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INTRODUCTION

Lean thinking is about accelerating the velocity of any process by doing only the things that add customer
value and eliminating other activities that don’t (waste).

Lean production is an approach to management that focuses on cutting out waste, whilst ensuring quality.
This approach can be applied to all aspects of a business — from design, through production to distribution
to service delivery. Lean production aims to cut costs by making the business more efficient and responsive
to market needs.

more broadly. In this
improvement planning.

Lean production may be founded in manufacturing, but it can actually be applied
information pack we will review tools used to analyse current and future practi

A service improvement project is a plan to change in practice identified in j ith service users,
colleagues and key stakeholders. Essentially it puts service users at the cent tivity. A
well written proposal for change will no doubt be accepted in order to continual

Learning Outcomes

Understand how to use lean production and eme ethods to measure and analyse service

problems
The first part of this task is to eval i onclusion or recommendations, a
representative range of lean product ent methods appropriate for measuring and

analysing service delivery problems.

You are then required to d [ atures and effectiveness of lean production and

The second part of the ta quires you to describe the principal features of an aspect of service delivery
requiring improv uch a way that the need for improvement is made clear, and then to develop a
correct and appropriate project proposal that uses lean production and improvement methods to bring
about service improvement.
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GUIDANCE

This document is prepared to break the unit material down into bite size chunks. You will see the learning
outcomes above treated in their own sections. Therein you will encounter the following structures;

Purpose

Theory

Challenge

Video

Explains why you need to study the current section of material. Quite often learners
are put off by material which does not initially seem to be relevant to a topic or
profession. Once you understand the importance of new learning or theory you will
embrace the concepts more readily.

pport the treatments
yperlinks, which may be

Conveys new material to you in a straightforward fashion. T,
in this section you are strongly advised to follow the giy,
useful documents or applications on the web.

The order is important, edge and confidence is built upon previous
knowledge and confide ae Learner it is important that the answers to
guestions are immediate Contact your Unit Tutor if you need help.

You can real dge by undertaking the challenges. A challenge
could be to and'perform an exercise. An alternative challenge
r other form of research.

ideo(S) will help you then it will be hyperlinked at the appropriate
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What is a Service Improvement Project?

The main aim of a service improvement project is to change an organisation as identified by analysis and
action. This improvement could have been identified by key stakeholders or service users. It is essential to
put the service users needs at the centre of improvement activities. There are a range of tools, processes
and measures that can be used to inform proposed change and we will discuss this throughout this
information pack. A service delivery plan will usually be developed in conjunction with or once a project
proposal has been accepted.

What is a Service Improvement Plan?
It is essential to plan for change, a clear plan will not only outline to the te

Process Improvement Techniques
Reflection is the first step towards streamlining yq

overview of improvement techniques which c
change.

Defining Lean Production
Lean manufacturing, or lean productiSgi n method derived from Toyota's 1930 operating

model "The Toyota Way" (Toyota Produ S). The term "Lean" was coined in 1988 by John
Krafcik, and defined in 19 nd Daniel Jones.

In 1990 James Womack and on a world tour to promote their book: “The Machine That
changed the w ing 1 our, they gave seminars on the efficient way of production realised by
the Toyota pack and Daniel Jones named this way of working: Lean Production.

The theory, er described by Womack and Jones in their book: Lean Thinking

In practice) thodologies and tools are often captured in different terminologies

such as Lean n Manufacturing and Lean Enterprise.

Lean Managemen thodology to ensure value adding activities run smooth and quickly through the
process. Process speed or the efficient flow of a process is the essence of Lean Management. Anything
which impedes this speed is called Muda. Muda is the Japanese word for waste and describes all non-value
adding activities within a process.

Lean Management is the method which creates an efficient process flow by eliminating
non-value adding activities (Muda).
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Think about a process in your current workplace that could be changed to save time and effort? Draw a
flow chart with the old process and the new process identifying why the new process would be more
efficient. E.g. sending a letter

Type letter —>log into CRM —»find customer details —»print letter —»put letter in envelope—wwrite address
on envelope—»buy stamp—»post letter

Key Principles and Waste

Womack and Jones define Lean as:

and then translate this into five key principles:

1. Value — Identify the value desired by the
with that product during its entire prod
customer"

2. The Value Stream - Identify the yalue
challenge all the wasted steps

3. Flow - Make the product flow ¢
4. Pull - Introduce pull between all

customer is willing to pay f g ste, and should be eliminated, simplified, reduced, or
integrated".

The 7 Types of Waste
There are 7 types of non-value adding activities recognised in the Lean Management theory:

Transportation
Stock

Motion
Waiting

el
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