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Focusing on the customer and reducing cost

* Process improvement requires a focus on the
customer

e Customer focus achieves
— clarity of purpose
— improved customer satisfaction
— reduced costs
— organisational alignment
— increased employee satisfaction
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We’re all busy!

This is a very busy organisation, but where is the focus ?
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Focusing on the Customer

Start with the customer. Understand their needs and what adds
value to delivering that need

The Customer

¢, thinkingprocess



Focusing on the Customer

What other activities are needed to enable delivery

The Customer
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Focusing on the Customer

... The rest is “Waste”
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Focusing on the Customer

Removing the waste activity reduces cost,
...eases the flow to the customer
...releases people to focus on value add

The Customer
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What is the waste ?

Things that the
customer didn't
want

Errors that come

inefficient ways
of working
making too much .o
back from the H
customer

Waiting! The Customer
Queries from the
customer

Internal errors
that have to be
fixed

Doing internal
work that is not
used

Buying too much Lack of direction
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Focusing on the Customer

Here is a clear, simple, lean process
It is focused on the customer

It can be measured

.. and improved ‘
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