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Welcome

We regularly hear you comment
on how important people

are in achieving positive and
sustainable process change.

Inthisissue ofthe newsletter,
we explore the ‘people’ aspect
further, by considering how an
individual’s role might change
asthey progress through their
career and whatimpactthat
canhave ontheir approach

fo processimprovement.

We falk firstto Jane Keegan,
Head of Responsive
Maintenance and Internal
Repairs atthe Grand

Union Housing Groupin
Northamptonshire, whose
experience in Social Housing
spans not only different sized
organisations, but also different
settings, from urbanfo rural.

Then Alix Poulton, Associate
Director of Student Adminisfration
at Goldsmiths, University of
London, shares with us her
experience of transferring skills
from one institution to another,
following her recent move from
the University of the Arts, London.

And finally, our spoflight falls

on Mark Ricketts, now full-time
Director of Process Improvement
atthe University of Bath, who
we last spoke to when he was
seconded part-fime to that role

from his previous position in Audit.
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London, UK—December 2017
London Metropolitan University
engage Processfix following
organisational restructure.

Employee’s drive improvement at Grand Union

Housing Group
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Grand Union Housing Group celebrate achieving 21st place onthe
‘Top 50 Landlords’ list for 2017 published by 24 Housing magazine.

Jane Keeganis Head of Responsive
Maintenance and Internal Repairs atthe Grand
Union Housing Group. Her journey in the social
housing sector began whilst she was working
inthe NHS, where she helped a colleague

find arole in social housing and then decided
to apply for one herselfl That role was at

the Riverside Group, where she progressed

to become Group Director of Repairs and
Maintenance, before taking her current role

at Grand Union. We spoke fo Jane about her
experience in the sector and what differences
she noted beftween operating in large,
compared to medium, sized organisations.

“Wherever | work, | am passionate
about customer service.
Regardless of where people

live, ifthey pay rent, they deserve
decentcustomer service. The
closest business | would equate
my roletois alogistics business;
we are delivering a service.”

“When | arrived as Head of Service
atGrand Union, lhad a blank
piece of paper and was able

to consider how bestto bring
together four areas. Having had
experience of how Processfix
cansupportchange during my
time atRiverside, | felt it was right

to ask them into Grand Union. The

‘Voids' process was our number
one challenge. When someone
handsintheirkeys, or walks out of
the property, occasionally itis left
inapoor state. Our challenge is
to quickly turnthe property round
ready forthe nexttenant. We
needed fo reduce the time from
‘Key to Key’, whichinvolves two
processes: refitting the property
andreletting the property. This
happens hundreds oftimes per
year, sothe process needs fo

be as efficient as possible.

Jane wentontotellusthatshe
didnt participate inthe workshop
herself, but preferred the staffto

take ownership: “I think one of
the key features of the approach
isthat Processfix enablesthose
who participate inthe process
fo come up withthe solution

that willwork not only forthe
organisation, but also for them
individually. | believe in letfing
the staff determine the future.”

“Processfix
enables those
who participate
inthe process
to come up with
the solution”

“lasked Terry Clark, whoisa
Manager across the group, to take
onthe role of Project Champion.
Terryis ablack beltin Six Sigma,
so was familiar with a lot ofthe
fechniques that Processfix use
and would be able o support
the rest of the teamthrough the
workshop and beyond. Also,
we didn‘t dictate who should
attend, but wentto the other
Heads of Service to ask them

fo select peopleto participate.
Itwasimportantto ensure that
allareas were represented:
housing management,
allocations, maintenance and
eventhose whoreceivethe keys
acrossthe reception desk.”

The two organisations, Riverside
and Grand Union, differin size, but
Jane pointed outthatboth bring
the same process challenges.
Instead, itisthe arenathatis
different. “Where I'm working now,
itis very rural; thatched cottages
and yvillages. That brings different
challenges comparedto urban
and estate lettings. Over 250
square miles we have 3-4000
properties; that brings practical
challenges (covering that area),
ratherthan people challenges.”

Continued on page 2...



Transforming the timetabling process at
Goldsmiths, University of London

Alix Poulton is Associate Director of Student Administration at Goldsmiths,
University of London. She moved to Goldsmiths inthe summer, from the

University of the Arts, London (“UAL"), where she earned the prestigious tifle of
“Person attending the most Processfix workshops in Higher Education”!

“first came across Processfix when
| attended a Champions workshop
atUAL where we established

a priority list of challenges that

we would fake on over the next
two years. These included: post-
graduate admissions, student
enrolment, scholarships and
coursework assessment. | was
involvedin my role as Head of
Academic Registry forthe London
College of Communication.

We found that we got results
quickly and were able to affect
change across a challenging
environment (six autonomous
colleges across 16 sites in London).”

We asked Alix about the specific
challenges she faced. “Ifwas
difficultto get a cross-section

of staffto the workshops, but
we managed this and ended

up with people representing
theirroles, rather than just their
colleges, which was really
positive. The workshops

helped usto cutthrough alot

of redtape and helped us with
araftof change thatwe were
undertaking as an organisation.”

Having moved to Goldsmiths,

Alix is working with Processfix
again. “I have responsibility for
leading quality assurance and
registry services at Goldsmiths.
Dueto my backgroundin process
and business improvement,

one of my key principal tasks
wasto establish a set of priority
processesto be reviewed.

Ihave been working very closely
with my Director onthese process
improvement areas.

Through conversation, we

quickly realised we both

had prior experience

of Processfix, so he recommended
that we have a conversation
withthem. We are both ofthe
opinionthat, whatever your skill
base, bringing in Processfix can
make big ticketitems work better.
In addition, anumber of staff at
Goldsmiths had beentrained as
Processfix facilitators, so were used
fothe language and approach.”

The process that Goldsmiths
decidedtotackle first was
timetapling. “This was an area
where alotf of systems work had
beendoneinthe previous year,
resulting in some improvements,
butithadn'tresolved all of the
issues and we stillhad a number
of students who didn‘treceive
theirindividualtimetables on
time. Internally, this has quite
rightly generated a lot of focus
and attention, which meant we
could gefthe buy-in necessary
forunthistype of workshop.”

“The workshop was unusual for
usintwo ways. Firstly, we included
representation fromthe Students’
Union and anindividual student
representative. This provided
really usefulinsights: an eye-
opener for the studentto see what
goesonbehindthe scenesand a
powerful resource for the rest of
the participants, who were able
fo hear first-hand the impact of
incorrecttimetabling. Having done
the ‘asis’ part of the workshop,
Processfix recommended that we
start with ablank piece of paper,
ratherthan looking fo identify
wastes. This resulted in a dramatic
processimprovement. we have
simplified the process from 78

fo acompletely new 23 steps.”
Alix went onto stress another
benefit of starting with the
timetabling process: “We came
out with six other processes that
we neededtoimprove. Processes
thatimpacted onthe timetabling,
such as: module selection,
assessments, the timing of resits,
and curriculum management.”

Following the workshop,

Alix has made sure thatthe
seniormanagementteamis
keptup to date with progress
andthey have endorsedthe
feamto confinue fo use the
Processfix approach on other
processes thatneed atftention.

“Some ofthe processes are smalll
enough for ustfo use our internall
colleagues who have had
facilitator fraining. Others may
require some external support.
Goldsmiths has seen a big growth
innumbers overthe past five years
and some processes needto be
broughtupto speedto cope with
that changing environment.”

“we have
simplified

the process
from78toa
completely
new 23 steps”

“Butthe main benefit of the
Processfix approachisthatit
encourages peopletohave a
face-to-face connection. People
are ableto quickly build up their
networks and relationships; thatin
itselfis hugely beneficialto enable
progress going forwards. [ think
that, although the workshopis a
big commitment, anybody given
the opportunity toengageina
workshop, should. The benefits
beyondthe process are extensive.”

Ifyou're interested in speaking
fo Alix about any ofthe above,
please contact her via email:
a.poulfon@gold.ac.uk

...continued from page 1

The people challenges
encountered, relateto the
expansion of urban areas, such
as Milton Keynes. New builds
havetaken up many ofthe good
fradesmen, who understandably
findit preferable, asthey are
building new houses, rather
than dealing withtenants. That

is probaply short-sightedin
ferms of their long-term work,
butunfortunately right now we
have a staff shortage that puts
pressure onthe process.”

Ultimately, Jane is clear that
whatever size the organisation,
itallcomes downtothe people.

“Itisimportantthatthey have an
appreciation for each other and
whatthey do. Asimple example
ofthis, from Riverside, is of the
personreceiving the keys back
fromtenants: whenthey camein,
the keys were just putin aplastic
bag behindthe desk, so when
acontractor came to pick up
akey, they couldn'talways be
found. The solution was simple:
akey cupboard andlabels. Just
by having the people involved
inthe processinthe same room,
they were able to understand
whatwas going on and work
outtogetherhowto solveit.”

Grand Unionis not expecting
instant results, but Jane knows

from experience how quickly
things canturn around.

“right now
we have

a staff
shortage
that puts
pressure on
the process”

“AfRiverside, my subsidiary

had previously beenthe worst
performing. We investigated what
the best performing subsidiary
was doing and could not see
anything different. Ithad to be
how we were doing things, not
whatwe were doing. After a
Processfix workshop looking at
where we could improve our
processes, we went from worst,
fothe best performing subsidiary,
ina period of sixmonths. So I'm
looking forward to what will
happen at Grand Union.”

Ifyou would like to speak

with Jane about any ofher
experiences above, please
contacther viajane.keegan@
grandunionhousing.co.uk.



In the spotlight: Mark Ricketts, Director of Process
Improvement at the University of Bath

We last spoke to Mark in 2014, when he was seconded for a year from his role in Audit, to a new role
as Direcfor of Process Improvement. During his secondment, Mark worked with Processfix on a variety
of processes. These showed how each feam could work to break down some of the departmental
poundaries and improve collaboration between Central Professional Services, the Faculties and
School of Management. Following the positive momentum generated, a permanent posifion was
estaplished, which Mark fook up in June 2015.

Back in 2014, we talked about
effective process improvement
being all about people. Now
you’re fully entrenched in
process improvement, do

you still think the same?

Onthe auditside, eventhough
you'relooking atf risk management
and controls, alotcomes down

to people. It'sthe same with
processes. You can get deep

into a process map, butitisthe
people involved who make it
work. Ifyou getthe key people
inaroom and provide them with
a positive environmentin which

to think about whattothey do,
you will be surprised how much
progress they can make and

find a fresh way to do things.
Sovyes, | still feel exactly the

same: success is all about people.

What key changes have
you made since becoming
full-time Director of
Process Improvement?

In April 2015, fo build onthe
positive culture change we had
already observed, we asked
Processfix fo train a group of
facilitators. We had a group
oftwelve people interested,
spanning all facultiesand a
number of professional services,
so we underwentthe four-day
Processfix fraining and purchased
alicence forthe fixit simulation.

Following this, the facilitators
teamed up to work onsome
university-wide processes. We
found thatthisteam approach
was beneficial. Facilitating can

“We are becoming a
community able to learn
from each other”

be anexhausting job, so pairing
up helped usto overcomethe
energy dips thatmany face during
workshops. Interms of workshop
parficipants, we followedthe
Processfix model of getting
representatives from allthe areas
involved: the people doing the
work onthe ground who know
the process inside out and senior
managers fo minimise any sense of
displacement, or distrust that could
ariseifthey were left out of the mix.

Quite quickly, we had a number
of people engaged in process
improvementand this has

been successful across seven
university-wide process areas
andtheir follow-on projects.

Which of the areas has given
you the most challenge and
also the most tangible results?

Our post-graduate admissions
process presented us witha
mammoth challenge interms
ofthe scale and number

of process steps. Of course,

one ofthe benefits of running

the workshops in-house is that
participants don‘thave to travel
long distances and you have
alotmore flexibility with the timings.

Aside projectthat we tackled
was Guest Accommodation:

making profit out of facilities

that are otherwise unused during
the summer break. Affer one
ofthe training sessions, | was
asked whether or not we could
include Guest Accommodation
inour schedule of process
improvement. Because the project
already had momentum and

the business case was already
established, this was areally
positive way to show tangible
resultsin a shortspace oftime.

How else have you expanded
onthe positive culture change?

The facilitators ranin-house training
with more than 300 staff. We now
have nine active facilitators and in
March 2017 we started a network
of project champions. By putfing a
calloutto directors of service and
heads of department, we were
hoping fo attract 50 to the network.
We started with around 70; this

is stillgrowing and is currently
above 80. Throughthat network,
we are seeing real process
change fromthe bottom-up.

We are becoming a community
abletolearn fromeach otherin
orderfo successfully implement
change. Academic faculties,

as well as professional
services, areinvolved and we
are encouraging people,

whentaking on areview,

fo involve champions from other
areas, in orderto learn from each
otherandto learntogether.

And what do you miss
about audit, now you
are fully engaged in
Process Improvement?

What | really like about process
improvementis that you are right
inthe middle of decisions being
taken, rather than evaluating
them afterwards. Interms of
overall satisfaction for me, being
abletohelp outareasthatare
confemplating changeis really
rewarding, ratherthan coming
inatalater point, when change
has happened and crifiquing it —
whichis a different perspective.

“success is
all about
people”

Butl dothink many ofthe same
principles stillapply. | do miss
the auditcommunity, they have
achallengingroleto carry out,
considering the organisational
risks and adequacy of
controls; something that I try

to be mindful of as we facilitate
processimprovement.

Ifyou're interested in speaking
fo Mark aboutany ofthe
above, please contacthim
on: m.ricketts@bath.ac.uk.



About us And Finally...

Organisations rely on processes fo get fhings done. Offen these Processfix facilitate New Year’s
simply evolve over time and become inefficient ways of working.  resolution afthe University of
Processfix bring powerful, proven and behaviour—changing Greenwichto provide a GREaf first
techniques to bearin a professionally facilitated environment. impression for students.

We focus on engaging your teams in their own improvement,
empowering them to re—evaluatfe the way they do things and
to develop new and improved ways of working that fransform
performance and deliverimmediate results.

Whether you require Rapid Improvement Workshop facilitation,
training, project leadership or an organisational wide process
improvement programme. Processfix specialise in facilitating
yourteam, delivering immediate benefits and instilling continuous
improvement across your organisation.

If you would like to find out how
Processfix can benefit your
organisation, please contact us at:

Processfix Limited BOOK on—line for fhe ﬂseélf[
Exchange House fix masterclas

Midsummer Boulevard sfix.com
Milton Keynes

PrOCESS
www.proces

MKQ 2EA
WWW.processfix.com
info@processfix.com
witon Next masterclass
Keynes 22nd February 2018
Price £495 per person
Book on—line at
www.processfix.com
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