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about enabling staff to look at 
!how the work works"#and to 
analyse and interpret data 
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. 

With all of this in mind the 
team set about:- 

•Designing ways of working 
that support the science but 
increase the throughput so 
the system is able to cope 
with future demands. 

•Designing the optimal lab 
layout to maximise the flow 
of the work. 

•Embedding a continuous 
improvement culture and 
ethos into the team. 

•Developing performance 
measures that support 
continual improvement. 

The findings  
Whilst following the WBT 
method for continuous 
improvement the project team 

identified a number of key areas 
for improvement which were:- 

1. The current lab layout was 
complex and cumbersome 
leading to time being wasted. 

2. Clunky and cumbersome 
processes, which were 
leading to wasted time. 

3. There was a lack of clarity 
around where samples were 
within the process. 

4. The process had some KPIs 
but they did not lead to an 
understanding of variation or 
improvement. 

The challenge  
The Spatial Genomics team at 
Sanger are a relatively new team, 
who use cutting edge techniques 
for Spatial Genomics.  It had been 
identified that they needed to 
design and implement processes 
that would allow them to operate 
at scale from early 2021, and 
therefore needed to analyse & 
improve their processes. 

The other challenge was:- How to 
deliver Lean Improvement 
Workshops whilst the team were 
working under strict Covid 
restrictions. 

The approach 
Our consultants designed an 
approach with the client 
requirements at its core. 

Delivering multiple half-day 
workshops blending learning and 
improvement activity for the team. 

Facilitate the team to build an 
understanding of how the 
processes work in their entirety 
not just the science but the whole 
system (people, process, 
technology).  
The approach in this piece of 
work was underpinned by a Lean 
and Systems Thinking Model of 
Transformation. 

Our approach to service 
transformation is fundamentally 
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“By learning to see our 
process through a Lean 
lens we were able to 
identifying the waste 
steps, which primarily 
revolved wasting 
significant amounts of 
time tracking samples.  
This work helped us to 
identify and strengthen 
the requirement of a 
bespoke LIMS system.” 
Minal Patel - Senior Scientific 
Manager Wellcome Sanger Institute 
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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 2021) with plans for further 
improvement going forward:- 

1. A new lab was designed using optimal flow 
methods and is being implemented. 

2. A visual board was designed and 
implemented in the lab, showing where each 
sample is in the process to allow for daily 
tracking. 

3. Weekly huddles around the board to plan the 
following weeks work was implemented (this 
will be increased as Covid restriction allow). 

4. The team identified and implemented the 
need for more succinct communication. 

5. The team experimented with a smaller samples 
batch size which showed improvements in the 
turn around times. 

6. The team captured new ideas for 
Improvements and Changes in a Trello board, 
this is reviewed weekly, with ideas prioritised 
and implemented by team members. 

7. To improve the teams understanding of their 
performance we collaborated with the team to 
create a set of ‘measures of success’.  We then 
used Statistical Process Control (SPC) methods 
to help the team understand the variations in 
their performance and identify further 
improvements. 

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

9. The team are now working as one team, for 
example, onboarding a new team member 
during lockdown they were able to quickly 
understand the processes and contribute to 
the teams improvement activity. 

10. The team now have the skills and confidence 
to continue to improve their world.

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.

“There are many benefits which I have noticed 
from this work with WBT — the confidence in 
the team and in the team leader is amazing.   
Spatial is no longer something I stress about.  I 
know they are doing the critical thinking and 
improvements for themselves and they are just 
on top of things now.” 

Rachel Nelson- Senior Scientific Manager 
Wellcome Sanger Institute
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