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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)
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Waste Elimination

Business as Usual

Customer Customer

Contact Delivery

Lead-Time
Lean Systems

“Eliminate Non-Value Added Activities”

[ Customer ] Customer

Contact

Delivery

Lealeime
(Shorter)
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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 processes”

Michael Hammer



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.”

Taiichi Ohno




What 1s Lean Office?

Lean Office tflunuamaniiluszun Uszgnaldnuriog
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1an¥ed Lean Office

2. Lean office 199013 metrics taztithviang 91
1435161919 metrics YHNNIZU TN UHNANTENVUDY
ARTSIGRAIR G

dgj9} = (I, =] Ry Y 9 <4
wonanHmnu iFanuduihvineindala gaunaz
o 19) ! - y
MUy 153 Taelunau (unwittingly) (@u329

9 . o A Y
I N Metrics, MYiUA Goal !!ﬂ%ﬁﬁﬂal'iﬁ?‘]_lﬁ?lleﬂﬂﬂz!ﬁ)



http://www.velaction.com/metrics-goal-setting-and-data-collection-boot-camp/
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http://www.velaction.com/standardization-lean-training-powerpoint/
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1an¥ed Lean Office
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http://www.velaction.com/work-in-process/
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http://www.velaction.com/lean-heijunka/
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Visual management

Visual Office — Examples




Visual management
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Hanved Lean Office
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http://www.velaction.com/continuous-improvement-culture/

TQA model
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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
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n. N155uWvanA1 (CUSTOMER Listening)
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2. M3UsZIAUANMNNINEAuazANNRNWLTEIgNAY
(Determination of CUSTOMER Satisfaction and ENGAGEMENT)
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Value Creation to Loyalty

lrcreased-Share—
Referrals of Wallet

Repeat Buying \/
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Satisfaction
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Suppliers

Inputs

Process

Outputs

Customers
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Adverse Event
Error
Non Compliance

Self Assessment

KPI Monitor

' rou
Risk/

Failure Mode/ Aim/

ool improve
Challenge/ Goal Design Improve

Customer need/ oua
Context Objective/
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Eliminate Waste

Put on Customer (Glasses
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Value Creation to Loyalty
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Value Added vs. Non-Value Added Activities

» Value Added (VA)
— gnA1BusdInaThe customer is willing to pay for it
- nsuwasuudasndnnoust (vialandns drsdune)Physically transforms the
product (or document or information)
— #awirlvigndavsususn Is done right the first time

» Non-value Added (NVA)
— Nanssuniavldninenns uwd bilinqauAnundndowst wia vsn1s
Consumes resources, but does not add value to the product or service

» Necessary Non-value Added (N-NVA)

— “hivduaadugddiu gu ﬂ’l‘iﬂﬂé’?fu’l dafvuaninssiiiay nguuie
dadrnnvuavisn1srinviunzamaiulag 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

. Custom Electric Signs



Defect & rework

Over production
Waiting

Not using staff talent
Transportation
Inventory

Motion

Excessive processing

ANFYLUAN (wastes)
DOWNTIME

of YESCO
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Principle Two
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Principle Two
TYPen cif k¥as

3. Waiting: |dl
information, p
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Principle Two
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Principle Two
Types of Wa.ste
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Principle Two
Typos of Wase |
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Principle Two
Tvpes of Waste

8. Excessive pm
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Traditional Results of Quality Improvement

Small Amount of

VA L=
Time Eliminated & (1173 aﬂa%m LA 81

Adapted from J. Liker, Optiprise
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IngUseaen:
Quality Cost Delivery Safety Morale
Ethic Environment (QCDSMEE)
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Workshop lean

Step 0 52ygNA1 (aNAINNL IKLAZANAINLK 8N NAN
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v

Step 2 3zyiIzaNaAIaT 3x8EN1 N8 lHUARETBADK FINNI
BINADITA DLWATUDIN

1 v A 1 < (= ~
Step 3 IANAUNITITIWIIN YADW AL waste 38 non value
1 0 (~ 09.: 1
LG b ‘Vi%ﬂ ?.I%Gli]%slﬂﬁ%’h‘i@'mﬂ’l Value



Workshop lean
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