Black Belt Training &

Day 2 - Gemba Walk and Tools to Eliminate Waste

Action Items:
d Signin (just need your initials for Tuesday)
d Consider signing up for a Gemba Walk!
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* Room Assignments
* Grab a bin

* Complete the following tools:
* Process Map

* Gap Analysis Tools ( 5 Whys, Fishbone Diagram, Plus/Delta, Spaghetti
Diagram OR Communication Circle)

* Innovation Form (Why Change is Needed, CS QMEATY, FS QMEATY)
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Gemba Walk Readouts

Readout Format

* 10 Minutes: Present findings from
Gemba Walk

* 10 Minutes: Comments from Gemba
Walk hosts and tool critiques from
the Peak Team
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Break Time!

¢3¢

(10 minutes)
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Sit with people you haven’t gotten to know yet!
(Avoid sitting with people that you work with)
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Solve It!!!

Create solutions by thinking about:
* YOU (improve your flow) |
* ERRORS (prevent mistakes)

* YOUR CUSTOMER (make things
easy, attractive, social, and
timely)
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SOLVE IT

We are here

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
Who's Invalved: End Date: Action ltem fszigned To Due Date/Date Campleted Metric Current  Future State 30 Day 60 Day a0 Day
Why Change is Needed Stat=
Qualitative
Maney
) y ) Errars
Current State (CS) Costs Future State (F5) Costs
£ Qualitative Amaunts
{Feelings) =
ime
S Maney
Waste Observed - Waste Observed Yearly Cost
Equity Errars: Equity Errars: [Check All that Apply) {Check All that Apply) Yearly Savings | Projected: Actonl

Diefects O [ Inventory £ ! ) |

@ Errors . . Cwerproduction L | Maticn
Dperational rrors: Operational Crrors: Waiting T | Cxcessive Processing Lessons Leamed

Nan-Utilized Talent/ Things U | systemic Ineguities What Went Well {+} What Didn't Go WellfNeeds Changed { -]

Transpartation
FE amount

Brainstorming
Then we... Experiment Quteame Please Add Photos or Screenshots of What You Did
Tirme
Additional Innovation Notes Here

Yearly Cost | RS S EESSB BB
{Annualized] Results (How is Everyone Better Off?): 1-2 Sentences
Yearly Savings (C5 Cast — FS Cost)
Yearly Savings to Customer
{Walue of Custamers Time)

Pleass send to: peakscade denve Viersion Updater
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Steps for a Successful Improvement

2 here

Use Gap :
Develop Select 1-2 |[MUNENEEN | Bransiorm | gejeqt

Process :
|dentify Process Tools on Implement,
Map WERIE Steps to the Aol and Test

(informed by Focus On |dentified Solutions
Gemba walk) Steps

Process Steps

Waste and
Gaps

> o
SO O Gap Analysis — What holds us back from our Future State? Brainstorming
- u— E e... Then we...
o S =
T o = T T
- — - | v Waste Observed v Waste Observed
S — (Check All that Apply) (Check All that Apply)
— Ll | Defects Ll | Transportation Action Plan (What Did You Do?) 1-2 Sentences
g svve_;productlon g :CIV(:_WEUTV Action ltem Assigned To Due Date/Date Completed
aiting otion
O | Non-Utilized Talent/Things O |E e Pro g
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Nudge Techniques

How can we “nuadge” our
customers into making
better decisions without
limiting their choices?
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Choice Architecture

How choices are
presented impacts how
decisions are made
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Video: The Fun Theor

.9
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https://youtu.be/2lXh2n0aPyw?si=sE23ZMH6EYPVF6CS




DMV - Increasing Online Renewals for License Plates

Before Innovation After Innovation

‘ OTOR VERTLE fTreatment T: Che ostcard
Y
2855 TREMONT PLACE ) DENVER
DENVER, CO 80205-5243 ' THE MILE HIGH CITY
FOLD AND TEAR HERE -
r e : I > DENVER
I y ' ./ THE MILE HIGH CITY
IMPORTANT Retum To
Detach | DENVER MOTOR VEHICLE 021L0%100000070000044937 Skip the Trip! Fill out this reminder and post it on your fridge
and place DENVER, CO 80263-0001 '
the return envelope ’
UNFOLDED witt I Us-,:uc-.» - : To Do List:
ey " s tU A
o s |j ‘“‘;’;“,::‘Es,:"‘”‘ h !(Read this card
g I m“::;r”:::um& O Insurance up to dgr=smrent o ning Postcar
T:"L?";, g I 01 LTKREG _ 2014 FOR PK = o % Y] | U Emissions up tod
AR ! co T A t::; m;;mmf 800y . \;:.9 & PURDATE CWT  Eu ; O Go to bit.do/myl
dentro ded scbre junto ' L G - ! 5 $449.37 . .
consipagaycusiqde: | e FURL txe Tx VAL UCFEE OWNTAX  CLS FEE ToTAL DUE L will I [ % DENVER ~
otr documento ) will renew onlin n THE MILE HIGH CITY
st | | | enewoniineon L
| T T — ; Skip the Trip! Fill out this reminder and post it on your fridge
| Lo i o e oo s o ‘ S | -
SO PO '
— Will you renew online? YesO NoO
' ' 1. For more information, please visit wwv
l "t"ll.lI'l"lll'"'Ill"l'll|lhl'"".I'l'I"lll""lll""lll ' 2
- Action Date

| will have my insurance up to date by A
| will have my emissions up to date by / / S

See reverse side for venewing e online or by phone.
| will renew on bit.do/DMVonline A .

For more information, please visit wwwAdenvergov.orEdev
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E.A.S.T. Framework - Solve It!

* Take out your cards!
* Use the E.A.S.T. cards to brainstorm potential nudges

~
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EASY and ATTRACTIVE

SIMPLIFICATION

Insight: We are more likely to take
action when it's easy for us to do so

(and clear what is being asked of us).

How to apply: Make a service easier
to use or a message easier to
understand.

Example: Simplifying a form doctors
use to prescribe medicines
dramatically reduced clinical errors.

[ -

PERSONALISE

Insight: We are more likely to
respond to messages or services
which are tailored to us.

How to apply: Refer to an individual
by name in communications and
build services around individual
needs.

Example: Including a person’s name
at the start of an SMS increased the
payment rates of court fines.

Behavioral Insights Ltd |

Take out your EASY and ATTRACTIVE
cards, use them to brainstorm
ideas ABOUT YOUR OWN PROCESS

How can we “77uadge”our customers
into making better decisions by
making their choices EASY and

ATTRACTIVE?

Use your pink WASTE stickies from your process map!
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SOCIAL and TIMELY

SCRIPTIVE NORM | PROMPTS

- We use other people’s ‘ Insight: We are more likely to
behavnor as a cue for what's b undertake an activity if given a
acceptable and desirable. | prompt at the right moment.

How to apply: When people are doing How to apply: Encourage individuals
the right thlng (paying their taxes, to take action through a well-timed
recycling), let everyone know. message or intervention.

Example: Telling people who have not Example: Asking people if they would
paid their taxes that most people ‘ like to donate money in their wills at
have paid on time increased payment | the moment they were writing their
| wills increased the number of people
donating from 5% to 10%.

ral Insights Ltd

Take out your EASY and ATTRACTIVE
cards, use them to brainstorm
ideas ABOUT YOUR OWN PROCESS

How can we “77uadge”our customers
into making better decisions by
making their choices SOCIAL and
TIMELY?

Use your pink WASTE stickies from your process map!
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OLVE IT

We are here

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
Who's Invalved: End Date: Action ltem fszigned To Due Date/Date Campleted Metric Current  Future State 30 Day 60 Day a0 Day
Why Change is Needed Stat=
Qualitative
Maney
) y ) Errars
Current State (CS) Costs Future State (F5) Costs
£ Qualitative Amaunts
{Feelings) =
ime
S Maney
Waste Observed - Waste Observed Yearly Cost
Equity Errars: Equity Errars: [Check All that Apply) {Check All that Apply) Yearly Savings | Projected: Actonl

Diefects O [ Inventory £ ! ) |

@ Errors . . Cwerproduction L | Maticn
Dperational rrors: Operational Crrors: Waiting T | Cxcessive Processing Lessons Leamed

Nan-Utilized Talent/ Things U | systemic Ineguities What Went Well {+} What Didn't Go WellfNeeds Changed { -]

Transpartation
FE amount

Brainstorming
Then we... Experiment Quteame Please Add Photos or Screenshots of What You Did
Tirme
Additional Innovation Notes Here

Yearly Cost | RS S EESSB BB
{Annualized] Results (How is Everyone Better Off?): 1-2 Sentences
Yearly Savings (C5 Cast — FS Cost)
Yearly Savings to Customer
{Walue of Custamers Time)

Pleass send to: peakscade denve Viersion Updater
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Brainstorming, Prioritizing, & Action Planning
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Innovation Form Brainstorming Section

Brainstorming

Then we... Experiment Outcome

If we put an FAQ in the email before ....Can reduce confusion among Black
Black Belt. .. Belt participants
If we add a picture of the Webb ...Help the students will have a better
Building entrance in the email... visual of entrance directions

...Can reduce the time for students to

Add signage on the first floor... enter the room.

We have better communication with

security about Black Belt student
arrivals...

...Give the students a better visual of
entrance directions

Reminders:
~+ Solution-oriented: “if, then” statements
* What might have an impact on the gaps we identified?
* What do we e)gect to or anticipate will happen if certain actions are done?
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Innovation Form Brainstorming Section

Brainstorming
Then we... Experiment Outcome
i 1
Put an FAQ in the email before Black ....Can reduce ::unfl._ls'.:mn among Black Success! The Peak Team has
Belt Belt participants gotten fewer questions on
getting to the room
If we add a picture of the Webb ...Help the students by having a better Success! Students had fewer
Building entrance in the email... visual of entrance directions questions about which entrance
they needed to use

S T— e, —

* Experiment phase - Tesi In s%all-scale, real-world sc;larios, allowing us to decide in an environment
that encourages failure
Get feedback - How did it go? What barriers were encountered, and how might they be addressed?

i —

K DENVER
E ) DENVER PEAK CONNECTWITHUS  LINKEDIN | DENVERGOV.ORG /PEAK

' THE MILE HIGH CITY



Let’s Practice Brainstorming
pg. 50

Brainstorming
Then we... neriment Outcome

p—

* Brainstorm solutions to improve your chosen process
. Prepare to share out after 10 mrnutes of brarnstormmg

i
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Break Time!

¢3¢

(10 minutes)
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Prioritizing ldeas: Impact/Effort Matrix

High Impact

Prioritize ideas and help set direction
Determine what to do High Impact, High Impact,

Determine what NOT to do LOV(‘; Effﬁft Hig:nEffort
. s mgn . . “ -c “ a.or
* Avoid activities with little value Wins’ Projef:ts"

* Avoid the noise Low Effort High Effort
Evaluate time and resources Low Impact, Low Impact,
Facilitate group collaboration Sl High Effort

- : : : : “Easy “Revisit
Vl.suallze getting the biggest impact Actions” Later”
with the least effort

Low Impact

DENVER
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What It Looks Like In Action

* Transfer ideas from brainstorm
(if we.../then we...) into the
Impact/Effort matrix

K DENVER
E; DENVER | pE K CONNECTWITHUS  LINKEDIN | DENVERGOV.ORG,/PEAK



e Start small

* Work on things within your control

* For larger changes, leverage the power of the process map and SHRINK THE
CHANGE!

* Develop momentum by:
* Include, Engage, Collaborate
 Celebrate achievements, even the small ones

 Continuing to reach out and involve others
* Building on successes
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The Power of the Pilot

e What is a pilot?
* A pilotisa trial period to test an idea,

gather feedback, and identify problems
before long term implementation

* Why do a pilot?
* “Low commitment!”

* “We can always go back!”
* “It's just a pilot!”
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OLVE IT

We are here

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
Who's Invalved: End Date: Action ltem fszigned To Due Date/Date Campleted Metric Current  Future State 30 Day 60 Day a0 Day
Why Change is Needed Stat=
Qualitative
Maney
) y ) Errars
Current State (CS) Costs Future State (F5) Costs
£ Qualitative Amaunts
{Feelings) =
ime
S Maney
Waste Observed - Waste Observed Yearly Cost
Equity Errars: Equity Errars: [Check All that Apply) {Check All that Apply) Yearly Savings | Projected: Actonl

Diefects O [ Inventory £ ! ) |

@ Errors . . Cwerproduction L | Maticn
Dperational rrors: Operational Crrors: Waiting T | Cxcessive Processing Lessons Leamed

Nan-Utilized Talent/ Things U | systemic Ineguities What Went Well {+} What Didn't Go WellfNeeds Changed { -]

Transpartation
FE amount

Brainstorming
Then we... Experiment Quteame Please Add Photos or Screenshots of What You Did
Tirme
Additional Innovation Notes Here

Yearly Cost | RS S EESSB BB
{Annualized] Results (How is Everyone Better Off?): 1-2 Sentences
Yearly Savings (C5 Cast — FS Cost)
Yearly Savings to Customer
{Walue of Custamers Time)

Pleass send to: peakscade denve Viersion Updater
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Action Planning %

* Use this tool to plan out your project in advance and actively manage the project
throughout

* Also use it after the fact to tell the story of your project tasks in the innovation form
Action Plan (what did you do)

Action Item Assigned To Date Completed
Add FAQ to emails Isheia Williams 12/14/2021

Peak Team Communicate w/ security

before training Isheia Williams 05/22/2022

Add navigation signs on first floor Katie Lewis 06/02/2022

e T —— —

 Identify key milestones ?or yo.ur project
~» Assign each milestone to one person (others may be involved but clarify who will “own” each item)
* Schedule atarget date to complete the task then regularly check on progress

—— e —_— — p— — e —— —

K DENVER
E ) DENVER PEAK CONNECTWITHUS  LINKEDIN | DENVERGOV.ORG /PEAK

' THE MILE HIGH CITY



Peak-Jeopardy!
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Plus/Delta

Optimistic Closure: What do you do to recharge each day?

+ A

* What do you like about the * What can be improved about
training content so far? the content in the future?
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