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Lean Manufacturing As an Approach
for Internal Customer Satisfaction

(A Case Study)
Dr. Marwa Abd Elghany?

ABSTRACT

Lean Manufacturing acts as the heart of manufacturing excellence.
It has a great importance in industrial companies as a new philosophy shifts
from the reactive policy which focuses on correcting defects and errors to
proactive policy which monitors and corrects the root causes and prevent
defects to ensure continuous improvement in the production process and
maximize the value added. Also, internal customer acts as the focus of the
process improvement, as he leads the production elements and considered
as an integral part of the value chain. The importance of this study stems
from the approach of lean manufacturing to improve internal customer
satisfaction.

The study has tackled the issue of decreasing internal customer
satisfaction due to increasing the wastes resulting from the presence of a
number of non-essential activities in the production process. The sample of
analysis was based on the production line of preparing product (x) as there
are multiple of wastes along the production line. The study follows the
method of comprehensive counting of all internal customers working on
production line preparing product(x) under research.

There are various results for this study ,most important of
which is decreasing internal customer satisfaction working on production
line preparing product (x) under research- before implementing lean
manufacturing- due to rework resulting from the presence of a number of
non-essential activities in the production process. Also lean manufacturing
which is currently applied on the company under research eliminates all
forms of wastes on the production line preparing product (x) , So it
considered as a fundamental comerstone influencing in increasing the
degree of internal customer satisfaction. The study recommends the need
to deploy an organizational culture among workers based on the exclusion
of wastes, adopt the concept of added value as the basis for production ,and
permanent pursuit for internal customer satisfaction as he is the one who
leads.

2 Instructor in production Management Dept. Sadat Academy for
Management Sciences
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