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Course Agenda
¶Lean office overview
¶Lean to TQA
¶Customers and values
¶Definition of waste 
¶Value Stream Mapping (current state)
¶Implementing lean tools
¶Value Stream Mapping (future state)
¶ÂóäèòÕÝææòßÙ° PQCDSMEE
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∏╣┤╚≈∂ ┌⅔≤┼−
™≡┘∕⌂−™┤≡∏╣┤⅔┤−╖≡┤╚≈ √┌≈╖∟≡┼≠⌂ (╚≈ ≤┼−) 

≈┼™┤≡∂┴⇔Ω├⇔ ⅍┌Ω⌂⇔(╚≈ ╚─≤ ╚≈ ≤║╞−) ≤╓™⅍ ┤

∂ ┌⅔≡┌−┤− ╚≈ ≡╓ ⌂ ┤⅔┤−⅛┘╖⌡≡╝⅛╖≈║╞┌╚─≡  ╚≈

∙≡┘™├−╖⌂≤┤ ╗≤┘≈┼⅔┤−⅍ ┤⅔ (work in 

process)

⅍−∏╣┤⅔┤−╖⅍≡┼≠⇔ ≤╓™⅍ ┤╚≈ ∟═⅔∟┌╙⅛ ╚≈ ≈┼

∙≡┘⌡┴∏∑┴∫┤∟

≈┼⅍⌂┤≈⌡╓←╖∙≤ ┤ (wastes) 



Lean Systems
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ñEliminate Non-Value Added Activitiesò
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Why Lean Office?
´In today we have good people working in poor processes. 
What we want is good people working in great processesµ
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Why Lean Office?
´ Toyota Production System will not work unless it is 

used as an overall management system. TPS is not 
something that can only be used on the Production 
floor.µ

Taiichi Ohno
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What is Lean Office?
Lean Office ÿÜ»ÚĀÚèØóÈØöćÿÜ»ÚäñÛÛ ÜäñãùÂÖ°ĂË­ÂòÛì¬èÈ
āÌ¬ÅùÔÅ¬ó (value chain) Õ­èãÿÜ¨óìâóãØöćëóãÙóäÃîÈ
ÂäñÛèÚÂóäÙùäÂõÉāÕã:

¶ÂČóÉòÕÅèóâëúÎÿÜæ¬ó (waste)

¶ĂË­ lean techniques

¶ë¬ÈÝæĂì­æÕ Lead time (ÿèæóÖòĈÈĀÖ¬ÿäõćâÂäñÛèÚÂóäÉÚ
ë¬ÈâîÛÝæõÖáòÔÒ°Ăì­æúÂÅ­ó) Āæñ Productivity ÕöÃ÷ĈÚ
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ìæñÂÃîÈ Lean Office

1. Lean ÿäõćâÉóÂØöâÚČóØöćâù¬ÈâòćÚLeaders ÿÖäöãâßøĈÚÑóÚ 
ëä­óÈÅèóâßãóãóâ ÂČóìÚÕèõëòãØòéÚ°ĀæñßòÓÚóÂæãùØÙ°
ÿßøćîÿÃ­óëú¬ÅèóâëČóÿäĆÉÖóâÿÜ¨óìâóãÃîÈîÈÅ°Âä

Ýú­ÚČóÿæĆÈÿìĆÚÅùÔÅ¬óÃîÈÛùÅæóÂä ĀæñÿÜ»ÚÂæù¬âÝú­ØöćÉñëä­óÈØöâ
ìÚ­óÈóÚØöćâöÅèóâëóâóä×Ì÷ćÈÉñØČóĂì­îÈÅ°ÂäÜäñëÛ
ÅèóâëČóÿäĆÉÕ­èãÂæù¬âäóÂìÎ­óØöćâöÅèóâßãóãóâĂÚÂóäØČóæöÚ 
ĀÖ¬Éñăâ¬ÿÂõÕÃ÷ĈÚ×­óÝú­ÚČóăâ¬Ăì­ÅČóâòćÚëòÎÎóìäøîÅèóââù¬ÈâòćÚ



ìæñÂÃîÈ Lean Office

2. Lean office Ö­îÈÂóä metrics ĀæñÿÜ¨óìâóã ×­ó
ÜäóéÉóÂmetrics âòÚãóÂØöćÉñÜäñÿâõÚÝæÂäñØÛÃîÈ
ÂóäÿÜæöćãÚĀÜæÈ
ÚîÂÉóÂÚöĈ×­óØöâăâ¬ËòÕÿÉÚ×÷ÈÿÜ¨óìâóãØöćèòÕăÕ­ Ýú­ÅÚÂĆÉñ
ØČóÈóÚĀÛÛ ăâ¬äú­ āÕãăâ¬ÿÉÖÚó(unwittingly)(æöÚË¬èã
ëä­óÈMetrics, ÂČóìÚÕ Goal ĀæñèõÙöÂóääèÛäèâÃ­îâúæ)

http://www.velaction.com/metrics-goal-setting-and-data-collection-boot-camp/
http://www.velaction.com/metrics-goal-setting-and-data-collection-boot-camp/
http://www.velaction.com/metrics-goal-setting-and-data-collection-boot-camp/
http://www.velaction.com/metrics-goal-setting-and-data-collection-boot-camp/
http://www.velaction.com/metrics-goal-setting-and-data-collection-boot-camp/


ìæñÂÃîÈ Lean Office
3. Lean office âöÂäñÛèÚÂóäØČóÈóÚØöćÿÜ»ÚâóÖäÑóÚÌ÷ćÈÖ­îÈÜÐõÛòÖõ
ÖóâØùÂÅÚ.

¶No personal preference
¶ÿâøćîăâ¬âöâóÖäÑóÚ×úÂÂČóìÚÕÃ÷ĈÚ âòÚãóÂØöćÉñØČóĂì­ÂäñÛèÚÂóäÕö
Ã÷ĈÚëČóìäòÛØöâ 
¶Lean training Ë¬èãÂČóìÚÕâóÖäÑóÚÃîÈÈóÚ Standardization Øöć
ëä­óÈÂäñÛèÚÂóäØöćÅÈÿë­ÚÅÈèó (consistent processes.)

http://www.velaction.com/standardization-lean-training-powerpoint/


ìæñÂÃîÈ Lean Office

4. Lean office ĂË­ìæòÂ 5ëëČóÚòÂÈóÚØöćăâ¬×úÂÉòÕäñÿÛöãÛ
ÿÜ»ÚëČóÚòÂÈóÚØöćăâ¬âöÜäñëõØÙõÝæ 



ìæñÂÃîÈLean Office

5. Lean office âöWIP Ú­îãØöćëùÕ.ÿÜ¨óìâóãÃîÈæöÚÅøîÂóäæÕìäøî
ÂČóÉòÕwork-in-process. ØČóĂì­ lead time ÿäĆèÃ÷ĈÚ æÕÅèóâăâ¬ÅÈÿë­Ú
ÅÈèóĂÚÜäñëÛÂóäÔ°ÃîÈæúÂÅ­óĀæñÂČóÉòÕÅèóâëúÎÿÜæ¬ó (waste)

6. Lean office ÃòÛÿÅæøćîÚÂóäăìæÃîÈÂäñÛèÚÂóä (strives for 
flow).ÉóÂÉùÕÖòĈÈÖ­Ú ×÷È ÉùÕëõĈÚëùÕ Ăì­ëòĈÚØöćëùÕ ăâ¬ìãùÕ (without 
stopping to wait in a queue). It is difficult to achieve, but a thing 
of beauty when accomplished.

http://www.velaction.com/work-in-process/
http://www.velaction.com/work-in-process/
http://www.velaction.com/work-in-process/
http://www.velaction.com/work-in-process/
http://www.velaction.com/work-in-process/
http://www.velaction.com/lead-time/
http://www.velaction.com/waste/


ìæñÂÃîÈLean Office
7 ÿÃ­óĂÉ Demand ĂÚ Lean office.

¶ÿÃ­óĂÉÅèóâĀÜäÜäèÚÃîÈ demand. 
¶ØČóĂì­ìÚ­óÈóÚ âöÂóäÉòÕÂóä demand ØöćâöÅèóâÌòÛÌ­îÚÚ­îã
ØöćëùÕ
¶Heijunkaìäøîworkload leveling ÉñØČóĂì­ demand äóÛäøćÚĂÚ
ÜäñëÛÂóäÔ°ÃîÈØöâ

http://www.velaction.com/lean-heijunka/


ìæñÂÃîÈLean Office

8. Lean office ĂË­äñÛÛÂóäÛäõìóäÉòÕÂóäÜäñÉČóèòÚ ĂÚÂóäÉòÕÂóä
ÅèóâÖ­îÈÂóä (demand.)
¶Daily management ÿÜ»ÚÂóäÉòÕÂóä expected demand Ăì­ 

matches ÂòÛÛùÅæóÂä
¶ÅèóâëČóÅòÎÉñîãú¬ØöćÂóäÿÞ¨óäñèòÈ(monitoring) ĀæñÂóä
ÖîÛëÚîÈÿËõÈäùÂ(proactive response) ÿäĆèØòÚØöØöćØöâÿäõćâÉñîãú¬
ÖóâìæòÈĀÝÚ

http://www.velaction.com/the-secret-to-successfully-running-a-lean-office-daily-management/


ìæñÂÃîÈLean Office
9. Lean office ÿÜ»ÚÂóäÉòÕÂóäÕ­èãÂóäâîÈÿìĆÚ(visual).ÂóäÉòÕÂóä
ÂóäØČóÈóÚÿÜ»ÚØöâĀæñÂóäëøćîëóäÉñØČóăÕ­È¬óãÕóãÿâøćîĂÅäëòÂÅÚ
ëóâóä×ÿÕõÚÿÃ­óăÜĂÚßøĈÚØöćØČóÈóÚÃîÈìÚ¬èãÈóÚĀæñØäóÛāÕãØòÚØö
è¬óâöîñăäÿÂõÕÃ÷ĈÚ

A visual office ÉñØČóĂì­ëõćÈØöćÝõÕÜÂÖõìäøîë×óÚÂóäÔ°ÝõÕÜÂÖõÜäóÂÐ
ËòÕÃ÷ĈÚ



Visual management



Visual management



ìæñÂÃîÈ Lean Office
10. Lean office èõćÈîãú¬ÛÚÂóäëøćîëóäĀæñÂóäØČóÈóÚÿÜ»ÚØöâ ÿÚøćîÈÉóÂ
ÙääâËóÖõÃîÈÂóäăìæÃîÈæöÚoffice Ýú­ÅÚÖ­îÈâöØòĈÈÖîÛëÚîÈ 
(responsive)ĀæñãøÕìãù¬Ú(flexible)ÿâøćîâöÂóäÿÜæöćãÚĀÜæÈÃîÈ 
demand ÿÂõÕÃ÷ĈÚ

11. A Lean office âöèòÓÚÙääâÃîÈÂóäÜäòÛÜäùÈîã¬óÈ
Ö¬îÿÚøćîÈ(continuous improvement culture) ØùÂÅÚÖ­îÈâöÅèóâÿËøćî
è¬óë¬èÚìÚ÷ćÈÃîÈÈóÚÅøîÂóäæÕÅèóâëúÎÿÜæ¬óĀæñØČóĂì­ÕöÃ÷ĈÚĂÚØùÂą
èòÚ

http://www.velaction.com/continuous-improvement-culture/


TQA model
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ÂóäÉòÕÂóä
ÂäñÛèÚÂóä

Âóäâù¬ÈÿÚ­Ú
ÛùÅæóÂä

ÂóäèòÕ  ÂóäèõÿÅäóñì°  ĀæñÂóäÉòÕÂóäÅèóâäú­

Âóäâù¬ÈÿÚ­Ú
æúÂÅ­óĀæñÖæóÕ

ÂóäÚČóîÈÅ°Âä

ÂóäèóÈĀÝÚ
ÿËõÈÂæãùØÙ°

āÅäÈä¬óÈîÈÅ°Âä:
ëáóßĀèÕæ­îâ  ÅèóâëòâßòÚÙ°  ĀæñÅèóâØ­óØóã

ÝææòßÙ°



Customer focus
3.1 voice of customer

customer listening   [current n potential]

customer satisfaction/dissatisfaction 

3.2 customer engagement

service offerings

customer support

customer relationship/complaint 
management 20











dissatisfaction





Suppliers Inputs Process Outputs Customers

ÂóäîîÂĀÛÛÂäñÛèÚÂóäÖóâ  SIPOC model



Risk/

Failure Mode/

Challenge/

Customer need/

Context

Aim/

Purpose/

Goal

Objective/

Design

Action Learn

Improve

KPI Monitor

Adverse Event

Error

Non Compliance

Review Report

Root Cause

Self Assessment

èÈÉäÅùÔáóß

System Process 



ĀÚèÅõÕ Lean 

ÂóäÛäõìóäÉòÕÂóäĀÛÛLean 

äñÛÛÂóäÝæõÖĀÛÛāÖāãÖ­ó



ÿßäóñîñăäÿäóÉ÷ÈÖ­îÈÂóä ǽöÚµ
¶ÿäóâöÅÚÿÂ¬È ăÕ­äóÈèòæäñÕòÛāæÂ ĀÖ¬ÂäñÛèÚÂóäØöćĂË­Âóäăâ¬ăÕ­

¶æöÚÅøî ÛóÈ æöÛ ăä­ăÃâòÚÃîÈÂäñÛèÚÂóä  

¶ÿÜ»ÚäñÿÛöãÛèõÙöìÚ÷ćÈØöćË¬èãĂì­îÈÅ°Âä/ìÚ¬èãÈóÚÜäòÛÜäùÈÅùÔáóßÂóäÕúĀæ
æúÂÅ­óāÕãæÕÃ­îÝõÕßæóÕĀæñÿèæóÂóääîÅîã

¶Ë¬èãÂČóÉòÕîùÜëääÅÖ¬óÈąĀæñØČóĂì­ÛùÅæóÂäëóâóä×âù¬ÈØöćÝææòßÙ°Øöć
Ö­îÈÂóäâóÂÃ÷ĈÚ

¶æöÚË¬èãØČóæóãîùÜëääÅäñìè¬óÈăÌāæ ÃîÈĀÖ¬æñĀÝÚÂØöćÖòÕÃóÕÉóÂÂòÚ 
ĀæñØČóĂì­ĀÝÚÂÖ¬óÈą ØČóÈóÚä¬èâÂòÚăÕ­ÕöÃ÷ĈÚÿßøćîÜäñāãËÚ°ÃîÈæúÂÅ­ó



ÅèóâìâóãÃîÈ Lean

       ìâóã×÷È ÂóäÂČóÉòÕìäøîæÕÅèóâëúÎÿÜæ¬ó 
(Wastes) îîÂÉóÂÂäñÛèÚÂóäØČóÈóÚ ÿßõćâ
ÅùÔÅ¬ó (Value) ÖóâÅèóâÖ­îÈÂóäÃîÈæúÂÅ­ó 
ĀæñØČóĂì­ÃòĈÚÖîÚÂóäØČóÈóÚăìææøćÚ (Flow) āÕã
ăâ¬ÖõÕÃòÕ  ĀæñÜäòÛÜäùÈĂì­ÕöÂè¬óÿÕõâãõćÈą Ã÷ĈÚăÜ
îöÂ ÿßøćîĂì­ëâÛúäÔ°ØöćëùÕ



ĀÚèÅõÕÃîÈæöÚ

¶æöÚË¬èãĂì­âöèõÙö ØöćÉñØČóÈóÚăÕ­âóÂÃ÷ĈÚ Õ­èãØäòßãóÂäÚ­îãæÈ ÖòĈÈĀÖ¬Åèóâ
ßãóãóâÃîÈÅÚÚ­îãæÈ (æÕÂóäØČóÈóÚÌĈČó) îùÜÂäÔ°Ú­îãæÈ ÿèæóÚ­îãæÈ 
(äèâ×÷ÈĂË­ÿèæóÃîÈæúÂÅ­óÚ­îãæÈ) ĀæñßøĈÚØöćæÕæÈ ÃÔñØöćÿÃ­óĂÂæ­ëõćÈØöć
æúÂÅ­óÖ­îÈÂóäâóÂÃ÷ĈÚÿäøćîãą

¶ÂóäÉòÕìóëõćÈØöćæúÂÅ­óÖ­îÈÂóäîã¬óÈÿÊßóñÿÉóñÉÈ äèâ×÷ÈÂóäÕúĀæ
ÅùÔáóßëúÈØöćØČóîã¬óÈ×úÂÖ­îÈÖòĈÈĀÖ¬ÅäòĈÈĀäÂ (first time quality)



VALUE :
           ÂõÉÂääâìäøîÛäõÂóäØöćë¬ÈâîÛÈóÚÖóâÅèóâ
Ö­îÈÂóäìäøîÅèóâÜäñëÈÅ°ÃîÈÝú­äòÛÛäõÂóäìäøîÝú­äòÛ
ÝæÈóÚ

 WASTE :
          ÂõÉÂääâØöćÖ­îÈĂË­ØäòßãóÂä (ÿèæó ßøĈÚØöć ÅÚ ÿÈõÚ 
ÿÅäøćîÈâøî îùÜÂäÔ°) ĀÖ¬ăâ¬ë¬ÈÝæÖ¬îÅèóâÖ­îÈÂóäÃîÈ
Ýú­äòÛÛäõÂóäāÕãÖäÈ

VALUE   Ö¬óÈîñăäÂòÛ WASTE





ÂóäÂČóìÚÕÅùÔÅ¬ó (Value)

          ëõćÈëČóÅòÎØöćëùÕÅøîÂóäÂČóìÚÕ æúÂÅ­ó (Customer) Ăì­×úÂÖ­îÈ Āæ­èÉ÷È
ĂË­ĂÉ ìäøîÅèóâÖ­îÈÂóäÃîÈæúÂÅ­ó ßõÉóäÔóÖòÕëõÚĀÖ¬æñÃòĈÚÖîÚ 
ÃîÈÂäñÛèÚÂóäØČóÈóÚ (Work process) è¬óÃòĈÚÖîÚĂÕâöÅùÔÅ¬ó
ìäøîăâ¬âöÅùÔÅ¬ó

                

    

       −┌™⅛┤™≤╓™⅍ ┤─≡║┌√╓ ╙⅝ ∕≡┴™┤≡╗≤ ⌂ ╙−∕┤⅔™≡↨┼∂ ┌⅔⅍╣┤−═⅔∆═⅔⅍╒↨⅍ ┤╙−≈╒≈≈┌⅔Ω┌⅔√╓ ≈┼⌡ ⌂−

    ╚⇔ ⌡ ⌂−╖⌡┼≠  stakeholders  ∏├╟⅔∫┤≠╙−╗≤┘∫┤≠−┌™ (internal and external customers) 

    ╙─ ⅍≡∕∆ ⌂−  ─≈┤≠∆═⅔ workforce, supplier, organization, shareholders (university, 

government), societal stakeholders  (communities / general public)









æúÂÅ­ó* ëõćÈë¬ÈâîÛ

(Ăì­ĂË­ ØČóĂì­ ÿîó

ÂæòÛăÜ)

ÅùÔÅ¬óÂäñÛèÚÂóäØöć

ëä­óÈÅùÔÅ¬ó

╙∕⅔┤−™┤≡⌂┴╖⅍≡┤┘─ ≤╓™⅍ ┤ ⌡┴╞⅔⌡ ⅔≈┌∕ ⅍╒↨⅍ ┤

* æúÂÅ­ó ìâóã×÷È æúÂÅ­óáóãÚîÂ ìäøî æúÂÅ­óáóãĂÚ
** ÅùÔÅ¬ó ìâóã×÷È ÂõÉÂääâìäøîÛäõÂóäØöćë¬ÈâîÛÈóÚÖóâÅèóâ
Ö­îÈÂóäìäøîÅèóâÜäñëÈÅ°ÃîÈÝú­äòÛÛäõÂóäìäøîÝú­äòÛÝæÈóÚ



æúÂÅ­ó* ëõćÈë¬ÈâîÛ

(Ăì­ĂË­ ØČóĂì­ ÿîó

ÂæòÛăÜ)

ÅùÔÅ¬ó(value) ÂäñÛèÚÂóäØöć

ëä­óÈÅùÔÅ¬ó 

(how to)

æúÂÅ­óØöć×îÚ ÞóÂÿÈõÚĂì­ĂË­ ë×óÚØöćÿÂ­óîöĈÚòćÈÚòćÈëÛóã Âè­óÈÃèóÈÂóäÉòÕìóë×óÚØöć 
ÂóäÕúĀæÿÂ­óîöĈ
ÜäñÉČóèòÚ

ØČóĂì­ ÿÃöãÚĂÛÞóÂ 
×îÚ update ëâùÕ

Åèóâ×úÂÖ­îÈ 
äèÕÿäĆè

ĀÛÛàîä°âÿÃöãÚ

ÿîóÂæòÛăÜ ÿÈõÚ ĂÛ
ëČóÿÚó

×úÂÖ­îÈÂóäĂË­ÿÅäøćîÈÚòÛÿÈõÚ 
copy ĂÛÿÃöãÚ

╙∕⅔┤−™┤≡⌂┴╖⅍≡┤┘─ ≤╓™⅍ ┤ ⌡┴╞⅔⌡ ⅔≈┌∕ ⅍╒↨⅍ ┤

* æúÂÅ­ó ìâóã×÷È æúÂÅ­óáóãÚîÂ ìäøî æúÂÅ­óáóãĂÚ
** ÅùÔÅ¬ó ìâóã×÷È ëõćÈØöćæúÂÅ­óăÕ­äòÛÉóÂÂõÉÂääâìäøîÛäõÂóäØöćë¬ÈâîÛÈóÚÖóâ
ÅèóâÖ­îÈÂóäìäøîÅèóâÜäñëÈÅ°ÃîÈÝú­äòÛÛäõÂóäìäøîÝú­äòÛÝæÈóÚ



ÂõÉÂääâØöćÿßõćâÅùÔÅ¬ó
(Value Added Activity ·VAA)

¶ìâóã×÷È ÃòĈÚÖîÚìäøîÂóäÂäñØČóØöćë¬ÈâîÛìäøîØČóĂì­ÿÂõÕÅùÔÅ¬ó
ëČóìäòÛæúÂÅ­ó ĀæñĂÚÿèæóØöćÿìâóñëâ (ăâ¬Ë­ó ìäøî ÿäĆèÿÂõÚăÜ)         
æúÂÅ­óãõÚÕöĀæñÿÖĆâĂÉÿëöãÅ¬óĂË­É¬óã 
         ÿË¬Ú ĂÚÂóäâóäòÛÂóääòÂêóØöćāäÈßãóÛóæ ÃòĈÚÖîÚØöćĀßØã°ÖäèÉ 
èõÚõÉÊòã ĀæñÃòĈÚÖîÚØöćăÕ­äòÛãóìäøîÂóääòÂêóÿØ¬óÚòĈÚ ØöćÿÜ»ÚÃòĈÚÖîÚØöć
ëä­óÈÅùÔÅ¬óĂì­ĀÂ¬Ýú­äòÛÛäõÂóä      ÂäÔöÝú­Ü§èãĂÚ ÃòĈÚÖîÚØöćăÕ­äòÛÂóä
ÖäèÉäòÂêóìäøîÛäõÂóäßãóÛóæ ÿÜ»ÚÃòĈÚÖîÚÅùÔÅ¬ó (Value)



ÂõÉÂääâØöćăâ¬ÿßõćâÅùÔÅ¬ó (Non Value-
Added Activities) NVAA

¶ìâóã×÷ÈÃòĈÚÖîÚìäøîÂóäÂäñØČó Øöćăâ¬ëä­óÈÅùÔÅ¬óĂÕą ĀÂ¬æúÂÅ­ó
ìäøîÝú­äòÛÛäõÂóä  ăÕ­ĀÂ¬
    Âóääî(waiting) ØùÂËÚõÕ ÿË¬Ú äîÿîÂëóä äîĀßØã° äîÿÉ­óìÚ­óØöć   
äîÖäèÉ äîÝæÂóäÖäèÉ äîäòÛãó ÿÜ»ÚÖ­Ú   

          ÃòĈÚÖîÚÚöĈ×­óăâ¬ëóâóä×æÕăÕ­ÿæãĀâ­ÉñØČóØùÂèõ×öØóÈĀæ­èÿäöãÂè¬ó            
Necessary Non Value-Added Activities



ÂõÉÂääâØöćăâ¬ÿßõćâÅùÔÅ¬óĀÖ¬ÉČóÿÜ»Ú
Necessary Non Value-Added Activities  NNVAA
¶ìâóã×÷ÈÃòĈÚÖîÚØöćăâ¬ÿßõćâÅùÔÅ¬ó ĀÖ¬ãòÈÖ­îÈØČó ÿË¬Ú ÂóäÿÕõÚ ÿÚøćîÈÉóÂ
ìÚ¬èãÛäõÂóäîãú¬ì¬óÈÂòÚ ìäøîÖ­îÈÿÕõÚë¬ÈÿîÂëóä ÿÕõÚăÜÿÉóñÿæøîÕ 
     äîÝæÿæøîÕÿÚøćîÈÉóÂÿÅäøćîÈÖäèÉÖ­îÈĂË­ÿèæóĂÚÂóäèõÿÅäóñì° Âóä
ÖäèÉëîÛëõØÙõÅ¬óäòÂêóßãóÛóæ ĂÛãõÚãîâäòÛÂóääòÂêó

¶ĂÚÛóÈÂäÔö ÿÜ»ÚÅèóâÉČóÿÜ»ÚÃîÈÃòĈÚÖîÚÂóäØČóÈóÚØöćîÈÅ°Âä
ÂČóìÚÕ ÿË¬Ú ÂóäØČóÿîÂëóä ÂóääîîÚùâòÖõ äîÂóäÖäèÉäòÛÉóÂ
ÿÉ­óìÚ­óØöćØöćäòÛÝõÕËîÛ



Value Added vs. Non-Value Added Activities
» Value Added (VA)

≤╓™⅍ ┤≠┴−⇔┼⅛ ┤≠The customer is willing to pay for it

™┤≡╖∙≤┼╞≠−╗∙≤⅔√≤┴∂∫├↨↔  (─≡║┌╖┌™⌡┤≡ ⌡┤≡⌡−╖∏⌐)Physically transforms the 
product (or document or information)

∂ ┌⅔∏╣┤╙─ ∆╓™∂ ┌⅔∂├╟⅔╗∂ ╗≡™ Is done right the first time

» Non-value Added (NVA)
™┴⅛™≡≡≈∏┼╞∂ ┌⅔╙⅝ ∏≡├∟≠┤™≡ ╗∂ ╚≈ ╖™┴⇔⅍╒↨⅍ ┤™├∕√≤┴∂∫├↨↔  ─≡║┌ ∕≡┴™┤≡ 
Consumes resources, but does not add value to the product or service

» Necessary Non-value Added (N-NVA)
╚≈ ╖∟┴╞≈⅍╒↨⅍ ┤╗∂ ⅛╣┤╖∙ −  ╖⅝ − ™┤≡∏╣┤⌡├←←┤ Ω ┌™╣┤─−⇔∂┤≈≡┘╖∕┼≠∕ ™↑─≈┤≠  
Ω ┌⅛╣┤™├⇔Ω┌⅔⌂┴∑┼™┤≡∏╣┤⅔┤−─≡║┌╖∏⅍╘−╘≤≠┼ Does not add value to the product 
or service but are 

CURRENTLY NECESSARY
Customer Contract or specification 

QS 9000 or customer standard

Government regulation

Current state-of-the-art work method or technology
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DOWNTIME

ÅèóâëúÎÿÜæ¬ó (wastes)

Defect & rework

Over production

Waiting

Not using staff talent

Transportation 

Inventory 

Motion

Excessive processing












