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Continuous
Improvement

Principles
and
Methods




The Continuous
Improvement Cycle

What can it deliver

- Up to 50% more efficiency
within a section

- Ensuring KPI's are met

. Greater level of staff
engagement

. A user centered approach

+ Better customer service

REVIEW

How changes
working for
the team?

IDENTIFY

Opportunities
in the process
workflow

EXECUTE

Implement
changes

PLAN

How can the
current process
be improved?




Pursue

Respond to
Customer

Maximise the
using Lean
Principles and
Methods

Create by
eliminating waste

Identify Customers
and Specify

Identify and
Map the
Stream
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HOUSING
MAINTENANCE

PROBLEM GOAL METHOD SOLUTION RESULTS




- New legislation - Minimum Standard

- Pressure on stock due to housing crisis

- 3,000 of 5,000 annual inspections
completed

- 22 weeks for turnaround of voids

- Manual processes

- Unreliable and static data

- Reactive maintenance (+7,000 calls

p.a.)




Our Goal

- Introduce a data collection app for social
housing inspections

- Increase inspections from 3,000 to 5,000 p.a.

- Improve turnaround time for voids from 22 to

14 weeks

- Better reporting based on quality and timely
data

- Proactive maintenance program




Break down the problem




A slide of its own
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Data Collection App

What the staff say:
"We couldn't go back to the
old way"

"One click and | have my
report”

"We spent hours on
paperwork, | don't know
myself now"

What | think:
"Straight forward
solution"”

"Easy implementation
and training"

12.




Scheduling & reporting




Results: The Good, The (not so) Bad,

Inspections
increased by 50070 Instant and reliable data

Turnaround of voids from 22 to 18" weeks (*procurement
12 weeks)

New role for Leaders

Team has taken ownership of the process from start
to finish putting the customer first
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DEVELOPMENT
MANAGEMENT

16.



THE PROBLEM




THE PLAN

Process Owner identified two
areas, described as “on the
margins of the statutory
process”, which could possibly
be improved upon.
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ACCESSING PLANNING POLICY AND CONSTRAINT INFORMATION

20.



THE AIM: TO DO THINGS DIFFERENTLY

.
*h




1) Receipt
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"I didn't know e o

you did so much" N e & L S "I didn't realise
S = ECE e there were so

many steps”

"‘gﬁ' & . '1—1'-"'.

-

-

"It's not until you see it all laid out do you
understand there is so much involved"
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DETAILED STEP STUDY (Lean Time and Motion

Detailed Step Siudy

- Assesment - Flanners
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TECHNICAL SOLUTION

Designed and developed over a five
week period, using the empathy and

tacit knowledge gained during the
process mapping exercises, and the
Time and Motion studies.

One Best
Way

Before
v

After

'

Benefits
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After 8 clicks of the mouse, and a wait of 60 seconds, a draft report is ready for
the planner to view and add value

On demand, standard, systematic, and without waste
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Before




Before




Before




Before

What the
planners say




SOLUTION presssms
BENEFITS [RILERS

~ Standard way
of working

u/

Removal of many
Non-Value-Add
activities

Systematic analysis
of constraint
information

7 Time savings
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Reflections

OLD WAY Linkages NEW WAY

—.
+ Manual Engagement » Automated

- Time Consuming - Timely

- Reactive Respect - Proactive

. Ad-hoc - Right first time
- Repetition Gemba Visits - Standarised

- Quality Data
- Inaccurate Data - Secure Data

. Static Data Process Mapping . Mobile Data

- Dissatisfaction _— - Scalable
- Waste Standard¥ienk - User Friendly

- Acceptance
» Unmet Gaqls Voice of Customer - Routine
- Unproductive

- Increased Productivity

- Dissatisfied Customers Value Add - Better Customer Experience
T
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Aiming for excellence
across the organisation

By developing a culture of

continuous improvement
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