KNOWLEDGE

MANAGEMENT AND
THE SHINGO GUIDING

PRINCIPLES

he first article in this se-
Tries addressed two guid-
ing principles of cultural
enablers: respect every individual
and lead with humanity. The sec-
ond article in this series ad-
dressed knowledge management
practices as they supported the
five Shingo guiding principles of
continuous improvement: assure
quality at the source, improve flow
and pull, seek perfection, em-
brace scientific thinking, and focus
on process. This final article fo-
cuses on the three guiding princi-
ples of enterprise alignment: cre-
ate value for the customer, create
constancy of purpose, and think
systematically. Each of the 10
Shingo Guiding Principles can be
associated with knowledge man-
agement through reciprocal rela-
tionships across an organization.

Purpose of Shingo Guiding
Principles

Shingo Guiding Principles are
more than just words on a poster.
These principles support the
workforce, the work being done,
the processes to follow, and the
intent to improve the processes
while respect-
ing those do-
ing the work.
While  Shingo
may not come
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to mind when talking
about the practice of
knowledge  manage-
ment, understanding
heart-centric, human-
centric knowledge
management helps
close the loop on the
comprehension of
knowledge  manage-
ment along with a
working understanding
of Shingo Guiding
Principles  reinforced
over time using both
aspects in an opera-
tional excellence com-
munity.

As stated in the previous arti-
cles, the Shingo Model has 10
guiding principles:

¢ Respect every individual,

e Lead with humility,

e Seek perfection,

e Embrace scientific thinking,

e Focus on process,

e Assure quality at the source,

e Improve flow and pull,

e Think systemically,

e Create constancy of purpose,
and

e Create value for the customer
(Shingo Institute, 2021)

theleanmag © Copyright 2021

GUIDING
PRINCIPLES _

Knowledge management sup-
ports the Shingo’s Guiding Princi-
ples in the section of enterprise
alignment through the three sub-
section items of think systemical-
ly, create constancy of purpose,
and create value for the customer.
It is through strategic knowledge
management practices in align-
ment with the three guiding princi-
ples that an organization achieves
meeting the goal of enterprise
alignment. With careful considera-
tion to integration of knowledge
management in an organization,
the principles can be met as delin-
eated below.

(continues next page)




Shingo Guiding Principle:
Think Systemically

Think systemically is defined
as:

Through understanding the
relationships and interconnected-
ness within a system we are able
to make better decisions and im-
provements. (Shingo Institute,
2021).

Many people crave order and
discipline while others have their
imaginative and innovative meth-
ods of thinking through how to get
something done.

Both have their own systems
and in their own ways, think sys-
temically. Much of this is based on
their know-how or experience with
a process or system. For exam-
ple, many organizations use man-
agement systems for the quality
and business processes and
expect that these manage-
ment system are not only
supported by the lead-
ers and managers,
but also by those
with the tacit
knowledge,

complex operations easier and
less intimidating. Organizations
may also align their systems with
teams of employees who under-
stand the know-how of one sys-
tem with multiple
systems. Soto-
Acosta, Popa, and
Martinez-Conesa
(2018) used a di-
vide-and-conquer
approach to sup-
port innovation
through technolog-
ical, organization-
al, and environ-
mental perfor-
mance. This team-
ing approach using
divide-and-
conquer with

Enterprise
Alignment

Create Value for the Customer
Create Constancy of Purpose
Think Systemically

Continuous Improvement

Assure Quality at the Source ® Improve Flow & Pull
or Seek Perfection ® Embrace ScientificThinking * Focus on Process
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knowledge
based gained
through experi-
ence along with the
capability to innovate
processes, products, and
services.

Breaking systems down into
manageable sections or chunks
can help make understanding

knowledge
management
connects both the
systems with exper-
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tise that may also cross-
connect with other organizational
goals bringing value and eliminat-
ing silos ultimately supporting
constancy of purpose.

‘ ‘ Breaking systems

down into man-

ageable sections

or chunks can help
make understanding
complex operations
easier and less intimi-

dating.

Shingo Guiding Principle: Cre-
ate Constancy of Purpose

Create constancy of purpose is
defined as:

An unwavering clarity of why
the organization exists, where it is
going, and how it will get there

enables people to align their

actions, as well as to in-

novate, adapt and

take risks  with

greater confi-

dence. (Shingo
Institute, 2021)

Understanding the mission
and vision of a company stems
from the knowledge of how a
company got to where it sits. In
this case, knowledge is used to
support this guiding principle to
create a constancy of purpose
through retention of the corporate
knowledge.
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These guiding principles in knowledge manage-
ment practices weave in and out. Retention of corpo-
rate knowledge combined with respect for people ena-
bles a company to reach its vision and maintain its
mission supports the creation of a constancy of pur-
pose.

An organization that practices knowledge manage-
ment as part of the organizational culture has expecta-
tions related to knowledge sharing and transfer. For
instance, having a standardized social media cam-
paign focused on knowledge management can sup-
port brand recognition and reinforce the organization’s
mission or purpose (Crammond, Omeilhe, Murray, and
Ledger, 2018). These expectations are complemen-
tary guidelines to support internal efforts which sup-
port enduring policies and procedures across the
board.

This consistency also creates value for the cus-
tomers since employees understand the mission of
the organization.

Shingo Guiding Principle: Create Value for the
Customer

Create value for the customer is defined as:

Ultimately, value must be defined through the
lens of what a customer wants and is willing to pay
for. Organizations that fail to deliver both effectively
and efficiently on this most fundamental outcome
cannot be sustained over the long-term. (Shingo In-
stitute, 2021)

No one at an organizations starts out their work-
day saying they want to have a bad day and not create
value for the customer. When teams and individuals
share and transfer knowledge, organizations have the
tools to succeed in understanding the customers de-
sires and create a customer experience where the ser-
vice or product provided meets every requirement.

Leaders who value their employees and the
knowledge that they hold also value the customers
who frequent them.

When creating value for the
customer, it cannot be done at
the detriment of the employee
which again goes
back to respect for
people.
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As knowledge is shared and transferred from
team to team and employee to employee, it becomes
part of the overall culture in the organization. As
knowledge management becomes part of the organi-
zational culture like communications management and
change management are, it is easier to create value
for the customer because knowledge is expected and
freely shared to support deliverables. Knowledge is
also used to improve the relationship with customers
because knowledge about the customer is shared in
preparation for a meeting or when capturing
knowledge as part of the business development pro-
cess.

Leaders who
value their
employees and

the knowledge that they

hold also value the
customers who
frequent them.

Conclusion

In summary, knowledge management practices
support the enterprise alignment section and in it the
three guiding principles of think systemically, create
constancy of purpose, and create value for the cus-
tomer.

Using practices of knowledge management also
support cultural enablers: respect every individual and
lead with humanity and continuous improvement: as-
sure quality at the source, improve flow and pull, seek
perfection, embrace scientific thinking, and focus on
process.

The time and effort organizations use to integrate
knowledge management practices with Shingo’s 10
Guiding Principle will yield benefits for all stakehold-

ers. W




