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Our Expert: Tracy
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• Managing Partner & Executive 
Advisor at GoLeanSixSigma.com

• 20 years of industry experience
• Began Process Improvement 

career at GE as a Black Belt
• UCSD & SDSU Instructor:

Lean Enterprise and
Lean Six Sigma Courses

• MBA from Pepperdine University
• BA in English Literature from

San Francisco State University



How to Interact

3

• Ask a question
• Answer polls



Let’s Interact!
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Where are you from? 
Share your location in the Questions area in your Control Panel!



Who Is GoLeanSixSigma.com?
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GoLeanSixSigma.com makes it easy for everyone 
everywhere to build their problem-solving muscles.

We provide the most practical, easy to understand and 
enjoyable Lean and Six Sigma resources available.



We’ve Helped People From…
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Process Walk Orientation For Participants

•What is a Process Walk

• Purpose for doing a Process Walk

•How the Process Walk will be conducted 

• Process Walk Ground Rules

• Process Walk Interview Sheets

•Definitions

• The 3 Biggest Mistakes

Today’s Agenda
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All Work Is a Process
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Why Process Improvement
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Working ON
the process

versus
Working IN
the process

Work in the process is different 
than the work of improving the process



Making Time for Process Improvement
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Build
the

problem-
solving 
muscle

of
every 

employee



What Is a Process Walk?

12

• Process Walk: Physically going to where work happens 
(Gemba) and interviewing the process participants

• Conducted by process participants

• Builds profound knowledge of the process



Benefits of a Process Walk
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• Build profound 
knowledge of the 
current sate

• Confirm or bust 
assumptions “We don’t 
know what we don’t 
know”

•Gain understanding of 
the whole process



Poll #1:
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Have you participated in a Process Walk 
before? 

A. Yes, and it was a good experience
B. Yes, but it could’ve gone better
C. Yes, but it was not a good experience 
D. No, not yet



1. Some Processes Are Invisible
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Do you see a Process?



Process Design Becomes…
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Build a Shared Understanding
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Processes Are Like Junk Drawers
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2. Every Process Has Four Versions
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3. Vertical vs. Horizontal View
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People are managed vertically and processes run horizontally 
– Process Walks view the whole process

Avoid silos and manage by process!

Walk and Manage the Process Horizontally



Process Walk Ground Rules
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• Focus on the process, not the people 

•Maintain a blame-free environment

• Be a student of the process

• Be respectful of all parties involved

• Be empathetic; Process workers are the biggest victims 
of poor process design

• Stay engaged and seek to learn

•Rank has no privilege

• Finger-pointing has no place 

•Do not correct interviewees during the walk 



Poll #2:
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Which of these ground rules are most 
frequently tested? 

A. Focus on the process, not the people 
B. Rank has no privilege
C. Do not correct interviewees during the walk 
D. Be a student of the process



8 Wastes
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Process Walk Interview Sheet
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• Simple form for 
transactional/office processes

• Includes common questions

• Complete form for each step

•Use information to build 
Value Stream Map (Measure 
Phase)



Process Walk Interview Sheet
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Definitions
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Process Time:  The amount of time it takes to perform work on a 
unit or “thing” without interruption. Also known as “touch time.”

Wait Time:  The amount of time a unit or “thing” is waiting to be 
worked on. (in someone’s in-box, in queue, waiting for approval, 
etc.)

Lead Time (cycle time):  The total cycle time of a process.
Wait Time + Work Time = Lead Time

# of Items in Inbox (WIP):  Work in process, the number of units 
waiting to be worked on. 

% C/A (Percent Complete & Accurate):  The percent of time an 
input is received with all of the information finished and correct. 



Lead Time Example
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•Work Time: The time that the guy 
who remodeled your kitchen billed 
you for

•Wait Time: The time during the job, 
that nothing was being worked on

• Lead Time: How long your life was 
completely disrupted before the job 
was finished (Total Elapsed Time)



During Process Walks
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•Do not divide and conquer – stay together

• Ensure everyone sees the whole process

•Record what happens 80% of the time

• Focus on building profound knowledge

•Hold-off on brainstorming solutions



Today We Covered
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Process Walk Orientation For Participants

•What is a Process Walk

• Purpose for doing a Process Walk

•How the Process Walk will be conducted 

• Process Walk Ground Rules

• Process Walk Interview Sheets

•Definitions

• The 3 Biggest Mistakes



Q&A
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Getting Started
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Learn more by starting some more 
training!

• Yellow Belt Training is FREE at 
GoLeanSixSigma.com

•Green Belt Training & 
Certification

• Black Belt Training & 
Certification

• Lean Training & Certification



Upcoming Webinars
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Register today at GoLeanSixSigma.com/webinars

We’ll select upcoming webinars based on your feedback,
so please share your feedback on the survey at the end of 

close of this webinar.



Just-In-Time Podcast
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Tune in at GoLeanSixSigma.com/cafe for the latest Lean 
Six Sigma news, easy ways to apply Lean Six Sigma and 
interviews with process improvement leaders like you!



Q&A
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Thank you for joining us!
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More Questions?
Ask us at contact@goleansixsigma.com!

Click here to download 
free tools, templates, infographics and more!


