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Would you 
explain a little 
more about ….

How have you 
handled …..



Ruben Del Toro
Director Enterprise Continuous Improvement, Southwest Airlines

• Leads the Enterprise Continuous Improvement Program 
within the Corporate Strategy & Innovation Team at 
Southwest Airlines

• Certified Master Black Belt, PMP, and Aircraft Mechanic

• MBA in Technology Management and a B.S. in 
Management of Technical Operations



Southwest Airlines an Innovative Model for Air Travel
This simple model faced challenges that required innovative thinking and tools

The solution revolutionized the industry with efficient turns



Southwest Airlines The 10 Minute Turn



Southwest Airlines Today
We face different challenges, but the need for Continuous Improvement and Innovation remains

Continuous Improvement thinking at Southwest focuses on complexity & flow



CI the Southwest Way
Bringing a structured approach to “find a better way”



Southwest Airlines Enterprise Continuous Improvement
The series of events and actions that shaped our deployment strategy and approach

Recruited “Executive Steering Group”

Formed a small Team of MBB & BB experts

Created Guiding Principles, Operating Model & Strategy

Developed a pipeline of projects with early adopters

Built training program and community

Resulted in a “pyramid of belts”

Focused CI Center to build capability & support projects

Deployed relationship managers & CI Champions

Organized talent into a CI Network



Enterprise Continuous Improvement Vision at Southwest Airlines



Enterprise Continuous Improvement Guiding Principles
Learned from our past experiences and develop these Guiding Principles to ensure program fit

We strongly commit to these principles to ensure continued success



Enterprise Continuous Improvement Engagement Model
Grass roots approach and engagement model

These steps drive CI capability building organically and at business pace 



Enterprise Continuous Improvement Key Elements for Department CI Teams
Department capability deployment strategy roadmap

Key Elements:
• Executive support: Department head(s) and Champion(s) provide the 

resources, direction and bandwidth to deploy CI within Departments

• Talent and pyramid of belts: Belts support Belts as mentors and coaches

• Governance: A designated Team approves CI work, and aligns CI 

• Project execution: CI Belts follow CI the SWA way

• CI Network: Department CI Belts are connect as a network of talent

• Performance management: Each Team tracks performance and CI value 



Enterprise Continuous Improvement Current State Overview

Awesome stuff

M

“  “Finding a better way” through a company-wide grassroots approach, led by our People,       
grounded in education, deployed at the right pace

Enterprise CI develops talent & supports groups “Actively driving”

“Eagerly starting”

CI the “Southwest Way” generated strong demand for CI skills, projects and embedded CI capability

q Operational

q Commercial

q Support Teams



Moving Towards Business Transformation
Creating centers to support the enterprise



AUTOMATION
Automation of manual, repetitive processes through the use of Robotic Process and Intelligent 

Automation tools, allowing  People to focus on high-value activities

INNOVATION
Creation of idea flow grounded in human centered design with a focus on cultivating an Innovation 

mindset 

DATA SCIENCE
Creation of business solutions through the use of data, math and technology with a focus on predictive 

capabilities to improve performance and outcomes

CONTINUOUS IMPROVEMENT
Creation of Customer value through the use of Lean Six Sigma to drive more streamlined, 

efficient, and effective processes

BUSINESS TRANSFORMATION

Business Transformation
Over the first three to four years of our CI journey, Corporate Strategy stood up additional capability 
“centers”, ultimately forming our Business Transformation team 



Naturally the Teams formed as Integrated Partners for Business Transformation
Core Centers have naturally aligned to form partnerships and find ways to collaborate 

Center Collaboration:

• The Teams became enablers 

through collaboration 

• Leaders started sharing and 

Teams found ways to 

Integrate and work together

BUSINESS TRANSFORMATION

AUTOMATION
Automation of manual, repetitive processes through the use of Robotic Process 

and Intelligent Automation tools, allowing  People to focus on high-value activities

CONTINUOUS IMPROVEMENT
Creation of Customer value through the use of Lean Six Sigma to drive more 

streamlined, efficient, and effective processes

DATA SCIENCE
Creation of business solutions through the use of data, math and technology with 

a focus on predictive capabilities to improve performance and outcomes

INNOVATION
Creation of idea flow grounded in human centered design with a focus on 

cultivating an Innovation mindset 



Real Life Examples
Multiple disciplines working together



Enterprise Continuous Improvement & Innovation 
CI process discovery and Innovation human center design for improved provisioning

Improvements across the 
passenger journey:

• CI studied ecosystem

• Understood the pain points

• Worked with field experts

• Innovation design support

• Engaged Continuum

• Multiple designs

• Tested and narrowed solution

• Final proof of concept

• Created Buy-in created 

through full collaboration 

A B

C D



Enterprise Continuous Improvement & Data Science
CI and Data Science for improved queues and self tagging lines

Improvements across the 
passenger journey:

• CI studied ecosystem

• Engaged Data Science

• Used video analytics

• Data generated 

• Understood the pain points

• Worked with field experts

• Innovation design support

• Tested solutions

• Implemented

• Reduced queue times 

• Improved Customer experience

B

C D

A



Enterprise Continuous Improvement & Robotics Process Automation
Group Reservations CI leaned process and robotics to automate repetitive high volume tasks

Improvements impacting 
the Customer Experience:

• CI studied the passenger journey

• Identified the pain points

• Reduced the number of contacts

• Consolidated steps

• Name changes remained 

• Engaged RPA Team

• Deployed a “Bot” to automate 

name changes

• Fully automated name changes

A

B C



Enterprise Continuous Improvement as a Fully Integrated Partner
Detailed process for seamless CI, Data Science and Innovation integration

UNDERSTANDING OPTIMIZATION

• Business lead Teams & CI Engagement
• Data Science, integration & generation of data
• Advanced analytics support
• Seamless collaboration to client

• Scientists Modeling & Simulation
• Scientists Predictive Analytics Capabilities
• Improvements created through Innovation workshops
• Human centered design experts helping the business

Current Process Future Process 



Key Decisions:
• Strictly a business request (pull system)
• VP supported department assessment with a CI lens
• Works best when CI Capability is present (CI Champion, Green Belts, and experienced with CI work)

Enterprise Continuous Improvement, Planning and Future Outlook
What is next? Opportunity Discovery Approach



Enterprise Continuous Improvement Program Results
The results are in and our teams are excited deploying tangible and sustainable improvements 



What is Next?
Find a new collective purpose & work together to
“find a better way, everyday”



We Use Trusted Tools and Methods:
We invest in a suite of systems, platforms, and methods that are proven to solve 
challenges according to our values.   This list is by no means exhaustive and we’re always 
looking for new ways of delivering better results.  These approaches ensure we are using 
best-in-class methods to solve challenges.

Business Transformation, Planning and Future Outlook
Explaining our core capabilities and methods

Data Modeling Human Center Design Lean Six Sigma

Focus on capabilities that work together to deliver value 

Methods

Making our tools 
and methods 
simple & relatable

Data Processing Analytics Programming 

Robotics & 
Automation

Data Visualization Emerging Technology



Business Transformation, Planning and Future Outlook
Future Engagement: How do you work with us?

I Need Help With:
Friendlier

Quicker

Simpler

Safer

Newer

Happier

Stronger 

Clearer

Warmer

Multi-Disciplinary Team:

Analysts                Innovators
Designers             Researchers
Scientists              Futurists

Tools:
Lean Six Sigma

Modeling

Human Centered Design

Performance Analytics

Data Processing

Programming

Visualization

Robotics & Automation

Emerging Technologies

The engagement will focus on creating solutions to business problems as one team



Q&A Discussion
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Visit Us at MoreSteam.com



Visit Us at MoreSteam.com



Keep in Touch.  We’d “LUV” to hear from you.

Ruben Del Toro
Ruben.DelToro@wnco.com

Ellen Milnes
emilnes@moresteam.com

Are you on our Webcast Alert list? Visit moresteam.com/webcasts/alert.cfm to sign up for notifications.

Watch for our upcoming program, “Big Data, Bigger Opportunities,” presented by Roger Woodard, University of Notre Dame

https://www.moresteam.com/webcasts/alert.cfm

