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Processes are everywhere!  
 
While we might not always see our world in this way, virtually all work in organizations, 
and much of what happens in our personal lives, consists of sequences of activities, each 
of which produces a value-added product. Sometimes these products are relatively 
intangible, such as relationships or decisions. In other instances they are quite tangible, 
such as dishes in the sink, dishes without food stuck to them, dishes without suds, and 
clean dishes in the dish rack. In any case, it is often useful to define and visualize such 
productive activities as processes. 
 
Pioneers in the field of business process management, such as Geary Rummler and Paul 
Harmon, have encouraged us to define and manage the processes that run across job 
titles, teams, departments, and business units as they deliver value to achieve results. The 
outputs of such cross-functional business processes are what organizations offer, sell, and 
deliver to their customers. Improving such processes can substantially increase the value 
and quality of the outputs they deliver, while reducing the cost, time and other resources 
needed to produce them. 

   
In addition to process workflows – often including 
complicated sequences of deliverables, decisions, 
and milestones – there are the people who run the 
processes with varying degrees of effectiveness and 
efficiency. Stated another way, there is the human 
performance within the workflow that can make all 
the difference – between success and failure, profit 
and loss, customer retention and attrition, happy and 
unhappy customers or employees, and so on. A lot 

relies on the design and configuration of processes, the performance of the people who 
operate them, and the supports or enablers provided by organizations to implement and 
sustain processes at optimal levels of quality, timeliness and productivity. 
 
This white paper identifies challenges that leaders, managers, and performance 
professionals face when implementing, managing, and sustaining processes.  And it 
summarizes how applying Six Boxes® Performance Thinking can accelerate business 
results by improving and sustaining the human performance in those processes. 
 
What are the Challenges? 
 
We can summarize the challenges that you might face as a leader, manager, or staff 
professional working with processes, in four categories: 
 
1. Processes exist but are not defined: We may perceive that we’re involved in a 
process even when it is not clearly defined, noticing that we receive things from others, 
work on them, and then pass the products of our work downstream to internal or external 

Improving such processes can 
substantially increase the value and 

quality of the outputs they deliver, 
while reducing cost, time, and other 

resources needed to produce them. 
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customers. Defining and documenting processes is a first hurdle, since until they are 
documented it is difficult to systematically manage or improve them. 
 
2. Process documentation has too much, too little, or incomplete information:  
Lots of organizations devote resources to creating and maintaining process documents 
with specialized software, PowerPoint, and other tools for graphic and text description. 
There’s an entire industry of companies offering tools and services to help you map and 
document processes. However, unless these efforts capture the right information, at the 
right level of detail, such documentation can become as much a burden as a help. 
 
3. It’s hard to measure human performance in processes: While quality and process 
professionals typically collect and use lots of data about the deliverables, cycle times, and 
resource requirements for processes, those responsible for monitoring and measuring the 
human performance in processes often complain of difficulties. Perhaps most often they 
report frustration when trying to determine whether workers 
are executing one stage or another in a given process. This is 
particularly true in functions like sales that involve activities 
with relatively intangible milestones such as decisions, 
agreements, established relationships, etc. If we can’t 
determine and measure where in the process a given activity 
falls, diagnosing and improving processes can be difficult. 
 
4. Processes break down and fail to sustain: A lack of consistency in execution often 
plagues those responsible for managing and sustaining processes. This is at the root of the 
quality movement – the idea that when a process is well-defined and well-managed, it 
reliably produces high quality outputs. Often, after new processes go live, when their 
novelty and employees’ focus on them have dissipated, those who execute the processes 
may revert to doing things the “old way” with waning productivity and quality. Many 
organizations that begin process implementation with a bang wind up trying to sustain it 
with a whimper.  Ensuring consistent, sustainable human performance is a challenge. 
 
While we might describe the challenges in other ways, these four cover most issues that 
we’ve seen in organizations that manage the human performance in business processes. 
 
Many Methodologies 
 
There is a vast and often confusing array of methodologies, philosophies, tools, books, 
experts, companies and products for managing and improving processes. Many are 
hybrids, combining quantitative analysis with workflow mapping and tools for 
identifying and addressing opportunities for improvement. Programs and certifications 
with names that include Total Quality, Six Sigma, Kaizen, Lean, and many other 
combinations of words have flooded the marketplace over the last several decades. While 
individual experts or teams might offer their preferred methodologies containing 

A lack of consistency in 
execution often plagues those 
responsible for managing 
and sustaining processes. 
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everything they think you should know, there is a seemingly endless array of ideas and 
techniques in books, articles, and on web sites.  
 
At some point, all of these approaches must address the 
human performance in processes.  As more processes are 
automated and robotized, the robots are still not 
completely self-managed, and human intervention or 
participation is usually required. Interestingly, when 
process experts and methodologies identify glitches 
involving human performance, the problems tend to get 
lumped into a single category, often called “human error.”   
 
As G.M. Collazo (2010), an Industrial/Organizational Psychologist in the biotech and 
pharmaceuticals manufacturing industry wrote: 
 

Human	  error	   is	  responsible	   for	  more	   than	  80	  percent	  of	  process	  deviations	   in	  
the	   pharmaceutical	   and	   related	   manufacturing	   environments.	   Sadly,	   little	   is	  
known	   about	   the	   nature	   of	   these	   events,	   mainly	   because	   quality	   event	  
investigations	  end	  where	  human	  error	  investigations	  should	  begin. 

 
It	  is	  the	  human	  performance	  in	  processes	  that	  should	  capture	  our	  attention,	  and	  to	  
address	  human	  error	  we	  need	  a	  better	  approach.	  
 
What IS a Process? 
 
To define, manage or improve a process, we need to have a crisp definition. Here is a 
definition for your consideration: 
 
A process is a series of activities, each of which yields a value-added product, 
terminating in an output that delivers value to the organization or its users. 
 
If you’re willing to accept this definition, let’s dig deeper. 
 
First, there are the activities. At The Performance Thinking Network, with our 
background in behavior science, we say that activities are behavior. They are what 
people do – whether concrete bodily behavior, more subtle thinking, or running through 
inner scripts and mental movies. Most people agree that processes include sequences of 
behavior. And many process specialists document that behavior in great detail.   
 
Second, there are the value-added products produced by behavior. At the Performance 
Thinking Network we call these work outputs. We talk about milestones and progress 
indicators as sub-outputs that occur within processes. Sub-outputs are the products of 
behavior at each step that represent added value within the process, prior to the final 
process output. They might include things such as edits and revised documents, sub-

There is a vast and often 
confusing array of methods, 
tools, philosophies, books, 
experts, companies and 
products for managing and 
improving processes 
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assemblies and piece parts that pass certain tests, decisions, adjusted components in a 
maintenance process, and changes in other people’s behavior such as agreements to move 
forward to the next step or requests for proposal. When process experts talk about the 
importance of adding value in processes they mean that each of these milestones or sub-
outputs must in some way add value to the previous one, contributing to the final process 
output.  If they do not, we either change the sub-output or we eliminate it as wasteful. 
These value-added milestones or sub-outputs tell us 
when the activities that produce them are successful 
– when the sub-outputs they produce meet agreed-
upon criteria for “good.” 
 
There are two other important elements that we need 
to specify for complete description of performance 
in a process: 
 

• Business results: the organization-wide results to which successful completion 
of the process contributes, and against which we assess the value of the process 
outputs.  Business results might include profit, quality, customer satisfaction, 
market share, regulatory compliance, and so on.  
 

• Criteria for a “good” one: specifications or characteristics of each milestone or 
sub-output that set expectations and define whether a given instance should be 
counted as “good” or not, such as quality standards, timeliness criteria, or 
compliance with regulatory guidelines. 

 
With these elements – the business results at stake, the sub-outputs and final work 
outputs, criteria for “good” ones, and the behavior or activities needed to produce each 
milestone or work output – we have a complete description of a process and the human 
performance required for its successful implementation. 
 
 
The Performance Chain: The Anatomy of Human Performance 
 
The first of two models in Six Boxes® Performance Thinking is called The Performance 
Chain. It includes all the elements described above, and delineates what we call the 
anatomy of human performance.  Pictured on the next page, it provides a mental model 
that guides our analysis and discussion about the elements of human performance and 
how they fit together. We use the phrase anatomy of human performance to reflect the 
idea that, just as we would not want a heart surgeon cutting into our bodies if they did not 
know anatomy, anyone working with human performance should know its elements and 
how they fit together. 
 

With these elements…we have a 
complete description of a process 
and the human performance 
required for its successful 
completion. 
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Beginning our analysis from the right, we speak with stakeholders and consult with 
available documentation to determine what organization-level business results are at 
stake in the process. (This information often resides in charter documents for process 
improvement projects in large organizations.) Such business results might include profit, 
revenue, market share, customer satisfaction, employee retention, quality, regulatory 
compliance, and so on. They might include many of the same items that one would list at 
the highest level of a Balanced Scorecard system. 

 
Moving to the left, there are the work outputs – the 
valuable things that individuals, teams, and processes 
produce or achieve that contribute to business results. This 
is the most challenging part of the model because many 
people have a hard time crisply describing the work 
outputs of their own or others’ jobs, and are more likely to 
describe the behavior or activity used to produce the work 
outputs. We ask performers, including those in multi-
function processes, questions such as, “What do you 
produce at this point in the process?” or “What do you 
pass on to the next group?” or “When do you know that 

this activity is complete and successful?” Answers to these questions identify what of 
value is produced at each step, whether tangible deliverables or less concrete work 
outputs such as decisions or suggestions for improvement. 
 
Continuing to the left on the Performance Chain, with a clear understanding of desired 
work outputs it is much easier to determine what behavior is needed to produce them at 
the highest levels of quality, productivity, etc. We can conduct task analyses, check 
existing procedure documentation against what really happens on the job, observe 

Just as we would not want a 
heart surgeon cutting into our 

bodies if they did not know 
anatomy, anyone working with 

human performance should 
know its elements and how they 

fit together. 
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average and star performers to see how they do it, and so on. It is important to identify 
the right behavior for producing the desired work outputs that meet defined criteria for 
“good.” We need only enough detail about behavior to analyze what currently enables or 
obstructs the behavior and to begin identifying what will be required to sustain it.   
 
The last category on the left of the Performance Chain identifies behavior influences. 
They are all the variables, including both the things that we arrange to support 
performance and the unintentional or inadvertent behavior influences that might get in the 
way of optimal performance. As you’ll see below, we use the Six Boxes® Model to 
analyze and plan for behavior influences. 

 
The Performance Chain provides guidance for selecting 
measures of performance, since the changes we seek can 
be measured as improvements in business results, work 
outputs, and/or behavior. Measures of business results, 
though important, are often lagging indicators and may 
not support frequent decisions. We can count work 
outputs that meet and do not meet criteria, and it is often 
useful to tally and graph them hourly, daily, weekly, or 
monthly to monitor progress. Measures of behavior can 
be costly, because someone has to observe behavior in 
many cases. But measuring behavior, by counting or 
with a checklist, can be helpful when we’re trying to 

diagnose why work outputs or milestones are not being achieved as expected, or to 
provide feedback about how individuals are doing their jobs. See more about 
performance measurement in our chapter (Binder, 2009b) on that topic. 
 
Once we know the anatomy of any particular chunk of human performance as defined by 
the elements of the Performance Chain, we can begin to improve it and monitor progress.   
 
How Do We Use the Performance Chain with Processes? 
 
What people often miss in process descriptions is that in addition to the final or major 
work output of a process, there are intermediate milestones or sub-outputs produced by 
each important activity along the way.  Much of our initial process work involves 
identification of those sometimes less obvious milestones or progress indicators – the 
sub-outputs produced by each step in the process.  When we identify those sub-outputs, 
and the criteria that make them “good,” we are in a much stronger position to measure 
performance in processes, diagnose problems, identify best practices behavior, and 
configure behavior influences to optimize performance.  The latter requires use of our 
second model, The Six Boxes® Model. 
 
 
 

What people often miss in 
process descriptions is that in 
addition to the final or major 

work output of a process, 
there are intermediate 

milestones or sub-outputs 
produced by each important 

activity along the way. 
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The Six Boxes® Model of Behavior Influence 
 
Once we’ve described the human performance in a process as behavior that produces 
work outputs contributing to business results, we can take a look at behavior influences. 
What are all the factors or variables that influence behavior – positively and negatively? 
The Six Boxes Model evolved from behavior science and performance engineering over 
30 years ago, and has been applied in countless ways since then.   

 
This model makes sense out of behavior influences, the left-most element of the 
Performance Chain. The six categories of behavior influence in this model, and 
connections among them, provide a comprehensive framework for analyzing and 
planning for the factors needed to support performance, and for identifying what might be 
contributing to less than optimal performance. Each cell in the model can encompass 
many different specific factors that serve the purpose of that cell. We communicate and 
receive expectations in many ways, for example, and there are many different types of 
tools and resources. When we’re looking into behavior influences, we try to identify all 
the specific factors in each cell, both positive and negative. We want to know what they 
are, how they work together, or how they might conflict with one other.   
 

 
 
How does the Six Boxes® Model apply to Processes? 
 
For each milestone or sub-output in a process, we pinpoint needed behavior and then use 
the Six Boxes Model to identify factors that might obstruct that behavior, and to plan for 
factors to optimize it. By doing so we bring a new level of precision and systems thinking 
to process management. Instead of the generic category of “human factors,” which is 
often used as a bucket for variables that drive human behavior in process analyses, we 
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have a research-based but simple view of the system of variables that influence behavior. 
This gives us leverage and an integrating framework to drive high ROI for efforts to 
improve process performance, productivity, quality, cycle time, etc.   
 
Simple Examples of Human Performance in a Process 
 
This approach can apply to any type of process in any organization that involves human 
performance. A process might involve a single performer achieving a series of milestones 
over time (e.g., in major account sales); different performers, each contributing one or 
more value-added sub-outputs in sequence to the final product (e.g., on a manufacturing 
line); or several departments that pass materials, information and documents through a 
series of stages in which additional data, quality improvements, or decisions each 
contribute value to the final deliverable (e.g., in an administrative or document 
development process).  The following are simple examples: 
 
Pharmaceutical Sales:  As in many sales processes, the 
behavior and work outputs of a typical Representative do 
not always follow an inflexible sequence.  In many cases, a 
single performer – the Representative – executes the entire 
process. Milestones and progress indicators, including 
appointments to speak with influencers, agreements by 
prescribers to try the Company’s drug with the next 
appropriate patient, and obtaining the cell phone number of 
someone in the medical office, may be achieved at various 
times and in a different order from one account to another. 
By defining these milestones we clarify expectations for what Representatives need to 
accomplish in their daily work. We also make it possible to identify “star” performers 
who are exceptionally successful in achieving specific milestones so that we can discover 
the best practices behavior that distinguishes them from average performers.  
 
Once we identify best practices behavior for accomplishing each milestone, we can use 
the Six Boxes Model to coordinate sales enablement from different departments 
(Marketing, Sales Operations, Sales Management, Sales Training, etc.). We identify and 
configure all the behavior influences needed to support sales behavior in ways that are 
synergistic and optimally effective. For more information about accelerating performance 
in sales, see our white paper entitled Optimizing Sales Performance: Defining, 
Supporting, and Managing Your Best Practices Sales Process in the Resource Library of 
www.SixBoxes.com.  
 
Equipment Manufacturing: The process for manufacturing products of any size or 
complexity typically involves creation and assembly of many parts. Often parts come 
from suppliers so that the supply chain is a sub-system of the overall process. In larger 
vertically integrated manufacturing organizations, there are many sub-processes, starting 
with raw materials and ending with assembled products. In every case it is possible to 

The Performance Chain 
provides guidance for selecting 
measures of performance, since 
the changes we seek can be 
measured as improvements in 
business results, work outputs, 
and/or behavior. 
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define the value-added sub-outputs or milestones in the process such as parts or raw 
materials on hand that meet specifications, assembled units, tested and certified sub-
assemblies, packages ready for shipment, products en route, and so on.  The value added 
at each point in the process is not in the behavior, but in the intermediate products of that 
behavior – the work outputs that meet criteria for “good.”   
 
Testing sub-outputs against specifications at each point ensures quality of the final 
product, and diagnosis of problems relies on measures of key milestones or intermediate 
deliverables along the way. By clearly distinguishing between the behavior needed to 
produce sub-outputs and the sub-outputs themselves, we can continuously improve how 
the product is made by discovering behavior that is more efficient or more likely to 
produce quality sub-outputs, and then by improving the behavior influences arranged to 
support that behavior.  

 
Various Lean process improvement methodologies, many originating from the Toyota 
Production System, have produced innovations for setting expectations, providing 
feedback, tooling or automating key activities, recognizing and rewarding improvement, 
building skills, and so on. As some of our colleagues in Lean process improvement have 
discovered, the Six Boxes Model is a robust framework for sorting, coordinating, and 
making sense of the many Lean tools and methods that have evolved over the decades.  
Because the Six Boxes Model is both plain English and based on the findings of behavior 
science, it provides a credible and easy-to-understand way to explain why the various 
methods and tools work, how they can work together, when they can be most helpful, and 
so on. Introduction of Six Boxes Performance Thinking 
to process improvement teams can help to strengthen 
what can often be a “rote” adoption of tools and methods 
without a clear rationale for their adoption or 
explanation of how they fit together into a system. 
 
Administrative Processes:  Most organizations have 
processes that involve producing documents or 
presentation materials, creating and making decisions 
about budgets and plans, various types of certification 
and verification processes, and so on. Workers – often enabled by information technology 
– provide various types of information, review and confirm accuracy and completeness of 
the information, make decisions, and produce legal, financial, procedural or other 
documents. These activities might flow across many departments or functions in an 
organization, as in the “order-to-cash” processes in some companies.   
 
In every case, it is possible to describe these processes as a series of activities, each of 
which creates some increment of value in work outputs – documents, online information 
forms, or other artifacts that flow through.  Simple cases include draft documents, edits 
and suggestions for improvement, revised documents, decisions to approve or fund, and 
so on.  In well-defined processes there are criteria or standards for “good” deliverables at 

The value added in each 
point in a process is not in the 
behavior, but in the 
intermediate products of that 
behavior – the work outputs 
that meet criteria for “good.” 
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each stage, and there may be final checks against such standards. In some companies, 
where process specialists design and configure processes and the behavior influences 
needed to implement them, managers and team leaders who use Six Boxes® Performance 
Coaching, work day-to-day with employees to adjust and continuously improve behavior 
influences. In general, combination of the Performance Chain and the Six Boxes Model 
provides a shared, easy-to-understand framework for describing, documenting, analyzing, 
improving, and managing the human performance in processes. 
 
Addressing Process Challenges  
 
Revisiting challenges described at the beginning of this white paper, we can now 
summarize how Six Boxes Performance Thinking helps to address them: 
 
1. Processes exist but are not defined: Conventional process mapping does not always 
identify the full anatomy of human performance. If the goal is to manage and sustain the 
human performance needed to execute a process, specifying all elements of the 
Performance Chain will produce an actionable definition of that process. Here is an 
example of sub-outputs or milestones in a warehouse shipping process: 
 

1. Shipping	  document	  	  
2. Packing	  document	  
3. Freight	  bill	  
4. Manifest	  label	  
5. Security	  seals	  
6. Customs	  invoices	  
7. SDSs	  
8. Hazardous	  Declaration	  
9. Shipping	  container	  with	  contents	  inside	  
10. Contents	  match	  paperwork	  
11. Release	  document	  
12. SAP	  order	  confirmation	  in	  system	  
13. Post-‐shipping	  email	  to	  customer	  

	  
Once we’ve identified sub-outputs, we define criteria for each one, the behavior needed 
to produce it, and behavior influences arranged to support necessary behavior.  Here is 
how it might look for milestone #12 – SAP order confirmation in system: 
 

Criteria	   Behavior	  	   Behavior	  Influences	  

• all	  fields	  complete	  
• accurate	  	  
• field-‐by	  field	  

criteria	  listed	  in	  
SOP	  

1. Confirm	  order	  	  
in	  system:	  SOP-‐
33447.	  

2. Run	  vLog	  in	  system	  
to	  ensure	  that	  all	  
orders	  are	  listed.	  

• Do	  this	  after	  order	  form	  is	  complete	  (1)	  
• SOP-‐33447	  online	  at	  point	  of	  activity	  (1,2)	  
• SAP	  confirmation	  form	  (2)	  
• Supervisor	  available	  if	  questions	  (2)	  
• System	  vLog	  confirmation	  of	  correct	  entry	  (1,	  3)	  
• SAP	  Training	  &	  Help	  (4)	  
• Supervisor	  available	  to	  answer	  questions	  (4)	  
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With	  information	  as	  in	  the	  above	  table,	  we	  have	  a	  comprehensive	  definition	  of	  the	  
required	  human	  performance	  and	  the	  factors	  that	  influence	  it.	  	  	  

	  
2. Process documentation has too little, too much, or incomplete information: The 
information listed in the example above is actionable. We can adjust level of detail to suit 
our needs, but by describing each critical element of the Performance Chain, we lay a 
foundation for continuous improvement. We can clarify or improve the criteria or 
specifications for identifying “good” work outputs, discover and later include best 
practices behavior in our documentation, and continuously refine conditions arranged to 
support that behavior (i.e., behavior influences). Perhaps most important, such 
information sets clear performance expectations for everyone involved and simplifies 
diagnosis and improvement of processes when errors or non-conformances occur.  When 
an error occurs we can ask if the performance in question actually followed the 
description. If so, how can we improve things to make such errors less likely in the 
future?  If not, how can we make compliance with implementation standards (i.e., 
standard work) more likely? 
 
3. It’s hard to measure human performance in processes: While many process 
specialists go into great detail about behavior (activities, steps), lots of process 
documentation includes only the final process output without the milestones or sub-
outputs achieved at the end of each activity.  This creates problems for measurement and 
diagnosis because by the time we see a final process output that does not meet 
specifications, it’s too late to figure out what happened. 

 
If, instead, we define the sub-outputs or milestones, we can 
assess each of them against criteria to determine more easily 
where in the process things break down. Moreover, it is 
usually easier to count sub-outputs that do and do not meet 
criteria (e.g., machined parts ready to assemble) than to 
observe and record behavior.   
 
A Sales Performance Metrics Specialist in a health care 
organization once complained about the difficulty he and his 
colleagues experienced trying to determine whether a sales 
representative was in one stage of the sales process or in a subsequent stage. After we 
defined the sub-outputs and criteria for each stage, he was relieved to find that everyone 
could agree when the milestone or sub-output had been achieved, versus whether or not 
the representative had completed the behavior specified in one stage or the other. 

 
Defining and monitoring sub-outputs and criteria in a process typically improves the 
reliability and reduces the cost of performance measurement. 
 
4. Processes break down and do not sustain:  In many organizations, process 
performance degrades over time.  New processes, after initial implementation, seem to 

…such information sets clear 
performance expectations for 
everyone involved and 
simplifies diagnosis and 
improvement of processes 
when errors or non-
conformances occur. 
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run like a charm. But over time they and the products they are intended to produce can 
become inconsistent.    

 
One of the advantages of being explicit about behavior influences in the cells of the Six 
Boxes Model is that we can take a more integrated or systemic approach to human 
performance, arranging and improving conditions until we get what we want – both 
productivity and reliability or quality. Any suggestions that team members might make 
for addressing problems in a process will fit somewhere into the Six Boxes Model. How 
these factors work together (e.g., expectations aligned with tools, skills consistent with 
job aids or documentation) is an important determining factor because steady-state 
behavior depends on the entire configuration of behavior influences working together, as 
does optimizing ROI for process implementation and sustainment. 
 
We teach performance professionals to design and analyze process performance using the 
Performance Chain and the Six Boxes Model. We enable managers to use the same 
models and thought process to define performance, analyze the conditions that support 
desired behavior and get in the way, and configure solutions with their team members to 
establish, improve, and ultimately sustain desired performance.   
 
Line and Staff Working Together 
 
Many organizations employ specialists to design and improve business processes.  
Implementation often involves contributions from other groups and collaboration with 
other specialties such as Information Technology, Training, Operational Excellence, 
Industrial/Organizational Psychology, and Organizational Development. For those staff 
functions involved with processes, the models and logic of Six Boxes® Performance 

Thinking can be a powerful adjunct to their existing areas of 
expertise.  Using the Performance Chain and the Six Boxes 
Model as tools for analysis and planning, they can connect the 
more technical aspects of process design and improvement 
with the human performance required for execution and 
sustainment. This enables them to coordinate all of the 
behavior influences that contribute to process performance 
within the framework of the Six Boxes Model. 

 
At the same time, executives, line managers, and team leaders at all levels set 
expectations, provide feedback and coaching, arrange formal and informal consequences 
(rewards and recognition for jobs well-done), and manage other behavior influences 
encompassed by the Six Boxes Model. They can use the same models and logic of Six 
Boxes Performance Thinking to conduct conversations with their teams and plan agreed-
upon action steps. 

 
As many process professionals will attest, continuous improvement of process 
performance tends to occur more easily and sustainably when those actually running the 

 This strategy can lay a 
foundation for a culture of 

continuous performance 
improvement. 
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processes are involved in day-to-day problem identification and problem-solving. When 
process experts/consultants arrive from outside the team whose processes they seek to 
improve, they often leave behind new designs, documentation, and recommendations for 
others to implement. In many cases, those involved day-to-day with the processes do not 
have a sense of ownership and improvements may degrade over time.  On the other hand, 
when the supervisors and staff who actually run the processes learn continuous 
improvement tools and methods and integrate them into their daily improvement routines, 
they begin to “own” the results in ways that are more sustainable. 
 
Maximize Impact with Shared Models and Language About Performance 
 
One of the beauties of this approach is that it provides mental models and plain language 
whereby people can think in actionable ways about human performance, both in formal 
projects or initiatives and in day-to-day work life.  Six Boxes® programs for leaders, 
managers, and coaches teach the same mental models and logic used by Six Boxes® 
Practitioners in functions focused on individuals, teams, or departments that report to or 
work with the leaders, managers, or coaches. 

 
We recommend including programs for both staff professionals and leaders-managers-
coaches in any long-term performance strategy so they can come together with a common 
language to design and implement processes and work together to fine tune and improve 
process performance over time. This strategy can lay a foundation for a culture of 
continuous performance improvement. 
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The Performance Thinking Network 
 
The Performance Thinking Network offers programs that enable performance professionals, 
including training specialists, to apply Six Boxes Performance Thinking in the analysis, design, 
and implementation of performance interventions and systems.  We also provide programs for 
leaders and managers, using the same models and logic, to help them manage and coach 
performance day-to-day, and to collaborate with performance professionals using Performance 
Thinking to drive continuous improvement. 
 

 
 
For more information about the Six Boxes® Practitioner Program (for staff) and our family of Six 
Boxes® Lead-Manage-Coach Programs, contact The Performance Thinking Network at 
info@sixboxes.com or call 206-780-8578. 
 
For additional white papers, publications and other resources, including video clips, visit the Six 
Boxes Resource Library at: http://www.sixboxes.com/Resources-Library.html   
 
Join the Six Boxes Performance Thinking LinkedIn group by going to: 
http://www.linkedin.com/groupRegistration?gid=3246434  
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