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The client, Engineering Solutions Authority, LLC [not its real name] makes it possible for defense agencies to 

expand their “back office capabilities” in settings where standard systems are not designed to operate. They 

create rack mounts, and they engineer platforms for tactical environments.  They pride themselves on their 

client responsiveness and the production lead's evaluations which are connected to performance metrics. 

“We have a serious problem,” The words of Ellen Miller, VP of Operations rang across the meeting room.” She 

continued, “Communication between the day and night shifts during changeover is abysmal.” “Day production 

leads aren’t giving complete and accurate information to those who are coming on shift; night shift production 

leads don’t do much better.”

“Also, there seems to be a lot of hostility between the two shifts.” “I called this meeting to see what training 

program you have that could increase communication and team building .”   
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Director of Learning and 

Performance

Jen Burkholder

“I started this position two months ago after Susan Johnson resigned from her position.” “I was hired for my 

skill set for solving problems and focusing on results.”  “The two primary needs assessment collection 

techniques I employed to identify actual performance was the interview and observation methods.” “By taking a 

holistic view of the organization, I was able to discover the following pain points.”

➢ The job descriptions are outdated for the production department.  

➢ There is a lack of understanding of roles and responsibilities in the production department.

➢ Poorly written performance evaluations that are not based on competencies that can be measured.

➢ Supervisors are not giving immediate feedback to their production leads.

➢ There is currently no consequences, incentives and reward program in place at the company.

➢ The process map for the production department has not been updated for two years.
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VP of Operation Ellen Miller

“I found that Engineering Solutions Authority was late delivering to customers more than 15% of the time 

and there were complaints of defective products.”  “The below graphs illustrate the percentage drop in on-

time deliveries in the last two years, and the percentage of waste and rework within the production 

department.”

“These percentages fall short of business expectations of zero defects with products and on time or early 

deliveries to customers.” “The problems Engineering Solutions Authority is experiencing with the quality 

and on time delivery is leading to customer dissatisfaction with loss of repeat business.” 
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I have the tool and skills to perform my job.

Management is responsive to employee problems.

There are definite opportunities for advancement.

I am satisfied with the culture of the company.

There is clear communication between shifts.

Production processes are clear and easy to follow.

Strongly Agree Agree Neither Agree nor Disagree Disagree Strongly Disagree

50 out of 62 salaried and hourly production employees participated in the survey.

Selected comments from salaried and hourly production employees:

“When I started, I received no formal training on how to run my machine.”

“Certain employees are allowed to get away with breaking the rules, and they are not held accountable.”

“Day shift workers regularly do not meet their production goals and the night shift workers have to finish 

their work as well as make their own production goals.”

“The production leads don’t get enough training – especially in how to manage their workers.”

“The night shift does not clean up after their shift leaving it up to day shift.”

“Production goals must be met regardless if a machine is under maintenance.”

“Have not received a raise in two years.”


