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So what did we do?
Overview

• Systems and Lean Thinking

• Using the concepts to deliver improved 
Customer satisfaction and delivery performance

• Applying it to your own organisation –
Considerations for success



Partnerships

Are they delivering the …

? Best value for money

? Best performance

? High strategic value



To deliver what the Customer 
requires in the best possible way we 
need to maximise service delivery by 

considering the whole system.



SYSTEMS THINKING
One Definition:

Systems thinking deconstructs 
the idea that an organisation 
is made up of individual parts 
…

Systems are made up of a set 
of components that work 
together to deliver the overall 
objective of the whole.
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A lot of synergy with
Lean Thinking …



LEAN
One Definition:

A way to do more & more with less & 
less, whilst providing Customers

with exactly what they want.

Less
Effort, resources, time, material, 

money

Delivering best VALUE

… more for the same

… the same for less



Lean Principles

1.  Specify what creates value from the customer’s perspective 

2.  Identify all steps across the whole value stream, and remove waste.

3.  Design the new value stream so that those actions that create value, flow.

4. Customer demand should pull work through the system.

5.  Strive for perfection by continually removing layers of waste!

6.  The best people to design and deliver improvements to the process flow 
are the staff doing the job.

Pursue
perfection

Let the
customer 

pull

Make the
value flow

Identify 
the
value 

stream

Specify
value

Source: Adapted from Lean Thinking, Womack & Jones (1996); WMG Analysis



Operator Time

WASTE NVA VA
Eliminate Reduce

More time available for other activities

NVA VA

The 3 Elements of Work



? What is the level of waste 
(process) reputedly found within 
the UK Construction Industry ?

Corruption is cheaper than 
inefficiency …



Lean Systems Thinking & 6 Sigma

Using the methodologies to deliver improved 
customer satisfaction from the delivery 

of housing maintenance and improvement 
contracts.

Year 2 of 5.



Case Study 1

• Property Regeneration Programme with 
Wolverhampton Homes

• Year 1 of 4
• Scope of works:- New kitchen, bathroom, 

central heating, electrical rewire, external 
works or some combination of these

• Occupied properties



What did we do?
• Established who were our Customers

– Tenant

– Client

Process 1 Process 2 Process 3 Process 4 END USER

SUPPLY CHAIN

SUPPLIER TOCUSTOMER OF

NEXT CUSTOMER We all become 
Supplier and 

Customer



What did we do?
• Established what was valued by the Customer?
TENANT

– Good quality products and workmanship
– On-time with minimum disruption
– Clean
– Safe
– Well informed

CLIENT
– Value for money
– Industry leading performance

• Tenant Satisfaction, Quality, Delivery, Cost



What did we do?
• Applied a structured approach

Waste identification 
& elimination ‘Flow’ Stabilise

Current State Diagnosis Improve Sustain & Cascade

CUSTOMER VALUE



Improvement Activities 
Completed

• Value Stream Process Mapping – the whole system 

• Tenant Satisfaction

• Eliminating wastes and inefficiencies – Problem Solving

• Programme Performance - Achieving improved ‘Flow’

• The Central Stores – 5C / 5S Workplace Organisation

• Cost Analysis and Challenge



Mapping the Current State

Current State
• Multi-discipline team
• Mapped end-to-end processes
• Quantified the map
• Identified issues and estimated impact

Future State
• Customer focused right to left thinking
• System / processes changes
• Prioritised improvement plan



Improving Tenant Satisfaction
Thomas Vale - Tenant Satisfaction Analysis

93.85%

6.15%
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How many 
Tenants were 
dissatisfied?

Why were Tenants dissatisfied?

Key areas on which to focus improvement:-

Question 4

The respect  shown to you and your home

Question 6

How clean and tidy the Tradesperson left your home

One Partner Contractor had a TS score 
higher than Thomas Vale

Tenant Satisfaction Performace by Contractor 
(Period Q1- Q6)
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93.9
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Bullocks FHM TVC1 2 3



Improving Tenant Satisfaction

My Electric Shower Has  
Stopped Working ... 

What to check  before phoning for assistance: 

 W hat to  C heck C heck ed 

 
Is  shower  Sp ur switch ‘o n’  (P ull C ho rd  in b athr oo m o r  loca ted 
jus t o u ts ide ba thro o m) 

 

 
C heck fuse bo ard fo r tripp ed switch -  switch back  ‘up ’ if in 
‘d own’  p os itio n 

 

 

Is  po we r ind ic ato r lit o n sho wer? If not lit  a nd pr ev io us  check s 
ha ve b een con ducted , ca ll the b elo w n umb er 

 

 

Is  wa ter pr essure suffic ien t ( i.e.  are o ther app lianc es o n also  - 
washin g mach ine / a no ther tap etc)  

 

If your electric shower is st ill not working after these checks please 
call ... 

0800 ??? ??? 

Improving information 
to Tenants

END OF 
WORK

CLEANING 
CHECKLIST

Standard for Property 
Cleaning

TOOLBOX 
TALKS WITH 

TRADES

Standard for During 
Works Cleaning

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20
Complete Dai ly W or k 
Diary for Tenant 
In form ation

Com plete Dai ly W ork 
Diar y for  T enant 
In form ation

Com plete Dai ly W ork 
Diar y for T enant 
In form ation

Com plete Daily Work  
Diary for Tenant 
Inform ation

Com plete Daily Work  
Diary for Tenant 
Inform ation

Com plete Dai ly W ork 
Diar y for  T enant 
In form ation

Complete Dai ly W ork 
Diary  for Tenant 
In for mation

Complete Dai ly W ork 
Diary  for Tenant 
In for mation

Com plete Dai ly W ork 
Diar y for Tenant 
In for mation

Com plete Daily Work  
Diary for Tenant 
Inform ation

Complete Dai ly W or k 
Diary  for Tenant 
In for mation

Complete Dai ly W or k 
Diary for Tenant 
In for mation

Com plete Dai ly W ork 
Diar y for  T enant 
In form ation

Com plete Daily Work  
Diary for Tenant 
Inform ation

Com plete Daily Work  
Diary for Tenant 
Inform ation

From  3.30 O nwards 2 
m an team  go around 
str eam  c leaning and 
tidying leaving in  

respectable s tate for  
tenant

F rom  3.30 Onwards  2 
m an team go around 
s tream  cleaning and 
tidy ing leaving in 

r es pec table sta te for 
tenant

Fr om  3.30 Onwards  2 
m an team go around 
s tream  cleaning and 
tidying leaving in 

r es pectable sta te for 
tenant

From  3.30 Onwards 2 
man team  go around 
stream c leaning and 
tidying leav ing in  

respectable s ta te for 
tenant

From  3.30 Onwards 2 
man team  go around 
stream c leaning and 
tidying leav ing in  

respectable s ta te for 
tenant

F rom  3.30 Onwards  2 
m an team go around 
s tream  cleaning and 
tidy ing leaving in 

r es pec table sta te for 
tenant

Fr om  3.30 Onwards 2 
m an team  go around 
s tr eam  cleaning and 
tidying leaving in  

res pectable sta te for 
tenant

Fr om  3.30 Onwards 2 
m an team  go around 
s tr eam  cleaning and 
tidying leaving in  

res pectable sta te for 
tenant

Fr om  3.30 Onwards 2 
m an team go around 
s tream  cleaning and 
tidying leaving in  

r es pectable sta te for 
tenant

From  3.30 Onwards 2 
man team  go around 
stream c leaning and 
tidying leav ing in  

respectable s ta te for 
tenant

Fr om  3.30 Onwards 2 
m an team  go around 
s tr eam  cleaning and 
tidying leaving in  

respectable state for 
tenant

From  3.30 Onwards 2 
m an team  go around 
str eam  cleaning and 
tidying leaving in  

respectable s tate for  
tenant

F rom  3.30 Onwards  2 
m an team go around 
s tream  cleaning and 
tidy ing leaving in 

r es pec table sta te for 
tenant

From  3.30 O nwards 2 
m an team  go around 
stream c leaning and 
tidying leaving in  

respectable s ta te for 
tenant

From  3.30 O nwards 2 
m an team  go around 
stream c leaning and 
tidying leaving in  

respectable s ta te for 
tenant

From  4pm  al l 

trades men 'down too ls ' 
and begin to  tidy 
wor king area to  leav e 
in  respectable 

condition for tenant

F rom  4pm  all  

tr adesm en 'down tools' 
and begin to  tidy 
work ing area to  leave 
in  r es pec table 

c ondition for tenant

Fr om  4pm  all  

tradesm en 'down too ls' 
and begin to  tidy 
work ing area to  leave 
in r es pectable 

c ondition for  tenant

From  4pm  al l 

tradesm en ' down too ls'  
and begin to tidy 
work ing ar ea to leave in  
respectable c ondition 

for  tenant

From  4pm  al l 

tradesm en ' down too ls'  
and begin to tidy 
work ing ar ea to leave in  
respectable c ondition 

for  tenant

F rom  4pm  all  

tr adesm en 'down 
too ls'  and begin to tidy 
work ing area to  leave 
in  r es pec table 

c ondition for tenant

Fr om  4pm  all 

trades m en 'down too ls ' 
and begin to  tidy 
working area to  leave in  
res pectable condi tion 

for tenant

Fr om  4pm  all 

trades m en 'down too ls ' 
and begin to  tidy 
working area to  leave in  
res pectable condi tion 

for tenant

Fr om  4pm  all 

trades m en 'down too ls' 
and begin to  tidy 
working area to  leave in  
r es pectable condi tion 

for tenant

From  4pm  al l 

tradesm en ' down too ls'  
and begin to tidy 
work ing ar ea to leave 
in  respectable 

condi tion for tenant

Fr om  4pm  al l 

trades men 'down too ls ' 
and begin to  tidy 
working area to  leave 
in respectable 

c ondition for  tenant

From  4pm  al l 

trades men 'down 
tools' and begin to  tidy 
working area to  leav e 
in respectable 

condition for tenant

F rom  4pm  all  

tr adesm en 'down tools' 
and begin to  tidy 
work ing area to  leave 
in  r es pec table 

c ondition for tenant

From  4pm  al l 

tradesm en ' down too ls ' 
and begin to tidy 
wor king ar ea to leav e 
in  respectable 

condi tion for tenant

From  4pm  al l 

tradesm en ' down 
too ls' and begin to  
tidy wor king ar ea to 
leave in  respec table 

condi tion for tenant

Chec k Dai ly  work  d iar y 
has  been s ufficiently 

Fi lled in

Check Daily work  diary 
has been sufficiently 

F illed in

Check Daily work  diary 
has been sufficiently 

Fi lled in

Check  Dai ly work d iary 
has  been suffic iently 

Fil led in

Check  Dai ly work d iary 
has  been suffic iently 

Fil led in

Check Daily work  diary 
has been sufficiently 

F illed in

Chec k Daily work  diar y 
has been sufficiently  

Fi lled in

Chec k Daily work  diar y 
has been sufficiently  

Fi lled in

Check Daily work  diary 
has been sufficiently 

Fi lled in

Check  Dai ly work d iary 
has  been suffic iently 

Fil led in

Chec k Daily work  diar y 
has been s ufficiently  

Fi lled in

Chec k Daily  work  
d iary has been 

suffic iently Fi lled in

Check Daily work  diary 
has been sufficiently 

F illed in

Check  Dai ly work d iary 
has  been s ufficiently 

Fil led in

Check  Dai ly work 
d iary has  been 

suffic iently Fil led in

End of day 'walk 
around ' o f proper ties 

are le ft in a  clean and 
tidy m anner

E nd of day 'walk  
around ' o f properties  

are le ft in  a c lean and 
tidy  m anner

E nd of day 'walk  
around ' o f pr operties 

are le ft in  a c lean and 
tidy m anner

End of day  ' walk 
ar ound' of proper ties 

ar e left in a  clean and 
tidy manner

End of day  ' walk around ' 

of proper ties are left in a  
clean and tidy manner

E nd of day 'walk  
around ' o f properties  

are le ft in  a c lean and 
tidy  m anner

E nd of day 'walk 
around ' o f pr operties 

are le ft in  a clean and 
tidy m anner

E nd of day 'walk 
around ' o f pr operties 

are le ft in  a clean and 
tidy m anner

E nd of day 'walk  
around ' o f pr operties 

are le ft in  a c lean and 
tidy m anner

End of day  ' walk 
ar ound ' of proper ties 

ar e left in a  clean and 
tidy manner

E nd of day 'walk 
around ' o f pr operties 

are le ft in  a  clean and 
tidy m anner

E nd of day 'walk 
around' o f properties 

are le ft in  a  clean and 
tidy m anner

E nd of day 'walk  
around ' o f properties  

are le ft in  a c lean and 
tidy  m anner

End of day  ' walk 
around ' of proper ties 

are le ft in a  clean and 
tidy m anner

End of day  ' walk 
around ' of proper ties 

are le ft in a  clean and 
tidy m anner

Days within programme Days within programme

TLO  Vis its  proper ty to  conduc t TQ  S urvey

TLO / Stream 
Manager

Supervisor

R
es

p
o

n
si

b
ili

ty

Trades

Conduct Random  Audit Check  at s om e point during works

Conduct jo in t TLO / S tream  M anager visi t to  property
Conduc t join t T LO / Str eam  Manager vis it to  proper ty - TLO to conduc t ' walk-around ' with  tenant go ing through the new applianc es  (i.e . new 
fus e boar d / CH s ystem  / S hower  etc)  in  a basic  for m going through the 'how to ' sheets i f one of them  stop work ing. TLO to leav e 'How to ' 

s heets with  tenant.

Rachel Goreh am:
Basic  training required for 
TLO's  to understand basi c 
working of appli ances

Responsibility matrix for supporting Tenants



Programme Performance – Achieving Improved ‘Flow’

Improving Property Completion Time

Analysis showed that the average duration 
of properties completed within 25 days, 

was 22.5 days.



Eliminating Production Losses
• Delays & disruptions
• Snags & defects

Data 
Collection

Data 
Analysis

Problem 
Solving

Minimising delays and moving towards 
right first time quality



Problem Solving
Improving Quality Performance

Analysis of Quality Issues
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Improving Works Delivery

Improvement Activities:
• Direct observation 
• Work specification
• Innovation in products & materials
• Work methods, set-up, tools & materials

Reduced Time for 1st Fix Electrics
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Value 

Ad ding
NVA Waste

Value 

Ad ding
NVA Waste

08:15 08:15

10
08:30 08:30

4 6

08:45 4 08:45

20
09:00 09:00

15

09:15 09:15

3

09:30 3 9 09:30

3 5

09:45 3 11 09:45
18

2

10:00 5 2 10:00
6

10:15 18 35 10:15

3

10:30 10:30
10 3

1 3 Excessive vis its to the van

10:45 5 10:45
22 8

2

11:00 2 5 11:00
2

16 7

11:15 11:15
2 4 12

2

9 m inutes on Break 11:30 5 11:30

11:45 11:45
30

12:00 60 12:00

12:15 12:15

12:30 12:30
10

12:45 12:45

Value 

Adding
NV A Wast e

Value 

Adding
NV A Wast e

161 27 64 128 7 9

Value Adding W ork Content Time

Note: Plumber in the ki tc hen for 
fir st hour moving gas p ipe and 

d id  impede work flow for  the 

e lectric ian

289

4.8
Minutes

Hours

Wasted tim e as chise l out by 
hand ins tead of using power 

too l .

Channeling out could be done 
by Demo gang res pectiv ely the 

day before.

Meas urement (6  mins), marking-
up could be done by e lectrica l 

for emen the day  before.

144

Waiting for  P lumber to finish 
before ch isel ling out since 

Plum ber did not hav e mask.

Wasted tim e due to  'hard ' p iped 
in connection ins tead of flexi  

quick re lease.

Total M in utes

252

Total M in utes

Tradesperson 2Tradesperson 1

Work Activity CommentsTime Work Activ ityComments Time
Activity Type Activity Type

Set-up.
Move cooker to get access.

Channel -out for sock ets and cable runs .

Mark L ine on wal l  using leve l.

Measur e and mar k posi tion for  s ock ets.

Set-up power  c hise l.

Check posi tion of fan with  S ite  S upervis or.

Mark height of l ight switch & channel out.

Disconnec t Temporary Sink.

Speaking to  Si te Manager.

Chop-out for addit ional high l evel  Back Box.

Com m ence work on Consum er Unit .
(ESTIMATED)

Sweep up debris &  l eave property.

Go to van to  fe tch cables.

Prepare and start fix of Back Boxes.

Feed cables. Plus  1 minute starting to  s heath cables. Feed cables acr oss  c ei ling and drop to  var ious  positions in  

k itchen.
Continue s heath ing c ables + fi t Bac k Boxes

Break-off to help  c ol league feed cables.

Rec omm ence c abling & sheathing.

Sweep up wor k area.
Rec omm ence s heath ing and Back Box fit.

Sweep up wor k area.
Rec omm ence s heath ing and Back Box fit.

Load materia ls, e tc.

Upstai rs, l ift floor baords.

To van and return with  Plastic strip  for feeding c abling.
P ut away  too ling to  clear work area.

Hole in  Ceil ing + cabling ready for feed-through.

Refit floorboards .

To van and return wi th ??????.
New wi ri ng to l ight socket + rem ove ol d switch & protecti ve pipe.

J oin wires in l ighting connec ting box + refi t floorbaords & 
carpet.

To van and return wi th ??????.
W iring to nex l ight switch, box & sheath.

To van and r eturn with  c rim ping too l.

Continue wi th l ight swtich, c rim ping off wi re  ends.

Get new sockets x4 and fit to wal l + cabl ing and sheathing.

Turn-off power, prep back box  + fit to wal l.
Remov e o ld  back box, wi ring & sheathing.

Com mence work on Consum er Unit .
(EST IM AT ED)

Tradesman 1 - Work Activity Analysis

64%11%

25%

Value Adding NVA Waste
Total Time = 252 

mins

64 mins
(1.1 hrs)

161 mi ns
(2.7 hr s)

Work Observation Activity
Kitchen Rewire

• Clear understanding of work content
• Identification of any wastes and 

inefficient methods
• Ideas on the opportunities for

improvement
• Ability to estimate / quantify the

impact of any improvements
• Understand the working environment



Improving Property Completion Time

Implementing a Lean Programme

• Establish a programme with improved flow
– Activity durations – waste free, efficient methods, better allocation of 

work within the various gangs
– Better interaction of Trades
– Aligned to the defined ‘pace’
– Next ‘customer’ concept
– Plan for what you want to happen

0 8 16 24 32 40 48 56 64 72 80 88 96 104 112 120

Work Hours

DAY 1 DEM O
DAY 1 M AKE SA FE

DAY 1 WAL LPAPER
DAY 2 ELEC TRICAL  REWIRE

DAY 2 FIT BAT HROOM  SUITE
DAY 3 ELEC TRICAL  REWIRE

DAY 3 PL AST ER KITCHEN
DAY 4 GA S CARCA SE

DAY 4 PLA STER BATHROOM
DAY 4 COM PLETE REWIRE

DAY 5 2ND FIX CARPENT RY
DAY 5 2ND  FIX PLUM BER
DAY 6 GLA ZE TILER K&B

DAY 7 C ENT RAL HEATING
DAY 8 C ENT RAL HEATING

DAY 9 ELEC TRICAL  3RD FIX
DAY 9 FIT SHOWER

DA Y 9 TEST & COM M ISSION
DAY 10 LATEX PLYWOOD

DAY 11 DECORATION
DAY 12 DECORATION

DAY 13 VINYL TILE
DA Y 13 3RD FIX CARPENT RY

DAY 14 CL EANER
DAY 15 SNAG/HANDOV ER

15 Day Programme



Maximising Value-Adding – Phase 1

FLOW VALUE-ADDING 
ACTIVITY WITHIN 

PROPERTIES

Trade Work Balance Chart - BEFORE
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Improving Property Completion Time

Phase 1 – Achieve the 15 day time

- Proved the 15 day programme.
- Now rolled-out to all work streams.

Property Completion Time

22.2

15

0 5 10 15 20 25

Average time a property
is open 25 days and

below

Target time for all
Properties

No. of Days

33% 
reduction



Phase 2 : Stabilising the Programme

Ref.  
No. IMPROVEMENT ACTION

DATE 
RAISED

PRIORITY 
(H/M/L) OWNER WHO INVOLVED

TARGET 
DATE

1

2

3

4

5

6

7

8

9

10

Champion:   IMPROVEMENT ACTIVITY 
SHEET

Divis ion:  

PROGRESS COMMENT

Focus:   
Reviewer :

Sheet :

Improvement proposed Impr ovement agreed Improvement in-place Improvement Susta ined

Reduce the variability

6 Sigma 
Control Chart



Improved Customer Satisfaction
- Delivered!

PROCESS 
STAKEHOLDERS

Efficient Methods

Consistency

Productivity

Reduced costs

Predictability

CLIENT

Satisfied Tenants

Industry Leading 
Performance

Value For Money

Rate of Completion

TENANT

Less Disruption

Predictability

RFT Quality

Well Informed

Value for Money



SUMMARY - BENEFITS

Tenant Satisfaction 98 - 100%

Works Duration (13 or 15 days) 33 - 42%

Productivity > 39%

Defects at Handover To zero

Snags 35%

Savings per annum (At the time of the Activity) £75K

Q
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A
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TENANT SATISFACTION

PROGRAMME

QUALITY

COST



Tenants:  Improved service and information to Tenants

Q
U

A
LI

T
A

T
IV

E

Quality:  Improved alignment to scope of works and quality 
standards.

Improved clarity on R&Rs, information and communications.

Programme:  Better 'flow' of trades. Improved morale. 
Productivity enhanced.

Central Stores: Improved organisation, configuration & control. 
Less damage.  Improved H&S.

Organisation and capability established for continuous 
improvement.

Enabled improvements in the whole set-up, organisation, 
operation and management of the programme.

Significant efficiency gains achieved!

SUMMARY - BENEFITS



Keys 
Received

- 4 wks - 3 w ks -2 wks -1 w k Day 1 2 3 4 5 8 9 10 11 12 15 16 17 18 19 22 23 24 25 26 29 30 31 32 33

Security 
(0.5 days)

Property 
Clearance

Demo / 
S trip Out

Plaster 
Sta rt

Plaste r 
Fini sh

2nd Fix 
Electric s

End of  
Tenancy 

Notice

ISO
1st Fix 
electric s

1st Fix 
electrics

Kitchen Fit-
Out

Doors, 
Floor 

Boards,  

etc.

Gas Check
Bathroom 
Fit-Out

Notes:

Asbestos removed prior to property re leased to  the Team (or at Day 2-3). Asbestos normally affects 10% o f properties  

Notes:

Post WorksNotice period Voids Work Period

Con firm 
Notice to 
Tenant & 

arrange PLS

Complete 
PLS

(-4 wks)

Lettable or 
Development?

Sub mit PLS to 
Lettings te am, 
Void Process 

decision + KPIs

Define 
relevant Void 

Path
(-4 wks)

Review  scope of 
works and order 

materials,  
asbestos checks, 
kitchen surveys,  

etc.

(-3 wks)

Kitchen 
Survey and 

Order Kitchen
(-3 wks)

Asbestos 
Survey

(-3 wks)

Door Survey 
and Order 
Door(s)
(-3 wks)

Pre-

Programme 
Externals  

W orks

(-3  w ks)

Develop Programme of 

Works and Resource  

Deployment
(-2 w ks to - 1 w k)

Potent ial v isit  
to rev iew the 

Property

Asbestos 
Resul ts
(-2 wks)

W orks continue - 'ideal' works sequence by day to be es tablished with 
trial team

Post Works completion processes to be 
defined.

Case Study 2 - Improving the
Maintenance of Major Void properties

• Major Voids
• Trades sequenced to do works 

in property
• Delays in property start
• Disruptions & ‘void’ times
• Average key-to-key times 70 

days but targeting 50

• Improved pre-works processes
• Multi-trade gang do whole house
• Controlled release of properties
• Improved works programme
• Better work flow
• Ownership
• Cost and quality benefits

19 days max key-to-key

BEFORE AFTER



SUMMARY
• The ‘methodologies’ do apply

• Real tangible benefits
– Enhanced Customer Satisfaction
– Quality, Delivery and Cost Performance and VFM

• Great synergy with true collaborative working

• There are barriers to implementation
– Lowest price tendering
– Leadership (or lack of it!)
– Shallow appreciation / understanding
– Traditional thinking



“The significant 

problems we have 

cannot be solved at 

the same level of 

thinking with which 

we created them”.



How well is Lean being accepted?

“It won’t work here 
mate!”

“It’s the way the construction 
industry is …”

“We are not the car 
industry”

“Don’t worry, it’s the subbie’s 
fault and I’ll get them back at 
the end of the project”

Uptake has been slow, but evidence of key 
Clients now starting to drive Lean & Systems 

Thinking.



Lean-Systems-Sigma

PROCESS
TRADE

PROJECT
CONTRACTOR

SUPPLY CHAIN
CUSTOMERS

6 
SIGMA

SYSTEMS 
THINKING

LEAN

There are great opportunities to improve, it 
requires a different way of thinking …



Lean Systems Thinking is…
• Customer focused
• Considers the whole value chain
• Adding value, eliminating waste – more for the 

same
• Proven
• A way of thinking & behaving – managers need 

to enable the delivery of best Customer value
• A fundamental shift in culture
• Empowering people in the process to deliver to 

the Customer in the best way possible 
• A huge opportunity if done right!
• Stretching – can move people outside their 

comfort zone
• A journey



Application to your own
Organisation

• Current state diagnosis
• Clear vision and objectives
• Lean Systems strategy – within 4 walls, project / 

programme focus, supply chain development
• Measures that matter
• Lead by example
• Implement – pilot projects versus whole value chain?
• Apply a structured approach
• Grow in-house capability
• Establish a lean systems thinking culture
• Empower and enable
• Effective management and governance
• External help



H e r e  is  E d w a rd  B e a r , c om ing  d ow n s ta ir s  n ow ,

B U M P
B U M P

B U M P
O n th e  b a c k  o f  h is  h e a d , 
b e h in d  C h r is t op h e r R ob in .

I t  is ,  a s  f a r  a s  h e  k n ow s , 
th e  on ly  w a y  of  c om in g  
d ow n s ta ir s ,  b u t  s om e t im e s  
h e  f e e ls  th a t  th e r e  re a lly  
is  a no th e r w a y ,  if  on ly  h e  
c ou ld  s t op  b um p in g  f o r  a  
m om en t  a n d  th in k  o f  it .

Stand back, review, challenge, improve

You’ll feel better for it!



Thank you …


