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Why do you need to be good at 
reactive improvement?

• Business processes are getting more complexBusiness processes are getting more complex

• Unlikely that there will be perfect processes

h d f i d bl• The speed of improvement and problem 
solving is a competitive advantage
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What is a reactive problem?
• Expectation has not been achieved for the day
– Quality‐Parts produced are below required specificationQ y p q p

– Delivery‐Customer did not receive product on time

– Safety‐An incident or injury occurred

– Reliability‐ A system (I.T, comms) or piece of equipment did 
not work to required level
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Proactive vs Reactive ImprovementProactive vs Reactive Improvement

• To achieve Operational ExcellenceTo achieve Operational Excellence 
organisations need to be good at both.

• Organisations can sometimes lose sight of the• Organisations can sometimes lose sight of the 
importance of effective reactive Improvement

“How can you reach higher when the platform 
you are standing on is unstable?”



2 approaches to Improvement
Pro‐active Improvement 
•Identifying and addressing opportunities that are strategically 
important to the business

Reactive ImprovementReactive Improvement 
•using Frontline Problem Solving
•responding to problems / incidents as they happen in the•responding to problems / incidents as they happen in the 
workplace

Where Problem Solving is based on the scientific method of:
Plan ‐ Do – Check ‐ Act 



The 2 approaches to Improvement
Reactive – ensure you achieve Budget

Pro‐active – take you above Budgety g

Pro‐active Improvement
(how do we increase capability 
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3 Keys to Reactive Improvement3 Keys to Reactive Improvement

1 Effective Daily Review meetings1. Effective Daily Review meetings

2. A structured methodology for  problem 
solvingsolving

3. Clear policy for tackling problems 



Effective Daily Review Meetings

• Most companies have them. Not all are 
effective
– Do not highlight daily problems

– Have no clear process to tackle the problems raised

– Accept ‘work‐a‐round’ corrective actions

– Follow‐up is ad‐hoc

– Poor monitoring or closure

– No clear agenda or time constraint for meeting



Effective Daily Review Meetingsy g

• Structure  agenda and timeframe

• Punctuality  Start and finish on time

• Information updated prior to meeting

8.00‐8.15

• Information updated prior to meeting

• Graphs and information clear



Effective Daily Review MeetingsEffective Daily Review Meetings

• Any deviation from expectation noted withAny deviation from expectation noted with 
reason and action taken

• Triggers for activating Frontline Problem• Triggers for activating Frontline Problem 
Solving displayed

If i i d h d i d• If trigger activated then designated person 
assigned to report back within agreed 
i ftimeframe



Structured Methodology for Problem 
lSolving

• Why do we need a common approach forWhy do we need a common approach for 
problem solving?



Problems are multi‐facetedProblems are multi faceted

• Large problems almost always contain manyLarge problems almost always contain many 
smaller problems within them

• The only way to attack a problem is to• The only way to attack a problem is to 
understand the smaller problems and tackle 
them one by onethem one‐by‐one



Lots of resources are wasted in 
ff bl lineffective problem solving

• Most common approach is for people toMost common approach is for people to 
propose a solution based on gut feel and 
personal experiencepersonal experience

• Problem Possible Solution  Varied result

 i l l i ll i• PDCALittle or no analysis, all action

• Countermeasure is applied but not 
maintained 
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7 Step Problem Solving Process 
1 Define 2 Contain1. Define 
Problem

2. Contain
Problem

3 Analyse3. Analyse
Problem

4. DevelopPresentation & Recommendations p
Root Cause
Solutions

Review & Approval

7. List Future 
Actions

5. Implement 
Solutions

6. Evaluate Results Quality
Assurance



The Frontline Problem Solving Processg

Deming’s 7 Step ProcessP-D-C-A 7 Step Process 

1.  Define Problem
2 C i P bl

Plan
2. Contain Problem
3. Analyse Problem
4 C S i4. Develop Root Cause Solutions

Do 5. Implement Solutions
Check 6. Evaluate Results 

Act 7. List Future Actions

PDCAThorough analysis speedy action



The A3 document



Clear Policy for Tackling Problemsy g
Effective Daily Review Process 

A structured methodology for  problem 
solving

• However problems are being identified but 
not being closed off Problem accumulation

Problem 4

Problem 3

Problem 2

Problem 1



Clear Policy for Tackling Problemsy g
• Determine which reactive problems will be dealt 
with by the Frontline Problem Solving processwith by the Frontline Problem Solving process
– Trigger Must do FLPS process

B l t i D fi t i fi hb l– Below trigger Define, contain, fishbone only

• Have a clear timeframe for action and follow‐up
S 1 3 D 1– Steps 1‐3 Day 1

– Step 4 Day 2

St 5 D 3– Step 5 Day 3



3 Keys to Reactive Improvement3 Keys to Reactive Improvement

1 Effective Daily Review meetings1. Effective Daily Review meetings

2. A structured methodology for  problem 
solvingsolving

3. Clear policy for tackling problems 



QuestionsQuestions


