
Improving what we do

Best practice workshops

Quality Techniques







Over the past ten years Skillshare 
International has explored and 

developed an approach to quality 
that has impacted not only on our 
own approach to “Improving what 

we do” but also on the performance 
and development of many of our 
partner organisations through our 

leadership development programme



Quality techniques and tools

We could look at how a technique like 
flow charting has improved Skillshare 

International’s understanding of its 
core processes
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Quality techniques and tools
Or we could look at how Improvement 

statements coupled with process 
performance measures have helped 
some of our partner organisations 

move beyond arbitrary targets into a 
better understanding of process 

improvement



LINKING IMPROVEMENT STATEMENTS 
WITH PERFORMANCE MEASURES

Improvement
Statement

Performance
Measures

To reduce the length of 
time it takes to be seen by 

a nurse at the clinic

The length of time in 
minutes and seconds 

between entering the clinic 
and being seen by the 

nurse

To increase the accuracy of 
data collected from customers

Number of errors 
in the data collected on a 

monthly basis



Quality techniques and tools
Or how control charts have given 
us a real understanding of how 

our key systems deliver over time
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Quality techniques and tools
Or we could look at how we have 
used affinity activities to build a 
collective views of the future of 

key areas of our work





Quality techniques and tools
Or we could look at how partner 

organisations have used theory on 
repositioning to help them focus 
on the changing context of their 

work





All of these have been useful in 
helping us make improvements; 

however:

• There are many tools and techniques to 
choose form and how they are used 
appears too be more important than the 
choice of tool.



The things that appear to help are:
• Developing a deep understanding of the 

current reality
• Creating an environment in which 

everyone recognises that work is about 
working on systems as much as it is about 
working in systems

• Building an understanding of what would 
constitute and improvement

• Making systems thinking second nature 



HIERARCHICAL THINKING
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The common reasons quality 
initiatives can fail appear to be:

• Managers retreating into hierarchical 
thinking when times get tough

• Tampering with processes
• Lack of constancy of purpose
• Lack of shared commitment to new ways 

of doing things



Before opening the discussion up: 

• Talk to the person next to you about tools 
you have used to drive improvement in 
your organisation and the 

• Successes and difficulties you have faced 
when implementing systems improvement 
in our very complex context


