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(:0 and See at the Point of Activity

Observing the actual process or problem at the actual place where it is
occurring improves our chances of determining the best solution.
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Prep for your Go and See

Get to the Point of Activity

Understand the Process

Look for Opportunities to
Improve Service

Reflect and Drive Action
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Use this guide to develop your plan

Physically visit where the work is
being done, in real time

Observe work, ask for SWIs and
understand the results vs. what's
expected

Use our Service Keys and TIM
WO0OD (7 wastes) to think about
opportunities

Reflect, seek clarification and
provide recognition and coaching

Come in angry seeking blame

Make assumptions and not take
anyone’s word for what is happening

Criticize performance or ask ‘why?”
Ask “what?” instead

Try improving in the moment or tell
people their work is waste

Be the first to share ideas or
associate problems with team
members

Dedicate time each week to
Go and See

Recall your own aha moment after
observing a process in real time

Make sure the process design can
deliver consistent results

Identify any hardships your team
IS experiencing and ask how you
can help

Make sure the process has a
place for people to share ideas
for improvement
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