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The Eternal 
Questions

› How do you improve the quality of execution and 
engagement across an entire organization? 

 
› How do you get an entire organization, not just its leaders or 

change agents to participate in improvement without Ops / 
CI pushing every step?

› How do you create an organization where people willingly 
contribute what they know?

› How do you create the self reinforcing engine that is a 
culture of continuous improvement? 

› Why aren’t the methods and tools we already know and 
use enough?



Knowing What Good Looks Like Isn’t the Same as 
Knowing How to Build It

Knowing what psychological safety is ≠ PSYCHOLOGICAL SAFETY

Doing a Gemba walk ≠ TRUST

Using an A3 ≠ OBJECTIVE PROBLEM SOLVING





The Distance Between What You Have 
And What You Want

Collective and compounding 
improvement

ASSESSMENT 
FI NDINGS

• Heavily reliant on Leader interest 
and change agent support

WH AT YO U  H AVE WH AT YO U  WAN T



  

What Your 
Assessment is 
Telling You

• The interpersonal sources of 
operational friction

• How that friction is affecting 
execution

• How well the environment 
supports the behaviors 
continuous improvement 
depends on.



A Clear Plan Doesn’t Create Participation

WHAT I HAD WHAT I DID NOT HAVE

✓ Tools and methods

✓ Authority and support

✓ Good intentions

✓ Improvement 
objectives

✓ A clear understanding of 
what needed to change

PARTICIPATION



What I had to 
earn before       
I could ask 
for change

GUANXI |

IMPROVEMENT

Authority

Responsibility

Strategy & 
Methods

SOCIAL CURRENCY



Two Dimensions of Improvement

TECHNICAL
DIMENSION

Creates the potential for 
improvement

knowledge  |  methods  |  standards  | process

RELATIONAL
DIMENSION

Influences whether that 
potential becomes action

environment | expectations | interactions |  responses



Where They Converge — The Point of Execution

TECHNICAL RELATIONALPOINT OF
EXECUTION

the moment where work is carried out



The Moment of Truth for Continuous Improvement

POINT OF
EXECUTION

methods  |  standards  | process expectations | interactions |  responses

How and When to Pull the Cord The Experience of the Environment



Breakout:

What would someone have to 
think, feel and know about the 
environment to have the confidence 
to pull the Andon cord?



CRITICIZED VALUED

People Don’t Act 
on Technical 
Knowledge Alone

Technical Knowledge

People are continually gauging 

what is safe, acceptable, likely to 

be rewarded, and what carries 

social or professional risk.

Action

REALIZATION 1 :

TAKEN FOR
GRANTED

SUPPORTED RISKY SAFE

How do I feel about 
the environment?

How do I think my 
actions will be 

received?

What do I know is safe 
and acceptable to do?



Improvement Is a Choice

R ED U C ES FR IC TION

Raise a concern

Coordinate

Ask for help

Challenge the status quo

Solve the problem here

Follow the new standard

Contribute

AD D S FR IC TIO N

Stay quiet

Work around

Pass the buck

Defer to the status quo

Hand it off

Stick with what is familiar

Comply or check out

REALIZATION 2 :

The responses to these choices are choices too. 



Breakout:

Which choices are the most 
problematic at your organization?

What kind of relational skills are 
needed to reduce friction? 



REALIZATION 3

Culture emerges from the choices and 
conditions everyone shapes and experiences.

Individual 
Choices Conditions



Choice & 
Competency

Individual Choices and Competencies Compound Into 
Organizational Conditions

Team Shift
Day

Working
Environment

POINT OF
EXECUTION

REALIZATION 4



Choice Response

Working 
Environment



REALIZATION 5 :

Leaders can’t 
be everywhere 
culture is being 
shaped.

Capability must 
live where 
execution happens 
and where friction 
is felt first hand.



The architecture of 
the solution has to 
match    the relational 
architecture of 
improvement



People don’t act 
on technical 

knowledge alone.

DEVELOP 
RELATIONAL 
CAPABILITY

Build the relational 
skills that unlock the 
full potential of the 

technical dimension.

How We Designed The Respect For People Roadmap

THE REALIZATIONS

Our insight into 
how improvement 
really happens.

THE DESIGN 
CHOICES

What we designed 
the roadmap to do.

Leaders can’t be 
everywhere culture 

is being shaped.

BUILD 
SHARED 
AGENCY

Make improvement a 
collective effort, versus 

leader-dependent where  
everyone owns the 

conditions they 
collectively create. 

Individual choices      
and competencies 

compound into 
conditions.

CULTIVATE 
SYSTEM 

AWARENESS

Help people see    
how their personal 
patterns influence 

others and what they 
can build together.

Culture emerges from 
the choices and 

conditions EVERYONE 
shapes and experiences. 

DISTRIBUTE 
IMPROVEMENT 

CAPABILITY

Use a distributed 
learning approach to 

build the system’s 
capacity to reinforce 
restore, and advance 

improvement.

Improvement is a choice 
and each choice adds or 

reduces friction.

IMPROVE 
EVERYDAY 

INTERACTIONS

Strengthen the 
interpersonal 

competencies where 
those choices are made.



Real world impact

26% increase in throughput - 
before a single CI tool was 
introduced.

Fewer escalations and stronger 
resilience among call center 
managers during changes that 
disrupted   other teams.
 

Surfaced and addressed the 
cultural and operational friction 
that was slowing performance.

MANUFACTURING GOVERNMENT RETAIL



• You can explain where and how those conditions are created. 

• You know which choices, experiences and interactions strengthen or 
weaken them. 

• You understand how those choices, experiences, and interactions, add 
or reduce friction. 

• You know whether the capability to make better choices is distributed 
to where the work happens—and whether the learning is durable 
enough to persist across the organization. 

• And most importantly, you’re seeing results in reduced friction, 
increased participation, and better continuous improvement outcomes.

How Do You Know If You’re Creating the Conditions 
for Continuous Improvement? 



Where We Go Next

Session 2: 

ENGAGE WITH
COMPASSION

TREAT PEOPLE   
LIKE THEY    
MATTER

PARTNER FOR
MUTUAL 
BENEFIT

BETTER

Building the Continuous 
into Continuous 
Improvement 

Wednesday 
10/7/26 
3:00-3:45PM ET

The Foundation of 
Better Problem 
Solving

Tuesday 
8/25/26  
3:00-3:45PM ET

Session 3: 

Broadening Who 
Contributes to 
Improvement

Tuesday 
9/8/26
3:00-3:45PM ET

Session 4: 

Channeling Contribution 
Toward Shared Results

Tuesday 
9/22/26 
3:00-3:45PM ET

Session 5: 



Take the Assessment

The assessment told you how well your 
organization was creating the conditions for 
continuous improvement. 

See how well you contribute to creating those 
conditions by taking the personal assessment.
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