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Finance & Business Operations Division

-5 ,‘

200 employees
.ﬁ ':' ‘_-“
e $60M 17/18 budget

“Best Run Financial

o m _.om Services for the Best

Run Government”
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Build
the
problem-
solving

muscle
of
every
employee
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Process Walks at FBOD

Case Study: King County Finance and Business Operations Division - Washington

Il » o) 0:20/449

outube.com/watch?v=6mFvHO8vnzA



https://www.youtube.com/watch?v=6mFvH08vnzA

What Is a Process Walk?

* Process Walk: Physically going to where work happens
(Gemba) and interviewing the process participants

« Conducted by process participants
 Builds profound knowledge of the process

Utilize subject matter experts (SMEs) to walk the process, and
collaborate with the field

Build profound knowledge of the process and the root causes of
problems

Identify the solutions and an implementation plan related to process
analysis
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Do you see a Process?
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Process Design Becomes...




Processes Are Like Junk Drawers
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What it could be...




Dept. 4
Manager

Walk and Manage the Process Horizontally

L

People are managed vertically and processes run horizontally —
Process Walks view the whole process
Avoid silos and manage by process!



Benefits of a Process Walk

 Build profound
knowledge of the
current state

e Confirm or bust
assumptions
“We don’'t know what we
don’'t know”

« Gain understanding of
the whole process

| always
wondered what
happens in the
kitchen during
the lunch rush.







Process Walk Ground Rules

» Focus on the process, not the people
- Maintain a blame-free environment

- Be a student of the process

- Be respectful of all parties involved

- Be empathetic; Process workers are the biggest
victims of poor process design

- Stay engaged and seek to learn

» Rank has no privilege

* FInger-pointing has no place

* Do not correct interviewees during the walk



 Work (Process) Time: The time that the
guy who remodeled your kitchen billed
you for

« Walit Time: The time during the job, that
nothing was being worked on

* Lead Time: How long your life was
completely disrupted before the job was
finished (Total Elapsed Time)




During a Process Walk

* Do not divide and conquer — stay together
» Ensure everyone sees the whole process
» Record what happens 80% of the time

» Focus on building profound knowledge

- Hold-off on brainstorming solutions



Defects Overproduction Waiting Non-Utilized Talent

Efforts caused by Production that is more Wasted time waiting Underutilizing people’s
rework, scrap, and than needed or for the next step talents, skills, &
incorrect information. before it is needed. in a process. knowledge.

Transportation Inventory Motion Extra-Processing
Unnecessary Excess products Unnecessary More work or higher
movements of and materials not movements by quality than is required

products & materials. being processed. people (e.g., walking). by the customer.



Process Walk Interview Sheet

. Simple form for

Daon't forget fo take pictures of the

" O e e transactional/office processes
e W » Includes common questions

3. How long from the time work is available to | |

you until it is passed to the next step? | e | . Complete fOrm fOI’ eaCh Step

4. How long would it take to complete this Work
activity if yvou could work on it without being

. N o {touch) time:
interrupted or without waiting? . . .
5. What % of units received at this step are % complete I PY nf r m n I
complete and accurate? and accurate: I I u I
6. How many units are waiting to be worked _

# of units in

on right now? |s that normal?

How old is oldest job in the queue? i e process map

7. Do you have to set-up anything

miove to the next step at a time?
10. What issues or bariers to flow make this | Bamiers to fiow,
step painful or time-consuming? | waste identified:

{equipment, etc.) before doing this step? i ﬂ;g‘:? |
If s0, how long does that take? |
8. What system is being used for this step? e l
How do you track needed information Aow: |
(reports, spreadsheets, eic.)? I
4. Batching: Is work "bundled” before moving # e in I
to the next department? If o, how many unil:z:I aach batch I

|

|

AHAs/Obsarvations Potantial Opportunities Potantial Solutions




Completed Process Walk Interview Sheet

Process Walk Interview Sheet

Interviewer: Scott :Step#: 5 I
S .
Don't forgef to take pactun?s of the

L]
Intervi : Tracy I1Step Name: |
/ u e Stl O n S rienviewee: 12 i ep Name | interviewees and the space.
Date: 15-Sep Package Order

| |
Questions Data Notes

a. n Swe re d 1. How many people work on this step?

# of staff |
How many people are shared resources and # of shared 1: She is a shared resource
work elsewhere too? resnurces:
2. What % of the time do people have Boftime
available to work on this step? available:
. ;Emﬁlﬁlﬁif;?st::tzn::eizttI:t:;?mble to Lead time: 10: There is some waiting for supplies
‘/ Barrlers tO FIOW 4. How long would it take to complete this o
activity if you could work on it without being (touch) time: 3

5. What % of units received at this step are

complete and accurate?
6. How many units are waiting to be worked

% complete 93%'

and accurata: Some have to be sent back

|
|
|
|
|
|
|
|
|
|
|
interrunted or without waitina? |
|
|
|
|
|
I
|
|
|
|
|
|

on right now? |s that normal? #ofunits in[..i:rllj:: 18 Olcleat :’; Telzgﬁ:&::s bean
How old is oldest job in the queue?
7. Do you have to set-up anything Setup time 10! Prior to shift, pre-stock supplies needed for
{equipment, etc.) before doing this step? iif applicable): | the lunch rush
If sn. how lona does that take? 1
8. What system is being used for this step? Information | )
/ A_ H a S How do you track needed information Sowe I Point-of-Sale Order system
3 {reports. soreadsheets. etc.)? B :
9. Batching: Is work "bundied” before moving # ltems in | Ideally, she wants to package them right
= to the next department? If so, how many units 1 .
p ! : Y I each batch I away, so the food doesn't get cold
servations, an e e, .
y 10. What issues or barriers to flow make this | Bamerstofow. | Often lots of orders are ready at the same
step painful or time-consuming? | waste identified: 1 ftime; Often | don't package them FIFO
Possible Solutions
It's very Lots of Customers Install VM Cordless phone
( : a tu re d busy at activities complain if they for help with headset
lunch for get there 1st with FIFO will help multi-
but wait for
Difficult to food longer
She is taking know which Batter
payments & cUStOmers COI'I:'II'HI.II"I‘ICaﬁOI'I
answering phones are waiting with chef on

c g'(_') LEANSIXSICMA com

Copyright 2016 GelLeanSixSigma.com. All Righls Resenved.



Travel Expense
Pre-Approval
Process

https://www.youtube.com/watch?v= XOEEBNerfE&ut
m source=notification&utm medium=email&utm con
tent=consumer&utm campaign=video export



https://www.youtube.com/watch?v=_XOEEBNerfE&utm_source=notification&utm_medium=email&utm_content=consumer&utm_campaign=video_export

Defects Overproduction Waiting Non-Utilized Talent

Efforts caused by Production that is more Wasted time waiting Underutilizing people’s
rework, scrap, and than needed or for the next step talents, skills, &
incorrect information. before it is needed. in a process. knowledge.

Transportation Inventory Motion Extra-Processing
Unnecessary Excess products Unnecessary More work or higher
movements of and materials not movements by quality than is required

products & materials. being processed. people (e.g., walking). by the customer.



Process Improvement Actions

Current State vs. Future State Map
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E 2 Traveler Section Divicion Admin Division Department Department

4 L8 | Submits a new — Admin Review —  Manager —» Review ——  Director —p Admin ——p  Director

IE E Travel Form Review Approves Review Approves
c

~

3 £ Traveler Section

E 3 Submits a new —» Admin Review —»  Manager

g c Travel Form Approves
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Process Improvement Results

Improve - Pilot Results

Pilot Cycle Time (13 trips)

Frequency

| I . A'r
4 ' "

v Reduced cycle time from 15-30 days to 1.6 days
v Improved error rate from 25/37 rejects to 0/13
v Next Step: Rollout to King County



B " ft‘ Success Story
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How Lean Six Sigma
Reduced Travel Expense
Approval Time by 94%

With Eunjoo CGreenhouse & Valerie Ceban | Lean Six Sigma Success Story

9 (3

L | ;
o

Tracy O'Rourke Eunjoo Greenhouse Valerie Ceban

https://goleansixsigma.com/success-story-lean-six-sigma-reduced-travel-expense-
approval-time/


https://goleansixsigma.com/success-story-lean-six-sigma-reduced-travel-expense-approval-time/

How Lean Six Sigma -
Makaes It Easier for Veterans to @ King County Walks the Talk
Be Suppliers for Government

With Jim Shoemaker | Lean Six Sigma Success Story With Chris Franco | Lean Six Sigma Success Story
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Tracy O'Rourke Jim Shoemaker ! Chris Franco
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Streamlining the Architectural, - - N
Engineering and Professional @ Improving Position Eligibility

(AEP) Procurement Process by Identifying & Reducing Waste

With Kara Cuzzetto | Lean Six Sigma Success Story With Kimberly Fleming | Lean Six Sigma Success Story
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