










Private Sector Non-Profit Public Service

Investors Donors Taxpayers

Board of Directors Board of Directors Legislature

CEO Executive Director or 
CEO

Governor

Business Unit (BU)
President

Directors Agency Director

Customers Those who consume 
the non-profits services 
(e.g. disaster victims)

Applicants, Regulated 
Community, Other End 
Users

Products or Services Products or Services Permits, Approvals, 
Reviews, Reports

ROI = Profit ROI = disaster relief, 
charity, education

ROI = Agency Mission 
(e.g. environmental 
protection)

Without understanding what customers value it is impossible to maximize ROI. 
AND the customer is not always right.







problem solving events

andon response

staff development

tiered gemba walks

tiered huddle meetings

performance and flow boards

change receptive
&

continuously improving
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“A bad system will beat a 
good person every time”

-W. Edward Deming






