
Classification: Restricted

SUSTAINING 
IMPROVEMENTS

Will Burrows 



Classification: Restricted

SUSTAINING IMPROVEMENTS: Agenda 

ÅIntroduction 
ÅContinuous Improvement in Halfords 

SUSTAINING  IMPROVEMENTS
Overcome Change Fatigue, Resistance & Wider Challenges To Sustain Improvements & 
Embed Them Into Business-As-Usual

ÅSummary 
ÅQ&A 
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SUSTAINING IMPROVEMENTS: Overview of Halfords    

Åc. 400 Retail Stores 

Åc. 6000 Retail Colleagues 

Åc. 80 in store services across 
Motoring & Cycling 

ά²Ŝ ŀǊŜ ǘƘŜ ¦YΩǎ ƭŜŀŘƛƴƎ ǇǊƻǾƛŘŜǊ ƻŦ ƳƻǘƻǊƛƴƎ ŀƴŘ ŎȅŎƭƛƴƎ ǇǊƻŘǳŎǘǎ ƛƴ ǘƘŜ ¦Yέ 
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SUSTAINING IMPROVEMENTS: CI in Halfords   

Å Annual Listening Groups 

Å 1, 2 & 3 day Kizan events to 
redefine operating processes 

Å! bŜǘǿƻǊƪ ƻŦ άIǳōέ {ǘƻǊŜǎ ǘƻ     
pilot & roll out new processes 

Å Owners of operational processes 
and associated labour implications 

Å Developed a training programme 
for Store and Assistant Managers 

Å Delivered c. £13m in labour 
efficiencies

ά{ƛƳǇƭƛŦȅ ƛƴ ǎǘƻǊŜ ǇǊƻŎŜǎǎ ŀƴŘ ǎŜǘ ǎǘŀƴŘŀǊŘǎ ƻŦ ǿƻǊƪ ǘƘŀǘ ŀǊŜ ŜŦŦƛŎƛŜƴǘΣ ǊŜŘǳŎŜ Ŏƻǎǘǎ ŀƴŘ 
ƛƴǎǇƛǊŜ ƻǳǊ ŎƻƭƭŜŀƎǳŜǎ ǘƻ ǎǳǇǇƻǊǘ ƻǳǊ ŎǳǎǘƻƳŜǊǎ ǿƛǘƘ ŀ ƭƛŦŜǘƛƳŜ ƻŦ ŎȅŎƭƛƴƎ ϧ ƳƻǘƻǊƛƴƎέ 
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ω ¢ǊŀŎƪ ŀƴŘ ƳŜŀǎǳǊŜ ŎƘŀƴƎŜ ŀƴŘ ƛƳǇǊƻǾŜƳŜƴǘǎ ōŜȅƻƴŘ ǘƘŜ ΨŜƴŘ ŘŀǘŜΩ ǘƻ ŜǾƛŘŜƴŎŜ ǊŜŀƭ ƛƳǇŀŎǘΣ 
flag up integration issues and maintain improvements 

ω .ǳǘ ǿŜΩǾŜ ǘǊƛŜŘ ǘƘŀǘ ŀƭǊŜŀŘȅΗ ²Ƙŀǘ ŀǊŜ ǘƘŜ ŎǳƭǘǳǊŀƭ ŎƘŀƭƭŜƴƎŜǎ ƻŦ ǎǳǎǘŀƛƴƛƴƎ ƛƳǇǊƻǾŜƳŜƴǘǎ 
and how do you overcome them?

ω CǳŜƭ ƳƻƳŜƴǘǳƳ ŀƴŘ ƪŜŜǇ ǘƘŜ ǎǘƻǊȅ ŦǊŜǎƘ ǘƻ ƳŀƪŜ ŀ ƭŀǎǘƛƴƎ ŘƛŦŦŜǊŜƴŎŜΥ ǿƘŀǘ ŀǊŜ ǘƘŜ 
motivations and goals people can buy into to keep the energy and project alive 
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issues and maintain improvements 


