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change  
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Influencing change does not 
have to resort to these extremes 
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We are going to change –  

My Way 

Imagine a situation where: 
 
Being told without what seems to be a sound basis  
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We are going to change –  

My Way 

Imagine a situation where: 
 
Being told without what seems to be a sound basis or 
absence of a burning platform  
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We are going to change –  

My Way 

Imagine a situation where: 
 
Being told without what seems to be a sound basis  
 
You haven’t been given a compelling case for change 
  
There is a lack of information 
 
What would you expect to happen? 
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We are going to change –  

My Way 

Imagine a situation where: 
 
Being told without what seems to be a sound basis  
 
You haven’t been given a compelling case for change 
  
There is a lack of communication or information 
 
What would you expect to happen? 
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We are going to change –  

My Way 

Imagine a situation where: 
 
Being told without what seems to be a sound basis  
 
You haven’t been given a compelling case for change 
  
There is a lack of information 
 
What would you expect to happen? 
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Accepting change is hard 
for most people  

What will be the 
compelling reason to 
support change? 
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Find out what hooks 
people in 

 

Understand what 
motivates them 

 

Understand the culture 
of the workplace 

 

Find the “what is in it for 
me factor” 
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 Without data it is 
just an opinion 
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Know your Baseline Performance 
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How well is your 
process 

performing? 
 
 

How would you 
know?  

 
Is it measured? 
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50403020100

USL

LSL *
Target *
USL 8
Sample Mean 15.1072
Sample N 89
StDev (Within) 5.8287
StDev (O v erall) 8.22052

Process Data

C p *
C PL *
C PU -0.41
C pk -0.41

Pp *
PPL *
PPU -0.29
Ppk -0.29
C pm *

O v erall C apability

Potential (Within) C apability

PPM < LSL *
PPM > USL 932584.27
PPM Total 932584.27

O bserv ed Performance
PPM < LSL *
PPM > USL 888643.22
PPM Total 888643.22

Exp. Within Performance
PPM < LSL *
PPM > USL 806361.74
PPM Total 806361.74

Exp. O v erall Performance

Within
Overall

Process Capability of Weeks to Notify

The current process is not capable 
(designed) to deliver within an 8 week 
window  

Target was 8 weeks 



14 Copyright: Doing Business Better, July 2011 

50403020100

USL

LSL *
Target *
USL 8
Sample Mean 15.1072
Sample N 89
StDev (Within) 5.8287
StDev (O v erall) 8.22052

Process Data

C p *
C PL *
C PU -0.41
C pk -0.41

Pp *
PPL *
PPU -0.29
Ppk -0.29
C pm *

O v erall C apability

Potential (Within) C apability

PPM < LSL *
PPM > USL 932584.27
PPM Total 932584.27

O bserv ed Performance
PPM < LSL *
PPM > USL 888643.22
PPM Total 888643.22

Exp. Within Performance
PPM < LSL *
PPM > USL 806361.74
PPM Total 806361.74

Exp. O v erall Performance

Within
Overall

Process Capability of Weeks to Notify

The current process is not capable 
(designed) to deliver within an 8 week 
window  
Very few results within 8 weeks 

Average 
Notification 

period is 15.1 
weeks 
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A simple graph can tell a 
story. Knowledge is powerful 

Number of Days to report an accident for the 
period July 2005 - end May 2006
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They did not know they had a problem 

Expected, Presumed 
it was around the 
benchmark of 12 
days 
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A simple graph can tell a 
story. Knowledge is powerful 

Number of Days to report an accident for the 
period July 2005 - end May 2006
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Data created the awareness and desire 

Actual performance 
average was 24 days 
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Learn to See process waste 
Copyright Stephen Grech May 2010, Doing Business Better Pty Ltd 

Other forms of knowledge also 
become important 
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Not every activity is 
Value Adding! 

Copyright Stephen Grech May 2010, Doing Business Better Pty Ltd 
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Once you see the 
issue, once you 
understand what 
the data is 
revealing, you do 
not want to stay 
the way you are 
right now 

Copyright Stephen Grech May 2010, Doing Business Better Pty Ltd 

Knowledge builds desire for 
change 



20 

5 ways of doing the same 
process. Why? 
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Almost half of all activity across 
17 sites were not adding value 

Support 39.38% 

Noise 47.7% 

Discretionary 
12.85% Core 0.07% 

(Optimal = ~5 - 6%) 
(Optimal = ~10 - 12%) 

(Optimal = <15 %) 

(Optimal = ~ 60 - 70%) 

Note - “Optimal” refers to organisation-
wide measures and can be situation-
dependent 

They did not know they 
each performed their 
role differently 
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People will follow if they 
believe in what you say 

Without 
understanding, you do 
not often attain the 
level of commitment 
required for change  
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Be Strategic with the data 
you collect 

Don’t collect data for data’s sake 
 
Determine what question you need to answer 
 
Work out what data you need 
 
Sometimes only one or a few key statistics is all you 
need 
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Leaders leader. Others will 
follow 

Leaders create the 
environment to 
support a systematic 
approach to data 
collection  
 
Leaders support the 
development of their 
people  
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Have a clear Problem 
Statement 

Understand what is 
broken 
 
Be clear how broken it is 
 
What is the impact of the 
problem?  
 
 

Are you fixing the right problem? 

Sometimes doing nothing is the worst thing to do 



26 Copyright: Doing Business Better, July 2011 

Imagine a car without a 
speedometer, and roads without 
with a speed or direction signs 
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Maslow’s Learning model 

Unconscious 
Incompetence 
We don’t know 
what we don’t 

know 

Stage 1 
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Maslow’s Learning model 

Unconscious 
Incompetence 
We don’t know 
what we don’t 

know 

Stage 1 

Without 
data 
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Maslow’s Learning model 

Unconscious 
Incompetence 
We don’t know 
what we don’t 

know 

Stage 1 Conscious 
Incompetence 

We are aware 
that we don’t 

know it  

Stage 2 

Without 
data 
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Maslow’s Learning model 

Unconscious 
Incompetence 
We don’t know 
what we don’t 

know 

Stage 1 Conscious 
Incompetence 

We are aware 
that we don’t 

know it  

Stage 2 

Without 
data 

With 
data 
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Maslow’s Learning model 

Unconscious 
Incompetence 
We don’t know 
what we don’t 

know 

Stage 1 Conscious 
Incompetence 

We are aware 
that we don’t 

know it  

Stage 2 

Conscious 
Competence 
We don’t know 

how to do it 
when we think 

about it 

Stage 3 Without 
data 

With 
data 
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Maslow’s Learning model 

Unconscious 
Incompetence 
We don’t know 
what we don’t 

know 

Stage 1 Conscious 
Incompetence 

We are aware 
that we don’t 

know it  

Stage 2 

Conscious 
Competence 
We don’t know 

how to do it 
when we think 

about it 

Stage 3 Without 
data 

With 
data 

 Without 
knowledge 
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Maslow’s Learning model 

Unconscious 
Incompetence 
We don’t know 
what we don’t 

know 

Stage 1 Conscious 
Incompetence 

We are aware 
that we don’t 

know it  

Stage 2 

Conscious 
Competence 
We don’t know 

how to do it 
when we think 

about it 

Stage 3 

Unconscious 
Competence 
We know it so 

well we do it with 
without thinking 

Stage 4 

Without 
data 

With 
data 

 Without 
knowledge 
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Maslow’s Learning model 

Unconscious 
Incompetence 
We don’t know 
what we don’t 

know 

Stage 1 Conscious 
Incompetence 

We are aware 
that we don’t 

know it  

Stage 2 

Conscious 
Competence 
We don’t know 

how to do it 
when we think 

about it 

Stage 3 

Unconscious 
Competence 
We know it so 

well we do it with 
without thinking 

Stage 4 

Without 
data 

With 
data 

 With 
knowledge 

 Without 
knowledge 
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Idea to Project - Road Map 

Weighting:

Project Importance to Importance to Financial Cost to Success Project
Name Staff Management Return Implement Factor Priority

0

0

0

0

0

0

Categories

Project Prioritisation Matrix

Instructions: 
1.   Weighting: Type a weighting between (1 and 10) for each of the Categories shown above.
2.  Project Name: Type the name for each Project.
3.  Category: Rate each Category for each project between 1 and 5 ( 1 = Low and 5 = High ).

Tip: The highest 
score indicates 
the Project with 

the highest 
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Receive 
ideas or 

take a look 

Identify & 
prioritise 
projects 

Investment 
Logic Map 

Business 
Case 

Project 
Charter Method 

Which 
one? 

What do 
we think is 

the 
problem? 

Finding 
out and 
deciding 
on what 
to do? 

Enough 
data 

What’s the 
evidence? 

What do we 
intend to do 

about it? 

How do we 
get 

approval? 

Implement 

How do we 
make it 
happen? 

What 
ideas? 

Registration

113Doing Time Mins

1025Elapsed Time Mins

23Value Add Mins

41Non Value Add Mins

49Value Enabler Mins

Tech: Mail, Telephone, Email,

23 Mins

912 Mins

370 Mins

11869 Mins

20 Mins

1368 Mins

740 Mins

65934 Mins

10 Mins

912 Mins

5 Mins

6405 Mins

15 Mins

Tenant

912Waiting Time Mins

Regional inspection

441Doing Time Mins

12330Elapsed Time Mins

370Value Add Mins

30Non Value Add Mins

41Value Enabler Mins

Tech:

11869Waiting Time Mins

Regional 
recommendation

50Doing Time Mins

1418Elapsed Time Mins

20Value Add Mins

12Non Value Add Mins

18Value Enabler Mins

Tech:

1368Waiting Time Mins

Asset Management 
Assessment and 

Aprroval

1789Doing Time Mins

67723Elapsed Time Mins

740Value Add Mins

654Non Value Add Mins

395Value Enabler Mins

Tech:

65934Waiting Time Mins

Tenant Notifictation

32Doing Time Mins

944Elapsed Time Mins

10Value Add Mins

0Non Value Add Mins

22Value Enabler Mins

Tech:

912Waiting Time Mins

Valuation (excludes 
times for VG, Land 
monitor and Legal 
Services Branch)

21Doing Time Mins

6405Elapsed Time Mins

5Value Add Mins

0Non Value Add Mins

16Value Enabler Mins

Tech:

6384Waiting Time Mins

Contract Management

71Doing Time Mins

71Elapsed Time Mins

15Value Add Mins

16Non Value Add Mins

40Value Enabler Mins

Tech:

0Waiting Time Mins

Financial 
Management

NADoing Time Mins

NAElapsed Time Mins

NAValue Add Mins

NANon Value Add Mins

NAValue Enabler Mins

Tech:

x.xxWaiting Time Mins

x.xx Mins

x.xx Mins x.xx

Tenant House Sales 
Coordinator

6 Operators 6 Operators 3 Operators 16 Operators 1 Operators 9+ Operators 3+ Operators 3+ Operators

     

     

     

       

        

      

 

   

     

     

     

    

    

     

   

Regional Reception

       
       

       
      

       
  

             
  

Correct & Accurate: 94% Correct & Accurate: 89% Correct & Accurate: 37.5% Correct & Accurate: 1% Correct & Accurate: 100% Correct & Accurate: 100% Correct & Accurate: 100% Correct & Accurate: 100%

  

    

    

    

      

       

     

 

   

       
       

       
      

       
  

             
  

  

  

       
 

Step 72 -80Step 1-44 Step 45 -71 Step 81-146 Step 147-
150

Step 151-
163

Step 164-
205

Step 186-
187c

In Scope

  ctivity
Waiting

2 days 27.6 days 3 days 136.5 days 2 days 21 days

456m

Waiting Time not calculated

Out of Scope Out of Scope
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We developed  
three views of the same 
process 

Copyright Stephen Grech May 2010, Doing Business Better Pty Ltd 
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Current process 

Copyright Stephen Grech May 2010, Doing Business Better Pty Ltd 

57 days 
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Phase 1 improvements 

Copyright Stephen Grech May 2010, Doing Business Better Pty Ltd 

17 days 
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Phase 2 
improvements 

Copyright Stephen Grech May 2010, Doing Business Better Pty Ltd 

1 day 
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How much time can we save? 
Current Way – 167 Steps 

New Way – 77 Steps 

Call H.O. (enquire)

NADoing Time Mins

NAElapsed Time Mins

NAValue Add Mins

NANon Value Add Mins

NAValue Enabler Mins

Tech:

Enquire on line

NADoing Time Mins

NAElapsed Time Mins

NAValue Add Mins

NANon Value Add Mins

NAValue Enabler Mins

Tech:

Print and Fax 
application to H.O.

NADoing Time Mins

NAElapsed Time Mins

NAValue Add Mins

NANon Value Add Mins

NAValue Enabler Mins

Tech:

Refer tenant to H.O. 

2Doing Time Mins

2Elapsed Time Mins

0Value Add Mins

2Non Value Add Mins

0Value Enabler Mins

Tech: Talk

Call region to enquire. 
Call HSO direct if 

know officer

0Doing Time Mins

0Elapsed Time Mins

NAValue Add Mins

NANon Value Add Mins

NaValue Enabler Mins

Tech:

Walk into regional 
office reception & 

enquire

NADoing Time Mins

NAElapsed Time Mins

NAValue Add Mins

NANon Value Add Mins

NAValue Enabler Mins

Tech:

Reception handle 
enquiry and call HSO 

to attend

2Doing Time Mins

2Elapsed Time Mins

0Value Add Mins

2Non Value Add Mins

0Value Enabler Mins

Tech: Talk and telephone

HSO discuss sale 
process and issues  

application form

5Doing Time Mins

5Elapsed Time Mins

5Value Add Mins

0Non Value Add Mins

0Value Enabler Mins

Tech: Talk

Post application to 
H.O. (date stamp) 

90%

1Doing Time Mins

1Elapsed Time Mins

0Value Add Mins

1Non Value Add Mins

0Value Enabler Mins

Tech: Post

Telephone H.O. to 
enquire

NADoing Time Mins

NAElapsed Time Mins

NAValue Add Mins

NANon Value Add Mins

NAValue Enabler Mins

Tech:

Handle enquiry

5Doing Time Mins

5Elapsed Time Mins

5Value Add Mins

0Non Value Add Mins

0Value Enabler Mins

Tech: Telephone

Send application to 
tenant (mail)

2Doing Time Mins

2Elapsed Time Mins

2Value Add Mins

0Non Value Add Mins

0Value Enabler Mins

Tech: Mail

Application received 
in mail

1Doing Time Mins

1Elapsed Time Mins

1Value Add Mins

0Non Value Add Mins

0Value Enabler Mins

Tech:

Complete application

NADoing Time Mins

NAElapsed Time Mins

NAValue Add Mins

NANon Value Add Mins

NAValue Enabler Mins

Tech:

Register on ISIP and 
check Account 

Number

4Doing Time Mins

4Elapsed Time Mins

0Value Add Mins

0Non Value Add Mins

4Value Enabler Mins

Tech: ISIP Database

Check applicant is the 
eligible tenant

NADoing Time Mins

NAElapsed Time Mins

NAValue Add Mins

NANon Value Add Mins

NAValue Enabler Mins

Tech:

Call tenant if > $1,000 
in arrears or if have 

time. Explain policy to 
clear debt

5Doing Time Mins

5Elapsed Time Mins

0Value Add Mins

5Non Value Add Mins

0Value Enabler Mins

Tech: Telephone

Tenants is in 
arrears?

Print four documents 
from ISP 

2Doing Time Mins

2Elapsed Time Mins

0Value Add Mins

0Non Value Add Mins

2Value Enabler Mins

Tech: ISIP print

Search ESPREON for 
title (Title Search)

15Doing Time Mins

15Elapsed Time Mins

0Value Add Mins

0Non Value Add Mins

15Value Enabler Mins

Tech: ESPREON

If Vol FOL absent 
search address 

browse

NADoing Time Mins

NAElapsed Time Mins

NAValue Add Mins

NANon Value Add Mins

NAValue Enabler Mins

Tech:

Search Name browse 
in ESPREON

NADoing Time Mins

NAElapsed Time Mins

NAValue Add Mins

NANon Value Add Mins

NAValue Enabler Mins

Tech:

Print image and title

NADoing Time Mins

NAElapsed Time Mins

NAValue Add Mins

NANon Value Add Mins

NAValue Enabler Mins

Tech:

Enter all relevant 
information into 

Access Data base 
incl. Help rating

5Doing Time Mins

5Elapsed Time Mins

0Value Add Mins

0Non Value Add Mins

5Value Enabler Mins

Tech: Access Database

Run query on 
eligibility to create the 

basis of letter

1Doing Time Mins

1Elapsed Time Mins

1Value Add Mins

0Non Value Add Mins

0Value Enabler Mins

Tech: Database

   
 

 

 

 

  

 

    
   

 

 

 

 

  

 

 

    
  

 

 

 

 

  

 

 

   
   

  

 

 

 

  

 

   
   

     

 

 

 

  

 

  

 

 

 

  

 

   
    

 

 

 

 

  

 

  

 

 

 

  

 

    
  

 

 

 

  

 

 

    
   

 

 

 

  

 

  
  

   
  

 

 

 

  

 

  
  

   
  

 

 

 

  

 

  
 

 

 

 

  

 

   
  
  

 

 

 

  

 

   
  

 

 

 

 

  

 

   
  

  

 

 

 

  

 

  
  
  

 

 

 

  

 

    
    

   
  

   

 

 

 

  

 

  
  

 

 

 

  

 

  

   
    

 

 

 

 

  

 

   
    

     
    

 

 

 

  

 

  

 

 

 

  

 

  

  
  

 

 

 

  

 

   
 

 

 

 

  

 

   

 

 

 

  

 

    
    

    
 

 

 

 

  

 

  

 

 

 

  

 

    
   

 

 

 

  

 

   
   

   

 

 

 

  

 

 
 

  

  

    
   

 

 

 

  

 

    
  

 

 

 

  

 

  
    

 

 

 

 

  

 

 

 

 

 

  

 

   

 

 

 

  

 

    
   

 

 

 

  

 

 

 

 

  

 

     
 

 

 

 

  

 

   
  

 

 

 

  

 

  

 

 

 

  

 

     
    

 

 

 

  

 

   

 

 

 

  

 

    

 

 

 

  

 

     
  

 

 

 

  

 

     
      

     
    
     

   
    

 

 

 

  

 

     
    

  

 
   

 

 

  

 

   
 

 
   

 

 

  

 

     
    

   

 
   

 

 

  

 

  
  

 
   

 

 

  

 

   
  
 

 
   

 

 

  

 

   
 

 

 

 

  

 

  

 

 

 

  

 

      
   

 

 

 

 

  

 

   
   

 

 

 

  

 

   
   

   
  

 

 

 

  

 

    

   
 

 

 

 

  

 

   

 

 

 

  

 

    
  

 

 

 

  

 

  

   

 

 

 

  

 

34333231302928

26

2117169876

15

3

5

2

4

121110

1

Tenant complete 
application and posts 
to H.O. or drops of at 

region

NADoing Time Mins

NAElapsed Time Mins

NAValue Add Mins

NANon Value Add Mins

NAValue Enabler Mins

Tech:

13

If tenant drops of 
application, accept 

and date stamp

1Doing Time Mins

1Elapsed Time Mins

0Value Add Mins

0Non Value Add Mins

1Value Enabler Mins

Tech:

14

   
   
 

 

 

 

  

 

     
  

 

 

 

  

 

    
  

 

 

 

  

 

    
    

  

 

 

 

  

 

     
  

 

 

 

  

 

 
   

  

 

 

 

  

 

  
  

 

 

 

  

 

   
    

   

 

 

 

  

 

     
    

   
    

 

 

 

  

 

   
   

 

 

 

 

  

 

    
   

 

 

 

  

 

    

 

 

 

  

 

   
   

 

 

 

  

 

    
  

 

 

 

  

 

  

    
   

    

 

 

 

  

 

  

   
    

 

 

 

 

  

 

  
   

 

 

 

 

  

 

  

 

 

 

  

 

    
    

   
  

  

 

 

 

  

 

  
 

 
 

 

    
  

   

 

 

 

  

 

  
   

 

 

 

  

 

  
   

 

 

 

 

  

 

 

 
 

     
    

   

 

 

 

  

 

    
    

   

 

 

 

  

 

    
  

 

 

 

 

  

 

  
   

   

 

 

 

  

 

   
  

 

 

 

  

 

    
 

 

 

 

  

 

 

 

 

 

  

 

   
    

 

 

 

  

 

        

   

 

 

 

  

 

 
 

    
  

 

 

 

  

 

    
     

   
   

 

 

 

  

 

  
   

 

 

 

  

 

    
    

 

 

 

  

 

    
   

    
  

 

 

 

  

 

     
  

  
  

 

 

 

  

 

  

 

 

 

  

 

  
  

  

 

 

 

  

 

  
   
 

   
  

 

 

 

  

 

     
  

 

 

 

  

 

   
    

 

 

 

 

  

 

    
 

 

 

 

  

 

   
 

 

 

 

  

 

   
  

 

 

 

  

 

     
 

 

 

 

 

  

 

     
   

 

 

 

  

 

  

 

 

 

  

 

     

   

 

 

 

  

 

   
    

   

 

 

 

  

 

    
  

    

 

 

 

  

 

   
    

   

 

 

 

  

 

   
    

 

 

 

  

 

   
   

 

 

 

  

 

   
   

 

 

 

  

 

    
    

 

 

 

  

 

  

 

 

 

  

 

  
    

   
 

 

 

 

  

 

    
   

 

 

 

  

 

     
   

 

 

 

 

  

 

    
     
   

     
     

 

 

 

  

 

  
    

 

 

 

  

 

   
    

  
  

 

 

 

  

 

  
    

 

 

 

 

  

 

  
   

 

 

 

  

 

     
 

    

 

 

 

  

 

   

 

 

 

  

 

   
      

  

 

 

 

  

 

   
   

    
  

 

 

 

  

 

    
   

    

 

 

 

  

 

   
  

   

 

 

 

  

 

  

 

 

 

  

 

 

 

 

  

 

 

 

 

 

  

 

 

 

 

 

 

  

 

  

   
    

  

 

 

 

  

 

  

    
 

 

 

 

  

 

 

 

 

 

  

 

 

 

 

 

  

 

   
 

 

 

 

  

 

Correct?

Do a search on ISIP 
and amend 

application number

15Doing Time Mins

15Elapsed Time Mins

0Value Add Mins

15Non Value Add Mins

0Value Enabler Mins

Tech:

18

N

Y
Register application 

details on ISIP

5Doing Time Mins

5Elapsed Time Mins

0Value Add Mins

0Non Value Add Mins

5Value Enabler Mins

Tech: ISIP

27

Call tenant (eg: find 
out who tenant is)

NADoing Time Mins

NAElapsed Time Mins

NAValue Add Mins

NANon Value Add Mins

NAValue Enabler Mins

Tech:

Amend application 
where appropriate 
(Account Number)

NADoing Time Mins

NAElapsed Time Mins

NAValue Add Mins

NANon Value Add Mins

NAValue Enabler Mins

Tech:

19 20

Discuss issue over 
phone, if can not 

amend application, 
shred it

5Doing Time Mins

5Elapsed Time Mins

0Value Add Mins

5Non Value Add Mins

0Value Enabler Mins

Tech: Telephone

24

Mail out new 
application form 

(second)

2Doing Time Mins

2Elapsed Time Mins

0Value Add Mins

2Non Value Add Mins

0Value Enabler Mins

Tech: Mail

25

Y

N

   
   
  

 

 

 

  

 

   
 

 

 

 

  

 

   
  

 

 

 

  

 

   
 

 

 

 

  

 

  
  
 

 

 

 

  

 

  
   

 

 

 

  

 

   

 

 

 

  

 

   
    

    
 

 

 

 

  

 

   
 

 

 

 

  

 

   
 

 

 

 

  

 

  
  

 
  

 

 

 

  

 

   
 

 

 

 

  

 

    

 

 

 

  

 

   
 

 

 

 

  

 

 

 

 

  

 

  

 

 

 

  

 

 
 

 

 

 

  

 

    
    

 

 

 

 

  

 

     
  

    
    

     
   
     

  

   
     
      
 

   
  
   

 

 

 

  

 

    
  

 

 

 

  

 

   
     

 

 

 

  

 

     
    

    
  

     
    

   

 

 

 

  

 

   

 

 

 

  

 

   
  

 

 

 

  

 

  

 

 

 

  

 

Step 17 & 21 together 
is 4 minutes

Steps 18, 19 & 20 15 minutes

Registration time starts 
here at step 17

If property tagged for 
disposal strategy go 

to Wayne Jordon and 
ask take restriction off

1Doing Time Mins

1Elapsed Time Mins

0Value Add Mins

0Non Value Add Mins

1Value Enabler Mins

Tech:

22

Change status of 
disposal strategy - 
take restriction off

5Doing Time Mins

5Elapsed Time Mins

0Value Add Mins

0Non Value Add Mins

5Value Enabler Mins

Tech:

23

Steps 28 – 31 takes 15 minutes

        

    
  

 

 

 

  

 

     
   

    

 

 

 

  

 

     

   

    
   

 

 

 

  

 

            
          

                  

   
  

 

 

 

 

  

 

  
  

      

  
 
 

 

 

 

  

 

   
   

   

 

 

 

  

 

 

                          
       
  
   
   
     
   

  
 

 

 

 

  

 

    
 

 
 

     

           

   

    
 

 

 

 

  

 

   
 

 

 

 

  

 

   
    

    

   

      

   

    
  

 

 

 

  

 

     
         

   

 

 

 

  

 

   
  

 

 

 

  

 

  

 

 

 

  

 

    

     

    

   

    
    

  

    

    
 

 

 

 

  

 

    

 

 

 

  

 

               

  
 

    
   

  

Should have been 
completed correctly, 

first time

Should have been 
completed correctly, 

first time

   
    
   

 

 

 

  

 

  
   

  

   
     
   

    
 

   
  

     

    
    

  
   

    
   

    

 

 

 

  

 

      
  

           

            

      
      

    
   

 

 

 

  

 

    
  

 

 

 

  

 

   
     

 

 

 

  

 

     
    

    
  

     
    

Attach tenancy 
agreement, other 

documents,  property 
Condition report 

10Doing Time Mins

10Elapsed Time Mins

0Value Add Mins

0Non Value Add Mins

10Value Enabler Mins

Tech: Sign Recommended/ 
not Recommended 
Online form or hard 

copy (to be decided), 
CC Team Leader & 

email to THS
10Doing Time Mins

10Elapsed Time Mins

10Value Add Mins

0Non Value Add Mins

0Value Enabler Mins

Tech:

Email documents to 
Asset Mgt and Admin 
Officer 1 & CC HSM

1Doing Time Mins

1Elapsed Time Mins

0Value Add Mins

1Non Value Add Mins

0Value Enabler Mins

Tech:

  
 

 

 

 

  

 

  
  

 

 

 

  

 

    
   

    

 

 

 

  

 

   

 

 

 

  

 

    
    

    
 

 

 

 

  

 

    
  

 

 

 

  

 

    
   

 

 

 

  

 

   
   

   

 

 

 

  

 

 
 

  

  

    
   

 

 

 

  

 

    
  

 

 

 

  

 

  
    

 

 

 

 

  

 

 

 

 

 

  

 

   

 

 

 

  

 

    
   

 

 

 

  

 

 

 

 

  

 

     
 

 

 

 

  

 

   
  

 

 

 

  

 

  

 

 

 

  

 

     
    

 

 

 

  

 

   

 

 

 

  

 

    

 

 

 

  

 

     
  

 

 

 

  

 

   
    

 

 

 

  

 

     
    

  

 
   

 

 

  

 

   
 

 
   

 

 

  

 

     
    

   

 
   

 

 

  

 

  
  

 
   

 

 

  

 

   
  
 

 
   

 

 

  

 

   
 

 

 

 

  

 

  

 

 

 

  

 

      
   

 

 

 

 

  

 

   
   

 

 

 

  

 

   
   

   
  

 

 

 

  

 

    

   
 

 

 

 

  

 

   

 

 

 

  

 

    
  

 

 

 

  

 

  

   

 

 

 

  

 

26

15

Go into HIIP, check if 
audit required and 

raise Pre Inspection 
Request

1Doing Time Mins

7

Email Pre inspection 
report and attach 

Eligibility Check List to 
FSO

1Doing Time Mins

1Elapsed Time Mins

0Value Add Mins

1Non Value Add Mins

0Value Enabler Mins

8

Conduct audit , 
complete Eligibility 
Checklist for S32

5Doing Time Mins

5Elapsed Time Mins

0Value Add Mins

0Non Value Add Mins

5Value Enabler Mins

Tech: HIIP sends electronic 
work request to FSO

10

Receive completed 
Property Condition 

Report by email

1Doing Time Mins

1Elapsed Time Mins

0Value Add Mins

1Non Value Add Mins

0Value Enabler Mins

Tech:

19

Place copy of 
Eligibility Checklist on 

TRIM file

5Doing Time Mins

5Elapsed Time Mins

0Value Add Mins

0Non Value Add Mins

5Value Enabler Mins

Tech:

16

Email HSO so aware 
tenant completed an 

application

1Doing Time Mins

1Elapsed Time Mins

0Value Add Mins

1Non Value Add Mins

0Value Enabler Mins

Tech:

17

Make File Note in 
HIIP

1Doing Time Mins

1Elapsed Time Mins

0Value Add Mins

0Non Value Add Mins

1Value Enabler Mins

Tech:

18

   
   

 

 

 

  

 

    
  

 

 

 

  

 

  

    
   

    

 

 

 

  

 

  

   
    

 

 

 

 

  

 

  
   

 

 

 

 

  

 

  

 

 

 

  

 

    
    

   
  

  

 

 

 

  

 

Seek 
exemption 

from 
eligibility 

policy

Make self assessment  
decision to exempt

60Doing Time Mins

60Elapsed Time Mins

0Value Add Mins

60Non Value Add Mins

0Value Enabler Mins

Tech:

34

Fill in CDS data base 
& convert To WORD 
document Asset Mgt 

Form for house 

10Doing Time Mins

10Elapsed Time Mins

0Value Add Mins

0Non Value Add Mins

10Value Enabler Mins

Tech:

28

Go into three databases 
to complete to Asset Mgt 
Form Landchannel, ISIP, 

HIIP 

60Doing Time Mins

60Elapsed Time Mins

0Value Add Mins

0Non Value Add Mins

60Value Enabler Mins

Tech:

29

Search and look up 
information & 

complete Form

45Doing Time Mins

45Elapsed Time Mins

0Value Add Mins

0Non Value Add Mins

45Value Enabler Mins

Tech:

30

Save electronic Form 
on F\ drive

2Doing Time Mins

2Elapsed Time Mins

0Value Add Mins

2Non Value Add Mins

0Value Enabler Mins

Tech:

31

Place Form on Asset 
Planner’s desk & 
email advise it’s 
placed on desk

1Doing Time Mins

1Elapsed Time Mins

0Value Add Mins

1Non Value Add Mins

0Value Enabler Mins

Tech:

Receive email and 
Proof read

10Doing Time Mins

10Elapsed Time Mins

10Value Add Mins

0Non Value Add Mins

0Value Enabler Mins

Tech:

33

 
recommendation  

photocopy and g   
Admin Office 

Doing Time

Elapsed Time

Value Add

Non Value Add

Value Enabler

Tech:

36

    
     

   
   

 

 

 

  

 

Notify PHCB of 
decision of exemption 

by email 

5Doing Time Mins

5Elapsed Time Mins

0Value Add Mins

5Non Value Add Mins

0Value Enabler Mins

Tech:

35

  

 

 

 

  

 

   
  

 

 

 

  

 

     
  

 

 

 

  

 

   
    

  

 

 

 

  

 

    
 

 

 

 

  

 

   
 

 

 

 

  

 

 

 

 

  

 

     
   

 

 

 

 

  

 

     
   

  

 

 

 

  

 

  

 

 

 

  

 

   

 

 

 

  

 

   
    

   

 

 

 

  

 

    

 

 

 

  

 

   
    

   

 

 

 

  

 

  
 

 

 

 

  

 

  
    

      
   

 
 

 

 

  

 

Waiting - Inspect all 
properties especially if 

property if tenant 
performed 

improvement works 
30Doing Time Mins

6384Elapsed Time Mins

30Value Add Mins

6384Non Value Add Mins

0Value Enabler Mins

Tech:

11

Make appointment 
with tenant to do 
inspection and 

generate letter to 
tenant

5Doing Time Mins

30Elapsed Time Mins

0Value Add Mins

0Non Value Add Mins

5Value Enabler Mins

Tech: Telephone

9

Travel to property 
Complete audit, take 
photos and provide 

questions 

30Doing Time Mins

30Elapsed Time Mins

30Value Add Mins

0Non Value Add Mins

1Value Enabler Mins

Tech:

12

Upload PDA to Head 
Office and close FSI 

on HIIP

3Doing Time Mins

0Value Add Mins

0Non Value Add Mins

3Value Enabler Mins

Tech:

13

If major upgrade 
required contact 

Project Mgr provide 
details

SDoing Time Mins

x.xxElapsed Time Mins

x.xxValue Add Mins

x.xxNon Value Add Mins

x.xxValue Enabler Mins

Tech:

27

 

 

 

  

 

 

 

 

 

  

 

 

 

 

 

 

  

 

  

   
    

  

 

 

 

  

 

  

    
 

 

 

 

  

 

 

 

 

 

  

 

 

 

 

 

  

 

   
 

 

 

 

  

 

32

Excel S/Sheet update 
new No#

10Doing Time Mins

10Elapsed Time Mins

0Value Add Mins

10Non Value Add Mins

0Value Enabler Mins

Tech:

22

Update database new 
No#, run database

NADoing Time Mins

NAElapsed Time Mins

NAValue Add Mins

NANon Value Add Mins

NAValue Enabler Mins

Tech:

23

Copy paste email, 
print s/sheet

NADoing Time Mins

NAElapsed Time Mins

NAValue Add Mins

NANon Value Add Mins

NAValue Enabler Mins

Tech:

24

Photocopy all 
documents and 

bundle 

NADoing Time Mins

NAElapsed Time Mins

NAValue Add Mins

NANon Value Add Mins

NAValue Enabler Mins

Tech:

25

  
   

 

 

 

  

 

   

 

 

 

  

 

   
    

    
 

 

 

 

  

 

   
 

 

 

 

  

 

   
 

 

 

 

  

 

  
  

 
  

 

 

 

  

 

   
 

 

 

 

  

 

    

 

 

 

  

 

   
 

 

 

 

  

 

 

 

 

  

 

  

 

 

 

  

 

 
 

 

 

 

  

 

    
    

 

 

 

 

  

 

Asset Planners divide their  
responsibility by Regions

   

 

 

 

  

 

N

Y

May need to pull out 
specification (could be 
archived to retrieve – 

delay)

SDoing Time Mins

x.xxElapsed Time Mins

x.xxValue Add Mins

x.xxNon Value Add Mins

x.xxValue Enabler Mins

Tech:

28

                  

Steps 84 to 87 10 minutes 

Update HELP 
Notification 

Spreadsheet 

1Doing Time Mins

1Elapsed Time Mins

0Value Add Mins

0Non Value Add Mins

1Value Enabler Mins

Tech: HIIP

27

  
       
  
   
   
     
   

 

     

           

   

    
 

 

 

 

  

 

   
 

 

 

 

  

 

   

 
 

   

 

 

 

  

 

   
  

 

 

 

  

 

   

    
 

 

 

 

  

 

    

 

 

 

  

 

               

  
 

   
    
   

 

 

 

  

 

Hand case to Project 
Manager

5Doing Time Mins

5Elapsed Time Mins

0Value Add Mins

5Non Value Add Mins

0Value Enabler Mins

Tech:

26

Delay approx 2 days to get 
file from archive

           
      

      

Can we reduce this 10 day 
wait within the Law

Longer term sign Eligibility 
Checklist or approve on line 
and submit to next perosn

     
     

     
     

 

Email Team Leader 
Photos (standard set), 
documents including 

Eligibility checklist

2Doing Time Mins

2Elapsed Time Mins

0Value Add Mins

0Non Value Add Mins

2Value Enabler Mins

Tech:

14

Kanban - Longer term build prompter 
notify Project Officer of Eligibility 

waiting action

Eligibility Checklist is 
electronic (includes 

auto reminder)

Bank Letter of Offer
Application
Tenancy Agreement 
Photographs
Property Condition 
Report
Signed Checklist Quick win     

is modified so that Te  
does not have to edi   
of Disposal List Form  

Asset Mgt Assessme  
Form,     

Tess can just sign 
recommendation or N

If regions are given clear guidelines and 
SOP’s to determine whether to proceed with 
or decline an application, will it be possible 
that Tess will not have to make assessment 

to seek exemption and do Briefing. 
Exemptions can be minimised. 

     
   

    

     
     

    
  

     
 

    
   

  
  

    

      
     

    
    

    
 

 

 

 

  

 

     
    

 

Reception handles 
tenant house sale 

enquiry

5Doing Time Mins

5Elapsed Time Mins

5Value Add Mins

0Non Value Add Mins

0Value Enabler Mins

Telephone

5 Mins

0 Mins

1 Mins

0 Mins

15 Mins

0 Mins

2230 Mins

Tenant

0Waiting Time Mins

Book tenant 
appointment with 
Team Manager 

“Priority Interview”
(Lotus Notes)

1Doing Time Mins

1Elapsed Time Mins

1Value Add Mins

0Non Value Add Mins

0Value Enabler Mins

Tech: Lotus Notes

0Waiting Time Mins

Pre-meeting 
preparation (Strategic 
Intent, Title, eligibility, 

debt)

20Doing Time Mins

20Elapsed Time Mins

20Value Add Mins

0Non Value Add Mins

0Value Enabler Mins

Tech: ESPERON, ISIP, HIIP, Internet 

0Waiting Time Mins

Meeting with tenant 
(Est. Value, process, 
costs, responsbilities)

60Doing Time Mins

2280Elapsed Time Mins

60Value Add Mins

0Non Value Add Mins

0Value Enabler Mins

Tech: ESPERON, ISIP, HIIP, 
Internet, telephone

2220Waiting Time Mins

Application received 
in Team Leader 

(delegate) with all 
supporting documents

5Doing Time Mins

5Elapsed Time Mins

5Value Add Mins

0Non Value Add Mins

0Value Enabler Mins

Tech: Mail

0Waiting Time Mins

1 Operator 1 Operator 1 Operator 1 Operator 1 Operator

Regional Reception

Correct & Accurate: 100% Correct & Accurate: 100% Correct & Accurate: 100% Correct & Accurate: 100% Correct & Accurate: 100%

6 minutes 15 minutes

5 days (standard)

Eligible

Inform 
tenant and 

cancel 
interview

If tenant 
insists on 
interview 
confirm 

ineligible in 
writtting

Proceed

Inform 
tenant and 

cancel 
interview

SOP
Ask if will bring or require 
family or professional 
interpreter
Book interviewer (Lotus 
Notes) and advise if tenant 
requires interpreter service
Book room

SOP
Complete and sign Checklist for pre interview 
is completed
Check Flag on HIIP if property is for sale
Title search. Mandatory requirement property 
is on a separate Title
Check eligibility (tenancy period)
Check Strategic Intent
Check status of Disposal List
Check debt history
Prepare Kit for interview
Google and print similar valuations in area
Check Asset Renewal status
Make any further enquiries with Asset 
Management or Tenant House Sales 
Coordinator as required
Check if applied previously in the last 12 
months for THS (contact THS Coordinator)
Check applicant to be interviewed is the 
tenant listed on the Tenant Agreement

Receive CC email to 
THS Co-ordinator  on 

tenant interview 
booking

N

Send letter 
of Decline

Tenant attach 
Letter of Offer from 
the Bank as a 
Mandatory 
Requirement to a 
Compliant 
Application

Send auto generated 
(HIIP) letter to tenant 
Notification of receipt 

of application

5Doing Time Mins

5Elapsed Time Mins

5Value Add Mins

0Non Value Add Mins

0Value Enabler Mins

Tech: HIIP

0Waiting Time Mins

1 Operator

Correct & Accurate: 100%

Refer to 
Internet or mail 
out a standard 
information kit 

to tenant (Q&A, 
process etc)

Tech:Email

1 Operator

Correct & Accurate: 100%

0Waiting Time Mins 0Waiting Time Mins

1Elapsed Time Mins

0Value Add Mins

1Non Value Add Mins

0Value Enabler Mins

Tech: HIIP

1 Operators

Correct & Accurate: 100%

Major Upgrade 
required?

Y

Email Checklist Note 
Standard note approved
 on email or print, 
sign, scan and email

Receive email with all 
documents attached 

and check 

1Doing Time Mins

1Elapsed Time Mins

0Value Add Mins

1Non Value Add Mins

0Value Enabler Mins

Tech:

21

Documents 
correct

Go back to 
interviewer to 

review 

Y

   

 

 

 

  

 

  

    
   

  
  

    

  

  

 

 

 

  

 

    
   

   
 

 

 

 

  

 

    
 

 

 

 

  

 

   
   

  

 

 

 

  

 
1 2 3 4

60 Mins

Book interpreter if needed
Test equipment is available and 
operating prior to the interview
Ensure access to telephone to contact 
Property Branch if necessary
Bring Kit into the meeting
Check have all equipment necessary
Explain how to complete application 
form (eg: who can sign)
Inform tenant FSO will contact them if 
application supported 
If tenant does not appear for interview 
– not action required
If tenant insists on applying, refer to 
manager and issue letter of rejection 
of application
Team Leader has authority to Decline 
an application
Code on HIIP details of interview 
occurred and date of interview 
(confirms tenant received Kit and, 
documents and checklist)
All infomration provided at interview is 
subject to final approval of Exec 
Director
In exceptional circumstances, 
interview via telephone

5 6

25Waiting Time Mins

1 Operator

Correct & Accurate: 100%

0Waiting Time Mins

1 Operator

Correct & Accurate: 100%

6354Waiting Time Mins

1 Operator

Correct & Accurate: 100%

0Waiting Time Mins

1 Operator

Correct & Accurate: 100%

30Elapsed Time Mins

1 Operator

Correct & Accurate: 100%

0Waiting Time Mins0Waiting Time Mins

1 Operator

Correct & Accurate: 100%

20

0Waiting Time Mins

9+ Operators

Correct & Accurate: 100%

9+ Operators

Correct & Accurate: 100%

9+ Operators

Correct & Accurate: 100%

xWaiting Time MinsxWaiting Time Mins

xWaiting Time Mins xWaiting Time Mins xWaiting Time MinsxWaiting Time Mins

9+ Operators

Correct & Accurate: 100%

9+ Operators

Correct & Accurate: 100%

9+ Operators

Correct & Accurate: 100%

9+ Operators

Correct & Accurate: 100%

xWaiting Time Mins

9+ Operators

Correct & Accurate: 100%

9+ Operators

Correct & Accurate: 100%

9+ Operators

Correct & Accurate: 100%

9+ Operators

Correct & Accurate: 100%

9+ Operators

Correct & Accurate: 100%

9+ Operators

Correct & Accurate: 100%

9+ Operators

Correct & Accurate: 100%

Operator

Correct & Accurate: 100%

0Waiting Time Mins

0Waiting Time Mins 0Waiting Time Mins 0Waiting Time Mins 0Waiting Time Mins 0Waiting Time Mins 0Waiting Time Mins

0Waiting Time Mins

1 Operator

Correct & Accurate: 100%

xWaiting Time Mins xWaiting Time Mins

1 Operator

Correct & Accurate: 100%

1 Operator

Correct & Accurate: 100%
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Fewer exemption cases – 
policy clearer

Assumes meeting within 5 
days 7.6 * 5 =2,280

Refer to CSM for travel 
times to add to total time in 

FSM

Check with Pina: Continue 
photocopy or print or its on 

system already

Waiting Time  

Significant reduction in 
Doing Time (100% re-work) 
to amend document due to 

macro does not meet 
Customer requirements
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An analysis of the Current process 
tells us an interesting story 

Total Doing Time (D/T)* = 

Total Waiting Time (W/T)* = 

Total Elapsed Time (E/T)* = 

Total Value Add Time (VA)*  = 

Total Non Value Add Time (NVA)*  = 

Total Value Enabler Time (VE)* = 

 

Operators = Minimum 30+

2517

87,384

89,901

1,183

753

581

%VA to Elapsed time = 1.54%

% D/T to E/T = 3.34%

% W/T to E/T = 96.66%

%D/T Adding Value = 47%

% DTValue Enabler = 23%

% D/T (VA + VE)= 70%

%D/T NVA = 30%

Minutes Ratios

Technology:

Mail, Internet, Walk up, ISIP, ESPERON, ACCESS, 
Spreadsheet, Letters, Contracts, HIIP, Email, Files, Folders, 
Archive, LandChannel, Telephone, Motor vehicle, Lotus Notes, 
Templates, PDA, TRIM, ORACLE, Asset Management 
System, CDS databse, Computer F: Drive, Briefing, 
Compactus, HS Referrals

* Excludes action and responses times for Legal Services Branch, Valuer General, Land 
Monitor and tenant

Correct and Accurate 0.31%

Average CASE SCENARIO     
(in scope)

Only 1.5% of activity 
over the entire end to 
end process time is 

Adding Value 

97% of the time it takes 
is just waiting  
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C
ur

re
nt

 p
ro

ce
ss

  

Future 
process 

Each role saves this amount of time, 
over 250 times per year 

Po
si

tio
n 

7 

Po
si

tio
n 

10
 

Po
si

tio
n 

12
 

Po
si

tio
n 

11
 

Po
si

tio
n 

9 

Po
si

tio
n 

8 

258 
minutes 

146 
minutes 

59 
minutes 

30 
minutes 

10 
minutes 

4 
minutes 

Po
si

tio
n 

5 

558 
minutes 

Po
si

tio
n 

3 

55 
minutes 

Po
si

tio
n 

2 

11 
minutes 

Po
si

tio
n 

6 

1153 
minutes 

134 
minutes 

11 
minutes 

Po
si

tio
n 

4 

Po
si

tio
n 

1 

Total 

507 

1916 
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44 

What’s wrong 
with this picture? 
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Creating a new DNA for 
change 

Work with staff to 
create a “pull” system  
 

The objective is for 
everyone to 
understand the case 
for change, even if 
not all accept it 
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If staff see that 
management 
believe in it and 
they get it 
themselves, then 
you have the 
foundations for 
collaborative 
change 

Win the hearts and minds of 
your staff early 



47 Copyright: Doing Business Better, July 2011 

Enlighten the workforce 

It changes the way 
people think when: 
 

• they see the data 
 

• they understand the   
  issues 
 
 

It opens the mind to 
new possibilities 



48 

The hard stuff is 
easy, the soft stuff 
is hard 
Managing stakeholders 
 

80% is usually managing 
people 
 
20% is the tools and 
techniques  



49 Copyright: Doing Business Better, July 2011 

Expand your 
internal 

capabilities 
(build the soft skills)  
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• Have a sound reason for change 
• Have data to support the case for change 
• Inform the workforce early 
• Communicate the reason for change early 
• Empower staff to be part of the change  

Key to influence change 
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“I never sought commitment  
 

I sought knowledge and 
understanding 

 
Knowledge and understanding 

will build commitment” 
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