
Lean Six Sigma Case Study: Reduce Cycle
Time And Effort For Complaints Management
Complaints management is an essential aspect of any organization. Efficiently
handling and resolving customer complaints can greatly impact customer
satisfaction and overall business success. In this case study, we will explore how
Lean Six Sigma methodologies were applied to reduce cycle time and effort in
complaints management, resulting in improved customer experience and
business outcomes.

Lean Six Sigma is a powerful business improvement methodology that combines
the principles of Lean and Six Sigma. It focuses on eliminating waste, reducing
variations, and improving overall process performance. By utilizing data-driven
analysis and statistical tools, organizations can identify and eliminate defects,
streamline processes, and enhance customer satisfaction.

The Problem: Lengthy Complaints Handling Process

Prior to implementing Lean Six Sigma methodologies, our case study company
faced numerous challenges in handling customer complaints. The process was
lengthy and convoluted, resulting in dissatisfied customers and increased
operational costs. The lack of a standardized approach and ineffective
communication channels further exacerbated the problem.
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Complaints were often mishandled or overlooked, leading to more significant
issues later on. Multiple departments were involved in the process, leading to
delays and miscommunication. The company recognized the urgent need for
change to improve their overall complaints management process.

The Lean Six Sigma Approach

The Lean Six Sigma project team employed the DMAIC (Define, Measure,
Analyze, Improve, Control) methodology to tackle the complaints management
problem:

1. Define: The team clearly defined the project goals, objectives, and scope.
They identified the primary focus areas, including cycle time reduction, and
set specific targets.

2. Measure: A thorough evaluation of the current complaints management
process was conducted. The team collected data on cycle time, effort, and
customer feedback to establish a baseline for improvement.

3. Analyze: Using statistical tools and techniques, the team identified
bottlenecks, waste, and areas for improvement within the complaints
management process. Root cause analysis was performed to understand the
underlying factors contributing to delays and inefficiencies.
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4. Improve: Based on the analysis, the project team implemented process
improvements. They introduced standardized complaint handling
procedures, streamlined communication channels, and reduced redundant
steps. Automation tools were also implemented to enhance efficiency and
accuracy.

5. Control: With the improvements implemented, the team developed control
mechanisms to sustain the changes. They established key performance
indicators (KPIs) to monitor cycle time, effort, and customer satisfaction.
Regular monitoring and review processes were put in place to identify any
deviations and take corrective actions.

The Benefits

The implementation of Lean Six Sigma methodologies resulted in significant
benefits for the case study company. The key outcomes included:

Reduced Cycle Time: The complaints management process witnessed a
considerable reduction in cycle time. Streamlined procedures and effective
communication channels enabled faster response and resolution to customer
complaints.

Efficiency Improvement: The elimination of waste and redundant steps led to
increased operational efficiency. Employees could focus on value-added
activities rather than being overwhelmed by administrative tasks.

Enhanced Customer Experience: The improved complaints handling process
translated into a better customer experience. Customers experienced quicker
resolution of their issues, leading to increased satisfaction and loyalty.

Cost Reduction: By reducing cycle time and effort, the organization achieved
cost savings. Operational expenses associated with manual processes and



delays were minimized, resulting in improved profitability.

Lessons Learned

This Lean Six Sigma case study highlights several key lessons:

Data-Driven Decision Making: Utilizing data and statistical analysis is
crucial for identifying opportunities and driving process improvements.

Standardization: Implementing standardized procedures prevents variations
and ensures consistent quality in complaints management.

Effective Communication: Streamlining communication channels improves
coordination and reduces delays.

Continuous Improvement: Regular monitoring and control mechanisms are
necessary to sustain the improvements achieved and drive ongoing
progress.

Lean Six Sigma offers a robust framework to address operational challenges and
improve customer satisfaction. The implementation of Lean Six Sigma
methodologies in complaints management resulted in reduced cycle time,
enhanced efficiency, and improved customer experience for our case study
company. By embracing data-driven decision-making and continuous
improvement, organizations can achieve significant process enhancements and
drive long-term success.
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This six sigma case study is about reducing time taken for updating, tracking and
reporting customer complaints in an offshore development center..
An offshore development center has different divisions like banking, insurance,
securities, healthcare, information media and entertainment, global service desk
etc. When service levels were not met or when there were issues in product
delivered, onsite customer complains to point of contact project managers onsite.
The customer complaints are then reported by the onsite point of contact to
respective project managers offshore. These complaints and escalations were
then resolved by the respective project managers. Critical complaints and issues,
with status of resolution, were reported by project managers to branch head in
monthly status meeting. The monthly status meeting takes place every month,
during 1st week, at the offshore development center between branch head and
offshore project managers. The scope of this project is to monitor customer
complaints and escalations of different divisions of the offshore delivery center.
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