
 
 
 

ACCOMPLISHING RESULTS 
Part 2: Assessing and Improving Results 

Technology Center Conference Room 

8:30-11:30 a.m., Nov. 30, 2017 
 
 
 
 
TIME FOR REVIEW 

a. Exercise – How did you use the model to identify measures? 

b. Discussion: How have you used performance measures to improve results?  
 
 

1. ASSESSING RESULTS 

a. Targets, Standards and Benchmarking 
b. Exercise – Data Analysis and Variation 

c. Learning from Data 

d. Discussion – how have you used data comparisons to improve results? 
 
 
BREAK 

 
 
2. IMPROVING RESULTS 

a. How to write good goals 

b. Exercise – Write a good goal 
c. Discussion – How have you used goals to improve results? 

d. Behavioral Insights 

e. Exercise – Using behavioral insights 

f. Process Improvement 
 
WRAP-UP 

a. The three signs of a miserable job 

b. Discussion – What is your main takeaway from this class? 
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 key stakeholders

Develop alternatives, evaluate the cost and benefits of alternatives and 
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Review
 efficiency and effectiveness m
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Keep It Simple Scottsdale Overview 
 
To provide simply better service for a world-class community, we must:  

1. empathize with our customers’ needs by regularly requesting and listening to their feedback;  
2. distill service processes down to critical elements by only requiring steps that add value; and  
3. clarify how to use our services through clear, simple communication 

 

Step Description Details 

ASSESS 

Review service efficiency 
and effectiveness 
measures and survey 
customers and 
employees to determine 
processes in need of 
improvement  

• Is there significant customer (internal or external) dissatisfaction or 
complaints? 

• Are measures showing unsatisfactory performance?  

• Is there a significant backlog?  

• Does the process take too long or use too many resources?  

• Is it hard to measure results or outcomes?  

• Have there been allegations of fraud or abuse?  

BEGIN 

Begin the project by 
setting a goal for 
improvement and 
obtaining buy-in from key 
stakeholders 

• Set a goal to be achieved from the process improvement effort. From 
x to y by when.  

• Scope out the project and set boundaries. 

• Identify who will be the project sponsor and champion 

• Obtain buy-in to dedicate sufficient resources to the project, and 
commit to implementing recommended changes 

CREATE 
Create the performance 
improvement project and 
team 

• Identify subject matter experts (employees that do the work) and  
key  customers that utilize the service 

• Build a team with experts, customers and facilitator/co-facilitator 

• Schedule training to introduce team to process redesign concepts 

• Develop team charter and obtain sponsor/champion approval 

• Set team meetings to accomplish goal within established timeframe 

DOCUMENT 
Document the existing 
process and performance 
measures 

• Use the process mapping, analysis and redesign process to identify 
critical steps and identify activities that don’t add value 

• Create an “as is” flowchart 

• Interview customers 

• Identify benchmarks and best practices 

EVALUATE 

Develop alternatives, 
evaluate the cost and 
benefits of alternatives 
and recommend 
alternatives that achieve 
desired results 

• Brainstorm possible ideas for improvement 

• Redesign the process 

• Review the redesign with management 

• Pilot test the redesign 

• Evaluate the cost and benefit of alternatives 

• Prepare final report  

• Make recommendations to project sponsor  

FOLLOW-UP        
 

Follow-up to ensure goal 
was achieved and desired 
results were obtained. 

• Determine follow up schedule 

• Install measures and methods of continuous improvement 

• Follow up and record implementation results 

GO BACK 

Go back and re-assess 
the process, identifying 
and implementing 
additional improvements 

• Where things didn’t work as intended, go back and rework the 
process until it works effectively. 
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