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Roles and Responsibilities 

Regional Vice President 
1. Reviews board on store visits

2. Includes discussions about the scoreboard on recurring conference calls and in meetings  with

AVP’s and Store personnel

3. Monitors regional SQDC opportunities and coaches AVP’s on actions

Assistant Vice President 
1. Coaches Store Manager and AOR through filling the board out with an actionable improvement

cycle based on data from the SQDC Scorecard with a focus on BP execution.
2. Sets expectation for Store Manager to cascade down through AOR’s
3. Reviews board with Store Manager and delegate on every store visit to ensure it is being

regularly updated and improvements are appropriate and effective
4. Includes discussions about the board on conference calls and meetings. Always use these

opportunities to reinforce BP execution

Workflow Assistant Manager 
1. SQDC Improvement Board Owner

2. Accountable for engagement with the SQDC board and keeping the information updated.

3. Updates “Monitoring” section of the board at least once per month when the SQDC scorecard

updates.

4. Establishes targets each month.

5. Shares current month scores and metrics with all employees in a morning huddle.

6. Reviews existing improvement plan or develops new improvement plan on a daily basis with the

Service Team during a morning huddle.

a. Review of previous improvement cycle with team

b. Update/review “what actually happened.” Are we executing BP?  If not, why?

c. Solicits input from all team members on daily improvement planning. How can we

execute BPs better?  Are we looking out for each other and encouraging the execution

of BPs?

7. Monitors service area regularly throughout the day to ensure the improvement plan is being

executed through coaching and mentorship.

All Store Personnel 
1. Provide input at improvement planning sessions and discuss the execution of BPs.

2. Commit to making “best effort” on improvements identified in planning sessions
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Daily, Weekly, Monthly Responsibilities 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 Workflow Assistant Manager All personnel 

Daily • Reviews “Trending” tab metrics to 
identify developing trends.  

• Conducts an improvement planning 
session during a morning huddle at the 
Scoreboard and fills out the “improve” 
section if any changes were made. 

• Holds self and service team accountable 
through BP execution, observation, 
coaching and mentorship to ensure plan 
is being executed 

Provide input at improvement planning 
sessions and give best effort on executing 
plans 

Weekly  • Checks in with Service Techs to see if 
BP’s are being executed, how scores are 
trending and provides coaching and 
shares expectations. 

• Review “trending” scores on the SQDC 
scorecard to identify trends 

Provide input at improvement planning 
sessions and give best effort on executing 
plans 

Monthly • Updates current month scores when 
scorecard updates and shares with team 
in a morning huddle 

• Establishes new targets with team input 
 

Attend SQDC score review session and 
provide feedback on improvement plan 
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Post the Improvement Board 
The SQDC Improvement Board is a visual tool that is most effective 

when all can see and engage with it.  

Post the board in a highly visible place in your service area. Make 

sure you can facilitate a morning huddle around your board.  
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Access the SQDC Scorecard on the KC  
The SQDC scorecard can be accessed on the AOR pages.  

 

 

 

 

 

 

Review the SQDC Scorecard QRG and 

Definitions 
On the AOR page under the SQDC Performance, 

under “Best Practice and Visual Standards,” you 

will find a link to the SQDC scorecard QRG.  
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Fill out the “Monitoring” Section on Your Improvement Board 
Standards Each category has an established standard. The standard represents a score that has been 

achieved by approximately the top 20% of the stores in the company. Standards will be annually 

evaluated and adjusted as needed. 

For many, achieving the standard will be a long-term target. For those that have already met the 

standard, set your sites to the next level and work to maintain and exceed the standard 

Prior Period and Current Period With the current tab highlighted on the SQDC scorecard, begin by 

recording the current month score for S,Q,D and C. Do not use the score here. Utilize the trendlines 

feature to fill in the Prior Period and Current Period 

After the first month is complete, move the current month score to the previous month and fill in the 

current month score with the new data you see on the scorecard. Be careful not to erase the current 

month before moving it to the previous month.  

Metrics and Targets 
Much like the previous and current month score section above, you will use this section to track your 

progress year over year using the 16 metrics rather than the score. In this case you would record 1 in the 

box for DART and TRIR as opposed to the scores 6.6 or 7.0. 

Establish your metric target. Think about where you would like to finish the month and be realistic. If 

you had 3 GK/GL claims in the prior period, your target should be 0. 

 

 

 

 Use the Bar Chart to Fill out the “Prior Period” and “Current Period” Scores 

 

 

 
 

 

 

7.8 8.3 

After selecting one of the 4 categories, reference the bar chart to fill in 

the “Prior Period” (Gray Bar) and “Current Period” (Blue Bar) scores. 
The number is listed above the bar. 
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Using the Trendline Feature to fill out “Prior Period” and “Current Period” Metrics 

“Go See” 
Utilize the tools on the AOR page to observe your people and your environment. Focus on the PSE 

puzzle pieces AOR’s and Best Practices. 

1 0 0 

Click on “Trend Lines”  

Record the prior period and current 
period metric on your board 

Select metrics using 

the dropdown 
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“Improve” Using the Improvement Plan 
Now that you have identified your SQDC scores, chosen the metrics you want to improve and 

determined the puzzle pieces, AOR’s and Best Practices you will leverage, you are ready to start the 

improvement Plan.  

This exercise should be completed in a group setting. Most improvements require participation from the 

whole team to be successful.  

Improvement Plan Example 
Below are improvement board examples for SQ&D. Remember, you are not necessarily trying to reach 

your goal all at once. Instead, take small steps to reach your overall goal. It may require several 

improvements in different areas to reach it.  
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Example 1 (Safety) 
 

 

 

 

 

 

 

 
 

 

 

 

  

Designed by: RMOQ 
Provided by: RMOQ

Copyright 2022 The Reinalt-Thomas Corporation Published on: 10/3/2022



Example 2 (Quality) 
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Example 3 Delivery 
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Additional Guidance 
There are 4 critical elements to the Improvement Cycle: 

1. Understand the direction you are going
2. Be clear on your current condition
3. Establish the Target Condition
4. Experiment towards your Target condition

Tips from Pilot Stores 
1. Stay disciplined! SQDC is in this order for a reason. Start with S and work your way through the

scorecard.

2. It’s easy to get caught up on the cost metric but improvements in Safety and Quality will

naturally drive improvement in delivery and cost.

3. Follow best practices relentlessly.

Understand the Direction: 
What small improvements will add up to the big goal? 

Current Condition: 
Go figure out why you’re not hitting your goal. What is one small thing that’s preventing you from being 

where you want to be? Are best practices being executed?  If not, why? 

Make sure to observe without bias or assumption. 

Target condition: 
• A Target condition is an educated guess. What will the result be if we do everything right?

• If you are having difficulty with your Target condition, you will have a bunch of data with very
few observations.

o Data will only send you into assumptions
o Need observations without assumptions
o Leaders like to find the single right solution instead of experimenting towards the

solution

Experiment towards your Target condition: 
Try making small improvements to chip away at your big goal. If the small improvement doesn’t help, try 

something else.  

Again, focus on small quick improvements.  
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