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RACI Chart & Project Team



Tools Used

• 5 Whys

• Affinity Diagram

• Voice of Customer (survey)



Problem Statement



Project Overview

• Lack of progression classes are frustrating 

employees and management



DEFINE: Critical to X

• Critical to Cost, Delivery, Quality

– Cost 

• No room in budget for a dedicated trainer.  

• $1800 for an outside instructor for one 8-hour day for 

30 students

– Delivery

• City classes are taught at various locations in the City

• Not enough classes for all employees trying to reach 

progression steps.

– Quality

• Classes are relevant, informative, and beneficial to all 

employees



DEFINE: Voice of the Customer 

(VOC)

• Carolyn surveyed new employees from YTD in 

Water & Sewer and Streets & Stormwater

departments

• She received 48 responses

• Results:  

– Employees seem satisfied with process!



MEASURE:  Asset Management 

Progression Program



MEASURE:  Asset Management 

Progression Program



MEASURE: Central Tendency

• Data from the Black Belt project



MEASURE: Evaluate Data 

Against Benchmarks

• After survey results, we 

asked for further data 

from the departments.  

There is currently no

data being collected on 

who is not reaching 

progression goals.

• Only complaints about 

employees not reaching 

goals.  No tangible data 

available.



MEASURE

• The lack of data is not a reflection 

on the departments.  

• We fully expected data to support the 

discouraging comments from 

employees to management



ANALYZE: 3 Whys

• Why are employees not reaching goals?

– Not enough classes

• Why are there not enough classes?

– Too expensive because hire outside instructors

– No dedicated trainer (Training Coordinator through 

HR)

• Why is there no dedicated trainer?

– No room in budget but is a Training Coordinator 

needed? Data is needed to support this position



ANALYZE: 5 Whys

• Why are employees not reaching goals?

– Supervisors not communicating to employees

• Why are they not communicating?

– Lack of time

• Why do they have lack of time?

– Field supervisors are doing more office work than being in the 

field.

• Why are they doing more office work?

– More is required of them to maintain records for their employees.

• Why are they not utilizing office admins for assistance?

– Unknown; need to possibly survey supervisors and admins.



IMPROVE: Affinity Diagram

• Our Affinity diagram showed three 

major items but we had three 

outliers (possible Parking Lot 

Issues)

– Create incentives for supervisors 

who get the employees’ 

progressions on schedule/completed 

on time

– Consider proficiency increases in 

lieu of progressions

– Survey supervisors and managers 

on what their training needs are for 

their  employees



IMPROVE: Affinity Diagram

• Results: 

– Better communication between supervisor and 

employee

– Office admins take responsibility of  enrolling, 

tracking, and providing data to HR for employees’ 

progression steps/checklist

– More training needs to be offered.



IMPROVE: Recommendations

• Simplify the current checklist for employees, 

supervisors, and admins

• Create a master spreadsheet to be sent to HR 

on a periodic basis to collect data.

– Needed to support training needs in the future

• Take burden off of supervisors and have section 

admins track all progression for employees

• Survey supervisors on their opinions on 

progression



CONTROL

• The lack of data 

restricted this project

• All we had were 

concerns and 

suppositions but no 

tangible supporting 

data towards original 

problem statement



CONTROL

• We will give our stakeholders our 

recommendations 

• We hope the future data will support their 

goals



CONTROL

• Again, the lack of data is not a 

reflection on the departments.  

• We now fully expect data from our 

recommendations to support the 

discouraging comments from employees 

to management to help their needs.



Project Outcomes

• Lots were learned!

– No data is currently 

tracked for progression 

classes

– Remain open minded 

about what the problem 

is & the alternatives to 

the problem

– Stakeholders are 

dedicated to a change


