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 Regional market leader with 81.000 
corporate and private customers
 Financial companion for 

retail and private banking customers
corporate customers of all sizes,
institutional customers and project 
companies. 

 RLB Styria is an important and attractive 
employer for around 1,000 employees, 
respect. 4,000 employees in the group 
 offering exciting career paths 

financial consulting, sales
controlling, treasury, risk management,
IT and more.

RAIFFEISEN LANDESBANK AG
A STRONG REGIONAL BANK IN STYRIA/AUSTRIA
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LEAN AND WHAT THE SERVICE INDUSTRY CAN
LEARN FROM MANUFACTURING…
1920ies
Henry Ford – Ford Motor Company
„Taylorism“

1950ies-80ies
William Edwards Deming - Toyota Production
System
• Deming Circle: PDCA – Plan, Do, Check, Act
• Kaizen (Gemba, Kanban, 5S)
• TPM – später auch  „Office TPM
• Hoshin Planing
• Visual Management1990ies

Lean Production - Autoren James P. 
Womack, Daniel T. Jones und Daniel Roos

2000
Lean Six Sigma – Jack Welsch 
und GE General Electrics

“Lean is a universal mindset and basis for many activities, where it is important to 
focus on a consistent approach based on perfection. ”

Quelle: Praxisbuch Lean Management P. Pautsch u. P. Gorecki. Hanser Verlag 2014.
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1. Learning from problems and mistakes

2. Avoiding waste

3. Getting to the bottom of the causes

4. Coping with clear objectives and changes

5. Using professional tools

6. Making processes visible

7. Promoting teamwork
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LEAN PHILOSOPHY AND RAIFFEISEN VALUES MATCH
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WHAT IS LEAN-MANAGEMENT?

Slim – Efficient – Flexible – Healthy

Avoidance of 
waste and 

reactive power

Reduction of 
malfunctions 

and error costs

Efficient use of 
resources and 

capital

Avoiding over-
engineering in 
products and 

services

Continuous 
improvement at 
all hierarchical 

levels

Lean Management
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 Optimize customer orientation
in view of ongoing digital transformation

 Improve product offering, quality and 
process transparency

 Streamline processes and save costs
 Achieve waste-free and loop-free i. e. 

uncomplicated process flow
 Significantly reduce throughput times
 Reduce interfaces and thus make 

processes simpler
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LEAN OBJECTIVES IN THE SERVICE-INDUSTRY
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Identify 
Value

Map the 
Value 

Stream

Create 
Flow

Establish 
Pull

Seek
Perfection
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LEAN PRINCIPLES

Specify value from the standpoint of the end 
customer by product family.

As flow is introduced, let customers 
pull value from the next upstream 

activity.

Make the value-creating steps occur 
in tight sequence so the product will 
flow smoothly toward the customer.

Identify all the steps in the value 
stream for each product family, 
eliminating whenever possible those 
steps that do not create value.

As value is specified, value streams 
are identified, wasted steps are 
removed, and flow and pull are 

introduced, repeat this process again 
and continue it until a state of 

perfection is reached in which perfect 
value is created with no waste.

12Raiffeisen-Landesbank Steiermark / HR / Alexander Zerkowitz

APPLY BASIC LEAN TOOLS – 5 S 

Sort
• keeping only the essential items needed to complete tasks

Set in order
• organizing items to a designated place

Shine
• ensuring purpose-driven work by proactive efforts to keep 

workplace areas clean

Standardize
• creating a set of standards for organization and processes

Sustain
• maintaining discipline by continuing new practices and 

conducting audits
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REQUIREMENTS FOR A SUCCESSFUL LEAN PROJECT
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LEAN IMPLEMENTATION IN HR
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RECOMMENDED PROJECT STEPS /TO DO‘S

 Define and clarify project structure and roles

 meeting structure, project leader, sponsors, “green belt”/project group

 Analysis of processes, tasks/activities

 in-house and OE/divisional/cross-company -> is there MUDA?

 Identifying potential for improvement incl. proposals for action (action plan)

 Implementation work on 5 levels

 depending on frequency, complexity and resource constraint

 using appropriate tools with accompanying visual management (KPIs)

 Measure progress, make it transparent, monitor implementation statistics identify further potential 
for improvement

Raiffeisen-Landesbank Steiermark / HR / Alexander Zerkowitz

16

WORK ON 5 LEVELS
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Method: Continuous query of workflows in daily doing (sorting out unnecessary 
things -> marking e. g. with stamp, cleanliness at work, systematically creating 
order, developing and improving standards together -> e. g. with improvement 
suggestion form)

Objective: Avoid waste / generate suggestions for improvement
and trace back into processes

Method: Define key indicators per task area (making quality statements, setting
minimum standards, setting quantitative measurement criteria, noting necessary
implementation measures)

Objective: Tracking results transparently

Method: Selection of a smaller, frequently occurring problem-ridden process, 
systematic search for problem solution (defining/describing problem, defining 
target state, analysis of causes, measures for elimination, implementation of 
measures, deriving new (behavioural standards)

Method: 

Method: Identify and improve problems, ideas that have a strong impact on 
process quality, customer orientation and cost
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LEVEL 1: 
MINI 5S/MUDA – AVOID WASTE

 Organizing and designing workplaces

 Identify key tasks and priorities

 Setting KPI and measurement criteria

 Identify MUDA and develop/plan 
improvement

Raiffeisen-Landesbank Steiermark / HR / Alexander Zerkowitz

18

LEVEL 1: 
MINI 5S/MUDA-VISUALIZATION
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MUDA-stamp

WASTE-drawer

Stand-up DISPLAY
key indicators
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EBENE 1: 
MINI 5S/MUDA – IMPLEMENT CIP IDEAS
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EBENE 2: 
VISUAL MANAGEMENT – FOLLOW UP KPI‘S
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EBENE 2: 
VISUAL MANAGEMENT – IMPROVEMENTS IMPLEMENTED
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IDEA: WATCH FOR TIME-KEEPING
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IDEA: ELECTRONIC SIGNATURE FOR ALL HR 
AGREEMENTS
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EBENE 2: 
VISUAL MANAGEMENT – ACTION-PLANNING
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EBENE 3 UND 4: 
PROBLEM SOLVING – AND MINI CIP-PROJECTS
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Plan Do Check , Act

Was? Wer? Termin Status

Wirkung:

Kernursache:

1. Hintergrund und Problem beschreiben

2. Aktuelle Situation  erfassen (inkl. Entstehungsort)

3. Zielzustand

4 Ursachenanalyse

5. Gegenmaßnahmen (PDCA)

6. Erfolgswirkung

7. Standardisierung und Follow

Titel Autor/Datum

5 W-Fragen

CHALLENGE
e.g. improve travel
request claims

OUTCOME
- FAQs
- training for key

users
- improved

electronical forms
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EBENE 5: 
IDENTIFY KEY-PROCESSES – PROCESS MANAGEMENT

Raiffeisen-Landesbank Steiermark / HR / Alexander Zerkowitz

e.g. Onboarding Process, etc.
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WORK ON 5 LEVELS
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Method: Continuous query of workflows in daily doing (sorting out unnecessary 
things -> marking e. g. with stamp, cleanliness at work, systematically creating 
order, developing and improving standards together -> e. g. with improvement 
suggestion form)

Objective: Avoid waste / generate suggestions for improvement
and trace back into processes

Method: Define key indicators per task area (making quality statements, setting
minimum standards, setting quantitative measurement criteria, noting necessary
implementation measures)

Objective: Tracking results transparently

Method: Selection of a smaller, frequently occurring problem-ridden process, 
systematic search for problem solution (defining/describing problem, defining 
target state, analysis of causes, measures for elimination, implementation of 
measures, deriving new (behavioural standards)

Method: 

Method: Identify and improve problems, ideas that have a strong impact on 
process quality, customer orientation and cost

ALL THE BEST FOR YOUR
IMPLEMENTATIONS!
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