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K\O Peg Pennington O/
President, MoreSteam
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* Passion for developing organizational
O e problem solving capabilities

* Strategic focus on “next practices”

* Previously served as Executive Director of the

l Center for Operational Excellence at The
Ohio State University
O * Helped architect unigue Master of Business

Operational Excellence ("MBOE") program
OSU Fisher College of Business
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COMPLEXITY
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A complex system i1s one in

COMPLEXITY which there are multiple

interactions between many
different components.
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VULNERABILITY

Dear Chase Customer:

We're reaching out to let you know what we're doing to help protect your account after
the data breach announced by Target on some credit and debit cards used at Target
stores between November 27 and December 15.

Here's what you should know:

All your Chase cards have our Zero Liability Protection. That means you're not
liable for unauthorized transactions you report to us.

You don't need to call us at this time unless you see transactions you don't
recognize. We're using our sophisticated fraud-monitoring tools to look for
abnormal spending and ATM patterns. That helps us block fraudulent
transactions.
We'll let you know if we see unusual activity on your account.
We'll send you a new card if we determine that's necessary.

Here's what you should do:

Continue using your Chase card.

Monitor your account -- including using chase.com or Chase Mobile -- and let us
know If you see any transactions you don't recognize.

Enroll in our free Account Alerts* in the "Customer Center” section at chase.com
and we'll let you know about specific activity in your account.

As always, thank you for your trust.

Sincerely,

Joet M

Jennifer Myhre
Senior Vice President
Chase Consumer and Community Banking
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LEAN IMPACT
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INHERENT COMPLEXITY
DESIGN COMPLEXITY
PROCESS COMPLEXITY
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LEAN MANAGEMENT SYSTEM




P \(L \) Strategy System
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ORGANIZATIONAL
COMPLEXITY LEADS
TO INDIVIDUAL
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SHARED VALUES

OUR ONE RULE

Use good judgment
in all situations.

Please feel free to ask your department manager, store
manager or Human Resources any questions at any time.
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THE LEAN MANAGEMENT SYSTEM

@ People System

Go See
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SYSTEMS THINKING
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We cannot change the human condition, but
we can change the conditions under which
l humans work.

James Reason, Professor of Psychology

(i
P £




LN
\

O

THE INDIVIDUAL
COST OF
l COMPLEXITY

rys
llllll

iMoreSteam”




EXAMPLE

Each team is going to receive a combination of letters
and numbers that you will have to remember.

Then you will both receive a task and you will have 60
seconds to perform this task.

At the end of the 60 seconds you will have to write

down the number and letter combination you were
given. DO NOT WRITE IT DOWN AHEAD OF TIME.
NO PHOTOS ALLOWED.
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l\) THE LEAN MANAGEMENT SYSTEM

Q Problem Solving System M h

Value Stream PROBLEM DAILY

I H H I | SOLVING MANAGEMENT

/ A3 Thinking
LEFT SIDE R;?DT D»»))

j/) iMoreSteam@’



l%\ ?

! “Sitmplicity does not
SIMPLE, DIRECT :
PATHWAYS precede complexity,
] but follows it.”

O Alan Perlis

;
P £




UNDERSTAND
PROCESS FLOW

iMoreSteam )



LN
\

O

o—

LEARN FROM
THE PAST

iMoreSteam®



LEARN FROM THE
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Visit us at MoreSteam.com
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Training Simulations

Software

Blended Learning
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Resources

Contact
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Green Belt

Develop the skills to lead successful
continuous improvement projects.
Includes exercises, quizzes, and mini
simulations.

Blended Black Belt

Combine eLearning with study halls,
personal coaching, and practice. Covers
advanced quantitative tools.

Master Black Belt

MoreSteam partners with the Fisher
College of Business at The Ohio State
University to present an innovative
Master Black Belt development
program.

>
>
>
>

>

elLearning Course Catalog

With over 200 hours of training to
choose from, browse through the entire
belt curriculum to find the courses you
need.

eLearning Overview

Language Options

New to Training Simulations?

Register for a Course
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Visit us at MoreSteam.com
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Company

Training Simulations

Software

Blended Learning

Resources

Contact

Knowledge Center

.
r=
-

vca the full colla of free
resources on Lean Six Sigma and
process improvement, including

tutorials, webcasts, and white papers.

Wmonly used tools for

measuring process performance, root
cause analysis, process control, and
more.

Wresentations hosted

by industry-experts and quality
practitioners.
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Newsletter

Papers & Articles

MoreSteam Blog
Mmr articles on

a wide-range of interesting topics and
tools.

EngineRoom Tutorials

TRACtion Tutorials
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How to Keep In Touch

Contact Us:

Peg Pennington
peg@moresteam.com

Ellen Milnes
emilnes@ moresteam.com

Mark Your Calendar to Join Us:

» September: Alexander Silantyev, PwC
> QOctober: Nicole Batulis, Dartmouth-Hitchcock

iMoreSteam®


mailto:peg@moresteam.com
mailto:emilnes@moresteam.com

