Managing Process Improvement:
Standardizing KPIs with Lean Six Sigma
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OVERVIEW

BACKGROUND

This project was initiated within the Business Intelligence
(Analytics) department, which plays a key role in
providing data-driven insights to improve operational
performance. Before transitioning to  Business
Intelligence, | spent 2.5 years working in Operations,
where | gained firsthand experience in the challenges of
workload distribution, resource utilization, and efficiency
tracking. Moving to the back office allowed me to bridge
these gaps through process improvement and analytics.

A key issue identified was the lack of standardized
productivity measurement across Bl Operations, leading
to inefficiencies in task allocation, inconsistent workload
distribution, and increased overtime. Without clear
visibility into processing times, teams faced challenges in
optimizing resources and balancing workloads effectively.

To address this, we launched a project focused on
establishing a standardized process to measure efficiency
and productivity. By applying Lean Six Sigma
methodologies, we introduced a structured approach to
data collection, defined key performance indicators
(KPIs), and developed a tool for real-time productivity
tracking. The initiative aimed to enhance operational
transparency, optimize FTE utilization, and improve
decision-making in task management.
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3. Solution Development

Designed a Time Stamp Tool to
accurately log time spent on regular
reporting, development, ad hoc
requests, and management tasks.
Created a standardized methodology
for measuring efficiency:

Process Measure: Actual processing
time vs. Standard processing time.
Result Measure: Sum of all task
durations compared to available FTE
resources.

Implementation & Results

Pilot Phase & Tool Refinement

e Rolled out the Time Stamp Tool to Bl

Operations as a pilot, refining it based
on feedback.

Addressed key concerns, such as
multi-tasking errors, inconsistent
entries, and compliance issues with
time logging.

Adjusted the tool to automatically
close activities to prevent manual
errors.

CASE STUDY




OUTCOME

By implementing a structured productivity tracking system, the project significantly
enhanced efficiency across Bl Operations. The integration of Lean Six Sigma
methodologies ensured a data-driven approach to decision-making, leading to
sustainable improvements in task management and resource allocation.
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