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Agility
Increasing agility means being more able to
adapt to customer value requirements
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Andon

Literally, this is a signal. An Andon System or
Cord is one of the principal elements of the
Jidoka quality-control method pioneered by
Toyota as part of the Toyota Production
System and now part of Lean. It gives the
worker the ability, and empowerment, to stop
production when a defect is found, and
immediately call for assistance
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Batch and Queue

A Push production model where products are
created before customer demand and in a
certain quantity at production cycle. After
production the products are stored (queued) in
stock until the customers demand is received.
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Behavior and Attitude RAT\LNERERE

The way people think and act. ESEZ. EST8TEMNENNSTETT,
Cause and Effect Diagram HHEEEE

See Fishbone diagram. MANER] Z8BL TS,

Change Over Time B HR Y) 5 A B

Time needed to reconfigure a machine
between two different products
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Common cause variation

Sources of variation in a process that are
inherent to the process, also referred to as
noise.

FERRAICLHEE
TOCREBEDOEE (NFUF), /4XED
FEEN B,

Continuous Improvement

Ongoing process in an organization with the
objective to find, resolve and share solutions to
problems. The objective is to achieve
perfection, in other words to improve value
streams, product and customer value. A
philosophy of frequently reviewing processes,
identifying opportunities for improvement, and
implementing changes to get closer to
perfection.
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Cost of Poor Quality

The price you have to pay for poor quality
products or services. For example, claims,
fines and loss of customer confidence.
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Critical to Quality

Critical to Quality is an attribute of a part,
assembly, sub-assembly, product, or process
that is literally critical to quality or, more
precisely, has a direct and significant impact
on its actual or perceived quality.
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Customer

The person or group of people who buys, uses
or derives value from your product or service
OR the person next in line in the value stream.
The person ‘next in line’ is sometimes referred
to as a ‘partner in the value stream’, or an
‘internal’ customer.
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Customer Value

A capability provided to a customer at the right
time at an appropriate price, as defined by the
customer. The more a product or service
meets a customer’s needs in terms of
affordability, availability and utility, the greater
value it has. Thus, a product with true value will
enable, or provide the capability for, the
customer to accomplish his objective.
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Cycle Time

Cycle Time is the total elapsed time to move a
unit of work from the beginning to the end of a
process.
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Day board

A board used to share information and updates
within the team focused on identifying short
term priorities, blockages, and dependencies.
The Day board is used during the Day start
meeting and is a key element and enabler of
Lean Visual Management
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Defect

Output of a process that does not meet
requirements. For example, a product that
does not function as specified. Defects
generate rework.
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DMAIC

Acronym for the five steps in problem solving
with Kaizen, i.e.: Define, Measure, Analyze,
Improve and Control.
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Failure Demand

Demand from the customer based on a failure
of the IT service as opposed to a request for
value, e.g. findings from an acceptance test or
resolving an incident
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Failure Stream

A sequence of activities triggered by a
customer as a result of failure in the
product/service, aiming to resolve a defect, or
to provide information on how to best use the
system. Opposite of a value stream. A failure
stream does not add value to the customer.
For example, resolving an IT incident.
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First in First Out (FIFO)
Work is processed on a’ first come, first
served’ approach.
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Fishbone diagram

The fishbone diagram identifies many possible
causes for a problem. It can be used to
structure a brainstorming session. Also known
as an Ishikawa diagram
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Five “Whys"

A root-cause analysis tool used to identify the
true root cause of a problem. The question
“why” is asked a sufficient number of times to
find the fundamental reason for the problem.
Once that cause is identified, an appropriate
countermeasure can be designed and
implemented in order to eliminate re-
occurrence.
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Flow

The smooth, uninterrupted movement of a
product or service through a series of process
steps. In true flow, the work product
(information, paperwork, material, etc.)
passing through the series of steps never
stops.
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Gemba

The place where the work is done. Within a
lean context, Gemba simply refers to the
location where value is created
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Gemba Walk

Go to the place where the work is done with
the intention of understanding what is actually
happening there. The opposite is a Gallery
Walk, in which management walks around but
does not take time to understand problems.
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Improvement board

Board that presents current problems and the
follow-up to resolving or addressing that
problem (also Kaizen Board); an element of
Visual Management
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Inflexibility

Inability to meet customer demand with a
certain resource. For example, you have
sufficient employees, but they do not have the
right skills to work on the current customer
demand.
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Input

The resources used or transformed by a
process; also known as the Xs or the input
variables
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Inventory

All components, work in process, and finished
products not being processed but stored and
waiting.
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Ishikawa diagram
See Fishbone diagram.
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IT Outcome
The delivery of IT products or services to the
business (customer).

ITRREY
PEBRICITHAOY—EREMRBTEHLET
EB

Jidoka

Japanese word for autonomation, which aims
to prevent the production of defective products
or services.
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Just-in-time

A system for producing and delivering the right
items at the right time in the right amounts, so
that inventories are kept to a minimum.

YAV LA

WERZEDE., BWEGRIZ, BWEREE T4
EL, RITE=ODVATLTY, EHET
AL TRIBAOHRBZENBIATHN
X, S¥ R UL LIEFOY R F D54
LITGEWEDERY, —ERLAEEE T Y
ij_o

Kaikaku

Japanese for "radical change" is a business
concept concerned with making fundamental,
transformational, and radical changes to a
production system, unlike Kaizen which is
focused on incremental minor changes.
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Kaizen

An improvement philosophy in which
continuous incremental improvement occurs
over a sustained period of time, creating more
value and less waste, resulting in increased
speed, lower costs and improved quality. When
applied to a business enterprise, it refers to
ongoing improvement involving the entire
workforce including senior leadership, middle
management, and frontline workers. Kaizen is
also a philosophy that assumes that our way
of life (working, social or personal) deserves to
be constantly improved.
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Kaizen board
See Improvement board
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Kanban

Literally, a signal. Kanban is a scheduling
system for lean and just-in-time (JIT)
production. Kanban is the embodiment of the
pull/replenishment system (see Pull)
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Kanban Board

A Kanban board is a workflow visualization
tool that enables team collaboration focused
on monitoring the flow of work. Physical
Kanban boards often use simple work records
like sticky notes on a whiteboard to
communicate status, progress, and issues.
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KPI

Key Performance Indicator, a measure
indicating a key performance metric of a
process, condition, or state. A KPI should be in
line with the strategy, long lasting, and
consistent in the cascade from top to
operational level.

KPI
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Last in First Out (LIFO)
Work is processed in a ‘last arrived, first
handled’ approach.

®ANSEHL (LIFO)
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Lead Time

The time needed between the customer
placing the order and the product or service
delivery.

J— K& A L
BEHOEZOH—ERDHEIN D BEHEA
DMEETITHELZEEOZ LT,

Machine Time TIUVERA L
The time a machine is working on a product. HBEA RS ZENEL TCLWSBRNDIETY,
Metric AR

A measurable characteristic of a variable that
is regarded a performance indicator.

REDBIZEEHATIND, BFEEHDAIER
BELEEDZ ETT,

Motion Btk

People or equipment moving or walking more | AXOH#EERD. LEDOETITKRO 5N DHULD
than is required to perform the processing. EEOBENI LT,
Muda LA

Japanese word for waste. See Non-value- BEKZRIBARETY,
added and Waste.

Mura VN

Japanese word meaning unevenness; Bx&RIBARETT,
irregularity; lack of uniformity; variation

Muri L)

Japanese word meaning overburdened, BEZRIBAERETY,

unreasonableness; excessiveness. Often
related to policy-based waste

Necessary non-value-added

Activities that add no value from the
customer’s perspective but are required in
order to operate the business. This could
include legal and regulatory requirements as
well as certain internal business processes
which would put the business at risk if
eliminated in today’s environment.
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Non-value-added

Activities that add no value from the
customer’s perspective nor are they necessary
to properly run the business. These activities
are often legacy in nature (“we've always done
it that way”).
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Organization

Lean IT is structured in five dimensions.
Organization is the dimension that covers all
aspects related to the way the company is
structured.
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Output
Products or services created as a result of a
value stream or process.
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Overburden L)
See Muri L)) ZBRBLTLEEL,
Over Processing mIL3+&

Type of waste. It means doing the work better
than requested by the customers. Also referred

LED—HETY ., BERODEZLULDEDE
KXEITHLEZERLET, T&AvF] &1

to as gold-plating. EPnFET,

Over Production EYBE

Type of waste. It means producing morethan | A D—i&TYT ., BEHRDELLULOHEE
requested by the customer. AETHLEERLEY,

Parallel Lines 754>

Number of lines of production that can operate
in parallel. For example, 3 cashiersin a
supermarket, handling customers at the same
time.
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Pareto diagram

Bar chart showing the causes of problem or
condition order from large to small
contribution. Effective tool to show what the
big contributors to the problem are.
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Perfection

A key objective of Lean to bring a product or
service into a state where the number of
defects is zero or as close as possible to zero.
Relates to continual improvement.
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Performance
Performance is the ability to achieve defined
goals in time, related to customer value.
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Performance Dialogue

Conversation between to two people in which
three topics are discussed: defining objectives,
offering support, and giving feedback on
achieved results. For example, a Performance
Dialogue between manager and employee.
Also, a meeting at the Day Board or Week
Board is also a performance dialogue.
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Poka Yoke

Literally, to prevent an unintentional error, this
is a concept aimed at ensuring that activities
can only be done in one way, the right way;
foolproofing an activity
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Problem Board
See Improvement board.

MER—F
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Process

A series of actions that must be performed
correctly in the correct sequence at the correct
time to create value for a customer.

Jatx
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Process Cycle Efficiency

A measure of overall process health focused
on the percentage of value-add time (work that
changes the form, fit or function as desired by
the customer) divided by process lead time.
PCE = Value Add Time / Process Lead Time.
PCE is an indication of how efficiently the
process is converting units of work to process
outcomes.
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Process Throughput
The number (volume) of products or services
that a process can produce within a timeframe.

ToeRXA)L—Ty b
—EBERICI—2OTOEANEHTE 55
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Process Throughput Analysis

A tool to perform a process analysis with the
objective of calculating process output, e.g.
process throughput and constraints. Used to
improve the capacity of a process.

TOoeRAZRIL—Ty FoHT
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EHiGE, oA OHEIDEHREBH
L= RAHY—ILO—DTY, 7O
T RADEEREADOBEICFELODNET,

Pull

A system of cascading production and delivery
instructions from downstream to upstream
activities in which nothing is produced by the
upstream supplier until the downstream
customer signals a need.

TILE (RIFEEIE0WY)
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Push

Push Production. A system where an upstream
process produces as much as it can without
regard to the actual requirements of the next
process and sends them to the next process
whether they have capacity to begin work or
not. Push Production typically results in
queues of work building up, which result in
delays.

PAN =R}

Ty aBEFENDZETY., BIRIZEITS
ERDERE FEFRAELC. ERIEBIZTENT
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Re-work

Activities required to fix defects of a product or
service produced by a process to meet the
requirements

FEL
HHTOCRATEEIN-EZOY—ERD
ARIZOVWT, BREH-T=OIZENEE
BIODITBHELGEENDZ ETY,

Root cause analysis
Studying the fundamental causes of a
problem, as opposed to analyzing symptoms.

BRERESH
FERD T E TR BRIIC, EDRKFERZ
FARBHZETT,

Skills and Knowledge matrix

Skills and Knowledge matrix is used to steer
team development to meet skills demand. The
objective is that team skills are aligned with
the customer demand for those skills.

AFXVEHMBIR)YOR
AFILEMEBT F) I R(E, RFIILERERF
T =ODF—LBEROFERY (ZENET,
FOHMIE., F—LDAFXILEZBEHOER
[I—HEE85H_&ETT,

Standard time

Estimated time within which a specific process
or process step can be executed, e.g. we
should be able to complete receive and record
an incident in 10 minutes. The average time
may, in practice, be higher or lower.

B o
BEO7OROTOERADR Ty TEET
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Takt Time

The pace at which work must be completed to
meet customer demand. Takt, a German word
meaning pace, is the heartbeat of any Lean
system. Process Time divided by Takt Time
yields the number of workers required to
support a specific product. To calculate, divide
the available work time by the customer
demand for that period. For example, if a call
center receives 900 calls per shift, and there
are 27,000 seconds of available work time, the
takt time is 30 seconds per call. Therefore, one
call must be completed every 30 seconds to
meet customer demand.

29 34 L

BEREEEMME-T-HIC, FEZETLE
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Transportation
Movement of products in a factory. It is a type
of waste if products are transported more the
strictly needed.

il
THETORGOFETY ., HELNEBITBHE
THABHZBA TBH SN TLDES
NF—BOLFERYFET,

Trend A

A gradual, systematic change of a metric over | H2BIEEED. EFEM. RFEMLTERFEL
time NZETY,

Unit of Work LGk 4R

Describes the unit (the thing) that goes
through the process, for example incidents,
cars, designs etc.

TOvRDObEHEGEMg (E//a k) #EK
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Value Stream

A value stream is a set of specific actions to
create a product or service. The specific
activities required to design, order, and provide
a specific product or service from the point of
product (or service) concept, through launch,
ordering raw materials, production and placing
the product (or service) in the hands of the
customer. From a shareholder’s perspective,
the Value Stream could also include the steps
and time required until the receipt of revenue.

NYya1—X+rJ)—L (BEDFN)
NYa—RbY—LéElF, HEOH—ERE
BlE T 50 DHEMEEDHAEHLEDZ &
TY, ®iE (FEY—ERXR) OBIEREIS
mEY. £EEFEF. EMHRE £E, £L
THEEERDFITESETOH, HETORE.
mICHEREINTNADOEENEENT T, &
FORATRENIE, NJa2—X F—LIZIE
SELOENRETICUHLELGFIECERELEFEN
ij_o

Value Stream Mapping (VSM)

A technique used to analyze the flow of
materials and information currently required to
bring a product or service to a consumer. A
visual representation of all of the process
steps (both value-added and non-value-added)
required to transform a customer requirement
into a delivered good or service. A VSM shows
the connection between information flow and
product flow, as well as the major process
blocks and barriers to flow. VSMs are used to
document current state conditions as well as
design a future state. One of the key objectives
of Value Stream Mapping is to identify non-
value adding activities for elimination. Value
Stream Maps, along with the Value Stream
Implementation Plan are strategic tools used
to help identify, prioritize, and communicate
continuous improvement activities.

NYya—XrY)—L-Tv7 (H{EOFEHI
B) (VSM)
BEPH—EXRZBERICEITS=HICHRE
WWEELD, BEMESEIUMEFEROFNE
DT EFET. BEHROEREZMAIND
RO —EXRIZERRT IDICHELR, 3R
TOTAEADATY T (TIMEESE VL
FHEELEDT) 2RELTEHILDTT,
NYa—RRY—L-27v T M) [Z1E, 1§
MOBEBORNICIA., TOEFOEEE LT
5EETO L AOHEBEERATEINET, VM
(X, WEDEERS L CFRIKROEHE 1L
T, VINDEZELZHND—DOH., LFLGEE
FHIRTED LS. TNOEHETSHILET
Fo VM, /N 2—R M) —LDEMETE &
LB, MEMLREEEDETE. BIEIERL
. EEQBITEL D, BRI Y —ILT
TO
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Value-add

Activities that add value in the eyes of the
customer. The customer is willing to pay for
this work.

{fifE % 1nd 5758
PEEMNLR T, MEZMMTHEBDNO &
T3, BEHE. COE=OICITEATEZE
THWET,

Variability

Variation in the output of a process in quality
and demand volume. Fluctuation in cost,
quality or throughput time in the delivery of
value. See also Mura

P
TOEAHIDRESSUVEEEICETIE
B (NSYEX) O ETY, MEDELEIZE
F5aX b, RE. EEBEONSYTEZE
KLET. [AF1 EBRBLTLLIEEL,

Visual Management

Visual management concerns the use of
displays, metrics, and controls to help
establish and maintain continuous flow and
giving everyone a view of the work along the
value stream. Its aim is to ensure transparency
and understanding of the situation.

BECR5EH
TETRAEE] TIX., EHRMLETRNADEBE
EHEFEO, N a—R MY—LICAILEE
FLEMNEERBTEDLSICT B0,
RROBERE, oV bO—ILEZANSZE
ITEBELET, KRICET 2 EAME S EED
BEXZBRMELEEDTY,

Voice of the Business (VOB)

Defines the needs and requirements of the
most important stakeholders from the
organization, for example market share,
growth, and profitability.

ESRR (B%) DFE (VOB)
fEZEY—y bz T BRE, FIEE
BE, HEMALRTRLVERLGAT IR
F—DZ—REBREEETHHDTY,

Voice of the Customer (VOC)

Term to describe the in-depth process of
capturing a customer's expectations,
preferences, and aversions with the objective
to create products or services that that meet
the customer’s needs and preferences.

BERODOE (V0C)
BEHOD_—XVIFHFHE-TEROY—E
ANEIHZBEME LT, BEHROHFOEL
BERZEET S, BY TFHTOERERT
FETY,

Voice of the Process (VOP)
Defines the needs and requirements of the
processes

JoteXDE (VOP)
TOERBIO——XPEBEREEEZTHHDT
ER

Voice of the Regulator (VOR)
Defines the needs and requirements of the
external regulator

HEAHS 5 DEH (VOR)
EFEONMPRFN S D= —XOEREER
5tDTY,

Waiting Time
Waiting for the next production step to begin.

RReYain
BT DEETIRROMIKFE TOFLEMET
j—

Waste

Any activity that consumes resources but does
not provide value as defined by the customer.
Also referred to as Muda or Non-value-adding
activities.

LT
J)Y—RITHEHETHEDOND., BEELEDT
MEZRELAVERITRTISFEENE
T TLF] O TLAZLAEE] LEEDNFE
ED

Week board

Board used to share information about the
team'’s performance over the previous week,
and objectives for the coming week; an
element of Visual Management

BRAR—F
F—LOREDKRIZET H1FEHRE. EHD
BEOHXFIZFEONSHR—FDOZET, BT
R2EE) O—DONDEETT,

Work in Progress (WIP)
Number of items worked on (in progress) in
the process.

i WIP)
TOCRANTHEEEERLE (HBHVITENE

b)) HEDHTI,
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