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Session 3: Ildentifying Improvement Opportunities and Creating a Software Matrix

ldentifying Pain Points

Once you've identified what's holding you back, work to remove those inefficiencies. Gather a group together to brainstorm better
ways to approach troublesome areas. For each of the pain points identified in the current state process map, generate and record
ideas that may solve the problem.

ldeas for improvement opportunities to deal with pain points can come from a wide range of lenses (this list is not exhaustive),
including:

e Improving customer service/experience
e Reduced customer complaints

e Removing unnecessary steps

e Reducing wastage

e Increasing productivity

e Infroducing checklists

e Costsavings

e Quality control or improving quality
e Reducing risk

e Increasing safety

e Refining user roles

e Employee training
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Staff onboarding

Staff retention

Workplace design

Removing double handling or double entry
Introducing software or automation

Communication and collaboration.
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Example Improvement Opportunity Iden

tification

- digital job cards (no lost information)
- jobs allocated to staff with clear instructions
- staff view jobs and tasks on digital platform,
with any specific instructions
- team can communicate and collaborate in

real time

- better plan workloads with business
- digitally record jobs (no lost transparency
mformation)» - effectively allocate staff and equipment
- track staff and equipment - understand resource availability in real-
accurately time
- deliver accurate and
quotes

- no real-time data for
resource availability
- manual quote information
not transferred into
ordering
- no tracking of materials

- no tracking of inquiries,
lead generation or
conversion data
- manual data cannot be

and timelines
- no one-source for
information
(miscommunication)
- recorded details not
digitised

stored or transformed into

- lost data on project tasks

insights
- manual data can be lost

Ensure resources
available for job done Yes
Job scheduled in in owners head

=]

owners head - staff
- equipment
- inventory

Improvement
Opportunities

Owner informs staff
of job details via
phone

Payroll complete
No tracked or recorded

data/insights

Invoices sent

- mimimise revenue loss
-maximise billing hours
- improve job performance
through back-costing

- lost revenue
- missing inventory

jobs
- use reporting and business
S . - no data or insights of
insights to improve business
continual improvement or
model/performance

-increased value added time

- lack of information related to

identification of opportunities

- transparency in resource usage
and availability
- no double handling
- accountability

- manager transparency about
tasks completed and stages of
jobs
- better planning
- no lost information

- missed equipment data
or miscommunication
- uncertainty around

- lack of recorded job
information

- missing details of jobs
through manual processes

- not real time - slow updates

to job and additions
- double handling
- no productivity data
- no real time estimate vs
actual data

- incorrect information
- lost information
- incorrect materials
- lost materials
- incorrect rates charged
- no data for costing and
invoicing

Yes

Staff collect ¥es
equipment and go to

Admin review with
owner before
approval of payroll
and invoices

Job commences

supported by manual

Staff complete paper-
based weekly
timesheet and record

Manually input
payroll data and
process

- manual process
- doubling up on tasks
- inaccurate
- time pressures
- lost revenue (no back cost)
- no insights
- lack of checks and balances in place

- manual process - time

consuming
- mistakes
- items missed

job card ;
materials
Admin travels to
Yes collect from staff:

Manually create draft
invoice in accounting
software

- approval process
- no key person risk
- no double handling

- automated

- accurate and timely invoicing
- integrate with other software (Xero, payroll, etc)

- manual process
- time consuming
- mistakes
- items missed
- double handling

- job cards
- timesheets
random owner notes
kept during job

- admin chasing missing data

process payroll and invoices
- unable to backcost work

- not all data available
- not all data collected

-inaccurate/unable to

- staff complete daily digital
timesheets (no lost hours or
income)

- accurate hourly charge rates

- charge equipment and
expenses in real time for
invoicing
- digital receipts
- automated process
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ldentifying Improvement Opportunities for Your Pain Points

Use the table below to help you organise your improvement opportunity ideas and concepfs.

Process Step Pain Point Improvement Opportunity How it will Address the Pain Point
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|dentifying Software Functionality to Enable Desired State

Now you have identified the improvement opportunities, determine the functionality of software that could enable the realisation of
these improvement opportunities. See our example below:

DIGITIAL FUNCTIONALITY
- CRM for recording customers and opportunities
- workflows for staff
- job management
- data flows continuous in system from job management to submitting invoice
- inventory (real time)
- scheduling (transparency)
- project management to plan job and allocate tasks to staff
- timesheets and expenses
- time tracking for wages
- accounting for financial function
- integrated payroll
- business insights and reporting
- approval process for payments and invoices
- hardware to enable staff to access software solutions where and when they
need it
- digital training resources
- digital onboarding resources for staff
- real time tracking of staff and equipment
- forecasting and capacity planning
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Use the table below to identify sofftware functionality to realise your improvement opportunities

Process Improvement Software Functionality
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Create a Software Matrix

Once the software functionality has been completed, you can then go into further detail to complete a software matrix. This
itemises and describes the exact functionality required for you to achieve the desired state of your internal business process. This is
the due diligence part of the process improvement.

Use the functionality list to help to assess software are you are researching your options to understand if they are going to be suitable
to address the requirements for your business.
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Session Four: Change Management and Business Case

Contact Steve Wilson
027 263 0880

steve.wilson@velocite.co.nz




