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How many people can think of one thing 
that would improve their organisation?



If everyone in your organisation came up 
with just 1 idea to improve efficiency,  

reduce costs or increase revenues

Imagine how powerful that could be?



ω²ƘŀǘΩǎ ƘƻƭŘƛƴƎ ǳǎ ōŀŎƪΚ
ς5ƻƴΩǘ ƪƴƻǿ Ƙƻǿ ƻǊ ǿƘƻ ǘƻ ŘƛǊŜŎǘ ƛǘ ǘƻΚ

ςConcerned idea will be rejected

ς¢ƻ ōǳǎȅ ŦƻŎǳǎƛƴƎ ƻƴ άƎŜǘǘƛƴƎ ǘƘŜ Ƨƻō ŘƻƴŜέ

ςNo-one asked me

ςάbƻǘ Ƴȅ Ƨƻōέ

ςConcerned of the implications

ςWould just mean more work for me

ςSurely we need a consultant to tell us how to improve

ς?????



ωFormal projects around process improvement

ςGet lots of focus at the time but then often fail to embed sustainable change

ςOften struggle to get buy in from staff at the coal face ςάŀƴƻǘƘŜǊ ŦŀŘέ

ςGenerally focus on things that are visibly broken

ωAn organisations processes are 

ςthe DNA of the organisation ςǎƘƻǳƭŘ ōŜ άƘƻǿ ǿŜ Řƻ ƛǘ ƘŜǊŜέ

ςwhat makes the organisation unique and gives it competitive advantage

ωGetting the people who know and use the processes engaged and 
empowered in ongoing improvement will start building the right culture

ωNext 30 minutes looks at a few practical ideas that can be applied



т /Ωǎ



COLLABORATION

ωMake it easy for people to capture and contribute ideas

ω9ǎǘŀōƭƛǎƘ ŀƴ ƛŘŜŀ άŎƭŜŀǊƛƴƎ ƘƻǳǎŜέ ǘƻ ǊŜǾƛŜǿ ŀƴŘ ŀǎǎŜǎǎ ƛŘŜŀǎ

ςMake sure it is a diverse group ςnot just management

ςGroup changes, take a programme management approach

ςBusiness case!

ωIf things get rejected ςmake sure people understand why

ωMust be supported - people must feel empowered to make suggestions

ωaŀƪŜ ƛǘ ǇŀǊǘ ƻŦ ǇŜƻǇƭŜΩǎ ƻōƧŜŎǘƛǾŜǎ ςbut make it measurable

ωLŘŜƴǘƛŦȅ ά/ƘŀƳǇƛƻƴǎέ ƛƴ ǘƘŜ ƻǊƎŀƴƛǎŀǘƛƻƴ ǘƻ ŀŎǘ ŀǎ Ŏŀǘŀƭȅǎǘǎ ςencourage 
people to submit suggestions

ωStart simple...



COLLABORATION 
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COMMUNCIATION

ωSometimes it is just about getting people to adopt the processes that are 
already there..

ω2 simple principles to making change stick

ςMake it easy for people to understand what they need to do

ςMake it useful ςƛΦŜΦ άǿƘŀǘΩǎ ƛƴ ƛǘ ŦƻǊ ƳŜέ

ωWhen operating practices change - give people simple, clear information 
customized to their role(s).

ωCommunicate success stories, case studies, newsletters

ωReward success



CLARITY

ωEveryone knows how to make a cup of coffee ςright?

ωHow are the end to end operating processes documented / 
communicated in your organisation? 

ωAre they really what people do on a day to day basis?

ωEnsure every member of the team is clear on what they need to do in 
order meet the goals and objectives of your business?  Are these clear?

ωCommunicate using  simple diagrams ςŘƻƴΩǘ ƳŀƪŜ ƛǘ ŘƛŦŦƛŎǳƭǘ ŦƻǊ ǇŜƻǇƭŜ 
to interpret how to read the diagram before they can understand what it 
is trying to tell them.



Gaps, unconnected, no horizontal integrity

High level operating 
model / goals

Disconnect between business 
goals and day to day 

operations

Customer
Contact

Invoice
Settled

Sales Order Processing Warehouse Accounts

CLARITY ςProcess Mapping



CLARITY

ωEveryone knows how to make a cup of coffee ςright?

ωEnsure every member of the team is clear on what they need to do in 
order meet the goals and objectives of your business?  Are these clear?

ωHow are the end to end operating processes documented / 
communicated in your organisation? 

ωDo they support the business goals and are they really what people do on 
a day to day basis?

ωSimply getting people who use / operate the process in a room to map it 
end to end can drive massive improvements

ωaŀǇǇƛƴƎ ǇǊƻŎŜǎǎ ά¢ƻǇ 5ƻǿƴέ ŜƴǎǳǊŜǎ ŎƻƴǎƛǎǘŜƴŎȅ ŀƴŘ ŎƻƴƴŜŎǘƛƻƴǎ



Customer
Contact

Invoice
Settled

CLARITY ςtǊƻŎŜǎǎ aŀǇǇƛƴƎ ά¢ƻǇ 5ƻǿƴέ



Where does it start?

When does it start?

What is the trigger?

Where does it finish?

What is the output?

What is the goal?

Why am I doing this?

What are the activities/steps that need to be performed? 

CLARITY ςtǊƻŎŜǎǎ aŀǇǇƛƴƎ ά¢ƻǇ 5ƻǿƴέ



Define your process from start to finish

Define sub-processes where needed

CLARITY ςtǊƻŎŜǎǎ aŀǇǇƛƴƎ ά¢ƻǇ 5ƻǿƴέ



COMPETENCE

ωAs more operations become automated, we lose the knowledge of the 
end to end business process

ωFocus change and education on the business process ςboth manual and 
automated steps rather than specifically on an IT system

ωBring together all the elements required for someone to perform their 
role(s) in one place ςprocesses, metrics, templates

ωMake it easy for people to understand what they need to do.  

ωUse the experience of new joiners ςafter a month ςŀǎƪ άǿƘŀǘ ŎƻǳƭŘ ǿŜ 
Řƻ ōŜǘǘŜǊΚέ



CHANGE MANAGEMENT

ωHow many times do processes get re-documented in your organisation? 

ωProcess Change Management is itself process ςdocument it and 
communicate it!

ω9ǎǘŀōƭƛǎƘ ŀ ǎƛƴƎƭŜΣ  ǾŜǊǎƛƻƴ ƳŀƴŀƎŜŘ ǊŜǇƻǎƛǘƻǊȅ ŎƻƴǘŀƛƴƛƴƎ ŀƭƭ άǇǊƻŎŜǎǎ 
ŀǎǎŜǘǎέ ςprocess maps, training, templates

ωEvery process should have :

ςa single, named owner accountable for maintaining and improving the 
process

ςa clearly defined set of stakeholders who need to be involved in 
reviewing and approving changes to the process. 

ςa list of staff / roles who need to be informed when the process changes

ςa scheduled review cycle - not just management ςbut those who actually 
use the process



CONTROL

ωHow many metrics does your organisation have?

ωHow many of those are useful / relevant / accurate?

ωMake key metrics available to people who can influence them will help 
motivate and drive the change in behavior 

ωUse as a focal point to get people to suggest ways of improving

ω{Ŝǘ ǇǊƻŎŜǎǎ ƳŀǇǇƛƴƎ άǎǘŀƴŘŀǊŘǎέ ŦƻǊ ǘƘŜ ƻǊƎŀƴƛǎŀǘƛƻƴ ǘƻ ŀƛŘ ƛƴǘŜƎǊŀǘƛƻƴ



COMPLIANCE

ωChanges to operating process and demonstrating compliance now go 
hand in hand for many businesses.

ωCreate a basic map / spreadsheet of dependencies between compliance 
obligations and operating processes

ωEnsure there is an audit trail or tracking mechanism to register that key 
people / roles acknowledge they have read and understood the 
new/changed process. 

ω5ƻƴΩǘ ŦƛƴŘ ƻǳǘ ǿƘŜƴ ƛǘ ƛǎ ǘƻƻ ƭŀǘŜ ǘƘŀǘ ƪŜȅ ǇŜƻǇƭŜ άŘƛŘƴΩǘ ǊŜŎŜƛǾŜ ǘƘŜ 
ŜƳŀƛƭέ ƻǊ άŘƛŘƴΩǘ ƘŀǾŜ ŀŎŎŜǎǎ ǘƻ ǘƘŜ ·Υ ŘǊƛǾŜέ



COMPLIANCE
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Process Management Maturity Curve

Optimized

No common approach, processes captured ad-hoc or not at all. Working 

practices are not consistent. Improvements are reactive and ad-hoc

Processes are captured, verified 

and documented as part of 

structured change initiatives

Staff have a common method of providing feedback and the 

organisation has a consistent method for assessing and 

implementing suggestions

Organisation has a reusable integrated portfolio of all process assets. End to end 

business flow and linkage between processes is understood.  Staff have visibility of 

metrics relevant to their role

Culture of continual process improvement. Common processes, 

common language and change is centred on business process 

not IT systems

Maturity

Single version of processes, published and change 

managed. Processes are owned and changes approved 

by stakeholder. Improvements are still ad-hoc.



QUESTIONS?


