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Creating Standard Work in Office & Services

 

Dear David, 
    It has often been said that standard work is a foundation concept of Lean Thinking.  However its actual development and practice remains illusive, particularly in an office and service setting.  Why is this the case?  Wherein are the difficulties?  Why is it that this very basic concept often generates strong resistance?  Most often the answers to these questions lie in a lack of understanding of what standard work is, and how it can benefit people.  In general, people will resist what they do not understand, and are unlikely to change their ways if they do not see benefit in doing so.  
    In this article we will explore this critical concept in depth.  We will look at the intent and benefits of standard work, and the elements that all standard work should contain.  In the process, we will provide the reader with possible responses to the various arguments that arise when implementing standard work.  These include, but are not limited to:
       ·  "Why do you care how I perform my duties, as long as I  get the work done?"
       ·  "You cannot have standard work for "creative" activities that are often performed in the office and services"
       ·  "The office environment is too "variable" and does not lend itself to standard work"
    Standard work is defined as the best known way to effectively and efficiently perform an activity.  Its development and practice insures consistent quality of the "output" of the process, as well as the performance of the process itself.  It is also used to help identify non-standard conditions. Non-standard conditions can include: 

       ·  Failure to perform an activity
       ·  Failure to perform an activity at a required point in time
       ·  Taking longer to perform an activity than it should
       ·  Performing an activity in a way that will have a negative impact on some "downstream" process.

Such situations must be quickly identified as they represent opportunities to return the process back to its desirable standard condition. 

    The elements of Standard Work are: 

       ·   The tasks that are to be performed (the "what")
       ·   Key Points (the "how" and "why")
       ·   The time and/or timing of tasks
    Determining an appropriate level of detail for standard work is critical.  It is intended to be used in conjuction with, but not in place of training.  A rule of thumb is whether a person who has not performed the task in a reasonable period of time can pick up the documentation, quickly re-familiarize himself or herself, and perform the task in an effective way.  The general rule is that standard work be described on one page.  "Books" must be avoided.  Visual references can be used towards this end.  After all, a picture is worth a thousand words.

    For more details on creating office and service standard work check out the article available on our website www.cma4results.com.  Click on "News" to find the article.

Upcoming Topic: "Applying Lean to the Sales Function" 

Often overlooked in the application of Lean to Office & Services is the Sales function.  The argument is "Sales is a creative process that does not lend itself to such concepts as pull and standard work".  To realize the full benefits of lean in office & services, an organization must leverage freed up capacity to deliver more value to its customers and markets.  This typically puts strain on the Sales function, if it is left unchanged.  The manner by which lean is applied to Sales will be explored next month.
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CMA has several events scheduled for Spring 2009 
Lean Enterprise Institute 
Atlanta, GA 

March 10-11

"Creating Flow in Office & Services" workshop

 
Metal Matters Conference 
Phoenix, AZ 

 March 26-27

"Lean Leadership" workshop & panel 

 
Lean Product & Process  Development Exchange 

Hilton Head, SC

April 6-8

"Value Stream Mapping for Lean Development" workshop & panel

 
 Be sure to check out our publications:
 
"The Complete Lean Enterprise" (winner of a 2005 Shingo Prize)
 
"Value Stream Mapping for Lean Development" (new in 2008!)
 
Both books are available at www.productivitypress.com
 

Recent Articles! 
 

"Creating Level Pull in the Office" 

 

 "Organizing by Value Stream in the Office"
 
"Lean & Six Sigma Converge in the Office"
 
Copies available on our website:
www.cma4results.com   

Click on "News" 

 

 Educational Materials! 
 

Looking for ready-to-use training materials? 

Don't want to reinvent the wheel?

Contact us!   




Drew Locher
Change Management Associates
856-235-8051 

www.cma4results.com 


	

	


	Forward email



This email was sent to dslavensky@structus.com by drewlocher@comcast.net.

Update Profile/Email Address | Instant removal with SafeUnsubscribe™ | Privacy Policy.

Email Marketing by




Change Management Associates | 31 Lexington Court | Mount Laurel | NJ | 08054


[image: image6]
