Black Belt Training

Day B Introduction to Innovation

Action ltems:
C Signin (located on the whiteboard closest to the door)

C Grab a seat
C Write your name and pronouns on the front/back of na
C Answer the questions on the middle board
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We Want to Hear from You!

AGrab some stickies and a sharpie! Contribute the followin:
guestions on the board:

What are you What was yo
most looking |l BEST and WO
forward to abogl customer servi
this experience experience?

Any guidelines
rules to add tc
our group nor

What do resp
and dignity me:
to you?
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Welcome and Introduction

| For the person next to you, breate
4 SEPARASt€ky notes for each questio
‘ ‘ 1. Name & Pronouns (ex: he/him, she/her, the
- \\\\ 2.  Agency

o B

Specific task in your job that you love the m

}

AN 4. What brings you the most joy outside of wo
\Q.\ Title of project the

A | We will present what we learned about our partner to ti

A

As we introduce each other, listen out for where your work/project ideas may overlap and make note of p

that you may want to connect with.
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Black Belt Training Intentions

Empowermefl Connectio
L

Create a community ofgl Teach tools to empower ygalCreate an environment w
Innovators to innovate outside this cl people from different
and be a change champ positions/departments ceé
connect
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Black Belt Training: Community Norms

No TitledCheck your title at the door. Just use first names throughout training.

Stay Present/Electronic Dedigephones or laptops on tables during training. No checking pt
the roond excuse yourself for urgent matters or wait until a break.

Adhere to Start and Break ®we$ r e all here to |l earn toge
and disrespectful to other participants and facilitators.

Be Respect@®h | | ow ot hers to speak. Dondt
mi ni mze otherds thoughts and exper

Brave Spa®avhat is said here stays here, what is learned here leaves here.

Calling Out Behadeeak facilitators will call outn@hh e r e nce and di
per sonal , | t0s about protecting the e

0 O u @éwheén someone is violating community norms
o Oopdpwshten youdve violated community nor ms

Can we agree?
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ARestrooms
behind the black marble elevators. men/women/gender neutral.

ABreak areas

4" floord break room with fridges/microwaves/vending machines, pati
1stfloord convenience store

AEvacuation plan
down the stadsneet at and Tremont

ASlides available online
denvergov.org/peak
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Maze Game
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Maze Game Rules

Everyone | f yo
must start over if talk while gl beat the time
complete th there is a someone IS [ Yyou are gIve
maze correcjl misstep (defec the maze a new maze
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Maze Game Debrief

What was the most challenging part of
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Maze Game Debrief
rt nf

What was the most challenging p
completing the maze in Round

AConfusion around the process N libdii oo i &9
ACoul dnét communilf |
ADi dn6t know wherf
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Maze Game Debrief

What was the most challenging patt of
completing the maze in Round

AConfusion around the process o (ol i \i 4 !
ACoul dndt communilf | |
ADi dn6t know wherf

| Innovation TooiBocess Mapping, Waste Identification, Voice of the Custome

DENVER
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Maze Game Debrief

What improvement ideas allowed
team to improve the most?

DENVER
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Maze Game Debrief

What improvement ideas allowed
team to improve the most?

ACollaboration

AFinding the maze entrance faster
AFollowing the person in front of you
AUsing Visual Management
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Maze Game Debrief

What improvement ideas allowed
team to improve the most?

ACollaboration

AFinding the maze entrance faster
AFollowing the person in front of you
AUsing Visual Management

| Innovation TootBap Analysis, Brainstorming, Solution Tools, Change Manage
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Maze Game Debrief

How did you know If you were successful
with the maze?
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Maze Game Debrief

How did you know If you were successful
with the maze?

AKept track of time during the rounds |
AKnew when you made an error L&
AAligned success to an identified goalf, =
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Maze Game Debrief

How did you know If you were successful
with the maze?

AKept track of time during the rounds|
AKnew when you made an error R
AAligned success to an identified goaff =%

| Innovation Toolsnovation Form, Quantitative Metrics, Testing/Piloting Solutions, Trac

DENVER
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What is Process Improvement?

Continuous Driven by th Investment
Improveme ' people wha fellow
Methodolog do the work

*

Managers/LeadeFsbr your pr oj ect,
Innovate on your staff. Use the tools you learn to set a vision afc
your teams. Empower them to help identify solutions and impleme
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Elements of Innovation

AStaff Driven

ACustomer Focused

AEquity Focused

ASustainable

AWithout new technology or people
AWith relationships based on trust

Almplemented and tracked with a scf
ASmall in scope
AWithin your control or influence |

What we told you before Red Tape initiative
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5 Principles of Innovation

1. Identify the val 2. Map the step

that your

required to deliv

customers dema that value

E”% DENVER
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3. Deliver withoy 4. Deliver on | 5. Seek perfecti

waste (Flow)

demand (Pull)] and standardizg

This is a continuous process

DENVER
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Obijectives for Black Belt Training

SAY ITR SEEITR SOLVE

Start With Why Tools to Identify Waste Tools to Eliminate Was
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SAY IT SEE IT SOLVE IT

Innovatian Name: Start Date: Gap Analysis — What holds us back from our Future State? Action Plan (What Did You Do?) 1-2 Sentences Results: Updated Metrics
Whe's Invaked: End Date: Action em Assigned To Due Date/Date Completed Metric Current Future State 30 Day 60 Dy 90 Day
Why Change is Needed State
Qualitative
Maney
Errars
Current State (CS) Costs Future State (F5) Costs
: Qualitative Amauats
{Feelings) T
ime
® Money Waste Observed Waste Observed Yearly Cost
' '
Equity Errars: Equity Errars: [Check All that Apply) {Check All that Apply} [T — YT
U | Defects | Inventory & ! ) |
& Errors [ cverpreduction L | Matien
Operational Crrors: Dperational Errors: T [ Waiting | Excessive Processing Lessons Learned

What Went Well {<} ‘What Didn't Go Well/Needs Changed [ - |

| Man-Utilized Talent, Things L) | Systemic Inenuities

Brainstorming.
Then we... Experimant Outeome Please Add Photos or Screenshots of What You Did

L | Transpartation

# amount

Tirme

Yearly Cost | RS S EESSB BB
{Annualized] Results (How is Everyone Better Off?): 1-2 Sentences

Yearly Savings (C5 Cast — FS Cost)

Additional Innovation Notes Here

Yearly Savings ba Customer
{Walue of Custamers Time)

Pleass send to: peakscade denve Viersion Updater
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Break Time!

¢3¢

(10 minutes)

DENVER
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Innovation
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Ken MilleroWe Donot Ma k e
Weobre DI fferent

WeoOor e
a profit

WHATARETHE @RALLS
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Who is the Customer?
There are two types of customers:

Internal Customers

ADownstream in your organizatio O o

External Customers™™

AOutside your organization
AbPayingo for
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Who is the Customer?
Customers can also be categorized based on how close they are ftt

are delivering with your widgets.
Primary

(End User, Receives Your Services)
Secondary

(Internal Customers, Brokers)

Tertiary

(Investors/Shareholders,
Taxpayers, Stakeholders)
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Who is your PRIMARY cus

(end user, your work triggers their proce
directly receive your services, who your p
mainly for)

What do they value most

What would they G&yOD
customer service looks lik
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For Your Customers

AWhen race and other social identities can no lon
used to predict life outcomes or the quality and c

! ! Race/
WHEIRES eqwty? .e
. . “y Language

services received Iin the city.
| | . 0 )
How can we improve equity through p

AWhoo6s excluded? o
. . . exua
AHow do we avoid making things worse? Orientation

@ Religion
| Focus on incremental progress

DENVER
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The 0S o

P URPOSE

PEeoPLE PLACE

Who is positively and negatively How are you/your issue or decision
affected (by this issue) and how? accounting for people’s emotional and
physical safety, and their need to be
How are people differently situated in productive and feel valued?

terms of the barriers they experience?
How are you considering environmental

Are people traumatized/retraumatized impacts as well as environmental justice? n
by your issue/decision area?
How are public resources and
Consider physical, spiritual, emotional investments distributed geographically?
and contextual effects
n / I n n |

PROCESS PowER

How are we meaningfully including What are the barriers to doing equity
or excluding people (communities and racial justice work?

of color) who are affected?
What are the benefits and burdens that

What policies, processes and social communities experience with this issue?
relationships contribute to the
exclusion of communities most Who is accountable?

affected by inequities?
What is your decision-making structure?

Are there empowering processes at

every human touchpoint? How is the current issue, policy, or
program shifting power dynamics to
What processes are traumatizing better integrate voices and
and how do we improve them? priorities of communities
of color?

Equity and Empowerment Lens
—

LAMultnomah
amemm County Office of Diversity and Equity Revised March 24, 2014
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Example: Voting Accessibility

Need for change:

Voters with disabilities have low voter turnout rates due to b
process

\V/e] @

Consulted with strategic partner organizations in ADA com
develop a new process

Improvement
System for eligible voters to register and access electric ball
that is ADA compliant

Outcome
A lmproved voter turnout
A More equitable_ votin_g process (bette_r governr_nen_tal repreq ; \! e
A lmproved relationships with community organizations Shelby Miller & Denve

Elections Division

DENVER
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Example: Spanish Translations

Need for change:

Official communications sent to Sgsp®aking customers are often
translated in free software and are inaccurate and/or culturally insen
creating a barrier for vulnerable populations accedsing tamg benefits

Improvement
Native Spanish speaker created a cheat sheet of common translatio

Hemos recibido sus papeles que solicitan que su Programa de Asistencia Nutricional

Suplementaria (SNAP por sus siglas en inglés) continua. Sus papeles fueron verificados por AzalyRealivazqu y4
un trabajador y nosotros pensamos que perdio un paso importante. Usted todavia necesita a
Sign your name y regresa la aplicacion a nosotros por 07/02/2022. Si nosotros no recibimos
esta informacion en el tiempo su los beneficios pueden terminar.

DENVER
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Discussion"
AWho may be inadvertently excluded
@ your process?

Aln what ways could your process en

e . @ equity?
" “ AHow will you ens

Inequities?
AWere any of the best or Worst examy

shared on the group boards impacte
@ equity?

DENVER
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Gathering the Voice of the Customer & Assessing

_ Their Experience
ACustomer comments and complaints

AFocus groups

ARequest for rework
ASecret shoppers

AOnline reviews (e.g. Yelp)
A311 Data

ACounter wait times
AProcessing times WG
ADemographic information (ensure representatlon)

How do you hear YOUR

PE2K CONNECT WITH ULINKEDINDENVERGOV.ORG/PE
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Voice of Customer Workshop

APealfacilitated workshop

ADesigned for workgroups to
develop effective plans to gd =
the voice of their customers

ALeverages best practices in|
evaluation and community
engagement
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Video: Building Equity Through Innovation
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Break Time!

¢3¢

(10 minutes)
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ol AM
INNOVATOF
LEADING
THROUGH %
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why Change Can Be Hard (At First)
95%

Subconscious
Hardwired

5%

Conscious
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Two Systems at Work
Emotional/The Elep Rational/The Rider

v

A Instinctive A Reflective, conscious
A Feels pain and pleasure A Deliberates, analyzes

A Strength: Doer A Strength: Planner
A Love and compassion turn into energy A Looks to the future, {@gn thinking

drive A Weakness: Analysis paralysis, lack of
A Weakness: Desire for instant gratific decision making

shoriterm payoff
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How Do We Move Both?

\',
A— —

»

Motivate the Elepha Direct the Rider Shape the Path
A What looks like lazines A What looks like A What looks like a peoy
often exhaustion resistance is often lack of problem is often a
A Find the Feeling clarity situation problem
A Shrink the Change A Follow the Bright Spots A Tweak the Environme
A Grow Your People A Script the Critical Moves  WAYEINIGNZETIIS
A Point to the Destination A Rally the Herd
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Find the Feelingd Why Change is Needed

Why Change is Needed

Current State (CS) Costs

.
® Qualitative
(Feelings)

Future State (FS) Costs

S Money

Equity Errors:

9 Errors
Operational Errors:

Equity Errors:

Operational Errors:

#Amount

Time

Yearly Cost
(Annualized)

Yearly Savings (CS Cost — FS Cost)

Yearly Savings to Customer
(Value of Customers Time)

% DENVER DENVER

W/
E' THE MILE HIGH CITY PE&K

Knowi ng somet hi ng
change. Make people feel something.
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Video: Know Your Why
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https://youtu.be/1ytFB8TrkTo?si=0avebZGlVe4MmgxT

MICHAEL



Motivate the Elephant

| | AWe must understand peopl
“Fightforthe things | Jagd change efforts

that you care

about, butdoitina | ABahgvjors, habits, perspect

way that will lead

otherstojoinyou” | emotions, and Insights drive
RUTH BADER GINSBURG SUCCGSS (Or fallure) Of Chan!

DENVER
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Gloves on the Boardroom Table

The Problem:
A The company was wasting millions due to poor purchasing habits

e

A Factories bougt®4 types of glovesm different suppliers at differen
prices
A A single pair of gloves range$3rtor$1across locations

The Solution:

A A summer intern investigated glove purchases across all factorif
back what the company was paying for them, and collected a sf
of each glove

A A 0GI ove Shdeachdgode collacted vas taggad with
price paid

A All 424 glove types were presented to executives at a boardrog

/ The Outcome:
( ) A Leadership recognized the problem and mandated change

AThe 0Glove Shrined6 traveled to multiple plants,
A Company overhauled purchaawvigg millions
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wWhy Change Is Needed

Why Change is Needed

ATalk about Why Change is -

needed with your table and jot g
down any helpful na#snk
of the elephant!

Needed statement in your
workbook
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Point to the Destinationd QMEATY (@

pg. 17

Why Change is Needed

Current State (CS) Costs Future State (FS) Costs

Change Is easler when
know where
why 1t 0S

DENVER
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Understanding Current State vs Future State @
4 ]

Current State (CS) Costs Future State (FS) Costs

" Qualtativ | Current State (CS) represents where we ar

$ moner Future State (FS) represents where we wal
Equity Errors: Equity Errors:

 Errors . .
et e | That which doesnodt

## Amourt Improved

Time

vearly Cost The importance of basedryes have to

e understand where we are to know where w

Yearly Savings (CS Cost — FS Cost) Want to go

(Vahunof Cogmers Time)

& DENVER | pp,
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QMEATY!

Qualitativedow do you, your team, and your customers feel about the process?

Time Yearly Cost
Hourly Rates & ' How many widgets Howlong does it The total cost of you
Material Costs have defects? Wh you make? take to make yo process over the
equity errors are in widget? Wait time course of the year
process?

Racial disparities exist in all these categories. In process improvement we need to know the benefit and
mitigate for them.
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Types of Savings

Hard Savings Soft Savings Savings to the Custo

Improvements tineduce budget Improvementstisaa v e p e dSpfl, rerdl,sand equitable (dollar)

expenses time(opportunity cost) savingto the customer
. ©] lL
P
4 i K
Examples Examples Examples
A Reduce paper usage A Reduce rework by simplifyingA Reduce time spent waiting in line
A Cutting down on water usage  form A Reduce number of trips
A Finding cheaper alternatives fAr Create instructions to make customers must take
materials or software processes easier and quicker
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Soft Savings Example

PCardPolicies & Procedures Shortcuts

Problend Why Change is Needed

The policy and procedures for ProcuremeRC3edds (ery vague and not easily understboddng?Cardoordinators are often aske
same type of inquiry or to do the same action multiple times. This is very time consuming and reduces efficiency.
Current State (CS) Costs Future State (FS) Costs
Qualitative (Feelings) Overwhelmed Comfortable navigating their ways throug
system and knowing rules and policy
Money PCardoordinator: $22¢ PCardoordinator: $22v
PCardHolder: $25ir PCardHolder: $251r
Errors Operational: constant calls, emaildpface | Operational: less confusion/questions vig
face emails, face-face
Amount 50 Card Holders 50 Card Holders
300 calls a month 300 calls a month
Time 300 calls a monfh mins/call) 300 calls a mor{ mins/call)
PCardoordinator: 1hBgmonth PCardoordinator: 1Zhsdmonth
PCardHolder17.5hrgdmonth PCardHolder12.5hrgdmonth
Yearly Cost (Annualized C: 17.%rd mo$22/ h*12 mdyr = $4,620 | C: 12.%rd mo$22/ hr*12 mdyr = $3,300
H: 17.5wrd mo$25/ hrr12 mdyr = $5,250 | H: 12.%rd mo$25/ hre12 mdyr = $3,750
=$9,870 =$7,050
Yearly Savings (CSdFeStCost) $9,870-$7,050 %$2,820
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Hard Savings Example

Clean Soil Reuse

Problend Why Change is Needed

There is an increasing demand for soil reuse in response to redevelopment in and around the City and Gmhangd Ditensegrand
opportunity to reuse clean soil thereby reducing costs associated with disposing of excess clean soil, pleachasih@iadditional
transportation costs. This change reduces waste, reduces project costs, and reduces vehicle emissions.

Current State (CS) Costs Future State (FS) Costs

Qualitative (Feelings) Feels |1 ke we ar en| Proudofsaving resources and money
resources

Money $2.90 per mile for soil transport $2.90 per mile for soil transport
$1,849,715 in fees for soil replacement | $0 in fees for soil replacement

Errors Operational% of soil is being reused Operational00% of soil is being reused

Amount 302,942 miles per year (hauling soil to la| 0 miles per year (hauling soil to landfill)

Time N/A N/A

Yearly Cost (Annualized $2.90 x 302,942 miles = $878,531.8 $2.90 x 0 miles = $0
$1,849,715 fees for soil replacement $0 fees for soil replacement

Yearly Savings (CSdFeStCost) $2,728,246.8MHard Savings

Yearly Savings to Customer
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Savings to Customer Example

DOTI ROWE Booting Polic
Problend Why Change is Needed
If a customer has a boot device on their vehicle there is a release window of 4 hours once fines aref gathddws pertioad land o

increasing waiting time for the customer.

Current State (CS) Costs Future State (FS) Costs
Qualitative (Feelings) L J
Money Customer: ~$26¢ Customer: ~$26¢
Errors Operational'’5% Operational%o

EquityHaving a large window of time woyld&quitytHaving a shorter window of time
require to miss/take off vdd3R% of peoplel woul dndt r equire @
10% of people

Amount 399 boots/month 399 boots/month
4,788 boots/year 4,788 boots/year
Time 4-hour release window per boot 1-hour release window per boot
Yearly Cost (Annualized 4,788 boots/yr*&irgboot = 19,15Ars 4,788 boots/yr*hrboot = 4,788irs
19,152hrg$25/ hr= $478,800 4,788hrg$25/ hr= $119,152
Yearly Savings (CSdFStCost) $478,800 $119,152 $358,300
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Practice QM EKTV

pg. 19

Why Change is Needed

Current State (CS) Costs Future State (FS) Costs

Practice QMEATY for y
projecdthe Peak team Is
here to help!

DENVER
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Rally the Herd

AThink of the last time you were in a sit
where you werenot

AWhat did you do to try to fit in?

AWe wall talk about the power of peer
pressur e, but OoOpr
the case. Peer perception Is plenty.
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Start with Change Champions

ROGER’S INNOVATION ADOPTION CURVE

Champions

Late majority

Innovators _ <" Early

High Propensity to adopt Low Low Propensity to resist High

IConvinciemovatorsndearly adoptefisst. Then lean into majorities, then into resistance
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©

What Makes a Change Champion?

Find those vital few who will support and champion your change efforts. Bring them along in your cha
journey and others will follow their lead. )

A change champion does not have to be a {
leader or supervisor. A change champion is

someone who:
A Agrees that the particular change is necessz

A Believes the benefits outweigh the challenge
A Has a good relationship with other team me
A Can help effectively communicate the why

A Is willing to put the work in to make the chal

successful

\\\\\\\\ ;

\
\
\

| Those who innovate together can be certified together!
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Communication Best Practices

Transparency Clarity & Multiple Empathy &
Honesty Consistency § Communicatio@ Communicatio Support

Channels
A Be upfront A Repeat key A Tailor your messafll A Encourage feedbaKAWAE<Glo1 (6 o[=Rij[=
A Explain the WHY messagesbtimes and provide timelyjll A Actively listen impact
What 6s | @A 7-8grade reading updates WY lullRil | A Provide training an:

Audience level process resources
A Be patient and

understanding

K DENVER
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0o ONE DAY
ONE, YOU
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Developing A Change Management Plan

Project: The Handwashing Conundrum
Audience: Doctors and nurses oal Increase compliance to handwashing standards
N Motivate the Elephant Direct the Rider >  Shape the Path
1. Visits from patients who have 1. lllustrate rigorous protocol 1. Sinks everywherel
been hurt 2. Must wash between EVERY 2. Public handwashing compliance
2. Expose poor hand hygiene patient contact by department

72 DENVER
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SD & PEAK ACADEMY

I 55 35
MY STORY As A BLACK BELT

I" S s
The key to a heaithy “no” s to remember o = :
Born and raised in New York City 2 -

“yes” thot the “no” s mating spoce for*
-Alan Coben
~ Time Warner Cable - Things Will Change

OpenTable - Start-Up Freedom / Over Time

B 311 NAVIGATING
Denven CITY SERVICES

8 Black & Green Belts. Mare to come/

A bit about me:
Bri Gerwitz

Specialist Role

* Unique view

= Continuous change
* Opportunity makers

DENVER

CONNECT WITH ULINKEDINDENVERGOV.ORG/PE
PE2K
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Move Seats

Why do we make you move seats?

A A chance to learn how other agencies work
A Expand your network

A Get different perspectives and insight on your process

Tip: Use this as an opportunity to connect with the
you identified in introductibns

DENVER
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SEE IT: Process Mapping

Vg
Process Mapplr@ Wastes | Value Added Analysis
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TitleArriving at the Peak Training Room Process Map

DateMay 2, 2022

Current State Pg. 29
First: ldentify Second: Identify
First Step Last Step
Enter on Doby%“ hal Use badgel| Headto || Arrive on the R;?i:'f; Sit in seat
Court Plaza adge entrance elevators 4th floor -
access to training roo
/4 /4 4 /4
Legend
Go to security Remove tec 'S‘Zl;khfec:f | BB Participant
line liquids, etc. Srasierne Process Step
/4 /4 /4
¢ Decision Point
A Who and what do these thi
> stand for on your map?
Map Left to Right A You can use different colors to

indicate different roles

K DENVER
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General Rules of Thumb
pg. 28
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Ways You Can Process Map

A Inperson using sticky
notes and butcher pape

A Flowchart programs like
LucidChaar Visio *

A Microsoft Excel

A PowerPoint Template

A Or any other way that
best for you!

| Process Mapping should be used as a collaborative tool

P
E § DENVER | B CONNECT WITH U%INKEDINDENVERGOV.ORG/PE
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Process Map Example

A L teptaon Hpcess
(urrﬁz'mL S—fa-}é 7/ Z / A

McoR

Lemel

Totol
25

100%

|S63.16
| s

(106 & 1
e |

lo¥e
|

DENVER
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’ THE MILE HIGH CITY



cCurrent State Process Ma Exercise
O uUv Ppro

Let 0O0s process map Yy
Map out theurrent stafgocess

InstructiondJse sticky notes and sharpi

V4

t oé
1. Define your scope e T
Identify the first step and last stef ¢
of your problem =y ,
2. Reflect on your experience regar 5
your chosen problem Seeace it Bk
3. Include a title and legend ;
Work with a partner, talk with your tablg > Ve
and ask the Peak team any questions! ° -

DENVER
CONNECT WITH ULINKEDINDENVERGOV.ORG/PE
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The 9 Wastes

pg. 31
a :H=°7| zZ

R Pd Al R

Defects Overproductioc Waiting | Norutilized Transportatic Inventory, Motion Excessive Systemic

talent/things Processing Inequities
Rework, | Production| Time waste(Underutilizing Movement EXcess | Movement More work|  Certain
errors, || thatis more waitingfor| p e o p | edthings = materials | of people|  than is groups of
incorrect || than needec the next skills or being required by| people have
information| Or done step in the|| resources processed the different
before process customer || outcomes

needed

D O W N T | M E S
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'[I;ig:eeﬁl\\/rlg\;irzlg’g gct);ge Peak Training Room Shrlnk the Chang_e

Current State
Enter on Do you hat
Court Plaza SR
access to
/4

Go to security
line

Bringing
unauthorizeq
items

DENVER

Use badge Head to Arrive on thie REEE Sl .
h for Peak Sit In seat
entrance elevators 4t floor .
training roo
/4 /4 /4 /4
Remove te Ask help
- desk for
liquids, etc. .
directions

Waiting t T

rémove novemen

items

Bringing
unauthorizec
IS

of things

Possible
wrong infc
given

Legend

BB Participant
Process Step

Decision Point

ldentified
Waste

CONNECT WITH ULINKEDINDENVERGOV.ORG/PE
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Example of Shrink The Change

A Crtootaon Hpcess
‘ /-!Urrﬁz'/WL S‘fa‘f'é 7/ Z/ A

%o ok tal

'BHAA Hme

e

Podt hme

Tot bine_

- AR = —— g L

Totol
25
32% 4% 24% oofe
f ! |s6z.
112k 429.08 268, i
LT R ‘12-‘ !'.oﬂh}ﬂ.
476 0457 G e
3, 1 | WS \ '
L ad -
e 1 <t A 107440
s e %8, 3 e

Remember to keep your waste spoiesiCky nolealong with your current sta

process map!
DENVER | 0ENVEF
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Steps In a Process Map

pg. 32
Value Addec Business Opportunity t
Necessary Innovate
@ '
Steps that improve the These are steps that are Acti vitie
product for the custom required by regulatory contribute to the proce
and/or the customer is agencies and/or policies and should therefore |

willing to pay for

Improved

Hint: The majority of your process map will likely be Opportunity to Inr

KO DENVER
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Datevmy 23020 e FYFalue Added Example

Current State
Enter on Doby(é” hal Use badgel| Headto || Arrive on the F}i?%:f; Sit in seat
Court Plaza adge entrance elevators 4t floor _
access to (\ training roo
/4 /4 4 /4
Ye
\ Legend
DO YO
Ask help
Go to security Remove tech, o I SN Value Added
) - . desk for
line liquids, etc. .
e direction
e Business
Necessary
Waiting t T :
remove pMovemen Opportunity to
Bringing items ,  of things Innovate

unauthorizeq —
items Bringing
unauthorizec
IS
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Break Time!

¢3¢

(10 minutes)
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r' are a What W k : -:d
DENVER. Co"

@Mayorancock

fdei; aoud
e sk

ol e
o0 . el

) ' = e ) 5

) o7 r = = ~

f LN & T - ! N

It . : ~ a 3 S T

», i £ — . A & y - ' 4 ]
\ ) < “‘4&% , / » —

- B L —

ln e =g-x " e

Gap Analysis Tools | Innovation Form Green Section

72 DENVER
E § DENVER | B CONNECT WITH U%INKEDINDENVERGOV.ORG/PE

’ THE MILE HIGH CITY



Steps for a Successful Improvement (>

We are here

Use Gap

Develop Select 1-2 Analysis

Process Identify Process Tools on
Map WEST Steps to the

(informed by Focus On |ldentified
Gemba walk) Steps

Brainstorm
ldeas to
Address

Waste and

Gaps

Select,
Implement,
and Test
Solutions

Process Steps

Brainstorming
Then we...

Gap Analysis — What holds us back from our Future State?

Waste Observed Waste Observed
(Check All that Apply) (Check All that Apply)

Defects Transportation
Overproduction Inventory
Waiting Motion
Non-Utilized Talent/Things

Guided by
Innovation

n Plan (What Did You Do?) 1-2 Sentences
Assigned To Due Date/Date Completed

FIEIEIE
FEEE <

Excessive Processing
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Spaghetti Diagram & Example

Title: Arriving to Peak Training Room

A Diagram of the work area Date: May 2, 2022
A Maps physical or digital motion/transportation Current State

A Things to include in this tool:
A Clear title and date
A Color Coding
A Legend
A Clearly shows each motion as it occurs in the proces

Legend
CCD Employees with Webb Building Access

External Individuals/CCD Employees without Webb Bui
Access

This Gap Analysis tool is helpful if yplohamsndTransportatieovaste

DENVER
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DOTI ROW Team Digitizing SUDP/PW Permit Proce

Before Innovation After Innovation
)/JC‘V:: 1% con ' iclips L“‘il})(:’\ Digaal oxceit Trail

RT
Cubcals

‘ e @

- - \
Sl ¢

. o R
E 15
Sone Pl M\r) g ,Ln;gm <ToC / : P veia ,Lnsgw.(r ¢
) / . 9
flac / s m\e’ : Acalla cvbicals
server
Nz "' : '

:kﬂﬁ(
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Communication Circle & Example

Legend Title: Arriving to Peak Training Room
Date: May 2, 2022

A 1D major players Peak Team Current State

: Black Belt Students
A ID major bottlenecks Management Analyst

Management

Peak Analyst

Team

A Things to include in this tool:

A Clear title and date Swebt.)
. ecurity
A Color coding
A Legend
A Lines with arrows and numbers to show h
iInformation is flowing Black B Security/Help
Students Desk

This Gap Analysis tool is helpful if yddaitangndDefectvaste due to communice
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From Black Belt Basia Kaminska

E"A DENVER

’ THE MILE HIGH CITY

DOTI Construction Change Order

Project Manager <

N

SN

Business Operations

4

\

DENVER

PE2K

== | City Engineer /

Executive
e Director

Coordinator
0 t A
2
PRO Team 3
4
g /
" - 8
5
DOTI 4 5
Contracts
DOTI PCO
6 —p Contract
Team n ance
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Fishbone Diagram

CAUSES

A ROOt/Cause Analysis T00| Measurements  Materials Manpower Margina_lization

A Breaks down steps you identified a (Data) (Inventory) (People) (Equity)
opportunities to innovate into speci
ISsues to focus in on

EFFECT

A Tips to use for this tool:

A The larger problem should be a step,
entire process
You donot need so
You can change categories to fit your
Try to add as many contributing factor

possible Mother Nature Methods Machines
(Environment) (Process) (Technology)

This Gap Analysis tool is helpful for any process and can help you divedidegisrantdrapgeni

FISHBONE DIAGRAM }
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Fishbone Diagram & Example

A Things to include in this tool: FAUSES EFFECT
. Measurements  Materials Manpower Marginalization
A Clear t|t|e and date (Data) (Inventory) (People) (Equity)

A Sticky notes from the whc D\ . 5
onao 1

= f le wit : # of Peak :

A ?Zr;)tlégories that fit your | webobady | ROMSOA | ooy sif :
< access 1

(=] 1

process 2 \ \ . y . ;

A Post as many stickies as §@ — I
] cha maHprimary qull ,

can think of form of - translatlr(])nt :
communicatio smartphone !

Title: Arriving to Peak Training Roo :

(Opportunity to Innovate) / / :

Date: May 2, 2022 Mother Nature Methods Machines :

’ (Environment) (Process) (Technology) '

Current State
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TS Community Media Equipment Rental

Gap Analysis: Fishbone Diagram

Picturesisual
management; |labels for 32 Production Staff out
10 minutes of wasted everything; bins for rental of T Capable Staff
timel rental; packages: containers & members
10 rentalsiweek hooks for accessories

Materials
pasurements (Inventory)
{Data)

O

Equipment Room is
not organized

Disorganized space; Equipment refum is rushed; Mo printed equipment
ltems are out of place; scheduled times not adhered request forms with carbog
Accessories are not to; ltems are not cleaned and copy for members

charged or clean put back when returned

Mother Nature
nvironmen Machines
=
From Black B€&wrrine Williams
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The FiI ve

A Questiomasking technigue to get to the root cause
A Use this tool in a respectful manner

Car Battery Example
SSue.: My car wonot start
(

|

A Why (#1): The battery in my car is dead. il || B

A Why (#2): The alternator i snqtw Wor

A Why (#3): The alternator belt is broken. "y |
A Why (#4): 1 didndét replace t a1
A Why (#5): 1 6m not rememberin '

This Gap Analysis tool is helpful for any process and can help you dive de
defects are happening
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The Five Whys Example

Title: Crisis Intervention Training (CIT) Scenario Process
Date: November 18, 2024
Current State

The maximum number of CIT students is 20.

Because scenario requirements limit more than 20 students.

Because only one student can do a scenario at a time per
group.

Because policy required scenarios to be used as a grading
tool rather than a learning tool.

From Black Belt Sgt G M Vogler
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CPD Denver Board of Adjustment (BOA) Internal
Process

1. The BOA process is confusing

2. Because there is not a single point of contact
for customers

3. Because too many different people are involved
in the application processing and review

4. Because applications are taken in by external
staff (BOA) and then referred to staff who have
never seen the application

A 5. Because that's the way it's always been done
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Plus/Delta Tool

+

A What is going well so far? A What can be done better in the futur
A What are the positive outcomes? A What are the pain points for staff an
A What do the customers like about th customers?
process? A What are the defects?
A What metrics are we doing well on? A What metrics need to be improved?
A After this project, what communities A Are there any communities who hav
benefitted? burdened by this project?

| This tool can be used before and after a project
This Gap Analysis tool is helpful for any process and helps validate the ¢
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