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about the work and 
customer experience. 

Staff and managers take 
this knowledge and 
together redesign the 
process and eliminate 
activities that add no value 
to the customer.  This 
transforms the service, 
improves efficiency and 
gives customers and team 
members a fundamentally 
better experience  

The findings  
Whilst following the WBT 
method for continuous 
improvement the project 
team identified a number of 
areas for improvement.  
The key findings were:- 

1. There was a backlog of 110 
plates to process. 

2.Plates were taking longer 
than anticipated to process. 

3.The new team member’s 
skills were not being 
developed quickly enough 
to cope with the variety and 
complexity of demand. 

4.This in turn resulted in 
some of the more complex 
plates taking longer to 

process due to the limited 
skill set in the team.  

5. The team did not have 
mechanisms or metrics in 
place to measure their 
performance.  

6. The delays in returning 
plates to customers 
subsequently meant that 
the team spent additional 
time liaising with customers 
and fielding queries.  

7. Due to the number of new 
staff on the team, additional 
team development was 
required to form a cohesive 
team and ensure all staff 
were collaborating and 
supporting each other.  

The challenge  
Due to a number of senior staff 
members moving on to new 
roles in the summer of 2019, 
the Genotyping team needed 
to up-skill quickly.  Given this 
challenge, they were in a 
position where plates were 
accumulating and a backlog of 
work rapidly developed.  

The team required support to 
develop and up-skill members, 
but also needed the time to be 
able to undertake this 
additional training.  It was 
therefore essential that the 
service was reviewed in full to 
streamline processes and that 
improvements were 
implemented where possible.  

The approach 
The approach in this piece of 
work was underpinned by a 
Lean and Systems Thinking 
Model of Transformation. 

This approach to service 
transformation is fundamentally 
about enabling staff to look at 
‘how the work works’ and to 
analyse and interpret data 
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We are utterly committed to 
supporting our staff and helping 
them overcome challenges that can 
arise. It was incredibly helpful to 
have Walker Business 
Transformation support the team to 
help them learn and improve. 

Building the skills of the team has 
resulted in significant 
improvements, which has yielded 
benefits to the individuals in the 
team, the team itself and for those 
making use of the service. 

Dr Cordelia Langford, FRSB - Wellcome 
Sanger Institute/GRL Director of Scientific 
Operations
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The outcomes

The following is a summary of some of the key 
improvements achieved by the team (as at the 
end of February 2020) with plans for further 
improvement going forward:- 
1. The backlog of 110 plates to process has 

been reduced to 8 plates, with the oldest 
plate being less than 1 week old. 

2. Average plate turnaround time has been 
improved by approximately 68%. 

3. Using a ‘5s’ approach all work is organised 
in date order.  The team now also work in 
date order from the oldest plate to the 
newest. 

4. If a team member does not have the skill 
set to process a particular plate, they are 
required to ask for assistance from a more 
skilled colleague.  This has the benefit of 
developing the team’s skills, spreading 

workload more evenly, and ensuring that 
more challenging plates are not delayed. 

5. To improve the teams understanding of their 
performance we collaborated with the team 
to create a set of “measures of success”.  
We then used SPC methods to help the 
team understand the variations in their 
performance and identify further 
performance improvements. 

6. Due to improved turnaround times and 
reporting, research scientist customers are 
receiving their plates back in a timely way.  
Therefore the team are dealing with far 
fewer queries. 

7. The team are now working as one team, 
using a daily huddle around a work-board to 
define the day’s work and plan for the 
future.

WBT Ltd provides consultants with practical experience in transformation who can advise on how to 
undertake a successful service transformation programme following the principles of Lean and Systems 
thinking.   

We will support your service delivery teams in analysing your customer’s requirements, understanding 
where, why and how much unnecessary work currently takes place, then help redesign and implement 
simpler processes that best meet your customer’s needs. 

The WBT approach is about giving you the capability to transform your services and ensure that the changes 
are sustainable and part of ongoing improvement. “One-off” fixes are only effective until something else 
changes and the benefits start to erode. 

We show leaders how to lead improvement activity.  We do this with minimal classroom time and maximum 
participative work with front line staff drawn from the work to co-create improvement.  

Our six stage approach takes leaders and teams on a journey of discovery to truly understand their current 
work systems and identifies so many inefficiencies that they want to change to something better.
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