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Course Description  
 

In today’s working world, we often do things the way we’ve always done them 

because that’s the way we’ve always done them! Rarely do we stop to re-evaluate our 

processes and ask, “Is there a better way?” 

 

However, when we look at our established ways of working with fresh eyes, we often find 

a lot of wasted time, energy, and resources, and many opportunities for streamlining and 

optimizing how things are done. In this Learning Lab, you’ll learn how to identify these 

opportunities, advocate for necessary improvements and take the lead in developing 

more effective processes. 

 

In this Learning Lab, participants will learn: 

 

• How to define and identify what processes actually are  

 

• Simple strategies for evaluating current processes and analyzing predictable 

results 

 

• Tools to identify inefficiencies and uncover opportunities for improved outcomes 

 

• How to develop new (or revised) processes that are clear and easy-to-follow 

 

• How to “sell” proposed improvements to decision-makers and gain buy-in from the 

rest of the team 

 

As a participant, you will be evaluating a process of your choice during the 
structured activities. You will also have access to a sample process if you’d prefer 

to work on that. 
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Program Pre-Work 
 
Prior to our live event, please take a few moments to complete the following activities.  

 

£ Please join our PRIVATE group on LinkedIn. This is for Learning Lab participants 

only.  

o Access the group here: https://www.linkedin.com/groups/8930280/ 

o Submit a request to join.  

o Once you are approved to join the group, find the welcome message for 

your group (it will say the name of the Learning Lab and the date of the 

event). Please introduce yourself in the comments.   

 

£ Complete the Process Review questions on pages 7-9. This requires some 

additional reading on page 15.  

 

£ Complete the Process Improvement Skills & Experience Assessment (pgs. 

10-11) 

 

£ Select a business process of your own to explore in structured activities during this 

Learning Lab. Ideally, you should choose a process that you are very familiar with. 

If you are unable to identify a process to work on or would rather use a sample for 

the activities, that is perfectly okay! You’ll still have everything you need to 

participate fully.  

 
 
 
 
 
 
 

https://www.linkedin.com/groups/8930280/
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PRE-WORK: Process Review 
 

Review the list of common processes on page 15. On that same page, read the paragraph 

that discusses the difference between a process and a procedure.  

 

Once you’ve done this, answer the following questions.   

 

What processes do you currently own? (Meaning: you are responsible for them.)  

 

 

 

 

 

 

 

 

 

 

 

What processes are you currently involved in (but do not own)?  
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When considering these processes, which ones tend to cause the most headaches for 

you and others?  

 

 

 

 

 

 

 

 

 

 

 

What are your biggest concerns regarding process improvement? (For example: Are you 

worried about how changes to a process would be received by certain individuals? Are 

you concerned that some processes are too complicated to tackle?)  
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Have you ever been a part of any formal process improvement initiatives? If so, what was 

the experience like and what did you learn from it?  

 

 

 

 

 

 

 

 

 

 

 

Most people have done a lot of informal process improvement in the workplace. Consider 

your experience in this regard. What processes have you improved informally?  
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PRE-WORK: Process Improvement Skills & Experience Assessment  
 

The skills and experience listed in the table below are useful for process improvement. 

Take some time to assess yourself and see how prepared you are for taking on this 

challenging work.  

 

Use the following scoring system:  

1 No skills/experience  

2 Minimal skills/experience 

3 Some skills/experience 

4 Exceptional skills/experience 

 

 Your Score 

I understand the interconnections between various activities in my 

organization.  
 

I am comfortable speaking with people throughout my organization and 

seeking their perspectives on important matters.  
 

I actively seek opportunities to automate and streamline workflows.   

I am constantly looking for ways to make workflows faster and more 

efficient.  
 

I believe consistency and standardization are beneficial for any 

organization.  
 

I have a natural desire to avoid waste of time and other resources.   
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I am hyperaware of errors and, when they happen, I take deliberate 

steps to ensure they never happen again.  
 

I am a skilled “investigator.” I know how to uncover information that is 

not immediately accessible.  
 

I have experience reading flow charts.   

I have experience creating flow charts.   

I have experience using technology to build flow charts.   

TOTAL SCORE (Add up all scores above)  

 

If you scored below 25:  

You have some work to do, but that’s okay! The skills and experience you need are 

perfectly attainable. Now that you have a clear list of your gaps (in the table above), you 

can focus your attention on the areas where you need the most improvement.  

 

If you scored between 26 and 34:  
You are well on your way! You have a good portion of the skills and experience you need 

to be successful at process improvement. Take a look at the areas where you scored the 

lowest and focus some attention on them. With a little effort, you’ll be a master in no time.  

 

If you scored above 35:  
Congratulations! You are perfectly positioned to take on the challenging work of process 

improvement. While there’s always room for personal improvement, you have the skills 

and experience you need to be successful. This Learning Lab will be a powerful next step 

in your professional development.  
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END OF PRE-WORK 

Congratulations, you’re done (for now)!  
Please wait for the live event to move forward in the 

materials. 
 
 

 
 

 

REMINDER 

Please come prepared to evaluate a process of your choice during the structured 

activities. This course is not just about “theoretical” information; it’s also about real-world 

application!  
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Introduction 
What is a Process?  
 
A process is a sequence of linked activities that consume resources to convert inputs 

into outputs. Along the way, controls are applied to ensure processes have minimal 

variation.  

 

• Inputs: The elements you need to kick off your process. For example: Data, 

requests, materials, forms, etc.   

 

• Resources: The things that are required to complete a process. For example: 

People, skills, software, equipment, time, etc.  

 

• Activities: The actions that move inputs through the process to become outputs. 

For example: Submitting, ordering, scheduling, etc.  

 
• Controls: The activities that ensure a process is predictable and stable and meets 

the target level of performance. For example: Verifying, approving, measuring, etc. 

 
• Outputs: The specific result you expect to be produced by the process. For 

example: Decisions, reports, work products, etc.  

 

 
Many processes involve different groups of people or teams from various areas of the 

business, meaning they are “cross functional.” Processes interact with other processes 

and create complicated networks of interconnecting processes.  

 

Inputs Resources Activities Controls Outputs
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Example: Hiring a New Employee 
 

Inputs 
• Job Posting  

• Candidate Resumes 

Resources 

• Job Board Website 

• Applicant Tracking Software 

• HR Specialist 

• Hiring Manager 

Activities 

• Review Resumes 

• Screen Candidates 

• Select Candidates for Interview 

• Conduct Job Interviews 

• Select Final Candidate 

• Conduct Reference Check 

• Make Offer 

Controls 

• Management Approval 

• Legal Requirements 

• Reference Checks 

Outputs • New Employee 
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Common Types of Processes  
• Client onboarding/offboarding processes  

• Customer support processes  

• Employee offboarding/onboarding processes  

• Facilities management processes 

• Financial management processes  

• Marketing and publicity processes  

• Meeting planning and management processes  

• Performance management processes  

• Policy creation/revision processes  

• Procurement processes  

• Reporting processes  

• Sales processes  

• Service delivery processes  

• Travel planning and management processes 

 

Process vs. Procedure  
 

A process is higher level than a procedure. A process defines a series of activities. A 

procedure is an established, step-by-step way of doing a particular activity. Some 

processes will utilize a number of procedures. For example: Within a new client 

onboarding process, you may have a procedure for how to input the client’s contact 

information into the database. However, this is just one activity in the bigger onboarding 

process.  

 

Put another way: A process is about WHAT we do, a procedure is about HOW we do 

something.  
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Process Complacency  
 

A common issue within many organizations is “process complacency.” We tend to do 

things the way we’ve always done them…because that’s the way we’ve always done 

them. Someone taught us a process years ago (perhaps when we first started in a role), 

and we’ve done it that way ever since. We tend to use processes until they break or stop 

working, rather than looking for improvements. Process improvement starts with simply 

asking, “Is there a better way?”   

 
 

There’s a way to do it better. Find it. 
THOMAS EDISON 

 

 

What is Process Improvement?  
 

Process improvement is a collaborative exercise. It utilizes a set of tools, methods, and 

techniques that can be applied to make a process more effective, efficient, or transparent. 

Effectiveness measures how well a process achieves the desired results and efficiency 

measures how well a process uses resources, such as time and money, without wasting 

them.  

 

Processes naturally degrade over time. Technology becomes antiquated. Employees add 

their own unique spin to things. Training and communication are flawed. Before long, a 

once well-established process can become inconsistent and unpredictable. Processes 

must continually evolve to stay competitive in our modern environment.  

 

Likewise, some “good” processes have limitations. Perhaps a customer service process 

works well when serving 10 customers an hour, but when demand doubles, the process 

is no longer effective. As a business grows, processes need to grow with it.  
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The Benefits of Process Improvement  
 

Increased/Greater Decreased/Reduced 

• Accountability 

• Automation 

• Clarity 

• Competitive Advantage 

• Compliance 

• Consistency 

• Efficiency 

• Organization 

• Profitability  

• Reliability  

• Safety & Security  

• Confusion 

• Complexity 

• Costs  

• Delays 

• Duplication 

• Errors  

• Fraud  

• Frustration 

• Loss 

• Resources  

• Waste 
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Process Improvement Methodologies  
 

Any discussion of process improvement requires at least a passing mention of Six Sigma 

and Lean methodologies. While these frameworks were originally created for use in 

manufacturing and production environments, they have since been adapted and applied 

to support all business units across all kinds of industries.  

 

Six Sigma  

 

Originally developed at Motorola in the 1980’s, Six Sigma is a structured, data driven 

methodology for improving process effectiveness. Its emphasis is on building quality 

through reliability and consistency in processes by reducing defects (or errors) and 

controlling variability.  

 

Lean  

 

Established at Ford Motor company in the 1920s, and later updated and refined by 

Toyota, Lean is a set of process improvement principles focused on eliminating all non-

value-added activities (or waste). The framework has a strong focus on continuous 

improvement, employee empowerment, and performance measurement.  

 

The 5 principles of Lean are:  

 

1. Define Value: Value is defined as “what the customer is willing to pay for.” By 

using quantitative (numerical) and qualitative (non-numerical) techniques, you can 

uncover what customers want and how much they are willing to pay for it.  

 

2. Map the Value Stream: Identify all the activities that contribute to the definition of 

value previously established. Activities that DO NOT add value are considered 

waste and should be reduced or eliminated as much as possible.  
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3. Create Flow: After removing and reducing waste from the value stream, take 

action to ensure the flow of the remaining steps is smooth and runs without 

interruption or delay.  

 

4. Establish Pull: The goal of a pull-based system is to limit inventory and work in 

process (WIP) items while ensuring the required materials and information are 

available to ensure a smooth flow.  

 

5. Pursue Perfection: Make continuous process improvement a part of 

organizational culture by empowering employees.  

 

Lean Six Sigma  

 

The distinction between Six Sigma and Lean has blurred. Today, we commonly use the 

term “Lean Six Sigma” to describe the combination of applying Lean principles and Six 

Sigma methodology simultaneously. It is outside the scope of this session to discuss the 

in-depth details of these methodologies. However, the framework you are learning here 

originated with Six Sigma and many of the concepts we’ll discuss come from Lean 

principles. If you are interested in continuing your education in this area, you will be well-

prepared after completing this Learning Lab.      

 

 

 

 

Sources:  

• https://theleanway.net/The-Five-Principles-of-Lean 

• Lean Six Sigma Foundations, by Steve Brown, LinkedIn Learning  

 

 

 

https://theleanway.net/The-Five-Principles-of-Lean
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The DMAIC Methodology 
 
This popular framework for improving processes is an integral part of Six Sigma.   

 

Define Define the process you want to improve and why  

Measure Map and measure the current state  

Analyze Analyze the root cause of issues  

Improve Improve design and implement the solution  

Control Maintain and refine the new process and measure the impact  

 

 

 
 

Define Measure Analyze Improve Control
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1. Define 
Define the process you want to improve and why 
 
 

The goal of this step is to identify a process that will benefit from improvement and the 

specific pain points you hope to address. A successful process should have 5 key 

characteristics:  
 
 
 
 
 

 

 

 

 

 

 

 

Complete: The process includes ALL activities required to convert the inputs to outputs.   

 

Consistent: The process is used consistently.   

 

Correct: The process creates accurate outcomes each time you use it.  

 

Consensual: Everyone involved in the process agrees to use it in the same way.  

 

Concrete: The process is documented.   
 

This is largely aspirational; do not expect all processes to meet this criterion right away. 

Process improvement can help fill in the gaps when elements are missing.  

Complete

Consistent

CorrectConsensual

Concrete
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Process Improvement Triggers (Pain Points) 
 

Organizational Factors 

• Mergers and acquisitions  

• High growth 

• Reorganization  

• Change in leadership or direction 

• Compliance or regulatory compliance 

• Growing complexity/lack of agility  

Management Factors 

• Conflicting managerial information  

• Lack of managerial control  

• Need for performance improvement  

• Team growth  

Employee Factors 

• High turnover  

• Training issues  

• Low employee satisfaction / high stress 

• Desire to empower employees  

Product or Service 

Factors 

• Low satisfaction rate  

• Long delays 

• High waste and errors  

• Poor quality  

Process Factors 

• Lack of visibility  

• Gaps in the process / inconsistency  

• Nothing documented  

• Unclear roles and responsibilities  

• Too many changes  

• Processes not standardized  

Technology Factors  

• New technology and automation tools  

• Retirement of old tools  

• Tools overlapping  
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Identifying Processes for Improvement  
 

 
 
 

• Evaluate your own work: Look at the processes you own and/or are involved in. 

Which ones are not creating consistent, correct outcomes? Which ones are 

unnecessarily stressful, confusing, or burdensome? Which are outdated or 

wasteful?    

 

• Observe: Keep your eyes and ears open. Often you can identify problematic 

processes simply by watching how people engage with them or how they speak 

about them.  

 

• Inquire with Others: Ask your team and/or managers which processes would 
benefit most from improvement efforts. Ask them to share their own frustrations 

and pain points.  

 

 

Evaluate your 
own work

Inquire with 
othersObserve
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Example 1 

Process Hiring Process 

Purpose 
To attract, hire, and retain high-quality employees who possess 

the right skills and characteristics to successfully fill open roles 

throughout the organization.  

Pain Points 
We are losing many high-quality job candidates to our 

competitors because we are moving too slow.  

Improvement Goal Speed up the hiring process without cutting corners. 

 
 
Example 2 

Process New Client Onboarding Process  

Purpose 

To welcome new clients to the firm, obtain all necessary 

information and authorizations, and provide all compliance 

paperwork to ensure the organization can legally provide 

services on the client’s behalf. 

Pain Points 
Many of the clients in our database are missing data and 

paperwork, which is a major compliance concern. 

Improvement Goal 
Improve quality of client data from the beginning of the client 

relationship. 
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Remember that this step is about defining the process, what’s NOT working within it (the 

pain points or “symptoms” of the problem) and what kind of improvement is needed. Later, 

you’ll explore root causes and, from there, determine what can be done to make that 

improvement a reality.   

 

It’s also worthwhile noting that sometimes, the primary WHY behind process improvement 

may be a general feeling of complexity, confusion, stress, or frustration surrounding a 

process. It may be difficult to pinpoint anything beyond that. This is perfectly okay for right 

now! You’ll get more specific as you move forward.  

 

You’ll also notice that the improvement goals listed in our examples are generic. Some 

experts would suggest you cite a specific numerical improvement you want to reach. 

However, in the real world, most improvement projects start with general goals. 

Something isn’t working as well as it could be, and any improvement would help. Don’t 

put an undue burden on yourself to come up with super specific goals if it’s not absolutely 

necessary.  
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Prioritizing Pain Points  
 

If you see several issues with a process, it may be useful to prioritize them in order of 

importance. What should be solved for first? While some improvements can address 

multiple pain points simultaneously, it is generally believed that trying to fix too many 

issues at once dilutes focus and reduces the overall success of improvement projects.  

 

Trends vs. Normal Variation  

 

It’s important to note that a certain amount of variation is normal and tolerable in most 

processes. Processes can fail for any number of reasons. A single failure does not 

necessarily indicate that the process is “bad” or that improvement is needed. (There are 

always exceptions, of course, but this is broadly true.) Random, odd things can happen 

and may be unlikely to ever happen again. Process improvement should be applied to 

processes that are consistently failing or creating sub-par outcomes. Look for trends 

(rather than one-off occurrences) that indicate a process is not functioning optimally on a 

regular basis. 

 

That being said, we also don’t want to wait for a process to completely fail before we look 

for opportunities to improve it. That old saying, “If ain’t broke, don’t fix it,” is not smart for 

modern businesses. Nearly every process has room for improvement. We just have 

limited time and resources available, so we want to choose wisely and focus our attention 

on the ones that will benefit the most first.  
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Correlation vs. Causation  
 

Be careful to distinguish between correlation and causation. Just because two things are 

correlated, doesn’t mean one is causing the other.  

 

For example: Perhaps your organization is, indeed, losing out on high-quality job 

candidates and your hiring process is taking a long time. These two situations may be 

connected (correlated), but is the long hiring process the true CAUSE of the issue, or are 

other factors at play? Is it possible that the company is losing prime job candidates for 

other reasons, like compensation issues or culture concerns?    

 

If the process itself is not the true underlying cause of the issue, there’s no reason to 

believe that improving the process will have any impact. Shortening the hiring cycle will 

not necessarily impact the quality of candidates you are able to attract.  

 

In some cases, several processes may be causing a particular situation. For example, if 

the client database has a lot of incomplete and missing information, perhaps that is partly 

due to the new client onboarding process, but also due to the annual client review 

process. Fixing the issue may involve improving both processes.  

 

 

 

 

 

 

 

 

 

 

 



PROCESS IMPROVEMENT LEARNING LAB 
By Chrissy Scivicque, PMP, PCM 

 

 
©2022 CCS Ventures, LLC (Chrissy Scivicque) 

Do not print, copy or distribute without express permission from author 

28  

Identifying Stakeholders  
 
When considering a process improvement project, it’s also important to identify 

stakeholders. Stakeholders include those with an interest or involvement in the process, 

those who are impacted by or benefit from the process, and other processes that are in 

some way connected to the process.  

 

Identify who these people or groups are, what role they play and/or how you should 
aim to involve them in an improvement project. For example, should you plan to get 

their input on improvements, or should you just keep them informed? Is it important that 

they are satisfied with the improvements, or must they actually approve of them? Do they 

have decision making authority? Take note of any important roles or goals you should be 

aware of for each group.  

 

Example: New Hire Process  

Type Stakeholder(s) Key Roles & Goals 

Process Owner(s) HR 
Final Decision Maker / 

Approver 

Internal Process User(s) 
HR Specialist 

Hiring Manager 

Consult  

Keep Informed 

Keep Satisfied 

External Process User(s) 
Job Candidates 

Job Board Website 
Keep Satisfied 

Indirectly Involved in Process 

Legal Team 

Marketing 

IT 

Payroll 

Consult  

Keep Informed 

Other Processes Connected New Hire Onboarding Impacted  
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Implementation Activity: Define Your Process Improvement Project 
 

Define the process you are exploring improvement opportunities for and its purpose. If 

you have not selected one, choose any process with which you are familiar. Most will 

have at least some degree of possible improvement. 

 

 

 

 

What are the current pain points or “symptoms” of the problem, and which are most 

important to address first?  

 

 

 

 

 

 

 

  

Given these pain points, what are your goals for improvement?  

 

 

 

 

 

 

 

 
 

Continued on the next page… 
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Identify the various stakeholders involved in this process:  
 

Type Stakeholder(s) Key Roles & Goals 

Process Owner(s)   

Internal Process User(s)   

External Process User(s)   

Indirectly Involved in Process   

Other Processes Connected   

 
 
What concerns do you have about improving this process?  
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2. Measure  
Map and measure the current state  

 

This part of the process is about understanding what is currently happening, for better or 

worse, and how well it’s currently working (or not working). The steps defined here require 

a lot of time and effort, but they set you up for success later.  

 

 
 

 

 

 

 

 

 

 

 

 

 

 

A
• Create a Process Map

B
• Define Measurements
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A. Create a Process Map  
 

A process map is a visual tool that describes the flow of work and various activities 

involved in a process. It is essentially a flow chart. The most important rules for process 

mapping are (1) make it accurate and (2) make it easy to understand.  

 

Depending on the level of detail you wish to include, your process map may define:  

• All required actions  

• The sequence of required actions  

• The person or people responsible for completing the actions  

• The required resources (technology, approvals, etc.)  

• The expected timelines  

• The expected outcomes  

• Decisions to be made, questions to be answered, etc.  

 

A process map provides a number of benefits. It helps you (and everyone involved in the 

process) to… 

• Have visual clarity  

• Simplify your thinking around processes  

• Easily communicate the steps of a process  

• Easily demonstrate decisions points, delay points, etc.  

• Easily demonstrate process issues  

• Easily differentiate people/teams involved  

• Quickly identify improvement opportunities  

 
 

REMEMBER 

A process map illustrates what IS currently happening, not what SHOULD be 

happening.  
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Common Process Map Elements 

These shapes are standard, and most people are reasonably familiar with them. 

However, when creating your map, you do not have to be too rigorous about your 

selections. For example: Don’t spend an undue amount of time deciding if “Enter client 

contact info into database” should be labelled an “action” or a “manual operation” or “data 

input.” All three could be considered correct, and no one is going to argue with you about 

it. Just choose the one that makes the most sense to you and move on. You can always 

provide a key with your map if you’re worried about confusion.  
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Tools for Process Mapping 

There are a variety of tools available for process mapping. Some process improvement 

experts prefer to do the first steps of mapping using post-it notes on a blank wall. 

However, work done this way is not easily stored and referenced. This is merely a tool for 

the initial part of the process. 

When you’re ready to commit the process to paper, I suggest using a software that is 

specifically designed for this purpose, such as Microsoft Visio or, my personal favorite, 

Lucid Chart, which offers a free online version (with limitations). The paid version is also 

very reasonably priced.  

The benefit of using Lucid Chart (or any flow chart/process mapping tool) is that the 

elements (shapes) and connections (arrows) work together seamlessly. You don’t have 

to “draw” the map. You simply drag and drop things where you want them to be.  

That being said, you do not HAVE to use a process mapping tool. You can, instead, use 

an illustration tool like Photoshop or Canva, or even a presentation tool, like PowerPoint. 

I’ve even seen maps created in Excel using SmartArt or simple shapes. You are only 

limited by your access to the technology and your willingness to learn a new one.  
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Process Map Examples 

With your Learning Lab materials, you also received the following process maps: 

• Hiring Process Map

• New Client Onboarding Process Map (Original)

• New Client Onboarding Process Map (Improved)

• Supply Ordering Process Map

These maps are quite large. You will need to use the zoom features in your PDF reader 

to see each step in detail. I do not recommend printing these.  

All process maps are available on the Resource Page for this Learning Lab. 
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How to Build Your Process Map 

As mentioned previously, accuracy is an essential part of process mapping. In order to 

create an accurate map, you must be certain that you understand all elements of a 

process.  

In some cases, you will be wholly responsible for a process, so you will not have to look 

any further than your own mind and reference tools.  

However, in other cases (and likely more frequently), there will be a wide variety of people 

involved. When that happens, you must engage in two activities: Inquiry and Observation. 

To set yourself up for success, make sure everyone knows what you are doing: You are 

attempting to improve a process and, in order to do that, you must first understand the 

current process. Be careful to ensure that no one involved in the process feels excluded. 

Remember that process improvement is a collaborative exercise. The more involvement 

you have from the people responsible for the process, the better the outcome will be.    

• Inquire: Discuss the process with your stakeholders. Ask them to walk you through

their part of the process in order and in detail. If possible, you may want to record

the conversation to ensure you are accurately capturing the information. If that’s

not an option, make ample notes of what they share.

• Observe: Unfortunately, actions and words do not always match. Sometimes,

people will tell you that they do something one way, but in reality, they do it another.

This is where observation comes in. By watching how a process happens, you can

see where there are gaps between the way things “should” be done and the way

things are actually done.
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The key is this: DO NOT GUESS OR ASSUME. Always verify your understanding of what 

people are doing in the process and why.  

A Word of Warning 

Don’t get overly invested in the artistic aspect of your map. It does not have to “look” 

perfect. The most important thing is that the content is accurate. If you’re not careful, 

you can waste a lot of time and energy being creative. Have fun, but don’t go crazy! 

How Detailed Should Your Map Be? 

There is no simple formula for determining the level of detail to include in your process 

map. The general rule of thumb is this: Do not include excessive information that doesn’t 

add real value. Capture the activities as completely as possible but avoid the temptation 

to go into excruciating detail. Remember that you may also need to leverage and refer to 

separate procedures which capture the steps for completing various activities in a 

process.  

Since the process map outlines what is currently happening (not what SHOULD be 

happening), there may be elements that are unknown or fluid. Some parts may be 

missing, vague or confusing. Take note of these items where you can. They are clear 

opportunities for improvement in the future.  

Some process maps end up being quite long (like the Hiring Process Map), while others 

are shorter (like the New Client Onboarding Process Map). The size/length of the map is 

not necessarily an indicator of its accuracy or its quality. However, in my experience, 

maps do tend to start off with less detail; more is generally added as the process is 

refined.  
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The Process Map = Process Improvement 

Technically, creating a process map is “process design.” A process must first be designed 

before it can be improved. However, in some cases, the “issue” with a process is that it 

is not clearly defined. (A lot of processes were never intentionally designed to begin with.) 

This can cause stress, frustration, and confusion for those involved because they don’t 

truly understand what is happening and/or what their role is. Therefore, simply creating 

the process map (in and of itself) is an improvement!  
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Implementation Exercise: Process Mapping 

Start mapping the process you’ve selected either with post-it notes, on paper, or using a 

software of your choice.  

If you have not selected a process of your own, you may prefer to map a more “generic” 

process, such as: scheduling a meeting, taking a phone call, ordering lunch, etc.  

Process maps can become very complicated and very robust! If this is your first time 

engaging in this kind of activity, pick one that you think might be a little “less complicated.” 

PLEASE NOTE: You will probably not complete the process map during this time.

Instead, the goal is to get started, play around, and see what questions come up.  
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B. Define Measurements

If you can’t measure it, you can’t manage it. 

ROBERT S. KAPLAN 

Once you have created your process map, it’s time to identify quantifiable measurements 

associated with the process. These provide the basis for understanding your current 

state, and you will use these to verify that concrete improvement has taken place in the 

future.  

Think of it this way: A process is like an engine in your car. To understand how well your 

engine is currently working, you might collect the following quantifiable (or numerical) 

data:  

• Gas used per mile

• Horsepower

• Oil and water levels

• Temperature

• Total mileage

• Noise level

When you implement improvements for your engine, you would expect to see 

improvements in one, some, or all of these numbers.  
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Inputs • How much/how often is this process used?  

Resources 
• How much time does it take?  

• How much does it cost?  

Activities 
• How many steps are required?  

• How many people are involved?  

• How many decision points are there?  

Controls 
• How many errors happen and how often?  

• How many delays happen and how often?  

• How many layers of approval are required?  

Outputs 
• How much is produced and how is the quality?   

• How well/often does it meet expected outcomes?  

 

 

Defining measurables may require additional research. You may need to have more 

conversations and request specific data from other areas of the business. Some 

measurables (like the number of decision points, for example) will be evident in the 

Process Map, but some will involve deeper investigation. At this point, you don’t know 

what measures will be important for your process improvement project and which will not, 

so the more you can capture, the better.  
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Example 1: Hiring Process  

Inputs 
• On average, we receive 500 resumes for each job posting  

• We have approximately 30 job postings open at any time   

Resources 

• On average, it takes 90 days from application to job offer  

• It requires approximately 60 hours of work from the HR 

specialist assigned and 30 hours of work from the hiring 

manager to hire one person  

• It takes $2500 in direct costs and $10,000 in indirect costs to 

fill one role  

• We have 3 HR specialists on staff; they each handle 10+ 

openings at any time   

Activities 

• There are 10 pre-defined procedures used in this process 

• There are 9 decision points   

• There are at least 10 known and potential delay points 

• There are 3 people/groups involved (HR specialist, Hiring 

Manager, Job Candidate) and one software system 

(Applicant Tracking Software) 

Controls 

• Delays happen frequently, particularly in approval steps 

and in communications with the candidate  

• There are 2 layers of approval (Hiring Manager and HR 
specialist)   

• There are minimum requirements for numbers of 

candidates interviewed (pre-screen and in-person) 

Outputs 
• Approximately 60 job openings are filled per quarter  

• Approximately 20% of new hires do not stay longer than the 

first 90 days   
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Example 2: New Client Onboarding Process  
 

Inputs 
• 34 Analysts hold approximately 300 prospect meetings per 

month   

Resources 

• On average, it takes 30 days to fully on-board a new client  

• It requires approximately 10 hours of work from the Assistant 

and 8 hours of work from the Analyst to on-board one new 

client 

Activities 

• There are 6 pre-defined procedures used in this process 

• There are 3 decision points   

• There are at least 8 known and unknown potential delay 

points 

• There are 3 people/groups involved (Analyst, Assistant, 

Client) and one software system (CRM) 

Controls 

• Delays happen frequently, particularly in getting paperwork 
and data from the client 

• Currently, there is not an audit process to ensure info is 
entered correctly   

Outputs 
• 10 Assistants onboard approximately 120 clients per month 

• Approximately 80% of the clients in our database are 
missing data and paperwork   
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Implementation Exercise: Defining Measurements  
 

Consider the process you have identified to work on. What measurements do you already 

know, and what measurements might be useful for you to obtain? Use the Process 

Measurements Worksheet (available on the Resource Page for this Learning Lab) to 

assist you.  

 

If you would prefer to use a sample process instead, review the Supply Ordering Process 

Map (available on the Resource Page for this Learning Lab). What measurements can 

you determine simply by looking at this? What other measurements might be useful to 

obtain?   
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3. Analyze  
Analyze the root cause of issues 

 

At this point, you have done several things to help you understand the current process:   

 

• You’ve defined what’s not working (the pain points) 

• You’ve identified stakeholders  

• You’ve created a visual Process Map  

• You’ve identified quantifiable measures for each part of the process  

 

Now, it’s time to thoughtfully analyze these items and identify improvement opportunities.    

 

Identify Contributing Factors or Root Causes 
 

The goal of this step is to look at the pain points you identified earlier and work to 

understand the parts of the process that are contributing most to that pain. We call these 

“contributing factors” or “root causes.” Ultimately, these are the parts of the process that 

may need to be improved in order to reduce or resolve the pain.  

 

There are many methods for this kind of analysis. The model we will be using is called 

Tree Analysis. It is a simple but effective tool for visualizing the roots of an issue.  
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Tree Analysis  
 

The Tree Analysis is a graphical tool to help organize issues and potential causes. The 

top of the tree represents the symptom or pain, while the roots represent the possible 

reasons or contributing factors within the process. Symbolically, this is meaningful: 

Symptoms are often very visible, while causes are hidden beneath the surface.  
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Your job is to evaluate the process as it currently is (using your Process Map) and, 

considering the primary pain points, identify as many potential roots as possible. As you 

identify roots, try to dig into each one a little deeper. Why is it happening? Take note of 

whatever you find in a layered fashioned. Use arrows to connect causes to pain points.   

 

It is important to realize that sometimes, a single root may be contributing to several 

symptoms. When this is the case, it’s a strong indicator that this root should be addressed.  
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Tree Analysis Example 1  
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Tree Analysis Example 2  
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When putting together a Tree Analysis, always remember to consult with the people 

involved in the process! This is a collaborative exercise.  
 

 
Always Consider Other “Non-Process” Factors  
 

Sometimes there’s nothing wrong with the process itself; people just need to USE the 

process! Perhaps they aren’t even aware that there IS a process. Perhaps they haven’t 

been properly trained on how to use it. Perhaps they simply don’t follow the process and 

have never had any consequences for this behavior.  

 

There are a variety of “other” factors that can contribute to a process not working properly. 

Don’t immediately jump into process improvement because it might not be needed.   

 

Reflection Question 

 

Have you ever experienced a time when a process wasn’t working because of other 

factors, not the process itself? How were those factors resolved?   
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Connect Causes to Measurements  
 

Once you’ve identified some of the various causes contributing to the pain of the process, 

see if you can connect them to your measurements. Your goal is to predict how potential 

improvements might impact your measurements. For example:  

 

• Hiring Process: Currently, there are at least 10 known and potential delay points 

in the Hiring Process and 9 decision points. If we are trying to make the process 

faster, we probably want to make improvements that reduce these numbers. If we 

make the process faster, we would also hope to see an increase in the number 

of openings filled per quarter. However, to do this, we may also need to increase 

the number of HR specialists.  

 

• New Client Onboarding Process: Currently, there are only 3 people involved in 
the New Client Onboarding Process (Analyst, Assistant and Client) and no audit 

controls in place. If we’re trying to improve the quality of client data we capture, 

we may make improvements that increase these numbers.  If we make the process 

more accurate, we may also find that the time it takes to onboard a new client 

increases, while the total number of new clients we’re able to onboard each 

month decreases. 

 

Again, some process improvement experts recommend setting specific goals for these 

measurements at the beginning of your project, so you know exactly what you’re hoping 

to achieve. However, this can be very difficult if you’re new to process improvement. It’s 

hard to know exactly how much process changes will impact any given measurement. In 

the real world, you may be better off simply monitoring this data and making sure it’s 

heading in the right or expected direction.     
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Implementation Exercise: Tree Analysis  
 

In the space below, conduct a tree analysis for your selected process, based on what you 

know right now.  

 

If using a sample process, review the Supply Ordering Process Map. Employees are 

currently complaining that their supply orders are taking too long. Considering this pain 

point, brainstorm possible contributing factors based on what you see in the map and 

conduct a tree analysis in the space below.  
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4. Improve  
Improve design and implement the solution 

 

Once you understand the root causes, you are now able to identify improvements. 

Improvements may consist of any combination of the following:  

 

• Adding/changing/removing activities  

• Adding/changing/removing decision points  

• Adding/changing/removing time expectations  

• Adding/changing/removing approvals  

• Adding/changing/removing people or teams involved  

• Adding/changing/removing quality checks  

• Adding/changing/removing technology or automation 

 

This is not an exhaustive list; the opportunities for improvement are nearly limitless.    

 

Seek the “Elegant Solution” 
 

The concept of the “Elegant Solution” originated at Toyota and is used throughout the 

engineering world. The idea states that a solution is “elegant” when a maximum effect 

is achieved with the smallest and simplest effort. This is your goal. Don’t 

overcomplicate your process improvements. Make the fewest changes you can to get the 

results you need.  

 
 

RECOMMENDED RESOURCE 
 

The Elegant Solution: Toyota’s Formula for Mastering Innovation by Matthew E. May 
 

 

 



PROCESS IMPROVEMENT LEARNING LAB 
By Chrissy Scivicque, PMP, PCM 

 

 
©2022 CCS Ventures, LLC (Chrissy Scivicque) 

Do not print, copy or distribute without express permission from author 

54  

Getting Input  
 

Remember that process improvement is a collaborative exercise, so involve your 

stakeholders in defining the solution.  

 

Often, people don’t know what’s possible. If you simply ask them, “How would you 

improve this process?” they may not have any insight to offer. Instead, if you provide them 

with a range of possibilities, they will be more likely to provide feedback. They can tell you 

which options they like and don’t like, which ones sound the most and least effective. 

Most people are much happier to get involved when they aren’t simply asked to come up 

with new ideas on their own. (That’s a lot of pressure and requires time and energy they 

likely need to use elsewhere). If you offer something to work with, they will often be more 

creative.  

 

Whatever improvements you identify, you will eventually need to get stakeholders on 

board. Getting input now is a way of laying the groundwork. 

 

 

 

 

 

 

 

 

 

 

 

 

 



PROCESS IMPROVEMENT LEARNING LAB 
By Chrissy Scivicque, PMP, PCM 

 

 
©2022 CCS Ventures, LLC (Chrissy Scivicque) 

Do not print, copy or distribute without express permission from author 

55  

Two Schools of Thought  
 

If your elegant solution requires multiple changes, there are two options to consider, 

which represent two fundamentally different schools of thought.  

 

Option 1: One at a time  
 

Focus on making one change or addressing one pain point at a time. This is the more 

traditional advice. Advocates suggest this keeps your improvement efforts focused. 

Aiming for too many things at once can cause you to spread energy and attention thin, 

diminishing your overall results. It can also be easier for people to accept changes to 

existing processes in small doses.  

 

Option 2: All at once 

 

Make all your changes at once and try to address as many pain points as possible. This 

option works under the assumption that people would rather adjust to one dramatic 

change than be forced to change in small ways over and over again.  

 

It is up to you to determine which option will work best for the process and the team 

members involved.  

 

 

 
 

Remember to consult with the people involved in the process!  

This is a collaborative exercise.  
 

 

 

 



PROCESS IMPROVEMENT LEARNING LAB 
By Chrissy Scivicque, PMP, PCM 

 

 
©2022 CCS Ventures, LLC (Chrissy Scivicque) 

Do not print, copy or distribute without express permission from author 

56  

Define the New Process  
 

Defining the new process essentially means creating a new, future-state process map. 

Remember that your previous map illustrated current state—what is actually happening. 

This new one illustrates what should happen instead. It may be helpful to highlight 

changes in the map, making the new components a specific color for example.  

 

Whether you should adjust your current map or create a whole new one depends on how 

many changes are being made. Some process improvements are so dramatically 

different, it’s much easier to start with a blank slate.  

 

You may need to adjust companion documents and procedures as well. Take special 

note of any procedures that are used in the process and verify that they are still accurate 

or make adjustments if needed.  

 

It may surprise you how quickly a seemingly “small” process change can become 

complicated. This is because every step in a process is connected. When you make one 

minor change, it may create a ripple impact of changes throughout the process (and 

others). Don’t get overwhelmed. Take it one step at a time. Try to think through every part 

of the process from the perspective of your stakeholders. How can you proactively 

address their questions and concerns? Build that in!  
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Implementation Exercise: Brainstorm Improvements  

  
In the space below, brainstorm possible improvements for your selected process.  

 

If using a sample process, brainstorm the possible improvements for the Hiring Process 

or the Supply Ordering Process in the space below.  
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Getting Approval  
 
In some situations, you may need to get approval for your solution from decision makers 

and/or process users before you begin testing or implementing the process. The more 

input you get along the way, the easier this part will be.  

 

An easy 3-part formula to remember is this:  

 
When seeking approval, your job is to:  

 

• Articulate the problem(s) with the current process (sharing quantifiable measures 

if possible)  

 

• Share your proposed solution(s)  
 

• Define the expected outcomes (in quantifiable measures if possible)  

 

Test the New Process 
 

Prior to launching a new process fully, you may want to work with a small group of users 

(a “pilot” group) to test the improved process and ensure it is working as expected. In 

some cases, this testing can be done in a simulation or role play environment; in others, 

testing may have to happen in the real-world. In either case, gather feedback from your 

testing group and make adjustments where needed.  

 

Problem Solution Outcome
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Communicate the New Process  
 

Again, the 3-part formula is useful:  Problem à Solution à Outcome 

 

When communicating a new process, your job is…  

 

• Articulate the problem(s) with the current process (sharing quantifiable measures 

if possible)  

 

• Share the solution (the new process) and highlight specifically what is changing  

 
o Provide documentation and job aides to support learning  

 

• Define the expected outcomes (in quantifiable measures if possible)  

 

Make it as easy as possible for people to adopt the new process and be sure to keep the 

lines of communication open. Solicit feedback. Let people know that the new process will 

continue to be refined and optimized, and their input is vital.   

 

You may also need to inform others who are not directly affected by or involved in the 

process improvements, but who may be impacted in an indirect way. Providing a 

proactive “heads up” can help reduce tensions should the new process disrupt the 

expected workflow as people initially get up-to-speed.  

 

Be Patient and Persistent  
 
Remember that process improvement requires re-training people, which requires 

patience and persistence. Acknowledge positive behavior (when people remember to 

follow the new process) and correct negative behavior (remind them of the new process 

when they forget). It takes time and consistency to get everyone on board.   
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ADDITIONAL LEARNING OPPORTUNITIES 

 
Successfully identifying and implementing process improvements involves aspects of 

Change Management, Problem Solving & Decision Making, and Project Management.  

 

In today’s Learning Lab, we are only able to brush the surface of these topics. Each one 

is a deep and complex area of study. If you’re interested in exploring any of these topics 

in more detail, consider joining a future Learning Lab.  

 

• Change Management Learning Lab  

Learn how to manage the emotional aspects of change and transition; support others as 

they navigate change; identify, initiate, and lead change efforts of your own.  

  

• Problem Solving & Decision Making Learning Lab  
Dive deeper into root cause analysis; a proven step-by-step methodology for solving 

problems; decision making strategies and traps to avoid.  

 

• Project Management Learning Lab  

Discover a step-by-step process for organizing and guiding projects from concept to 

completion; strategies for handling the unexpected; minimize risk and set yourself up for 

success.   

 

ALL HAPPENING AGAIN IN 2023 

Use your alumni discount code for 15% off 
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5. Control  
Maintain and refine the new process and measure the impact 

 

This final step is not about “controlling” the process in a rigid or forceful way. Instead, it’s 

about monitoring the process and ensuring people have what they need to be successful. 

It’s also about measuring impact and continuously refining the process to optimize and 

maximize results.  

 

Provide Continuous Support  
 

It can take some time for users to get comfortable with a new process. They may have 

questions or concerns that continue to pop up for weeks or even months after a process 

improvement has been implemented. Continue to be a resource. Address questions as 

best you can. Listen to feedback. Provide explanations. Doing this will help prevent bad 

habits from coming back. If you tune out and stop paying attention too early, people may 

revert to their old ways. They may disregard process changes or make their own changes.  

 

Measure the Impact  
 

Once a process change has been implemented, you need to measure the impact. 

Perhaps you can sense, without any real evidence, that process is “better.” But what 

exactly does that mean in real terms? To validate your success, you need to attach some 

numbers to it.  

 

Process improvements are generally noticeable quite quickly, particularly for the process 

users who are working with it frequently. However, it can take some time to capture the 

necessary data.  
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• Review the key measurements you identified prior to making changes.  

 

• How have these measurements changed? Have you identified any new 

measurements worth noting?   

 

• Were the changes positive or negative? Were they significant?  

 

• Did the changes have an impact on the issues you previously identified which 
sparked process improvement?  

 
• Did the changes have additional impacts you didn’t expect? Were they positive or 

negative?  

 

• Were there any other factors that also impacted the process measurements or 

issues? If so, what were they and how did they affect the situation?  

 

Observe your process over a period of time. Capture data at various points to see if the 

numbers are stabilizing or continuing to change.  

 

You want your numbers to tell a cohesive, full-picture story. Context is key: You may find 

that one metric improved while another declined. Sometimes improvement in one area 

comes at the expense of another. Don’t try to hide it! Such variations may be perfectly 

acceptable. You need to know the true results and tradeoffs to honestly assess your work 

and make continued adjustments from here.  

 

Of course, metrics are just part of the story. Non-numerical (or qualitative) data is also 

valuable. Ask users to share their feelings about the process and opinions regarding the 

impact of the changes. Perhaps the metrics haven’t shifted but these subjective aspects 

have. This is still improvement! Feelings can have indirect measurable impact on a wide 

variety of things. When people are happier with a process (especially one they engage 
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with frequently), they are generally more satisfied employees. It may be difficult to directly 

tie process improvements with larger metrics like employee satisfaction and turnover, but 

there is an undeniable correlation worth noting, even in general terms.  

 

Reporting Improvements  
 

For process improvement projects that are very large, complicated, high-impact and/or 

high-profile, you may want to provide a report summarizing what was accomplished for 

leaders.   

 

The purpose of this report is to not only document what was achieved, but also 

communicate the scope of the project to parties throughout the organization. It can be a 

useful tool for elevating your professional reputation and credibility. Be sure to keep a 

copy for your own professional portfolio as well.   

 

On the following pages, you will find a template and a sample report. The template is also 

available as a downloadable Word document on the Resource Page for this Learning 

Lab.  
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Process Improvement Report Template 
Report Prepared By: ____________________________ 

Date: ____________________ 
 

Process Description: What is the purpose of the process?  

 

 

 

 

Stakeholders  

Process Owner(s)   

Internal Process User(s)   

External Process User(s)  

Indirectly Involved in Process   

Other Processes Connected   

 

Condition Prior to Improvement: What pain points and issues inspired the 

improvement?  
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Target Condition: What were the goals for improvement?  

NOTE: The goal for this project may have only addressed certain pain points and issues, 

leaving others to be addressed in the future (list these in the Recommended Follow-Up 

Actions section below).  

 

 

 

 

 

 

Root Cause Analysis: What contributing factors and root causes led to these 

improvements?  

 

 

 

 

 

 

Corrective Action: What specific improvements were made?  
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Results: What measurable improvements were achieved?  

NOTE: Be sure to include context and provide an honest view.  

 

 

 

 

 

 

Recommended Follow-Up Actions: What needs to be done from here to maintain these 

results? What else should be done to continue refining this process?  

 

 

 

 

 

 

Additional Comments: Include any other important information.  
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Process Improvement Report Sample 
New Client Onboarding Process Improvement Report  

 

Process: New Client Onboarding Process  

 

Purpose: To welcome new clients to the firm, obtain all necessary information and 

authorizations, and provide all compliance paperwork to ensure the organization is able 

to legally provide services on client’s behalf. 

 

Stakeholders 

Process Owner(s) Operations  

Internal Process User(s) 
Financial Analysts  

Administrative Assistants  

External Process User(s) 
Prospects 

New Clients 

Indirectly Involved in Process 
Operations (moved to process user) 

Communications  

Other Processes Connected 

Compliance Auditing  

Annual Client Review  

Client Meeting Management  

 

Condition Prior to Improvement: Approximately 80% of the clients in our database are 

missing data and paperwork, which is a major compliance concern. 

 

Target Condition: Improve quality of client data from the beginning of the client 

relationship. 
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Root Cause Analysis:  

• Lack of controls and complete absence of checks and balances within the process.  

• Focus on speed and quantity over quality and accuracy.  

• Lack of oversight from Analysts and Operations Team.  

• Frequent changes in requirements not communicated to admin team.  

• See process map for more details.  

 

Corrective Action: 

• The Operations Team is now a process user; they are now responsible for auditing 

client files as they move through the process.  

• When prospects are not a fit, the Ops Team closes them out of the system. A new 

procedure has been developed for this.  

• If a prospect whose file has been closed wants to continue forward, Ops will reopen 

the file. A procedure has been developed for this.  

• When Assistants send out requests for data and paperwork, Ops will double check 
the packet and identify missing items.  

• When Assistants receive data and paperwork packets from new clients, Ops will 
double check if complete and identify missing items.  

• When a new client’s data and paperwork is entered into the system, Ops will 

double check everything is accurately entered and notify admin of corrections.   

• The Ops Team will conduct a monthly audit (new procedure has been created) to:  

o Close files on prospects who did not ever follow up to become a client.  

o Contact clients who have not returned paperwork and data within 30 days. 

• See new process map for more details.  

 

Results: 

• The new process builds in redundancies; more than one person is verifying 

complete and accurate information and paperwork has been obtained and added 

to the system correctly.  
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• Within the first 6 months using the new process, all new client files have been 

100% complete and accurate because we are able to catch and fix mistakes and 

missing info/paperwork during the process. 

• The new process does increase the amount of time required to onboard a new 

client, from an average of 30 days to 45 days.  

• The new process requires approximately 5 hours of work per new client to the Ops 

Team and an additional 5 hours per month for auditing.  

 

Recommended Follow-Up Actions: 

• In addition to these process changes, the Ops Team plans to implement a new 

communication system to notify the Admin team of changes in data and paperwork 

requirements and hold quarterly meetings to address questions.  

• There are opportunities to streamline and add automations to this workflow. For 
example, when the client paperwork and data is added to the CRM, the assistant 

manually notifies the Ops Team. This could be automated.  

• There may be opportunities to build in controls within the CRM itself to verify that 
data is complete as an added protection.    

• We also need to go back and resolve past issues that happened under the old 

process.  
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Encourage Continuous Improvement (Kaizen) 
 

 
 

This Japanese word Kaizen translates to “change for the better” or “continuous 

improvement”. It is a well-known philosophy applied to processes and adopted in many 

business environments.   

 

Toyota, for example, is frequently cited as an organization which leverages kaizen. Line 

personnel are instructed to stop production if and when they encounter abnormalities, 

and (in collaboration with leaders) they are expected to make suggestions for how to 

resolve them.  

 

Kaizen supporters believe continuous improvement must come from all levels of the 

organization (not solely leadership) and that those who identify and initiate improvements 

should be rewarded. Employee empowerment is a key part of the philosophy. After all, 

the people working with the processes are the ones who will best know how to make 

positive changes to them.  

 

Kaizen focuses on small, frequent, easy to implement changes as opposed to large-scale, 

complicated changes that happen less frequently.  

 

Even if no one else in your organization has ever heard of kaizen, you can still be an 

advocate for this way of thinking and behaving. 
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To embrace the kaizen attitude, it helps to see processes as fluid. They are not written in 

stone. Their current state is just that—a state for the present moment that might need to 

change in the future.  

 

Continuously question what you’re doing and why. Continuously ask yourself if there’s a 

better way. Continuously look for problems and identify ways to overcome them. 

Continuously question the status quo. Fight complacency in everything you do.  

 

Of course, the concept of kaizen doesn’t just apply to processes; it applies to everything 

you do, both personally and professionally.   

 

Practice kaizen with your own skills and abilities by engaging in continuous learning and 

development activities.  

 

Practice it with your clients (both internal and external) by constantly asking how you can 

serve them better.  

 

Practice it in your personal life by making an effort to grow just a tiny bit every single day.  

 

Small, continuous effort adds up over time.  

  

 
 

RECOMMENDED RESOURCE 
 

One Small Step Can Change Your Life: The Kaizen Way by Robert Maurer, Ph. D. 
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Glossary of Terms  
 

DMAIC Methodology  

A popular framework for improving processes; also, an integral 

part of Six Sigma. Stands for: Define, Measure, Analyze, 

Improve and Control.  

Effective Achieving desired results.  

Efficient 
Utilizing resources, such as time and money, without wasting 

them.  

“Elegant” Solution 
The maximum effect is achieved with the smallest and simplest 

effort. 

Kaizen 

A Japanese word that translates to “change for the better” or 

“continuous improvement;” a well-known philosophy applied to 

processes and adopted in many business environments.   

Lean  
A set of process improvement principles focused on eliminating 

all non-value-added activities (or waste). 

Procedure  An established, step-by-step way of doing a particular activity. 

Process  
A sequence of linked activities that consume resources to 

convert inputs into outputs.  
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Process 

Improvement 

A collaborative exercise; utilizes a set of tools, methods, and 

techniques that can be applied to make a process more 

effective, efficient, or transparent.  

Process Map  
A visual tool that describes the flow of work and various 

activities involved in a process. 

Qualifiable Data  
Involves non-numerical values and is more descriptive in 

nature, often subjective 

Quantifiable Data  
Involves numerical values such as how much, how many, how 

often, etc.  

Six Sigma  
A structured, data driven methodology for improving process 

effectiveness. 

Stakeholder 

Stakeholders include those with an interest or involvement in 

the process, those who are impacted by or benefit from the 

process, and other processes that are in some way connected 

to the process.  

Tree Analysis  

A graphical tool to help organize issues and potential causes; 

the top of the tree represents the symptom or pain, while the 

roots represent the possible reasons or contributing factors 

within the process. 
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About Your Presenter 
 

Chrissy Scivicque is a certified Project Management 

Professional (PMP) and certified Professional 

Career Manager (PCM). She is also the founder of 

EatYourCareer.com, a website devoted to “helping 

you create a nourishing professional life.” Through 

her company (CCS Ventures, LLC), Chrissy 

provides education, resources and support to help 

elevate workplace performance and increase career 

satisfaction.  

 

Chrissy has developed and delivered training for professionals inside some of the world’s 

most recognized companies including Accenture, Capital One, Microsoft, Northrop 

Grumman, W.W. Grainger, TIAA-CREF, Georgia Power, GoDaddy, Turner Broadcasting, 

and more. (References are available upon request.) Working in coordination with 

stakeholders in the organization, Chrissy helps define desired business outcomes and 

creates measurable, positive results with her work.  

 

Chrissy is currently a former career expert for U.S. News & World Report and her work is 

regularly featured on other popular sites including Monster.com and CareerBuilder. She 

has published over 500 articles on career-related topics and is the author of 3 books: The 

Proactive Professional, The Invisibility Cure, and ELEVATE Admins. (All are available on 

Amazon.)  

 

Chrissy lives in Denver, CO and served as the featured career expert on Good Day 

Colorado for 2 years. 
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About Eat Your Career 
 

 

 

 

 

Chrissy believes that work can be an enriching, nourishing life experience. She loves 

helping professionals figure out what that means for them and how to achieve it. 

 

We provide professional development training and resources to help you conquer 

career complacency & find fulfillment at work. 

 
 

SIGN UP FOR OUR FREE MONTHLY WEBINARS 

www.EatYourCareer.com/signup 
 

 

http://www.EatYourCareer.com/signup
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The Career Success Library is a convenient, affordable on-demand learning 
center that gives you an unmatched competitive edge in today’s working world. 

Learn more and sign up here: https://mycareerlibrary.com/ 
 

 

Training Webinars  

Enjoy a new virtual training 

course every month. Plus, 

get on-demand access to the 

complete video archives!  
 

Digital Downloads  

Get step-by-step career 

guidance, support and 

education with interactive 

workbooks, worksheets and 

more.  

 

Q&A Sessions  

Learn strategies to help you 

overcome your most 

challenging workplace 

obstacles.  
 

Certificates of Attendance 

Use your proof of training to 

earn continuing Education 

Units (CEUs) for your 

professional certifications.  

 

Audio Sessions 
Download MP3 audio files of 

past Q&A “Ask the Career 

Coach” Sessions.  

Special Events 
Get exclusive invites to 

members-only training and 

networking events. 

 

Interactive Quizzes  
Gain self-awareness and 

expand your business 

acumen with fun and 

thought-provoking quizzes.  
 

Learning Tracks  
Focus on the right training to 

achieve your goals by 

following our simple 

roadmaps.  

https://mycareerlibrary.com/
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