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So what did we do? QP
Ove rVi eW Wolverhampton Homes

« Systems and Lean Thinking

* Using the concepts to deliver improved
Customer satisfaction and delivery performance

* Applying It to your own organisation —
Considerations for success
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Partnerships W

Wolverhampton Homes

Are they delivering the ...

? Best value for money
? Best performance

? High strategic value
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To deliver what the Customer
requires In the best possible way we
need to maximise service delivery by

considering the whole system.
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SYSTEMS THINKING M

Wolverhampton Homes

One Definition:

Systems thinking deconstructs
the idea that an organisation
IS made up of individual parts

Systems are made up of a set
of components that work
together to deliver the overall
objective of the whole.




A lot of synergy with
Lean Thinking ...

¥ 4

Wolverhampton Homes




" I
LEAN e
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One Definition:

A way to do more & more with less &
less, whilst providing Customers
with exactly what they want.

DeIiveriqgéwgg VALUE

Effort, resonetedss thg same m
... thel EHa &Y less
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Lean Principles

Source: Adapted from Lean Thinking, Womack & Jones (1996); WMG Analysis

Specify what creates value from the customer’s perspective

|dentify all steps across the whole value stream, and remove waste.

Design the new value stream so that those actions that create value, flow.

Customer demand should pull work through the system.

Strive for perfection by continually removing layers of waste!

The best people to design and deliver improvements to the process flow
are the staff doing the job.
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The 3 Elements of Work oo o

< Operator Time >

WASTE VA

Eliminate Reduce

VA

< More time available for other activities)
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? What is the level of waste
(process) reputedly found within
the UK Construction Industry ?

Corruption Is cheaper than
Inefficiency ...
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Lean Systems Thinking & 6 Sigma

Using the methodologies to deliver improved
customer satisfaction from the delivery
of housing maintenance and improvement

contracts.
Year 2 of 5.
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Case Study 1 g

Wolverhampton Homes

* Property Regeneration Programme with
Wolverhampton Homes

* Year 1l of 4

» Scope of works:- New kitchen, bathroom,
central heating, electrical rewire, external
works or some combination of these

* Occuplied properties
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What did we do?

 Established who were our Customers

¥

Wolverhampton Homes

— Tenant
— Client
L
NEXT CUSTOMER We all become
Supplier and
CUSTOMER OF SUPPLIER TO Customer \
Process 1 Process 2 Process 3 [T=p| Process4  |E=)|END USER

SUPPLY CHAIN
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What did we do? Al

Wolverhampton Homes

« Established what was valued by the Customer?

TENANT

— Good quality products and workmanship
— On-time with minimum disruption

— Clean

— Safe

— Well informed

CLIENT

— Value for money

— Industry leading performance
» Tenant Satisfaction, Quality, Delivery, Cost
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What did we do?

* Applied a structured approach

¥
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Current State Diagnosis Improve Sustain & Cascade
Waste identification ‘ , -
& elimination > Flow > Stabilise >

CUSTOMER VALUE




Improvement Activities QP
Completed AN e

 Value Stream Process Mapping — the whole system

* Tenant Satisfaction

 Eliminating wastes and inefficiencies — Problem Solving
* Programme Performance - Achieving improved ‘Flow’

* The Central Stores — 5C / 5S Workplace Organisation

 Cost Analysis and Challenge
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Mapping the Current State
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Current State

« Multi-discipline team

* Mapped end-to-end processes

* Quantified the map

 |dentified issues and estimated impact

Future State
« Customer focused right to left thinking

e System / processes changes
* Prioritised improvement plan
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Improving Tenant Satisfaction ¥ ¢
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Tenant Satisfaction Performace by Contractor ThomasVale - Tenant Satisfaction Analysis
(Period Q1- Q6)
How many 6.15%
1000 95.7 Tenants were
%00 dissatisfied?
80.0 I \\
70.0 >
60.0 —I/
500 . — - — — 93.85%
BuIIbcks F I-ﬂVI TQC ||:| Satisfied B Dissatisfied —
One Partner Contractor had a TS score Why were Tenants dissatisfied?
higher than Thomas Vale

x— ==

Analysis of ReaMr Tenant Dissatisfaction

%]
. . € - 100.0%
Key areas on which to focus improvement:- g
- 80.0%
©
i 2
Question 4 i | 60.0%
©
The respect shown to you and your home 8 - 40.0%
. 5 ,
Question 6 2 - 20.0%
c
. S - 0.0%
HOW Clean and tldy the Tradesperson Ieft your home 8‘ Q4 The respect Q6 How cleanQ2 The level 0fQ3 The level of Q5 The overall Q8 The overall Q1The Q7 The quality

shownto you and tidy the contact from support quality of the service information ofthegoods
and your Home tradesperson the site Team offered to you work carried provided by available about used inthe
left your home and your family outinyour the Decent theworks decent homes
by the site team home Homes carried outin  programme
Programme  your home
Partnership




Improving Tenant Satisfaction QP

Wolverhampton Homes
andard for Property Standard for During Improving information

My Electric Shower Has
Stopped Working ...

E N D O F What to check before phoning for assistance:
o T Treceer

CLEANING TALKS WITH
CHECKLIST

i powe r indicabr liton shower? If not 1t and previous checks
an conducted, ca l the bebow number

is water pressure suffic ent (ie. are other appliances on also
ashing machine /another tap etc)

If your electric shower is still not working after these checks please
call

0800 7?7 2??

esponsibility matrix for supporting Tenants

Days within programme Days within
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20
[Complete Daily Work [Camplete Daly Work |Complete Daly Work [complete Daly Work [Complete Daly Wark _|Compies Dally Work |Complete Dally Work |Complete Daily Work [Complete Daly Work [|Complete Daly Work [Complete Daily Work [Complete Dally Work [Comples Daly Work fcomplete Daly Work |Complete Dally Work
iary for Tenant Diary for Tenant Diary for Tenant biary for Tenant iary for Tenant Diary for Tenant Diary for Tenant Diary for Tenant Diary for Tenant iary for Tenant Diary for Tenant oiary for Tenant Diary for Tenant iary for Tenant iary for Tenant
intomation inform ation inform ation nformaton formaton inform ation information intormation information nformaton intormation intor mation information ormation ormation
From 3.30 0 nwards 2 [F rom 3.30 Onwards 2 |From 3.30 Onwards 2 JFrom 3.30 Onwards 2 fFrom 3.30 Onwards 2 |From 3.30 Onwards 2 |From 330 Onwards 2 [From 330 Onvards 2 [From 330 Onwards 2 [From 3.30 Onwards 2 |From 330 Onwards 2 JFrom 3.30 Onwards 2 [From 3.30 Onwards 2 From 3.30 Onwards 2 [From 3.30 0 wards 2
knan team goaround [manteam goaround |manteam goaround fman team go around  fman team go around  |manteam goaround |manteam goaround [manteam goaround  |manteam goaround fman team go arownd | manteam goaround fman team goaround [manteam goaround fman team go around |man team go around
iream cleaning and [stieam cleaning and  [stream cleaningand  tream cleaning and  [stream cleaning and  [stream cleaning and  |sveam cleaningand  [steam cleaningand  [stream cleaningand  fstream cleaning and  [steam ceaningand ftream ceaningand [stream cleaning and  fetream cleaning and  fstream cleaning and
hidying leaving in Licy ng leaving in Licying leaving in hidying leaving in hidying leaving in idying leavingin  [ticying leaving in Licying leaving in Licying leaving in hidying leaving in idying leaving in hidying leaving in  [tidying leaving in hidying leaving in hidying leaving in
Trades hespectable state for [respectble state for  |respectable statefor frespectablesite for  fespectable sate br  |respectable statefor |respectable stak for  [respectable stae for  |respectable stak for  [respectable sate fbr  |respectable state for frespectable state for |respectble statefor frespectable site for frespectable sate for
e nant Lenant Lenant enarnt enart enant Lerant Lerant Lenant enant Lenant e rant Lenant enant enant
o [From aom an From apm &l From apm &l [From apm an [From apm an From apm &l From apm &l From apm &l From apm &l [From apm an From apm an [From apm an From apm &l [From apm an [From apm an
2 fradesmen down pos [iradesmen ‘down todis [iradesmen ‘down tools flradesmen downtools' fradesmen down tools' |iradesmen down  |iradesmen down tools” [tradesmen ‘down tools® [irades men ‘down tools' firadesmen down tools |irades men ‘down tools fradesmen ‘down  |iradesmen down tools fradesmen-down ools' fradesmen down
= nd beginto tdy  and begin o tidy land begin to tidy d begin totidy d begin totidy tools' and begin to tidy |and begin to tdy land begin to tidy land begin o tidy d begin totidy land beginto 1dy fools' and beginto tidy[and beginto tidy nd begin to tidy hools' and begin to
2 orking areato eave [work o leave |work o leave fworking area toleave inffworking area to leave in [work o leave [work to leave infword to leave infword to leave influorking area toleave  [working areato leave fworking areato leave [working areato leave fworking area toleave fudy working area to Focrel porenam: 1.,
2 In respectable inrespectble inrespectable inrespectble respectable conditon  [respectable conditon |respectable conditon fin respectable inrespectable i respectable inrespectble In respeciable feave i respectable | (2455 e[ rec
g ngiion oozt eonanon ooy leonanon o enan foerany g e leongiion o eran oo ooy o o pgitontorienant leonarion iorona naton rorenan feongrion o poay odton foc lorant odton fof forant
] Conduct Random Audit Check at some point during works
= TLO/ Stream e ——————————————————————————————————
CORGUCTIOINTT LO 7 ST eam MARager VE K 10 properly - TLO 10 ConGUC | Walk around with (enant Gomg Ioug The new appiances (e new
Manager Conduct joint TLO /Stream Manager visitto property fuse board / CH system / Shower elc) i abasic form going through the how to" sheets if one of them stop working. TLO to leave How b TLO Visits property b conductTQ Survey
Sheets wih Enant
fcheck Daily work diary|Check Daly work diary [Check Daily work diary fcheck Daily work diary Jcheck Daily work diary |Check Daily work diary|Check Daily work diary [Check Daily work diary [Check Daily work diary flcheck Daily work diary [Check Daily work diaryfcheck Dalywork — [Check Daiy work diary fcheck Daily work diary fcheck Daily work
has beensutficienty [has been suffciently  [has been sufficienly ~ Jhas been sufficiently  fas beensufficiently |nas been sufficiently |nas been suffciently  [has been suffciently  [has been sufficienly s beensufficiently  |has been suficiently [diary has been has been suffciently ~ s beensuficintly  fdiary has been
Fited in Fitedin Fitedin Fieain Fieain Fitedin Fited n Fited n Fited n Fieain Fited n uticienty Filed i [Fieain Fiea n uticiently Filed in
Supervisor [ENG of day walk [End of day wak [End of day wak [ENG of day walk o d " g|Endof day wak [End of day wak [End of day wak [End of day wak [ENG of day walk [End of day walk JEnd of day walk [Endof day wak [End of day walk [End of day walk
round of properties |around of properties  [around' of properties feround of propertes |40 98V Walk aroundy, oy o properties faround' of properties  [around of properties  [around' of properties  farouna of propertes  [around' of properties  faroundt ofproperties [around' of properties faround of properties  farouna of propertes
e leftina clean and are keft in acleanand [are leftin aclean and fareleft ina canand :;‘fy":‘;j:j::’v“e‘:'a lare teft i a cleanand [are left i aclean and |are keftin aclean and fare keftin ackean and fareleftina ceanand [are keftina clean and fare leftina clean and fare keftin ackeanand fareletina cleanand fare et ina cleanand
oy e o mane oemamer oy onne o mane o mamer o mamer o mamer oy nonne gy mamer oy o o mane oy nane oy nane
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Programme Performance — Achieving Improved ‘Flow’

Improving Property Completion Time

Analysis showed that the average duration
of properties completed within 25 days,
was 22.5 days.



Eliminating Production Losses \’

* Delays & disruptions
* Snags & defects

Data

Collection N

2

Data
Analysis

Wolverhampton Homes

N

Problem
Solving

Minimising delays and moving towards

right first time quality



‘ Problem Solving E
Improving Quality Performance

Wolverhampton Homes
RS SHAGRRAG?

Analysis of Quality Issues
Analysis of Radiator Quality Issues
1
98
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Improving Works Delivery \ ¥

Wolverhampton Homes

Improvement Activities:

* Direct observation

« Work specification
* Innovation in products & materials

« Work methods, set-up, tools & materials

Reduced Time for 1st Ax Hectrics

- 39%@

199 210

Before Estimated Improved After

8

w
8

Minutes
8

o B8




Tradesperson 2

Comments Time Comments
bvote: Plumber inthe kichenfor  0g:15 08:15
i sthour moving gas pipe and . -
id impede work flow for the
atrician Serup
Jrecret Move cooker to get access. 10
08:30 08:30
e as ement (6 mins), markig Wik Line on wall using level 6
Ju could be dane by electrical Measure and mark position for s ockets. 4
oremen the day bebre. Set-up power chisel.
08:45 Theck positon of fan Wi SHe S perve or 4 0845
aiting or Plumber to finish
Jbefore chiselling out since 20
Jpumber did nothave mask. 09:00 09:00
hameling out could be done CRame o Tor So0kets and cable rurs 15
by Demo gang res pectively the
ay before 0915 i eecmeeaaa - C R L L L L L 09:15
Viark height of lgh swich & channel o 3
DrscomectTemporary STk
jasted ime due o hard’piped . .
jin connection instead of flexi 09300 i ceeeeaaaa - 3 9 C R L L L L L 09:30
uick release.
Sheaning b e Marager 3 s Coad materials, etc
. Go tovan to fetch cables Toairs, T Toor baords. .
09:45 Tt B 3 11 - 09:45
18
) To Ve and relurm Wil PASIE i for
T
10:00 5 2 Tok I Celing + cabiing ready br (eed-tvough 10:00
Feed cables. PIUS 1 mInute Startng (o Shealh cables. = 6 = [ [Feed cables across celing and drop to various postions in
Kichen
Cominue Sheating cabies + 11 Back Boves
10:15 4] 18 35 - 10:15
Breako 1o help colkague Teed cables 3
1030 Recommence cabing & shealing 1030
10 3 Refi Toomoards
Recammence sheathing and Back Box f. 1 8 L Frcessive vt o hevan
10145 e e —————— - 5 - j10:45
wires inTighing commecing box + ref oo baords.
2 . Tomwies I Tighing comec ng bor + reffloombaords &
2 Tovan and return with 272277,
11:00 — 2 5 Wing o nex gt swich, box & sheath 11:00
o ence S e NG anG Back BorTT - - T van and retumn wih crimping (ool
2 Tontinue with TG Swich, crimping off Wie ends.
16 7
11:15 I (R | P
jasted time as chisel out by F oot s s s | | 2 4 12 h [ ]
hand ns ead of using power )
ool 2 Tumcoff power, prep backbox+ fit tofwall
o minutes on Break 11:30 5 Remore okt back box wing & sheaifig 1130
B Melte Tol on Consimer Ont. - - ‘Consumer Unit.
ESTIMATED) (ESTMATED) I - f -
1A o eemeeaaaa - - L e tI I c
30
i I I ff. .
Tradesman 1 - Work Activity Analysis ]IZ e I C I (
25%
R N L L EE T 12:30
.
B S HNProv
Value
waste pe | vn | asee I
11% o A | It t
64% 64 128 7 9
. p t
Total Time =252 N
N B Value Adding O NVA B Waste
min 48
L Hours d U I I e rS
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Work Observation Activity
Kitchen Rewire

|deas on the opportunities for

nderstanding of work content
ration of any wastes and
Nt methods

ement
D estimate / quantify the
of any improvements

tand the working environment




Improving Property Completion Time

Implementing a Lean Programme

« Establish a programme with improved flow

¥

Wolverhampton Homes

— Activity durations — waste free, efficient methods, better allocation of

work within the various gangs
Better interaction of Trades
Aligned to the defined ‘pace’
Next ‘customer’ concept

Plan for what you want to happen
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Maximising Value-Adding — Phase 1 W
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BETWEEN PROPERTIES

(. ) &=

‘ MINIMISE DELAYS

FLOW VALUE-ADDING FLOW VALUE-ADDING
ACTIVITY WITHIN ACTIVITY BETWEEN
PROPERTIES PROPERTIES
Trade Work Balance Chart - BEFORE Trade Work Balance Chart - AFTER
15 15

=
o
=
o

(&)}
a1

Time per Property
Time per Property

)

~y

= 0N = B

o
o




Improving Property Completion Time IEI

Phase 1 — Achieve the 15 day time e Homes

- Proved the 15 day programme.
- Now rolled-out to all work streams.

Property Completion Time

No. of Days
10 15 20 25

o
(63}

Awerage time a property
is open 25 days and
below

33%
reduction

Target time for all 5 /
Properties
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Phase 2 : Stabilising the Programme Wp

Wolverhampton Homes

6cm o

Reduce the variability

__________ ﬁ

IMPROVEMENT ACTIVITY [
Focus

SHEET
p—
Rt | oo venent acTiAn | oA Rerorav ) oo o f | TARGET
No.
1

IMPROVEMENT ACTION anseo | 5oR | owner o mvoweo] TR | PROGRESS | cOMMENT

6 Sigma
Control Chart
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Improved Customer Satisfaction [Q#

_ Del ive red ! Wolverhampton Homes
PROCESS
TENANT CLIENT STAKEHOLDERS
Less Disruption Satisfied Tenants Efficient Methods
Predictability '
Industry Leading consistency
RFT Quality Performance Productivity
Well Informed Value For Money Reduced costs
Value for Money Rate of Completion Predictability
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SUMMARY - BENEFITS
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QUANTITATIVE

TENANT SATISFACTION

Tenant Satisfaction 98 - 100% | |
PROGRAMME
Works Duration (13 or 15 days) 33-42%
—

.o T

Productivity > 39%
QUALITY
Defects at Handover Tozero | d_L
Snags 35% ..
COST

Savings per annum (At the time of the Activity) £75K | |
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SUMMARY - BENEFITS

Tenants: Improved service and information to Tenants

¥

Wolverhampton Homes

Programme: Better 'flow' of trades. Improved morale.
Productivity enhanced.

Quality: Improved alignment to scope of works and quality
standards.

Central Stores: Improved organisation, configuration & control.
Less damage. Improved H&S.

QUALITATIVE

Improved clarity on R&Rs, information and communications.

Organisation and capability established for continuous
improvement.

Enabled improvements in the whole set-up, organisation,
operation and management of the programme.

Significant efficiency gains achieved!



Case Study 2 - Improving the QP
Maintenance of Major Void properties = ———
BE E AFTER

« Major Voids * Improved pre-works processes

* Trades sequenced to do works ||« Multi-trade gang do whole house
In property « Controlled release of properties

* Delays in property start « Improved works programme

* Disruptions & ‘void’ times « Better work flow

« Average key-to-key times 70 Ownership
days but targeting 50 « Cost and quality benefits

aecenved Voids Work Period

...........
echensuvers. || cawkso-aw0 (| ] Lo 0 ] ] ] 8 J——4 || | = [efined.

NNNNN

mmmmmmm
rrrrrr

nnnnnnnn

sssssss

((((((

mmmmmm

ooooo

19 days max key-to-key

y \
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SUMMARY i

Wolverhampton Homes
 The ‘methodologies’ do apply D

Real tangible benefits
— Enhanced Customer Satisfaction
— Quality, Delivery and Cost Performance and VFM

« Great synergy with true collaborative working

 There are barriers to implementation
— Lowest price tendering
— Leadership (or lack of it!)
— Shallow appreciation / understanding
— Traditional thinking
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How well is Lean being accepted?, —
“It won’t work here
mate!” “ANVe are not the car

iIndustry”
“It’s the way the construction
iIndustry is ...”

“Don’t worry, it’s the subbie’s
fault and I’ll get them back at
the end of the project”

Uptake has been slow, but evidence of key
Clients now starting to drive Lean & Systems
Thinking.



Lean-Systems-Sigma ¥
s — Wolverhampton Homes
LEAN

SYSTEMS
THINKING

1
SUPPLY CHAIN
1
A CONTRACTOR !
L PROJECT ;
I T TRADE

~~ T PROCESS

-4 T

—~ —y

There are great opportunities to improve, it
requires a different way of thinking ...
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Lean Systems Thinking Is... NP
Customer focused Wolverhampton Homes

 Considers the whole value chain

« Adding value, eliminating waste — more for the
same

* Proven

« A way of thinking & behaving — managers need
to enable the delivery of best Customer value

« A fundamental shift in culture '/,—-»/
« Empowering p_eople In the process to deliver to . _’>
the Customer in the best way possible s _/)
« A huge opportunity if done right! \ - Ty _ Y
* Stretching — can move people outside their - ',:,23 ;
comfort zone |

« A journey
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Application to your own \ ¥

O rg an i Sati O n Wolverhampton Homes

« Current state diagnosis
« Clear vision and objectives

« Lean Systems strategy — within 4 walls, project /
programme focus, supply chain development

« Measures that matter

« Lead by example

« Implement — pilot projects versus whole value chain?
« Apply a structured approach

« Grow in-house capability

« Establish a lean systems thinking culture
 Empower and enable

« Effective management and governance

« External help
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ere is Edward Bear, coming downstaiw
olverhampton Homes

BUMP
BUMP
BUMP

On the back of his head,
behind Christopher Robin.

It is, as far as he knows,
the only way of coming
downstairs, but sometimes
he feels that there really
is another way, if only he
could stop bumping for a
moment and think of it.

Stand back, review, challenge, improve

You’ll feel better for it!
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Thank you ... bl
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