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EJlog — LEVEL 6
PROCESS MANAGEMENT

MNeplexopeva :
6.2.03.01 AvaAuon ¢ aAvoidac epodlacpou, xaptoypadpwvtag tnv nPootiOEpnevn aia

6.2.03.02 H katoavonon tou Tt anatteitat yia tnv uAomnoinon evog Lean Kot oG EVEALKTNG
epobLaotiki alvcida

6.2.03.03 EpapLOCGHEVEC TEXVIKEG EMIAUONG MPOPANUATWVY
6.2.03.04 Edappoyn Twv Reverse Logistics
6.2.03.05 Katavosiote ta otolyeia EvOg povteAou kKootoug: Cost-To - Serve

6.2.03.06 Avayvwpiote kol bAomnoleiote Baowkoug Aciktec Antodoong (KPIs) otnv
Edodlaotiki alvoidog

6.2.03.07 H edappoyn tTwv Lean TeXVIKwV yLa val mpoodlopioouv Tig eukapieg BeAtiwong
¢ dradikaoiag

6.2.03.08 H avantuén poviéAwv yla tn dtepelivnon Twv EMLMTWOEWV TWV EMIAOYWV 0TV
v aAvoida epodiacpol

6.2.03.09 Alevépyela SOKiIPWV AELTOUPYLKOTNTAC TOU AOYLOMLKOU
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Projectyous

Muwa okéYn t™¢ otiyunc!!!

T eivan Logistics = Logical thinking + Statistics
(Aoyikn Zk€Yn + Zratiotikn)

European Qualitfication Standards 4
for Logistics Professionals
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Ta KavaAla HAPKETIVYK oUuVvOEOUV , TNV OLlaxeipLlon ToU
Logistics kat tnv ditayeipion tn¢ eodiaoctikng aAvaoidac

Logistics
management

Outbound flow of
finished products

Inbound flow of raw
materials and parts

Suppliers Producer Consumers
N v
VT VT
Supplier network Marketing channel
\_ /
==

I Supply chain management
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6.2.03.01 AvaAvon tnc alvoidac edodlacpou, yaptoypadwvtag tTnv
NPOOCTLOEUEVN akia.

value stream mapping)




6.2.03.01 AvaAvon tnc alvoidac edpodlacpou, xoptoypadpwvtac e

TNV Xpron tng astag pong.
A. H teyvikn dtaypauuatoc pong

European Qualitfication Standards 8
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projectyou

Xpnon Mebodwv otnv Avantuén
ZUCTNHATWYV
* [lolieg €ival ol TPEIC PATEIC EVOC EPYOU
AVATITUENG CUCTNUATWY,
1 Systems analysis
2 Systems design
3 Systems implementation



projecfyou
TEXVIKEC ZUCTNHATWV

e TLetval flowchart?

* ‘Eva d1aypappa ponc cival Eva oUPBOAIKO
Olaypauua TTou OEIXVElI TN PO TwV
OedOUEVWV Kal TNV akoAouBia Twv
AEITOUPYIWV O€ Eva ouoTnua.

« Alaypauuara pong gival iowg n 1o Koivn
TEXVIKN CUCTANOTWV.

10



6.2.03.01 AvaAvon tnc alvoidac edpodlacpou, xoptoypadpwvtac e

TV Xpnon tng agiog pong.
B. Xpnaiuomoiwvrag auykekpiuéva auuBoAa

European Qualitfication Standards 11
for Logistics Professionals



projectyou

Baowka ZupuBoAa

Input/Output
Process

Fpoppn Pong

2XOAL0
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pProjecryou

E€sldikevpéva Input / Output

JUMBoAQ
Awatpntn Kapta Awatpntn Tawvia
On-Line
AmoBnkevon , @
MayvnTikoC
MoyvnTikn AloKoC

Tawla

13



pProjecryou

E¢sldikevpeva Input /
Output ZupBoAa

Document Communication
Link

Off-Line Storage \/

14

Manual Input

Amtelkovion



pProjecryou

E¢sldikevpeva ZuppoAia Atadikaotiog

Decision

Predefined
Process

Preparation

Manual

Operation

BonOntwko
Operation

Merge

Extract

AvTITTapaBAaAAwW

Sort @
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ZUUITANPWHATIKA ZUMBOAQ

Connector

Off-page AwaBifaon
Connector

Terminal

Parallel Mode
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All team members
must have completed
team training.

All team facilitators
must have completed
team training.

Project idea
submitted to
sponsor.

No

Sponsor explains
reason for rejection.

Sponsor completes
team registration
form.

Steerin
Counci
Supports?

Sponsor designates
Facilitator.

Sponsor designates
Team Members.

First meeting called
by sponsor.
h 4

Team elects team
leaders.

9

Begin informal and
formal reporting.

Define Process.
(Flow Chart)

Analyze Process.

Collect
Information.

Summarize and
analyze
information.

Select process
changes by
consensus.

A

Projectyou

Redefine Process.
(Flow Chart)

Team methods and
solutions presented
to sponsor.

Solution
Supported?

Team presentation
to steering
council.

)/

Expected results
conveyed
by sponsor.

Team develops rules
& regulations
of team.

Implemented

\

Team Members
Recognized.

Team leader
schedules subsequent
meetings.

Develop initial action
plan and present
to sponsor.

Progress of
Solution Tracked.

Team
Disbanded.

Solution
upported

)

Consider
Alternatives.
S
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6.2.03.01 AvaAvon tnc alvoidac edpodlacpou, xoptoypadpwvtac e
TNV Xprnon tg agiag pong.

I. @avraagreite éva mpoidv / poéC epyaaiac, uéow Twv BNUATWvV
EMECEpPYaaiac

European Qualitfication Standards 18
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6.2.03.01 AvaAvon tnc alvoidac edpodlacpou, xoptoypadpwvtac e
TNV Xprnon tg agiag pong.

A. [p0oadi0pITUOC TwV dPATTNPIOTNTWYV TTPOCTIOEUEVNC & UN
mPoaTIOéuevneg adiac.

European Qualitfication Standards 20
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MPpoGdLOPLOMOC TWV Apaotnptomtwv
MpootiOepev

To T€OT ylwneepevng
agiag OpacTnNPIOTNTES

Oa UMopoUOE UE O EEWTEPLKN @a ptropouoeE N opyavwon
gvbappuvon Twv meEAATWV va €Xel BavoTNTa Vva ETTITEUXOEI
0 OPYOVLOUOG VO KAVEL OTOXOG TNG EKTEAWVTAG
TEPLOOOTEPEC SPAOELC; QUTEC TIC OPACEIG;

Eav n andavtnon sivai
NAI tote kot ta Vo
elvat




?

MPpoGdLOPLOMOC TWV Apaotnptomtwv
MpootiOepev

To T€OT ylwneepevng
agiag OpacTnNPIOTNTES

Oa UMopoUOE UE O EEWTEPLKN @a ptropouoeE N opyavwon
gvbappuvon Twv meEAATWV va €Xel BavoTNTa Vva ETTITEUXOEI
0 OPYOVLOUOG VO KAVEL OTOXOG TNG EKTEAWVTAG
TEPLOOOTEPEC SPAOELC; QUTEC TIC OPACEIG;

Eav n andavtnon sivat
OXI tote Kai ta dvo
glvat




6.2.03.01 AvaAvon tnc alvoidac edpodlacpou, xoptoypadpwvtac e

TNV Xpnaon tng agiag pong.
E. Evromaouoé sukaipiwv BeAtiwang (Kaizen Burst)

European Qualitfication Standards 23
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Tt eivat Kaizen? projecfybu |

Kaizen
e gival £Eva epYaAEio yia TNV Taxeia BEATIWON epyacia wg HEPOG TOU KUKAOU.
e gival Eva EpYAAEio yIa TRV EQAPPOYI TOU Kavova 4 Tou Rules-In-Use
Ol 0TOXOI TTPETTEI VA euBuypaupidovTal IXEIPNMATIKOUG OTOXOUG

1. Customer
Needs

4. Feedback
(Check)

<z

Meeting Customer Needs:
. Internal/External
Shareholders
Employees
Community

24



lMNari Kaizen? projectyou.

Quick
BURSTS

LEARNING Steady

ENVIRONMENT Improvement

25



Yrniapyouv 5 Baowka BAuata:

* [pocdlopilel To business case.
® Balel oto)XO0ULC.

® ErttAéyel tnv opada.

® JUYKEVTPWVEL Tt SedopEva.

® Jxeblalel tnv utootnpLen the Kaizen activity.

26
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Ta oradia rou Kaizen projectyous

Ta Ztavtap otoxeia tov Kaizen givaun :

Do It
Again
Start Docgment veo Celebrate
Reality ° °
° Make this
S : L‘ﬁ the Standard

identify N 08
Waste / !2 ”WM rm%

!

Measure
Results

‘Evag véog TPOTTOG Epyaciag

—
—

Plan %
Countermeasures .
Reality .
) Check Makfe (:‘anges Verlfi Change
r
v , Vs
c
| o }%,Q -
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6.2.03.02 H katavonon Tou TI ATTAITEITAI VIO TNV UAOTTOINCON £VOG
Lean Kai pia¢ eUEAIKTNG £POdIACTIKI aAugida
A. EgTiaagn oTIC avAyKeC TWV TTEAQTWV

European Qualitfication Standards 28
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Ac uttoBEooupe OTI AvaTITUOCETE JIa BEpUoKOITIOO yIa TA pwpc’x o€
XWPEC TOU TPITOU KOOUOU.

ATTapIOUROTE TTOOOI EVOIAPEPOUEVOIL, UTTOPOUV EVOEXOUEVWG VA EVTOTTIOTOUV.

Sh dwar hd w h-lnlluw\ ﬂck lh
inthe LIS the lumare  Mond woe

29
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To BBALo kaBopilel pia Stadikaoio £EL otadiwv yia Tn cUAAOYN TwV
aVAYKWV TwV EVOLADEPOLLEVWV LEPWV.

KaBopiopo Tou 1Tediou EQapuoyng
Yuykevtpwon Raw Data

Eppunvevote Raw Data
OpyavwWOoTE TIC AVAYKEC

©&oTon TLc omoudalotnTog

AvtavakAaon otnv Altadikaoia

30
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Xpeialovtal [Napadeiyuara:

31
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6.2.03.02 H katavonon Tou TI ATTAITEITAI VIO TNV UAOTTOINCON £VOG
Lean Kai pia¢ eUEAIKTNG £POdIACTIKI aAugida

B. Aiatnpnare amroypa@n adia@oporrointn yia 6ago 1o duvarov
ITEQICTOTEPO

European Qualitfication Standards 33
for Logistics Professionals
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Ta BApata yia Ktioete to Lean Supply

Chains
Na avaTtrtucouv TNV TTPOOTITIKN CUCTAUATWY
Na koataAdPovue TIC AToITNCEC TOV TEAATOV
Xaptoypdenon tov supply chain
Best practices
2YEO0OUOC TPOTOVTIMV & Al0OIKOGLOV Y10 TNV
AVTILETOTION TNE ZNTNONG
Anutovpyio podv oto supply chain
Avémtoén supply chain metrics

34
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Avamntuén cuoTnMATWYV HE MPOOTTIKEC!!

[l omola armodaon MOPOUE TIPETEL VO
AdaBoupe vnoPn ta mapokdtw . H amodaon:

0 2€ BonBa va mouAnoeLg teplocoTEpQ
npoiovta?

0 2UUBaAEL 0TN PElwON TwV ETEVOVOEWVY
O€ TOPOUC?

a ZUMPBaAeL otnv pelwon Twv €06wv?

35
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Awaxeipion AtaKupavon Ttou
Demand

2TO JETPO TOU OUvVATOU, VO ATTOPEUYOUUE
TN XPNon Twv ATTOOEPATWY O PUBUIOTIKO
TTapayovTa

Lean supply chain principle

Atayelptlouaote tnv dtakuvuavon tic (Ntnonc
UE TNV YWPNTIKOTNTA KOl OXL UE QATTOYPAPEC

36
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6.2.03.02 H katavonon Tou TI ATTAITEITAI VIO TNV UAOTTOINCON £VOG
Lean Kai pia¢ eUEAIKTNG £POdIACTIKI aAugida

Ir. Pu@uian tn¢ diakuuavanc tn¢ {ntnanc ag axéan UE tv
Xwennikornrta , Oxi UE TNV arroypa@n.

European Qualitfication Standards 37
for Logistics Professionals
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Projectyou

Buffer arro@éuaroc givai n moadrnra rou amroféuaroC aoeaAsiac mou mpérel va
Anuoupyn@ei , mpokeIuéEvou va KaAuwel TIC Tuxaisc dlakuuavaeic tne {ntnaonc n
¢ XpNanc, Ue Baan ro amaItouuUEVo ETTiTEd0 £EUTTNRETNANCG.

e Akpifela otnv
TpoPAen

e O 0oTOXOC TOUV
service level

e H ouyvotnta
avepodlaopou

e Xpovikn Avoxn

, 38
e Emoylkotnta
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‘EAgy)X0C TWV Bpadukivntwyv anodspatwyv

XopOoKTNPLOTIKA : -
e [epiodol pe undevikn {ntnon

e O MEDOG OPOG TNG {NTNONG ava TIEPLOSO ELvaL GYETIKA ULKPN

MNpoPAnuoata: -

e NMwANOCELS R To povtéNo {ntnon 6ev Umopel va pooeyyLoTel
LLE LLLOL € KOWVOVLKI] KATOVO TILBavOTNTOC», O UTTOAOYLOMO
Twv anoBepdtwy acdaleiac dev punopet va Baoiletat otnv
TUTILKA artokAon!

e Emapkn dedopéva ya tnv poPAedn armod ekBeTIKNA
geEopdAuvon N KvNTOC LECOC OPOC TWV TEXVLKWV




projecryou

O POAO2 TQON ANOGEMATQN 2THN METANOIH2H

TYTIHKEXZ ITHI'EX
EOOAIAXMOY AITOGEMATA O IIEAATHX

ZHTHXH

TO

MAEIAAPI

I )

Anoouvbéouue ta anodéuata and ti¢ Stadoxikéc epyacisc otnv alvoida spobtaouot 40
KOl LELWVOUUE TNV EMITAXUVON




projectyou.
Awoxeipion MapayyeAlwv

Ta Baowka kAstdia TOU KOGTOUG

e To Kootocg MapayyeAiog

e To Kootoc tou Set-up

e To Kootoc dlatriipnon tTwv amobepatwyv

e To Kootoc tou Stockout

41
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6.2.03.02 H katavonon Tou TI ATTAITEITAI VIO TNV UAOTTOINCON £VOG
Lean Kai pia¢ eUEAIKTNG £POdIACTIKI aAugida

A. Xpnoiuotroinore 1iC TTPOLBAEWEIC 0TO OXEDIO OAC, TTIEDTE yIA va
EKTEAEDTTN,.

European Qualitfication Standards 42
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Mua artodn tng dtadikaociog A)\uotﬁaq
edpodLacuou

Information Flows

N N N N

Supplier FIEEIES Manufacturing FEEIES Distribution FIEELES Retailer FIEELES Consumer
Flows Flows Flows Flows

Payment Flows

SCM givat 0 auVTOVIOUOC TWV UALKWY, TwV TANPOQOPLWV KAl TWV )(pm.ac::trom:am)um)v3
POWV, UETAEL KOl AVAUECQ OE OAEC TIC OUUUETEXOUTES ETIXELPNOELS




projecryou

Pull vs. Push povtéAa otnv AAuocida
Edbodlacpou

e  OLOVAYKEC TOU KOTAVOAWTH 0€ CUVOUAOHO LE TO ETILXELPNATLKO LLOVTEAO
eMIPANEL TNV OepeAlwdn otpodn amo Eva mapadooLlako HovTEAO push
(build-to-stock) og €va povteAo pull (build-to-order)

e H gvvowa pull eivat apdotepa armAr Kol CUVOPTIOOTLKH

e O meAdtncg eival n Suvaun mou pac odnyei !!

— To povtéAo Pull €xeL Ta mopakATtw TTAEOVEKTI LOTOL:
e Yrmootnpilel tnv auvénuevn petaBAntotnta (mpoidovia — mopaAAAyEC AUTWV)
e Mewwpevn xpovol mapadoonc
® BeATIWVEL TNV TTOLOTNTA KOl XOUNAWVEL TO KOOTOG ava povada
* AELTOUPYLKN OPTLOTNTA

* ANYPn CUVOALKWYV PETPWV amtodoong Kol EAEYKTLKOUC UNXOAVLOHOUC

44
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6.2.03.02 H katavonon Tou TI ATTAITEITAI VIO TNV UAOTTOINCON £VOG
Lean Kai pia¢ eUEAIKTNG £POdIACTIKI aAugida

E. AnuIoupynare OuveEQYQAOTiES Kal CUUUAXIES LE Ta UEAN TNC
£Q0AIaaTikNG aAuaidac.

European Qualitfication Standards 45
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A

H EmiAoyn TwV owoTwV CXECEWV
e Baoilka Osuata

T eldoug ox€oelg unopei av
1) nopatnenBouv oto Supply Chain;

Nwg pnopei kabe tOTOC oXEonG va
nPocopHooTel o€ dtadopeTikoUC TUTIOUG
NPEOIOVTOC;

46
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EmiAgyovtoc tnv KataAAnAn oxeon

To
ocuoTnua ,
O Opyaviouog ,
A ALOTIPOOCWTILKEC
OXEONG

Eumnotopuvn SXeSOV
Kopiot

K&Betn Joint 2TPATNYLKN  SUVETALPLOMOC MANnENG
EVOWUATWON venture  cuppaxia QVTAYWVLOLOG

Mop@Eg OXEONG CUVEXEIQG

47
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Edbappoyn tTwv cuvepyoGLWV

e Epunodia yia tnv olkodopunon cuveEPYOLoLWV
— Auvopun
— Npoowritko evoladepwv

— Eotialovtac oTIC apvNnTIKEC ETIUTTWOELC TWV
OUVEPYAOLWV

— Kaipookoria

— Eotialovtac otnv TN




EmiAéyovtag tnv katdAAnAn oxéon projectyou

Melwon tneg e€aptnong amno

, , , Xpnotuomnolwvtoag tn duvaun
OLUTQ TOL OTOLXELO LECW TNG

TIPOOEKTLKA, YLO VOL OXESLAOETE IE

Sladopormnoinong twv TOUG TIPOUNOEUTEC pLa oXEon TTOU
npounBevutwy Kot Twv e€aodpalilel epodlaouo oe
MPOLOVTWYV UTIOKATAOTOONG HOKpOTpOBeoun Baon

g little Ttouxeia ,

5 , 2TPOTNYLKA

- cupdopnang :

L 2TOLXELOL

. (Bottleneck)

=

2 Mn kpioua 2TOLXELOL

k> Stoweia | I\{Iéx)\suonq

o large

- weakness Buyer powe strength

Aev avamntuxOnke amo Kowou? un

EMWVUMA? emnpedlouV TV amodoaon Ko

NV aocPpArela? lOKOTEPA OTAV OTTOLTE(TOL ,
;. : , uETaxeipion

XaUNAn emevouon o€ €L0KA Epyaleia Kat

g€omALouO.

H peiwon Twv TIHWYV Kal N
TTiEON YIQ TTPOVOMIAKN

49
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6.2.03.02 H katavonon Tou TI ATTAITEITAI VIO TNV UAOTTOINCON £VOG
Lean Kai pia¢ eUEAIKTNG £POdIACTIKI aAugida

3T. ATTOTUTTWATE LETPNAN ETTIOOCEWV YIA VA UTTOCTNPIEETE TOV
mpogavaroAiguod tn¢ dladikaagiac.

European Qualitfication Standards 50
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projecfy‘bu ,
Metpnon Amodoonc

H TOKTIKN KoL GUOTNUOTLK cUAAOYH, avaAuon Ko
avadopa TWV OTOLXELWV TTOU TTAPAKOAOUBOEL TOUC
TTOPOUC TIOU XPNOLOTIOLOUVTOLL YL TO EPYO TIOU
TOLPAYETAL, KOL KOTA TTOCGOV CUYKEKPLUEVA
arnoteAEopata ertelYONKav.

Znueiwan: Ot UETPNOELC ExYOUV vOnua Uovo oto Baduo movu auTtd aroteAouV
™ Baon yla tn otpatnyikn Kat tnv erxelpnotakn dtadikaaia AnYnc
ANOQPACEWV

51



projecfy'ou
Metpnon amnodoonc

H petpnon anodoonc mMpeEmeL va:

e Me Bdon Toug 0TOXOUC TOU MTPOYPAUMUATOC KoL TWV OTOXWV Ol
OTtOLEC OUVOEOUV TNV ATTOOTOAN TOU TIPOYPALUATOC ] TOU
oKoTtou.

e H pETPNON TWV ATIOTEAECUATWVY

e No mapEXOVTOL CUYKPLTLKA OTOLXELOL KOTAVOLLAC TWV TIOPWV OE
BaBoc xpovou

e MéEtpnon tNS armodoTLKOTNTAC KoL TNE ATIOTEAECUATIKOTNTOG
ylot tTnv ouvexn BeAtiwon

e Eilval emaAnBevolpa, Katovonta Kol EyKupao
52



projecfyou
Metpnon amodoonc

e Na replopiletal o€ €vav VOULLEPO, O PaBuOg
TTOAUTTAOKOTNTOC VO TIAPEXEL EVA ATIOTEAECATLKO KOl
OUGCLOOTLKO TPOTIO yla TV aéloAoynon tne
QTTOTEAECUOTIKOTNTAC KOL TG ATTOOOTIKOTNTOLC

e KivnTpa 0TO MPOOWTILKO 0 OAa T eTtimeda, WOTE va
cupBaAouv PocC TNV opyavwTtlkn BeAtiwon

53
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6.2.03.02 H katavonon Tou TI ATTAITEITAI VIO TNV UAOTTOINCON £VOG
Lean Kai pia¢ eUEAIKTNG £POdIACTIKI aAugida
2T. EmkevipweOeire aora eumrédia.

European Qualitfication Standards 54
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projectyou

MpocBeote mopouc otnv cupdopnon (bottleneck) tou
operation.

[MAVTOTE va £XETE KATIOLO TTAALOLO yLa TNV EMeéepyacia
oTo onueio cuudopnonc (bottleneck).

BeBawwBeite otL n cupdpopnon Aettoupyel poOvo o€
TUAMOTA TNC TTOLOTNTOLC.

Eéetdote nmpoypoppo mapaywyne coc..

Auvénote to Xpovo Asttoupyiac tou Operation.
EAoxLlotomoLnote TIC SLoKOTIEC AELTOUPYLOLC.

EkteAeote tn BeAtiwon tn¢ Stadkaolog oto onUeiLo TNG
ouupopnone.

EmavaBeoste eva LEPOC TNC Epyaciac oupdopnonc
55
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6.2.03.02 H katavonon Tou TI ATTAITEITAI VIO TNV UAOTTOINCON £VOG
Lean Kai pia¢ eUEAIKTNG £POdIACTIKI aAugida
2T. Emkevipweite atov auyxpoviauo tng Poic.

European Qualitfication Standards 56
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projecryou

2uyxpovicuo MpodlaypadéEc,
KUPLEC KOTNYOPLEG

e To Meoodlaotnua pe faon:

- XpovikoG opilovtac oTIC OXECELC AVAETA OTO TTPOCKOULON TWV
OVTIKELLEVWV

- 0O atovag pe Baon:

— [POOKOULON AVTIKELLEVWVY TIOU CUUTIITTITOUV OTOUC AEOVEC
e O g€Aeyyoc Poncg ue Baon:

— 'EAEYXOC TWV CUYXPOVIOUEVWVY POWV OE CUYKEKPLUEVO ONHELa
e [eyovoc pe Baon:

— [eyovota TTOU EVEPYOTIOLOUV EVEPYELEC

57
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2UYXPOVLOUOC OE VOl
KOTOLVENEVO TIEPLBAAAOV

e [lepLocoTEPO MOAUTIAOKEC QTTO VAL KAQOLKO
niepBaiiov
— Katavepnuevn amobnkevon Twv LECWV

— Katavepnuevn amobnkevon nAnpodopLwv
OUYXPOVLOUOU

— KatBuoteEpnon tne EMKOLVWVLAC KoL
Slakvpovon Tne kabuotepnonc

— [Mpotuna emikowvwviog




ey

6.2.03.02 H katavonon Tou TI ATTAITEITAI VIO TNV UAOTTOINCON £VOG
Lean Kai pia¢ eUEAIKTNG £POdIACTIKI aAugida
3T. Mgiwan atnv dlakuuavan Tou guaTnUAToC.

European Qualitfication Standards 59
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Understanding AtakUpavon

“If I had to reduce my message for management to just a few words, I'd say it all had

to do with reducing variation.”

W. Edwards Deming

Common Causes - ALtiec TnG
SlakUOVONC oL OTtoleC elvall eyyevelg
Katd thn Stadlkaoio wpa Ue TNV wpa,
LEPOL LLE TN LEPQ, KL ETtNPEAlOLV
KaBe epdavion tnc Stadkaoiac.

Special Causes - AITiEC TTOU dgv
epgavidovral ] dev etrnpealouv
OUVEXEIQ , AAAG TTPOKUTITOUV AOYW
TWV €1I0IKWV oUVOnNKwWV.

Tampering - AvTIOPWVTAG O€ £va
MEUOVWHPEVO TTEPIOTATIKO.

MEASURE

UCL

M\ / } Common
v LCL

TIME \

Special
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AvTIOpAaoeIC dlaxeipiong TG Alakuuavong

Good Job!!" 5504 Jobi!

Ve Vg Good Job!!
2 ¥

Performance

What
happened???!!! What /

happened???!!!

JFMAMIJIIJASONDJIJFMAMIJASDO

61



6.2.03.03 EQOpUOCHEVEC TEXVIKEC ETTIAUONG TTPOBANUATWYV
A. Aiadikaaia.
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A. Ta BRpota eniAvonc evoc mpoBAnRpHaToC

2UOTNUOTLKA TIPOOEYYLON

E&n Pripata
AvokaAUte To tPOBAnua
AvoAuvoTte To pofAnUa
Anpovpynote TiBaveC AUOELC
ErtiAé€te tnv kKaAUTtepn duvatni Avon

2xedLaote TNV edpappoyn NG

Epapuoote kot a€lohoynote tnv Avon
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1. Step One: Define The Problem

e |dentify the problem
e Develop an accurate problem statement:

Too general or misleading:

- - Too broad. .. “Reduce the quality problems in our area”.

- - Implies a cause or suggests a solution . .. “There are not enough
forklifts to service the assembly line”.

Accurate and Appropriate:

“Reduce the downtime of the assembly line due to
parts problems caused by inadequate restocking”.
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e Don’t rush to a wrong solution.

e Highly critical step.

e Common mistake to immediate
begin generating solutions.

e Must identify and eliminate ro
causes of problem.

Getting to the Root Cause of the Problem
Five “Whys” equal one “How-To” (5W= IH)

65



3. Step Three : Generate Alternative Solutions

How to Develop Alternatives:

* Look at the data. What does it tell you?
- - Data will lead to some ideas
- - Data may not lead to best idea

* Question each aspect of situation.
- - What is the job to be done?
- - Why is the job to be done?
- - Who should do the job?
- - Where should the job be done?
- - When should the job be done?
- - How should the job be done?

* Use all idea sources available.
- - The worker involved.
- - In-house experts.
- - Written material
- - Outside experts
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4. Step Four : Select A Solution

* Refer back to original problem statement. Consider:
- - Safety
- - Cost
- - Product performance
- - Better management information
- - Improved Technology
- -Time
- - Quality
- - Appearance
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5. Step Five : Plan and Implement Solution

e Steps to ensure successful implementation:
- - Work the most powerful forces
- - Prepare an action plan:
... What will be done!?
... How will it be done!?
...Where will it be done!?
...Who will do it?
...When will it be done?
- - Develop a tracking system:
... Identify milestones or events

...Assign completion dates

... |[dentify reporting systems

- - Design evaluation procedures

68

- - Implement the procedures



6. Step Six : Evaluate The Solution

Measure results using procedures established
during implementation

Use data gathering:
- - check sheets

- - control charts

- - time studies

- - Pareto analysis
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B. Epyaldia & Texvikéc.
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1. Flow Diagrams

* Whatis a “Flow Diagram”?
- - A graphic representation of a process: May be...

- a physical product
- a service
- information
- or combination of the three.

A Flow Diagram examines the logic or lack
of logic in a sequence of steps.

A Flow Diagram gives team members a better

understanding of the process.
71



projecryou

Brainstorming

1. Voting and Ranking Techniques

Brainstorming and Cause/Effect analysis generate a large
number of problem, ideas and alternatives.

Techniques are needed to rank them in order of priority.

2. 5-3-1 Ranking Method

e Each item assigned a value of 5, 3, 1, or 0 by each
team member.

e Sum of values assigned by team members

represents team ranking of that item. .
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5 Whys: Relentless Root Cause
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Problem: Flat tire in garage

*

75
*can’t control so go back to previous why and fix it



Plan-Do-Check-Act Cycle.

T
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Four Phases of PDCA Cycle

Plan a change aimed at improvement
Do — Carry out the change
Check/Study the results

Act - Adopt, adapt, or abandon
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PDCA Cycle o |

3. Identify
2. Analyze current root causes
situation or
process

4. Generate and

1. Select
improvement
opportunity

choose solutions

9. Monitor;

hold the gains
5. Map out

and
implement a
trial run

8. Adopt, Adapt
or Abandon

6. Analyze

, the
conclusions

results

~ 78
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6.2.03.04 Edappoyn twv Reverse Logistics
A. .Emxeipnaiakéc Aiadikaagisg

BifSniff.com
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Three Step Focusgd ,Approach

lh

Customer ' Transportauon& Positioning Value
Interaction Redemption
Feedback Reduce Transportation Costs (e.g. Consolidation)
Trade-ins Relocate for Additional Use i:;’::g:s&?p;’u"“p';:zw 5
Up-Selis Time Sensitive Decisions (e.g. Warranties) P
Retrieve Transport Receive Inspect Sort Dispose Mgmt

:

Information

Camier Tracking Number Internal Tracking ASN
RMA Business Rules 3rd Party Tracking

Is the information gathered during the reverse logistics process being
rationalized utilized effectively?

80
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2tpatnywkn aflonoinon twv Reverse Logistcs

* Reverse Logistics Eéva aTpatnyiko OTTAO

— T10AAEG ETTIXEIPNOEIG OEV EXOUV OKOMUN QATTOQACIOEl VA OWOOUV
EM@AOcN OTNV AVTIOTPOPN £€QOJIACTIKA WS OTPATNYIKO METABANTH.

— H avrigeTwmmon TG avrioTpoPnsg €POJIACTIKNG  €ival  MId
OTPATNYIKNA duvaTOTNTA.

Reverse logistics oTpatnyikd xpnoligoTrolouvTal yia: Strategic Role of Returns
Tnv peiwon Tou Kivduvou va ayopaloupe C‘mpetjtive Rleasoﬂs 65.2%

- . “ ; ” Clean Chamme 33.4%

TTpolévTa TToU O¢v gival “hot selling”. Cesal Dispocal Tovass | 25.0%

) ) ] Recapture Value 27.5%

Tnv Olaxeipion Toug KOOTOG OAAQYNG TWV Recover Assets 26.5%

ﬂpop r]eE:UT(bV. Protect Margin 18.4%

Source: Rogers and Tibben-Lembke, Going Backwards: Reverse Logistics Trends and Practices, 1%]98



projecryou

Return collection process

Collect returns from customer

- give customer return options

- ensure right packaging

- provide transportation labels

- organise transport at the right time

In case from own organisation
- organise transport
- decide on destination return and arrange further transport




. projectyou
Recovery options

e Direct reuse after inspection, cleaning
e.g. packaging, commercial returns, unused spare parts

e Remanufacturing:
disassembly into parts, which are used in manufacturing of

the same or different products or are used as spare parts

e Recycling
for old products in order to recapture material value

e Disposal as waste

Decision made on residual value of return (quality and demand)




6.2.03.04 Edappoyn twv Reverse Logistics
A. QI TyrTol ToU TPOIGVTOC.

BifSniff.com
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Why return management? ProjecCryou

Returns are characterised by

- much uncertainty in timing when they come back,

- much uncertainty in product status, quality

- much uncertainty on administrative aspects (refunds, VAT)
- large variety in handling

However, most management is occupied with optimising the
standard forward logistics. Hence they have little time for

managing the returns!

As a result millions are lost (Gus Pagonis, Exec VP Sears)




REASONS FOR RETURNING USED PRODUCTS  © °2%

These are returns that are taken back
from the market to avoid environmental or commercial
damage. These used products are often returned as a result
of take back laws.

. These are wused products or
components that have been returned after customer use.
These used products are normally traded on an aftermarket
or being remanufactured.

. These returns are linked to the sales
process. Other reasons for the returns include problems with
products under warranty, damage during transport or

Product recalls.

. These returns are related to
consumption, use or distribution of the main product. The
common characteristic is that they are not part of the product
itself, but contain and/or carry the actual product; an example
for this kind of return is remanufactured toner cartridges [14].



6.2.03.05 KaravoeioTe Ta OTOIXEIQ EVOC MOVTEAOU KOOTOUC. Cost-
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Factors that Affect Cost to Serve

Cost To Serve Concepts

Cost To Serve is: Understanding the total cost of
servicing our customers ....at a customer and product
level ....so that the business can provide appropriate
....levels of service to its customers ....to achieve
business goals

Cost To Serve is NOT: —Activity Based Costing

88
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Typical Cost to Serve outcomes include: —
ldentification of low margin customers —
ldentification of low margin products —
ldentification of high cost processes —
Ultimately.....making all customers
profitable, or more profitable!
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What are direct and indirect
costs?

e Direct costs are costs that can easily be traced to
a specific project or activity.

e Indirect costs are costs that can not be easily
traced to a specific project or activity.
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Let’s practice!

Determine if the following are direct or indirect costs:

. Assembly line worker Direct

. Manager of a paper company Indirect
. Electricity Indirect

. Alarm sales rep  Direct

. Chef for a gourmet dinner Indirect

. Office space Indirect

. Microscope for a chemist Direct

. Postage for a FedEx package Direct

OO U B WDN -
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GET CLARITY — KNOW WHAT YOU WANT

Use KPI To Create

1. Accountabllity
2. Establish Action Plans
3. Measure Progress
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What are Key Performance Indicators (KPls)?

Price Delivery Quality
Performance to Product reliability
Total product cost :
schedule and consistency

KPls are measurements of a supplier or service provider’s
performance in key activity areas
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Jim Kilts’
“Circle of Doom”

Centralize procurement

Supply . _
Chain ‘ Ir(nspéel)ment Strategic Sourcing

Trade
Practices

KPIs sustain strategic sourcing
savings
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SCM Performance Measures revisited

* Process-based measures- SCOR model

« Functional- based measures- activities/departments
assessed

 QCDF measures- performance across boundaries of
suppliers and customers

- Total chain measures- or ‘supply chain barometer’
assessing performance of complete SC and across
organizational boundaries

» All these above are not mutually exclusive but
different from the way they are viewed
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Process-based Measures

(illustrative)

Forecasting & Demand Management- forecasting
accuracy, planning efficiency, standardization index

Procurement & Supplier Management- vendor ratings,
RM inventory turns, WIP, material stock-outs

Order Processing- shipment accuracy, order processing
time, invoice documentation completion/accuracy

Distribution Management- space utilization index,
logistics assets turnover, container utilization, warehouse
picking time
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QCDF measures (ilustrative)

N

-
I

rojectyou

QUALITY

-Raw material quality
-Product quality
-Order entry accuracy
-Warehouse picking accuracy

COST

-Material cost
-Labor cost
-Overhead costs
-Storage costs
-Logistics costs

DELIVERY

-Order processing time
-Manufacturing lead time
-Procurement lead time
-Shipment time
-Warehousing picking time

FLEXIBILITY

-RM inventory days

-FG inventory days

-GIT inventory days
-Distributors inventory days
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Total SCM Measures

Total SCM costs- cost of all SCM functions as % of gross sales
covering managing of material, information and fund flows( cost
focus)

Delivery performance to customer request-% orders fulfilled on or
before required (customer focus)

Cash to cash cycle time- number of days between paying for raws
and receiving from customer( inventory/working capital focus)

Value added productivity per employee- =(sales —cost of goods
sold)/ number of employees( management efficiency focus)

Upside production flexibility- days required to meet + 20%
unplanned demand on sustained basis( SC flexibility focus)
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Six Sigma Concept
e http://www.youtube.com/watch?v=LNtE
WA4DVRKE&feature=related
e Introduced by Motorola in the mid-1980’s

e Purpose: to improve the performance
process to where defects rate was 3.4 per
million or less.

e Designed for high volume production
settings.

101
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Six Sigma: The

projecryou

Name

e From the concept of standard deviation

signified by lowercase Greek
e Processes and outputs typica

etter sigma: o
ly measure in

their standard deviations from the mean

(ideal point).
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Six Sigma and Total Quality

e Six Sigma is an extension of Total Quality.

e Six Sigma is a total quality strategy, like all
others, to achieve: superior performance,
that is continually improved, forever.

e Six Sigma is achieved by improving
process performance.
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Lean Operations

e Lean=Lean Manufacturing=Lean
Operations

e Lean: originally a manufacturing concept
thus lean manufacturing.

e Lean Operations: because it is found to
produce good results in both
manufacturing AND service sectors.
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Lean Focuses on Waste

e Overproduction Waste
* |[nventory Waste

e Motion Waste

e Transportation Waste
e Over-processing Waste
e Defects Waste

e \Waiting Waste

e Underutilization Waste
105
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DMAIC Roadmap

e The Nucleus of Six Sigma: Define,
Measure, Analyze, Improve, and Control.

e Five Phases are constant

e Steps, tools and outputs of each phase
may vary somewhat.
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Define

1. initiate the project
2. Define the process
3. Determine Customer requirements
4. define key process output variables

projecryou

e Possible tools: value stream maps, affinity

diagrams, brainstorming, surveys
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Measure

1. Understand the process
2. Evaluate risks on process inputs

3. Develop and evaluate measurements
systems

4. measure current performance

Results: Knowing your starting point,
verification of measurement systems,
current capabilities
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Analyze

1. Analyze data to prioritize key input
variables

2. ldentify waste

Results: root causes reduced. Prioritize
potential key inputs, and list specific
wastes.

Tools: Five-S (sort, store, shine,
standardize, & sustain)
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Improve

1. verify critical outputs
2. Design Improvements
3. Pilot the new process

Results: an action plan for improvement,
future state process maps, control maps,
new process design/documentation
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Introduction

There is a current emphasis of comprehensive assessment of
cost for development, procurement and sustainment.

This requires the balancing of four separate aspects of total
system “value”.

— Performance (Coverage)

— Operational Availability (Ao)/Logistics

— Reliability (MTBF)

— Life Cycle Cost (LCC)
Objectives set in the value equation include

— Maximize Performance (Coverage)

— Maximize Operational Availability

« Optimize the logistics support strategy
— Minimize Life Cycle Cost
— Maximize Reliability (MTBF) 112



Modeling Approach /

Scenario

Design

Analysis Flow

Performance

Reliability -
Availability

Life Cycle
Cost

Optimization
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Cost Modeling Uses CAIV projectyous

(CAIV) balances, cost,
schedule, performance, and
risk
— Treats cost as a requirement

“Knee of the
Curve” (Optimal
Reliability)

Cost $s

— Early application critical .
— Answers the question: How much Reliability L
pe r‘fo rmance Can I get for my ( = Support Costs = Dewelopment & Production Costs I'E !
= , ||
money? & 7
— Trades performance or
effectiveness for reductions in life
Forecas t: AUPC Risk Analysis
CVCIe cost 10,000 Trials Reverse Cumulative 9,911 Displayed
.750 Nominal = 108%
E ] Risk V.51’\I/Iue(;jl z Zolggﬂjz Il 5‘
E 250 %
.000- > ‘ )
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Forecasting Techniques

* Qualitative forecasting is based on opinion
and intuition.

* Quantitative forecasting uses mathematical
models and historical data to make forecasts.

* Time series models are the most frequently
used among all the forecasting models.
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Forecasting Techniques- Cont.

Components of Time Series- Data should be plotted to detect
for the following components:

— Trend variations: either increasing or decreasing

— Cyclical variations: wavelike movements that are longer
than a year

— Seasonal variations: show peaks and valleys that repeat
over a consistent interval such as hours, days, weeks,
months, years, or seasons

— Random variations: due to unexpected or unpredictable
events
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Logistics Modeling & Analysis

e Logistic support analysis
— Reliability-centered maintenance (RCM)
— Failure modes effects (criticality) analysis (FMECA)
— Reliability and maintainability (R&M) studies
— Safety analysis
— Life cycle cost (LCC) analysis
— Maintenance task analysis (MTA)
— Level of repair analysis (LORA)

— Logistics Support Analysis Record (LSAR

e Existing LOGSA Tools are the current focus of DoD Logistics
Activities 117
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Inventory Policy Optimization

e Decision support in operational/tactical level

e Determine various parameters for inventory
control policies

an A 2 H

Classical Newsboy Model

Lost Sales

Cycle Inventory

Fixed Ordering

Classical Economic Ordering
Quantity Model

118




Optimization Models for SCRM

Multi-period Logistics Network Design

Inventor
y Transportation

_ Delivery
Safety stock allocation

Inventory policy

Vehicle Routing
\ optimization

J
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6.2.03.09 Alevepyeia QOKINWYV AEITOUPYIKOTNTOC TOU AOYIOUIKOU
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Functional Testing

e Testing the functionality according to the specified
requirements

e Earlier functional testing can display the sofware
maturity level and enable early bug fixing activities

e Functional testing can be done in any software testing
level
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Maintenance Testing

e Software maintenance is the modification of a software
product after delivery to correct faults, to improve
performance or other attributes, or to adapt the
product to a modified environment. (IEEE 1219)

e The software product undergoes modification to code
and associated documentation due to a problem or the
need for improvement. The objective is to modify the

existing software product while preserving its integrity.

ISO/IEC [ISO95]
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Stress Testing

Testing the system or entity as a perspective of
excessive operational capacity

Determine acceptable system behaviour under heavy
load

Detecting memory leaks, thread deadlocks,
unresponsive software entities, data corruption,
process anomalies, runtime errors, etc.

Develop corrective action models in order to mitigate

the risks
123
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Security Testing-1

Adopt routine security procedures to be performed
for each release/build

Probe vulnerabilities of the system by using security
tools

Automatic test genaration to simulate specific
network attacks
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Usability Testing

e Evaluating product or service by considering the end-user
point of view

e A part of system unit may function correctly however,
may not provide ease of use

e Focus on the intended groups and increase overall user
satisfaction

125



projecryou

Localization Testing

Testing the customized software product according to
targeted software market

Discovering cultural or grammatical potential failure
points

Ensuring compatibility and functional consistency
across all localized software versions

Determining adaptation level of a software unit for
multiple configurations on different locales

126



projecryou

Testing Types - Sample

Question

Which of these is a functional test?

a)

b)

C)

d)

Measuring response time on an airline reservation
system

Checking the effect of high volumes of traffic in a
CRM software

Checking the on-line bookings screen information
and the database contents against the customer bill
information

Checking how easy the system is to use 127
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