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Why Continuous Improvement?



SDP and CI
 How can we align our work with the City’s of Madison’s 

strategic direction around Performance Excellence 
(V/M/V/SP)?
What do we do with feedback from staff, management, and 

customers on what is and is not working?
How can we systematically check our work practices against 

our policies, procedures, and regulations?
 How can we ensure we working toward meeting our goals?
 How can we encourage innovation?
What are best practice behaviors we can model for staff?



By the end of this session you will be able to  . . . 
• Define Continuous Improvement and how it is different from project management

• Describe the elements of the Deming Cycle (or PDCA Cycle) and the concept of iterative CI

• Understand the benefits of CI to your work at the City and how CI connects to leadership and 
management 

• Understand the expectations of your work with CI in SDP



INTRODUCTION TO CONTINUOUS IMPROVEMENT



What do we know about Continuous 
Improvement?
In the chat.



Definition
Continuous Improvement (CI) is an ongoing effort to 
improve the effectiveness and efficiency of the processes 
we use to deliver services to our customers.

Where are we 
sensing 

problems?

Better over 
Best!

Is anyone 
better off?



Continuous Improvement Process

You have ability to 
influence

Aligns with City’s 
V/M/V/SP

Is iterative/repeatable 

Is measurable

NO new $

NO new staff

NO new technology

What it is…a process that What it’s NOT…a process with



Process v. Project

Process

Repeatable Over 
Time

Unique Standard 
Operating Procedure 

for each Process

“Business as usual”

Project

Temporary

Project Management 
Standard Operating 

Procedures 
Universally Applied

“Whatever it takes”

Process Examples:
 Hiring new employees
 Issuing permits
 Paying vendors

Project Examples:
 Racial equity analyses
 Alcohol density study
 IT systems implementation



How does CI happen?  

https://www.youtube.com/watch?v=wLOk0UXo70g



What it looks like . . .

Plan 

DoCheck

Act

Plan 

DoCheck

Act

Quality
Improvement

Time



CI and Leadership v. Management 
Anyone can do continuous improvement!

Management: has a task oriented focus on the change process 
and models the behavior for teams

Leadership: works with teams to see how the great things they 
are working to make better are in alignment with our V/M/V/SP



CI TOOLS TO GET YOUR WHEELS TURNING



Problem Identification
“It’s a common leadership dilemma: you design and execute a solution, only to discover that you 

weren’t solving the real problem. And that’s a best case scenario. In some situations, your “solution” 
could create one or more new problems.” – Wharton@Work

 Ask yourself, your staff, management, and customers: what frustrations exist about the City’s work? 
 Is this frustration part of “business as usual”? (think: routine, repetitive cycles, not one time improvement)

 Can I measure this problem?
 Time: How long does this process take?
 Errors: What is the frequency of errors in the process?
 Amount: How many times do you do the process (per day/month/year)?
 Money: How much does it cost in time/materials?
 Sustainability: What resources are used(fuel/energy/materials)?

Why is this problem important to solve now?

What is the (S.M.A.R.T.E.) goal of solving this problem?



Process Mapping
What is happening? 
 Start and end point

 Flow direction

 Steps

 Decisions

 Documentation

 Delays/Waiting



Eight Wastes
 Lean thinking is rooted in respect for people: 
How do we listen to people and show people that their opinions 

matter?

How do we help people succeed in making changes to address 
frustrations?

How do we ensure better outcomes for residents and visitors?

 To build processes that deliver value to our customer, we must 
minimize the presence of the 8 wastes in our processes. 



Where can I get ideas for CI?
 Performance Excellence Focus Areas 

 RESJI recommendations from past Equity Analyses

 Equitable Workforce Plans

 Strategic Plans and Annual Work Plans

 Results Madison workbooks

 Employee Voice Survey Reports and Action Plans

MAC/WIC Survey 

 Community Surveys

 Customer Service, Feedback, and Satisfaction Surveys 

Engaged 
Public

Engaged 
Workforce

Strong 
Operations

Effective 
Use of 

Resources

 Piles of paper around the office

 Backlogs that need attention



2021 SDP CI EXPECTATIONS OVERVIEW



Introducing your 2021 CI Coaches! 

Jack Brody

• Engineering

Kim Kennedy

• CDA Housing

Stephen King

• Engineering

Kara Kratowicz

• Human 
Resources



CI Process Guidelines
The improvement is about challenging business as usual. 

• Is there something you have always wanted to influence to change? Now is your opportunity!

It is not a project. 

• You should choose a process – something that occurs on a regular and ongoing basis.

The process can be improved by June. 

• Don’t choose something that only occurs twice a year or once every year.

The process involves other people. 

• It takes a team to get extraordinary things done in an organization.

You are in charge. Your CI coach is your lead support.

• We will support you based on the needs you identify, but this is a self-directed Process. If you fail to complete the 
Process, you will not officially complete the program.

CI Lightning Talks 

• You are responsible for a 5-10 minute presentation to your peers in June summarizing the outcomes of your 
improvement.



2022

Today

Oct Nov Dec 2020 Feb Mar Apr May Jun

CI Process Overview

10/06/2021

Deliver CI Process Proposals at SDP
11/10/2021

Q1 SDP Check-In

2/16/2022

Q2 SDP Check-In

4/13/2022

CI Lightning Talks

6/8/2022

10/06/2021 11/10/2021
Scope CI 
Process

11/10/2021 6/8/2022CI Coaching Available

CI Process Timeline & Milestones



Important Dates & Milestones

Date Milestone Activity

TODAY Defining CI, Training
CI Process Instructions 

Take notes, ask questions, begin 
brainstorming

11/10/2021 Deliver CI Proposal at 
SDP 

Present 3-minute overview

2/16/2022 SDP Check-In Show up with your notes, get ideas from 
colleagues, check in with Coaches

4/13/2022 SDP Check-In Show up with your notes, get ideas from 
colleagues Coaches

6/8/2022 CI Lightning Talks Present 5-minute Lightning Talk



CI Proposal
November 10, 2021



Preparing for your CI Proposal
1. Give us the basics:  Process Title, Your Info, Your Sponsor’s Info

2. 3 Minute Overview of your Process
◦ Define the Problem – using the CI tools as your guide, help us understand the specific 

problem you’re trying to solve with your CI 

◦ Scope the Problem – answer “Why this CI? And why now?”

◦ Assemble your Team – using the CI tools as your guide, describe who will bring expertise, 
guidance, support to this CI

◦ Name your Strengths – what are your top Strengths and how will you leverage them in 
service of this CI?

3. Q&A from your colleagues



CI Process Title

DEFINE the problem

SCOPE the problem

ASSEMBLE your team

NAME your Strengths

SDP Participant Name
Title
Department

Executive Sponsor
Name
Title 
Department

CI Proposal Format
- Slide is optional, no additional slides
- 3 minutes (timed), 2 minutes of Q&A 

C

D

E

F

G

H

B

A

12/17



June 8, 2022



What is a Lightning Talk? 
• Knowledge-sharing technique

• Comes from the IT world

• Creates energy around Continuous Improvement



About the Report Out Format

5 Slides

5 Minutes

PDCA + Impact

“5x5”
P

DC

A



Preparing for your
1. What is a Lightning Talk?

• Knowledge-sharing technique

• Lots of secondary benefits

• Creates energy around Continuous Improvement

2. “5x5” Format - 5 slides, 5 items, 5 minutes

• DESIGN. Use the slide template or use your own. Only rule = 5 slides of content.  
Period.

• FOCUS. Slides line up with Plan, Do, Check, Act cycle. 

• PRACTICE with timing, phrasing, and using technology*

3. Practice during Q1 and Q2 SDP Check-Ins



PLAN

DO

CHECK

ACT

1

2

3

4

5

Lightning Talk Format – 5x5
- 5 slides
- 5 topics
- 5 minutes

6/8/22



Learn More about Continuous Improvement

 Bookmark: Performance Excellence  

Watch: Lightning Talks Channel 

Is Continuous Improvement something you want to get more involved in? 
Reach out to Kara Kratowicz, PE Specialist at kkratowicz@cityofmadison.com

mailto:kkratowicz@cityofmadison.com


Temp check and Q/A

• In the chat, on a scale of 1-5, how are you 
feeling about the CI process, selecting a project 
for SDP, and the expectations through June?
• 1 – I’m still confused about what CI is. I don’t know where to begin.
• 5 – I feel ready to choose a project. I have ideas in mind. I know what’s 

coming. 

• What questions do you have?



HOMEWORK: 
Come to 10/13 with Idea(s) for CI Process

 RESJI recommendations from past Equity Analyses

 Equitable Workforce Plans

 Strategic Plans and Annual Work Plans

 Results Madison workbooks

 Employee Voice Survey Reports and Action Plans

MAC/WIC Survey 

 Community Surveys

 Customer Service, Feedback, and Satisfaction Surveys 

Engaged 
Public

Engaged 
Workforce

Strong 
Operations

Effective 
Use of 

Resources

 Piles of paper around the office

 Backlogs that need attention 


