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A Passion for customers is....
... a passion for efficiency and simplicity
Julian Beaney

Investors in Excellence

• Is dedicated to helping organisations improve their

performance, through investing in excellence.

• Is the largest organisation of its type in Europe.

• Is not-for-profit  – a registered charity.

• Provides access to regional, national and international 

best practice across all sectors

We are here to help – just ask!
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Our Sponsors

Tip 1

Ensure you have the 
elements of excellence 

in place

© Copyright 2009 IiE Ltd
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Looking for excellence?

Which 
reflection do 
you see?

Whose 
mirror?

The IiE standard has the key questions for 
any organisation

Are we outcome focused?

Are we doing the right 
things well?
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9 Mandatory Elements

Service Policies

VISION

“To be trusted as the leading

independent provider 

of innovati ve services”

VALUES & STANDARDS

“Siemens Energy Services provides flexible, innovati ve products, services and 

solutions enabling our  customers to improve their service quality cost to serve 

Through this we seek to gain customer loyalty, maintain market leadership and 

deliver profitable and sustainable growth”

STRATEGIC PRINCIPLES

Money : We must exceed profit targets to achieve shareholder expectati ons

Market : We must track,influence and respond to external regulatory bodies and market shapers

Customer : We must differentiate ourselves as the preferred strategic partner for our customers

Growth : We must deliver profitable growth in existing and new markets

Strategy : We must have a framewor k for defining and communicati ng our strategic objectives

People : We must create a strong team and a culture that ensures our people are motivated to deliver our commitments

Innovation : We must establish ourselves as a market leader for innovat i ve solutions and services

Delivery : We must promise only what we can deliver then deliver it
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“The Investors in Excellence standard helps us 

co-ordinate initiatives and programmes within our 

organisation under one over-riding umbrella and 

helps staff understand how all these  programmes 

and initiatives complement each other in our pursuit 

of excellence.” 

Paul Maher, managing director

What Does Our MD Think?

How to use this tool
Assess your 
organisation’s readiness 
for IiE by answering 
each question 1-6 
(where 6 indicates 
strongly agree and 1 
indicates strongly 
disagree

Plan

Do

Act

What do your results mean?
58+ – you could achieve IiE now
38-57 – you could achieve IiE within 6 months

24-37- you could achieve iIE within a year
<23 – you could achieve IiE within 2 years

Are you ready for excellence?
Try our Web of Excellence test
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The so what question

• Proven framework to drive 
improvement

• Facilitates continuous change

• Asks difficult questions

• Applicable to any organisation

• Flexible and adaptable

• Encompasses all other quality 

and regulatory standards

• Results driven

• Outcome focused
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Are all elements customer focused?
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Tip 2

Engage staff in a 
meaningful way – they know 
how to improve services to 

customers.....

© Copyright 2009 IiE Ltd

Tools work best when they are used in 
the right way...as part of a structured 
process

Plan

Do

Check

Act
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Which tools?

Lean

Business 
ExcellenceKaizen

Visual 
Management

Business 
Process 

re-engineering
Six 

Sigma

Systems 
thinking

Problem 
Solving 

SIPOC

5S

Lean 
DMAIC

Poke 
Yoke

Kaizen Kaikaku

20% Tools, 80% Mindset

Andon Pull Cord Line Stop System

GM 

Line stopped 10s of times 

per week

Toyota

Line stopped 1000s of times 
per week
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You have to constantly & continuously 
provide

© Copyright 2008 IiE Ltd

Skill

Will

Opportunity
This is the BIG innovation in customer service, 
getting people to be personally responsible and 

do it!!

• Define who the customer is and what is value to them?

• What is their experience

© Copyright 2008 IiE Ltd

Analyse Improve ControlMeasureDefine

1. Think customer!
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Your passionate people know where the plug 
holes are

• Over production

• Inventory

• Misused resource

• Defects

• Waiting

• Process

• Transportation

• Motion

There is a 9th waste, any ideas?

Are you clear on the customer journey
(moments of truth or touch points)

• What are the main customer touch points

• What do customers want from each?

Input

Customer journey

Customer 
output
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Impact of time….

Remember the sequence !

Degree of

achievement

Customer

Satisfaction

Basic
requirements

WoW

2. Separate.... Perception from Fact

• Find out what is really happening

• What is the actual customer experience

• Where are the problems or issues or waste?

© Copyright 2008 IiE Ltd

Analyse Improve ControlMeasureDefine
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Core processes Core processes 

CustomerCustomer
needneed

CustomerCustomer
delightdelight
despairdespair

Rework, Waste,Rework, Waste,

Service failureService failure

We think process to find the problems

We need to find out the facts not 
myths!

What Management
thinks it is

What it
really is

What it
should be

What it
could be
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� � � � � � � �

� � � � � � � �

� � � � � � � �

� � � � � � � �

� � �

Try and capture what 
really happens!
“warts and all”
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How predictable are our services? 
…….beware the average….

Ucl

Lcl

Mean

“Strange things keep happening, I can't predict from 
one day to the next what this process is going to do, 

or what experience the customer will have”

3. Establish the root cause of problems

• Knowing how to spot problems in a process

• Costing problems

• What are the possible root causes of the key problems 
identified?

© Copyright 2008 IiE Ltd

Analyse Improve ControlMeasureDefine
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Establish the root cause

• Logical approach

• Focus on a few direct 

causes

• Use factual data

• Depth of investigation

• Clear identification of the 

root cause

• Visual understanding

4. Identifying the right solutions

• Visualise the future state

• What are the possible solutions and which ones do we 
want to concentrate on?

• Plan and test solutions

© Copyright 2008 IiE Ltd

Analyse Improve ControlMeasureDefine
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5. Change, change, change

• Motivating, communicating and managing change

• Changing old habits......

• Day to day process management including visual 

management, audit and monitoring

• Ongoing continuous improvement

© Copyright 2008 IiE Ltd

Analyse Improve ControlMeasureDefine

Outcome track record

• Financial impact

– UK logistics firm. Four projects identified cost savings 
of at least £500,000. 

– Large housing group – void management. Efficiency 

savings worth £200,000 minimum 

• Greater customer focus. 

• Improved service levels.

• Created better communication between teams

• Greater commitment to improvement at a senior 

management level

• Participants gain set of skills in CI, leadership and 

facilitation to transfer to others and use in 

future project work
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Best Practice - Lean improvement journey 

at BMW Plant Hams Hall

• Get Control

• Keep Control

• Improve

Q. How Many Jobs do we have at Ricoh?

A. We all have  2 Jobs.
Our normal job + our Continuous 

Improvement job

Improving ourselves

our process and our Business.

Ricoh Group’s CI Philosophy
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Top tips – hints to takeaway

• Ensure you have the environment for 

excellence to succeed – find a good mirror 

that is easy to look in and then make changes!

• Engage staff in a meaningful way – they 

know what needs to improve.... – remove 

anything that doesn’t add value to the customer

We want to help your organisation improve...

....just ask.....

Julian.beaney@investorsinexcellence.org
(07970) 735448


