Process-Improvement Model

Problem Solving Model
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PDCA - Plan, Do, Check, Act
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1.

Select the problem/process to be addressed
a) Look for changes to business indicators
b) Assemble a team

c) Review the data

d) Create improvement statement

Tools: Brainstorming, Check sheets, Control
Charts, Histograms, Pareto, Run charts
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Pizza Planet experienced 6 months
of decline after period of rapid

growth.
Team created to investigate, create

plan and improve.
Collected data.
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Run Chart
Average monthly volume of deliveries (per shop)
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Pareto Chart
Types of customer complaints
Total=2520 October-December (across 6 shops)
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Pareto Chart
Late delivery complaints
Total=1890 October-December (across 6 shops)
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DELIVERY SHUTTLE

RVING YOUR LO TER

Improvement Statement

Reduce late deliveries on Fridays
and Saturday




2. Describe the current process
a) Select relevant processes
b) Describe process under study

Tools: Brainstorming, Flow charts
(i.e. top-down, swim lane), Tree diagram
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Receive order

Prepare Bake Assemble
ingredients » pizza - order
Receive ,
Return to shop payment 4— Deliver order
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3. Describe possible causes and agree on root cause
a) Gather facts and opinions on cause
b) Confirm opinions on root cause with data

Tools: Brainstorming, C&E fishbone diagram,
Check Sheets, Pareto, Run Chart, Scatter




C & E/Fishbone Diagram
Reasons for late pizza deliveries

Machinery/Equipment People

Unréliabde cars

tumaver
Drivars gat ::lll\
Rushed ‘\k\

Poor training Fanful'wmnt?:?n

Paople don'l show up
Low pay
High turnover

Late pizza
deliveries on

Run out of ingredients

> Fridays &
Saturdays
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Avarage # of Hours

Run Charts

Average turnover rate of employees (company-wide)
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4. Develop a solution and action plan
a) Define solutions
b) Plan the change
c) Set targets for improvement
d) Monitor results

Tools: Brainstorming, Flow Charts, Gantt Chart,
Prioritisation Matrices, Tree Diagrams
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Prioritization Matrix
Selecting the best training program components
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Targets:

» Reduce turnover from 62% to 30%

» Reduce avg. time from order to delivery from 40 to 25 minutes
* Reduce customer complaints by 50%

* Increase monthly volume to 2400 from 1891 pizzas
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5. Implement the solution
a) Pilot the solution
b) Follow plan
c) Monitor milestones

Tools: Flow Charts, Gantt Chart, Tree Diagrams, Run
Charts, Check Sheets, Histograms
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6. Review and evaluate results
a) Confirm measures (are they valid?)
b) Is solution working?
c) Any unintended consequences?

Tools: Pareto Chart, Run Charts, Check Sheets,
Histograms
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Pareto Charts
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Actuals:

* Reduced turnover 44% (target 30%)

* Reduced avg. time from order to 28 minutes (target 25 mins)
* Reduce customer complaints by 52% (target 50%)

* Increase monthly volume to 2250 (target 2400)
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Run Charts
Average turnover rate of employees (company-wide)
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7. Learnings
a) Assess the results and recommend changes
b) Continue improvements and standardise
c) Celebrate

Tools: Story board, Brainstorming







