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Continuous improvement includes calibrating each existing ops

reduce waste, enhance quality, and maximize individual develc
a continuous effort to ensure that all

operation functions are efficie
of the study is to give instances of effective continuous improvement inil
in order to establish whether the approach is satisfying the goals a t’«”'
the challenges encountered by the service industry. The study also
define an acceptable plan for organizations to improve their activi
operations via continuous improvement, as well as find relevant t
approaches that can help them succeed. To achieve the goal,
examined a real estate consulting business and attempted to €
firm's organizational efficiency using continuous improvement metno
The findings of the study will add to the advancement of tools and a pr

for executing Lean Six Sigma methodologies and notions in mixed
in the service industry.

Introduction

Operational excellence is a state in which every worker re(:ogn. izes tha
the consumer and corrects it when it stops or deteriorates. In a well-ru
everyone understands their role in the delivery of value to the ur
can tell if the flow is regular or irreqular, and (s
' the can i it v
of management. Leaders of operationally great o TS mres-ubm-lt..

dR g anization: move
from monitoring day-to-day operations to conti:iu mﬂ":m};nd
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Operational excellence and continual improvement are not e
dissimilar. T be effecti\.re. fm:ns mustuse a combination of both st
improvement iR asun 1g Fhe current operation to decrease waste i
quality. and unlock h_uman potex?tlaj. Itisa never-ending endeavor to ensu'r;nttl:lrease
processes run at maximum effectiveness (Pyon et al., 2011), Continuous imprcweat all
ensures more effective processes, but if executives are always correctin ment

: g and upqradi
the same processes, they will be unable to adapt and concentrate o Pgrading

¢ : : n other revenye.-
erating operations. If clients no longer desire their products, there is no certainty

that the modifications will result in progress or save the firm, Operational excellence
comes into play here. An organization must attain operational excellence in order to
expand and innovate while continually advancing. Everyone in a company understands
their contributions to regular flow, can recognize irregular flow, and can apply the
conventional approach for rectifying operations when they go awry, without
management involvement (Awwal, 2014). Operational excellence eliminates the
requirement for management engagement in day-to-day tasks, allowing management
and leadership to focus on operations that drive top-line development.

Literature Review

The current study will concentrate on lean process improvement strategies in order to
help service industries attain process as well as operational excellence. A range of
ways is accessible to help businesses with continuous improvement. Each seeks to
facilitate firms in distinguishing and resolving workflow challenges, as well as in
examining the effectiveness or ineffectiveness of such developments. Considering the
mutual aim, each approach is personalized to a specialized necessity. Six Sigmais a
comparable workflow enhancement structure that encourages staff through karate belt
grades (Thomas et al., 2009). Green belts start and work their way up to black belts.
Six Sigma uses two methodologies to divide process improvement into distinct phases:
DMAIC (Define, Measure, Analyze, Improve, and Control) and DMADV (Define.
Measure, Analyze, Design, and Verify).

‘58’ refers to five essential phases in the Kaizen and Lean approaches. SSdsteE;i:
for sort, straighten, shine, standardize, and sustain. The 58 approach may standar

: . tional
continuous improvement by bringing more uniformity to process and operatio
improvements,

idi ts, are
The Shingo Guiding Concepts, or operational excellence guiding conceP

The 10
" 1 excellence strategy. 10
n for every company's long-term operational il operatio

concepts serve as a basis for anybody seeking market Sup .nj;macy ﬁn: of the three
€xcellence (Shingo and Dillon, 2019). Each concept is classified a‘s.;) organizaﬁon
types: (i) Cultura) facilitators; (ii) Continuous enhunceme"_“‘ ?nd anmjning- and
Orientation, Process improvement is the technique of finding. et achieve
Em“m current organizational workflow in order to ingreases 29
mlﬁmvemmt in Service Industry Using

: And Operational Excellence Methodologies
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best practice standards, or generally increase quality as well as user experig,, o
consumers (Hyotylainen, 2015). Business Process Manaqement (BPM), Hmmem
Process Improvement (BPI), business process .re-englnfeermg, and ongy

improvement process are some of the terms Hyotylainen used in his study to deg,y I
Continuous Improvement Process (CIP). They all have the same objective: to decreg,
mistakes, waste, increase production, and optimize performance.

Continuous improvement techniques such as Lean and Six Sigma provide businegg
with tried-and-true tools and procedures for solving issues in a systematic and efficjey
manner (Antony, 2011). Corporate Process Management examines how coordinating

people, processes, and technologies, as well as automating important operations, may
improve business effectiveness.

The reach of continuous improvement approaches has increased as a result of
substantial technology discoveries, contemporary inventions, and rapidly changing
market demands. Organizations began using the Six-Sigma methodology asé
continuous improvement strategy in the late 1970s, and it is today recognized as the
most dominant and productive utility in the Lean tool approach. It aids businessesis
consistently improving their efficiency (Beeken, 2009). It also helps with delays, delivery
schedules, wastage, and defects. Employees' safety, enhanced inventory ma nageme

increased output, a cleaner workspace, and many other advantages have bee?
recognized as a result of good space management.

There are also certain limitations to implementing continuous improvement &
workplaces (Bhuiyan and Baghel, 2005). Numerous limitations were observed durd
this study, such as (i) In addition to the expenses of training to accomplish the C_‘"‘E
job, employee training to function in a continuous improvement culture demands %
and money; (ii) We used the continuous improvement strategy in areas and dl’-‘PﬁJ't""E"llls
that had the largest impact on the organization's efficiency due to a lack of resourc®
like employees and staff allocated to projects by company management.

Research Gap

In temu ofinvestigation, continuous improvement methods and approaches nave e
:xotennval\r and efficiently used in a broad number of improvement Pm? rﬂ:::uow

mains, The literature has proved and strongly debated the utility of con : ook
improvement approaches, but there are not many studies in the literé ture that tha!

t;:th of continuous improvement in the service industry; this study seeks ’

Research Questions

. g2 stry?
* Whatis the significance of continuous improvement in the service et

* Which mtggv wﬂdhtb‘- e impmvem n
the service industry? best to employ for continu

. N
The IUP Journal of Operations Management: Ve
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. How Lean Six Sigma tools could be useq

. to enha
operational excellence in the service indyst nce the

ry?
while working on a major issue, it is critical to search all possib]

choosing a solution. We were able to successfully solve the jsgye inf—‘t Ireasgns before
merely resolving a fraction of it and leaving the problem ‘o rel ially, Instead of
improvement methods and techniques can aid in selecting 4 teasiblzt:a;a?:;;mgus

Process and

Objective
The purpose of this study is

» Tocheckinstances of successful continuous improvement implementation in

order to establish if the approach is fulfilling the demands of the service
sector and solving the challenges that it faces,

* To define a suitable strategy for organizations to enhance their operations
and processes through continuous improvement.

*» Toidentify appropriate tools and techniques that could contribute to successful
continuous improvement.

Data and Methodology

In order to achieve the objectives mentioned above, we evaluated a company named
The Urban Spaces, based in Pune, India, which has been active since 2019. We
attempted to adopt continuous improvement techniques to enhance the firm's
organizational efficiency. In this context, we used a structure that consisted of five
basic steps: (i) Case selection: a Pune-based company has been chosen for the
continuous improvement project in this stage; (ii) Company current situation analysis:
In this stage, we examined the company's key issues in order to recognize the
difficulties and problems it confronts. In addition, the relevant data was collected
through various process evaluations, and the documents investigat?di
(iii) Implementation of CI tools: In this stage, we put the CI tools into action using
their concepts and methods; (iv) Analysis of improvement outcomes: In this stage, we
contrasted the prior situation, as assessed in Step 2, to the results produced after

adopting the CI strategies; (v) Suggestions for the company: Lastly, some suggestions
were made to the company's administrators.

We focused on establishing a system that would help in the mﬂ“mm_lt:f pm]ed
perational processes Wi

closure delays by providing a reliable foundation foro : 4 solution that
CIToTs. A problem-solving process was initiated in order to dlscove;al authorizing
Would help the organization reduce project closing galays. Mate;'em was used o
Variability data from the Enterprise Resource Planning (ERP) szk'S verification. A
Quantitatively measure against this operational excellence tr&me":gumes on topics On
Vendor survey was also used to get qualitative input from outside

g nt efforts-
i tinuous unPrOan_m’__,,—--—-"
Which the organization should concentrate its con 8

S

M‘""‘“‘* Improvement in Service Industry Using
"% and Operational Excellence Methodologies
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{. How is the support of Urban Spaces in dealing with the venqoy s
Bad/Average) *
Key issues from Urban Spaces?

Mode of handling the queries? (Digital connect/Manual Connect)

What kind of services are provided?

ARl g A

Key suggestions, if any, for the betterment of Urban Spaces,

The brainstorming session relied on past project experiences to Provide
activities that would increase the departments’ efficiency in action ang COontig,
improvement initiatives. Similarly, the brainstorming process found key Dol _'.'
might be implemented across all business divisions to achieve maximum Organizag,
performance from these efforts. The proposals were aimed at improving g
organization's current productivity. It was decided to explore one of these contigy
improvement initiatives further by conducting a pilot study to evaluate a process
operational excellence tool that may help improve the overall performance of
t_)rgéliization.

idegg

Analysis
In this part, the continuous improvement stages mentioned earlier for The Ure
Spaces, a real estate consultation firm, are discussed. The stages are as follows:

Case Selection

The first stage was to select a company related to service industry. The Urban Spa
is a real estate consultation firm situated in Pune, India. The research shows &
continuous improvement strategies have been effectively adopted in a vareff'
industries, including manufacturing and production. The reason for this is becaisé*
the industrial sector, a set of procedures remains continuous and process rethinkid®
T-lOt required. However, based on the literature, there are few examples of continu®
‘mprovement applications in firms that belong to the service industry. This E dm
the fact that businesses, other than those in the manufacturing sector, must l
a wide range of goods and client requirements that differ from one another ,.
result, a comp:any thatis notin the manufacturing industry is chosen. Another! " ,' :
&2;::::1:: ‘f’hﬂe choosing a case firm s its accessibility. The Urban 5P
usiness since 2019 with a focus on quality.

Current Situation Analysis

fle
Es]‘l;;:tilfﬁt:: :;:edi"n of the company, the next step was to id?n.ﬁ-fy se;g:l
organizatio ai Most prominent of which were an unstructured dlﬂsmn;‘ whi
nal framework, and issues in the project estimate phaiiuj/
- N 20
The TUP Journal of Operations Management, vol. 24
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ing the company's efficiency. Quality tools were utilized to help us discover the
plems in each area by finding sources, apprehending procedures, gathering and
aluating data, and then providing remedies. Most of the needed data was manually
jred via charts, documents and papers, while the remainder came from a sury
acqt“wa’ used to gather qualitative data from sources on topics where the ¢ ompan EY
continuous mpmvemant operations should be focused. The data was then evaly J e;
sl studied to determine the appropriate solutions to the problems mentioned. Studying
& of every department in the organization is important. However, marketing,
cales, and the project team department are crucial to the success of the project. This
in comprehending the course of the project implementation process from inquiry
1o completion. As a result, the current state of the various departments of the firm was
examined in order to identify the issues that the company confronts, Sales and marketing,
as well as project team divisions, were among the departments inspected. Following
extensive inspections, extra time was invested in observing the processes in every
pranch in order to determine the true reasons. Based on the monitoring technique of
each division, the following concerns were discovered in each department:

P

« Workers were not given any training or motivation, leading to uninformed
workers and, as a result, an increase in the number of flaws.

« There is no dedicated individual to input information, causing delays and
errors in acquiring the accurate estimate for the clients, resulting in issues.

« Customer lead generation, active lead conversion, property requirement
mismatch, location issues, budget issues, billing pendency from builder once
deal is done, and on-field agent unavailability.

Continuous Improvement Tools Implementation

The optimum solutions were offered to the company's management committee after
identifying the difficulties and issues (Table 1). We used continuous improvement
approaches to tackle issues and enhance the project. 5S was the tool chosen for the
improvement of project's implementation. List of possible tools were assessed according
to the problems and project objectives, and the tools were picked as the initiative went
through the project lifecycle predicated on their applicability and how the issue or job
IW to be handled for the stage of the project. It is well known that Lean Six
Sigma comprises numerous techniques; however, utilizing team leader expertise and

feedback from firm customers, the techniques were chosen for their aim and capacity
o tackle the issue at hand,

.mbl;hh' focus was on issues that account for at least 80% of all occum‘ntes-_Th“ss'
dh.::vl data was used to check and address the most critical issues, and it wa
ered that resolving 20% of the issues would resolve 80% of the problems:

e AN
Proces Improvement in Service Ind i
* and Operational Excellence ﬁﬂm
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—///Ty;s of Problems in the Company

Table 1:
______'-'—-’-’-_-—-—-—-_-_ "=y
S Typ.es of DCSCﬂpﬁOH octun\
No. Pl‘ﬂblem S | PQPNI;'{
__-——-—‘;——‘—_’-,——-’-—-‘ -
. Property projects are not confined
on . A
1. Transportatl to a single site and must be carried l4
out in collaboration with the customer
in several locations.
Communication For active conversions, the lead created s
% 3 or possible consumer reach process is
virtual-based, instead of physical.
3 Motion The location of projects and project %
agents varies greatly.
4, Over-Processing Several follow-ups for a single sale 18
5 Over-Production Multiple agents working on the same 10
project, resulting in a competitive case
for the whole team
6. Waiting The customers do not arrive on time for 20
the scheduled time slot.
7. Defects Lead conversion failure with an 17
active sale

Execution of 5S Technique
The 58S system is presented in Table 2 and Figure 1.

\ To identify the difficulties and problems of the firm, key issues were catego .
(1}. customer lead generation; (ii) active lead conversion; (iii) property requir®
mismatch; (iv) location issues; (v) budget issues; (vi) billing pendency from =
(;:ce. o df)ne? and (vii) on-field agent unavailability. Topics where the €% e
mzﬁ:$$P$v§ment operations were focused were marketing, training th
oy S diteri)j‘:: el':leeld conversion. The most crucial department for the st .

es and focus :z:;:tﬁ;‘keﬁng :&nd operations. Both standardizé :fh F’ -,
 the firm was asked tozl{‘;;r:ugtn:lhs iontmfmus 1mprove1;131;t;ﬂaﬂy
n the types of Ny e oll.omng m'easure's oy
menticnedbelow: - The suggestions for improving

- S ll -.-"..
y : 0. * s
Tll!lUPJom of Operations Mmgement' Vol. 22, N
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Table 2: 5S Stages Definitio
_ n S

[ AR
55 Stages Definition B G
s e
Sort Sorting requires distinguishing between needed good —
equipment, tools, and gear and removing undesired Ub'e:t such as
broken toolkits, material waste, and worthless or occaslions such as
objects. . U
Straighten It may be characterized as organizing the arrangement so that items i)
are easier to find and accessible to everybody, as well as puttin
documents in suitable storage areas according to their worth ogr
frequency of use.
Shine Cleaning up the work environment, which includes sweeping, mopping,
dusting, wiping off surfaces, putting equipment and supplies away, and
so on. Shine entails executing regular maintenance on equipment and
machinery in addition to simple cleaning.
Standardize | Working in a consistent and regular manner is what standardizing
work habits entails.
Sustain The benefits include developing a competence culture and shortening

instructional cycles. 5S training, checklists, department tours,
performance evaluations, and management assistance are all strategies
for keeping 5S in place. To verify the company's commitment to “5S,"
an audit must be performed on a regular basis.

Source: hrtpa:ffasq.org!qua!il‘y-resourcesﬂean{ﬁve's-tulmial

Figure 1: 5S's of Kaizen

SHISUKE

SUSTAIN

AHISUKE

SEIRRTEV
——————

STANDARDIZE

SEIREBTRY

s R
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Tﬁ"’  Source: hitps://www.6sigma. uslsix-sigma-urﬂcleﬂunderstandln?sss OL_,-—-'"‘
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Transportation: As the property projects were not
travel to different locations, the firm was asked to t
choose specified area near to the clients’ anqg not t

N one greq a

arget the vali € clj
alid ¢ Cnyg
he entir, Usto hﬂ

ePupe .,

: Une cjp,

Communication: As for active conversions, the | '
reach process was virtual-based, instead of physica)
an effective customer service policy. In order to get
the real estate, two fundamental areas were taken
communication which are set with the client and the

ad createq
3 r pﬂssibl
The firm yyqg sug@est:;jn

an effectjyq Custop,
. f

[ . _r‘ ;
Into (.T)nSI(]eratjrm. i
155 . ™
modalitieg o aﬂendin%"“
Wig ot

=3
r—4

s

Motion: As the location of projects and project agen

were allotted a specific area and were restricted to <
the customers.

ts varied great|

Y. the te
25 km Properti .

€510 foryg

Waiting: It was observed that some customers failed to reac
time slot. Hence, the firms were suggested to use pre-callin
calling to make sure the availability time of the customer

h on time fo; the
g and SOmetimes,

Overprocessing: Since there were several follow-ups for a single sale, the firm
asked to restrict to 3-4 follow-ups, spanning a week after minimum two property

This would reduce the unnecessary time and effort given to the sales that had!
chance of closure.

Overproduction: It was observed that sometimes multiple agents were workinge
closure of the same project, resulting in a competitive case for the whole team.

suggested that the company use this to their advantage and focus their efforts
property builders.

Defects: Sometimes, lead conversion failure with an active sale was observed :ersﬁ
- . . SL0!
these issues, it is suggested that the firm focus on genuinely interested cust

Furthermore, we concentrated on implementing regular daily mut.me;:m\‘
€ach employee keeps a tab on his/her responsibilities for the day. “~e Er)er '
standardized poster to make sure the two continuous improvement Stagt;ih p

' y, before leaving for the day, workstations should be an'angt’-dr; {anage®
Was responsible for ensuring that the 5S standards were followed: s stad®
: to ensure that each position has obligations focused on ' :

he >
- , the red
1 that each Person is aware of his or her tasks in order to complet®
~ @8sessment form op 5 weekly basis.

" Results

" adinde, E them to the initial assessszjca‘*
Successfully - findings Js and compares 5, it W8S
- Y"™Plementing continuous improvement tools like 3




R

J}e 3: Improvements to the Case Company's Organizational Stmctm
Description Before After Ty

—_;)_mjgcts in development B weeks 8 weeks
Success rate for sales 10% 14%

—_Incmﬁ-'d profit margins 12% 15% )

that the outcomes were motivating and provided the management encouragement to
apply comparable improvement tools and processes in other departments. The required
time for project closure had improved significantly, allowing the management of the
company to focus on other aspects of business scaling. The success rate for sales also
increased from 10% to 14%. This also enabled the team to make better use of resources.
The effective deployment of continuous improvement techniques and procedures also
made a beneficial influence on overall revenues, which rose from 12% to 15%, resulting
in a 3% profit growth. It was suggested that concentrating on this approach helped the
organization reduce the amount of negative feedback and encourage relationship with
workers, and created a healthy ambiance for exchanging a pleasant experience with
the client. Finally, the implementation of 5S and changes to organizational framework
increased operations and information flow, and enabled the case company to efficiently
achieve the project deadline on time with improved client satisfaction.

Conclusion

One of the practical implications of this study is that it demonstrates how basic Lean
Six Sigma technologies may be used to address complex difficulties in the service
industry. Second, the project results show that in order to successfully use Lean Six
Sigma methodologies in service industry, team leaders must change their mindset
and understand the usage of tools and concepts applied in service industry environment.
This study highlights how when used effectively, the technologies deployed may be
leveraged to address complex difficulties in the service industry. The team leaders
demonstrated that using basic tools to launch initiatives and gain momentum is an
effective method for ensuring project longevity. Communication at all levels is important
for the success of a Lean Six Sigma program, regardless of the situation. The msulif of
this study contribute to the development of methodologies and strategies for applying
Lean Six Sigma methods and concepts in the service sector. This project i“tef‘ds to
help academics and researchers investigate the use of Lean Six Sigma in a variety of

situations,

ture 2 : t
Fu Scope: Another objective to consider is continual improvement in order to
- the firm. A healthy

minimize internal expenses and build internal capabilities within -
Wworking environment results in continuous progress. By concentrating on the compail_—

37
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objective to develop internal capabilities, the company's chap i
and competitive edge increase. Additionally, increasing iptq
essential for supporting the organization in obtaining market g

Of impy,,. .
I'nal talent:g fn

: . Upremacy Eomq
It is suggested that the project selection form's information shoulq ,

adjusted once a year due to the possibility of various modificationg, 'ITE
the project selection procedure follows the company's current orientg
advised that the 5S approach be used not only in certain departmen
the work area. In addition, the 55 audit must be completed oy, 2 froqueps
guarantee that the 5 phases are executed and maintained. Res " uE!nt Dty
administration must evaluate the organizational framework on a frequ::: 1
order to adapt the organizational structure in case of any changes thz e '
the firm. ¢ atny

u
se
tion.Itis ’
1S bt thyg,,
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