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What is lean?

= Rapid End to End process flow

= _earning by doing
(Continuous improvement)

= Right first time quality
(Adopting an organisational approach to solving problems)




Lean numbers game




Recruitment and Employment Confederation -
Their Lean Journey / A Response to Growth

November 2011 @\ee .‘:q
Presenter - Mark Palmer A




Where were they?

Department led organisation




Operational Issues

Unclear Leading
channel strategy to backlog




Design Principles
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Abandon silos Member - centric One touch solution Phone channel Experts where Smooth
contact centre (no handoffs) preffered expertise is needed workflow




How to gain adhesion to the design

Workshops What's in it for you? Staff away days All workers involved in the design




The new design
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Member
Delivery




Advantages

Improved
service
levels

Member - : Reduce
: Team ethic
EEHE built into design errors/
workforce g workload

Faster
response
times

Leading to a much happier customer
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Admin costs Response time to
per member member queries

-50% +20%
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EIBTM 2011 SESSION EVALUATION

Please help EIBTM to improve their educational sessions for future years by
completing the online survey emailed to you after the sessions!

Provided by MeetingMetrics (EIBTM 2008 WorldWide Technology Watch
winner for meetings technology innovation)
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