h d fi d B iand monitoring goals for the defined Business 

Objectives? Management Expectations? 



Jane’s Story = Lean

Would it surprise you to learn that Jane’s new leadership style is 
t ll th t b hi d th L hil h ?actually the concept behind the Lean philosophy? 

• Jane made changes that…
M d h b i ’ i– Measured the business’s success in a new way:

• Customer Satisfaction
• Productivity

– Allowed for the identification of improvement opportunities:Allowed for the identification of improvement opportunities:
• New Measurements
• Discussions with Staff
• Walks through the office

Required her team to dig into the root cause of their opportunities– Required her team to dig into the root cause of their opportunities 
by asking: “WHY?”

– Showed respect for her staff by engaging them and empowering 
them to contribute to solutions



The Story of Transformational Jack

Meet Jack, a hard 
working, smart, 

The Story of 
Transformational 

Jack

g, ,
successful manager:

.  .



The Story of Transformational Jack

Jack is on Jane’s team and 
has been pleasantly surprised 
by the changes that have 

lt d f J ’

Jack decides he’s going to 
have to change his day-to-
day management strategy 
i d t d tresulted from Jane’s new 

way of managing.  

However, Jack finds that the 
reality of his

in order to accommodate 
Jane’s new expectations. 

reality of his 
day-to-day management 
duties (meetings,  
firefighting, etc) are taking 

.  .

away from his ability to 
sustain Jane’s new way.



The Story of Transformational Jack

Jack starts by 
redefining his team’s 
goals and expectations 
so that they align with

.  .
Business Objectives: 
•Revenue & Expenses
•Growth
•Customer Satisfaction
•Productivityso that they align with 

the overall business 
objectives as well as 
Jane’s new 

Productivity
Management Strategy:
•Utilize Key Performance 
Indicators
•See the Work In Process

k “ h ”management strategy. •Ask “Why?”
•Utilize Team Members 
for Problem Solving



The Story of Transformational Jack

Jack creates reports that Jack begins by introducingJack creates reports that 
allow the team to see how 
the department is 
performing  against 

Jack begins by introducing 
the habit of starting each day 
with a review of how the 
team is doing.  

expectations.  By checking daily, he starts 
to see which jobs are in 
danger of going late before 
h d l i h lithe delay impacts the client.  

Jack finds this to be very 
powerful because it gives 
hi th t it t k

He also starts creating a 
plan on how he will 
manage his day.

him the opportunity to make 
daily workload adjustments 
before the client is 
dissatisfied.  



The Story of Transformational Jack

Within a few months Jack J k li h ’Within a few months Jack 
sees that on time delivery is 
getting better and he also 
notices that he is fielding less 

Jack realizes he’s on to 
something… he now has a 
better handle on his 
department than he’d had 

client complaints because 
things are getting done on 
time, which in turn is giving 
him more time to focus on

p
in the past.  He has insight 
into the amount of work 
coming in and the 
reso rces need to do it andhim more time to focus on 

managing the department.
resources need to do it and 
he also seems to be doing 
less fire fighting.  He 
decides to stick with the .  .
daily practice of reviewing 
data and making workload 
adjustments. 



Q&A

• What do you think about the daily reportWhat do you think about the daily report 
review and staffing adjustments that Jack 
added to his management responsibilities?added to his management responsibilities?
– Critical Success Factors?
Pros?– Pros?

– Cons?
• Ways to counteract the cons?• Ways to counteract the cons?  

• How can you relate to Jack’s experience?



The Story of Transformational Jack

Now that Jack had a good 
handle on where the team was 
and was not meeting 

t ti h d d t

Jack decides to incorporate a 
15 minute huddle meeting 
each day where the team will 
di kl dexpectations, he needed to 

focus on communicating better 
with this team.

discuss any workload 
adjustments, identify  
department problems, make 
problem solving assignments p g g
and where Jack will also 
recognize individual team 
member accomplishments. 

.  .



The Story of Transformational Jack

Jack sets up a regular 
meeting invite and he creates 
a basic agenda template.

Jack also adjusts his 
morning routine: he is 
already checking his 
online reports each

Huddle Meeting Agenda
Theme: A Goal based on need 
or data 

online reports each 
morning to determine if 
workload adjustments are 
needed, but now he also 

+/Δ: What’s going well? What 
could be better? 
Take Aways: Make Assignments 
d i th ti

translates any key 
information to the huddle 
agenda before attending 
the daily huddle meetingduring the meeting

Recognize: Recognize Individual 
Efforts

the daily huddle meeting. 



The Story of Transformational Jack

Through team feedback during 
these meetings, Jack begins to 
realize that his team is 
experiencing problems that he

Once again, Jack realizes he 
now has a better handle on the 
department than he’s had in 
the past so he sticks with theexperiencing problems that he 

couldn’t see by reviewing the 
reports alone.  

He also realizes that his team

the past so he sticks with the 
daily practice of meeting with 
his staff. 

He also realizes that his team 
is willing to take on problem 
solving responsibilities which 
gives Jack some additional 
i h

.  .

time to manage the 
department.



Q&A

• What do you think about the daily huddleWhat do you think about the daily huddle 
meeting that Jack incorporated?  
– Critical Success Factors?– Critical Success Factors?
– Pros?
Cons?– Cons?

• Ways to counteract the cons?  

• How can you relate to Jack’s experience?• How can you relate to Jack’s experience?



The Story of Transformational Jack

Next, Jack has to figure out 
how to incorporate Jane’s 
expectation of walking 
around and seeing the work

He also creates a touch 
point plan that includes his 
team’s processes,  process 
goals SOPs and aaround and seeing the work 

in process. 

Jack decides to incorporate 
weekly walk arounds where 

goals, SOPs and a 
rotational schedule to make 
sure all team members and 
processes are covered.y

he will sit with individuals 
on his team and experience 
what the work is really like.

He picks Wednesday as his 
walk around day and 
reserves the time on his 
calendarcalendar.  



The Story of Transformational Jack

J k b i hi W d d O J k liJack begins his Wednesday 
walk arounds and is very 
surprised to find:

•Problems and opport nities

Once more, Jack realizes 
he now has a better 
handle on his department 
than he’s had in the past.  •Problems and opportunities 

that the team had not 
mentioned.

•Problems and opportunities

p
He decides to stick with 
the weekly walk 
arounds. 

•Problems and opportunities 
that had been mentioned but 
weren’t as bad as expected.

•And problems and

.  .

And problems and 
opportunities with his team 
following the defined 
process.



Q&A

• What do you think about the walk aroundsWhat do you think about the walk arounds
that Jack added to his management 
responsibilities?responsibilities?  
– Critical Success Factors?
Pros?– Pros?

– Cons?
• Ways to counteract the cons?• Ways to counteract the cons?  

• How can you relate to Jack’s experience?



The Story of Transformational Jack

N th t J k i i iNow that Jack is reviewing 
data, talking to his team, and 
actually seeing the work, he 
finds there are lots of Little by little, problems 

were solvedopportunities for improvement.

Jack and his team begin 
strategically selecting 

were solved.  

Little by little, business 
objectives were 
impactedimprovement initiatives based 

on their tie to the overall 
business objectives and Jack 
both teaches and empowers his

impacted.

And little by little, the 
culture started to 
change…both teaches and empowers his 

team to conduct the research as 
well as determine, test and 
implement the solutions. 

change…



Q&A

• What do you think about Jack’s decision toWhat do you think about Jack s decision to 
strategically select improvement initiatives as 
well as relying on his team to address them?well as relying on his team to address them?  
– Critical Success Factors?
Pros?– Pros?

– Cons?
• Ways to counteract the cons?• Ways to counteract the cons?  

• How can you relate to Jack’s experience?



The Story of Transformational Jack

Jack was thrilled with the 
positive impact of the 
changes. 

h fi

His department is running 
well, and he and his team 
now know they have the 
power to make it evenHe now has a firm grasp on 

the daily state of his 
department which allows him 
to proactively manage instead 

power to make it even 
better. 

.  .
o p o c ve y ge s e d

of reacting to fires.  

Jack is also able to dedicate 
more time to the development p
of his team through coaching 
and the delegation of problem 
solving.



Q&A

What would happen if Jack hadn’t altered theWhat would happen if Jack hadn t altered the 
way he managed daily? 

Are you willing to try the management 
h i d d b J d J k?techniques adopted by Jane and Jack?



Q&A

What have you done to alter your approach inWhat have you done to alter your approach in 
order to get others to understand? 

What will you do in the future?

What questions do you have? q y


