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:K\�FKDQJH�\RXU�DSSURDFK" 
'R�\RX�HYHU�KDYH�PRPHQWV�ZKHQ�\RX�WKLQN�µ:K\�DP�,�GRLQJ�WKLV"¶� 'R�\RX�VWULYH�HYHU\�GD\�WR�
GR�EHWWHU" 

:H�ZLOO� KHOS� \RX� ILQG� WKH� ULJKW� LPSURYHPHQW�DSSURDFK� IRU� \RXU�EXVLQHVV�� WKDW�ZLOO� GHOLJKW� \RXU�
FXVWRPHUV� 
 
8VLQJ�VLPSOH�REVHUYDWLRQV��ZH�ZLOO�KHOS�\RX�WR�LGHQWLI\�EXVLQHVV�LPSURYHPHQW�RSSRUWXQLWLHV�DQG�
EXLOG�WKH�FDSDELOLW\�ZLWKLQ�\RXU�RUJDQLVDWLRQ�WR�DFKLHYH�\RXU�DPELWLRQ 
 

7KH���6WHS�SURFHVV 
:LWKLQ�WKH���VWHSV�RI�WKH�%ULJKWHU�&DSDELOLW\�DSSURDFK�WR�FRQWLQXRXV�LPSURYHPHQW��ZH�KHOS�\RX�
WR�FUHDWH�WKLV�VSDFH�WR�UHYLHZ�\RXU�FXUUHQW�DSSURDFK�DQG�KHOS�\RX�PDNH�FKDQJH�IRU�D�VXVWDLQD�
EOH�IXWXUH��� 

+RZ�ZH�FDQ�KHOS 
&RQWLQXRXV�,PSURYHPHQW�FDXVHV�XV�WR�WKLQN�DERXW�XSVWUHDP�SURFHVVHV��QRW�GRZQVWUHDP�GDP�
DJH�FRQWURO���7KLV�HQDEOHV�WKH�FXOWXUH�DQG�UHVXOWV�\RX�DVSLUH�WR�KDYH� 

��6LPSOH�6WHSV�WR�'ULYH�6XVWDLQDEOH� 
%XVLQHVV�3HUIRUPDQFH� 

:KHQ�\RX�NQRZ�\RX�ZDQW� WR�FKDQJH�VRPHWKLQJ��EXW�\RX�FDQ¶W�JHW�HQRXJK�PRPHQWXP�WR�VWDUW��
\RX�QHHG�D�SODQ�DQG�\RX�QHHG��VXSSRUW 
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7KH�UROH�RI�WKH�OHDGHUVKLS�WHDP� 
7R�VHW�WKH�JHQHUDO�GLUHFWLRQ�RI�WKH�RUJDQLVDWLRQ��DQG�HQDEOH�WKHLU�WHDPV�WR�VWHHU�WRZDUGV�LW���7R�GR�
WKLV��FODULW\�RQ�WKH�IROORZLQJ�SRLQWV�LV�HVVHQWLDO� 

.QRZ�\RXU�SXUSRVH 
&DQ�\RX�FOHDUO\�DUWLFXODWH��ZKR�\RX�DUH��ZKDW�GR�\RX�GR��ZKR�GR�\RX�GR�LW�IRU��ZKDW�GR�WKRVH�
SHRSOH�ZDQW�RU�QHHG�DQG�KRZ�GR�WKH\�FKDQJH�DV�D�UHVXOW�RI�\RXU�SURGXFW 

7HDP�ZRUN 
,I�\RX�PDNH�D�SDFW�WRJHWKHU�WR�PDNH�D�FKDQJH�VWHS�E\�VWHS�� LW� LV�PRUH� OLNHO\�WKDW�\RX�ZLOO�EH�
VXFFHVVIXO���0DNH�D�SODQ�WR�DFKLHYH�D�PRUH�SURDFWLYH�ZD\�RI�ZRUNLQJ���UDWKHU�WKDQ�UHDFWLYH�DQG�
ZRUN�WRJHWKHU�WR�DFKLHYH�LW� 

.QRZ�ZK\�\RX�ZDQW�WR�FKDQJH� 
+DYH�D�FOHDU�UHDVRQ�ZK\�\RX�ZDQW�WR�FKDQJH���:KDW�ZLOO�EH�GLIIHUHQW� 

&UHDWH��D�YLVLRQ�IRU�WKH�IXWXUH 
,W�QHHGV�WR�EH�DVSLUDWLRQDO��SRVLWLYH�DQG�ZKDW�VHHPV�WR�EH�MXVW�RXWVLGH�RI�\RXU�UHDFK��0DNH�LW�
FOHDU�ZKDW�ZLOO� EH� GLIIHUHQW�ZKHQ� \RX�JHW� WKHUH"�0DNH� LW�PHDVXUDEOH�DQG� FUHDWH� LW�ZLWK� WKH�
SHRSOH�ZKR�DUH�SDUW�RI�WKH�ODUJHU�WHDP��WKRVH�WKDW�DUH�JRLQJ�WR�GHOLYHU�LW�ZLWK�\RX�� 

�,I�HYHU\RQH�LV�PRYLQJ�IRUZDUG�WRJHWKHU��
WKHQ�VXFFHVV�WDNHV�FDUH�RI�LWVHOI�´� 
-�+HQU\�)RUG 

&UHDWH�6WUDWHJLHV�WR�PRYH�IRUZDUG 
:KDW�DUH�WKH���RU���NH\�WKHPHV�WKDW�\RX�ZLOO�ZRUN�RQ�WR�WDNH�\RX�WRZDUGV�WKLV�IXWXUH�DVSLUDWLRQ� 

'HYHORS�\RXU�/HDGHUVKLS�DSSURDFK 
'HYHORSLQJ�DQ�DXWKHQWLF�OHDGHUVKLS�DSSURDFK�LQ�D�FRQWLQXRXV�LPSURYHPHQW�HQYLURQPHQW�FDQ�
EH�FKDOOHQJLQJ���0DWFK�\RXU�EHKDYLRXUV�WR�WKH�VXFFHVV�\RX�DVSLUH�WR�KDYH�DQG�WKH�VXFFHVV�
ZLOO�FRPH�D�ORW�TXLFNHU� 
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/HDG��QRW�/DJ�,QGLFDWRUV 
6WDQGDUGV�DUH�WKH�OHDG�LQGLFDWRUV�LQ�RXU�EXVLQHVV��ZLWKRXW�
WKHP�WKHUH�FDQ�EH�QR�VXVWDLQHG�LPSURYHPHQW�� 
7KH�OHDG�LQGLFDWRUV�DUH�WKH�ZD\�LQ�ZKLFK�ZH�GR�WKLQJV���,I�
\RX�ZDQW�D�FHUWDLQ�RXWFRPH��\RX�QHHG�WR�FRQVLVWHQWO\� 
IROORZ�D�VWDQGDUG�SURFHVV�WR�JHW�WR�WKDW�RXWFRPH��� 

7KLV�LQYROYHV�XQGHUVWDQGLQJ�WKH�SRLQWV�RI�YDOXH�
LQ�WKH�VXSSO\�FKDLQ�DQG�FUHDWLQJ�D�FRQVLVWHQW�
ZRUNVSDFH��ZLWK�WKH�ULJKW�PDWHULDOV�DQG�WRROV�WR�
GR�WKH�MRE�FRUUHFWO\�DW�HDFK�RI�WKHVH�SRLQWV 

6WDQGDUGV�WKDW�HTXDO�SHUIRUPDQFH 
%\�ORRNLQJ�DW�WKH�HIIHFWLYHQHVV�RI�\RXU�VWDQGDUGV��\RX�FDQ�EHFRPH�PRUH�FRQVLVWHQW�HYHU\GD\�
DQG�FUHDWH�D��SODWIRUP�WR�LPSURYH���7KLV�PHDQV�SXWWLQJ�WKH�IRFXV�RQ�JHWWLQJ�LW�ULJKW��ILUVW�WLPH��HYH�
U\�WLPH�IRU�HYHU\RQH�� 

2QFH�\RX�KDYH�D�FRQVLVWHQW�ZRUNVSDFH��\RX�
QHHG�D�FRQVLVWHQW�PHWKRG�WR�IROORZ�� 

µ%\�WKH�SHRSOH��IRU�WKH�SHRSOH¶��� 
,W�LV�LPSRUWDQW�WKDW�DQ\RQH�LQYROYHG�LQ�WKLV�FKDQJH�
LQ�DSSURDFK�VKRXOG�XQGHUVWDQG�ZK\�LW�LV�QHHGHG�
DQG�PDNH�WKH�FKDQJH�WR�WKHLU�ZRUN�VSDFH�DQG�
PHWKRGV�WKHPVHOYHV��� 

6HOI�6XIILFLHQF\ 
7KH�JRDO�PRYLQJ�IRUZDUG�LV�WR�UHPRYH�WKH�QHHG�IRU�D�
IDFLOLWDWRU��DV�WKH�SURFHVV�RI�VPDOO�FKDQJHV�IRU�WKH� 
EHWWHU�RU�µ.DL]HQ¶��ZLOO�EHFRPH�WKH�QRUPDO�ZD\�RI�
ZRUNLQJ 
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9DOLGDWLQJ�LQSXWV�HTXDO�RXWSXWV 
:KHQ�\RX�KDYH�VWDQGDUGLVHG�\RXU�ZRUNVSDFH��PDWHULDOV��WRROV�DQG�PHWKRGV��\RX�FDQ�YDOLGDWH� LI�
WKLV�JLYHV�WKH�ULJKW�RXWSXW��)URP�WKLV�SRLQW�RQ��\RX�YHULI\�WKH�OHDG�LQGLFDWRUV�RI�ZRUNVSDFH��WRROV��
PDWHULDOV�DQG�PHWKRG��UDWKHU�WKDQ�ZDLWLQJ�IRU�D�JDS�LQ�WKH�RXWSXW�TXDOLW\��FRVW�RU�GHOLYHU\�WLPH� 

5H-FRQILUP�5ROHV�	�5HVSRQVLELOLWLHV 
(YHU\RQH�LQ�WKH�RUJDQLVDWLRQ�QHHGV�WR�NQRZ�ZKDW�WKHLU�UROH�LV��ZKDW�SURGXFW�RU�VHUYLFH�WKH\� 
SURYLGH�DQG�ZKR�WKH\�SURYLGH�LW�WR��,I�HYHU\RQH�LQ�WKH�VXSSO\�FKDLQ�XQGHUVWDQGV�WKLV�UHODWLRQVKLS��
WKH�SURGXFWV�ZLOO�VWDUW�WR�IORZ�VHDPOHVVO\��7KLV�PRVW�LPSRUWDQWO\�DSSOLHV�WR�WKH�UROH�RI�DQ\�NLQG�RI�
WHDP�OHDGHU�RU�PDQDJHU��7KHLU�UROH�LV�WR�HQVXUH�WKH�SHRSOH�LQ�WKHLU�FDUH��KDYH�WKH�ULJKW�WRROV�� 
PDWHULDOV�DQG�PHWKRGV�WR�SHUIRUP�WKHLU�UROH�HIIHFWLYHO\�� 
 
(VWDEOLVK�RXWSXW�PHWULFV 
:H�QRZ�QHHG�D�VHW�RI�LQGLFDWRUV�WR�DJUHH�ZLWK�HDFK�LQWHUQDO�FXVWRPHU�IRU�TXDOLW\�RI�SURGXFW�RU�VHU�
YLFH��FRVW�DQG��GHOLYHU\�VFKHGXOH���7KHVH�VKRXOG�UROO�XS�IURP�HDFK�SRLQW�RI�YDOXH�WR�WKH�H[WHUQDO�
FXVWRPHUV�PHWULFV��� 
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3UREOHP�VROYLQJ��&XOWXUH 
%\�HYHU\RQH�IROORZLQJ�D�VWDQGDUG���VWHS�SURFHVV��WKLV�EHFRPHV�D�
JUHDW�KDELW�WKDW�HYHU\RQH�FDQ�SDUWLFLSDWH�LQ�GDLO\���6WDUW�ZLWK�WKH�
PHQWDO�PRGHO�WKDW�HYHU\RQH�VROYHV�SUREOHPV�WR�HQVXUH�VWDQGDUGV�
DUH�PDLQWDLQHG�HYHU\GD\�� 

+DYLQJ�D�V\VWHPDWLF�DSSURDFK�WR�UHYLHZLQJ� 
SHUIRUPDQFH��DW�DQ�LQWHUYDO�WKDW�PDNHV�VHQVH�
ZLWK�\RXU�F\FOH�WLPH��ZLWK�VHW�UROHV�DQG�UHVSRQVL�
ELOLWLHV�GULYHV�SHUIRUPDQFH 

+DYLQJ�D�PHFKDQLVP�IRU�V\VWHPDWLF�SUREOHP�
VROYLQJ�DQG�D�FXOWXUH�WKDW�VXSSRUWV�LW��WUDQVIRUPV�
UHDFWLYLW\�WR�SURDFWLYLW\ 

0HFKDQLVP�IRU�UHYLHZ 
7R�VXVWDLQ�\RX�QHHG�D�PHFKDQLVP�IRU�UHYLHZLQJ�SHUIRUPDQFH�DQG�D�SUREOHP�
VROYLQJ�DSSURDFK�WKDW�EHFRPHV�\RXU�FXOWXUH 

,I�VRPHRQH�FDQQRW�RSHUDWH�WR�VWDQGDUG��WKH�PDQDJHU�LV�WKHUH�WR�KHOS�SUREOHP�VROYH��DW�WKH�SRLQW�
ZKHUH�WKH�DFWLYLW\�WDNHV�SODFH��DW�WKH�WLPH�WKH�JDS�RFFXUV�DQG�HPSRZHU�WKH�WHDP�WR�UHFWLI\�WKH�
VLWXDWLRQ�  
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(IIHFWLYH�FRPPXQLFDWLRQ 
&RPPXQLFDWLRQ�EHIRUH��GXULQJ�DQG�DIWHU�LPSURYHPHQW�ZRUN�RI�DQ\�
FKDQJHV�PDGH��WHPSRUDU\�RU�SHUPDQHQW��DUH�HVVHQWLDO�WR�WKH�HIIHF�
WLYHQHVV�RI�LPSURYHPHQW�ZRUN���(QVXUH�\RX�KDYH�DQ�HIIHFWLYH�WZR�
ZD\�FRPPXQLFDWLRQ�V\VWHP��WKDW�PHDQV�LQFRUSRUDWLQJ�IHHGEDFN�
IURP�FRPPXQLFDWLRQV�LQWR�WKH�SURFHVV 

 
 

$�VWDQGDUG�DQG�V\VWHPDWLF�SURFHVV�IRU�LPSURYH�
PHQW�HQVXUHV�WKHUH�LV�HIIHFWLYH�FROODERUDWLRQ�DQG�
FRQVLVWHQW�SURJUHVV�WRZDUGV�WKH�FRPPRQ�JRDOV 

7R�LPSURYH�VWDQGDUGV��SUREOHP�VROYLQJ�
JURXSV�ZLWK�D�V\VWHPDWLF�DQG�VKDUHG�ZD\�RI�
ZRUNLQJ�ZLWK�FOHDU�WRROV�DUH�QHHGHG 

(QVXULQJ�WKDW�WKH�H[LVWLQJ�VWDQGDUGV�DUH�FKDQJHG�
WR�UHIOHFW�WKH�QHZ�VWDQGDUG�VXVWDLQV�WKH�LPSURYH�
PHQW��� 

0DNH�6SDFH�IRU�,PSURYHPHQW�$FWLYLWLHV 
,PSURYHPHQW�DFWLYLWLHV�DUH�RIWHQ�SXW�WRJHWKHU�ZLWK�GDLO\�DFWLYLWLHV�RI�VXVWDLQLQJ�FXUUHQW�VWDQGDUGV���
%\�PDNLQJ�D�VHSDUDWH�VSDFH�WR�ZRUN�RQ�LPSURYHPHQW�DFWLYLWLHV�LQ�D�UHJXODU�F\FOLF�DSSURDFK���
WHDPV�FDQ�JHW�WKH�ULJKW�KHDGVSDFH�WR�WKLQN�GLIIHUHQWO\� 

5HPHPEHU�WR�FKDQJH�WKH�VWDQGDUG 
7KH�ILQDO�SDUW�RI�LPSURYHPHQW�DFWLYLWLHV�LV�WR�HQVXUH�WKHUH�LV�HIIHFWLYH�FRQWURO�LQ�SODFH�WR�SUHYHQW�
WKH�VWDQGDUG�LQ�RXWSXW�SHUIRUPDQFH�IURP�GULIWLQJ�EDFN�WR�SUHYLRXV�OHYHOV���7R�GR�WKLV�WKH�RULJLQDO�
VWDQGDUGV�QHHG�WR�EH�UHYLVHG��WKLV�PHDQV�FKDQJLQJ�WKH�ZRUN�SODFH�RUJDQLVDWLRQ�DQG�VWDQGDUG�
ZRUN 
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� .QRZ�ZK\�\RX�ZDQW�WR�FKDQJH 

� 'HWHUPLQH�ZKDW�LW�ZLOO�ORRN�OLNH�ZKHQ�\RX�JHW�WKHUH�DQG�GH�
ILQH�WKH�PHWULFV�IRU�VXFFHVV 

� 'HILQH�KRZ�\RX�ZDQW�WR�FKDQJH�LW 

� 'HWHUPLQH�\RXU�OHDGHUVKLS�UROH�DQG�DSSURDFK 

� 8QGHUVWDQG�YDOXH�WR�\RXU�FXVWRPHU 

� ,GHQWLI\�ZKLFK�SURFHVV�VWHSV�DGG�YDOXH��SRLQWV�RI�YDOXH� 

� (VWDEOLVK�VLPSOH�DQG�HIIHFWLYH�ZRUN�SODFH�RUJDQLVDWLRQ 

� (VWDEOLVK�VLPSOH�DQG�HIIHFWLYH�VWDQGDUG�ZRUNLQJ�PHWKRGV 

� ,PSOHPHQW�FRQWLQXRXV�LPSURYHPHQW�RI�VWDQGDUGV 

� (VWDEOLVK�EDODQFHG�VFRUHFDUG�PHWULFV�IRU�HDFK�SRLQW�RI�YDOXH 

� (VWDEOLVK�UROHV�	�UHVSRQVLELOLWLHV�IRU�DOO�WHDP�PHPEHUV 

� &UHDWH�7HDP�OHDGHU�VWDQGDUG�ZRUN 

� ,PSOHPHQW�HIIHFWLYH�UHYLHZ�PHHWLQJV 

� (VWDEOLVK�SUREOHP�VROYLQJ�SURFHVVHV� 

� ,GHQWLI\�.H\�UHVXOW�DUHD�IRU�LPSURYHPHQW 

� 'HILQH�WKH�SUREOHP�VWDWHPHQW 

� 'HILQH�WKH�PHWULFV�IRU�VXFFHVV 

� (VWDEOLVK�DQ�LPSURYHPHQW�SURFHVV� 

� (VWDEOLVK�FRUH�WRROV�IRU�LPSURYHPHQW 

4 Steps of  Continuous Improvement 

)RU�KHOS�ZLWK�DVVHVVPHQW�RU�GHYHORSPHQW� 
�H-PDLO��.DWKHULQH#EULJKWHUFDSDELOLW\�FR�XN 

:HEVLWH��ZZZ�EULJKWHUFDSDELOLW\�FR�XN 
 


