


What is PI or Performance Improvement?
Cfare eshte PI ose Permiresimi i Vazhdueshem?

Definition: Performance Perkufizim: Permiresimi i
improvement is a vazhdueshem eshte nje
systematic, organization- menyre trajtimi sistematik,
wide approach for ¢ ne shkalle organizate per
continually improving te permiresuar ne menyre
all processes that deliver te vazhdueshme te gjithe
quality products and proceset qe shperndajne
SErvices. sherbime e produkte

cilesore.




Performance Improvement:
(Permiresimi i Vazhdueshem)

« Is a philosophy about  Eshte nje filozofi qe lidhet me
QUALITY. CILESINE.
— How you approach it -- S1 mund ta trajtoni

— Who determines it -- Kush vendos per te

 Is a method of using specific
tools that have been proven
effective.

+ Eshte nje metode e perdorimit
te myeteve specifike, ge jane
provuar te jene efektive.




QUALITY
(CILESIA )

Definition: Quality is meeting Perkufizim: Cilesia eshte arritja

or exceeding the needs and ose tejkalimi 1 nevojave te
expectations of the klientit... me nje minimum
customer ... with minimum perppni'm‘i, humbjeje dhe
re-work, waste and effort. perpjekjeje.

Common elements : Elemente te perbashketa:
Speed/Timeliness Shpejtesia/Korrektesia
Accuracy/Competence Saktesia/Zotesia
Courteous/Caring/Friendly

I sjellshem/ I perkujdesur/ Migesor

Cost Effective L
Efektiviteti ne kosto

3




The perception of
quality or lack

of it, by the
customer, 1S

what counts!

Ajo ge ka rendesi,
eshte perceptimi
i cilesise ose i
mungeses Se saj,
nga klienti !




What is a Process?
C’fare eshte nje Proces

Definition: A set of Perkufizim: Nje seri
activities and tasks that  aktivitetesh dhe detyrash,
together produce an ge se bashku prodhojne
output. nje rezultat.

The steps you go through Hapat qe duhet te ndigni
to accomplish what you per te arritur ate qe
do. deshiron.




What is a Process?
C’fare eshte nje Proces?

Two examples: Dy shembuj:

Getting through the Tirana Airport  Duke kaluar permes Aeroportit Trianes

! - Pl ! |
{ Ativeang ‘ Ride |  Snffedby; | Enterfist | |

: | i p | @ Pay Get L { waikot
R mk R R e e W
L 1
DeVos Children’s Hospital Procesi I pagses se pediatrise
Pediatric Billing Process ne Spitalin DeVos
I e Bt e S T I e R L Ve
:rh:::::: ! " registers | 4\ seen | % ooﬁplemd i " entered ! "L samt T iesent | ’( pm;rn!adr H, h:llmx ,/

' >

6




Think process, Not people
Mendo Proces, e Jo njerez

95% of the time, the 95% te kohes, problemi
problem is with the eshte me procesin, €
process, not the people jO me njerezit.




The goal is to simplify the process
Qellimi eshte te thjeshtohet procesi

Process rules: Rregullat e procesit:
1. The more steps you have, 1. Sa me shume hapa qge te keni,
the more delays and waste of aq me shume vonesa dhe
time you are prone to have. harxhim kohe do te keni.
2. Technology may help 2. Teknologjia mund te ndihmoje
reduce delay, but if you put te pakesoje vonesat, por nese
new technology into a bad vendosni teknologji te re ne nje
process, it only makes things proce;s te gabuar, situata behet me

e rende.

WOrse.




What can go wrong with a process?
(Cfare mund te shkoje keq me nje proces?)

+ Execution  Ekzekutimi

» Handofts » Pengesat

* Design * Skema

» Complexity » Niveli 1 veshtiresise

Does not add value e Nuk shton vlere




What can go wrong with a process?
(Cfare mund te shkoje keq me nje proces?)

= Problems with execution » Problemet ne zbatimin
in a step e nje hapi
Mistakes/Defects Gabime/Difekte
Breakdowns/Delays Avari/Vonesa
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What can go wrong with a process?
(Cfare mund te shkoje keq me nje proces?)

¢ Problems with handoffs « Probleme me pengesat
between steps ndermyet hapave.
— Workflow - Nderprerje ne rrjedhen e
interruptions, punes, urgjenca, mungese

emergencies, no
electricity or water

— Someone absent or on
vacation

elektricitet: ose uji

- Dikush mungon ose eshte
me pushime

- Humbja e rrezeve-X,

— Lost X-rays, lab tests . .
analizave laboratorike
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What can go wrong with a process?
(Cfare mund te shkoje keq me nje proces?)

* Process may be too Procesi mund te

complex/inefficient jete shume
kompleks ose i
paefektshem
More material, time and Perdorim me 1 madh 1
resources used than materialeve, 1 kohes dhe
absolutely essential burimeve, se sa eshte 1
domosdoshem
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Performance Improvement:

Three Key Principles
(Permiresimi i Vazhdueshem:
Tre parime Kyce)

* Customer (Receiver » Drejtohen nga Klienti
of the service) driven (Marresi i sherbimit)

+ Involves those doing * Perfshin ata ge kryejne
the work punen

« Continuously  Permiresim ne
Improving vazhdimesi
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Performance Improvement:
Three Key Principles
(Permiresimi i Vazhdueshem:

Tre parime Kyce)
* Customer (Receiver » Drejtohen nga Klienti
of the service) driven (Marresi i sherbimit)
* Involves those doing * Perfshin ata qe kryejne
the work punen
« Continuously » Permiresim ne
Improvmg vazhdimesi
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Customer Driven
Te Drejtuara nga Klienti

* The Customer determines + Klienti vendos per cilesine:
quality : - Deri ne ¢’fare niveli jane
— How well were my needs plotesuar nevojat dhe
and expectations met? parashikimet e mija?
« Who are my customers? « Kush jane klientat € m1 ?
Anyone to whom you Kujtdo ge ju 1 jepni
provide e Sherbim

. . . .
« Service Intformacion

= Information « Materiale

« Materials




Customers and Suppliers:

= May be internal or external to the
organization

« Have dynamic and changing
relationships

Questions to determine
when you are a supplier:

»  Who dcpends on me?

» How well am I meeting their
needs/expectations?

»  Ilowdo I know?

Klientet dhe Furnizuesit:

*  Mund te jene brenda ose te
jashte organizates

¢ Kane marredhenie te
ndryshucshme dhc dinamike

Pyetjet ge vendosin se
kur jeni nje furnizues:

+ Kush varet nga une?

» Ne c’fare nivel jam duke 1
plotesuar nevojat ose kerkesat e
tyre?

« Simund ta marr vesh? 16




Performance Improvement:

Three Key Principles
(Permiresimi i Vazhdueshem:

Tre parime Kyce)
Customer(Receiver » Drejtohen nga Klienti
of service) driven (Marresi i sherbimit)
Involves those doing  Perfshin ata ge kryejne
the work punen
Continuously * Permiresim
Improving ne vazhdimesi
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Total Involvement
Perfshirja Totale

« If you are going to » Nese doni te permiresoni
improve the process, procesin, ju keni nevoje
you need people per njerez, e jane te
involved in designing perfshire ne gjetjen ¢
the solution from the rrugezgjidhjes, nga
area where the work fusha e punes ku do
gets done. te behet ndryshimi.
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Total Involvement
Perfshirja Totale

This is how we
have worked in
the past.

| 1

Kjo eshte menyra

e punes ne te
kaluaren.
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* New Way: Process

Focus

Someone from area | el moh;:lsn el

involved with the [ BT Bl EI

process must be on the SR _

team. BHHE
» Menyra e re: Fokusi [ EI HOETC E

PROCESS D

ne proces ET
Dikush nga fusha e =
perfshire ne proces

duhet te jete ne grup.
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Performance Improvement:

Three Key Principles
(Permiresimi i Vazhdueshem:
Tre parime Kyce)

 Customer(Receiver « Drejtohen nga Klienti

of service) driven (Marresi 1 sherbimit)
* Involves those + Perfshin ata ge kryejne

doing the work punen
- Continuously * Permiresim

Improving ne vazhdimesi
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Old assumptions: Supozime te vjetra:

+ As long as you do  Persa kohe te vazhdoni
what you always did, te veproni sic keni vepr
you always get what uar g_]lthl'l_] e, dote keni t

you always got. e njejtat perfundime

qe keni patur gjithnje.

« Things will stay the « Gjerat nuk ndryshojne
same unless you po te mos 1 ndryshoni ju
change them.

22




New reality:

What you always got, doing

what vou always did, isn’t
good enough any more.

Your past guarantees
nothing... it can block your
vision to the future.

Change 1s going to happen
whether you like it or not.

Realiteti i r1:

Te njejtat perfundime ge keni
patur gjithnje, duke vepruar si
gjithnje, nuk eshte me e
mjaftueshme

E kaluara nuk garanton me
asgje...ajo mund t” ju bllokoje
vizionin € te ardhmes

Ndryshimi do te ndodhe, nese ju
pelgen ose jo.
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Steps in the Performance Improvement Process
Hapat ne Procesin e Permiresimit te Vazhdueshem

1. Identify the cause of the problem
Identifiko shkakun e problemit

2. Design a solution

Gjej nje rrugezgjidhje

3. Implement the solution
Zbato zgjidhjen

4. Monitor your performance

Kontollo veprimet tuaja
24




How to do a PI Project
Si behet nje projekt i PI

Identify a problem
Identifiko nje problem
* Design a solution

Gjej nje zgjidhje
*Implement the solution
Zbato zgjidhjen
* Monitor your performance

Kontrollo menyren e te vepruarit 1




Identify the problem
Identifiko problemin

+ State the problem e Deklaro problemin

» Pick the team based  * Zgjedh grupin duke u
on a High level bazuar ne “Flowchart” te
Flowchart nje niveli te larte

» What is causing the o Cili eshte shkaku i
problem? problemit?




Identify what is causing the problem
Identifiko shkakun e problemit

1. Analyze the 1. Analizo simptomat
symptoms

7 Formulate theories 2- Formulo teorite ne
of cause lldh]e me shkakun

3. Test theories 3. Provo teorite

4. tht is really 4. Cili eshte shkaku i
causing the vertete i problemit?

problem?
3




Analyze Symptoms Analizo Simptomat

Symptom: The reason you think there is a problem.
Simptoma: Arsyeja qe ju mendoni se ekziston nje problem.

The symptom does not equal the cause.
Simptoma dhe shkaku jane dy gjera te ndryshme.

Symptom = Pain What is the cause?
Simptoma=Dhimbje Cili eshte shkaku?




Analyze Symptoms Analizo Simptomat

Benefits of Dobite e analizes
symptom analysis: se simptomave:
*Clarifies the problem *Sqaron problemin
*Focuses effort *Perqendron perpjekjet
«Establishes data habit *Krijon zakonin e mbledhjes
*Provides common se te dhenave
understanding «Siguron arsyetim te
perbashket




Identify what is causing the problem
Identifiko shkakun e problemit

1. Analyze symptoms 1. Analizo simptomat

 Brainstorm & Affinity: * “Brainstorm’ dhe gjej
everything you’ve Ngjashmeri: cdo gje qe ju
heard/thought /felt could go ~ keni degjuar/menduar/ndjere
wrong se mund te shkoje keq

« Living flowchart (Walk » “Flowchart™ (Perdor kete
through the process) proces)

» Black hat top 10 issues » Kapelja e zeze dhe 10 ceshtjet
me te rendesishme 6




Formulate Theories of Cause
Formulo Teorite ne lidhje me Shkakun

+ Different team * Pjesmarres te ndryshem
members have te grupit kane
different points kendveshtrime te
of view. ndryshme.

« Use tools to help » Perdor mjete per te
identify causes. identifikuar shkaget.

« There is likely more » Mund te kete me shume
than one cause se nje shkak




What is causing the problem?
C fare e shkakton problemin?

. Formulate theories 2. Formulo teorite ne

of the cause lidhje me shkakun
Fishbone cause and  Perdor skemen “Fishbone”
effect te shkakut dhe pasojes.
10-4 or multi-vote ¢ 10-4 ose voto ne shumice
perceived causes per shkaget e perceptuara
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Test Theories
Provo Teorite

A theory is an » Teoria eshte nje
unproven assertion pohim i pavertetuar
i shkakut.

of the cause.

» Mbledhja e te dhenave
dhe analiza verteton
ose eliminon teorite.

» Data collection and
analysis confirm or
rule out theories.




What is causing the problem?
Cili eshte shkaku i problemit?

3. Test theories
» Data collection and analysis

« What do we already know?

* Where are there gaps in our
knowledge?

» Where do we think our
problem areas are?

» How can we collect data to
validate these “theories of
cause?’

3. Provo teorite

Mbledhja e te dhenave dhe
analiza.

C fare dime deri tani

Ku gendron boshlleku ne ato
ge dime?

Ku e mendojme se kemi
probleme?

Si mund te mbledhim te
dhena qe te vertetojme keto
“teori ne lidhje me
shkakun’? 10




Pareto Principle
Parimi i Paretos

20% of the sources
cause 80% of the
problems
20% e burimeve
shkaktojne 80% te
problemeve
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Steps in the PI Process
Hapat ne Procesin e PI

Identify a problem
Identifiko nje problem
* Design a solution
Gjej nje zgjidhje
*Implement the solution
Zbato zgjidhjen

* Meonitor your performance

Kontrollo menyren e te vepruarit
12




Design a Solution
Gjej nje zgjidhje

. Consider alternate

solutions.

Based on what we know, what
ideas do we have? (6 Thinking
Hats)

A “solution” is a process
change that eliminates,
reduces or neutralizes the
causes.

Different team members will
have different points of view.

Creative proposals are solicited.
Broad involvement is desirable.

1.

Konsidero zgjidhjet
alternative.
C’fare mendimesh kemi, ne baze

te atyre ge dime ? (6 kapelet
mendimtare)

“Zgjidhja” eshte nje ndryshim
procesi ge eliminon, zvogelon

ose neutralizon shkaget.
Pjesmarresil ¢ ndryshem le

grupit, kane mendime te ndryshme.
Kerkohen propozime krijuese

Perfshirja e gjere eshte e
deshirueshme 13




Continued...
Vazhdim

2. Select the most
appropriate solution

« Solution selections depend
on:
— Cost
~ Time to implement
~ Potential resistance
- Impact on other processes

» Controls must be
designed in concert

with solutions.

2. Zgjedh zgjidhjen me te

pershtatshme

 Seleksionimi i zgjidhjeve

varet nga:

--Kostoja

-- Koha ge duhet per ta zbatuar
-- Rezistenca e mundshme

-- Ndikimi ne proceset e tjera.

* Menyrat e kontrollit

duhet te jene ne harmoni
me zgjidhjet
14




Continued. ..
Vazhdim

3. Design how you will
monitor your
performance.

What do you expect to see
after you implement your
solution?

How will you know if
your solution worked?

3. Percakto se si do te
kontrollosh menyren e
te vepruarit.

C fare shpreson te shikosh pas
zbatimit te zgjidhjes tende?

Si do e marresh vesh nese
funksionoi ose jo zgjidhja juaj?
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Continued. ..

Vazhdim
4. When you try to 4. C fare mund te
implement the shkoje keq, kur
change, what provon te zbatosh nje
might go wrong? ndryshim?

16




Steps in the PI Process
Hapat ne procesin e Pl

Identify a problem
dentifiko nje problem
* Design a solution
Gjej nje zgjidhje
«Implement the solution

Zbato zgjidhjen
» Monitor your performance
Kontrollo menyren e te vepruarit 17




Implement the Solution
Zbato zgjidhjen

Joint effort of team and o Perpjekje e perbashket e

departments grupit dhe departamenteve
Small-scale pilots allow * Studime eksperimentale me
for fine tuning shkalle-zvoglimi krijojne
harmonizim.
Options « Vanante:
— simulation testing — prova simuluese
— small piece over — pjese e vogel mbi nje
wide area siperfage te gjere
_ large piece over — pjese e madhe mbi nje
small arca siperfaqe te vogel
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Steps in the PI Process
Hapat ne procesin e PI

sIdentify a problem
dentifiko nje problem
* Design a solution
Gjej nje zgjidhje
*Implement the solution
Zbato zgjidhjen
» Monitor your performance
Kontrollo menyren e te vepruarit




Monitor Your Performance
Kontrollo menyren e te vepruarit

» How are we doing? * Si eshte bere puna deri
tani?
Do weneed to make ¢ A kemi nevoje per
more changes? ndonje ndryshim?

When change occurs, things get
worse before they get better.

Kur ndodh nje ndryshim, situata
keqgesohet perpara se te

ermiresohet.
p 20







