
LEAN CASE STUDIES IN SERVICE INDUSTRY

At an Atlanta landscaping company, lean practices are making inroads into a service industry in.

Improving From The Bottom Up While most organizations struggle with implementing a new system, fighting
the general inertia that many employees experience when faced with yet another new initiative, the goal of
lean is to open up the work process and abolish the usual hierarchies. Wipro Gains Efficiency In the paper,
Staats and Upton describe how Wipro first launched its lean initiative in with a core team of managers. Says
Upton, "There's a question as to where things go down the road: whether this continues to be a lean
implementation or evolves into the Wipro Production System when they develop enough new approaches to
their work. Vote Up. Check out our course preview now! Underutilization When people are doing work that
could be done by other people with lower skills, it would fall into this type of waste. Finally, visual measures
were implemented to manage future performance. Service in this context could mean anything from a hospital
to a university, from an office process to a consultancy, and from a warehouse to field service maintenance. It
was a very controlled experimentation. By treating failure and value demand alike in statistical analysis,
failure demand can give the quite false impression of greater productivity. This case study tells the story of a
port terminal in Brazil that has used lean to achieve significant gains in managing its road flow. According to
Staats, this seems to have happened at Wipro. By sharing mistakes across the process, the customer and
project team members benefit individually and collectively from increased opportunities to learn from their
errors; the project also moves along more quickly because bugs are discovered in the system earlier in the
development process. The benefits of the pilot project are being constantly assessed with the aim of rolling out
the lean initiative across the entire business. The small group visited lean manufacturing companies and
discussed the concept's basic principles before each manager adopted a project in order to implement this new
approach to software services. The DSM design structure matrix , for example, defines connections and
pathways for a project's workflow and suggests an order of tasks. By the end of , Wipro had lean projects
completed or in the works the company typically had 1, projects under way at any one time. Transportation
Transportation of patients for tests, moving medicines and supplies from one place to another would fall into
this category of waste. Especially if we consider that the service industry accounts for more than three-fifths of
the global GDP and employs more than one-third of the global workforce. These pioneering organizations
came together to share their stories at the first Global Lean Healthcare Summit in the UK in , which in turn
triggered many more experiments around the world. We covered Lean in the service industry Understood
context and concept of the word service Some of the examples of waste Willing to take up a course in Lean
Management? In the next section, we will talk about Lean in the service industry with a focus on the
healthcare industry. Another difference is that manufacturing businesses bring mainly substantive product
benefits compared with service businesses having substantive and peripheral benefits. People are very
interested in taking conceptual ideas and figuring out how to put them into practice. Next is looking at
addressing as many visible waste problems as possible and seek to resolve downtime and other issues which
cause instability. Whereas there are consumption and production at different stages in manufacturing
businesses, he says services industries entail simultaneous production and consumption co-creation between
producer and consumer. Not all early experiments succeeded, and we are still a long way from making lean a
widely recognized way of working across the industry. For example, a large proportion of calls that call
centres receive are either chasing down enquiries made earlier, or to correct earlier work that was not done
properly. A lean operating system alters the way a company learns through changes in problem solving,
coordination through connections, and pathways and standardization. Of the projects, 8 out of 10 showed
greater than 10 percent improvement in efficiency. Once the work is clearly visible, however, the
opportunities for improvement are plentiful. In this section, we will cover the main seven waste and the
additional one which is underutilization of skills. Inventory Patients waiting for bed assignments Excess
inventory of supplies, bed sheets, etc. Lean thinking is naturally a fit for the service industry, because of its
focus on constantly delighting customers and on providing them with value-adding products. With its focus on
standardization, quality improvement, cost reduction, and efficiency, lean's influence and various
interpretations of its tenets continues to grow. Wasteful bottlenecks in the process, once visualised, were
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addressed and removed. Historically, lean healthcare ideas have been applied in large hospitals, but in the past
few years we have started to see the philosophy adopted in earnest in many smaller organizations following a
do-it-yourself approach that has generated many positive benefits. In such environments, there is a direct
interaction with the customer, which should be seen as an opportunity to get real-time feedback on our service
rather than a nuisance we have to deal with if you have ever spoken with a customer care representative, you
know what this means. In the next section, we will start with Lean in service industry background. Types of
Waste In the earlier lesson, you have heard about the seven main types of waste and couple more. He stresses
that failure demand is therefore demand that only exists because initial demand was not satisfied properly.


