Process Controls. Let’s Get With The Program
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What in the world is going on in management today?  The news of late is full of stories showcasing a lack of ethics, lack of attention, lack of understanding customer needs, and lack of caring about quality in general. 
Here are just a few examples ripped from today’s headlines:  
· A government contractor over-spending by billions and failing to deliver quality products;

· Our wounded soldiers’ care and well-being left to languish;
· School text books, paid for, still in boxes, covered in dust, sitting idle at the warehouse with no intention of being delivered to their intended schools. 
This sad list goes on and it grows every day. Pick up the paper or listen to the news and you’ll hear more. It’s a tragedy in our culture. As a process improvement specialist, I can’t help but wonder how management today is getting trained in the basics of building processes that work.
Sitting at my desk, I wonder who is in charge. Is anybody paying attention and in charge of these processes and procedures? Can somebody implement a few well-placed controls to bring about needed change? Furthermore, who is being held accountable for this rampant disregard for quality, morals, wasted funds and conscience? Shouldn’t some heads be rolling about now?
The sad part is that a recent study highlighted the fact that it’s the bad managers who keep getting promoted. I wonder what the criteria are. There must be a metric that is being successfully met and the executive isn’t tuned in enough to the day-to-day operation to see all the other bad management activity going on. Whatever it is, it needs to stop. Wake up and start paying attention. Step out of your executive bubble, get some good information, for a change, and act on the facts of the matter. Take the time to solicit input from others before you promote the person who is likely the root of most of your problems and the reason your staff is so unhappy and customers are leaving. What message are you sending? Do an awful job, and there’s something really good in it for you? What kind of example is this? What are you afraid of?
I think I have the answer.  Repeat after me: p-r-o-c-e-s-s and c-o-n-t-r-o-l breakdown.

Surely, someone is the contracts officer or procurement head responsible for overseeing each government contract. There’s someone at the top who is calling the shots, turning a blind eye, or allowing this contractor to manipulate the system and overspend and under deliver. Are there bribes or kick-backs or other bonuses that allowed this? I don’t know, but a good internal controls system would play a part in preventing it assuming the right person had the right authority and wasn’t intimidated. What I do know is that these billions might as well as have been lit by a match and allowed to slow burn. As a tax payer, this is disgusting.

Surely, someone can care enough about our wounded soldiers to give them the care they deserve. Whether it’s their physical health and ability to maneuver an out-dated bureaucracy or their mental health and ability to receive top-notch care. Work has begun, but it’s years overdue.

Surely, someone would follow through enough on a text book order to ensure that it is delivered? How hard is it to have each principal responsible for their own inventory and a warehouse staff who can fulfill orders as they arrive? Better yet, drop ship the books directly to the schools that ordered them. Stores do this all the time. Am I missing something? The Washington Post has done a great job chronicling the improvements being made by DC School Chancellor, Michelle Rhee, and recently noted the process improvement to do exactly what we are saying here. Don’t be quick to criticize Mayor Adrien Fenty or the new Chancellor. They are on the right track: focusing on processes, identifying the breakdowns and making swift improvement. Yes, this means change, but in the long-run millions of dollars will be saved in the efficiencies gained.
Our news stories are showcasing the need for better controls and leaders who can implement them. At TurnAround, LLC, we teach managers how to build processes that work with controls embedded that protect the organization and build quality into the workflow. While we can teach these principles, it takes leaders who are strong enough to implement them with the personal constitution to hold people accountable for their actions. For goodness sakes, stop promoting non-performing managers—a bad manager is bad for business. End of story. As long as you document your expectations in a position description and goals and objectives, document for the record where their performance is falling short, give them appropriate counseling or warning, document the file, then let them go. There’s nothing to be afraid of if you attempted correction and documented and placed your notes or other documentation in the personnel file (your attorney can tell you the best procedure to follow). 
If this article has incensed you (I’m incensed just writing it) and you’ve learned a little more about processes and controls, then my work here is done. And, if you’d like to train your managers how to be better stewards of your assets and how to build controls into processes so you’re not in the news, give us a call. We only need an hour and it will be the best investment you’ve ever made. Call today. 703.216.2085 or lkirby@turnaroundllc.com 
