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Benchmarking ® 1S09000  EFQM Excellence Model @ Balanced Scorecard

CONTINUOUS IMPROVEMENT irciing eavasystems mnianc)
of PUBLIC SERVICES '2010'

Lean and Systems Thinking ® Quality and Value ® Processes and Performance ® Quality Management @ Lean Culture ® Improvement Strategies

16-17 JUNE 2010-LONDON

This popular two-day programme is designed for all those in the public sector looking for practical information and advice on the tools and techniques available
to continuously improve public services. The programme includes established tools and techniques such as Benchmarking and 1SO9000, as well as the more recent
innovations of Lean and Systems Thinking. No previous experience of continuous improvement tools and techniques will be assumed. Detailed and practical
information and advice will provided, along with a detailed workbook. The seminar will be 'interactive' with plenty of opportunities for questions and discussion.

PROGRAMME (2DAY)

NB This seminar will
only be held in London, no out of
London venues SORRY!

Introduction-Tools & Techniques

@ Efficiency savings - the need for continuous improvement

@ Continuous improvement in the public sector

@ Best Value and Public Value @ Competetion and service quality
@ The role of ISO9000 @ EFQM Excellence Model

@ Balanced Scorecard

Benchmarking for Better Value

@ Understanding what the service does
@ Relating service function against cost
@ The importance of teamwork

@ Involving customers and stakeholders

Continuous Improvement and the Human Factor
@ Involving stakeholders in decison making

@ Methods used for consultation

@® Empowering staff to make decisons

@ The dynamics of teams and creativity

@ Obstacles to good team performance

@ Dealing with conflict in teams

Case Study-Processes and Performance

This 'classic' case study will examine the relationship between processes
and performance, in particular how variations in processes can be used
to raise performance

@ Benchmarking matrix @ Rules of benchmarking SMED

Case Study-The Role of Creativity A powerful tool for reducing 'turn around' times in public services

Creativity has an important role to play in continuous improvement .
Quality Managment and Procurement

@ The role of ISO9001 @ 1SO9001 and procurement of public services
@® Making 1ISO9001 work for you @ Quality certification

Case Study-What does this service do?
This case study analyses service by 'function’ - the results will surprise you!

Lean and Systems Thinking
@ The origins of Lean @ Five principles of Lean
@ Leanin practice

Building a Lean Culture

@ Practical steps @ Key role of top management

@ Educating the workforce @ Adopt the substance, not just the language
Understanding processes (including Deming cycle)
@ Variation in processes @ The run diagram

@ The control or capability chart

@ Statisitical process control (SPC)

Developing a Continuous Improvement Strategy

This final session will bring together the knowledge gained over the two days

and help delegates to formulate strategies for continuous improvement

that can be applied on their return to the workplace

Case Study-Improving Quality and Value

We are all familiar with 'quality’ but what about 'value'? This case study C
F

This seminar can also be run In-House.
C

introduces delegates to this important concept in continuous improvement or a FIXED PRICE, 'ALL IN' quote, please contact ET¢

Presented by: Clive Bone, Associate Consultant & regular presenter
for ETC Clive isaregularand highly respected presenter for ETC specialising
in Quality, Efficiency and Productivity issues. He has specialist knowledge of
the public sector and is currently advising many public sector organisations
on strategies and techniques to deliver services more effectively, including
how to deliver Gershon efficiency gains. Clive recently contributed to the
IDeA 'A-Z' Guide of Performance Improvement Models and has been a
member of CIPFA's Commissioning Joint Committee for over twenty years.

Venue: Park Inn Hotel, Southampton Row, London WC1

Fee per delegate: £400.00 plus £70.00 VAT Total £470.00

Day 1 - 0945 Registration, 1000 Start, 1630 Close  Day 2 - 1000 Start, 1630 Close

email mail@publicsecta.com www.publicsecta.com

ETC is one of the leading providers of short course training to the public sector in
the UK, Ireland & Europe, with a fifteen year plus track record of delivering practical,
detailed and focused training that will help you to ‘do your job better’

ETC, PO Box 999, Leeds LS16 0AA Telephone 01132306170 Fax Booking Line 0113 298 2088
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UNFAMILIAR WITH ETC? If you would like to speak to past delegates, please do not hesitate to contact ETC

4 SOME OF THE ORGANISATIONS WHO ATTENDED ETC SEMINARS DURING 2009/10 A

2gether NHS Foundation Trust @ Aberdeen University @ Anglia NHS Support Partnership @ Animal Health (DEFRA) @ Argyll & Bute Council @ Arun District Council
Ashford & St Peter’s Hospitals NHS Trust @ Babergh District Council @ Bangor University @ Baret Homes @ Barnet Primary Care Trust @ Bassetlaw Primary Care Trust @ Bedford Borough Council
Bedford Hospital NHS Trust @ Belfast City Centre Management @ Berkshire Shared Services @ Bournville College @ Bradford & Airedale Teaching Primary Care Trust
Bradford Drug & Alcohol Action Team @ Bristol City Council @ Bridgend County Borough Council @ Bury Metropolitan Borough Council @ Business & Enterprise North East
Caerphilly County Borough Council @ Calderdale Council @ Cardiff Council ® Carmarthenshire County Council ® Cambridge Perfusion Services ® Cannock Chase District Council
Ceredigion County Council ® Chelmer Housing Partnership @ Chelsea & Westminster Hospital @ Cherwell District Council @ Chiltern District Council @ City of London Corporation
Clackmannanshire Council @ Clydebank College Colchester Borough Council ® Comhairle nan Eilean Siar ® Commission for Local Administration in England ® Community Services Bury
Connexions Norfolk @ Copeland Borough Council @ Cornwall Council @ Cranford Children’s Centre ® Cumbria Drug and Alcohol Action Team @ Denbighshire County Council
Department for Regional Development (NI) @ Department of Contracts (Malta) ® Department of Energy & Climate Change @ Derby University ® Devon & Cornwall Constabulary
Doncaster Metropolitan Borough Council @ Dorset HealthCare NHS Foundation Trust @ Durham University @ East & North Hertfordshire NHS Trust @ East London NHS Foundation Trust
East Midlands Development Agency @ East Midlands Healthcare Workforce Deanery @ East Sussex County Council @ East Sussex Fire & Rescue Service @ East, North & West Hertfordshire PCT
Eastbourne Borough Council @ Edinburgh City Council @ Education Leeds @ EImbridge Borough Council @ Environment Agency @ European Aviation Safety Agency
European Centre for the Development of Vocational Training (Greece) @ European Court of Auditors (Luxembourg) @ European Investment Bank (Luxembourg)
European Patent Office (The Netherlands) @ European Space Agency (France) @ European Space Research & Technology Centre (Netherlands) @ European Training Foundation (Italy)
First Choice Homes Oldham @ Flintshire County Council @ Frontex (Poland) @ Glasgow Caledonian University @ Glasgow Housing Association @ Gloucestershire County Council
Great Yarmouth &Waveney Primary Care Trust @ Greater Manchester Waste Disposal Authority @ Grwp Gwalia Cyf @ Halcrow Group @ Hammersmith & Fulham Drug & Alcohol Action Team
Hampshire County Council ® Hampshire Fire & Rescue Service @ Hartpury College @ Hastings Borough Council ® Havant Borough Council @ Herefordshire Council
Hertfordshire Constabulary @ Hertfordshire Partnership NHS Foundation Trust @ Highways Agency @ Hillingdon Primary Care Trust @ HM Prison Service ® HMP & YOI New Hall
HMP Askham Grange @ HMP New Hall @ Homes for Haringey @ Imperial College Healthcare NHS Trust @ Improvement and Efficiency West Midlands @ Independent Police Complaints Authority
Infineum UK @ Inverclyde Council @ Isle of Anglesey County Council @ Isle of Wight Council @ Keele University @ Kensington & Chelsea Tenant Management Organisation
Kent Drug & Alcohol Action Team @ Kingdom Housing Association @ Kirklees Council @ Kirklees PCT @ Lanarkshire Alcohol & Drug Action Team @ Lancashire Drug & Alcohol Action Team
Learning and Skills Council @ Leeds City Council @ Leeds Partnerships NHS Foundation Trust @ Legal Services Commission @ Lewes District Council @ Lincolnshire Community Health Services
Lincolnshire County Council @ Liverpool Heart & Chest Hospital NHS Trust @ Local Better Regulation Office ® London Ambulance Service ® London Borough of Brent
London Borough of Camden @ London Borough of Croydon @ London Borough of Ealing @ London Borough of Enfield @ London Borough of Greenwich @ London Borough of Hackney
London Borough of Hammersmith & Fulham @ London Borough of Haringey @ London Borough of Harrow @ London Borough of Hillingdon @ London Borough of Islington
London Borough of Lambeth @ London Borough of Merton @ London Borough of Newham @ London Borough of Richmond upon Thames @ London Borough of Southwark
London Borough of Sutton @ London Borough of Tower Hamlets ® London Borough of Waltham Forest ® London Borough of Wandsworth @ London Councils
London Fire and Emergency Planning Authority ® Maidstone & Tunbridge Wells NHS Trust ® Manchester City Council ® Manchester Mental Health ® McGrigors
Metropolitan Police ® Mid Cheshire Hospitals NHS Foundation Trust @ Ministry of Economy (Lithuania) @ Ministry of Education (Poland) @ Ministry of Environment (Latvia)
Ministry of Finance (Bulgaria) @ Ministry of Finance (Slovenia) @ Ministry of Regional Development (Poland) @ Ministry of Environment (Poland) @ Ministry of Justice
Museum of London Group @ Nacro @ National Clinical Assessment Service @ National Council for Voluntary Organisations @ National Prescribing Centre @ NATO @ Natural England
Newtownabbey Borough Council @ NHS Barnsley @ NHS Bedfordshire @ NHS Berkshire East @ NHS Blackburn with Darwen @ NHS Blackpool @ NHS Dental Services
NHS Doncaster @ NHS East Lancashire ® NHS Education for Scotland @ NHS Forth Valley @ NHS Great Yarmouth & Waveney @ NHS Havering @ NHS Hounslow
NHS Institute for Innovation & Improvement @ NHS Manchester @ NHS National Services Scotland @ NHS Newcastle & North Tyneside Community Health @ NHS Newham
NHS Somerset @ NHS South Gloucestershire Provider Services @ NHS South West Essex @ NHS Wandsworth @ Norfolk Community Healthcare @ Norfolk Constabulary
Norfolk County Council @ Norfolk Drug & Alcohol Action Team @ North Ayrshire Council @ North Down Borough Council @ North East Essex Primary Care Trust
North East Lincolnshire Council @ North East Lincolnshire Council @ North Lanarkshire Council @ North Lincs Primary Care Trust @ North Peterlee Neighbourhood Pathfinder
North Tyneside Council @ North West Collaborative Procurement Hub @ Northamptonshire County Council @ Northumberland County Council @ Northumberland Tyne & Wear NHS Trust
Nottingham City Council @ Nottingham University @ Nottinghamshire Community Health @ Nottinghamshire County Council ® Npower ® Omagh District Council @ One NorthEast
Oxfordshire County Council @ Oxfordshire Drug & Alcohol Action Team @ Partnerships for Schools @ Pennine Prospects @ Plymouth City Council @ Poole Borough Council
Prospect Community Housing @ Prospect Leicestershire @ Reading Borough Council @ Redbridge Primary Care Trust @ Rochdale Metropolitan Borough Council
Rochford District Council @ Rotherham Doncaster and South Humber Mental Health NHS Foundation Trust @ Royal Berkshire Fire Service @ Royal Borough of Windsor & Maidenhead
Safer Bristol Partnership @ Safer Middlesbrough @ Safer Sutton Partnership Service @ Salford City Council @ Sandwell Metropolitan Borough Council @ Sandwell Supporting People
Scottish Borders Council @ Semple Fraser @ Shropshire Fire and Rescue Service @ Slough Borough Council @ Solihull Metropolitan Borough Council
South Cambridgeshire District Council @ South Lanarkshire Council @ South London & Maudsley NHS Foundation Trust @ South West Essex Primary Care Trust
South West London & St. George’s Mental Health Trust @ South West Strategic Health Authority @ South Yorkshire Passenger Transport Executive @ Southampton City Council
Southampton University Hospitals NHS Trust @ Southend-on-Sea Borough Council @ Staffordshire County Council @ Stockport Homes @ Stockport Metropolitan Borough Council
Stockport NHS Foundation Trust @ Stockport Primary Care Trust @ Stockton-on-Tees Borough Council @ Stoke-on-Trent City Council @ Stoke-on-Trent Community Health Services
Stoke-on-Trent Primary Care Trust @ Stoke-on-Trent Youth Offending Services @ Strathclyde Police @ Suffolk Coastal District Council @ Suffolk County Council @ Suffolk Drug & Alcohol Action Team
Suffolk Mental Health NHS Trust @ Sunderland City Council @ Surrey Community Health Services @ Surrey County Council @ Surrey Waste Management @ Tameside MBC
Thames Valley Police @ The Arts Institute at Bournemouth @ The British Council @ The Grove Children and Family Centre @ The Mersey Partnership @ The Standards Board for England
Torfaen County Borough Council @ Transport for London @ Treasury Solicitors @ Trent & Dove Housing @ Tyne & Wear Fire & Rescue Service ® UK Trade and Investment
University College London @ University of Wales @ Victory Primary & Children’s Centre @ Viridor Waste @ Warwickshire Fire and Rescue Service @ Wakefield Primary Care Trust
Wales Audit Office @ Waveney District Council @ West Berkshire Council @ West Granton Housing Co-operative @ West Lothian Council @ West Sussex County Council @ West Sussex Health
West Sussex Primary Care Trust @ West Yorkshire Probation @ Westcountry Housing @ Wigan Council @ Wiltshire County Council @ Wirral Primary Care Trust @ Wolverhampton City Council
Wolverhampton City Primary Care Trust @ Wrexham County Borough Council @ York University @ Youth Justice Agency (Northern Ireland) @ Youth Justice Board @ York City Council
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