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How Customer Interact With You

How Customer Interact With You

Process
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o]
| !
[owsn|  [own]

Function Function Function Function Function
2 3 4 5

?

Process § | | |
Fiocess Jabr Jabr Jabr Jabs Jabr p'““""
" 5 - 5 - 5 - B 5 - goals
Process ? l | l l

Cusomes

?

Process §

g 2
530 gﬂ'

¥

( Process ] | | | | | | [ Process i
WO -t Jobs  |a-e] Jobs e ] JoObS |
" 4 l .
‘ P::n?rs '-1--l-| Jobs |4-------------------t| Jobs l-n-l-l Jobs Iv |-| Jobs I-v - P;gj:s] > T
Customer

1. Name the Process
A9 lRNIZUIBAIT

2. Give the Process An Owner
BV AN IZUINAT

3. Teach the Owner How To Improve A Process
HOWINN2BINIEUINNITISUTULTINTEUINMT

4. Hold the Owner Accountable For Improving The
Process  NaUWN18lR91289032UIBANT
JuRATaUIaINTUTUUTINTEUINANT

14

A13IANITNTZUIUNS

Process Management

Systematic Processes

“If you can’t describe what you are doing as a
process, you don’t know what you’re doing.”

Dr. W. Edwards
Deming
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Process Management

“INSANITY: Doing the
same thing over and
over and expect
different results.”

Albert Einstein
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® Product/Service Vs. Process

® Product/Service Requirements Vs. Process Requirements
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® SIPOC Model

® Value Chain
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1 Review/Update Work System Map.
16 determine where process fity
3 Amign process as Key or Support
2
2. Determing Work Process Key
Requirements.
iy
irementis)
1 Ak serdages 1. Review/Update Work System Map
e v to determine where process fits
Dty Oty i
b M:""' N'Wmm a. Assign process as Key or Support
for Company Glowsary '
] 2. D ine Work Process Key
3. Create/review current state Work
M Requirements
a. Align with stakeholder key
Determine accountability
: Review Gavernance document 1o mqulmmeﬂt{s}
I ;‘:'m""""““";w“"' b. Align with strategies
e ne/validate process per-
fomer c. Determine/validate goals
f :T:-hunhwm‘:::ntw: d. Determine/validate busi rules
oiné pariommens e. Determine Output
L3
P e f. Determine/validate important terms
el s for Company Glossary
B ooy oW AR Do g Validate key measures/controls
Bems
] ¥
6. Design/walidate applications)
 cens 3. Create/review current state Work
oz el Process Map
¥
7. Createfupdate work instructions /WIS | -
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*  Future state Work Process Map.
& Process Work Instruction/Wis.
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1 Review/Update Work System Map
16 determine where process fity
3 Asmign process as Key or Support
(1
2. Determing Work Process Key
Requirements.
8. Alge with stakeholer bey

4. Determine accountability

a. Review Governance document to
determine/validate process owner

b. Determine/validate process per-
former

¢. Align accountability of key measures
& goals with process owners & pro-

L 2
5. Croate/Vakdate future state Work
Process Map
4. Use Lean principles.
b Icorporate Innevation, CAR,& OFf
Iems.

(1
. T

requirement(s)
b Algnwith strateges cess performers
£ Detereine/vakidate goals
s .
o Determins Outpun ¥
f. Determine/vakdate important terms
for Company Glossary 5. Create/Validate future state Work
Validate hey masne/conts ol
Process Map
b. Incorporate Innovation, CAR,& OFI
: INI'\I_GWNHIIMI"RMI‘U items
b, Determine/vabdate process per- ¥
forrmer
i ey o byt | 6. Design/validate applications/
ces performa. processes

a. Createfimprove system narrative
b. Test applications/process

L]

4. AMvuANNsUARdaL

a.  AUUALIILAINTELIUNITUTD

L31AW(process owner)

AnuaaLiunszuIunis(process

performer)

c.  wauvnalifuAaraudidiauas
N3EUIUNTT VLA zaduazeaLiy
n3¥UIUATS

=3

5. aanuuuducau AvuasILasidua
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a. ldieasiiazhalunisaanuuy iy
SIPOC, Lean, DFSS, PDCA
b. & sauinaa1u Innovation, CAR,

& OFI MiAmaaginiansan
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poocesses
A, Create/emprove syviem narmative
b Test applcanons/process

7. Create/update werk instructions /WIS

Outputs
*  Futurn state Work Process Map
»  Process Work Instruction/Wis

|‘.~‘. Create/update work instructions /WIS |
v

Outputs
*  Future state Work Process Map
*  Process Work Instruction/WIS
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Implement Execute Review Improve
Employees are trained on Process Performer executes Process Performer & Pro- FProcess Ferformer, Process
the process using work process as indicated by the cass Owner review Key Cwner & internal auditors
instrucnons. ‘Work Instructions/WIS to Measure performance on 3 review Work Processeson a

meet the Work Process systematic basis to ensure systematic basis to assess
Requiremaents Work Process Key Require- alignment with business
ments are met (including needs & direction. Innova-
Goals) tion, CAR & OF items re-
o viewed/incorporated as
meirgmelfin mauiiuneas msnunulssIiy necessary
*  Training Any Employes can submit Process Performer & Owner
* Integration Innovation, CAR or OFI Systematic Daily Review of identify OFi3/CARs
*  Post Work System map tems as appropriate based In Process =
*  Post Work Process map on executing of cbierving (Dashboards) o s Aadits
*  Publish Work Instruc- the process by Int Auditors)
. :aninppmu R0 Compiscn
= Monthly Review of Depart- *  Determine if process is
ment Scorecards w/DLT meating requirements
'3
Monthly Review of Depart- Lean/Six Sigma Projects
aambagn Workforce man‘: Scorecardsw/ | (QMS led)
Management £.3 Performance 5.2a(3) Pres
'l
Monthly Review of Compa-
VB s wf
st I
Process Improvements

(CARs/OFIs)
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Figure 5.3 Key & Support Processes




FIGURE 6.1-1: KEY CLINICAL CARE DELIVERY PROCESSES
Work Processes | Requirements

Admission

Assess & Treat

Sample Process Measures (Results) | Associated Outcome Measures (Results)

Admission core measures (7.1-T)

Overall mortality index (7.1-1)

SDHMG patient wait time sat. (7.1-25) SDHMG patient satisfaction (7.1-25)

OR on-time 1* case stants (7.1-24)
One Call transfers (7.4-23)
Pre-appointment calls (7.1-23)

Safe, cffective, efficient

| ED arrival to bed, to greet (7.1-20)

SDHMG clinical measures (7.1-19)

Safe, effective, elfickent | Ageqsment cone measures (7.1-5)

SDHMG % productivity Medication scan rates (7.1-16)

ED LPT/LPTMSE (7.1-21)
Diischarge core measures (7.1-9)
OP discharge phone calls (7.1-23)
ED length of stay (7.1-22)
SDHMG productivity (7.1-26)

Safe, effective, efficient

OR prime time utilization (7.1-24)
| Physician cagagement (73-16)
: Iﬂ)Bi'-‘ 3-5)
ED patient satisfaction (7.2-2)
| SDH‘MG pathent satisfaction (7.2-5)
| Monalityfcomplication index (7.1-1,2)
| OP satisfaction (7.2-2)
| ED paticnt satisfiction (7.2-2)
| 3i-day Readmissions (7.1-18)
OP satisfaction (7.2-2)
| ED paticnt nn‘:.lad won (7.2-2)
SDHMG group volumes (7.4-21)

| FIGURE 6.1-2: KEY SUPPORT PROCESSES

Support 5 Sample Process
Processes Requiresients Measures (Results)
Turnover (7.3-1)
Eu_m;m Competent,  Vacancy (7.3-2)
esources 2 "
(HR) available Time to fill (7.1-27)
Physician recruitment (7.3-3)
Days in AR (7.5-11)
P Accurate, timely | Cash collections (7.1-28)
Management :
| Financial audits (7.4-6)
Information ) . IT&S Call Ctr measures (7.1-29)
Reliable, timely | 1
‘.Managcmnl | IT security measures (7.1-31)

Supply Chain | Quality, timely, | Supply cost savings (7.1-33)
. Management | value | Fill rate (7.1-34)
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How do I do it? (cont’d)

1. Create a basic template of the process:

O O O O O O
| start end |

O O -
O o O
O

O O Boundaries O O

1% flip-chart #ag 3” x 3” Post-It® notes, tham

1 o

2. SYFONSTLIUMSHANUUTINTZA Y

a

3. MIMUAYABNAUIEZTUAYOINIZLIUMS

Y

4. gnAuazkaan

o
k4 o

5. szydwi tadatlou
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How do I do it? (cont’d)

2. Brainstorm the steps in the process

O

omers
O

) O O O
O O O O
start o o end o
O % O O O O O O O
= N = = O
O O O 0O = O O
0-—Chon0
Yoo o o
O O

D] A o A a { A ] .
nlﬁﬁiﬂ"lfﬂiﬁfﬂllﬂWﬁ\iﬁN'ﬁNﬂﬂﬁQﬂfﬂﬂiiﬂﬁ!ﬁﬂ'ﬁl'ﬂ]\i Weuasuy Post —it-note

Tips:
At this stage
Do not try to establish order

Do not discuss process steps
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How do I do it? (cont’d)
3. Group into major process areas

O

[ Ooooooo O ]

start H Ll__l_-l E LI__I_'I end

0O OO0 OoO

O O O
O o g U
O %D
O O O
—
DL_DFEI

Aananianssuifuszavuulivasuugn
a ' = @) ' 2 o va o
fanssudagdu 9 wnitlunudes o WWiFadilananssanan

I%.!

a * o o o @ a e o o ey .
fanssuluszaupaanuilufanssunsaaFasniumialal
fdaunulafufinravlundazdunauvialal

@

a a v ' o '
WluRanssuiiairenmavidalsl
fanssunliineadadmiraananlidrsuan

How do I do it? (cont’d)

4. Critically evaluate the ‘Final’ Process Map:

Process Name
(o |

start

L A

ANAULAAIANNRNNUS

Aflaganudanlasinads

szydafuuareInszuIuNIs wasszyNqainga lalunssuaums
szynalnlumsaugy

fannrupulavalaifisaairafiaddunisaiugu?
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VALUE FLOW / PROGRAM LOGIC ANALYSIS

B e N

Cost effectiveness

Desired
outcomes

1 Inputs

Activities

Cutputs

Qutcomes
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+  Used to relay the capability of a specific application

Tue KPI INsTITUTE smarTI_j(P_I Scom

- st e

VALUE FLOW / PROGRAM LOGIC ANALYSIS

Cost effectiveness
Desred Inputs [~ Activities [—] Outputs [—{ Outcomes
outcomes

+ Efficiency = extent to which time, effort or costare  +  Effectiveness = the extent to which a

well used for the intended purpose. desired effect is achieved

of effor to produce a specific outcome effectively Usgd to relay the capabiily of Produ;mg "
with a minimum amount of wasts, expense and desired outcome, the success in achieving
effort. a given result.

Source: Adupted o dusiradan Natornal Auct Ofice (1358, Bater practioe procpiles or perormance informataon
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VALUE FLOW ANALYSIS INPUT METRICS
+ Measure the quantity/quality of input resources to organizational
activities.
e R a2 + Generally include: human resources, financial resources
infrastructure.
./—- ) ) \.\
( ) ) ' - - « Examples:
# Customer #Time toanswer | | % Solved #New clients . I
‘ svie | | mioquiy s A » Human Resources: # Employees, # Consultants, # Project team
lcn;:;::e r BRI » Financial Resources: § Budget, # Grants, $ Bank loans
satisfaction with » Infrastructure: # Production lines available, # Plants available
service levels
$ Customer #Meetingswith | | % Customer % Returning
engagement key customer satisfactionindex | | customers
budget m PROCESSES OUTPUTS QUTCOMES
II‘\. £ I .‘\. /’fl \ /’I \ /;I II‘\ / 69 70

reté

) s . ; A
+ Measure the quantity/quality of the activities required to provide
certain expected outputs.

+ Generally include: transformation in terms of time and utilization
rates.

+ Examples:
» Time: % On time delivery vaccination, # Time to finalize task

» Utilization: % Equipment utilization rate, % Transportation
capacity used

INPUTS W QUTPUTS OUTCOMES
71

+ Measure the quantity/quality of the goods or services created or

provided through the use of inputs;
+ They generally include quantifiable results.

+ Examples:
- # Patients vaccinated
- # ltems produced
» # Scrap generated
» # Facilities built

INPUTS PROCESSES m OUTCOMES

Areté
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OUTCOME / IMPACT METRICS

VALUE FLOW ANALYSIS AS KPI SELECTION
TECHNIQUE

+ Measure the quantity/quality of the results achieved through the A Arete
provision of goods and services. Given the strategic objective “Operate in an environment that fosters
. They generally include: added value, impact. creativity and innovation”, place each of the metrics below in the
appropriate value flow stage. List in each column the number
corresponding to the correct tool.
+ Examples: | | | e e
» Impact: % Incidence of disease, % Mortality rate, % Graduates area
employment rate :rtwun:smlbn focus ¢ ;:;me oevaluatean o ::eldsef:tea\:::.;a;:gwﬂhin i ml::r:\;l:gg ideas
. f i i ek
» Added value: § Savings generated by innovation ideas, e
P i 3 #Patents § $ Budget 9 eva‘:u“:l:z el n"e“rm‘::m:“ .
# Customer satisfaction index, % Net promoter score i
INPUTS PROCESSES  OUTPUTS W
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HANNISWASULWIAANISIANITATZUIUAIS
VALUE FLOW ANALYSIS Control Phase : MIAIUANNIZTUIUMTINNU
Objective INPUT PROCESS OUTPUT OUTCOMES n]ﬁﬂguﬂuﬁgﬂﬁg%%’ﬂ . KPI
Ensure population  $ Budget % On time # Population % Incidence of - o g Y o 4o o In-Process KPI
immunization # Doctors delivery of vaccinated disease ¢ wmiammzwaawmﬂu'l%lmmamwuﬂ‘wmﬂty
vaccination % Mortality rate * §1%3a nazfsuRavouNFaoy
[RHIBIDS * Gagu asndeu uazllsziiuna 1dnunnudoans
Build a safety $ Budget # Time to # Incidents # Time lost due to
working # HSSE team remediate HSSE recorded safety incidents
environment audit findings
S Vbl Rl e o R NMISAIVANGILNINHUAINASFIUM TN :
capacity # Equipment facility * fmuanasg UM

available

Provide accessto  $ Budget #Time to install  # Electricity # Supply (or
electricity services # Power plants  an electricity transmission  consumption) of
# Electricians facility facilities electricity
installed
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® Work Manual /Work Instruction

. f‘imuﬂﬁ;ﬂmmmiuuﬁiam‘fuﬂﬂumﬁﬂﬁﬁﬁqm

¢ ousuminaulumsUiiammnasgiumsiau
* MY qua Anmy uazllsziiiuna auganIUN
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HANNISWASULWIAANISIANITATEUIUAIS

Control Phase : N133AMIHNIATZIUAITHIIU
MNATFIHMINOM

o A A A o 1 v o w0 oA o v a v
* {fhunsesilofitsziudn yaansmenuiiu e naehaiu haveaadei lanandanazldom
Tumsdmdivanulndifeaiu
o A4 A = Ay 1A =
* {hunsesilelumsiineusuynains Rédanlna nsemsilnmasseu
: A A o P ¢
* funsesiielumsdamsnauivesesnms

v s ,
(M3373U5I0 Iy azwenns)

¢ fhunsesilefiFuisziun finmamsUfiia vasmslssifiveaay
/AMUMNU NTAIIY

“Work Instruction/Work Manual

o d’d
AAIFIUMIMNUNA ©

1 nuniiiladis Yamu hinguinde

* oldgmmeinesznen

* fiminaneaitouSuuss newiitlidan
* fimstlneusu Ao iAo
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HANNISHASULWIAANISIANITATEUIUAIS

(Process Management : Public sector Management Quality Award : PMQA)

Control Phase : m3ud lvadsunnsaalunszuiums

MIUD IVFIUNNI04 :

* Saihgudoyacis maUfiAnumunszuIums
Yo a a d Y
* FuAaveuInszrilyrmuazmansynunazud lvigruamenih
* gFuAaveuswanRg vy msw e ilymszazan
* ffuiindai Case Study tiedl¥idadounnsesa
a4 s d A4 a4 aad
(Aafiau Aafinsasiie nSeRafinszuIums)
¢ i{ludfoyalumsiSuilyanszuaumsaelyl
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Value Chain

Vinuudnges |Mnins1 | nsaau Inuﬂmmﬂia |mu\!ua||u nsfiaeiu |

nday dszdluna

nszwans| nswiland [nasn el naiam |miduﬁum¢|nﬂl\'luisw |m'nunum' nisdansav{nisdanan

win | %80 NIy Inidy CALELL] awidn dszlowd  |evfiud
nsfinaum l sl Enm I miliulnmetosda l

RATMINAGDY
nwuwn'nl gins maduuazian I Mo | [ | HR inunouaz ||
MI 15z Rl
Value Chain @ wsuanizizi
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AFIANITNTEVIUMS (199)

MiTaszuuanuidey

oo
ITUVVNUIDY

O @ “@ ) zation o)

1. msmTlandise
2. MIMNUITY
3. MRS OUMIIVY
4. MsAuiumMsIng
5. MINEIUIINIdY
6. MIIHBLNTIIUIVY
7. M3IaMsansiing

8. MIdoATINIYE

Publication Citation Usages) Revenue Patent  Commerciali
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AFIANTNTEVIUMS (398)

FZTUVNUITY Yomwua AITANTZTUIUMS m

AFIANTNTEVIUMS (199)

1. mamTandido - $nouTandii sau JOB (1) Satisfac (2) Grad.  Income (5) (6)
. . Rate 4)
2. MINMUIY SR 3)
- 11eldnnnuide o
— 1. Wi vangns
3. MINTINNITIVNY
e e ——— 2. Masutlin@nn
4' NMIANUUNITIVNY Jovaz lnsamIsnaiamuna
- mwitmelaAfuusms 3. N9TRay
5. miﬁ’ﬂluWﬁﬂ%ﬁ'ﬂ - ;aﬂﬂ:mmiﬁﬁmmmﬁﬁuw"lﬁ
- Zovazen13dni Tnsans e 4. ﬂ'ﬁaﬁnauuﬂ'ﬁaau
- Competency iniit 5. MW ii&e
6. MIWOLNT LT -inou Publication, Citation 6. nMsdaeulseuiuna
7. m3vamsansiag - $nou Patent 7. MIIaIY
8. MIfATINIITEY - nwldnnmssioven
81 82
(% ~
N13IANITINITUIUNIG (ﬂ'l'iljﬂuﬂ'li’dﬁ]u)
Deming Cycle
]
a o 3 o o/ H
e hiaET drfanscuumis | KPL | !
1. Wanuvangns o
SRE—— msusudlgeunla
. MssulnAnsn " o o NI NUNY
B walnlamuivang
P o
4. nMsafugyunstau 21414
5. MU fi’e
6. MIAAMNUITLTUNA
7. ASIANIIU
o a e
mﬁ‘u’umumﬂgu
MsARRINKNANISUUR
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Concept of improvement

® What process

® What objectives

® Why improve

® How to improve

® Who benefit from improvement

® Cost and impact

nszuIUMIUTulgaau

1. 1o IVeNLANYI — What Process and objective, and Why
improve?
<] a 7Y
2. NUIIVIINUALIAATIZHUBYA
3. STUANNAAUAD
o (2 )=} a wva .
4. fmuauuInelsuilgaazaieliia — How to improve?
5. Uszdiunuanaud 1y - Cost, impact and who gets the benefit?

[

6. AMINTFIN

&%

=1 = v 9 K 1
7. UNANAANUNGINLAZIADNHIVOANE 11
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The Toyota Production System

st Quality - Lowest Cost - Shortest Lead Time
gh Shortening the Production Flow By Eliminating Wa

stin Time Jidoka
“T
at
in

*Co
*Pu
*Tal

Standardized Work and Kaizen
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nanns 5 %’mmmmﬁﬂﬁu

*  SmuanuAveIwanimal TuyNueIvegni (Specify Value
from the Viewpoint of the Customers)

o Amnefansuileszynuauazuianugads (Value Stream
Mapping)

o Ysudynuamuazms navesszuuliianuseiies (mprove
Quality and System Flow)

*  MITAINIZUUMIHAAUVVAL (Pull System)

o fimsSulysedudeiiiouiieldiflussuniieuyseiiuy (System

Perfection)




ANUNNIGVOITZUUMTHAALL LAY

&%

* Au =wow, Nludaluiy, Nl lviuiles
4 d' o a 1 =\
* oaansiduiums lavdsweonanugaplarlunng nszuaums i

anvasalumsisuineuauerenudesmsvesnain Laz
Hszaniammiloguaa
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SEUUMIMITHAALUVAY

a A 4 < 1%
* szuuMIHaAaNYuluToweIns na (Flow) vosnuilundn Tag
MMTvIAANNGla (Wastes) 1199 Y0911 iaziWuf e
(Value) dnuauA1/15M 308190011103 (Continuous) 1o 1ignAie

ﬂ?ﬂiJﬁQWE]%q\‘iq @ (Customer Satisfaction)

o v ¢ 9 )y { g .
e rauldnnTudlensnernsniiodad (More Value with Less Work)

20

satisfied

"
Excitement
Performance

FTUUMTMINAALUVAY

MNesd
not fulfilled

Need
well fulfiled

*

o 4 a

d 3@@ﬂi$ﬁﬂﬂﬂl@\ﬁ$ﬂﬂﬂ1§ Wamm‘uﬁu
— IWDINUHANAA/AMAYAMAIN (Increase Productivity Malue/ Quality)
— 1ioanAUNU (Cost Reduction)

— 1NOAOUAUDIADAINABINITVDIGNAT (Customer Requirement)

=}
PRI IIG)E!

o s =@Ewae - dunu) * soavie

e FFmswiuils

— WiysIMane
— 1HiygeAY
] a a
— aAAUNU (LUIARAY) Sopeidaca I

s
nn <

am

dmnulan
i

———— U L P
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uumnelumsandunu
* Mvannugylan

— anwglal (MUDA, Wastes) flomsnsziinla Aldmsweinsl T
o v a a A A W o1 Yo ya Y A A
wilunsenu Jagau a1 Ju nieduq ua i ldhldaudmiousms
e “quamsemslasunlag”

o anu'liativaue (MURA, Unevenness)

1 1 4 1
— iiannanu luasivane Anavusu luses Usmamskan qunm
Aunu MIgNo

* MIMNUAUANNEINITO (MURI, Overburden)

o a 4 12 o
¢ MINMNUNUANUTINITOUOIAY Lﬂ?i’)\iiﬂﬂi ‘H?'ﬂQﬂﬂim

a d‘ o w =
Lean: !!u?ﬂﬂﬂﬁ]ﬂﬂﬂuﬂ]ﬁaﬂﬂ’nugﬁy!ﬁﬂ

A \ &’ o
%umammmaumumimam

4 ay iy v a
nanssunlailatina
WAAA LNEINST
waniaesle

Nangsu n

NANgIN A

nsanAMNgLAEVin luRaudauadlaATY
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The 7 Wasfes
MUDA is the Japanese word for WASTE. An 8th waste o ARSAL 2%
o =3 is the wasted ;
ﬂsunju\‘]—]u I potential
3 of people | JUV\, J
‘E‘E A O [ 1][4][3][6] Over-produc'ﬁon To produce sooner,faster
Seek it out and get rid! or in greater quantities
. than customer demand. ..
Over Processing 1 Inventory l'? "
‘ Processing beyol 2
the standard Raw material;
required by the work in progress
customer. or finished goods
which is not having
value added to it.
Rework "
Non right > Waiting
first time. | 6
Repetition People or parts
or correction fhufkwaifl for
of a process: a work cycle to
g ?QQE} be completed.
Transportation
P 5 4 Motion
0. Unnecessary movement
Unnecessary movement of people of P“;‘Ffl"" P“_"';‘s, oy
' or parts between processes. “ mﬂ: ;"‘_zze:;f n
AsTUIUII Ul St © process.
95 96




Aan727u I UNNTHAR

A

- M3tTou

- MR

- msidszneu
=S

« M3NDY

=
e MIMa

fonssu
42 ,
Tiiinyam
(5%)

a A
s MINYUVYUIIU
= 2
* MIYATHINU

*« MSASIVTOVTUNN

nansgam

ﬂ‘i]ﬂiiu‘ﬂ

u@\um& (20 %)

"lsﬁ'ﬂmugam

vaniaadlaild 35%)

* NI70N0Y

ﬁ \J l-!'
* MIDBINNINNIIN

Suilu

- Myvuine
o

- m3dSuuns

- MSAY

- MIBONNY

SYUUMIHAN AU UM TAINOUTUA

Conditions that were
satisfactory yesterday
are not acceptable
today. Tomorrow’s
demands will be even

greater.

97

[ g
ANt

Cycle Efficiency = Value-added time
Total lead time

Time

[ g
ANt

a =) \
ITVUMINAAUVUAUY Y
anITETIAITTHIGM

fa¥ovesgnAmazmsds

nay 98
Steps in using Value Stream Mapping Value Stream Map
o A o 4 a Key VSM Components -
® MUUANAANUN/VINIT Office / Service
o ° Key Conlact
® 9@N1 Current Value Stream Map z
™ CUSTOMER
® 9AN Future Value Stream Map 1 S
- o E
® 9791 Implementation Plan E /| i | o e ] ]
u_?: Process 1 |%| PmcessZ| i Process 3 i I Process 4
2 ‘g . I> -n I’
h-]
4
o
o urs Hours Hours LT
=
3 E Minules ‘ Minutes Minutes ‘ Minutes PT
=
99
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Value Stream Map

Business Loan Approval - Value Stream Map

Send
Rogorst | | credn Prguast credit ehesronic Tota! time in
; sppreval
Rh goskits approvsl file to hes
Branch
15 3 1 5 o Valuesdded 077
walt Qo
a8 2 Cycle time 45100 2 days
tHiciency a1en
-~
- -~ Overal (hrs)
~ Value added L7 hes
-~ M T
58275 24 days
0.1
Customer Request
=3 Crante Crese Semd Loan
Plou om ey customer electonic etetranic i contract TeaBoakn
pacacwork approval profile document o Corp signature e
VA (min) ) 5 12 4 15 valueadded 102
Wit e delar (h) (X 13 wait 008
Avg Cycie Tome fhr) s £+ 2 ) 2 2 Cycletime  50.75 4 days
Efficiency 1A%
| Local Branch I
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Lean Management

|
5.3, 011UuA e Tau

MAIFIAINTTUYAN NN
AmgImInIsumans
UHANOSUNEATINEAT

Outline

ANUNINY
anugyalar 7 dszian
LUIAANIIAMIUVUAY

InT0IlouAZINATIAA NS UTZUUAY

}4
v Ao 9 [

MFIATIMTUTTUVAY

Jq ¥ =
L ummamaﬂazqnm%azuuau

fodumslszgnd 19

The Toyota Production System

Best Quality - Lowest Cost - Shortest Lead Time
Through Shortening the Production Flow By Eliminating Waste

Jidoka
B (ight time Built-in Quality’

the right amount | |
tomatic Machine Stc

ed Position Line Stc

or Proofing
ual Control
bor-Machine Efficie

Abnormalities

Standardized Work and Kaizen
Mutual Trust; Employee Development Robust Products and Processes
Stability; TPM; 5S Supplier Involvement

Hannms 5 %@"U@x‘]ill&’]ﬁﬂau

3

Define value in from the customers
perspective and express value in terms of a
specific product

_LEAN
TG

W

Pe;
The complete elimination of waste so all
activities create value for the customer

Implement

Pull

Map all of the steps...value added & non-
value added...that bring a product of service
to the customer

Flow

The continuous movement of products, services
and information from end to end through the

process

Nothing is done by the upstream process until the downstream

custorner signals the need

The Tools get you there... The Principles keep you there




Hannms 5 %’ammumﬁﬂﬁu

fnuUARUMUBINAAT MM IUYUUBIVDIGNAT (Specify Value from the
Viewpoint of the Customers)
AnnzininssuiessynuAmazusanugads (Value Stream
Mapping)

Ysudgenaamuazns lnavesszuuliianuaeriios (mprove
Quality and System Flow)

MITAINTTVUMIHAAUVVA (Pull System)
insdsuilyseduaaiiouiieldifuszsuuiiauysalivy (System

Perfection)

SEUUMTMINAALUVAY

A A ¥y A I [
szuumanaanyuiuseweanslua (Flow) vesnuilunan
Tagiimsvinanugalar (Wastes) 91199 ¥93914 Loy
AuA1 (Value) 1¥nuauf/U3n508 19001104 (Continuous)

e lgnaunanuiiane logaga (Customer Satisfaction)

o Y] £y o = 9 .
‘1/11\11uulﬂ‘lJ'Iﬂ6U‘Llﬂ'JEW]SWEﬂﬂi‘VI‘LlENaQ (More Value with Less
Work)

satisfied

"
Excitement

SEUUMTMINAALUVAY

Mesd
naot fulfilled

Y] J a
mQﬂizmmawzuummamg‘uuﬁu

WOINUHANAA/ABIAYAMAIN (Increase dusatitid

Productivity/Value/Quality)
toanAUNU (Cost Reduction)

1WOADUAUBIADAUABINITYDIYNAT (Customer Requirement)

=)
IeUVUAU

i'ls = Gme - dunu) * seae

ad Q' o
s ly
ATEERGRATRL
NEOAUY
s] a A
AAAUNU (LUINAAY) dpuiiaane
: "EN
1 s
B
awnulan
e
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uuanelumsandunu

[

MaanNugyla

anugalar (MUDA, Wastes) Ainmsnsziirlas dldmswernsTa la
' 3 v  a a A A WM Yo qIa Y A
Mazilunssau Jagau na1 Su wieouq ua luldildaudmse
Usmana “guarsomsnlasunilas”

A luainaue (MURA, Unevenness)

v 1 ¥ 1
avnanw liaduaue Mnavwasu TwFes Usinumswina quam
AuNU MIdINU

MINNUAUANNEINITO (MURIL, Overburden)

MSMUALAINEINITDVBIAY 1AT099NS H30g1In5al

Lean: sdfandngylunmsannanugayay
A \ & o
duvasuaenlumsnau

-
4 < : a
ponssitatis || fomvn [
yamwe lalaanse
—— o a v
vianiaeald

>
)
2De

= o Y
msaﬂmmqﬁygaﬂm‘lﬁmuaueﬂ H
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The 7 Wastes

MUDA is the Japanese word for WASTE.

5]l [ 2]
3~ o s 0 HIEIIHIICY

Seek it out and get rid!

An 8th waste 08200 2.2 ¢q
is the wasted I
of people “,‘ \

n To produce sooner, faster
or in greater quantities
than customer demand. IE

Overproductio

Over Processing

Inventory lyf g
e [
Processing beyo| N " 2
the standard aw material;
required by the work in progress
customer. or finished goods
which is not having
value added to it.
Rework
Norfright Waiting
irst time.
Repetition People or parts
or correction fhu?kwuifl for
— Of @ process? 2: a work cycle to
<>

be completed.
Transportation

Unnecessary movement
Unnecessary movement of people of Pec;‘Qle, pa_r‘fhs. or
or parts between processes. w “ mﬂﬁz ;:zze:;f in
e o
12
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- Myvuéne
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- m3dSuuna
< MSAY

- MIBONNY

SEUUMIHANTUTUMTAINO VAU

Conditions that were
satisfactory yesterday
are not acceptable
today. Tomorrow’s

demands will be even

13

Cycle Efficiency = Value-added time
Total lead time

greater.
v P
o o A
ANTAILD
— Time
, 2 FTUUMSHAAUUUANY 28
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AATTHZNIMIEHIIM
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1thvuneve Lean

Productivity tWNisz@nsna Usunmau

Quality (WUAWNIN

Cost aaa1 14918 (Efficiency)

. . y_ g
Delivery e1u 811459015 (Timeliness)

o £ " A A
Safety asassuniu IliJLWiJﬂ’JUJLﬁfN

v Ed
Moral ¥ 3gyialavesyaainsiuiu

P

Environment amuinadasulumsianuaau

' Ed
Ethic Jaan 0 9356105500 nuajy
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Wastes AN galardmsuanunsms

Aanssui lune Idimeguawndsuman/gsuusms

A @ Y = J
anugalanioviaoen luudrve ilinansznuaen
" A Yo Yo a Yo Y
AMNRSURANWATUUTMS 1a5Y Uszneuday
DOWNTIME
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DOWNTIME

D Defect dounwsasidasvhnuditoudly

0 Overproduction msuaavIaliuimsunnifiududu

w Waiting n350ADY

N Not Using Staff Talent auFrmannsabignldegiusi

T Transportation mMsdunsarmsndeunevesiuuins
| Inventory Janasndadivniuly

M Motion miedeuiiviemaAuvaadmiing

E Excessive Processing Suseuinnifusuiu
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Defect
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a A a a
ﬂ'ﬂﬂJqmlﬁﬂlu@\ﬁnﬂﬂ1iwaﬁma\uﬁﬂ (Defect)

Bond
Gap

Paint
Touch-up
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Overproduction Waiting
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Flow Process Chart “ As-Is ”

A <ys i #l i
ANUGYABIUDININNTIOADY (Waiting) Hunau o |05 | e | e
1. wwneasiapt. Turaswn T 7.8
2. uwneigiau order e stat. Tulu order l\ 4

Tusiaewn pt.

3. pt. safuunnNun1sTNEN 31

4, uwwnel round $ufu Inc./TL auAsy | 2
ANATUIU
5. Inc. fuunun1siniay chart 2.8
6. Inc. iiinen stat. 2
7. Inc. udv TL. TWvinumun1ssnen b 12
=173 TL. safusnannwagen [>e 10.4
9. TL. @38UENAUUKNUNTITIAEN | 2.8

‘ Material ‘ 10. pt. l6FuLNUNITINE ¢ 4.6

23 11.TL. ffuvinluluen /chart e .




Transportation Example Spaghetti Map/Flow Diagram
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Excessive Processing
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ANUFgaLRaLagannnsuIunIsNER
(Excessive Processing)
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521f @A (Define Value) - M3szygamvesdudmazusms luyuuos
YoIgNM

o o

AN Value Stream Mapping

J o ' A

mldnanssuang nlgue duiinll1dedderiiog (Flow)
v 1 v
Tdszuvds (Pull) TaelianudAgmmedsignidesmsmniu

WALNAUNINBE19ABITD (Perfection)

32




& A a o [ =
INTONANDUASINAUATIVIUISVUAU

5S uag Visual Factory

mﬁﬁwmﬁﬂummgm (Standardized Work)
Flexible Operator/Equipment

Process Analysis: Value Stream Map, Flow Analysis

KAIZEN
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5S ta Visual Factory
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5C Workplace Organisation & Housekeeping

i

The 5C's are actually steps of the technique that begin with 'C' and are utilised to create a workplace
uited for visual control and lean production by enabling waste elimination, standardisation and continuous
organisation of the workplace

-

This technique was first developed
in Japan by Toyota and used 5S's.

5C is a foundation for

(o] Sl |mmmmee e T
improvements will be lost. Improve the work environment

BS's 5C's Reduce wasteful activities
Seiri Clear Out It is all about Encourage visual controls
Seiton Configure having what Enhance team working

Seiso Clean and check you need to do your job Reduce frustration
Seiketsu Conformity when you need it. Increase efficiency
Shitsuke Custom and Practice o_more and no le

L

i

3.Clean and Check

Clean up the workplace & Check
for opportunities to improve

X

e 1.6162{" Out v 2.Configure
arate e essential .
fr-o':n the non-essential A place for everything

o &~ 5 and-everything
S

4.Conformity
Ensures we don't do
what we always did

in its place.
5.CL§ d ractice

Make the other C's part of everyday
life to maintain improvement
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f119814 Visual Controls

Tool board Wark station VI
7
=
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" ket ooz I_Eu ° 3 e a
Wb oao s e oo s va
i e, Al
Machine controls
wir,
H,
Cood Better Best
(Poka-Yoke)
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Visual Management and Control

What we can't
see we can't
improve

Visual Contrals are simple clear and ise visible
indicators such as charts, diagrams, lights, measurements,
floor markings, locations and signs.

Always get
everyone in
the workplace

afuglved. |
1
ievements | JJ\\

The aim of all these indicators is to make it immediately
obvious to everyone the current situation or desired status

Visibility of parts
status,quantity &
-

p order level.
of a machine, resource, assembly or cell and to expose the 2!

ABNORMAL undesired status so that action can be takei
to rectify it immediately.

Poka Yoke

>
‘ =
|

Assembly Barchart

= Colour coding =

A i
,
I
e= =
!

5C driven initiative

Every day use of lights being
used to display actions, allowing
you to take coptrol your
situation. _

NINTFIUNTNY (Standardized Work)
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standard work chart
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= - All items are either

Standardized Work

Graphic = Good

* Tools are illustrated

+ Parts are pictured and
numbered

* Spatial relationships
are clearly shown

* Small items enlarged
to show assembly detail

physically labeled or
identified by number in
assembly graphic
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Standardized Work

(== - (=T
1ofd

WORK INSTRUCTION | e et sbect from e I Caae
@DTeC @D Work Content @D Verly (—_DFixtureiTool PN aves |

[ [Pu-FE=488]

4 Using form templates eliminales need to
recrents pew forms each time, Photos
and lext can then be filled in s nesded.

2 Eliminate time-consuming manual text
entering, editing, selecling and
placement by using new Labe] feature

n‘i Procedure sleps cen be balleted with
e numbers or descriptive icons stored in
a dmg-and-drop library.

"] Use colar o indicale specific work
_Ntunclions, Color code lines, Lext,

[FN-FE-& E IX ¥ 13, or use color as highlighter.
Sey it with piclures whenever you can.
Less text and bigger text is usunlly
more easily and quickly understood.

Tech View Corp oration ‘This work lnstruction sheet is Just one Customized trelning |3 avellable and
example of what can be created udrg recommendad for quickest. and best

200N Greansboro St, Suite D-8 TechEdir There ia no Limalk to how wark
Carrboro, NC 27510 shaat e he wat up! reults. See pricing sheet for detells
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a 4
N1TAATIENNIZUIUIU (Process analysis)

1) UWUAINS 118 (Flow Diagram)

) g A A A = v o '
uwufams lnailwnTesilonuaasisnnuduiusvosgaaialuy
AszuunulFUTNT mIdanuwuians Inamlinaunay
9 = Y a [
Wledanszurumslumsliuims Taegduunvearurans

ay v & 1 Yo o ¢ = ]
TvailllavanuaregduuuawamsIddydnyaisudens 19
amoersonaioulumstaniumuians lva
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Process Flow Diagram
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ticket counter

SolnR A
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Process Flow Diagram
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Process Flow Diagram

»n:: )=
o= [N, | | <]
I, | | O[] —
.:m(( . 29 sec. «
LEVEL NO. 2
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Process Flow Diagram

i
[
[
[

(I [«
O [T 1

29 sec.

I R — — [ — — . — — |

LEVEL NO. 3
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Process Flow Diagram

mm |
>

LEVEL NO. 3
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Process Flow Diagram

Process Flow Diagram
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~
LEVEL NO. 3 LEVEL NO. 3
49 50
a 4 .
Process FIOW Dlagram NTAUATIEUNTLUIUINU (Process ana1y51s)
- S— s 2) UNUQUNTEVIUIY (Process Chart)
@ @ % @ @ @ SREEP\%?% @ eV 2@ = o 1(:_{] A A d'sl 91(1 a o Ja 61
: e urunNnszuIuMiliasedlen Iy lumsinsizvinanssuly
P, g REF;%\EENG ﬁ -:(> DRIVE-WAY @ A - A g P o - A 2
=g d i T i nszvaunuInufnssumduilse Towd wieidlunanssuniluag
o - ‘e
N R L g qaude (Waste) Tasumugiinszurunuiimsusianssueondu s
OFFICE (= @ @§ @ Yo g Uszian
— INJERACTIVE R PARTS STO, Sr;/ggg SPECIIC
L 2=Ta= AREA § S
: gg gz ONRFOESaN E E@D @ ; @ @ CAR WASHING.
&I - - AREA J
%—%‘ " @ = « (=D
)
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a 4
MIWUATIEUNIEVIUANIU (Process analysis)

1. mstuiineu

AN3UUNAIIU

CHiach, Crimamanim, Clhhant
< JLuuy SUATTmriar y SETCCU
ﬂ a va . o [ <Y
1) N3 HUAMITU (Operations) LN NHUANIY - ‘ 2 .. . 4
& AL et 197193 AL nugias naleds
. . 5 ‘
A 9 1Y [ s Y o P Bl ! o il
. 1 |\PARUIDLINTaN 63.2 12 [iENtansine] uazngaaria bl 1.5
2) MIIAAOUNY (Transportation) UNUTYANHUAIY I:> 1 ‘
2 |sedrasidanden 125 13 |&@sinmanuazenadiaaeses 2.0
A 7 Al 14 |vinszunlnsing 1.9
3) N1TIVADY (Delay) LLﬂUﬁiUuﬂﬂHﬂ!ﬂ’Jﬂ 3 [unanni 30 Sl il :
. 4 |drethdfhusreseen (sananany) 45 15 [viranenauasilende 33
[ [ 9 T
4) NINTIVADY (Inspection) UNUAYANHUAIY 5 |mwldidinezlve 58 16 |wwdeusaluldng 30
g 0 6 |wWAnunseshiuddes 14 17 [veasnsedn 312
o v W 9
—5) MINUNWD (Storage) UNUTYANHAIAIY V [ | > P P e
o |Ensriniady 33 19 [sensemsaaaevdugniing 08
9 |G 22 20 |m3aagaudugating 2.8
10 |wden/ihnsasanne 19 21 [fmaaeuuaziliaen U
53 11 |msaaszainingiu (@asyi+aefinug) 28 993 160.5
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OW Frocess art 1. msiufinnu SR i i e A e SO 0 SN 3 S
Fnavhem Tieuan fieslen Tieanamhlnetranis uweries [VaBmavdinevas tielinmaruen
S Jedafiowinen tiw sntmanos e evingel welulad
: e L 5 Q_J;;:D__D_y pa— | L Borhem
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undshi 30 AR RS T e
inwibituraseen (asendn) 45 B 3. sindesinilaion (veafunineds)
dnilidnesne 58 r e :
nesihitario: K [deer e waste/ mRavalue
an@niag 12
Fssihhurdedd 33
e/ i 22
it /ithnzesennaa 19
R = Elminate maidaseniy_TusmPaeniilindn
fashensher uazamainll 15
[ | 2 Combine Tarfusew et tetrrudine / ussrm Inmavhem
\inzzuulalsing 19
\dnanunuasiionda 33 RI IIIl'!I = I-'i- # F ¢ I X = =
\ndousnling 30 - Activity Present i) 'l
aansnseding 312 o k! " - % ns . . e - [N " .~ i
= RS Operation % 12 Simplfy manlie bivudew bivwen Taeuiifiman / siegunsdiie Winewliiets
B R Transport 4
aamsemsnsaeviugeiing 08 [l P = e - -
P o Delay D . Re-structure  mrudulrmsefindemitnrm o renenuliingi
[iumeaeuuaziinliren 14 o Inspection D 1 e =
anFnanfuin —Fe . < . Ir mﬂm{nﬂtﬁmmmhmﬁmgauwmhﬁnhmﬁhmga
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Total 160.5 m
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o . 3 1
Kaizen KAIZEN Tip (LAAAYD )
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991 Value Stream Mapping/Flow Chart
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911 Value Stream Mapping/Flow Chart
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991 Value Stream Mapping/Flow Chart

]
a o & A o B A o
| (3) WATaUIN ﬂlu@lﬂu(lﬂ!ﬂu waste 139 non value L!C‘ﬁ]”ﬂﬂuﬂiﬂﬂluﬁ@u

1o a#319qme1 Value

63

Current Value

Stream




[

AN Value Stream Mapping/Flow Chart

E
AT ZANTMNUDINTZUIUMITNIHUA

o lnthe
o lnlnlﬁlum ac Fungu

= B & € 8 & & & s = =loc Ju

thednllnm Pre Lean = acles xeco = belat

oo |en | af | ab | e

-4
a
n
a

wo | es | als u#unau

e« & @ of e of of weafu

Uazivlnm Post Lean (mianicd) = ee.d/en xaco = cEcb

x woo

o a o I (] T 4
Flow sttiums Iimsiaudluliegesoiios

a L4 o .
AT zEMa e 1aems 19 5 Why, #ad191)a1, Root cause analysis

QC 7 Tools

Flexible workers/Changeover time reduction

7 QC TOOL

Histogram At Fetect

3 the Japanese experience that 95% probilems at workplace can be
Prod. X

v Cheak
Chart

65 66
AFAANLUMRILUR
A A = Y
in3olumsannugdes 1]y Technology v v )
Aan19lal (Cause & Effect Diagram)
Lfluuwuﬁaﬁuamauuﬁgmmaommﬁuﬁuﬁaﬂ’mﬂuswu
) A 2 o 1 ,
M3 1% Technology toaanNugadslumsiay STMINEMANAY 9 e Tidenasiatlayumdedeam
Information Technology 1lufeddny lumsannnugapdslumsiau
X RMaUSEn FNAUAN
wenandl IT SadaasuliinannuTusale (Transparency) AUnnIa9
funesag '
aawalifinams Deregulation !
Funatat
— T BI‘IWIG]SE]O h a-uum‘iao
/naeiag
ALUGURN FUUAUNN
67

68




fating

AMFAANLUMRILUR

MssTauaNadialiulsemsdaumssauimnamdongn

AMFAANLUMRILUR

Fnnauusuguaudn &Lasad LRLRILALAE

o
GhhRFG RN

sfusyudacil HOUNEEY | alnauuau

71

Q a
UALIEU \ / 2F] N\
ni3au filRaofvsuniuaunanan
igalalseu Beu = 2 P gauliayn
Tlaigelazau )
= -iflamsi3eu B ipsensn a9 ~
2.2 wuuLaN 9 wuuglaa N
dniEeua Assauligun ) N )
ANTFLULLULAN . : P o o
ganisdau ) [/ &0undau
. . ] B O danvsaau B il evavsunmusung
- azlitAsensn . =
Tinaula ATAUUURNER T e
AN J
70
U v Y
NPT LUG mimummaﬂm AFAANLUMRILUR
v Y .
NQﬂ]QTJiT] (Cause & Effect Dlagl‘am) ﬁﬂ Le‘s'ﬂ‘u ﬂ§ HLASIAS AT
luunuisAunanauufigrurasauduusatoiuszuy naulu <—§ higvlaau wuuRnin
. . o2 o - &au & : ALY
sERINAUAUAE 9 Fne Nvuasatamuilailayn LA uaniseau "Laiaur& l;ua‘l)imaaaau HaUNTEA
; 5 i fiunn
LAY WULLAN 0 Tye Mo .
» lfitmaiia denau
LANG A .
. 3 as L AsRauln 29 @
UALIEIU 5 3 Lias9nTansIa ~ SAEaueET
waulu ligalalzau wuuflnie -~ Jan1sxau filev
viaase , suun N
. ST C luigun FAUAMN . ~hifinsWend aleuan
N - Lifimadia dongw ansgau ovuull da
At Assauln 229 @ stusyuizasil| OTUNLIEU  aslnazuau
S = _ TAB UG _I'Tﬁli . 4 e o "
~ dansxau fide - tIN N sWeun&asduuuini vialvdanssauluraula
) hivhaula, FUNIUAN rilvasuuugauM B89N UaITATEUANAN
ANTWEIUN o . Lo 4
oy INANAE SR 2.azuudaunimdingraadinidauans tlasandanisaau

hiih1a WasanahiinsWwanndasduuuivi Wavann Tsesau
Tl TvimnuddgyAuizasil

72




o a v A v Y
Pull mmuﬂm!,ﬂ'lmwa@auaummmmmm’immgﬂm

fruaauthnnedmsumsud lu

5. Solution approach
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@ 8. Results
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