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Group 1: Map the workflow (s)

Internal External

Sources of

Dissatisfaction

Demand Analysis

Arrival Pattern Nature of Demand
Customer

Expectations
Work Item Type

Identify work item types.

Where does demand

come from?

What do customers request?

Scale? Complexity?

(Tip: different types resulting in

different workflows, dependencies,

required skills)

For each type of work,

analyze:

Arrival rate and nature of demand (random,

burst, seasonal, batches, chaotic, planned

or unplanned, anticipatable or not?,

refutable/discretionary or not?)

Customer expectations

(even if unreasonable)

Delivery Rate Defect Rate Capability AnalysisWork Item Type Demand vs Capability

Capability Analysis

Replenishment &

Delivery Cadences

Replenishment

Frequency
Transaction costsDelivery Frequency

Work Item Type(s) /

Classes of Service

Classes of Service

Work Item Type(s) Policies SLAsClass of Service

Map the workflow(s)

Sketch the workflow for a few types of work.

 - Any method is acceptable, like flow charts, sticky notes, or stickmen drawing.

Discuss the sequence of dominant activities for discovering new knowledge/information.

 - List the activities (use verbs).

 - Does the knowledge discovery activity  span across people/teams and show  collaborations?

Are there any specialist activities?

Consider the risks associated with different work items types, such as cost of delay.

Describe some policies for classes of service, e.g. Expedite.

 - What are the rules for how something should be treated?

 - Typically we care about queuing, discipline & volume of tickets.

Which classes of service apply to which work item types? 1 to 1 mappings are common.

Are there any existing SLAs or other policies that cause interruptions, untracked work, and hidden Classes of Service?

Do these (negatively) affect customer satisfaction?

What is the appropriate input or system replenishment frequency?

How quickly are things changing (in the business)? What is the arrival rate of new information that would affect selection of items?

What is the ideal delivery frequency for your Kanban system?

What are the transaction costs of a delivery (training, deployment, governance) and the lead times involved (e.g. training lead time)?

Does it make sense for delivery and system replenishment frequency to be the same, or is it more natural for them to be different?

Is on-demand delivery or replenishment possible? What would it take to make it possible?

STATIK Steps

Group 1: Service / case study

Group 2: Replenishment and Delivery Cadence

Group 2: Capability Analysis

Group 2: Demand Analysis

Group 2: Sources of Dissatisfaction

Group 2: Classes of Service

Group 2: Map the workflow (s)

Internal External

Sources of

Dissatisfaction

Demand Analysis

Arrival Pattern Nature of Demand
Customer

Expectations
Work Item Type

Identify work item types.

Where does demand

come from?

What do customers request?

Scale? Complexity?

(Tip: different types resulting in

different workflows, dependencies,

required skills)

For each type of work,

analyze:

Arrival rate and nature of demand (random,

burst, seasonal, batches, chaotic, planned

or unplanned, anticipatable or not?,

refutable/discretionary or not?)

Customer expectations

(even if unreasonable)

Delivery Rate Defect Rate Capability AnalysisWork Item Type Demand vs Capability

Capability Analysis

Replenishment &

Delivery Cadences

Replenishment

Frequency
Transaction costsDelivery Frequency

Work Item Type(s) /

Classes of Service

Classes of Service

Work Item Type(s) Policies SLAsClass of Service

Map the workflow(s)

Sketch the workflow for a few types of work.

 - Any method is acceptable, like flow charts, sticky notes, or stickmen drawing.

Discuss the sequence of dominant activities for discovering new knowledge/information.

 - List the activities (use verbs).

 - Does the knowledge discovery activity  span across people/teams and show  collaborations?

Are there any specialist activities?

Consider the risks associated with different work items types, such as cost of delay.

Describe some policies for classes of service, e.g. Expedite.

 - What are the rules for how something should be treated?

 - Typically we care about queuing, discipline & volume of tickets.

Which classes of service apply to which work item types? 1 to 1 mappings are common.

Are there any existing SLAs or other policies that cause interruptions, untracked work, and hidden Classes of Service?

Do these (negatively) affect customer satisfaction?

What is the appropriate input or system replenishment frequency?

How quickly are things changing (in the business)? What is the arrival rate of new information that would affect selection of items?

What is the ideal delivery frequency for your Kanban system?

What are the transaction costs of a delivery (training, deployment, governance) and the lead times involved (e.g. training lead time)?

Does it make sense for delivery and system replenishment frequency to be the same, or is it more natural for them to be different?

Is on-demand delivery or replenishment possible? What would it take to make it possible?

Group 1

Group 2

Cases / Service

Mobile App  Lots of Data

Create a

 Service 

(help smaller

countries use

the data) 

Platform

Engineering 

Data Eng 

 They don't have

resources/

capacity/

capability to

utilise the data 

Data

Science Improvement to

existing service to

smaller countries

to enable them to

use the data easily

and at low cost

From which,

Marketing

campaigns

etc can be 

End Product/

Solution: building a

new  marketing

campaign solution to

to improve existing

exiting Plexure

campaign system

Value Streams

involved: Data

Science and

Data

Engineering

Need: Provide a way

for people (smaller

countries) to utilise

the amazing amount

of data within the

platform. 

Parking Lot

Personalisation

Direct Mail/Comms to customers

Always on automated campaigns

Squads and teams doing automated

comms from a marketing capacity

Multiple channels

All customers - personal & business

Opt Out available

Customer journeys - financial well-being

Building wealth

Many triggers (overdraft, credit limits, etc.)

Does the customer need help?

Work can come in from

product teams

Broader assessment across

ANZ

Teams are self-directing

somewhat

Gather insights and then

decide what they want to

build

Monthly planning sessions

Teams get together (3

squads)

Work with senior

managers to determime

what they will be working

on based on value and

cost of delay

Need to build data models

Upstream team builds these models

Team hasn't delivered

Downstream teams (these 3 teams)

cannot deliver

Feedback is coming down on the

teams, not at the source (upstream)

Don't have all the capability in the

team - reviews and approvals and

work jumping in and out from the

teams

Multiple dependencies along the

journey

Data Model

Platform

Work

Campaign

DefinitionMonthly

Initiative

session

Content

Creation

Stakeholder

Approval

Asset

Creation

Workflow

Developme

nt

Campaign

Deploy

Insights

Automated Marketing Campaigns

Frustrated - too many people involved

High Number of handoffs

Changing priorities

Not having enough good info from

stakeholders (insights changing/not

well understood)

Limitations from upstream teams

prevents team from delivering value

Time it takes to get a campaign out

Differing of opinions of what a

campaign should look like or include -

squad being overruled

Just raw

data

Data Not

shaped in

any way

Some

Countries

don't have

resource

utilise this data

Some

Countries

don't have

capability to

utilise this data

Some countries

don't have

marketing depts to

assist in building

campaigns - with

our without data

Too slow - delivery of campaigns

Going back and forth with

stakeholders

Having lots of little bits of value come

through - people want large batch not

small bits

Waterfall vs. agile delivery

Content developers wanted to

develop everything at once - against

strategy of breaking up messages

Prioritisation clarity missing

Competing priorities

Plexure Customer

team gets a lot of

requests from new

and existing

McDonald

customers that they

can't answer/ solve

raw data

batch

requests

(Weekly to

McDonalds) 

internal request

(Customer team,

Product Team,

Customer

Support Team) 

New Work

Other teams

they

collaborate

with

Plexure

Marketing item

has issues using

Platform too

which makes is

challenging  

Weekly

BAU / Run

Adhoc

Campaign

Creation

Discovery

Continuous

Improvement

Product owner

provides new

work

fortnightly

anticipated

plannable

Scheduled

Requested

Plannable

Constant

Expedited

Meet Fixed

Date

Monthly

Initiative

Sessions

Regular

Unplannable
55 Days

anticipated

Ad Hoc

not

refutatble

Irregular

Unplannable

Varies

Customer

expects it to

be accurate

(wtf?)

Support

Tickets 

change

requests

Adhoc

Ad Hoc
Irregular

Unplannable

planned

Expectation that

everyone owns

improvement

and measurable

results

anticipated

anticipated

fortnightly 

weekly
0%

raw data

batch

requests

(Weekly to

McDonalds) 

internal request

(Customer team,

Product Team,

Customer

Support Team) 

New Work

Support

Tickets 

change

requests

New

Iteration

Fixed

Update

48.7 days Unknown

43 days

23 days

73 days

Leads

Discovery &

Requirement

UI/ UX

Design
Development Testing Release

Standard 

Urgent

BAU

Campaign

Discovery

Continuous

Improvement

Campaign

Change

Analysis?

impact

analysis

Fixed Dates

Stakeholder

Approval

Solution

Analysis

new work

Whats the

solution and

estimate

Customer

Approval

Test 

Plan the

work
change

requests

Fixed Dates

Stakeholder

Approval

Fixed Dates

Content

Creation SLA -

pickup work in

2 days

Develop  Release

Data Model

Platform

Work

Campaign

DefinitionMonthly

Initiative

session

Content

Creation

Stakeholder

Approval

Asset

Creation

Workflow

Developme

nt

Campaign

Deploy

Insights

Campaign

Discovery

Continuous

Improvement

Run /BAU

Leads

Product

Request

Build Lead
Monthly

Initiative

session

Deploy

Lead

Run Lead

again / BAU

Manual

Campaign

Run

Campaign

Backlog

customer

team

Data

Requests

Support

team
tech writers

P1- highest

priority
P1 incidents

everything

else

data entry/

data clean

up

feature

developement

Policy states who

attends meeting,

Case manager

assigned, workign

agreement

no

abusement

messages

resolve

within 24

hours

for non P1

support tickets

we support x

hrs per month

for change requests

if it can also be

introduced to other

customers we

charge customer

50%

Fixed Dates

All other

policies are

skipped

raw data

batch

requests

(Weekly to

McDonalds) 

internal request

(Customer team,

Product Team,

Customer

Support Team) 

New Work

Non P1

Support

Tickets 

change

requests

Discovery &

Requirement

UI/ UX

Design

Development Testing

Release-

delivery

point

Change

Analysis?

impact

analysis

Solution

Analysis

Whats the

solution and

estimate

Customer

Approval

Campaign

Standard

Start before

campaign comes in

Before Content

Creators

Before Automated

Workflow

50 days

Upstream

Approvals

Printing

Governance

Monitoring

weekly replenishment-

commitment point for

planned work

Replenish unplanned

work on demand daily

(P1 takes priority) 

Campaign

Urgent

Ad Hoc at

the start

Out of Cycle

2 Weeks

Additional

Governance

Upper Level Managers

are Seaguls

Too much in the

weeds adding to delay

Continuous

Improvement
Sprint Cycle

Leads Ad Hoc 2-4 weeks

Lead 

Forum

Approval

daily

urgent

everything

eelse fortnightly weekly

within 24

hrs

bug fixing

designing/

copywriting

AI tool

integration

quality

testing


