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REDUCE WASTE, IMPROVE PERFORMANCE, ENHANCE CLIENT SERVICE



Benefits for your organization
1. Promoting organizational learning throughout all levels of your organization.
2. Building the internal capacity of your team members to analyze the design of your work processes, identify improvements, and prioritize their implementation.  

3. Empowering your staff and other stakeholders to implement process improvements in the short term and continuously over time.

4. Focusing organizational efforts to meet client needs by establishing what is value-added from the perspective of your clients and stakeholders.

5. Reducing the amount of process variation by standardizing your work processes.

6. Improving your organization’s efficiency and effectiveness by reducing wasteful activities and eliminating unacceptable results due to the design of your processes.

7. Enhancing the methods you use to assess processes and outcomes of program efforts on a continuous basis.

About the Authors
Joyce Ann Miller (Ph.D, Kent State University and University of Akron) is a sociologist specializing in evaluation research and social policy. She established KeyStone Research Corporation (KSRC) in 1980, and has over 30 years of experience in providing research and organizational development services to organizations in the service sector. 

Tania Bogatova (MBA, Gannon University) has over 10 years experience in policy/program research, data analysis, and evaluation studies. Her educational background is in quantitative analysis and organizational learning and leadership. 

Bruce Carnohan is a specialist in the marketing, training, and implementation of lean and Six Sigma tools with an Advanced Diploma in industrial management from Bristol Polytechnic, UK. 
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Improving Performance in Service Organizations: 


How to Implement a Lean Transformation 





By Joyce A. Miller, Tania Bogatova, and Bruce Carnohan





This book guides professionals through the application of lean concepts and methods in the service sector. Agencies can use this innovative approach to analyze operations and determine ways to eliminate activities that are wasteful and add no value to the services delivered. Service organizations that undergo a lean transformation optimize the use of time and money associated with operations and ensure that scarce resources are allocated to the activities that produce the greatest value for clients served. Using a lean lens enables organizations to tap into the latent energy and innovative ideas of personnel and to release resources trapped in a vicious cycle of wasted work efforts. By applying the lean concepts, methods, and tools introduced in this book, service organizations can increase effectiveness and improve accountability for the funding they receive. 
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