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what the customer wants, when they want it, 
in the amount they want, where they want it delivered! 

Customer Value = Desired Outcomes 

= CONDITIONS OF SATISFACTION

FUNCTIONAL | EMOTIONAL | MONETARY

VALUE

CORE SERVICES – DAY 1

Who are customers?
Anyone who is affected by how 
well the process solves the 
problem and delivers the 
needed value. Be sure to 
consider both “internal” and 
“external” customers.

Customers Customers + Values of a Good Night’s Sleep 

Customers



CORE SERVICES – DAY 1

What is functional value?
The attributes a process or task 
needs to deliver that allows the 
customer to perform and meet 
their job requirements.

Functional

FunctionalCustomers

Customers + Values of a Good Night’s Sleep 

CORE SERVICES – DAY 1

What is emotional value?
The positive feelings or emotional 
states the customer experiences 
during or after the process

Emotional

Customers Functional Emotional

Customers + Values of a Good Night’s Sleep 



CORE SERVICES – DAY 1

What is monetary value?
It’s just what it sounds like. It’s the 
financial benefits to the customer 
during or after the process.

Monetary

Customers Functional Emotional Monetary

Customers + Values of a Good Night’s Sleep 

CORE SERVICES – DAY 1

EXERCISE:  APPLICATION OF VALUE

INSTRUCTIONS

You will work in groups each at a poster. Each group will identify customers 
of  “learning opportunities within your organization” and what they value.

1. Identify the customers and key 

stakeholders

1 per YELLOW post-it. 

(What do you see? Are some customers 

more important than others? Can some 

be grouped? )

2. Come up with as many 

examples of emotional, 

functional, and monetary value

as you can. 

1 per GREEN post-it.



CORE SERVICES – DAY 1

EXERCISE:  APPLICATION OF VALUE

Reflect and discuss what you see in your group

• What did you see? 

• What surprises you? 

• What are the MOST important values? 

• What themes are emerging?

• Which are the most important customers and 

value….and how do you know? 

Who are the CUSTOMERS of “learning opportunities within your organization” and 

what do they VALUE?

CUSTOMER

VALUES

Functional Emotional Monetary



CORE SERVICES – DAY 1

WHAT WENT WELL WHAT I LEARNED WHAT COULD BE IMPROVED

WORKSHEETS + READING

TEAMS COLLABORATION

REGULAR COACHING SESSIONS













CORE SERVICES – DAY 1

• Each individual/team will have a ‘booth’ spot

• Prepare a tri-fold presentation board to display the contents of your A3 and the work you’ve 
done throughout LeanU

• Prepare to speak with Barton Malow leaders and team members about

- your problem statement

- your A3 progress

- what’s next?

- highlights of what you learned in LeanU

• Book a coaching session with Jill or Grace if support is needed

SHOWCASE PREPARATION + EXPECTATIONS
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CORE SERVICES – DAY 1

BEFORE

…Let’s use A3 Thinking !

“I feel like I had a lot of anxiety about getting my board ready, more so than presenting.”







January 11, 2023

Building Trades 
Coordination 

Erica Valimont

Executive Administrative Assistant 

Check in with Trade Directors to see what 
can be improved and if this process is 
working after December implementation

Update template if needed to address 
any issues that come up 

FOLLOW UP: 

IMPLEMENTATION: 

COUNTERMEASURES:

ANALYSIS: 

CURRENT CONDITION:

Want to improve our Building Trade Team 
Coordination meetings by all presenting the same 

information in a clear and organized way 

TARGET CONDITION 

The Building Trades Team meets weekly in 
efforts to coordinate new information, Union 
updates, Safety recaps, man-hours, trends 
within each discipline etc. Currently we go 
around the room and discuss, but the 
information provided is never documented 
and varies by each trade director. This causes 
us to not go as in depth as we should on 
topics.  Currently there is also no way of 
showing a comparison between the 4 trades 
because all the information shared varies. 

Standardizing these updates would not only 
allow better communication throughout the 
team, but also provide Dave Gregor updated 
monthly information to share at the Company 
Leadership Meetings. 

BACKGROUND 

Trade Directors 
prepare for the 

meeting 

Trade Directors 
go around the 

room with 
updates 

Dave takes any 
relevant updates 

he has written 
down to the CLT 

meeting 

Expectations are 
not clearly 

defined 

Updates are not 
consistent with 

each other 

There are not 
documented 

updates to share 

Man Hours, 
Safety updates, 

Union 
information, 

dates etc.  

Document that 
Dave can pull 

information from 
to share   

Trade directors 
can review their 

own info and 
recognize 

trends/issues 

No template to 
what is supposed 

to be reported 
on so there isn’t 

consistency 

Everyone stays 
on the same 

page and is in 
the know   

Dave can share 
our team updates 

and 
accomplishments 

Takeaways 
Implementing this A3 would add a lot of value to the 

team and provide useful information to everyone 
else at Barton Malow Company 

Trade Directors 
prepare using 

the template and 
working with 

Erica 

Trade Directors 
all present the 

same 
information as 
we go around 

the room  

Dave has one 
combined 

document to 
share with CLT 

Going to the Gemba findings: 

• The wanted data for each trade director to report is a team 
safety moment, Weekly hours report, Current/upcoming 
events, Equipment owned, Union updates, Team initiatives 
and a recent picture of a project

• Some of the trade directors are not as comfortable in 
PowerPoint and may need help with formatting the 

information 

Customer Value Assessment

CUSTOMER
FUNCTIONAL 

VALUE
EMOTIONAL 

VALUE
MONETARY 

VALUE

Executive Administrative 
Assistant 

Helps me to put together the 
agenda and keep everyone 
aligned 

Feel less stressed over timing 
of meetings if we will finish 
super early or late. Each 
director will have a 
designated amount of time to 
share 

Provide support and 
organization to my team 
results in better work on the 
job sites which results in more 
jobs 

Trade Directors 

Answers to questions at your 
fingertips and allows for 
analysis of the individual 
trade's teams

Feel confident in the statistics 
of your team and that they 
are functioning at their best 

Sharing safety moments, they 
learned with their team may 
result in it not happening at 
other sites 

Vice President of Building 
Trades 

Gives an overview of how all 
the teams are doing and can 
compare and see patterns 

Feel confident knowing that 
your directors are aligned 

Great functioning building 
trades teams equals MORE 
JOBS 

FORCE FIELD ANALYSIS

Thorough and 
consistent 

updates from 
each team at 

meetings 

How many 
resources are 

needed to gather 
this data and how 

do we get it 

Trade directors' 
busy schedules  

Lack of 
PowerPoint 
experience  

Trade Directors 
WEALTH of 
knowledge 

Willingness of 
other teams to 

help get the data  

Admin willingness 
to help 

No current 
process/template 

Time and effort of 
all parties to get 
these created, 

printed and 
prepped 

The data exists 
other places we 
just need to pull 

reports 

Meet with each 
trade director 

prior to 
presenting

Create the 
forms for each 

trade director

Collaborate to 

create the template 
and fill in the info 

Don’t create a 

template but just 
have each trade 

director talk about 
and share on 

specific topics 

TASK RESPONSIBLE ACCOUNTABLE CONSULTED INFORMED

Gather weekly reports 

to add to document

Kristen 

Stachura
Erica Valimont

Create a standard A3 

Template to add the 

information to 

Mary Grace 

Kennedy
Erica Valimont Dave Gregor

Trade 

Directors 

Update the Man Hours 

excel sheet and add to 

the template 

Erica Valimont 

AND trade 

directors  

Erica Valimont Dave Gregor 

Provide information for 

the remainder of the 

template

Trade Directors Erica Valimont 

Trade 

Directors 

teams 

Schedule meeting 1 

week before due date 

to review information 

Erica Valimont
Trade 

Directors 

Dave 

Gregor 

Complete the 

templates and print 

before meeting 

Damion Morse Erica Valimont 
Dave 

Gregor 

Present the 

information at the 

coordination meeting 

Trade 

Directors

Trade 

Directors 

Erica 

Valimont

January 11, 2023

Building Trades 
Coordination 

Erica Valimont

Executive Administrative Assistant 

Check in with Trade Directors to see what 
can be improved and if this process is 
working after December implementation

Update template if needed to address 
any issues that come up 

FOLLOW UP: 

IMPLEMENTATION: 

COUNTERMEASURES:

ANALYSIS: 

CURRENT CONDITION:

Want to improve our Building Trade Team 
Coordination meetings by all presenting the same 

information in a clear and organized way 

TARGET CONDITION 

The Building Trades Team meets weekly in 
efforts to coordinate new information, Union 
updates, Safety recaps, man-hours, trends 
within each discipline etc. Currently we go 
around the room and discuss, but the 
information provided is never documented 
and varies by each trade director. This causes 
us to not go as in depth as we should on 
topics.  Currently there is also no way of 
showing a comparison between the 4 trades 
because all the information shared varies. 

Standardizing these updates would not only 
allow better communication throughout the 
team, but also provide Dave Gregor updated 
monthly information to share at the Company 
Leadership Meetings. 

BACKGROUND 

Trade Directors 
prepare for the 

meeting 

Trade Directors 
go around the 

room with 
updates 

Dave takes any 
relevant updates 

he has written 
down to the CLT 

meeting 

Expectations are 
not clearly 

defined 

Updates are not 
consistent with 

each other 

There are not 
documented 

updates to share 

Man Hours, 
Safety updates, 

Union 
information, 

dates etc.  

Document that 
Dave can pull 

information from 
to share   

Trade directors 
can review their 

own info and 
recognize 

trends/issues 

No template to 
what is supposed 

to be reported 
on so there isn’t 

consistency 

Everyone stays 
on the same 

page and is in 
the know   

Dave can share 
our team updates 

and 
accomplishments 

Takeaways 
Implementing this A3 would add a lot of value to the 

team and provide useful information to everyone 
else at Barton Malow Company 

Trade Directors 
prepare using 

the template and 
working with 

Erica 

Trade Directors 
all present the 

same 
information as 
we go around 

the room  

Dave has one 
combined 

document to 
share with CLT 

Going to the Gemba findings: 

• The wanted data for each trade director to report is a team 
safety moment, Weekly hours report, Current/upcoming 
events, Equipment owned, Union updates, Team initiatives 
and a recent picture of a project

• Some of the trade directors are not as comfortable in 
PowerPoint and may need help with formatting the 

information 

Customer Value Assessment

CUSTOMER
FUNCTIONAL 

VALUE
EMOTIONAL 

VALUE
MONETARY 

VALUE

Executive Administrative 
Assistant 

Helps me to put together the 
agenda and keep everyone 
aligned 

Feel less stressed over timing 
of meetings if we will finish 
super early or late. Each 
director will have a 
designated amount of time to 
share 

Provide support and 
organization to my team 
results in better work on the 
job sites which results in more 
jobs 

Trade Directors 

Answers to questions at your 
fingertips and allows for 
analysis of the individual 
trade's teams

Feel confident in the statistics 
of your team and that they 
are functioning at their best 

Sharing safety moments, they 
learned with their team may 
result in it not happening at 
other sites 

Vice President of Building 
Trades 

Gives an overview of how all 
the teams are doing and can 
compare and see patterns 

Feel confident knowing that 
your directors are aligned 

Great functioning building 
trades teams equals MORE 
JOBS 

FORCE FIELD ANALYSIS

Thorough and 
consistent 

updates from 
each team at 

meetings 

How many 
resources are 

needed to gather 
this data and how 

do we get it 

Trade directors' 
busy schedules  

Lack of 
PowerPoint 
experience  

Trade Directors 
WEALTH of 
knowledge 

Willingness of 
other teams to 

help get the data  

Admin willingness 
to help 

No current 
process/template 

Time and effort of 
all parties to get 
these created, 

printed and 
prepped 

The data exists 
other places we 
just need to pull 

reports 

Meet with each 
trade director 

prior to 
presenting

Create the 
forms for each 

trade director

Collaborate to 

create the template 
and fill in the info 

Don’t create a 

template but just 
have each trade 

director talk about 
and share on 

specific topics 

TASK RESPONSIBLE ACCOUNTABLE CONSULTED INFORMED

Gather weekly reports 

to add to document

Kristen 

Stachura
Erica Valimont

Create a standard A3 

Template to add the 

information to 

Mary Grace 

Kennedy
Erica Valimont Dave Gregor

Trade 

Directors 

Update the Man Hours 

excel sheet and add to 

the template 

Erica Valimont 

AND trade 

directors  

Erica Valimont Dave Gregor 

Provide information for 

the remainder of the 

template

Trade Directors Erica Valimont 

Trade 

Directors 

teams 

Schedule meeting 1 

week before due date 

to review information 

Erica Valimont
Trade 

Directors 

Dave 

Gregor 

Complete the 

templates and print 

before meeting 

Damion Morse Erica Valimont 
Dave 

Gregor 

Present the 

information at the 

coordination meeting 

Trade 

Directors

Trade 

Directors 

Erica 

Valimont

January 11, 2023

Morgan 
Mueller

Nicole 
Houchins

Continue to go GEMBA

Stay Coordinated with Systems, Legal, &  MarCom

Audit Forms Annually

Connect with HR Admin + New Hires on new process/ their 

experience

FOLLOW UP:

IMPLEMENTATION:

Create a more efficient process for New Hire 
Acknowledgement Forms 
Update forms to be more visually appealing and 
concise
Provide new team members with digital 
accessibility to Acknowledgement Forms
Remove an administrative step from HR 
Administrator (scanning, follow-ups, etc.)  

COUNTERMEASURES:

ANALYSIS:

CURRENT CONDITION:
All new team members should feel that they 
were able to easily complete their first- day 
acknowledgment forms, making the 
onboarding process less cumbersome in time 
and energy spent for the team member, 
onboarding administrator, and hiring 
manager. 

Metric: Reduce the number of Team Members 
the Onboarding Administrator must follow up 
with by at least 50% by the end of FY24 Q4. 

TARGET CONDITION:

As a part of onboarding, the new team 
member is required to complete 5 
different forms. These forms come from 
the recruiter as 1 PDF document but with 
4 different acknowledgments. The team 
member must print off the forms and 
physically sign them. Then they must be 
scanned back to the Onboarding 
Administrator (Sherrie Moeller) . If the 
new team member does not complete the 
acknowledgment forms, the Onboarding 
Administrator must remind the new team 
member to complete the forms. The types 
of waste created in the current state of 
this process are waiting, defects, 
transportation, motion, and extra 
processing. These forms of waste 
negatively impact new team members 
who may be overwhelmed and frustrated 
with printing, reading, and scanning these 
documents. These forms of waste also 
negatively impact the HR Admin by 
depleting functional value through 
wasted time and steps.

BACKGROUND:

These documents are sent as a PDF to new team 
members’ Barton Malow email addresses on their 
first day, then the team member is required to 
print and physical ly sign the forms. The team 
member must send back the forms to the 
Onboarding admin. This can be done in several 
ways; return in-person for Southfield- based team 
members, scan in the documents and email to HR 
Admin, or worst-case scenario, team members 
can take pictures and email them to our HR Admin. 
Once collected, these forms are then combined 
into one PDF and uploaded to the team member’s 
profile in SAP. If the team member does not return 
the documents, the HR Admin must reach out and 
further remind the team member to review, sign, 
and return these forms causing more rework and 
overproduction (waste) . 

Up to this point in the calendar year of 2023, 
Barton Malow has hired around 864 new team 
members. After going to GEMBA, we learned that 
the HR Administrator has to follow up with at least 
15% of new team members on completing and 
returning their Acknowledgement Forms. This is 
only one of the products of waste for the HR 
Admin. There is additional waste created during 
the processing time built into scanning in signed 
documents, converting documents, combining 
PDFs, and uploading into SAP Employee Profiles. 

Current Acknowledgement Forms

Team Member Handbook Acknowledgement

Confidential Information Protection 
Acknowledgement

Electronic Communications/Social Media 
Agreement

Media Consent Form and Waiver

Electronic Benefits Delivery Document

HR Admin Follow-Ups:

15% (130 team members)

EFFICIENT 
ONBOARDING 

ACKNOWLEDGEMENT 
FORMS

Reduce Admin Follow-Ups by

50%

< 7.5% (64 team members)
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QUESTIONS?

WHAT WENT WELL WHAT I LEARNED WHAT COULD BE IMPROVED


