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Dear reader, welcome to a brand new edition of Arête. In this edition, we bring you some exciting new case
studies and knowledge nuggets. One of the featured case studies is that of an IT transformation project we
recently delivered for a client in Oman; this project helped to completed turnaround the IT/business processes
framework of the company making it agile and customer centric. In knowledge nugget, we focus on an Visual
Management, one of the hidden gems in the lean tool-kit. From the history pages, we reminisce a Lean Six
Sigma workshop we undertook for a client in Nigeria back on 2013. In News, we are pleased to announce our
foray in Saudi Arabia. SSA’s leadership team was invited to the Kingdom by the Indian Engineer Forum where
we delivered talks on Lean and Leadership to August Gatherings of engineers in various cities in the Kingdom.
Last but not least, Arête is nearing one year in circulation and we always love to hear your feedback and views
to make it even better. Wish you a happy reading!

Case Study 1: IT Transformation in Service Industry
Situation: This project focused on transforming the IT backbone of a
large and prominent institution in Oman that offers billing and support
services to the utilities sector in the Sultanate.

Actions taken: SSA undertook an end to end assessment of the IT system,
identified gaps and suggested the future-state IT/Business framework. This
was then translated into a detailed user requirement and RFP document.

Results: The new system designed will make the organization lean &
agile. It will also lower the business risk and facilitate timely invoicing,
avoid penalties and improve overall customer satisfaction levels.

Situation – deep dive
The current system had several pain points that exposed
the business to delayed billing/collection, losses due to
penalties and risk expose due to lack of adequate checks
and balances. The project therefore aimed to assess the
current gaps in the IT framework and develop an
appropriate future state to meet the business and
customer needs.

Actions Taken – deep dive
•

Study current IT Systems and its inefficacy to
address business requirements

•

Propose new Information and Systems
Architecture

•

Impact Analysis of Proposed Systems
–

Operational – process and tools

–

Organizational – Work related

Results - deep dive

The news system promises to deliver the following outcome:
•

On Time Decision making due to real-time data availability

•

Reduce senior management and middle management
time to generate reports and focus on value adding
activities.

•

Single truth across the organization supported by single set
of data

•

Deliver historical and enhanced business intelligence

•

Enhanced data quality and consistency. Individual
departments use same data repository and hence reports
and queries align with other team within organization.
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Knowledge Nugget: Kano Model
The Kano Model, proposed by Japanese Professor Noriaki Kano, classifies
customer requirements into 3 categories:
Must be: These are basic quality characteristics of a product or service, which
are the minimum requirements to meet customer needs. The functioning of
these requirements will not give a “WOW” experience to the customer, but
malfunctioning will result in tremendous dissatisfaction. Example: A pen that
writes (failing to write leads to big dissatisfaction but success in writing does
not create satisfaction).
One-Dimensional: These are quality characteristics which, when enhanced;
translate to a greater degree of customer satisfaction, that is, more the
merrier! Example: Interest rate of a bank or fuel efficiency of a motor car
Delighters: Dysfunction is not noticed by the customer but functionality
delights the customer. Example: Power steering and auto transmission of a
motor car when provided for the first time or an auto focus camera, when
introduced for the first time.
Note: The delighter, once accustomed, will become a must be characteristic
as the dotted arrow illustrates.

News: SSA Partners with Gujarat Employers Organization (GEO)
SSA recently partnered with Gujarat Employers Organization
(GEO) Gujarat for organizing a Round Table Conference (RTC)
on “Profit Leadership” on 30th Aug in Baroda. The session was
well attended by over 30 business man and entrepreneurs from
leading industries in Gujarat, India. The aim of the conference
was to give insights to the participants on how they can attain
'Sustained Profitability', insulated from external forces and how
they can drive a 'Profit Leadership' as a culture change in their
organization irrespective of the size and industry. The
conference was a huge success and a follow-up conference
was also requested by the participants in 2019.

Lean Tip: “Visual Management”

Visual Management
A visual management tool highlights the status of the operations in an area at a glance and that signals
whenever an abnormality occurs. Andon is a Japanese word for ‘Lamp’. An Andon empowers the
operator to highlight abnormalities in the process and obtain support to continue to plan. This system will
form an important business measure of the health of a production line. By highlighting the concern in a
timely fashion it maximizes the chance of solving the problem before it effects productivity. Andon is an
information tool which provides instant, visible and audible warning to the Operations team that there is
an abnormality within that area. Andon can also indicate how many units have been produced as
against the planned. To ensure you are getting the most out of your Andon system, it is important to follow
the following guidelines:
•
•
•
•

What do you want to control?
What type of system, is appropriate for your workplace?
Make sure everybody can identify where the area being monitored starts and finishes.
Make sure that the escalation process is in place before you start using Andon System.

Case Study 2: Transformation for Electrical Trading Industry
Situation: This assignment focused on streamlining their sales & marketing
activities with an aim to cut down enquiry to order turnaround time,
improve order conversion ratios and overall productivity of the sales &
marketing department.

Actions taken: SSA undertook a complete end-to-end study of the value
stream with an aim to unearth entrenched processes and practices that
contributed to “waste” and complexity. This helped to develop and
deploy the “future state”

Results: Complete restructuring of sales & marketing function. Entire
order fulfillment process in-tune with customer segment and demand
patterns. Significant reduction in order fulfilment lead time and
improvement in customer service levels.

Situation – deep dive
ABC Ltd (name changed to protect confidentiality) is a leading
manufacturer and distributor of a range of electric & lighting
products primarily aimed at non-retail customers and contractors
executing large projects. This assignment focused on streamlining
their sales & marketing activities with an aim to cut down enquiry
to order turnaround time, improve order conversion ratios and
overall productivity of the sales & marketing department. This
project focused on:
§

Enable the Sales & Marketing Department to be more efficient
and responsive

§

Study the workflow in Marketing function and convert it into
“Lean Flow system”.

§

Efficiency improvements as applicable to enhance
throughput.

Actions Taken – deep dive
The first stage of the transformation journey focused on tackling complexities and therefore
streamlining the Project Marketing & Sales functions. the activities included an intense 2-Day
workshop on ‘Lean in Transactional Systems’ followed by a detailed discussion over inter- &
intra-departmental challenges with respect to delivering value to customers. The discussions
centred on the current state processes, their deficiencies in delivering value as promised to
customers and the steps that need to be taken in re-designing the system.
•

The Diagnose Phase (D1) followed next. In order for diagnosis to be accurate, SSA
mapped an end-to-end Value Chain and plotted a Spaghetti Diagram that threw light
on hidden, redundant movements of information among processes. Besides, the Voice of
Customer & the respective Critical to Quality pointers were gathered to further aid the
diagnosis. The crux of the Value Stream Mapping exercise was to surface internal
challenges & determine improvement areas with appropriate KPIs to quantify the pain.

•

In the Design Phase (D2), SSA charted a Future State Value Stream Map, including
several sub-processes as per their business objective; for instance the product families
were grouped as Runner / Repeated / Stranger based on demand patters. Appropriate
order fulfilment practices were put in place in tune with demand patterns. Dashboards
were created for key processes, which eased the monitoring of important KPIs.
Meanwhile, SSA is engaged in analysis & review of the Organization structure, Time &
Motion Study & Capacity / Capability Assessment.

Results – deep dive
§ The Entire Marketing Process has been aligned with
the Future State Value Stream activities.
§ The New Marketing team Organisation structure has
been developed in consultation with ABC’s
Leadership team which is aligned based on Product
groups.
§ This project heled segue to future improvement
areas coveting supply chain and manufacturing
activities, where further synergies were derived.

News: SSA conducts Round Table Conference on ‘Profit Leadership’
in Mumbai
SSA recently conducted yet another successful conference
on Profit Leadership on 11th Sept, in Mumbai which was well
attended by Business Leaders & Decision Makers. The round
table conference was addressed by industry experts
followed by a freewheeling session with industry stalwarts
sharing their views. The conference deep-dived and
analysed levers that impact efficiency, cost revenue and
ultimately profits. Thus charting a roadmap for achieving
better growth numbers within same set-up and resources.
Mr. NC. Narayanan, the Founder Chairman of SSA delivered
the keynote address, in which he spoke about the major
transformation strategies and challenges of the developing
economies.

“Alchemist” of the Month: Rekha Agashe
Rekha is part of SSA’s Business Development team in South Asia region.
She has been with SSA for over 5 years and has been a key member of
the company’s core team. Rekha is a person with infectious
enthusiasm and a “can-do” attitude. She takes on any challenge with
a smile and a healthy dose of optimism. She has played a pivotal role
in organising SSA’s knowledge events in several cities in India and
South Asia. She is also a prominent voice in the global Quality
community and routinely speaks at prestigious forums such as ASQ
World Quality Congress in USA. We are proud of Rekha and wish her all
the success!

News: SSA Forays in Saudi Arabia
SSA’s leadership team was recently invited by the Indian
Engineers Forum (IEF) of Saudi Arabia to address their
member base on topic such as Lean Six Sigma and
Leadership. The seminars were organised in Jubail and
Dammam and attended by well of 50 Engineers from
leading industries in the Kingdom. SSA is looking forward to
serve this great country!

From The History Pages

SSA was invited by Multimix academy, Nigeria to run a Lean Six
Sigma Green Belt Certification program for its member base. This
program was held in Lagos, Nigeria back in 2013. SSA is proud to
partner with likeminded professionals and institutions around the
world to spread quality and business excellence thinking. Multimix is
one such institution led by its visionary leader, Dr. Obiora Madu.

Upcoming Events

Roundtable Conference on Design Excellence
Pune, 24th October, 2018

Lean Six Sigma Green Belt Public Program
Mumbai, January 19-20 & 26-27, 2019

RSVP
Mr. Vihang Shah
T. +91-22-2565 2448
M: +91 81422 77977

SPECTRUM

BUSINESS SOLUTIONS

TECHNOLOGY

INTERNATIONAL

