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Process Re-engineering

Know what
you want

Make a Plan

Do it

Monitor

Change and

Improve how

you do it

Change and
Adapt Wants



Change must be based on 

knowledge

Check

PlanDo



THEN ….
A MIRACLE
OCCURS END

“Good work …
but I think we need
just a little more
detail right here !”
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Systems Thinking
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Changing management 

thinking

top-down outside-in

functional specialisation demand, value and flow

separated from work integrated with work

budgets, throughput, 

targets, service standards, 

related to purpose, 

variation over time

extrinsic intrinsic

manage budgets, 

manage people 
act on the system

contractual

COMMAND & CONTROL SYSTEMS THINKING

perspective

design

decision-making

measures

motivation

management ethic

attitude to customers what matters?



Failure Demand 74%

• I’m not sure what’s 

going on 30.7%

• I have been trying 

to contact 10.6%

• I’m not happy with 

what you have 

provided 10.1%

• You have sent me… 

but I don’t 

understand 9.5%





Six Sigma

• DMAIC



www.apse.org.uk

http://www.apse.org.uk/

