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ABSTRACT

Business improvement methodology has been develofain the last century. Empirical
studies show that many large companies have irteji@ix Sigma with other techniques
such as lean quality management system which lagybt continuous improvement. The
study will seek to answer the following questiomgiat are the challenges faced in the
implementation of Lean Six Sigma? What are the fitsreeccrued by implementing Lean Six
Sigma? In this research a case study form of relse@as used. The target respondents were
staff working at CfC Stanbic in Nairobi. StratifieAndom sampling was applied in to select
60 respondents for the stuttyorder to investigate implementation of Lean Sigma. Self-
administered drop-and-pick later questionnairesewdistributed to managers and senior
employees currently employed by CfC Stanbic Barkoligh this study, Lean Six Sigma is
needed because organizations and individuals neexthodology for improvement and
problem solving, if the methodology is well appliedcan produce a better approach than
other deployment approaches used by other improvemgiatives because it integrates the
human and process aspects of process improvemiattie use of technology, strategic
focus in the customer, Change in organizationatucell and structure, reward systems,
expanding Lean Six Sigma to Human Resources Managgralear performance metrics,
and prioritization affects the implementation ofabeSix Sigma.
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CHAPTER ONE: INTRODUCTION

1.1 Background of the Study

Organizations have been facing an increasingly attiye and global environment, which
calls for enhanced firm capability in identifyinggw opportunities and sustaining superior
performance. Strategies used by companies to aartpetitive disadvantages include the
elimination of operational inefficiencies (whichedarge in the financial sector, on the order
of 20 percent or more of total banking industry tspgde Koninget al, 2008b) and
improvement of revenue by increasing the numbercudtomers and their satisfaction,
through innovation and improvement (de Konetgal, 2008a). Organizations adopt various
tools/methods /approaches to help them realizeieffi improved performance, such tools

include the Lean Six Sigma, TQM and 5s among others

1.1.1 Lean Six Sigma

Lean Methodologies refers to the elimination of +vafue adding tasks in a process, so as to
improve on cost and increase speed. The elimintdskls are otherwise referred to as
‘waste’. Six Sigma is a business improvement metlogy that employs dramatic

breakthroughs in performance through eliminationasfation in a production process.

Six Sigma and Lean methodologies have both evalved decades as part of the continuing
revolution of quality, excellence and breakthroymgtformance. Motorola created the term
Six Sigma as it worked to raise the standards rfgprovement and Lean grew out of the

experiences of the Toyota Production System.



Lean Six Sigma (LSS) is one of the tools adoptedirmmncial institutions to help improve
operational efficiency and effectiveness (Sneetdaerl, 2003), by combining the strengths
of lean thinking and Six Sigma. Since lean doespogsess the tools to reduce variation and
provide statistical control and Six Sigma does attgmpt to develop a link between quality
and speed (Set al, 2006), the application of LSS offers useful siolog that can lead to
greater efficiency and better quality in the fin@heservices industry (de Koningt al,
2008a). LSS is a methodology that combines twahefrost popular tools for improving

performance of organizations, Six Sigma and Leanddament (de Koningt al, 2006).

To remain competitive, efficient and agile, comganin services need, increasingly, a
constant investment in innovation in the procesk8S is a methodology that, by combining
two of the most popular tools for improving perf@mee of organizations in the 1990s, Six
Sigma and lean management, allows us to meet #esl iide Koninget al, 2006). Its

advantages include the cost control and capitastment, and improvements in the quality
of service and customer satisfaction. It is congidean accurate and efficient methodology
to support the development of a system of integrgteality management in any business in

order to perform virtually free of errors and wastdéime (George, 2002).

Services are by nature very often bound by time&éeims of the processes that are run and
lead to the delivery of an outcome that benefittistomer. In services organizations, lean
comes in as a methodology to reduce waste (in teftisne) and to allow the process to
become more efficient. It requires the examinatwh the process from the client's
perspective, in order to eliminate the waste arffiziency. de Koninget al. (2008a, b)

proposed a framework for the integration of lead &ix Sigma, consisting of a project
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organization structure based on Six Sigma (BlacksB&B), Green Belts (GB), and
champions) and in extensive training programs addfme, measure, analyse, improve and
control (DMAIC) approach, with lean analysis toalsd improvement models embedded and

concepts/classifications of both lean and Six Sigorabined.

Recently, publications have appeared in the liteeatievoted to applying these tools in the
financial (Hensley and Dobie, 2005) and healthKdaing et al, 2006) sectors. According

to Antony (2008), this trend will increase signéitly over the coming years, particularly in
Europe, given the importance of these sectorseaetonomic development of any country.
This statement confirms the high interest of thgd. Unfortunately, there is still a limitation

in the spread of Six Sigma in services, since s$&sin other services besides health care and
financial services is relatively unexplored. Intfdanited application can also be found in
call centers, human resources and in product stigporices (Chakrabarty and Tan, 2007).
An important feature regarding Six Sigma reseascthé lack of a theoretical framework in
the existing literature, which is probably relatedthe scarce contribution in the literature

from academicians (Chakrabarty and Tan, 2007).

Lean and Six Sigma have followed independent psititee the 1980s, when the terms were
first hard coded and defined: first applicationd.efin were recorded in the Michigan plants
of Ford in 1913, and those were then developed asteny in Japan (within the Toyota
Production System), while Six Sigma saw the lighthie US (within the Motorola Research
Centre): Lean is a process improvement methodolsgyl to deliver products and services
better, faster, and at a lower cost. Womack an@sl¢i996) defined it as “a way to specify

value, line up value-creating actions in the besfuence, conduct those activities without
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interruption whenever someone requests them, aridrpethem more and more effectively.

Six Sigma is a data driven process improvement odetlogy used to achieve stable and
predictable process results, reducing processti@ariand defects: Snee (1999) defined it as
“a business strategy that seeks to identify andieéte causes of errors or defects or failures

in business processes by focusing on outputs thatrdical to customers”.

While both Lean and Six Sigma have been used farynyaars, they did not get integrated
until the late 1990s and early 2000s (George, 2@0R3), and today Lean Six Sigma is
recognised as “a business strategy and methoddloglyincreases process performance
resulting in enhanced customer satisfaction andawgad bottom line results” (Snee, 2010).
Lean Six Sigma uses tools from both toolboxes, lideo to get the better of the two

methodologies, increasing speed while also incngaestcuracy.

1.1.2 Lean and Six Sigma Implementation

Several authors Henderson and Evans, (2000) hadedtthe Critical Success Factors for
Six Sigma implementation. The following factors araong the more important (Henderson
and Evans, 2000): Top-down top management commitnserce it helps to influence and
restructure business organizations and the cultahglnge in attitudes of individual
employees toward quality in a short implementaperniod. Extensive education and training
in Six Sigma and project management and certibcagirocesses that result in GB, BB, and

master black belts (MBB).

Change in organizational culture and structurea fwoject driven approach, and change in

communication plan and channels, to motivate imlligls to overcome resistance and to
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educate senior managers, employees, and customehe denefits of Six Sigma. Measure
the success in terms of financial benefits, sih€acilitates the acceptance by employees and

help them to relate to Six Sigma project outcomeh(&000).

Other less important factors are: strategic foouhé customer, emphasizing the quality and
product specifications, in human resources manager(ldRM) and in buyer-supplier
relationships, emphasizing the Six Sigma perforradeeels; clear performance metrics, to
maintain a goal-oriented approach (although it rhaydifficult to identify the variables);
expanding Six Sigma to HRM and organizational psscehinking and measuring

(Waterbury and Bonilla, 2008).

Fryer et al. (2007) have broadened the list and presented ¥3CG&F for continuous

improvement initiatives (Six Sigma, kaizen, totaliatity management): management
commitment; customer management; supplier managemeality data, measurement, and
reporting; teamwork; communication; process managgnongoing evaluation, monitoring,
and assessment; training and learning; employeewetment; goal management culture;

product design; and organizational structure.

Achangaet al. (2006) stressed that management involvement aminéinent are perhaps
the most essential factors in aiding any of tharddsproductivity improvement initiatives,
followed by financial capabilities, skills and expge and an organizational culture of
sustainable and proactive improvement. It is gdlyeracknowledged that the factors
discussed above can be equally applicable to ®és they are to manufacturing (Achanga

et al, 2006; Chakrabarty and Tan, 2007). Baalrial. (1995) found that although service



sector organizations consistently had a lower leyef practice) compared with
manufacturing organizations, both organizationseagron the importance of training,
product/service design, supplier quality managemeerd employee relations but there was a
strong negative correlation with their levels oagtice regarding quality departments and

quality data and reporting.
1.1.3 The CfC Stanbic Holdings

CfC Stanbic Holdings is now the fourth largest bamik<enya measured by total assets,
which has its head office based in South AfricaisltAfrica’s largest bank by market
capitalization and assets. At the end of 2007,Stedard Bank Group had total assets of
over US$ 175 billion and employed over 40,000 peapbridwide (Stanbic Annual Report,
2010). The Bank’s market capitalization as & April 2008 was US$18.6 billion. Its
network spans 17 sub-Saharan countries (includoughSAfrica) and extends to 21 countries
on other continents, including the key financiahtees of Europe, the United States and
Asia. In addition to commercial banking, StandardnB has a strategic interest in the
insurance industry through its control of the LigeGroup, one of Africa's leading life

offices and financial services (Stanbic Annual Rg[2010).

CfC Stanbic Holdings was formed in June 2008 ou4 aleal that brought together Stanbic
Bank Kenya Ltd and CfC Bank Ltd, which includes GBank, CfC Life, CfC Financial
Services, Heritage Insurance and Heritage Insurdf@ezania. For year ending 81
December 2008, CfC Stanbic Holdings Limited repbeeore-tax profit of Kes. 1.3billon; an
increase of Kes 119 million from the results of ylear ended 31 December 2007. Profit after

tax increased by 7.8% from Kes 828 million in 2G87Kes 892 million in 2008 (Stanbic
6



Annual Report, 2010). The Bank attributed the gloabstantively to the merger between
CfC and Stanbic banks in June 2008 which saw arase of both net interest income and
non-interest revenue that increased by Kes. 1.#886rnband Kes. 723 million respectively.
Commenting on the results, Mike du Toit, ManaginigeBtor, CfC Stanbic Holdings said,
“The 2008 results are an indication of the resdeenf CfC Stanbic Holdings’ operations to
face the challenges presented by a merger andratitmy process. (Stanbic Annual Report,

2010).

Operating costs grew by 104% to Kes. 1.378b. Tlas mainly due to the merger of banking
operations. The cost to income ratio increased8t® percent from 50.2 percent in 2007,
materially due to integration-related costs. Durthg year under review, the Bank’s total
assets grew by 141 percent largely as a resuifteoimerger and organic growth which placed
the Bank in a strong position in the market. Custoeans and advances increased by
Kes.24.5 billion while customer deposits, the Bankiain source of funding, increased by
Kes. 38.8 billion. As a result of the increasedheasgs and the merger, Shareholders’ equity
recorded a gain of 112% to Kes. 7.1 billion as carad to Kes. 3.3 billion in 2007. Staff
costs increased by 80.6% as compared to the peewear due to the merged bank

headcount and business operation expansion (StAnbigal Report, 2010).

As a part of the high profile merger of CfC andriBia Holdings in Kenya there was clearly
a need to interconnect the two ATM switches of tlsgpective banks to ensure that
customers could immediately benefit from using ffiermerly) two ATM networks.

Paynet Kenya Ltd., a provider of financial serviergsourcing within East Africa, was

contracted to interconnect the two banks’ switcfresn both a technical and operations
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perspective (Stanbic Annual Report, 2010). Thedwiniterconnectivity provides a seamless
banking offering to both existing Stanbic and Cf@&Gtomers and includes access to either
bank’'s ATMs and PesaPoint, access to banking fiasilfor customers of each bank and a
wider banking network. As a result of the mergd®e management of the bank has
acknowledges that there are a lot of efficiencieat tcan be drawn from its current

operations. It has identified LSS as the vehiclege in attaining the desired level and gone
ahead to contract for the services of a Black Bekupport implementation of continuous

improvement initiatives (Stanbic Annual Report, @D1

1.2 Statement of the Problem

Businesses are always on the lookout for ways fone their bottom line and CfC Stanbic
is one of them. Approaches to business improvemame and go but improving the bottom
line never goes out of style. Business improvemagthodology has been developing for the
last century (Snee, 2004). Lean Six Sigma is thestageneration of improvement
approaches. In order for Banks to remain competitefficient and agile, they increasingly
need, a constant investment in innovation in thecgsses. LSS is a methodology that, by
combining two of the most popular tools for impmyiperformance of organizations in the
1990s, Six Sigma and lean management, allows bankweet this need (de Konirgg al,
2006). Its advantages include the cost control Gapital investment, and improvements in
the quality of service and customer satisfactidns Iconsidered an accurate and efficient
methodology to support the development of a sysiémmtegrated quality management in

any business in order to perform virtually freeeafors and waste of time (George, 2002).



Services are by nature very often bound by time&eims of the processes that are run and
lead to the delivery of an outcome that benefitustomer. In banks, Lean comes in as a
methodology to reduce waste and to allow the potedecome more efficient. It requires
the examination of the process from the clientisgective, in order to eliminate the waste
and inefficiency. Six Sigma, however, focus onmifg the process, reducing the variability,

to obtain the same result at least 99.9997 penfehe time (Six Sigma).

Empirical studies show that many large companies hategrated Six Sigma with other
techniques such as lean quality management systéichwhas brought continuous
improvement and a good example being the Catergilaikonen et al., 2004). Furthermore,
Pantano et al. (2006) proposed the applicationbofSgyma in a cluster of small companies
so that they can share their resources and achiev@eeded level of inputs as possible
solution to overcome the difficulties found in t®MEs and financial institutions. With
respect to the role of Lean Six Sigma in reducimg defects, it has been demonstrated in

several studies that the defect is reduced aiemplementation in manufacturing systems.

Despite documented importance of Lean Six Sigmadeweloped countries, no known local
study has been conducted in the country to deternmiplementation of lean six sigma in
Kenya; this study sought to fill the existing restagap by researching on Lean Six Sigma
implementation in CfC Stanbic bank. The study wéEk to answer the following questions;
what are the challenges faced in the implementabbhean Six Sigma? What are the

benefits accrued by commercial banks on implemgritean Six Sigma?



1.3 Objectives of the Study
The objectives of the study were to:
i.  Establish the practices relating to implementatibhean Six Sigma
i.  Establish the benefits of implementing the LeanSgma programme

iii.  Establish the challenges in implementing the LearS&ma programme

1.4 Value of the Study

The study would be of importance to other finanaiadl other institutions whose interest lies
on improved services delivery for customer satisfac It would assist the institutions in
pointing out areas of difficulties in the allocaif resources towards addressing priority

needs.

The study would provide a platform for further rasd in the area of implementation of
Lean Six Sigma that would contribute to successiydlementation of this methodology in
business enterprises. In the academic field, futesearchers can use the study as a reference

point if one is researching on implementation chh&ix Sigma and related topics.
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CHAPTER TWO: LITERATURE REVIEW

2.1 Introduction

Businesses are always on the lookout for ways fwome their bottom line and approaches
to business improvement come and go but improvnedobttom line never goes out of style.
Business improvement methodology has been devedpinthe last century (Snee, 2004a,
b). While improvement has always been an endealbusiness, but improvement as we
think about it today began with the seminal workiaf/lor (1911) on scientific management.

Lean Six Sigma is the latest generation of improsenapproaches.

Lean and Six Sigma are popular contemporary pracga®vement methodologies intended
for companies striving for operational excellendenfpeiter and Maleyeff, 2005). Both have
roots in the industrial revolution started by Hefiigrd in the early twentieth century. The
ideas that arose at that time were studied, matdied taken to Japan by Toyota gurus Eiji
Toyoda and Taiichi Ohno (Dahlgaard and Dahlgaant;FP2006). From this starting point,
the concepts Six Sigma and Lean have evolved aawgeld the way that many people view
improvement work (Byrnet al, 2007). However, even though these concepts havgesl

in somewhat different directions, there has beersicerable cross-fertilisation and a merger
of the two may even create room for more. Such eyends frequently referred to as Lean
Six Sigma or Lean sigma (Van den Heuwl al, 2006). Advocates often stress the
complementary benefits of combining the pragmatid galue-centred Lean together with
the data-driven Six Sigma (Kumat al, 2008). The more down-to-earth Lean initiatives
could be applied to day-to-day problems and thewe®-demanding Six Sigma to more

complex problems (Magnussenal, 2003).
11



2.2 Objectives of Lean Six Sigma

Lean Six Sigma is a business strategy and methggdlat increases process performance
resulting in enhanced customer satisfaction andaxgal bottom line results. It is also being
widely recognized that Lean Six Sigma is an effecteadership development tool. Welch
and Welch (2005) points out that “Perhaps the Eget most unheralded benefit of Six
Sigma is its capacity to develop a cadre of greatiérs.” Leaders enable an organization to
move from one paradigm to another; from one wayardking to another way of working. In
making these shifts, work processes of all kindscpanged. Lean Six Sigma provides the
concepts, methods and tools for changing processss Six Sigma is thus an effective

leadership development tool in that it prepareddesfor their role, leading change.

Lean Six Sigma is needed because organizationsraindduals need a methodology for
improvement and problem solving. Processes do eiobetter by themselves. In fact, if not
improved on some periodic basis, processes dedggiover time. A systematic approach to
improvement is needed to improve performance asuned by quality, cost, delivery and
customer satisfaction. Customer needs are evegoitaand increasing. Cash flow is always
critical to the success of an organization. Bottoma improvements provide the cash needed
to fuel innovation and growth. Lean Six Sigma wotketter than previous approaches

because it integrates the human and process agfigetscess improvement (Snee, 2000).

Six Sigma places a clear focus on getting bottora tesults. Identification of the business
impact is part of the methodology. No Lean Six Sagonoject is approved unless the bottom

line impact has been identified. Bottom line impgets the attention of top management for,

12



as quality expert Joseph Juran has pointed oui, ldreguage is money. The five-phase
improvement process: define, measure, analyze,omeprcontrol (DMAIC) sequences and
links in a useful way key statistical and otherlsothhat have been found to be effective in
improving processes. While not totally new (Hoertié&&nee, 2002), no improvement process
has done this so effectively. These three featurgegration of the human and process
elements of improvement; clear focus on gettingdmatline results ; and a method that
sequences and links improvement tools into an dvagparoach, when combined with other
aspects of Lean Six Sigma, produce a deploymentoapp that is better than the

deployment approaches used by other improvemdrdtines.

2.3 Lean Six Sigma Project Process

To remain competitive, efficient and agile, comganin services need, increasingly, a
constant investment in innovation in the procesks8S is a methodology that, by combining
two of the most popular tools for improving perf@mee of organizations in the 1990s, Six
Sigma and lean management, allows us to meet #esl iide Koninget al, 2006). Its

advantages include the cost control and capitastment, and improvements in the quality
of service and customer satisfaction. It is congdean accurate and efficient methodology
to support the development of a system of intedrgteality management in any business in

order to perform virtually free of errors and wastdime (George, 2002).

Services are by nature very often bound by time&eims of the processes that are run and
lead to the delivery of an outcome that benefittistomer. In services organizations, lean

comes in as a methodology to reduce waste (in tefmtisne) and to allow the process to

13



become more efficient. It requires the examinatiwhn the process from the client's
perspective, in order to eliminate the waste amdfiziency. Six Sigma, however, focus on
refining the process, reducing the variability, dbtain the same result at least 99.9997

percent of the time (Six Sigma).

Koning et al. (2008a, b) proposed a framework for the integratib lean and Six Sigma,

consisting of a project organization structure Hage Six Sigma (black belts (BB), green
belts (GB), and champions) and in extensive trginmmograms and a define, measure,
analyse, improve and control (DMAIC) approach, wéhn analysis tools and improvement
models embedded and concepts/classifications df ledn and Six Sigma combined.
Recently, publications have appeared in the liteeatievoted to applying these tools in the
financial (Hensley and Dobie, 2005) and healthKdaing et al, 2006) sectors. According

to Antony (2008), this trend will increase signéitly over the coming years, particularly in
Europe, given the importance of these sectorseaetonomic development of any country.

This statement confirms the high interest of thfsd.

Unfortunately, there is still a limitation in thpread of Six Sigma in services, since its use in
other services besides health care and financralcss is relatively unexplored. In fact,
limited application can also be found in call cestdduman resources and in product support
services (Chakrabarty and Tan, 2007). An importeature regarding Six Sigma research is
the lack of a theoretical framework in the existlitgrature, which is probably related to the

scarce contribution in the literature from acadeans (Chakrabarty and Tan, 2007).
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Several authors (Henderson and Evans, 2000) hawdiedt the CSF for Six Sigma
implementation. The following factors are amongnie@re important (Henderson and Evans,
2000): Top-down top management commitment, sindeelips to influence and restructure
business organizations and the cultural changetitudes of individual employees toward
quality in a short implementation period. Extensigkication and training in Six Sigma and
project management and certification processes rémtlt in GB, BB, and Master Black
Belts (MBB). Change in organizational culture atdicgure, to a project driven approach,
and change in communication plan and channels, ativate individuals to overcome
resistance and to educate senior managers, emp|aed customers on the benefits of Six
Sigma. Measure the success in terms of financiaéfits, since it facilitates the acceptance

by employees and help them to relate to Six Sigrogegt outcome (Goh, 2000).

Other less important factors are: strategic foouhé customer, emphasizing the quality and
product specifications, in human resources manager(ldRM) and in buyer-supplier
relationships, emphasizing the Six Sigma perforradeeels; clear performance metrics, to
maintain a goal-oriented approach (although it rhaydifficult to identify the variables);
expanding Six Sigma to HRM and organizational psscehinking and measuring
(Waterbury and Bonilla, 2008).Fryet al. (2007) have broadened the list and presented 13
key CSF for continuous improvement initiatives (SBigma, kaizen, total quality
management): management commitment; customer meameage supplier management;
quality data, measurement, and reporting; teamwarkymunication; process management;
ongoing evaluation, monitoring, and assessmentinitiga and learning; employee

empowerment; goal management culture; product deaigd organizational structure.
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Other factors suggested included recognition andam® systems, effective use of
technology, cultural change, trust in organizatéord project selection, and prioritization.
Regarding lean management project implementatiachaAgaet al. (2006) stressed that
management involvement and commitment are pertispsbst essential factors in aiding
any of the desired productivity improvement initras, followed by financial capabilities,

skills and expertise and an organizational culafreustainable and proactive improvement.

It is generally acknowledged that the factors dised above can be equally applicable to
services as they are to manufacturing (Chakratzemtly Tan, 2007). Badeit al. (1995) found
that although service sector organizations condigtehad a lower level (of practice)
compared with manufacturing organizations, botranizations agreed on the importance of
training, product/service design, supplier quafitgnagement, and employee relations but
there was a strong negative correlation with tHewels of practice regarding quality
departments and quality data and reporting. Onedei@awhether the findings would be the

same nowadays.

2.4 Benefits of Lean Six Sigma

As the definition of Lean A particular skill of aehn Six Sigma program facilitator is an
ability to influence cultural change and workplatmnge. From a project perspective, green
belt (GB) and black belt (BB) projects typicallytuen in excess of $50k and $175k per
project, respectively, (Harry, 1998). Experience Bhown that companies considered to be

doing an effective job of deploying Lean Six Sigrgat the following returns: large
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companies return 1-2 percent of sales/year andl smatedium size companies return 3-4

percent of sales/year (Snee, 20044, b). Thesergagss translate into sizeable savings.

The excitement grows when you realize that savaogsimulate year over year: for example,
a company getting 2 percent/year return get 2 peiocethe first year, 2+2=4 percent in the
second year, 2+2+2=6 percent in the third year, it of course assumes that the savings
are sustained over time; hence sustaining improuetrecomes a critical issue (Snee, 2006).
These levels of savings have been experiencedwida variety of industries around the
world including; chemical, automotive, finance, attenics, pharmaceuticals, health care,
and government. The companies involved are easdggnizable including GE, Du Pont,
Merck, Johnson & Johnson, W.R. Grace, Allied-Sigfaheywell, Bank of America,

Cummins, and so on (Snee and Hoerl, 2005).

2.5 Challenges of Lean Six Sigma Model

In order to adopt Lean Six Sigma as a rigid dateedr approach to achieve higher quality
performance in the long term, it has been suggdbsesda company must develop a unique
combination of resources and competencies thahgbhome” the benefits of Six Sigma

(Hug, 2006). This competency-based perspectiveaged on the premise that a company
needs to have the assets, skills and resourcessaegdo perform some selected activities
systematically in order to achieve a better contipetposition in the market place (Sanchez,
1996). According to these authors, the competeritéga® a cognitive aspect in terms of
knowledge and skills the company possesses andt@am aspect that enables a company to

deploy its competencies in a coordinated manner.
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According to Hug (2006), these competencies alstud® both personal and corporate
competencies. Personal competencies comprisec¢heital knowledge and charisma of the
Six Sigma facilitators leading the Six Sigma or he&igma deployment, that is the Black
Belts and Master Black Belts. Corporate competanciemprise a combination of skills,
knowledge and experience that enable a firm to emeiht a change program successfully
(Dunphyet al, 1997). These skills and knowledge are embeddeddorporate culture and
work methods and they can only develop throughicoat process improvement efforts

(Hug, 2006).

Organizations achieve success through the intebfatectioning of people, processes, and
technology. The strength of organization developgmies in its roots in organization
behavior and dynamics, and the application of actiesearch to improve human
performance and organizational effectiveness. 8m8 offers advantages as a complement
to use with other, less technical organizationalettgoment techniques when interventions

are required to improve operational processesgdgef2005).

For Lean Six Sigma to be successful, it must hasth bechnically and interpersonally
competent facilitators managing the program anditgathe improvement projects and the
company must have a unique combination of resoumecdssompetencies so that the program
is sustained in the long term (Hug, 2006). Thiscamsistent with the classical human
resources model which evaluates an organizatioadbas the three C's — competence of the
workforce, commitment of the management and culbditde organization (Rao, 1999). The

question arises, how to get more people — not tlustLean Six Sigma facilitators — to
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overcome the mental barriers of using statisticalysis using the DMAIC methodology for

everyday improvements within their workplace (Wiktband Wiklund, 2002).

An example of a competency-based perspective afessds where leadership commitment,
open communication, employee empowerment and téarmotwes exist in an organization
(Powell, 1995). It seems reasonable to assumdlbae factors are independent of the type
of improvement program so would equally apply tx Sigma and Lean Six Sigma
(Naslund, 2008). Organizational competency alsdudes the concepts of a learning
organization, an ability to work in teams and arprapriate infrastructure to allow

individuals to be creative and innovative (Huq, @00

The skills level of the Lean Six Sigma program litatior lead the projects are also critical to
success (Pyzdek, 2009). A particular skill of aneix Sigma program facilitator is an
ability to influence cultural change and workplacbkange taking place from project
improvement activities and this would be relatedht seniority of the role they play in the
organization. According to Hooper (Hooper and Deyi2002), the quality professional
needs to re-invent their role in an organizatiord anove from “quality control” to
“interpreters of business strategy” and drive titegration of all quality processes, metrics,
tools and accountancy systems to optimize the pwadoce of all departments. This could
mean that the role of the deployment facilitatouldotake a high level or a low level
depending on whether the role is senior and intiakor less senior, perhaps more analytical

and less influential, respectively.
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2.6 Empirical Studies

Lean and Six Sigma are popular contemporary praoga®vement methodologies intended
for companies striving for operational excellendenpeiter and Maleyeff, 2005). Both have
roots in the industrial revolution started by Hefgrd in the early twentieth century. The
ideas that arose at that time were studied, matddied taken to Japan by Toyota gurus Eiji
Toyoda and Taiichi Ohno (Dahlgaard and Dahlgaant;P2006). From this starting point,
the concepts Six Sigma and Lean have evolved aawgeld the way that many people view
improvement work (Byrnet al, 2007). However, even though these concepts havgesl

in somewhat different directions, there has beeatsiderable cross-fertilization and a merger
of the two may even create room for more. Such eyends frequently referred to as Lean
Six Sigma or Lean sigma (Antorst al, 2003; Van den Heuvedt al, 2006). Advocates
often stress the complementary benefits of compitive pragmatic and value-centred Lean
together with the data-driven Six Sigma (Kureaal, 2008). The more down-to-earth Lean
initiatives could be applied to day-to-day problesnsl the resource-demanding Six Sigma to

more complex problems (Magnussetral, 2003).

The Toyota Production System (TPS) provided thesbfms what is now known as lean
thinking, as popularised by Womack and Jones (198@kte was defined as “anything other
than the minimum amount of equipment, materialsitspaspace and time which are
absolutely essential to add value to the produRtisSell and Taylor, 2000). Working to this
brief through a process of trial and error, Ohnald@o on to achieve a new manufacturing
paradigm the Toyota Production System (TPS) (Wrted Prybutok, 2001). Lean

manufacturing extends the scope of the Toyota mtomiu philosophy by providing an
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enterprise-wide term that draws together the filements of “the product development
process, the supplier management process, thenoeistnanagement process, and the policy
focusing process for the whole enterprise” (Holw2@)7). The foundation of the lean vision
is still a focus on the individual product and vialue stream (identifying value-added and
non-value added activities), and to eliminate aiste, ormuda in all areas and functions
within the system — the main target of lean thigkfomack and Jones, 1996). Seven forms
of waste have been identifieaver-productiongefectsjunnecessary inventorinappropriate

processingexcessive transportatiowaiting; andunnecessary motion.

Lean six sigma uses tools from both toolboxes, idep to get the best of the two
methodologies, increasing speed while also inangaaccuracy (Mader, 2008). Benefits of
lean six sigma in the industrial world (both marmif@ing and service) include: ensuring
services/products conform to what the customer s\¢edice of the customer); removing
non-value adding activites (waste); reducing thencidence of defective

products/transactions; shortening cycle time; agltvering the correct product/service at the

right time in the right place.

The application of Lean Six Sigma in the servicet@ehas been less tried and tested, amid
fears that the processes in service industries aolend themselves to the rigorous
application of the set of statistical tools ass@elavith Six Sigma (Patton, 2005). There are
three main reasons why services need to apply SparSigma (George, 2003): Service
process can be slow and therefore costly, i.e.gtorerror and therefore leading to reduced
customer satisfaction. Many service processes amgplex and have too much “work-in-

progress” which leads to increased waiting timenea-value added cost. Call centres are a
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worldwide phenomenon. Countries such as The Netheés| Ireland, UK, Philippines, South
Africa and India all have large call centre indiestr In the USA there are over 55,000 call
centres employing approximately 2.9 million aggiMahesh and Kasturi, 2006). In the UK

the sector employs over 595,000 agents in 6,324eatres (Mintel, 2009).
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CHAPTER THREE: RESEARCH METHODOLOGY

3.1 Research Design

In this research a case study form of researchusad. A case study portrays a practical
profile of persons, events, or situations (Robs2002) in research. This allowed for the

collection of large amount of data in a highly eaancal way.

3.2 Respondents

The target respondents of this study were stafkimgrat CfC Stanbic Bank Head Office in
Nairobi. The study focused on the top, middle amdelr level management staff who are
directly dealing with the day to day managementhefbank. The study examined a sample
of staff drawn from the population of 200 managetrstaff. The population characteristic

was summarized in table 3.1 below.

Table 3.1: Target and Sample Population

Sections Population Proportion Sample Size
Top Management 28 0.3 8
Middle Level Management 75 0.3 23
Low level Management 97 0.3 29
Total 200 0.3 60

A sample is a small group obtained from accesgigpulation, (Mugenda & Mugenda,
2003). Sampling is the procedure a researcher tosgather people, places or things to

study, (Kombo & Tromp, 2006). It is the processsefecting a number of individuals or
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objects from a population such that the selectedigrcontains elements representative of
characteristics found in the entire group, (Orodma Kombo, 2002). Stratifiedandom
sampling was applied in carrying out the study assthe departments, a sample of 30% of
the total population was used therefore 60 respusdmnstituted the sample population for
the study, according to Gay 1983 as cited by Mugesmntd Mugenda, (2003) suggests that
for descriptive studies at least 10% - 20% of ttaltpopulation is enough. Stratified random
sampling ensures inclusion, in the sample, of soligs, which otherwise would be omitted
entirely by other sampling methods because of thm@ll number of population, (Mugenda

& Mugenda, 2003).

3.3 Data Collection

In order to investigate implementation of Lean Sigma in, self-administered drop-and-pick
later questionnaires were distributed to managedssanior employees currently employed
by CfC Stanbic Bank. This study utilized a quest@ire to collect primary data as used in
various previous research projects (Lumpkin andspe&$01). The questionnaire was
designed in this study comprised of two sectiofe first part included the demographic and
operational characteristics designed to determinaddmental issues including the
demographic characteristics of the respondent. $&eond part was devoted to the
identification of implementation of lean six signmathe banking industry. The questionnaire
was designed to include both structured and ursired questions. The structured questions
was used in an effort to conserve time and moneyedisas to facilitate an easier analysis as

they were in immediate usable form; while the wndtired questions was used so as to
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encourage the respondent to give an in-depth dhdefsponse without feeling held back in

revealing of any information.

3.4 Data Analysis and Presentation

Before processing the responses, the completedigumesire was edited for completeness
and consistency. The research used both qualitatidequantitative data, for the qualitative
data content analysis was used and the findingsepted in a prose form. For the
guantitative data descriptive statistics was usesummarize the data. This included mean,

standard deviation, percentages, frequencies,stalé other graphical presentations.
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CHAPTER FOUR: DATA ANALYSIS, RESULTS AND DISCUSSION

4.1 Introduction

This chapter discusses the interpretation and ptasen of the findings obtained from the
field. Descriptive and Inferential statistics hdxeen used to discuss the findings of the study.
The study targeted a sample size of 60 respondi@mswhich 55 filled in and returned the
questionnaires making a response rate of 91.69%. rEsponse rate was satisfactory to make
conclusions for the study. The response rate wargsentative. According to Mugenda and
Mugenda (1999), a response rate of 50% is adefpradémalysis and reporting; a rate of 60%
Is good and a response rate of 70% and over idlexteéBased on the assertion, the response

rate was considered to excellent.

4.2 Respondents Information

The study requested the respondent to indicate digei category, from the findings, 34% of
the respondents indicated that they were aged be#ieto 50 years, 32% of the respondents
indicated that they were aged between 31 to 40syd8fo of the respondents indicated that
they were aged between 20 to 30 years, whereas df6thé respondents indicated that they
were aged above 51 years. This is implies thatoresgnts featured in this study were well

distributed in terms of their age.

The study requested the respondent to indicate thghest level of education. from the
findings, 38% of the respondent indicated theirhbi} level as college, 32% of the

respondent indicated their highest level of edocats university, whereas 30% of the
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respondents indicated their highest level of edooads post graduate, this is an indication
that most of the respondents focused in this sty degree certificates as their highest

levels of education.

The study requested respondent to indicate the euoflyears they had served for. From the
findings the study established that 40 % of th@eadents had served for a period of above
12 years 32% of the respondent indicated that tlaelyserved for a period raging between 3
to 9 20% of the respondents had served for ageenging 9 to 12 years, whereas 8% of
the respondents indicated to have served for agheifi less than 3 years, this indicates that
majority of the respondents had served for a camable period which implies that most of

the respondents had vast knowledge which coul@lerupon by this study.

4.3 Objectives of Lean Six Sigma Implementation i€fC Stanbic

The study sought to establish whether the objextioé Lean Six Sigma affect its
implementation, from the finding 84% of the respentdindicated that the objectives of Lean
Six Sigma affect its implementation whereas 16%ewdrcontrary opinion. The respondents

were to provide ‘Yes’ or ‘No’ as their response.

Figure 4.1: Effects of objectives of Lean Six Sigma on Impleméation
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This implies that the objectives of Lean Six Sigaffect its implementation and should be
communicated once and organization makes a dedisiomplement such a project.
Respondent were requested to indicate the extemthtoh objectives of Lean Six Sigma

affects its implementation.

Figure 4.2: Extent to which the objectives of Learsix Sigma affect its Implementation
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The study sought to determine the extent to whigjeatives of Lean Six Sigma affects its

implementation, from the findings 48% of the respemts indicated to a great extent 27.3%
of the respondents indicated to a very great extehere as 20% of the respondents
indicated to a moderate extent.

This implies that the objectives of Lean Six Sigafiect its implementation to a great extent.
The study revealed that the key objectives of L& Sigma were ensuring efficient

utilization of resource and helping in the managenoé resources in the bank.
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Table 4.1: Attributes relating with Lean Six Sigmamethodology

processes

Attribute S
ks
>
()
©
2
@
c S
S | B
= 0
Lean Six Sigma is needed because organizationsiratiidduals need a1.60 | 0.27
methodology for improvement and problem solving
When combined with other aspects of Lean Six Sigmajuce a deploymentl.68 | 0.27
approach that is better than the deployment appesaaised by other
Improvement initiatives
Lean Six Sigma is an effective leadership developrteol in that it prepares1.70 | 0.23
leaders for their role leading to change
Lean Six Sigma works better than previous appracatieeause it integrated.70 | 0.26
the human and process aspects of process improvemen
Lean Six Sigma is a business strategy and methggdhat increases proces$.76 | 0.26
performance resulting in enhanced customer satigfacand improveg
bottom line results
A systematic approach to improvement is neededthpryave performance asl.78 | 0.23
measured by quality, cost, delivery and customesfaation
Lean Six Sigma provides the concepts, methods aot$ tfor changing 2.94 | 0.23

Respondents were requested to indicate their vagreement with the above statements,
with a scale of 1 — 5 where; 1 is where they stipragree and 5 strongly disagree. The
study sought to determine the respondents levelgoéement with the above statements,
from the findings majority of the respondents adré®t : Lean Six Sigma is needed because
organizations and individuals need a methodologyinfprovement and problem solving as
shown by a mean of 1.60, when combined with odispects of Lean Six Sigma, produce a

deployment approach that is better than the depoymapproaches used by other
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improvement initiatives as shown by a mean of 11683n Six Sigma works better than
previous approaches because it integrates the huandn process aspects of process
improvement. Lean Six Sigma is an effective leauprdevelopment tool in that it prepares
leaders for their role leading to change as showrabmean of 1.70 in each case. This
technique is a business strategy and methodology iticreases process performance
resulting in enhanced customer satisfaction andomga bottom line results as shown by a
mean of 1.76, A systematic approach to improvengnteded to improve performance as
measured by quality, cost, delivery and customasfaation as shown by a mean of 1.78,
Lean Six Sigma provides the concepts, methods @wid for changing processes as shown
by a mean of 2.94, the findings concurs with thedgtconducted by George, (2002).
Considered Lean Six Sigma as an accurate and esffianethodology to support the
development of a system of integrated quality mansnt in any business in order to
perform virtually free of errors and waste of timBadriet al. (1995) found that although
service sector organizations consistently had aetolevel (of practice) compared with
manufacturing organizations, both organizationseadron the importance of training,
product/service design, supplier quality managepard employee relations but there was a
strong negative correlation with their levels oagtice regarding quality departments and

quality data and reporting.

4.4 Lean Six Sigma Project Implementation Process

The study sought to establish whether Lean Six Signoject process affect implementation

of Lean Six Sigma
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From the finding 58% of the respondent indicatedt tbean Six Sigma Project process
affects implementation of Lean Six Sigma wherea$bo4®ere of contrary opinion.
Respondents were requested to indicate their vagreement with the above statements,
with a Yes or No answer. This implies that Lean Sigma Project procesaffects
implementation of Lean Six Sigma. It should howedvemoted that a good proportion of the
respondents believe the process does not affeetsililly requested to indicate the extent to
which Lean Six Sigma Project procesféect implementation of Lean Six Sigma. From the
findings 52% of the respondents indicated to atgertent 28% of the respondents indicated
to a very great extent, whereas 20% of the respusadadicated to moderate extent, this

implies that the Lean Six Sigma Project procs$sct implementation of Lean Six Sigma to

a great extent.

Table 4.2: Factors affecting implementation of LearSix Sigma

Attributes % S

c T

S |8 3

= n o
Strategic focus on the customer 1.60 0.27
Effective use of technology 1.60 0.27
Change in organizational culture and structure 1.68.27
Reward systems 1.68 0.27
Clear performance metrics 1.70 0.23
Expanding Six Sigma to HRM 1.70 0.26
Top-down top management commitment 1.72 0.25
Change in communication plan and channels 1.12 0.28
Emphasis on the quality and product specifications 1.76 0.26
Trust in organization and project selection 1.78 230.
Extensive education and training in Six Sigma 1.800.24
Prioritization 2.44 0.23
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To determine the extent to which the above facffect implementation of Lean Six Sigma,
respondents were requested to indicate their levalgreement with the above statements,
with a scale of 1 — 5 where; 1 is where they stipagree and 5 strongly disagree. The study
sought to establish the extent to which the abaetofs affect implementation of Lean Six
Sigma. From the findings, the following factorseeffs were indicated to a great extent;
effective use of technology, strategic focus in ¢hetomer as shown by a mean of 1.60 in
each case, change in organizational culture andtate, reward systems, as shown by a
mean of 1.68 is each case, expanding Six SigmaRM,Hclear performance metrics as
shown by a mean of 1.70 in each case, change imooimation plan and channels, Top-
down top management commitment as shown by a meary? in each case, emphasis on
the quality and product specifications as show lmgean of 1.76, Trust in organization and
project selection as shown by a mean of 1.78 suadlyf Prioritization as shown by a mean

of 2.44.

4.5 Benefits of Lean Six Sigma

The study requested the respondent to indicate theel of agreement with the above

statements relating to the perceived benefits BnL®ix Sigma.

Respondents were requested to indicate their lgvagreement with the statements below,
with a scale of 1 — 5 where; 1 is where they stipagree and 5 strongly disagree. From the
findings majority of the respondents agreed thabp®r deployment of Six sigma increase
sales returns as shown by a mean of 1.70, Pr@moyiment of Six sigma leads to increased
savings as shown by a mean of 1.72, Six sigmaisgstavings over time hence sustaining

improvement as shown by a mean of 1.80, The bermfg sustainable over a long period of
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time as shown by a mean of 1.82, Lean Six sigmeefiienare both in financial and
efficiency form as shown by a mean of 1.88 Six sigtneates process improvements that
enhance customer satisfaction and the financidpeance The benefits of Lean Six Sigma
are realised both in the short and long-term, asvatby a mean of 1.90 in each case and that
The benefits are visible to all staff as shown byne@an of 1.96, finally respondents were

moderate that benefits are visible to all staff.

Table 4.3: Statements relating to the perceived befits in Lean Six Sigma

Attributes

5 C‘E :
Proper deployment of Six sigma increase salesngtur 1.70| 0.29
Proper deployment of Six sigma leads to increasgohgs 1.72| 0.31
Six sigma sustains savings over time hence sustpimprovement 1.80 0.25
The benefits are sustainable over a long periddref 1.82| 0.30
Lean Six sigma benefits are both in financial affidiency form 1.88| 0.27

Six sigma creates process improvements that enharstemer satisfaction and..90 | 0.21
the financial performance

The benefits of Lean Six Sigma are realised bothénshort and long-term 1.90 0.19
The benefits are visible to all staff 1.96 | 0.23
The benefits of Lean Six Sigma are realised irsti@t term only 3.40 0.98

The benefits of Lean Six Sigma are realised insti@t term only as shown by a mean 3.40.
The finding concurs that, in order to increase thenefits of Lean Six Sigma, the

organization should prepare its levels in all wdysselecting and training personnel as well
as ensuring well-rounded skills in all analysts.eddure the success in terms of financial
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benefits, since it facilitates the acceptance bpleyees and help them to relate to Six Sigma
project outcome (Goh, 2000). Other less importattdrs are: strategic focus in the
customer, emphasizing the quality and product $pations, in human resources
management (HRM) and in buyer-supplier relationshipmphasizing the Six Sigma
performance levels; clear performance metrics, taintain a goal-oriented approach
(although it may be difficult to identify the vabies); expanding Six Sigma to HRM and

organizational process thinking and measuring (Ydaty and Bonilla, 2008).

4.5 Challenges of Lean Six Sigma Model

The study established that there were challengesceted with, Lean Six Sigma Model,
some of the challenges are that it takes a lah@# to train people and then work through all
of the steps (DMAIC) each time a problem needsetsdived, there are almost always a lot
of missteps when first starting a Six Sigma progthat confuses and frustrates employees at
all levels, Not typically part of the organizatiosgucture or culture so very hard to adjust
and change to the Six Sigma Methodology, The lomgtiactors frustrate many people - do
not typically see immediate results. The findingsaw to fix the problem are sometimes not
done as management does not want to do it (fishé)way the Six Sigma team identifies.
The accountants have a hard time justifying the sagings as the reports are not typically
part of the business book keeping system. Many Ipedp not want to be bothered by the
"discipline" that Six Sigma tries to instill inthé organization. Unfortunately, there is still a
limitation in the spread of Six Sigma in servicggice its use in other services besides health

care and financial services is relatively unexplora fact, limited application can also be
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found in call centers, human resources and in mtoslupport services (Chakrabarty and Tan,

2007).

Table 4.4: Level of agreement on various challenges

Attribute
55
. T ®
a c .=
5 82
S | b
Organizations achieve success through the inteyfatectioning of people, 1.50| 0.27
processes, and technology
Organizational competency also includes the comscept a learning 1.60| 0.27

organization, an ability to work in teams.

The strength of organization development lies igaaization behavior andl.68| 0.27
dynamics, and the application of action researchmfarove performance and
effectiveness
In order to adopt Lean Six Sigma to achieve highality performance in thel.70| 0.29
long term, the bank must develop a unique cominnadf resources and
competencies

The bank’s competencies comprise a combinationkiis sknowledge and 1.70| 0.23
experience that enables a the bank to implemehn&age program successfully

The bank needs to have the necessary assets, akilsesources in order td.80| 0.25
achieve a better competitive position in the maptate

For Lean Six Sigma to be successful, it must hagth bechnically and 1.82| 0.30
interpersonally competent facilitators managingghmgram
Lean Six Sigma offers advantages as a complemenseowith other, less1.90| 0.19
technical organizational development techniques nwheterventions are
required to improve operational processes
A particular skill of a Lean Six Sigma program Isetability to influence 1.96| 0.23
cultural change and workplace change for bettefiopaance and high yields

Respondents were requested to indicate their ldvagreement with the statements below,
with a scale of 1 — 5 where; 1 is where they stipagree and 5 strongly disagree. Majority
of the respondents agreed that organizations aehmwccess through the integrated

functioning of people, processes, and technologghas/n by a mean of 1.50. Organizational
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competency also includes the concepts of a leaimiggnization, an ability to work in teams
as shown by a mean 1.60, the strength of orgaaizatevelopment lies in organization
behavior and dynamics, and the application of actesearch to improve performance and
effectiveness as shown by a mean of 1.68. The bamtkhpetencies comprise a combination
of skills, knowledge and experience that enabldseabank to implement a change program
successfully, in order to adopt Lean Six Sigmadioieve higher quality performance in the
long term, the bank must develop a unique comianaif resources and competencies, as
shown by a mean of 1.70, the bank needs to haveettessary assets, skills and resources in
order to achieve a better competitive positionhia market place as shown by a mean of
1.80, for Lean Six Sigma to be successful, it ninaste both technically and interpersonally
competent facilitators managing the program as shbbyva mean of 1.82. Lean Six Sigma
offers advantages as a complement to use with ,oless technical organizational
development techniques when interventions are requo improve operational processes as
shown by a mean 1.90, and that a particular skl bean Six Sigma program is the ability
to influence cultural change and workplace chamgédétter performance and high yields as
shown by a mean of 1.96. The findings above conetitts findings by Hooper and Devine,
(2002), they say that a particular key skill oL@an Six Sigma program facilitator is an
ability to influence cultural change and workplacbkange taking place from project
improvement activities and this would be relatedhte seniority of the role they play in the
organization.

To overcome the challenges of implementing Six Sigtme organisation will needs a
structured approach to assessing the status afrtfamization, prepare the organisation at all

levels in all ways, selecting and training persénme@suring well-rounded skills in all
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analysts, listening to feedback in an unbiased way using structured measurement

methods to assess if the method is truly addinglés&red benefits to the business.

4.6 Practices in implementation of Lean Six Sigma

The study sought to examine the level at whichoredpnts agreed with statements relating

to training.

Table 4.5: Statements relating to training

Attributes
S
ke
>
= 3
g |z
= N
Identifying and training staff so as to create alfd champions, yellow and | 1.70 0.23
green belts who can be deployed across the ordgemmza
Benchmarking its own processes against the market .70 1} 0.26
General training of all staff in matters relatimgLtean Six Sigma 1.76 0.29
Employment of 5’s in improving the working enviroant 1.76 0.26
Involving of external professional in implementatio 1.84 0.29
Use of the DMAIC methodology 1.86 0.29
Adequate training of the Executive of Lean Six Sigm 1.88 0.23
Use of Six Sigma methodology 1.88 0.27
Use of Lean Methodology 1.90 0.22
Mapping of all processes to identify areas of inmgraent 1.94 0.27

Respondents were requested to indicate their ldvagreement with the statements below,

with a scale of 1 — 5 where; 1 is where they stipagree and 5 strongly disagree. From the
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findings majority of the respondents agreed tontiging and training staff so as to create a
pool of champions, yellow and green belts who candbployed across the organization,
Benchmarking its own processes against the maakeshown by a mean of 1.70 in each
case. General training of all staff in matterstieato Lean Six Sigma, Employment of 5’s
in improving the working environment as shown hym@an of 1.76 in each case, Involving of
external professional in implementation as showrnabyean of 1.84, Use of the DMAIC
methodology as shown by a mean of 1.86 Use of gim& methodology, Adequate training
of the Executive of Lean Six Sigma as shown by amf 1.88, Use of Lean Methodology
as shown by a mean of 1.90,and finally by Mapph@ll processes to identify areas of
improvement as shown by a mean of 1.94. Welchvdalth (2005) points out that “Perhaps
the biggest but most unheralded benefit of Six Sigsits capacity to develop a cadre of
great leaders.” Bottom line improvements provide tdash needed to fuel innovation and
growth. Lean Six Sigma works better than previoppreaches because it integrates the

human and process aspects of process improvenssg,(3000).
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CHAPTER FIVE: SUMMARY, CONCLUSIONS AND

RECOMMENDATIONS

5.1 Introduction

From the analysis and data collected, the followidgcussions, conclusion and
recommendations were made. The responses were tdagbd objectives of the study. This
study therefore seeks to establish the practidasmng to implementation of Lean Six Sigma
in the banking industry, establish the benefits implementing the Lean Six Sigma

programme, and establish the challenges in impléngthe Lean Six Sigma programme.

5.2 Summary of the Findings

The study established that Lean Six Sigma is rebdeause organizations and individuals
need a methodology for improvement and problemisg)vWhen combined with other

aspects of Lean Six Sigma produce a deploymenbapprthat is better than the deployment
approaches used by other improvement initiativesanL Six Sigma works better than
previous approaches because it integrates the huandn process aspects of process
improvement, Lean Six Sigma is an effective leduprdevelopment tool in that it prepares
leaders for their role leading to change and thedin Six Sigma provides the concepts,

methods and tools for changing processes.

The study further revealed that establish the falg factors affect implementation of Lean

Six Sigma to a great extent , Effective use of mebdbgy, strategic focus in the customer,
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Change in organizational culture and structure, &dvsystems, Expanding Six Sigma to
HRM, Clear performance metrics, Change in commuiaggplan and channels, Top-down
top management commitment, Emphasis on the quatity product specifications, Trust in

organization and project selection and finally Rtipation.

The study revealed that Proper deployment of Sgai increase sales returns, Proper
deployment of Six sigma leads to increased savi8gssigma sustains savings over time
hence sustaining improvement and the benefitsus®isable over a long period of time. It
also brought out that Lean Six Sigma benefits atl n financial and efficiency form , Six
sigma creates process improvements that enhantenmrssatisfaction and the financial
performance, the benefits of Lean Six Sigma arksezhboth in the short and long-term and
that the benefits are visible to all staff. Finallgspondents were moderate that the benefits
of Lean Six Sigma are realised in the short terity.ofhe study revealed that, in order to
increase the benefits of Lean Six Sigma, the omgdion should prepare its levels in all
ways, by selecting and training personnel as welleasuring well-rounded skills in all

analysts.

The study established that there were challengesceted with ,Lean Six Sigma Model,
some of the challenges are that it takes a lah@# to train people and then work through all
of the steps (DMAIC) each time a problem needsetsdived, there are almost always a lot
of missteps when first starting a Six Sigma progthat confuses and frustrates employees at

all levels, not typically part of the organizatiossucture or culture so very hard to adjust
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and change to the Six Sigma Methodology, the |lomgtiactors frustrate many people - do

not typically see immediate results.

The study revealed , that Organizations achieveesscthrough the integrated functioning of
people, processes, and technology, Organizatimmapetency also includes the concepts of
a learning organization, an ability to work in tegrthe strength of organization development
lies in organization behavior and dynamics, andaiy@ication of action research to improve
performance and effectiveness, the bank’s compietermomprise a combination of skills,
knowledge and experience that enables a the banknptement a change program
successfully, In order to adopt Lean Six Sigmadioieve higher quality performance in the
long term, organizations must develop a unique ¢oation of resources and competencies,
the bank needs to have the necessary assets,asldlisesources in order to achieve a better
competitive position in the market place, for Le&&ir Sigma to be successful, it must have
both technically and interpersonally competentlifi@ators managing the program, Lean Six
Sigma offers advantages as a complement to useothir, less technical organizational
development techniques when interventions are redub improve operational processes,
and that a particular skill of a Lean Six Sigmagveon is the ability to influence cultural

change and workplace change for better performandéigh yields.

The study established that there was need ofifgliengt and training staff so as to create a
pool of champions, yellow and green belts who weeployed across the organization,
benchmarking its own processes against the magkeieral training of all staff in matters

relating to Lean Six Sigma, employment of 5’s inphoving the working environment,
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Involving of external professional in implementatiaise of the DMAIC methodology of Six
Sigma methodology, adequate training of the Exeeutif Lean Six Sigma, use of Lean

methodology, and mapping of all processes to itleateas of improvement,

5.3 Conclusions

The study concludes that Lean Six Sigma is nebéeduse organizations and individuals
need a methodology for improvement and problemisg)vif the methodology is well
applied, it can produce a better approach thlerodeployment approaches used by other
improvement initiatives because it integrates thenéin and process aspects of process
improvement,

The study further concludes that factors like dffecuse of technology, strategic focus in
the customer, change in organizational culture stingcture, reward systems, expanding six
sigma to HRM, clear performance metrics, changsommunication plan and channels, top-
down top management commitment, emphasis on tHéyjaad product specifications, trust
in organization and project selection and prioaitian affects the implementation of Lean
Six Sigma.

Proper deployment of Lean Six Sigma leads to irsdasales returns, leads to increased
savings, helps to sustains savings over longogeime hence sustaining improvement,
creates process improvements that enhances cussatisfaction and financial performance.
The study further concludes that among the challenassociated with implementation
process were, it takes a lot of time to train peaghd then work through all of the steps
(DMAIC), there are almost always a lot of misstegsen first starting a Lean Six Sigma

program that confuses and frustrates employeel lavals. The long time factors frustrate
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many people - do not typically see immediate resdlhe findings of how to fix the problem
are sometimes not done as management does notovdmtit (fix it) the way the Six Sigma

team identifies.

5.4 Recommendations

From the finding and conclusions the study recomusethat banks should consider
adopting Lean Six Sigma management methodologg, whil bring improvement at all
levels of an organization. Once Lean Six Sigmandedded in the corporate culture, the
organizations processes will continue to show impnoent. This is so because; new
problems can be quickly identified and corrected ttuthe close monitoring.

In endeavoring to stimulate the process implememtadf Lean Six Sigma, the study
recommends that, the organizations needs to lottedbigger picture rather than assume the
method itself is the solution, the management shmdke sure that the right framework is in
place to make the method work, the management dgladsd put in place valid measures for
the method in order to test whether it’s reallyiagdany value to projects or not.

To overcome the challenges of implementing LeanSs@gma projects, the organizations the
organization needs a structured approach in asge® status of the organization, it should
prepare the at all levels of management i.e. bgctiely and training personnel, ensuring
well-rounded skills in all analysts, listening teetilback in an unbiased way and using
structured measurement methods to assess if tHeochet truly adding the desired benefits

to the organization.
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5.5 Limitations of the Study

The main limitation of study is its inability todglude more commercial banks in the Country.
This is a study focusing on CfC Stanbic Bank. Tikislue to the levels of adoption in the
country. The study could have covered more comraketmanks across country so as to
provide a more broad based analysis. The studyuateed problem by carrying a study

across the departments and the branches of Cf@i§taank of Kenya in Nairobi.

The respondents approached seemed to be relunt@ing information fearing that the

information sought would be used to intimidate th@anprint a negative image about them or
the Bank. Some respondents would even turn dowrrepeest to fill questionnaires. The
study handled the problem by assuring them thainfloeemation they give would be treated

confidentially and it would be used purely for agamic purposes.

Bankers operate on tight schedules; respondents mggrable to complete the questionnaire
in good time and this overstretched the data cidlegeriod. To mitigate this limitation, the
study made use of network to persuade targetecomdspts to fill up and return the

questionnaires.

The researcher also encountered problems in elicitiformation from the respondents as
the information required was subject to areas elirigs, emotions, attitudes and perceptions,

which cannot be accurately quantified and/or vedifobjectively.

This led to slowness in responsiveness due to #ileof confidentiality surrounding the

banking institutions. The researcher encouraged réspondents to participate without
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holding back the information they might be havirggthe research instruments would not

bear their names.

5.6 Suggestions for Further Study

The study sought to establish implementation onL8& Sigma a case study of CfC Stanbic
bank. The study recons that an in-depth study shioelldone across several industries would
the ideal to determine the practices, challengesbemefits of implementation of Lean Six

Sigma.
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APPENDICES

Appendix I: Questionnaire

This questionnaire is designed to collect datahenmplementation of Lean Six Sigma in the

in CfC Stanbic bank. The data shall be used fodetec purpose only and it will be treated

with confidentiality it deserves. Kindly respondttee statements in this questionnaire in the
most truthful and objected way possible. Your ggation in facilitating this study will be

highly appreciated.

Kindly tick in the space provided with the corractswer or supply the required information

where, required, please specify and elaborate.

Part A: Demographic Information

1. Indicate your age bracket

20-30 yrs [ ]
31-40 yrs [ ]
41-50 yrs [ ]

51 and above [ ]

2. State your highest level of education

College [ ]

University [ ]
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Postgraduate [ ]

3. For how long have you been working in your orgainize?

Less than 3 years [ ]

3to 9 years [ ]
9to 12 years [ ]
Above 12 years [ ]

Part B
SECTION B: Implementation of Lean Six Sigma in CfCStanbic
Section 1: Objective of Lean Six Sigma
1. In your opinion do the objectives of Lean Six Sigafiect its implementation?
Yes No

[ ) (]

2. To what extent do the objectives of Lean Six Sigfiact its implementation?

To a very great extent [1]
To a great extent []
To a moderate extent []
To a little extent [1]

To no extent []
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3. In your opinion what are the various objectives efn Six Sigma?

4. What is your level of agreement with the followisigtements?

(Where; 1-strongly agree and 5 strongly disagree)

Attribute 112 |3|4|5

Lean Six Sigma is a business strategy and methggotbat
increases process performance resulting in enhamtestomer

satisfaction and improved bottom line results

Lean Six Sigma is an effective leadership develogrmol in that it

prepares leaders for their role leading to change

Lean Six Sigma works better than previous appraadiezause it

integrates the human and process aspects of priogess/ement

When combined with other aspects of Lean Six Sigpnaduce 3

(2]

deployment approach that is better than the deptoyrapproache

used by other improvement initiatives

Lean Six Sigma is needed because organizationsirahdduals

need a methodology for improvement and problemisglv

A systematic approach to improvement is needed niprave
performance as measured by quality, cost, deliaty customey

satisfaction

Lean Six Sigma provides the concepts, methods aots tfor

changing processes
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5. In your view, what do you recommend that the Cf@®tc do in order to meet the

objectives of Lean Six Sigma?

Section 2: Lean Six Sigma Project process in CfC &tbic

6. In your opinion, does Lean Six Sigma Project psseéfect implementation of Lean

Six Sigma?
Yes { J No [ }

7. To what extent does Lean Six Sigma Project proe#fest implementation of Lean

Six Sigma?
To a very great extent []
To a great extent []
To a moderate extent []
To a little extent [ ]
To no extent [1]
8. To what extent do the following factors affect implentation of Lean Six Sigma?

(Where 1-very great extent and 5-no extent)
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Attributes 1 2 3 4 5

Top-down top management commitment

Extensive education and training in Six Sigma

Change in communication plan and channels

Change in organizational culture and structure

strategic focus in the customer

Emphasis on the quality and product specifications

Clear performance metrics

Expanding Six Sigma to HRM

Reward systems

Effective use of technology,

Trust in organization and project selection

Prioritization

9. How does Lean Six Sigma Project procalisct implementation of Lean Six Sigma?

Section 3: Benefits of Lean Six Sigma

1. In your opinion, what are the benefits of Lean Sigma?
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What is your level of agreement with the followistgtements?

(1-strongly agree and 5 strongly disagree)

Attributes 1 12 |3]|4]| 5

Six sigma creates process improvements that enhaumstemer
satisfaction and the financial performance

Proper deployment of Six sigma increase salesmgtur

Proper deployment of Six sigma leads to increaagohgs

Six sigma sustains savings over time hence sustaini

improvement

The benefits of Lean Six Sigma are realised irsti@t term only

The benefits of Lean Six Sigma are realised botthénshort and

long-term

Lean Six sigma benefits are both in financial affidiency form

The benefits are visible to all staff

The benefits are sustainable over a long peridaref

2. In your view, what do you recommend the bank tordorder to increase the benefits of

Lean Six Sigma?



Section 4: Challenges of Lean Six Sigma Model

3. What are the main challenges of the Lean Six Siglodel?

4. What is your level of agreement with the followisigtements?

(1-strongly agree and 5 strongly disagree)

Attribute 1 12 |3|4]|5

In order to adopt Lean Six Sigma to achieve higheslity
performance in the long term, the bank must dgevelounique

combination of resources and competencies

The bank needs to have the necessary assets askdlisesources ip

order to achieve a better competitive positiorhmmarket place

Organizations achieve success through the inteydatectioning

of people, processes, and technology

Lean Six Sigma offers advantages as a complemensaowith
other, less technical organizational developmeadhrigues when

interventions are required to improve operatiomatpsses

For Lean Six Sigma to be successful, it must hath technically

and interpersonally competent facilitators manadiregprogram

The bank’s competencies comprise a combination loliss
knowledge and experience that enables a the baimkpiement a

change program successfully
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The strength of organization development lies iigaoization
behavior and dynamics, and the application of actesearch to

improve performance and effectiveness

Organizational competency also includes the cosceipa learning

organization, an ability to work in teams.

A particular skill of a Lean Six Sigma program ke tability to
influence cultural change and workplace change mtter
performance and high yields

5. In your view, what do you recommend the bank to idoorder to overcome the

challenges of the six sigma model?

Section 5: Practices in implementation of Lean Sisigma

In your opinion which practices has the bank emgdibin implementation of Lean and Six

Sigma
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6. What is your level of agreement with the followisigitements?

(1-strongly agree and 5 strongly disagree)

Attributes 1 12 |3]|4]|5

Adequate training of the Executive of Lean Six Sigm

Involving of external professional in implementatio

General training of all staff in matters relatimgLtean Six Sigma

Use of the DMAIC methodology

Identifying and training staff so as to create alpgf champions
yellow and green belts who can be deployed acrdss| t

organization

Use of Lean Methodology

Use of Six Sigma methodology

Benchmarking its own processes against the market

Mapping of all processes to identify areas of inweraent

Employment of 5’s in improving the working enviroant

7. What are some of the practices would you want ®iswlemented in order to get the

full benefits of the six sigma model within the k&n

Thank you for your time
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