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Creating Success Out Of the Turmoil Of Major Change:
                Strategy, tools and techniques for building needed results 
A two-day, applied workshop for
California County Departments of Child Support Services

How do you build success against major change objectives when just coping with day-to-day work seems more than enough? How do you overcome chronic low performance problems when nothing has seemed to work?  This two day workshop will give you the needed answers.  It will deliver skills and hands-on experience in the structured approach, tools and techniques used by Alameda, Contra Costa, and Sonoma, and Los Angeles Counties’ Departments of Child Support Services to respond to major change demands.  
“This is a rare presentation. I walk away with the ability to directly use the information

 disseminated in my current position.”   Senior Manager, California County DCSS
All training will be based on current county DCSS issues and processes. Hands-on learning will be the emphasis of these applied workshops.  
Dates and times:
Where:
Cost:  
 

Audience: management and supervisors, QA specialists

Maximum 18
 attendees per day.  

Day 1. Creating structure and groundwork for an effective change project.   Day 1 deals with making sense out of and coping with big, cross-functional challenges and processes, e.g. Federal performance objectives, CASES implementation, or QAPI.  It covers where to begin and the steps for moving ahead confidently and efficiently with minimum waste of time and resource.  It includes:
· Overview of a structured approach to large-scale change

· Making sense out of the challenge: setting a useful objective
· Coping with the organization chart: overcoming turf wars and white space
· Process mapping for large, cross-functional processes

Day 2.  Process (and problem analysis), change design, and implementation.   Day 2 deals with process performance measurement, problem analysis, efficient solution design, test, and implementation. It picks up where Day 1 ends; once the groundwork is established, how to measure process performance, effectively locate areas that need to change, and then design, test and implement process changes – permanently.  The day includes:

· Linking the objective to measurable results: creating effective process performance measures

· Focusing and managing scarce resources: process analysis basics 

· Getting to details: designing, testing and implementing changes
“Great tools and process for needed changes” Senior Manager, California County DCSS

Key points emphasized across both days:
· Managing resources in large scale change efforts; minimizing risk of overextending time, budget, people, and patience

· Application to DCSS issues, processes and objectives

· Measurable results

· Permanent change; change design and implementation is a waste of  time and money if the changes disappear over time

· Focusing on the process as the key means for performance improvement
· Keep it simple; change structure, tools and techniques efficient, and powerful in their simplicity.

 About Williams Alliance International

Williams Alliance International specializes in helping service organizations achieve success in large-scale change efforts.  Our expertise in process redesign and improvement with a fundamental emphasis on measurable results began with pioneering work at Hewlett-Packard and has been strengthened across twenty years of research and "real world" application.  Our commitment to client success comes from experience with over 100 organizations – we measure success by our clients' results.   Please go to our website, www.willimasalliance.com, for more information on our company and on our workshop leader.
Workshop leader: Mr. David N. Williams: Executive Consultant.  Successful change in customer service organizations has been the focus of David's career since his pioneering work at Hewlett-Packard Worldwide Customer Support Division.  David has consulted with government and for-profit organizations for over 20 years and has worked with Departments of Child Support Services for over eight years.  
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     Strategy, tools and techniques for building needed results
To register by mail: 

please return this form with check to: 
Williams Alliance International
9925 Meadow Glen Way East

Escondido, CA  92026
Phone: (760) 735-8674
Fax:  (760) 735-9434 and bring a check with you to the workshop
e-mail: copy and edit this form in Word and then forward to davidw@williamsalliance.com and bring a check with you to the workshop.
Dates and location of workshop: _______________________________________________ 






Name:__________________________________________Title:______________________

Organization:_______________________________________________________________

Address:___________________________________________________________________ 

City/State_______________________________________________Zip_________________

Phone:_____________________________ E-mail__________________________________

Team registration: others attending with me will be:

Name:__________________________________________Title:______________________

Name:__________________________________________Title:______________________

Name:__________________________________________Title:______________________

Important: please fill in attendence and payment information  below:
We are sending ____________ attendees @ $___________ per person
.
 [ ] Check enclosed (U.S. Dollars only).  
[ ] I will bring a check with me to the session.  Reminder: payment is required minimum three
     days prior to session unless prior arrangement is made.  Please contact WAI to make arrangements.

· Please make payable to Williams Alliance International; Federal tax id #: 56-2101844

· Certificates: Certificates of Participation will be awarded to all those completing the program.

· Limitations and Liability: Attendance at this program will be reserved on a first-come, first-served basis.   If a session is cancelled, Williams Alliance's liability is limited to the registration fee.

· Cancellations: Cancellations made more than two weeks in advance will receive full refund.  Less than two weeks notice will receive 50% refund.  No refund will be given for less than three day cancellation notice..  

Questions? Please call (760) 735-8674
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� Includes all participant materials.


� Additional workshops will be arranged if demand exceeds 18 attendees.


� Fees differ by course offering.  Please enter the per person fee for the workshop you are attending.  If you do not know the registration cost for the workshop you wish to attend, please contact Williams Alliance.
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