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1.Background  
The E2E Squad (Appendix 1) is a vital part of the human resource team in a reputable NZ 
Bank, which is providing immediate support to over 5000 employees. Squad is facing 
significant challenges in delivering operational excellence (Appendix 2) due to strict 
compliance procedures, adaptation of new software, and supporting various existing critical 
applications.  

Big Picture 

 
 

 

2.Current state 
Not 100% Good organisation test score (Appendix 3) | CATOWE (Appendix 4) 

Rich Picture 

 
 

Our squad deliver somewhat what is needed but our turnaround time is higher, also due 
inadequate awareness of OE practices there is an opportunity to reduce waste and improve 
quality here. (Appendix 7) 

 

3.Vision for desired outcomes 
• Well controlled pull-based system without UDE (Emergent Properties). 

• Quality services with least variability that creates value for end customers. 

• Reduction in operational cost in terms of time and monetary value. 

 

4.Process flow & Root cause analysis 

 
Clear picture (Appendix 8) 

 

 
Clear picture (Appendix 9) 

 

  

 

5.Proposed Counter Measures 

 
 

6.Measurement 
 

 
To measure success, we can utilize chase strategy by comparing Takt time (Appendix 21) with 
throughput, we can also harness the benefits of throughput accounting here as well to determine the 
profitability and worthiness of our squad. Please note that, values used in above diagram are arbitrary 
and are meant for illustrating the idea only. 

 

7.Hypothesis 
Strengthen: Strategically, we will be trying to strengthen our team position by raising their 
confidence, trustworthiness, knowledgebase, and capabilities via including everyone’s feedback and 
criticism in line with Abilene paradox learning and then leveraging them with skills to adapt lean 
approaches. 
Attack: With righteously selected tools and practices, we should be able to speed up our process with 
lesser waste, in deliverance of services for, e.g., avoidance of un-necessary meetings, avoidance of 
repeated work, or in nutshell avoidance of anything that does not add value. 
Withdraw: Utilization of theory of constraint and DMAIC approach will not only ensure our 
continuous improvement but will also increase the throughput of our squad, which is critical in-
service area, apparently it will enable us to deliver improved quality by allowing us to deliver more 
with our existing capabilities. 
Defend: Finally, by appropriately utilizing the Geoff Cardwell four essentials we can ensure the failure 
safety of our system and processes, thus we will have no interruptions or undesirable events. 

Nutshell: by doing above we will be having well controlled and efficient working arrangements with 
lesser variability and higher throughput, which consequently will result in higher quality and reduction 
in overall operational cost. 

 

8.Plan 
 

 
It is important to highlight that, to achieve operational excellence, we are required to drive changes 
with collaborative approach, involving all three pillars of Operational Excellence i.e., culture, 

leadership, and processes (Appendix 23) overall change process does require its due time with 
contribution from every stakeholder involved. 

 

9.Follow-ups 
• Regular monthly program follow-ups reviews 

• Program completion meeting and outcome reporting + Documentations 
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5.Kiss a class of special people. (Appendix 20)

4.Analyse squad’s Dunbar’s number

Educate team about Dunbar’s number. 
(Appendix 19)

It is important because we have over 5000 
employees.

Maintain a List of our key contact 
points.

3.Treat root causes as bottleneck problems 

Remember “system can only have 
one constraint at a time”.

Apply Numerical evaluation framework to 
pick top constraint (Appendix 16)

Apply 5 focusing steps of TOC to 
eliminate them. (Appendix 17)

Consider DMAIC. (Appendix 18)

2.Team training & awareness

Increase team awareness about Lean practices to eliminate 
waste using practices such as 5S. (Appendix 11 – 13)

Adapt right Processes righteously (Appendix 14 – 15).

1.Raise awareness of Abilene paradox “No fear”!

Do you want the deaths of 7 people on your hand? #1 priority is to establish a jelled culture specially in a highly regulated controlled 
environment where generally people are afraid to disagree. (Appendix 10)
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E2EEE {End to end employee experience} Squad. 
Role Count Responsibility 

Service owner 1 Representative of entire squad, responsible for each entity and process within the domain and a 
key contact person for upper-level management. 

Application Support Engineer 2 Responsible for monitoring and providing support to end users via triaging the issues with the 
technical team 

Analyst / Programmer 2 Technical resource responsible for analysing and writing small computer programs to support 
various applications. 

Integration Engineer 1 Technical resource responsible for overseeing the interconnecting system integrations and 
involved in various initiatives for inter system data exchange. 

Solution Architect 1 Technical resource responsible for analysing the system architectures and providing the design 
prints for existing and intended systems. 

Business Analyst 1 A key resource, responsible for overseeing the overall business process and ensuring their 
compliance with organizational standards. 

Test Engineer 1 Technical resource responsible for testing and validating the applications that are being used and 
developed for end users. 

Scrum Master 1 Responsible for conducting agile ceremonies and tracking the sprints to ensure the quality 
delivery of output over the agreed period. 

  

Appendix 2 BACK 

Operational Excellence  
Performance of effective and efficient work to fulfil the desired objectives in the delivery of product and services that satisfy customer’s 
need with value and ability to continually improve the work.   

Appendix 3 BACK 

Nine tests of good organisation design 
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CATOWE Checklist 

 

 

 

Appendix 5 BACK 

UDE (Undesirable Effect) 

A  c e n t r a l  c o n c e p t  f r o m  T O C  t h i n k i n g  p r o c e s s e s ,  w h i c h  r e p r e s e n t s  e ff e c t s  t h a t  p r e v e n t  t h e  s y s t e m  o f  i n t e r e s t ,  

o r  o r g a n i z a ti o n ,  f r o m  a c h i e v i n g  i t s  g o a l .  

 

Appendix 6 BACK 

Difference between Production & Service processes 

 

 

 

Customers

• 5000+ Bank permanent and contractual employees

Actors

• E2E Squad, our vendors, and cross functional teams

Transformation

• Optimised service delivery time, quality and confirmity to the banking 
compliance requirements

World View

• In order to deliver higher value to our end customers, we must deliver value 
to our human resource by leveraging them with higher standard of services

Owner

• Though we have service owner but entire E2E Squad own all processes and 
held themselve responsbile for UDE

Environmental 
Constraints

• Stringent security compliance, Huge number of regular users, a very large size 
of external teams and lack of wider system awareness.
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Appendix 6.1 BACK 

Foundations of the 7 Element OEMS: Key Controls & the 7 Elements 
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Itemised list of problems we are trying to solve here . 

#  P r o b l e m s  

1  W e  c a n  r e s o l v e  t h e  q u e r i e s  a n d  i s s u e s ,  b u t  t h e  t u r n a r o u n d  ti m e  i s  r e m a r k a b l y  h i g h  

2  V a r i o u s  ti m e s  t h e  r e p o r t e d  i n c i d e n t s  a r e  n o t  r e l a t e d  t o  o u r  s q u a d  b u t  g o t  a s s i g n e d  t o  u s  

3  N o t  e v e r y  p e r s o n  i n  o u r  s q u a d  h a s  a d e q u a t e  k n o w l e d g e  o f  e v e r y  s y s t e m  t h a t  w e  s u p p o r t  t h e r e f o r e  w e  w i l l  

h a v e  t o  r e l y  a t  t h e  m e r c y  o f  s u b j e c t  m a tt e r  e x p e r t  w i t h i n  o u r  t e a m  

4  R e l e v a n t  s q u a d s  f r o m  o t h e r  b u s i n e s s  u n i t s  p r e f e r  d i ff e r e n t  m o d e  o f  c o m m u n i c a ti o n  a n d  i t  t a k e s  a  w h i l e  t o  

d e c i d e  t h e  r i g h t  b u s i n e s s  p r o c e s s  t o  b e  f o l l o w e d  o n  c a s e - b y - c a s e  b a s i s  

5  S t r i c t  c o m p l i a n c e  r e q u i r e m e n t s  i n  b i g g e r  o r g a n i z a ti o n  r e q u i r e  l o t s  o f  ti m e  f o r  d u e  d i l i g e n c e  

6  S o m e ti m e s  i n  n e w  i m p l e m e n t a ti o n s  v a r i o u s  t e a m s  o p e r a t e  i n  s i l o  a n d  j u s t  a t  t h e  e n d  b o m b a r d e d  o u r  t e a m  

w i t h  h u g e  a m o u n t  w o r k l o a d .  

7  W i t h  l i tt l e  l e a n  p r a c ti c e s ,  a d e q u a t e  a m o u n t  o f  w a s t e  i s  p r o d u c e d  t h a t  b e a r  n o  v a l u e .  
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Why Abilene  
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Lean 5s 

 

h tt p s : / / w w w . l e a n p r o d u c ti o n . c o m / 5 s /  
 

Appendix 12 BACK 

W a s t e  
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Avoid Meetings 
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Right Processes  

 

 
 

https://www.leanproduction.com/5s/
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Insightful process comparison 
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Numerical Evaluation Framework 

 

C o u r t e s y  P i e t  B e u k m a n  
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Five steps to eliminate constraints. 

 

https://www.leanproduction.com/theory-of-constraints 
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DMAIC 
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Dunbar’s Number theory 

 

https://www.funktionevents.co.uk/team-building/blog/dunbar-number-theory 
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Four essentials for failure prevention 

 

  

 

https://www.leanproduction.com/theory-of-constraints/
https://www.funktionevents.co.uk/team-building/blog/dunbar-number-theory
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What is Takt time 
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Die, Survive or Thrive? 
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OE Structural elements 
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R e f e r e n c e s  

What is Operational Excellence  

h tt p s : / / s i x s i g m a d s i . c o m / o p e r a ti o n a l - e x c e l l e n c e /  

CATWOE Checklist 

h tt p s : / / w w w . b e n c h m a r k s i x s i g m a . c o m / f o r u m / t o p i c / 3 9 3 2 8 - c a t w o e -

c h e c k l i s t / # : ~ : t e x t = C A T W O E % 2 0 i s % 2 0 a % 2 0 s i m p l e % 2 0 c h e c k l i s t , v i e w % 2 0 % E 2 % 8 0 % 9 3 % 2 0 O w n e r s % 2 0 % E 2 % 8 0 % 9 3 % 2 0 E n v i r

o n m e n t a l % 2 0 c o n s t r a i n t s  

UDE (Undesirable Effect) 

h tt p s : / / w w w . i g i - g l o b a l . c o m / d i c ti o n a r y / i n n o v a ti o n - l e a d i n g -

o r g a n i z a ti o n s / 1 0 2 1 3 6 # : ~ : t e x t = A % 2 0 c e n t r a l % 2 0 c o n c e p t % 2 0 f r o m % 2 0 T O C , o r g a n i z a ti o n % 2 C % 2 0 f r o m % 2 0 a c h i e v i n g % 2 0 i t s % 2

0 g o a l  

PCRM 

h tt p s : / / w w w . l i n k e d i n . c o m / p u l s e / p r o c e s s - t a r g e t - r e f e r e n c e - m o d e l - p o r tf o l i o - r e a d y - fi n a l - r o w e - i ti l - l s s /  

Abilene paradox 

h tt p s : / / w w w . b e tt e r u p . c o m / b l o g / a b i l e n e - p a r a d o x  

Theory of constraints 

h tt p s : / / w w w . l e a n p r o d u c ti o n . c o m / t h e o r y - o f - c o n s t r a i n t s  

h tt p s : / / w e b . a r c h i v e . o r g / w e b / 2 0 1 7 0 5 1 6 1 9 2 9 2 6 / h tt p : / / w w w . g o l d r a tt r e s e a r c h l a b s . c o m : 8 0 / d o c u m e n t s / W h a t % 2 0 i s % 2 0 T h e o

r y % 2 0 o f % 2 0 C o n s t r a i n t s % 2 0 b y % 2 0 D r % 2 0 A l a n % 2 0 B a r n a r d . p d f  

DMAIC 

h tt p s : / / w w w . s i m p l i l e a r n . c o m / d m a i c - p r o c e s s - a r ti c l e  

What does OE Looks like 

h tt p s : / / w w w . j u r a n . c o m / b l o g / i n t r o d u c ti o n - t o - o p e r a ti o n a l - e x c e l l e n c e - o p e x  

Key Principles of OE 

h tt p s : / / w w w . s m a r t s h e e t . c o m / c o n t e n t / o p e r a ti o n a l - e x c e l l e n c e  

The Four Essentials for Failure Prevention in Quality Systems 

h tt p s : / / 6 p h e a l t h s y s t e m s . fi l e s . w o r d p r e s s . c o m / 2 0 1 5 / 1 1 / c a r d w e l l - 4 - e s s e n ti a l s - n z o q - p a p e r - 2 0 0 1 - v 2 . p d f  
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• Value change management at Westpac 
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a. https://www.youtube.com/watch?v=Drgdg9lY8WQ 
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