
Lean Six Sigma Case Study: Reduce Cycle
Time and Effort for Complaints Management
Complaints management is a critical process for any organization that wants
to maintain high levels of customer satisfaction. However, managing
complaints can be a complex and time-consuming process, especially for
large organizations that receive a high volume of complaints.
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One leading bank faced this challenge head-on. The bank was receiving a
large number of complaints, and the process for managing these complaints
was inefficient and time-consuming. This was leading to long delays in
resolving complaints, which was negatively impacting customer satisfaction.

To address this challenge, the bank decided to implement a Lean Six Sigma
project with the goal of reducing the cycle time and effort for complaints
management. The project team used a variety of Lean Six Sigma tools and
techniques to identify and eliminate waste in the complaints management
process.

Project Scope

The scope of the project included the entire complaints management
process, from the point of complaint receipt to the point of resolution. The
project team focused on the following key areas:

Cycle time: The time it took to resolve a complaint.

Effort: The amount of work required to resolve a complaint.

Customer satisfaction: The level of satisfaction customers had with the
complaints management process.
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Methodology

The project team used a variety of Lean Six Sigma tools and techniques to
identify and eliminate waste in the complaints management process. These
tools and techniques included:

Process mapping: The team created a detailed process map of the
complaints management process to identify areas of waste.

Value stream mapping: The team created a value stream map of the
complaints management process to identify areas of value and non-
value.

Statistical analysis: The team used statistical analysis to identify the
root causes of delays in the complaints management process.

Kaizen events: The team held a series of Kaizen events to brainstorm
and implement improvements to the complaints management process.

Results

The project team was able to achieve significant improvements in the
complaints management process. These improvements included:

Cycle time was reduced by 30%.

Effort was reduced by 25%.

Customer satisfaction increased by 15%.

Key Learnings

The project team identified a number of key learnings from the project.
These learnings included:

The importance of a clear and well-defined project scope.

The importance of using a variety of Lean Six Sigma tools and
techniques to identify and eliminate waste.

The importance of engaging stakeholders in the project process.

The importance of tracking and measuring progress throughout the
project.

The Lean Six Sigma project to reduce cycle time and effort for complaints
management was a success. The project team was able to achieve
significant improvements in the complaints management process, which led
to increased customer satisfaction and operational efficiency. The project
also provided a number of key learnings that can be applied to other Lean
Six Sigma projects.
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