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Postgraduate Certificate in Operational Excellence

Process Improvement

Process Improvement is a crucial aspect of Operational Excellence, aimed at enhancing efficiency, reducing
waste, and maximizing value for customers. It involves a systematic approach to identifying, analyzing, and
improving existing processes within an organization. To effectively implement Process Improvement
initiatives, it is essential to understand key terms and vocabulary associated with this field. Below are
detailed explanations of some of the essential terms in Process Improvement:

1. **Process**: A process is a series of interrelated activities or steps that transform inputs into outputs to
achieve a specific goal. Processes are the building blocks of any organization and can be either value-
adding or non-value-adding.

2. **Continuous Improvement**: Continuous Improvement, also known as Kaizen, refers to the ongoing
effort to improve products, services, or processes. It involves making small, incremental changes to achieve
improvements over time.

3. **Lean**: Lean is a methodology focused on eliminating waste and maximizing customer value. It
emphasizes the efficient use of resources, reducing lead times, and improving quality.

4. **Six Sigma**: Six Sigma is a data-driven methodology aimed at reducing defects and variability in
processes. It uses statistical tools and techniques to measure and improve process performance.

5. **Value Stream Mapping**: Value Stream Mapping is a visual tool used to analyze and improve the flow
of materials and information within a process. It helps identify waste and opportunities for improvement.

6. **Root Cause Analysis**: Root Cause Analysis is a problem-solving technique used to identify the
underlying cause of a problem, rather than just addressing the symptoms. It helps prevent issues from
recurring.

7. **Pareto Analysis**: Pareto Analysis, also known as the 80/20 rule, states that 80% of problems are often
caused by 20% of the factors. It helps prioritize improvement efforts by focusing on the most significant
issues.

8. **Fishbone Diagram**: A Fishbone Diagram, also known as a Cause and Effect Diagram, is a visual tool
used to identify the root causes of a problem. It helps teams brainstorm and categorize potential causes.

9. **Standardization**: Standardization involves establishing consistent processes, procedures, or best
practices to ensure quality, efficiency, and repeatability. It helps eliminate variations and improve
performance.

10. **Benchmarking**: Benchmarking is the process of comparing organizational performance metrics
against industry standards or best practices. It helps identify areas for improvement and drive competitive
advantage.
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11. **Total Quality Management (TQM)**: Total Quality Management is a management approach focused on
continuous improvement, customer satisfaction, and employee involvement. It aims to deliver high-quality
products and services consistently.

12. **Process Mapping**: Process Mapping is a visual representation of a process, showing the sequence of
activities, decision points, and interactions involved. It helps identify inefficiencies and opportunities for
improvement.

13. **Cycle Time**: Cycle Time is the total time taken to complete a process or task from start to finish. It is
a key metric in Process Improvement, as reducing cycle time can lead to increased efficiency.

14. **Lead Time**: Lead Time is the total time taken from receiving an order to delivering the final product
or service to the customer. It includes processing time, wait time, and transit time.

15. **Kanban**: Kanban is a visual management tool used to control and optimize the flow of work in a
process. It helps teams visualize work, limit work in progress, and improve efficiency.

16. **Gemba**: Gemba is a Japanese term that means the actual place where work is done. It emphasizes
the importance of going to the shop floor or workplace to observe processes, identify issues, and drive
improvements.

17. **5S**: 5S is a methodology focused on organizing the workplace for efficiency and effectiveness. It
consists of Sort, Set in order, Shine, Standardize, and Sustain, aimed at creating a clean and organized work
environment.

18. **Andon**: An Andon is a visual signaling system used to alert operators or supervisors of a problem in
a process. It helps teams respond quickly to issues and prevent defects.

19. **Total Productive Maintenance (TPM)**: Total Productive Maintenance is a proactive approach to
maintenance aimed at maximizing the availability of equipment, reducing downtime, and improving overall
equipment effectiveness.

20. **Failure Mode and Effect Analysis (FMEA)**: Failure Mode and Effect Analysis is a systematic method for
identifying potential failure modes in a process or product, assessing their impact, and prioritizing actions
to mitigate risks.

21. **Control Charts**: Control Charts are statistical tools used to monitor process performance over time.
They help identify trends, variations, and out-of-control conditions, enabling timely corrective actions.

22. **Value-Added**: Value-Added activities are those that directly contribute to meeting customer
requirements or enhancing the product or service. Non-value-added activities are considered waste and
should be minimized.

23. **Waste**: Waste refers to any activity or process that does not add value to the customer or the
organization. The seven types of waste in Lean are overproduction, waiting, transportation, overprocessing,
excess inventory, motion, and defects.
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24. **DMAIC**: DMAIC is a structured problem-solving methodology used in Six Sigma projects. It stands
for Define, Measure, Analyze, Improve, and Control, guiding teams through the phases of process
improvement.

25. **SIPOC**: SIPOC is a high-level process map that identifies Suppliers, Inputs, Process, Outputs, and
Customers. It helps teams understand the scope and boundaries of a process before diving into detailed
analysis.

26. **Control Plan**: A Control Plan is a document that outlines the key steps, measures, and controls
needed to maintain process stability and prevent defects. It ensures that improvements are sustained over
time.

27. **Voice of the Customer (VOC)**: Voice of the Customer is the feedback, preferences, and expectations
of customers regarding products or services. It is essential to understand and align processes with customer
needs.

28. **Balanced Scorecard**: A Balanced Scorecard is a strategic performance management tool that
measures organizational performance across four perspectives: financial, customer, internal processes, and
learning & growth.

29. **Root Cause**: The Root Cause is the fundamental reason behind a problem or defect in a process.
Identifying and addressing root causes is essential to prevent issues from recurring.

30. **Total Cost of Ownership (TCO)**: Total Cost of Ownership is the total cost associated with owning,
operating, and maintaining an asset or process over its entire life cycle. It helps organizations make
informed decisions about investments.

In conclusion, Process Improvement is a multifaceted discipline that requires a deep understanding of
various concepts, tools, and methodologies. By mastering the key terms and vocabulary in this field,
professionals can effectively lead and drive improvements within their organizations, ultimately achieving
Operational Excellence.
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