Name:  PUT NAME HERE

Process:  PUT NAME HERE

WASTE AUDIT

	Typical Waste Categories
	Describe Issues Identified

	Overproduction
	the use of excess screens on customer servicing systems, frequently requiring customers to provide unnecessary proof of claim, and requiring the customers to call the company during its operating hours were the major wastes resulting from overproduction at service with a smile


	Excess Inventory
	excess work-in-process inventories including  escalation queues, transfer queues, and the  inventories of back-logs  of customer requests, customer request back-logs, excessive e-mails were the excess inventories at service with a smile


	Waiting or Idle Time
	long and frequent hours of holding incoming calls, an ineffective and slow response for the self-service applications placed by clients on the company’s online platforms contributed to the waiting and idle time waste at service with a smile


	Excess Transport or Movement
	 movement of information that does not have any value added in it, unnecessary data production and unrequired documentation accounted for excess transport waste at service with a smile


	Non-Value Added Processing 
	Non-value added transportation, non-valued added data processing, non-value added documentation was a common at service with a smile.


	Defects, Mistakes, Rework, Corrections, Queries, Inspect Others
	Inappropriate work processes, the improper use of technologies like the  non-CRM systems for servicing, the application of workarounds, the execution of manual error prone steps, and the presence of multiple sign-offs contribute to wastes at Service with a smile.  There are also queries and quality defects at service with a smile. consumption of information that is not accurately provided,  online forms that are prone to errors, the use of manual forms that have some unnecessary fields, constant reworking and the use of customer databases that are outdated further accounts for wastes at service with a smile



	Excess Motions
	Unnecessary motion also results in wastage at service with a smile. There is a habit of individuals accessing two distinct servicing applications at ago, individuals frequently walk to printer, unnecessary request handoffs, and an uncoordinated travel from one desk to another desk. All these burden service with a smile with avoidable wastes.

	Underutilized People
	unutilized creativity that results in failure to adhere to the set standard operating procedures, high rates of absenteeism, unmotivated personnel, underutilized personnel and slow delivery processes which increase the costs of operation and lowers the rate of quality improvement at the institution


	Resistance to Change
	This was not a waste at service with a smile

	Customer/Other Risks
	
There were no other risks identified in the audit



Analyze a Waste:
Underutilized people account for waste at service with a smile. There are high rates of abseenteesim, slow delivery processes and failure of adherence to the set operating procedures. To eradicate the waste, service with a smile should enact policies that allow for employees to be punished when they fail to adhere to the set rules. Service with a smile should avoid employing personnel that are not very qualified. This will ensure that the employees are maximally utilized to reduce wastage. Delivery processes should be done based on customer demand. The delivery should also be done promptly to save on time.

Review Audit

The results of the audit involved a review by the personnel at service with a smile and the surrounding community. Most of the community members were customers at service with a smile and approved the waste that were identified in the audit. Some of the recommendations given at the waste analysis were also proposed by these stakeholders. 
Lessons Learned:
I learnt that some of the factors that we do not regard highly like office movement of individuals from one desk to another account for waste.
I also learnt that streamlining one waste category results in the streamlining of other waste categories. For example, when delivery is improved, time wastage, the time customers wait online for their responses, are subsequently reduced.
I also learnt that failure to adhere to the set standards of an organization also results in waste and results in the organization incurring other avoidable wastes like untimely deliveries, high costs of production.
[bookmark: _GoBack]I also learnt that having unqualified personnel is a type of waste as it inhibits the processes at the organization. It leads to rework and unwanted productions which further contribute to waste.
