1. Define the
problem or
area you
would like to
change. Be
specific.

2. Why does
this need to

change or be
improved?
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3. What are
the current
process steps?

4. What are
the causes or
gaps?

The DMAIC Way® A3 Storyboard

Project Charter

VS Cariberton Pragram
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1. Project Charter & Interrelationship Diagram: Create a certification program to standardize specialist
skills across all locations, improving consistency and onboarding.

2. Project Charter & Interrelationship Diagram:

- Consistency: Ensure all specialists have the same skills and knowledge.

- Efficiency: Streamline onboarding for new hires.
- Quality: Enhance service quality.

- Competitive Advantage: Stand out in the industry.
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Flow Chart:

4.Interrelationship Diagram (see above)

Gap: We lack a way to ensure specialists in different markets consistently

deliver the same level of service.

5.
Causes (Five Whys):
- No one has invested the time to create a plan.

5. Why did the gptions (Brainstorming):
cause(s) OCCuUr _ Create a defined training program.

or what are
the options?

- Train one specialist in the market and have them
- Share best practices across Zones.

The DMAIC Way® and The DMAIC Way® Logo are Registered Trademarks of Creative Solutions Group

Farattacy. Crasrs of speciaets Vove e sarms s scd Wrowhicps.
rcercy. sovanion setausng o aw en

ustty. Cxtwnee vervics gastty

- Zand ovtle s ey

I
I
= [ Swn | Teesate ] -
o | | wnvaes |
M P | s et s Sl Mok P Opl b

st - en temoctet cn canfasar reecyimenss

o o —as

Jermare adecaste rescucn bacichrg g, Sre, e e bresagy e atccated X the praee
frecare scecatve suy 2 avc asper - sroiwct.
fancrisizn e foves sect dubuncy of sersficascn

[P e sanes rotect af the carstication srcgen s SMfcet focadon
et Cumcies
nsun

no
2.1y (raining
budget

what
learnings to
take
m 2
© doesthe
traning?

Current Process:

= New- Specialists attend virtual Onboarding course and shadow/ride-along tenured specialist
for a couple of weeks (in no paricular order.

- Selection of tenured specialist is at discretion of Zone Manager.

We lack a way to ensure specialists in different
markets consistently deliver the same level of
service.

Why?

Specialists across different markets are not being
trained the same.

Brainstorming Options Why?
We don't put enough focus on training.
a5, establish Why?
::::‘m MS S We don't have enough time for training.
council camatal Vyhv? )
oo We lack a formalized onboarding plan.
den't change % Why?
Pt bl No one has invested the time to create a plan.
time can share their
bect pracices
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Our LMS will provide
visual onboarding
Flow Chart: path and teammates
and managers will be
updated via LMS
notification.
—
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onboarding survey 7. What will be
put in place to
prevent
backslide?
Resulls are shared with
Director of Operations and (What other
Region Manager processes/systems
are impacted, what
metrics will be
measured, what
documents need
updated, what
Region Manager provides ining should be
feedback to Mar WHO [ What When How conducted/created)
Ma:‘:\:“argéolscuss status and progress of new hire onboarding Daily |End of day debrief
Region Manager: TBD;DIscuss status and progress of new hire onboarding Weekly |ioni weekly meetings

BD:

Monthly (Scheduled appointment on calendar

Monthly [Reoccuring weekly checkin meeting

Market Lea BDIDIscuss survey results

Monthly |1onl weekly meetings

Ops Director: NN

Discuss status and progress of new hire onboarding

Iscuss survey results with Leadership Team
“ompliance Check: Randomly select new hires and confirm they are
A where they should be in the onboarding

Implementation in progress!

Quarterly |Scheduled quarterly meeting

Quarterly |Reoccuring biweekly meeting

Quarterly |ton1 weekly meetings

8. Is the issue
resolved?
Prove it, (show
results).

9. Memorialize
the work by
storing your
A3.
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