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Value chain map/high-level process model

Take the processes identified in the SIPOC and try to
classify them use a new post-in with a different colour

« Value adding (gives value to the process of
welcoming) (yellow)

« Support (allows another process to happen) (blue)

« Management (pink)

Connect them with lines and check that nothing is
really missing

TAKE A PHOTO ©
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Cross-functional Flowchart

Take the processes identified in the value chain
map and distribute them among the stakeholders

Connect them with lines and check that nothing is
really missing

Do not forget decisions or “branching”

TAKE A PHOTO ©
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Bottleneck

Phase 1: Reception Phase 2: Initial assessment Phase 3: Sales/advisory services

If yo u d on Ot h ave d at a’ p u t J u St red Mo customer representafives available—appointment 18 customers TR,

i i customers | solution used
crosses where you think there is or there 20 eust iniial assessment | oSt

—-= of needs at = 2 customers
Customer net relevant for the bank office

could be bottlenecks. 24 customers e 36 customers

Simple request—solved

70 customers  pirectly to cash counter T

Try to identify how you can put numbers Customer comes | i, services
— to bank with Refemed
appointment toinitial | 56 customers
on the flow assossmont .
=| Credit services 58 customers
Customer comes | without
to bank without
appointment Savings and
Customer goes to - investment 59 customers

service desk .
160 customers services

TAKE A PHOTO @ 186 customers

Referred Referral to
to various »| insurance, property, | 10 customers
senices and so on
Refarral to
- 3 customers

private banking

400 piece A 100 kg waste A Capacity: 100 hours Waste
— Capacity: ———— - -
100 machine Input Output
—_— hours L — »| 400 piece A 100 kg waste |— =
) 50 piece B 300 products
50 piece B 300 products B P S
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Drawing amap - NOT YET THERE DO NOT WORRY

« The upper-right corner for
customer information

« The upper-left corner for
supplier information

« Thetop half of the paper
for information flow

 The bottom half for
material (or product) flow

 The gutters on top and
bottom to calculate value
added and nonvalue
added time
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Let’s start

Implement
pull

The Five Principles of Lean

Establish
flow

Define
value

Strive for
perfection
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: Determine :
De;?{r}méne L Ma;;[gl;;rent | customer . Eﬁeatt-i :m Ideggzersﬂot
P demand pultsys
Process Takt time 5 Whys/
SIPOC mapping calculation Pull system fishbone
b b ¥ Y Y
Define value
through a(fl}c;lll;’azc: fig?a Balance Reduce Error-proof
customer’s the process batching process
for VSM
eyes
VANVA Process Workload Single-piece Error
activity analysis balance flow prevention
Y ] ¥ ¥ Y
Identify || |Establish lean| ] | Standardize || Manage | Sustain
waste fundamentals the work inventory improvements
55, layout,
and visual Kanban Performance
Waste walk management SOP system dashboards




Value chain map/high-level process model

Value Chain - chain of organizations linked in supplier-customer relationships that
join forces to deliver a service or product to an end costumer.

Publishing Printing Freight

Author h Bookstore Reader
ouse company company
A
A
Draf't Edt d P nte d Transport
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Value chain map/high-level process model

High level process model is the overall work process logic that includes one or
more value chains.

Author _ | Manuscript _ | Manuscript ~ | Printing
contact acquisition editing preparations

Y Y ¥

Relevant Draft Edited Agreement e
authors manuscripts manuscripts with printer '
/ Sold /
book
Design and Cover oo

layout - e »| Marketing - Sales

Y

Distribution

Y Y Y Y = Invoicing

Book Front and Marketing /
: . Orders
design back page materials /
Y
Invoices /
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CERN SCE
"\ Site and Civil Engineering



Basic Flowchart

Patient T registered Diagnose with diagnosis Treat patient

Map depicting the relationship between o

activities in an individual process. p— -
patient examinations
Activate,
Take initial Specialized rehabilitate
samples examinations
output from Activity Decision Process start Give patient Imaging,
activities or end point the relevant CT. MR -
guided tour Physiotherapy,
occupational
therapy.
Customer Register/ speech therapy
Start submits update
complaint !
patient data Take lab
I samples
Adequate Update
. R 1 furthy ; R -
Jubmeey inormatin ang medical Diagnostic
o pecimenton record surgery
i
Receive Inform Interdisciplinary
‘documentation . - -
Conduct patient examinations
investigation
s Patient Patient Patient
il take > ;
week to deal Mo treated Discharge discharged Follow up atien
with complaint? e e treatment
P p completed
Update customer Interview
on status and .
planned progress patient
t
Complete and Issue
lud
insz:guaﬁm request form
I
Replyto Contact [ Patient activities
custemer next of kin [ Non-patient activities
Issue
Inform customer prescriptions
End Customer of right to take
pleased? matter to trade
complaints board
Update
patient data
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Drawing a map

-— -

AAA § I, L9
V‘ \ B.FNOJ ]
e T T
:::N.a.. ALY f'u
.
e —% ‘A—a{—d
' 5 - ¥
= 1 |2
lzr L - a
) ]

(N NS

(aes 'S‘A-f

rium_..‘\ 45‘&15

AR A ARSI

e

”

SCE

Site and Civil Engineering

Information fAow

Warshouse

[ 1[ 1

AN

Customers/

suppliers

% Ferson
&

Hardcopy
~X—= Electronic

Material flow
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Karibsn
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Fanban

Supplier (batching)

[
V

Kanbsan
Kanbans7arriving
in groupe

: 1 Kanbanfroute
PN

Office

Department/work center

Software

Ultice/support. dsta box Manufacturing/shop Supplier/Outside processing
F/1 = Processing time C/T = Cycle time Dist = Distance
Diff = Difficulty (1-5) M/T = Machine time Gty = Quantity

C/J = Changeover

C/0 = Changeover

FPY = First pass yield

AAC = Accurate & Complets

FPY = First paea yield

1D = Un-time delivery

Frior = Frioritize

Eel. = Reliability

Serv = Service level

Fel = Eelisbility

Gty = Quantity per

Expd = Expediting coate

Qey = Quantity per

& = Number of pecple/shift

Q = Nunmber of pacple/shift.

@ Queus/wsiting

Withdrawal

®

Supermarket.

Maximum
| -AFO- |
(First-in, firat-out)

Heijunks
(Level loading)

A Inventory

Kaizenfourstd

improvement. Loop
Inventory or o »
queue time VA Value added time
Cycle or
process time NvA | Norvalue sdded time




