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About me

« Software developer in the 1980s and consultant
today

 Insurance, healthcare, telecommunications,
finance and IT

« AKT, PMP, Six Sigma MBB, Lean Sensei

« Telecommute from Jacksonville, Florida

Jeanine.mcquire@optum.com
@aqualitate13 on twitter

N
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Our mission

UNITEDHEALTH GROUP

Ranked 6th $201.2B
of the Fortune 500 FY17 revenue

An

o ® A diversified enterprise with
w UnltedHealthcare complementary but distinct Q O PT U M ©
business platforms
Health Benefits Health Services

OUR MISSION

Helping people live healthier lives and helping make the health system work better for everyone

OUR VALUES

Integrity Compassion Relationships Innovation Performance

Aa
.
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Powering intelligence across the health care system

HEALTH CARE INTELLIGENCE
PHARMACY

/ CARE SERVICES

PAYMENT

INTEGRITY AN

PERFORMANCE
ANALYTICS

'OL/ED
CARE
MANAGEMENT

\ REVENUE CYCLE
MANAGEMENT

222M+ consumers, ~25K analytics experts, 20 of the top 25 25+ research partners
~190M lives of claims data and spanning clinical, financial, actuarial U.S. health plans collaboratively researching and
100M lives of clinical data and technology domains leverage Optum analytics innovating with OptumLabs

Q OPTUM" © 2018 Optum, Inc. All rights reserved.
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United Health Group employee locations

H

Canada
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The growth challenge

Locations Supported
New Employees
Contractors

Projects
Help Desk Calls

Desktop Apps

Organizational Change Vendors Supported

Teams Supported Software Supported
Data Printing Demand

I - -
Employees Supported SR Technical Complexity
Natural Disasters Pace

I
.
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Redefine Drive
Quality Change
Act With Encourage

Courage Growth
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C:/Users/jmcgui9/Downloads/Apex Overview.mp4

The Apex Program

6 LearnSource

Modules

SharePoint
Resources

Adoption
Activities

Expert Guidance
& Support

*  Fundamentals

 Performance
Management

* Work In Progress
Management

*  Optimization

 End-to-End
Process
Management

 Change
Management

s
~orTum

repository provides
tools, templates and
additional learning
resources while

Activities in
LearnSource require
usage of the tools
introduced for
the training

A SharePoint Workshops and group
discussion activities
to support you as
you use the tools
and processes

encouraging

collaboration

© 2018 Optum, Inc. All rights reserved.



Program Highlights
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Apex Program

Apex is about reaching the apex or pinnacle of performance through the use of best
practices in Lean, Business Process Management and Kanban.

r _ 2 r 2 ﬁ _ \
* The Evolving + Performance * Work in Progress
Marketplace Management Management
* The Customer + KPIs * Kanban
Perspective + Translating * Managing the Work
+ Management by Requirements into « Other Visual
Objectives KPls Management Tools
* Visual Management * Dashboards
Performance oI
Fundamentals Progress Six
- Management
Management WBT
— courses
4 N\ 4 . N\ 4 ™
« PDCA * Quality Management * The Value of Change
+ Root Cause Analysis Reviews Management 30 — 45
. Problem_50lving . Maturity Model « ADKAR Model .
Approaches and + Vision for Moving * Roles in Change minutes
Resources Forward Management each

End to End

Optimization Process Leading

Change

Management

Q OPTUM’ © 2018 Optum, Inc. All rights reserved. 1



Hub Connect: ongoing support

~orTum

Module 3: Work In Progress Management

[
f

Objectives

The objectives of this module are to:

* Leverage Work In Process (WIP) Management to facilitate an

effective and empowered workforce.

* Demenstrate Kanban as a visual, WIP management tool.

= |dentify the best practices for WIP Management.

* Understand how WIP methods transkate fo increased employee

engagement and ownership.

= |dentify other potential visual management tools for use in the

workplace.

Access The Course

Apex Reading List

Good To Great Why Some
Companies Make the Leap...And
Others Don't

KANBAN: Successful Evalutionary

Click here fo access the course. GChange for Your Technology
Business
s Category : Quick Reference (4) The Daily Edge
g  Instructions fo Request Swit Kanbsn  June 8, 2016 Toyota Kata: Managing People far
Improvement, Adaptiveness and
g5 Keys To A Successful Gemba Walk March 8, 2016 Superior Results
Quick Reference
Zeignarik Effect
LE] \isual Management Quick Reference April 5, 2017
FE] Ways to Manags Work and Address April 5, 2017
Bottlenecks
4 Category : Resources (1)
[ HubConnect Kanban Group May 3, 2017
4 Category : Tools & Templates (4)
g5 Hudde Agenda April 5, 2017
B Huddle Option for Teams in Different April 5, 2017
Time Zones
& Kanban Board Template May 4, 2016
g SIPOC Template May 23, 2017

4 Category : Videos (1)

© 2018 Optum, Inc. All rights reserved.
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Example Huddle Agenda

 Review Kanban board and key metrics (5 minutes)
— Project backlog
— Project exceptions
— Expedited work
— Cycle time
— Blocked work

— ldentify obstacles (5 minutes)
— Data?
— Resources?
— Change Leadership?
— Communication?
— Process?

« Take Action (5 minutes)
— Shift resources
— Leadership action to resolved blocked work
— Make process changes

Track action taken, who is responsible and when.

Aa
.
Q OPTUM © 2018 Optum, Inc. All rights reserved.
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Virtual Huddle Process

< OPTUM

Step

Action

At least once per month, send an email to your team and ask that each team
member send to you their top five issues or pain points that impede the
team’s ability to achieve performance targets. Your question can be focused
on any metric that is below goal or on your specific process.

Collect the responses and cluster those that are similar.
Count the number of responses within each cluster as a way to weight
them.

e Write a brief summary statement for each pain or waste cluster.

e Start another virtual brainstorm session by emailing the highest weighted
pain point to your team and asking them for solution ideas.

e Summarize the solutions that you receive from your team. You can use a
spreadsheet to create a grid that identifies the pain point and solutions.
Assigning a number to each solution will help with the next step in this
process.

e Send the solution grid to your team members and inform them that they
have 20 virtual dollars to “buy” their favorite solutions. They can spend
the dollars on any number of solutions, but cannot spend more than $5
on any one solution, so will need to consider multiple solutions.

e Ask team members to return the grid to you showing how they want to
spend their dollars.

e Create a slide with all of the solution numbers from your grid to tally the
dollars spent by your team members in order to see the results.

Implement the ideas with the most dollars.

© 2018 Optum, Inc. All rights reserved.
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Kanban Group: collaboration

-

< OPTUM"

Feeds

Browse ~ Apps - The Hub

K .
Anban [Pron kar‘.-maN}

Kan, i ¢

MEaNS “Visyg)

Kanban, or 'signboard’ in
Japanese, is & management
methodology that allows us to
achieve "Flow" in a high demand
business full of variation. This
group is dedicated to better
understanding Kanban with a
capital "K" as describe by David
Anderson in his book "Kanban:
Successful Evolutionary Change
for Your Technology Business”.

Crwmed by:
Matthew Liscomb, Erik Gross,
Alan Jenkins

Tags:

kanban, agile, lean, devops
Group Type:

Open

Created:
Dec 1, 2014

There are no projects in this
place

WY Sandra Coakley

B Websites: Kanban Resources

3 years ago

¥
I Show mare

How do | gain access to Swift Kanban?

Just saw a lunch & leamn on this - These insfructions seem cut of date:  hitps:/hub.uhg com/sitesub/OptumiBusinesses/Optum-
Technology/LeamingfApexDocs/instructions to Request Swift Kanban.docx  But the ITG Request type has been replaced by a SharePoint — |

followed the link, ...

Show more acfivity

Hello! This process has changed recently and should be requested through SenviceNow @ httpo/fgoto.uhe . com®anbanlic/Request

[E Start a discussion

[E Wwite a document

[{ Upload a file

[E] Wwrite a blog post

il Create a poll

(@) Create a project

Create a status update

== Creste by email

2 Invite people fo join this
group

Group feeds
I Cresate a video

I Create an event

Type your guestion

Askit

‘Websites: Kanban Resources

o)

Senvicenow link to Kanban

Kanban Experience
Presentation

|z SAFe Agile?

oD E @ .

Mew Kanban Certifications in
My Professicnal Profile!

© 2018 Optum, Inc. All rights reserved.



Maturity Assessment

Building a vision and game plan for moving forward

« Leaders complete a maturity assessment and action plan for their organization.

« Scoring ranges from 1 to 5 to reflect level of optimization and integration through value

stream

« Dimensions scored are:
- Integration across the supply chain

- Foundation in the form of process documentation, maps, SOPs etc.

- Performance management facilitating data-based decision-making

- Work in progress management including use of a Kanban system

— Automation where possible and practical to increase quality and efficiency
- Continuous improvement as a combination of innovation and incremental growth that improves delivery

to the customer

« Keys to success included:
- MBO goal
- Project manager oversight
- 1.5 hour web-based workshops

A\
~orTum

Baseline PCM Maturity Score

Scope

Automation

Improvement ————Governanc

H Score

\ear %/ 2.13 Overall

© 2018 Optum, Inc. All rights reserved.
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Maturity Snapshot

The assessment resulted in a snapshot of maturity within the organization.

Average
Maturity Categories Team 1 Team 2 Team 3 Team 4 Team 5 Team 6 Scores
Integration 2 2 2 2 3 3 2.4
Foundation 2 2 2 2 2 3 2.1
Performance Management 2 1 2 1 3 2 1.9
WIP Management 2 1 2 1 3 3 2.1
Automation 3 2 2 2 3 3 2.5
Continuous Improvement 3 2 2 2 3 2 2.3
Team Scores 2.3 1.6 2.0 1.9 2.8 2.7 2.2

TS

< OPTUM®

© 2018 Optum, Inc. All rights reserved.
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Action Plans
Leaders also were required to submit action plans as part of maturity assessment.

|

] Maturity Catego Description - Team Theme(s] - Gap - Owner Actions - Status | _ | Start Dz _ El:ld' Commen
‘We use Rally and Kanbar, We use work in Ker E ach tearn mermber needs to
Leader standard work to progress limits in Rally but not Kanban. focus on tasks listed on the
ermpower and enable the Kanban board and limit wip to 3
organization to achieve peak tasks.
o efficiency and performance;
w‘:;:;:;';z:” Includes tools such as Teamn A WiP
huddles, dashboards,
Kanban cards. Kanban
boards and other visual
= rmanagerment tools
Leader standard work to
empower and enable the
orgarization to achieve peak Move our work intake process to
R efficiency and performance; a prioritization process so the
plariin Bioar ez Incll.J:es Il:uu’l:':;ud] as TeamB WiP tearn can pull the work versus
Management huddles, dashboards, pushing the work. This process
Kanban cards, Kanban should also allow our custorners
boards and other visual Don't have a good process to push back on work to see the backlog so they can
management tools irtake. The currert process requires that work is understand the current priority
55 assigned shortly after it comes in to our gueue. Dave of their request
Mo well defined method For tracking non-incident [ Suchi Adopt Kanban into standard In progress -
actities such as SLO tasks. adhoc requests from workflows where appropriate. Yellow
peer leams elc, Create and continue to refine
tearn Kanban board.
OFf-Shift tearn has limited efficiency regarding
U.S. based incidents due to tirmezone gaps.
Leader standard work to
empower and enable the Slriving to enhance collaborative
organization to achieve peak ::ﬁfi::m::;ini:::]
e B RS efficiency and performance: gan belter progress from shift o
Management Includes tools such as Teamn A WiIP shift.
huddles. dashboards,
Kanban cards, Kanban
boards and other visual
rnanagernent tools
56

~opTum

© 2018 Optum, Inc. All rights reserved.
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Kanban Adoption
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Kanban Tools
CA Agile

Used by software developers
following Agile method

Follows Agile work process

Kanban board integrated with Agile
suite of tools

Over 1800 licensed users,
including:
IT Support Areas
Release Management

Business Areas
Customizable by business process

Lower cost, fully featured Kanban
solution

© 2018 Optum, Inc. All rights reserved. 20




Kanban Training Curriculum

Apex Module 3 Kanban Essentials | | Tool-Specific

. Introduces Kanban and Design Kanban Training
with hands-on Workshop (KMP 1) . CAAgile Kanban
exercise training organization

» 2-day session

» Course and trainers
certified by Lean
Kanban University

*KMP Il available on
request or

Q recommendation.
OPTUM © 2018 Optum, Inc. Al rights reserved. 21

 On-demand

S « Swift Kanban training
availability




Technology Services Case
Study

Responsible for workstation infrastructure
support (i.e. OS, Citrix, connectivity)

QOPTUM‘E



The Problem

We are missing our SLAs related to cycle time.

* In this snapshot from 3/20/2016:
All Queues: 2335 active incidents.
1189 assigned to staff (51%).

All Queues - Assigned Incidents by Last Update Time Over 40% of all work has

‘?‘m}ﬁ' stopped (restored or waiting)

700
800
500
400 25% over a week old
300
200
100

ﬂ T T T T T T T T T T T T - T

E P P 2 2 4P e P F a2 e
BT W W N rﬂbx@qx“ S

2017 Snapshot:

The 5 individuals with the most assigned incidents not updated in remote queues in the last 24 hours are
also amongst those with the highest number of concurrent assigned tickets.

Q OPTUM" © 2018 Optum, Inc. All rights reserved.



We Didn’t Invent This!

“v DelOps Improvement Projects (49)

Accepted (5) Measure (9) Analyze (14) Improve (14) Control (4)

PRJTE S5TDAT 5TD52 ,ﬁ S5TDA6 =5 PRITO

New Hire for MNDS1 Appstore Only Status Review Analyze 12_2_2016 INCIDENT Citrix/VDI Skills Training IE11 Enterprise Standard -

REOCCURENCE QUALITY Prework Crider
REVIEW

* &k © * Wk © * % [F]18-J8n-2017 1 * % % [¥]31-Jan-2017 (O] * % % []31-Dec-2m16 o
STD34 o8 3 = PRITT STDAS PRJ10Z STD25

Genesys Works New Intern New Hire Checklist - Tools VDI Incidents which are Self SME Engagement CMS Manager training module

Section Service Requests
L Q) % W [5]31-Jan-2017 o % % []31-pec-2018 © % o [] 30-Nov-2016 © % d o [] 31-0ct-2016 O]
dS = OTA L %
T ey SR S

STD31 PRJT6 PRJ99 PRJ101 PRJ53

Multiple depot devices due to Mew Hire Checklist - Access Documentation Updates for Onboarding Improvements - Access Admin Warm Transfer

hardware issues List Modemization Activities. Product Grouping Pilot
* J & [ 27-Jan-2017 @ * J % [ 14-Jan-2017 @ * J % [ 31-Dec-2016 (O] ° % & [F] 31-Jan-2017 (O] ok (O]
PRJ90 STD2T FRJ38 STD4D STDAT

PTO Coverage - Technician Opportunities while on Warm Gobi Support Ops Readiness Outlook FCR+ Self-Service Training

Pain Points Transfer (ServiceNow view) Improvemnt
* ok ® * % % [ 30-Jan-2017 @ * % % []10-Dec-2m6 (O] % # % [7] 31-Dec-2016 (O] # % % [] 08-Dec-2016 (O]

Adoption of a
foundational Kanban

principle

© 2018 Optum, Inc

. All rights reserved.




Traffic Jams & Work In Progress

High Demand — No Limits

High Demand — Flow Control

o,
.
Q OPTUM' © 2018 Optum, Inc. All rights reserved.



Benefits

Limiting Work in Progress

Ensures staff covering PTO won’t be overloaded

Provides a better sense of accomplishment as work is completed instead of held
Can reduce overburdening when handing out escalations

Reduces stress from juggling too many items at once

Increases our flow as effort related to context switching is reduced

Improves our mean time to restore as cycle time per incident is reduce

We have adopted this concept as a WIP guideline, which is a visual queue to take
action to complete work that has been started before starting new work.

Comparing pre-to-post WIP Guidelines in incident queues:
Median Cycle time has decreased by one hour, or 18.5%

Median Lead time has decreased by 5.4 hours, or 16%

Average Effort has increased by 5.7 minutes

Q OPTUM" © 2018 Optum, Inc. All rights reserved.



WIP Integration with Management Reporting (Part 1)

94.3%

% Calls Taken

0%

August 2017 September 2017 October 2017

Key B % Calls Taken B Total Calls Offered

__ e 9227 7|
1,764 1,548
November 2017 December 2017 January 2018 February 2018 March 2018

3 4 5 Total
March 23, 2018 64 40 3 107
March 24, 2018 6 4 1] 1
March 25, 2018 10 6 ‘ 16
March 26, 2018 6 2 8
Grand Total 86 52 4 142

March 23, 2018 82 53 3
March 26, 2018 8
Grand Total 90 53 3

B0A% = — — — g gap~ = = et = Y R — =
50%
10.6% 12.6%
o6 7% 7.0% 8.1% 9.4% 3.6% 7.7% 8.4%
Mar 12 Mar 13 Mar 14 Mar 15 Mar 16 Mar 17 Mar 18 Mar 19 Mar 20 Mar 21 Mar 22
SLOMet  [Hl Yes M No Incidents 3 100 150 190

QOPTUM®
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WIP Integration with Management Reporting (Part 2)

SN E-Sn sy 7055 S M Axr 21311 | Grand Total BEAIS20 1% S !

Restored 1 T 45 ToBeWorked 48
To Be Worked 51 51| Waiting - Client 2

Waiting - Client 2 A7 49 Grand Total 50

Work In Progress ] 8

Grand Total 3 173 176

‘Work In Progress Waiting (Waiting Client + Waiting IT) Restored
1 2 2 RCO_CONNECTIVITY
2017 2018
- 80.8% 812% 89 8% Crmm——
s R Tareet o R = — — — — =~ — = e L — e
78.3% 83.4%
sl R 68.1% 67.6% 712%
A40% 319% 32.4% 28 8%
21.7% .
20% 21.4% L ——— .
0% | 21.3% 19.2% 23.0% 18.8% 16-6% 10.2% £k
March April May June Juby August September October Movember December January February
ncidents 211 . 1,000 - 2,000 3,000 . 3053

Q OPTUM" © 2018 Optum, Inc. All rights reserved.




Kanban Board for All Other Work

Implementation (3) Completed (18)

In Progress (9)

In Queue (2)

I PRJ440
Iuﬂ} PRJT19 I PRMTT I PRJ43 I STD130
I PRJ4T6 I PRJATS I PRJ439
I PRJ4T4 PR.J449
| o New Card Search and add from Backlog Search and add from Archive Search
__PR.MZB
I“Q Action Card Type Title Priority
PRJ93
I PRJ34
Io PRJS .
- Add 10 Board 1 PRJ18 Project EUTS Support Low
m 2 PRJ118  Project Workgroup Medium
Optimization -
Mew Hire Voice
 AddtoBoard 3 PRJ120  Project Workgroup Medium
Optimization -
Desktop Prov
~ Add to Board 4 PRJ121 Project Workgroup Medium
Optimization -
New Hire
- Add 10 Board 5 STD23 Standard DESKTOP Medium
Incident &
Request
Support
<

A
: N
OPTUM" © 2018 Optum, Inc. All rights reserved. 29




IT Engineering Example In
SwiftKanban

QOPTUM‘E



Kanban Board
Work is managed via Kanban board.

~ Standard work (42) EXEggged
In Progress (23)
Ready (9) External Coordination/Effort (2) Validation (2) Complete (6)
Active (11) Long Running (12)
IKE B2BT37 I RHMT1 IO@ B2BT24 ID@ B2BT27 ICKE B2BT1S ID@ B2BT35 St\?\?dil’d
IC‘EBZB'I‘K IO@BZB‘BA IC’CgBZBTB ICKgBZB'IT ICKEBzm Inﬁmm ol
ID@ B2BT25 IOQ B2BT32 IOCS B2BT33 Img B2BT36
IKE B2ET4 It'@ B2BT28 IO@ B2BT22 ID@ B2BT6
Itﬁg B2BT3 I°€ BIZBTI4 Iocg B2BT21 IEKE B2BT16
I B2BT53 I°€ B2BTS IO@ B2BT19 ID@ B2BT8
I=<§ B2BT40 I°’€ B2BT12 I°<3 B2BT20
ID@ B2BT2 ID€ B2ZBT11 Iofg B2BT18
ID’Q B2BT39 I°€ B2BT10 IO@ B2BT17
I RHM10 I°<3 B2BT31
I RHM1 Iofg B2BT30
I°<8 B2ZBT13

o,
&
Q OPTUM © 2018 Optum, Inc. All rights reserved. 31



To Do List for Task Management

Template for each card automatically populates standard steps to be taken

~orPTum'

Card Details

® add Total - 9

Comments (22) To-Do (6/9) Attachments Activity Log Movement Log

TODO1650

TODO1651

TODO1652

TODO1653

TODO1654

TODO1655

Complete VPN form

Navigator Request

ServiceNow Request

ECC sites folder

Network connectivity testing

Migrate Tunnel

Completed - 6 b6 67 %

Completed - In Progress#Active
Completed ~ In Progress#Active
Completed - In Progress#Active
Completed - In Progress#Active

Pending - In Progress#Active

Pending - In Progress#Active

© 2018 Optum, Inc. All rights reserved.
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Parent-Child relationships

Cards for each client are tied together via a parent-child relationship

Child
cards: all
Parent card & work

being

done for
that client

for client

Q OPTUM © 2018 Optum, Inc. All rights reserved. 33



Results

~ Standard work (42)

In Progress (23)
Ready (9) External Coordination/Effort (2) Validation (2) Complete (6)
Active (11) Long Running (12)

|na§ B2BT37 | RHMI11 |o<3 B2BT24 |=»q3 B2BT2 |o<3 B2BT1S |nq§ B2BT35
|n€nzmﬁ |o<3mm |ocgszam |o<3mn |c-<:3mm |n<gmm
|n@ B2BT25 |o<g B2BT32 |o<3 B28T33 |n<g B25T36
|:rg B2BT4 |n¢3 828128 |o<3 B28T22 |nq§ B2BT6
|n@ B2BT3 |c-<:3 B2BT14 |oe3 B28T21 |n<g B2BTI6
| B2BT53 |o<3 B2BTS |o<g B28T19 |n<g R2BTR
=3 B2BTA0 =2 B2BTI2 o€ 828720
e e |=
|n@ B26T39 |o<g B28T10 |o<g B2BTI7
| oo J< oamra Reduced
] roon Jo< w0 administrative cost
[ s by $330,000

annually since
implementation of
Kanban

-~
Q OPTUM" © 2018 Optum, Inc. All rights reserved.




Software Development Team
In CA Agile Example
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Development Team Example

+ Add New ¥ =+ | |Selector Add Saved View... ~ [¥] show Agreements
Grooming Defined Active QA UAT Prod Ready Implemented
Tofe= Laf e Development 1of6 20f5 2afe Oofe
3o

Exit Agreement Exit Agreement B Exit Agreement Exit Agreement Exit Agreement Exit Agreement

Creator of the story believes the READY: Team has agreed the Exit Agreement READY: QA completed and o= READY: User sto ry demoed — READY: Production deploy date Green=ECD

user story is ready for team review. rTquiremenls of the user story are READY: Development completed signed off. to or tested by business. determined. Change Contral Pink=VCC

clear.

EXIT: Developers begin
development.

and ready to be tested.
EXIT: Tester's ANl is mapped for any
screen pop needs if applicable.

**Redirects are QA'd and do
not require UAT - changed
10/26

EXIT: Demoed to Product

**Redirects are QA'd and do
not require UAT - changed
10/26

EXIT: Stakeholders agree

I -]

sereen pops Informatien
off S5T/TFB

Test Case Status: Mone

B days

N US1031755  Sarah .. =

W US1040709  Kathiee.. ‘

Tesla - BH Update VCC

| Test Case Status: None ‘l

Chester Damby  Kacy All
Lisa Simkins

W US1044799 Katnlee...‘

ABE Industrial Solutions -
Add VCC Redirect Part 2

Tags: | PHM
sammy Ferry VCCD

Test Case Status: None

1 -

Test Case Status: None

B @ssx Omn

Test Case Status: Mone Run
m B0 Ozn

& 0T 1passing

development meets v
= T

approved. UAT Production Checkout
scheduled.

EXIT: User story deployed into
production. UAT Production
Checkout passed.

Purple=Conversation Manager
Yellow=multiple

Kacy All  Lisa Simkins

Test Case Status: None

Test Case Status: None
¥
B gow

Wl USBE5305  Scott Pa.

¥LASARY 720665 - N20 -
(Mode Move) Wellmed -
Meed User Story and

—

Agents created to exisiting
TFM

Wusoz9272 saranw.. =

Sliverlink welitok-
Screenpop Update

Tags: | Aggya
Frank Frempong PHM

N US1038616  Kathlee... i

il

Cameu Ferry UEem

Tzgs: Chester Damby
ECD LisaSimkins PHM

T T T T

3

Q OPTUM"

Key Practices
» Agile work process
» Agreements/SOPs for each column
» Tagging of cards for reporting and analysis

© 2018 Optum, Inc. All rights reserved.
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Analytics Example

My Dashboard o @
CYCLE/LEAD TIME ~ EZ3 . ©  THROUGHPUT (WEEKLY) =3 S ﬁfgj"”“ SIALEEUMUTATIVE core ] S0
Summary Metrics (Last 10 Weeks) - Summary Metrics (Last 10 Weeks) (2
Wverage 43 Average 56 . _
[Count 56 Count 56 Aloha Cumulative Flow Diagram
Istandard Deviation 53 Standard Es::;tfm" 3'7
Minimum 0 Maximum 15 100
Maximum 22 16
] 14 75
8 / \ E 12
B -
7 / \ < 1o § 50
L6 2 =
= 8
& c AY . / \ 5 .
> 4 \ /\ pd \ £ 25
§ 0\ /\ / \ e
N\ \ 0
1 \ o N L . . L e 2018-01-29 2018-02-26 2018-03-26
0 . . . . . . . . . o\le Q\vﬂ' Q\v:b g'lvnk Q‘L’x Q‘L’x Q‘L”L Q‘b‘b.‘ 0,5,3 Q‘b’\' Days
T T T T T T T T T
B o] b hY B k] ] N ) Weeks
QV\' Q\/’q' A ci?/g > cS?"\' Q""q' Q”)'Q 9’5’\' 9’5’\' . oG ing @ Defi @ In-Prog
WWeae ks . B stories ' Completed @ Accepted
. 00000000000000Ooooo——-—---—-—w h
Qoptum -
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Lessons learned

Strengths

* You get what you pay for in training. Investment in professional WBT development and
voice talent paid dividends.

* Integration with existing channels — LearnSource, HubConnect helped spread the word.

* Investment in internal AKTs has strengthened our organizational knowledge and ability to
deliver.

» Leadership buy-in helped drive change.

Opportunities

« Post-training there is a need for coaching. Without coaching, many teams fail to evolve
from proto-Kanban.

« Internal sharing of case studies enables learning from each other and advancing as a
company.

« Misperception exists that Kanban is an IT-only tool.

« Tools, such as SwiftSync and plug-in modules, require awareness and training. Lunch and
learns have fulfilled this need.
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Tackling the biggest challenges together
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Thank you.

Contact information:

Jeanine M. McGuire
[eanine.mcquire@optum.com

@qualitate13 on Twitter
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