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Abstract 

With the current global financial crisis, the uncertain economic outlook in South 

Africa and the pressure on financial institutions to operate more effectively and 

efficiently, there has been a significant shift in focus for banks in South Africa. This 

shift in focus entails placing greater emphasis on stream-lining internal operations, 

an increased focus on customer needs, and a superior service delivery in relation 

to competitors, in order to retain their existing customer base as well as to increase 

market share. Many organisations have adopted lean manufacturing as their 

approach to process optimisation and quality management, in an effort to improve 

their efficiency and value offering for customers. The objective of this research was 

to identify a financial institution in South Africa that has already adopted the lean 

approach, and to focus on the physical implementation of their lean projects so as 

to understand what the success factors are in this regard. 

 

This paper presents a detailed literature review, highlighting key success factors 

for the implementation of lean. The research questions are based on these factors. 

The report presents findings from 20 face-to-face interviews with subjects involved 

in the physical implementation of lean projects in the bank selected for the 

analysis. 

 

The paper reveals that the top five success factors for the successful 

implementation of lean projects are commitment and involvement from senior 

management; buy-in from staff that are being effected by the project; resources 

with the relevant and appropriate skills and competencies to execute the change, a 
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culture focused on lean; and finally, for all parties involved to have a clear shared 

goal and understanding of what the project aims to deliver. 
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CHAPTER 1: Introduction to Research Problem 
 

1.1 Introduction 

Financial institutions have gone through exceptional change in the last decade. 

The leading banks have redirected their focus from products to customers, 

developed new consumer-friendly channels, and extended their geographical 

reach through numerous mergers and acquisitions (Bessler, Burgess, Dallas-

Feeney, Hyde, Kamra, McKeon and Tipping, 2002).   

 

As a result, banks are now grappling with very complex business models. 

Duplicated processes, weak execution outputs, poor allocation and use of 

resources and redundant systems have slowed decision making, hindered speed 

of delivery and impeded the capture of scale advantages (Bessler et al. 2002). 

 

This increase in complexity has largely nullified the benefits of the waves of cost 

reduction initiatives that banks have gone through. If continued, this approach will 

impact the banking industry’s market performance and will create openings for 

nimble market entrants (Bessler et al. 2002). Banks now need to focus their efforts 

on their internal operations in order to be more productive in their workings and 

dealings with customers. 

 

Lutz (2008) states that financial institutions can dramatically increase their 

productivity by embracing the lean manufacturing techniques pioneered by industry 
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giant Toyota Motor Corporation as one of the methods aimed at process 

improvements. 

 

1.2 Motivation for research 

With the uncertain economic outlook in South Africa over the next few years, 

improving efficiency and focusing on customer value will play a major part in 

financial institutions’ ability to achieve earnings forecasts. As organisations struggle 

to remain profitable during periods of economic deceleration, many have adopted 

process improvement methods as a strategy for improving competitiveness. Lean 

manufacturing itself has been used over the past decades by various organisations 

in the aim to improve efficiency (Worley & Doolen, 2006). 

 

Through lean manufacturing, improving quality and efficiency becomes a 

continuous pursuit that reduces costs and waste, rather than a series of one-off 

initiatives. Benefits are thus realised in both processes and outputs (Hines, 

Holweg, & Rich, 2004). 

 

It is one thing to use lean manufacturing as an approach to quality management. 

However, the success or failure of lean manufacturing is heavily reliant on the 

ability of the organisation to physically implement the initiatives identified 

(Achanga, Shenhab, Roy & Nelder, 2005). 

 



3 
 

For example, only one third of banks across the globe meet their project objectives, 

with 50 percent of their projects being delayed and missing their initial set target 

date (Robertson & Williams, 2006). 

 

Robertson and Williams (2006) state that only 17 percent of completed projects 

met the success criteria (scope, time and cost), with the average costs exceeding 

the original budget by 189 percent. IT projects, which form the majority of initiatives 

in the banking industry, are only showing a three percent success rate. 

 

From a success factor perspective, if financial institutions wish to improve their 

position in the market, their ability to constantly move with change and demand – 

and to move in the right direction – is any bank’s competitive advantage. There is 

no set blueprint for the future; hence the importance of successful implementation 

of projects (Nielsen & Vinther, 1996). 

 

1.3 Research aim 

This research seeks to identify the factors that will determine the successful 

implementation of lean projects within a financial institution in South Africa. 

 

The research will aim to identify factors of success within the following areas: 

• Management’s involvement and commitment – A top-down approach and 

commitment to lean are essential to the success of the project. Pay (2008) 
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states that the leading cause of lean project failure is a lack of 

management’s commitment. 

 

• Skills and expertise of resources – This is an essential aspect of process 

and productivity improvement. One needs the right players in the right 

positions (Pay, 2008). 

 

• Part of the strategy – Before deciding to implement lean or any productivity 

improvement programme, Pay (2008) states that management must first 

examine its business strategy and ask the question: Will a productivity 

improvement programme such as lean contribute directly to the company’s 

strategy? 

 

• Culture readiness – In order to sustain the lean process changes, 

businesses need the culture to be supportive. Lean requires technical 

change to various processes and the right attitudes and behaviours of the 

workforce to reinforce the continuation of those new processes with the 

waste removed (James, 2006). 

 

The research intends to identify one of the major banks in South Africa that has 

adopted lean manufacturing as its means to process improvement; to then analyse 

the implementation of its projects (in scope of the research); and to benchmark 

them against Pay’s findings (2008), the literature of Jiang, Gary, & Joseph (1996), 
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and the work of Motwani (2003) and The Standish Group International (2008), in 

order to understand the approach used to implement the lean projects and to 

further understand whether the success factors for projects in general apply to the 

success factors of lean projects. 

 

1.4 Report structure 

Chapter 1 discusses the current environment that financial institutions in South 

Africa face and provides a compelling argument for the adoption of lean 

manufacturing as a solution to driving quality management through process 

improvements; driving towards them being competitive. 

 

Chapter 2 reviews literature on the concept of efficiency as it relates to lean 

manufacturing and project management within financial institutions in South Africa. 

It further outlines the views of those involved in the lean projects being 

implemented at the bank selected for the analysis, and focuses primarily on the 

factors that will drive the successful implementation of lean projects. 

 

Chapter 3 states the questions that this research aims to address. 

 

Chapter 4 outlines the research methodology and criteria that were applied for the 

selection of the population and sample, covers the collection of the data and 

discusses the analysis approach of the data. 
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Chapter 5 presents the data collected. The data is offered in a categorised, 

consolidated format based on the themes that emerged from the semi-structured 

interviews that were conducted. 

 

Chapter 6 provides the results of the research as it relates to the research 

questions and to the literature reviewed. 

 

Chapter 7 articulates the merits of this research and provides recommendations for 

the effective implementation of lean projects in financial institutions in South Africa. 
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CHAPTER 2: Literature Review 
 

2.1 Introduction 

Metcalfe (2007) conducted a study that aimed to identify, analyse and understand 

the strategic issues that are currently being experienced in the South African 

banking sector. Figure 2.1 below depicts the results from 22 South African banks 

that were asked to rate the most pressing issues they face on a scale of 1 to 5. 

 

Figure 2.1: Responses from 22 South African banks (Metcalfe, 2007) 

 

 

 

 

 

 

 

 

 

 

The results from Figure 2.1 above illustrate that the four most pressing issues for 

61 percent of banks in South Africa were improving revenue growth, profit 

performance, client focus and retaining existing clients.  
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Organisations are starting to adjust their efforts from “profit maximisation” type 

initiatives to “maximising profits” type initiatives to ultimately deliver increased 

customer satisfaction. The pressures of competition, economic constraints and 

globalisation are forcing organisations to not only reconsider the processes of their 

products and services; but also the way they are delivered to their customers 

(Seth, Deshmukh and Vrat, 2005). 

 

The issues raised above can be alleviated through the focus on service quality. 

Seth et al. (2005) state that service quality directly impacts customers and their 

experiences of an organisations offering. Service quality has a high impact on a 

business’s performance, customer satisfaction, customer loyalty and profitability.  

 

Lean manufacturing principles focus on service quality by driving value flow 

through to the customer. Womack, Jones & Roos, (1990) state that: 

“The critical starting point for lean thinking is value. Value can only be defined by 

the ultimate customer. And it's only meaningful when expressed in terms of a 

specific product (a good or a service, and often both at once), which meets the 

customer's needs at a specific price at a specific time.” 

 

This chapter will explore the literature available on lean manufacturing and project 

management in order to extract the factors relevant to successfully implementing 

lean initiatives in the banking sector.  

The review will focus on the following six areas: 
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• The banking sector and its impact on the South African economy; 

• The current need by the banking sector to operate more efficiently; 

• Current process improvement practice being utilised; 

• Lean manufacturing; 

• Success factors for project management; and 

• Lean projects. 

 

 

2.2 The South African financial sector 

The South African financial sector takes into its scope the banking, insurance and 

security industries, which contribute around 20 percent to economic activity 

measured in terms of GDP to the South African economy (Hawkins, 2004). Figure 

2.2 below illustrates how the financial sector has been increasing its economic 

contribution and value since 1993.  

 

Figure 2.2: Contribution of the financial sector to GDP (Hawkins, 2004) 
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According to Hawkins (2004), the importance of the financial sector can be 

assessed in terms of the size of the sector’s assets. Table 2.1 below illustrates that 

the size of the banking industry’s assets has increased steadily as a percentage of 

GDP. By 2001, the value of banks’ assets surpassed GDP for the first time. It could 

be argued that the size of these assets relative to GDP underlines the significance 

and potential influence of the banking sector to the South African economy.  

 

Table 2.1: Assets and loans as a percentage of GDP (Hawkins, 2004) 

 

 

 

 

 

 

 

 

 

The South African banking sector remains a concentrated industry with a few 

players dominating, particularly in the provision of services in the retail market. As 

at the end of quarter one 2007, the five largest banks held approximately 90 

percent of the South African banking assets (as indicated in Table 2.2 below) with 

foreign banks holding eight percent and other local banks holding two percent. The 
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total banking assets have grown by 21 percent to R2,177 billion since 2006 to the 

end of quarter one 2007 (Metcalfe, 2007).   

 

Table 2.2: All of the South African banks and their total assets (Metcalfe, 

2007) 
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All of the above banks compete fiercely with one another for market share in the 

retail, business and corporate markets. Competitive strategies in the past were 

seldom centred on cost, as greater market share was often achieved through 

differentiated products or new product developments (Thayser, 2006). 

 

The loss of market share by the top four players and the related increase in share 

won by smaller niche and foreign banks since 1994 has meant that in all, foreign 

and other banks are now making up close to a quarter of the share of banking 

assets in South Africa (Hawkins, 2004). 

 

South Africa’s financial sector tends to follow global trends, so it is important to 

consider developments in the global markets. A visible trend is the interest in 

mergers and acquisitions of financial institutions. Foreign investors require financial 

services and infrastructure to facilitate their everyday needs and manage their 

capital flows and financial interests. To meet his need, global financial institutions 

are acquiring other financial institutions in order to leverage off their existing 

infrastructures and networks (Thayser, 2006). 

 

In the US, mergers and acquisitions have consolidated the financial services sector 

over several decades. The acquisition has increased in recent years. In June 2005 

Bank of America bought MBNA, an independent credit-card lender, for US$35 

billion, paying a 30.6 percent premium over the market price for MBNA shares 

(Economist Intelligence Unit, 2008).   
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Bank of America’s aggressive expansion drive also included the US$48 billion 

purchase of FleetBoston in April 2004. By 2006, however, the tables had turned, 

with credit-card businesses growing so powerful they were now the ones looking to 

acquire interests in major banks. In March 2006, Capital One, a credit-card issuer, 

bought North Fork Bancorp for about US$14.6 billion in stock and cash. The 

merger created one of the 10 largest banks in the US (Economist Intelligence Unit, 

2008).   

 

Regional banks in the US have also tried to expand by acquiring mid-size rivals. 

Regions Financial bought Alabama-based AmSouth Bancorp for nearly US$10 

billion in May 2006, catapulting the combined firm into banking’s top 10. In the 

same month, Wachovia announced an agreement to buy Golden West Financial, 

for US$25.5 billion. In December, Bank of New York and Mellon Financial merged 

to become the largest provider of custody services. (Economist Intelligence Unit, 

2008).   

 

In the South African context there have been two distinct acquisitions that 

represent this trend. 

 

In 2005, Barclays Bank acquired a 56 percent shareholding in Absa Bank Ltd 

(offering R82.50 per Absa share), making it the biggest merger and acquisition in 

South African history. With direct foreign investment being a major contributor to 

economic growth, the first phase of the Barclays-Absa integration programme 
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generated R67 million in savings since the transaction was completed, more than 

double the current projections (Maltz, 2005). 

 

In 2007, there was the 20 percent stake in Standard Bank by ICBC (Industrial and 

Commercial Bank of China) with the final transaction value at $36.7 billion. The 

Standard Bank-ICBC transaction represents approximately 1.3 times the average 

annual foreign direct investment in South Africa from 2004 to 2006.  

 

The above literature has given insight on the importance of the financial sector to 

the South African economy. With the present challenges being experienced by the 

banks, lean manufacturing can be utilised by the financial sector to address these 

current issues. However, Lutz (2008) states that it is not sufficient for a bank to 

replicate the manufacturing sector’s experience and to “cut and paste” what is 

pertinent and what is not from an existing working lean framework. In order for lean 

to be implemented successfully, the approach needs to be designed for that 

particular industry. 

 

In the manufacturing sector, the first step in identifying waste is to physically walk 

the process on the production floor. One of the key challenges Lutz (2008) refers to 

is that in banks, processes are often not tangible as they are hidden amongst 

workflow systems, e-mails and phone calls between different business units. Most 

employees involved in the different business units that form the overall process of 

a product or service have never even talked to employees from other units before. 
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The “pigeonholing” of traditional roles obscures the overall view of the process 

(Holden, 2003). It is for this reason that the adoption of project management 

practices is fundamental to the successful implementation of lean manufacturing in 

financial services.  

 

 

2.3 The need for operation efficiency 

Canel, Rosen and Anderson (2000) state that the expectation of customers with 

regard to services and products they acquire has increased as a result of emerging 

technologies, improved communications and globalisation. This has resulted in 

companies having to focus their centre of attention on the quality of the products 

and services they provide and on the overall experience of their customers. In 

response to global competition, organisations are forced to find ways to reduce 

costs, improve quality, and meet the ever-changing needs of their customers to 

remain profitable. 

 

Based on the need to compete and run efficiently, many Western organisations are 

now taking interest in Japanese methods and practices and are attempting to 

imitate them, especially within the manufacturing sectors (Naylor, 2000). Naylor 

(2000) states that the interest in these methods has increased as a result of the 

large performance gaps that are apparent between Japanese and Western 

manufacturers, in terms of both productivity and quality. 
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An example of this bent towards adapting performance improvement methods from 

the Japanese can be found within the manufacturing sector in the US. Since the 

adoption of these performance practices, there has been a tremendous increase in 

their productivity compared to service-based type Organisations. 

 

Bessler et al. (2002) state through their analysis that since 1970, the gap in 

productivity between the financial sector and the manufacturing industry in the US 

has widened by over 60 percent. Figure 2.3 below illustrates this movement and 

indicates how the gap between the two sectors has increased. 

 

Figure 2.3: US labour productivity growth – manufacturing vs. financial 

services (Bessler et al., 2002) 

 

 

 

 

 

 

 

 

 

According to Bessler et al. (2002), the gap in productivity illustrated above is 

attributed to the manufacturing industry’s drive for process improvements through 
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the adoption and implementation of lean manufacturing. These practices and 

techniques can be applied to the financial sector with equal success (Bessler et al., 

2002). 

 

 

2.4 Process improvement practices 

The literature above has indicated the importance of financial institutions finding a 

new way to manage and operate their products and services, as their need to 

operate more efficiently becomes increasingly apparent. 

 

Process improvement is the fundamental rethinking and radical redesign of 

business processes to achieve dramatic improvements in critical measures of 

performance (Phipps, 2006). 

 

Many organisations have found that the application of process improvement 

techniques has led to significant improvements in their operations and efficiency 

(Andersson et al. 2006). 

 

The literature points to the following three practices as the most widely used and 

promoted for process improvements: 

• Total quality management (TQM). 

• Six sigma. 

• Lean manufacturing. 
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TQM is defined as a continuously evolving management system consisting of 

values, methodologies and tools; the aim of which is to increase customer (internal 

and external) satisfaction with reduced amount of resources (Hellsten & Klefsjö, 

2000). 

 

Six sigma is defined as a business process that allows organisations to improve 

their bottom line vigorously by designing and monitoring everyday business 

activities in a way that minimises waste of resources while increasing customer 

satisfaction (Henderson & Evans, 2000). 

 

Lean manufacturing is about controlling the resources in accordance with the 

customers’ needs and about reducing unnecessary waste (Womack et al., 1990). 

 

Among the abovementioned quality management concepts, Andersson et al. and 

Bessler et al. (2002) state that lean manufacturing is one of the more wide-spread 

and successful process improvement methods to date. This research report will be 

placing more focus on lean manufacturing as the chosen method of process 

improvement for the banking sector.  

 

2.5 Lean manufacturing 

Much of the literature points to Taiichi Ohno as the originator of lean in the 1930s, 

although some of the literature points to the first signs of lean thinking as early as 

the 1900s by Henry Ford, who created the first auto production line. Toyota, 
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through the analysis of Ford’s original concepts and other innovations, invented the 

Toyota Production System – TPS (Lean Enterprise Institute, 2008; Motwani, 2003). 

 

TPS shifted its focus from individual machines for manufacturing products to the 

flow of the product through the total end-to-end process (Womack et al., 1990).  

Through this approach to process improvement, the TPS and its lean principles 

provided insight into the way a process is recognised, documented and assessed 

for improvement (Lapinski, Horman and Riley, 2006). 

 

Manuele (2007) stated that the goal of lean is to flow more value to the customer 

for fewer resources by eliminating waste and reducing end-to-end time. Manuele 

(2007) defines waste as the activities or steps in the process that consume 

resources, add costs or create unproductive time without creating value.   

 

Muda is the traditional general Japanese term for an activity that is wasteful and 

doesn’t add value or is unproductive. There are seven distinct types of waste that 

were identified by Toyota where continuous reduction was focused: defects, 

overproduction, transportation, waiting, inventory, motion and over-processing 

(McBride, 2003; Manuele, 2007). This is depicted in more detail in Table 2.3 below. 
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Table 2.3: The seven wastes prominent to lean manufacturing (Manuele, 

2007) 

 

 

To improve or eliminate waste in a particular process that drives a product or 

service, you need to build your solution based on who your customers are and 

what will add value to them through the new optimised process (Lapinski et al., 

2006). 

 

However, the creation methods that should add value to the customer are often 

associated with cost-reduction methods only; which, according to Hines, Holweg & 

Rich, (2004) is a misunderstanding of lean. 

WASTE TYPE DEFINITION 

Defects 
Defects in products or services are wasteful in that they consume material and require additional 
production and correction time. 

Overproduction 

Overproduction is the production or acquisition of items beyond what is actually needed. Where this 
occurs, additional capital investment is necessary and costs are increased since additional storage 
space is necessary, but no value is added. It also results in excessive material handling and its 
accompanying risks 

Transportation 

Transportation waste is that which requires additional and unproductive moving of a product in 
process. Each time a product is moved there is added risk of damage to the product, equipment and 
facilities, as well as of harm to personnel. In the moving process, the product fills valuable space and 
requires time expenditures without adding value. 

Waiting 

Waiting refers to both the unproductive time spent by workers waiting for material or components in a 
process to arrive and the time required for excess production to flow through the system. Another 
example is material or information waiting to be worked on to complete a customer order. 

Inventory 
Inventory in excess of what is needed requires an additional capital outlay and produces waste 
because of the additional storage space and handling time involved. As noted, frequent handling of 
inventory adds to the risk of injury. 

Motion 
Motion refers to workers' unproductive time and movement where the process is cumbersome, 
inefficient and wasteful. This implies that the process also may be hazardous. 

Over-processing 
Over-processing means using a more expensive or otherwise valuable resource than is needed for 
the task. It also includes costly rework. 
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This has started to change as lean thinking has evolved with time. Table 2.4 

illustrates the literature that points to the evolution in mindset behind the 

implementation and practices of lean (Hines et al., 2004). The table demonstrates 

that in the early 1990s, focus was on quality. Quality, cost and delivery was then 

the focus in the late 1990s, but the focus shifted to customer value from 2000 

onwards. 

 

Table 2.4: The evolution of lean thinking (Hines et al., 2004) 

 

 

 

 

 

 

 

 

Womack et al. (1990) state value creation as the first principle of lean thinking. By 

that time, lean had moved away from a “factory-floor focus” on waste and cost-

reduction, towards an approach that consistently sought to enhance value (or 

perceived value) for customers by adding product or service features through the 

removal of wasteful activities. This was a key development, as value was now 

linked directly to customer requirements, and was no longer defined through the 

sole view of cost-reduction. 
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While value extraction is made possible through the utilisation of technical tools 

and techniques, there is still another aspect of lean that many companies overlook: 

namely, focus on the people who are responsible for the changes and the 

sustainability of the changes (Hines et al., 2004). 

 

James (2006) comments that in order to sustain the lean technical changes 

implemented, one needs the organisation’s culture to strive for continuous 

improvements. Lean requires the right attitudes and behaviours to reinforce the 

continuation of those new processes. Without the intent to build an effective, 

flexible process, there is a risk that any improvements achieved will not be 

sustained in the future.   

 

Lean manufacturing as depicted above can add much value to organisations 

through its practices. In order for the South African banking sector to reap the 

benefits of lean manufacturing, banks need to have the right competencies and 

skills in place to execute the change effectively. 

 

 

2.6 Success factors for project management 

Project management is an effective approach to successfully implementing lean 

manufacturing in the financial sector. Given that the rate of failure in projects is 

extremely high, it is essential to understand the underlying factors that cause 

projects to fail (Robertson & Williams, 2006). 
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To understand the success and failure factors that effect the implementation of 

projects, the literature review focuses on the CHAOS report. The CHAOS results 

provide a global view of project statistics across three hundred and sixty five 

companies but do tend to have a heavier concentration on the United States and 

Europe. Sixty-one percent of respondents in 2008 were U.S.-based, 22 percent 

were European, and the remaining 17 percent represented the rest of the world. 

Fifty-three percent of these companies are considered Fortune 1000 type 

companies; another 31 percent would be considered midrange; and the 16 percent 

are in the small business category. They span a diverse number of vertical 

industries and organizations. (The Standish Group International, 2008).   

 

In order to understand what makes projects fail and succeed, we need to first 

clearly differentiate these two outcomes. This research turns to the Standish 

Group’s CHAOS report to make this distinction. The CHAOS report stipulates the 

indicators for success and failure. The report divides projects into three distinct 

effects: 

 

“Project Success” marks an initiative that is completed on time and budget, with all 

features and functions as specified (The Standish Group International, 2008).   
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“Project Challenged” refers to initiatives that were completed, but were over 

budget, over time, and/or those in which of all the features and functions that were 

originally specified were absent (The Standish Group International, 2008). 

 

“Project Impaired/Failed” describes initiatives that were abandoned or cancelled at 

some point and thus became total losses to the business. (The Standish Group 

International, 2008). 

 

Frese, Sauter & St. Louis (2003) state, with reference to the 1994 CHAOS report, 

that only 16.2 percent of projects were successful by all measures; and that of the 

70 percent of projects that were not successful, over 52 percent were partial 

failures and 31 percent were complete failures. 

 

However, the latest CHAOS project published by the Standish Group showed a 

distinct increase in project success, with 35 percent of all projects succeeding; 

meaning they are delivered on time, on budget, with required features and 

functions (The Standish Group International, 2008).   

 

Figure 2.4 below illustrates an 18.8 percent increase in project success rate over 

the past eight years (results in the below graph are from 1998 - 2006). 
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Figure 2.4: 1998 – 2006 project resolutions results (The Standish Group 

International, 2008) 

 

 

 

 

 

 

 

 

 

 

 

These numbers represent a steady increase in the success rates from the previous 

study, as well as a slight increase in the number of failures. The low point in the 

last five periods was in 1998, with only 26 percent of projects successful, and 28 

percent failed. 

 

The Standish Group states that the key to project success through their years of 

analysis is “creating and maintaining a healthy project management ecosystem” 

(The Standish Group International, 2008).   
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A healthy project ecosystem also allows for failure without the disastrous 

consequences normally associated with failure. Projects are inherently uncertain in 

nature, and every organization needs to try penetrate projects from time to time. 

The main incident you want to avoid is not project failure, but the failure to commit 

resources and manage projects in spite of their risk (The Standish Group 

International, 2008).   

 

Table 2.5 below illustrates the top 10 project success factors from the CHAOS 

report. The report concludes that these were the elements that were most often 

pointed to as major contributors to a project’s success. These essentials alone do 

not guarantee success; however, if these are executed effectively, a project, will 

have a much higher probability of success (The Standish Group International, 

1994).     

 

Table 2.5: Project success factors derived from CHAOS (The Standish Group 

International, 1994) 
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Table 2.6 below illustrates the top 10 challenging factors that the respondents 

experienced in project environments. The report concludes that these were the 

factors that most often contributed to projects experiencing challenges.   

 

Table 2.6: Project challenge factors derived from CHAOS (The Standish 

Group International, 1994) 

 

 

 

 

 

 

 

 

Table 2.7 below illustrates the top 10 factors that the respondents rated as the 

main reason why their projects failed.   

 

Table 2.7: Project failure factors derived from CHAOS (The Standish Group 

International, 1994) 
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The 1994 CHAOS report tables above (Tables 2.5, 2.6 and 2.7) are still valid and 

compelling in this analysis in conjunction with the 2008 CHAOS report.  The 

success, challenging and failure factors are still the same, though the 2008 

CHAOS report consolidates some of the concepts and talks to the ten laws of 

CHAOS which provides guidance and direction on how to maintain the success 

factors, mitigate the challenging factors and avoid the failure factors which has not 

been provided in past reports.  

 

Table 2.8 below illustrates the 2008 CHAOS success factors in conjunction with 

the ten laws of CHAOS with a brief explanation on what each law focuses on. 

 

Table 2.8: The 2008 project success factors and the 10 laws of CHAOS (The 

Standish Group International, 2008) 
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Another valid literature is Jiang’s list of the thirteen success factors of projects. 

The outcome of the literature study done by Jiang adds to the list of success 

factors derived from the CHAOS report. Jiang produced a condensed list of 

thirteen ranked factors that can contribute to the success of projects (Jiang, James 

Gary & Joseph, 1996).  

 

Table 2.9 below illustrates Jiang’s list of the thirteen success factors of projects in 

ranked order (as depicted by Frese et al., 2003).  

 

Table 2.9: Jiang’s list of success factors (Frese et al., 2003) 
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There are numerous aspects that lead to the success of a project and many may 

lead to failure. Jiang’s list of thirteen and those pointers listed in the CHAOS report 

may be used as a starting point for planned projects. However, these lists alone 

are not a guaranteed recipe for success. Good project management is a process of 

continuous improvement. It is a process of making mistakes and learning from 

those faults. It is a process of continuous study and learning. For those who cannot 

devote themselves to this never-ending process, there will be few successes 

(Frese et al., 2003). 

 

2.7 Lean projects 

Process improvements, together with project management practices, contribute to 

better business processes and an improved working environment for employees, 

both of which result in driving tangible outcomes towards customer satisfaction 

(Motwani, 2003). 

 

Motwani (2003) presents a lean implementation framework that is divided into 

seven constructs, as depicted in Figure 2.5 below: 
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Figure 2.5: Theoretical framework for lean manufacturing implementation 

(Motwani, 2003) 

 

 

 

 

 

 

 

 

 

 

 

1) Strategic initiatives 

This is where the journey to implement process change begins. This is normally 

triggered by a need or a proactive drive by an organisation to meet a specific 

objective. This change is normally incremental in nature and is based on 

learning through small gains versus radical approaches. 

 

2) Learning capacity 

Efficiency and the drive for constant improvements can come from the “learning 

from doing” approach and accumulation of knowledge through cross-functional 

interfaces. The ultimate objective of learning is to derive positive outcomes 
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through effective adaptation to environmental changes, and to improve because 

of this new knowledge.  

 

3) Cultural readiness 

This facilitates the incorporation of individual and organisational learning by 

influencing the organisation’s ability to learn, share information to make formal 

decisions.  Executive support is a crucial prerequisite to drive the process of 

change and to create cultural readiness. 

 

4) Information Technology and leveragability and knowledge sharing capability 

The role of IT in business process change drives should be a supporting 

function to the process instead of the dominating factor. To ensure the initiative 

does not become an IT-driven project, cross-functional teams can be created to 

create synergy between business, IT and human dimensions. 

 

5) Network of relationships 

Co-operative, interpersonal and synergised group behaviour can lead to a 

successful outcome. Continuous co-operation can instil change more 

effectively. 

 

6) Change management practice 

The purpose of change management is to drive the forces of a change required 

over the forces of resistance from those who oppose the change. Resistance is 
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a natural reaction by those who feel threatened by the change. The pattern of 

change, senior management’s readiness for the change, the scope of the 

change at hand and the actual physical management of the change are all key 

components of successful change management. 

 

7) Process management practice 

Process management practice aims at optimising the current business 

processes that are in place. Successful approaches have set key performance 

indicators in place to define, design and track the new processes and the 

implementation of projects. 

 

The explanation of the seven steps commenced by Hines et al. (2004) concludes 

that the major difficulties companies experience when implementing lean are a lack 

of direction, a lack of planning and a lack of adequate project management. 

Knowledge of particular tools and techniques is often not a problem and does 

achieve short-term success in terms of the physical implementation of the project; 

however, what is required to sustain the practices for the full potential realisation of 

benefits from lean is normally not addressed in conventional project management 

methodologies. 

 

Pay (2008), as stated earlier in the present report, reveals the following attributes 

as the main reasons why the implementation of lean projects fail: 

• Lack of commitment and support from senior management. 
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• Lack of focus on creating a culture change that is required for success. 

• Lack of the right resources and skills. 

• Lean not being part of the business strategy. 

 

It is recommended by Pay (2008) that to bring about successful change in a 

business, leaders must: analyse their business and operations strategy against the 

goals of the process improvement initiative; confirm that senior management’s 

commitment and support to the programme is in place; determine the company’s 

readiness to change its corporate culture towards process improvements; and 

decide if the right people are in the right positions to successfully implement lean 

across the organisation. 

 

 

2.8 Conclusion 

The South African financial sector can benefit as the manufacturing sector has in 

more efficiently facing their current challenges by adapting lean manufacturing and 

driving value through to their customers via their products and services. 

 

Although extensive studies have been done on the various process improvement 

methods and on lean manufacturing specifically, minimal research has been done 

to determine the success factors of implementing lean manufacturing in the 

banking sector. 

 



36 
 

While several reports, journals and articles cited in the literature review state some 

of the success factors of project implementation in general project management 

environments, no published material could be found that holistically identifies or 

addresses these success factors specifically for lean manufacturing projects in the 

banking sector in South Africa. Therefore, the present research intends to address 

that gap. 
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CHAPTER 3: Research Questions 
 

The literature in Chapter 2 builds a strong case for the fact that lean manufacturing, 

although intended for the manufacturing sector, can add tremendous value to the 

South African financial sector. If managed and executed effectively, lean 

manufacturing can assist banks in operating more efficiently. This will add to their 

earnings, help retain their existing customers, increase market share and drive 

competitive practices. 

 

The research being conducted aims to bridge the gap between lean manufacturing 

principles and the use of project management tools and techniques to be effective 

in implementing the required change.  

 

Hyvari (2006) states that project management effectiveness refers to the success 

of the overall project. Using Pay’s (2008) core success criteria from a lean 

application perspective; the principles of Jiang, Gary & Joseph (1996); and The 

Standish Group International (2008) and Motwani’s (2003) lean manufacturing 

implementation model, the following questions will be addressed: 

 

Research Question 1: Are the success factors for the implementation of projects 

relevant to the success factors for the implementation of lean projects? 
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Research Question 2: Can lean manufacturing be implemented effectively in a 

Financial Institution in South Africa? 

 

Research Question 3: Is there a relationship between the success or failure of 

lean projects and the involvement and commitment of executives? 

 

Research Question 4: Is there a relationship between the success or failure of 

lean projects and the culture readiness of the organisation? 

 

Research Question 5: What are the critical success factors for lean projects to be 

implemented successfully? 
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CHAPTER 4: Research Methodology 
 

4.1 Introduction 

This chapter of the report covers the methodology that was used to conduct the 

research and address the research problem. This research study aimed at 

analysing through mainly quantitative methods the success factors for the 

implement of lean projects within a bank in South Africa. 

 

There are six sections to this chapter. These are: the research method (4.2), 

population identification (4.3), sampling approach (4.4), data collection (4.5), data 

analysis (4.6) and research limitations identified (4.7). Each will deal in turn with a 

brief explanation of the overall research theory being presented and the reason for 

the selection of the particular approach. 

 

4.2 Research method 

The research challenge was formulated based on a widespread literature review 

that was conducted. The literature review further supported the process in 

preparing the research questions and providing structure and content to the 

questionnaire used to collect the data. The questionnaire was used in one-to-one 

interviews (in person) with 20 individuals who were part of the lean programme that 

was being implemented at the bank selected for the analysis. 
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A quantitative approach was used to present and analyse the close-ended 

questions while a qualitative approach was used to analyse the open-ended 

questions. The data is presented in Chapter 5. 

 

This research aimed to explore the underlying approach of the implementation of 

the lean projects within the bank selected for the analysis, and to determine where 

they benchmarked against the categorised list of success factors from Pay’s work 

(2008), the literature of Jiang, Gary, & Joseph (1996), and The Standish Group 

International (2008) and Motwani’s (2003) model for lean manufacturing 

implementation. 

 

The unit of analysis was one single organisation where lean projects were being 

implemented. The review and examination of the value streams had either been 

completed or were in the process of being implemented at the bank selected. The 

reason for these set criteria was to gain complete data and full understanding of a 

particular value stream. The lean projects should have at least completed the 

following stages in order to be in scope of the research:  

• Pre-mobilisation / mobilisation stage. 

• Assess stage. 

• Preparation and planning stage. 
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The rationale behind choosing only one bank in South Africa was to maintain a 

consistent analysis: all the value streams within the analysis had to come from one 

consistent approach to implementing lean manufacturing, methodology, 

governance structure and other organisational factors. 

 

The study conducted took a qualitative (exploratory) approach to the research 

analysis. Tobin (2006) states that exploratory research is part of empirical data, 

which is defined as “data based on observation or experience.”  

 

A content analysis was performed to understand what had been said about this 

subject, what conclusions had been derived and why. Tobin (2006) states that 

“[o]ne of the first considerations to be faced is the pre-existing body of knowledge 

that exists in a particular field. This should be used as a source of reference for 

research previously conducted in the chosen field of enquiry, as well as a source of 

the body of theory which pertains to the selected subject area.”  

 

The research analysed past academic journals, business journals, published 

articles and internet sources in order to build on the framework of the research in 

Chapter 2. As Zikmund (2003) states, basic theoretical research is rarely 

conducted without extensive reviews of the literature on similar research. 

 

A vast amount of documentation (monthly/weekly reporting documentation, project 

documentation, business case and value stream assessment material) was 
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provided by the bank selected for the analysis. This documentation provided the 

theoretical background and defined the approach the bank took in its 

implementation programme. This will be elaborated further on in Chapter 6. 

 

The investigation itself was exploratory in nature, involving extensive document 

research to authenticate the development of key concepts. Thereafter, semi-

structured interviews were conducted with the sample outlined below as outlined 

by Wellman and Kruger (2001) to collect data to answer the research questions 

stated in Chapter 3 of this report.  Conducting qualitative research with key 

individuals who took part in the implementation of the lean projects within the bank 

selected for the analysis addressed the research questions proposed in this 

document. This is substantiated by Saunders, Lewis and Thornhill (2003). 

 
 
The questionnaire that was utilised in the semi-structured interviews was 

developed using both open-ended and close-ended questions. This presented 

some structure during the interviews by gaining insights and uncovering new 

issues through in-depth discussions, as stated by Jankowitz (2000), while 

simultaneously gaining input on areas highlighted by the literature review with 

close-ended questions. The questionnaire has been attached as an appendix item 

(Appendix A) for reference purposes. 
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4.3 Population 

The population consisted of the following: 

• One financial institution in South Africa. 

• The bank selected for the analysis was implementing 27 lean projects at the 

time of the analysis (within three waves). 

• Out of the 27 lean projects, five were discontinued. 

• Out of the 27 lean projects, only 18 fit the criteria mentioned above (either 

within test cell, implementation or completed – see appendix G). 

• There were in total 43 Value Stream Managers developed through the 

programme. 

• An external consultancy firm had been contracted to implement the lean 

approach across 17 business units. 

• There were three individuals from the LDO (Lean Deployment Office) who 

managed the overall lean programme from a department known as Group 

Change. 

 

All of the above stated criteria formed part of the population and were utilised when 

the research extracted its sample and was further assessed through the use of 

semi-structured interviews. Details of the projects have been attached as an 

appendix item (Appendix B) for reference purposes. 
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4.4 Sampling 

Non-probability purposive sampling was utilised when the research was conducted. 

Wellman et al. (2001) state that non-probability sampling is used when the 

probability exists that certain members of the population may have no chance of 

being included in the sample. Since the purpose of this study was to obtain 

feedback from the individuals who were involved in the value streams, this 

sampling technique was appropriate. Table 4.1 below shows the spread of the 

sample that was utilised in data gathering and analysis. 

 

Table 4.1: Details of the sample utilised by the research 

 

 

 

 

 

 

Respondents were ensured that their input would be confidential and that their 

responses would be consolidated with those of the rest of the individuals in the 

sample. Projects that were part of the sample have been highlighted in Appendix C 

for reference purposes. 
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4.5 Data collection 

Data was collected by conducting one-on-one semi-structured interviews with 20 

individuals who took part in the implementation of lean within the bank selected for 

the analysis. Semi-structured interviews are useful in extracting additional 

information for which there is no particular question in the collection instrument 

(Wellman and Kruger, 2001). 

 

Each respondent was contacted and informed of the research being conducted 

and how they could add value through their contribution, thereby securing an 

interview. All interviews conducted were 60 minutes in duration, and the 

participants were asked verbally to answer 34 questions and 26 sub-questions that 

were consolidated into nine sections. Their responses to the close-ended 

questions were captured into the set collection instrument (questionnaire provided 

in Appendix A) and their additional comments, which were triggered by the open-

ended questions, were captured on a separate document by the researcher. 

 

The questionnaire design was based on the literature sourced in Chapter 2 and the 

success factors assessed were primarily based on the literature of Pay (2008), the 

literature of Jiang, Gary, & Joseph (1996), Motwani (2003) and the work of The 

Standish Group International (2008). 
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4.6 Data analysis 

Content analysis was used to extract themes from the above data types and to 

categorise the data into a format that can be used to derive a list of success 

factors. 

 

Wellman et al. (2001) state that content analysis can be used to systematically 

analyse mass data and extract information through unstructured interviews in order 

to report in a quantitative and qualitative approach. 

 

The data was captured by means of semi-structured interviews; content analysis 

was then used to extract themes; and the data was then categorised into a format 

that could be used to derive recommendations in a structured fashion.  

 

4.7 Research limitations 

Numerous limitations were identified during the duration of this research: 

• The case analysis itself might be seen as too small to be regarded as 

representative of the financial sector, as the full analysis was based on one 

bank’s experience with lean implementation and the sample was further 

restricted based on the set criteria above. 

• The analysis may be perceived as subjective due to the researcher’s 

involvement in the implementation of the lean programme within the bank 

selected for the analysis. 
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• The individuals who were interviewed knew the researcher from working 

together on the lean programme; a factor that could again be perceived as 

subjective in nature. 
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CHAPTER 5: Results 
 

5.1 Introduction 

This portion of the research presents the data that was collected by the researcher 

and further stipulates the process that was utilised to extract the data from the 

interviewees. The final results are also detailed herein. 

 

The respondents were selected on the basis of their direct involvement in the 

implementation of the lean projects at the bank selected for the analysis. The 

instrument used in the data collection process was structured into nine sections: 

• Section 1: INTERVIEWEE INFORMATION 

• Section 2: GENERAL 

• Section 3: MANAGEMENT’S INVOLVEMENT AND COMMITMENT 

• Section 4: RESOURCES’ SKILLS AND EXPERTISE 

• Section 5: FINANCE 

• Section 6: STRATEGY 

• Section 7: CULTURAL READINESS 

• Section 8: COMMUNICATION 

• Section 9: RATING MATRIX 

 

These sections used close-ended and open-ended questions designed to extract 

information to answer the five research questions outlined in Chapter 3.  
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5.2 Section 1: Interviewee information 

This section of the questionnaire intended to capture the information relating to the 

participants themselves in terms of their expertise, positions on the projects and 

the value stream in scope of the analysis. 

 

Table 5.1 below shows the number of people who were interviewed and their 

current positions on the lean programme at the bank. Value Stream Managers 

were Project Managers who managed a particular value stream. The Lean 

Coaches were provided by the external consultant (the external consultant 

promoted the concept of lean manufacturing to the bank) and mentored and 

supported the Value Stream Managers through the first three phases of the lean 

project stages (refer to Table 4.1 for details on the stages). The LDO resources 

managed the overall programme and ensured its success across the bank. 

 

Table 5.1: Number of interviewees by position on the lean programme 
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The experience of the majority of the interviewees with lean manufacturing is 

limited as the lean programme only started at the selected bank in 2007. Table 5.2 

below shows the years of exposure to the concept of lean manufacturing. 

 

Table 5.2: Years of exposure to lean manufacturing 

 

 

 

 

Table 5.3 below shows the years of exposure the interviewees have had to project 

environments. 

 

Table 5.3: Years of exposure to project environments 

 

 

 

 

Table 5.4 below lists the initiatives that the respondents were working on at the 

time of the research. 
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Table 5.4: List of initiatives that were in scope of the analysis 
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5.3 Section 2: General 

This section of the questionnaire intended to capture the respondents’ views and 

experiences on projects in general, as well as those views relevant to the lean 

project that they were involved in. 

 

Table 5.5 below shows the responses from the interviewees when asked the 

question “In your view, what are the five most important factors that determine the 

success of a project?”. Since this was an open-ended question, their responses 

have been categorised (with reference to the literature). Table 5.5 below displays 

the data in a ranked order fashion from highest to lowest. 

 

Table 5.5: List of categorised factors that determine the success of a                   

general project 
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Table 5.6 below shows the responses from the interviewees when asked the 

question, “In your view, what are the five elements that differentiate a lean project 

from a general project?”. Their responses have been categorised (with reference to 

the literature). Table 5.6 below displays the data in a ranked order fashion from 

highest to lowest. 

 

Table 5.6: List of factors that differentiate lean projects from general                     

projects 
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Table 5.7 below shows the responses from the interviewees when they were asked 

whether they feel the value stream they were involved in was a success or not. 

 

Table 5.7: Overall success of the value stream 

 

 

 

 

From the above question posed, a further question followed: “If the value stream 

you were involved in was a success or failure, which of the following factors 

(provided by the questionnaire) best would describe why?” Each participant could 

only choose one. 

 

Table 5.8 below illustrates the results in a ranked order fashion from the 16 of the 

20 participants who said their value stream had been a success. 



55 
 

Table 5.8: Reasons for value stream success 

 

 

 

 

 

 

 

 

 

 

 

Table 5.9 below illustrates the results in a ranked order fashion from the four of the 

20 participants who said that their value stream had not been a success. 
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Table 5.9: Reasons for value stream failure 

 

 

 

 

 

 

 

 

 

 

 

Table 5.10 below illustrates the results from the interviewees when they were 

asked whether they think lean is a sustainable practice in the business unit in 

which the lean project was implemented in. 

 

Table 5.10: Lean as a sustainable practice in their business unit 

 

 

 

 

From the above question posed, a further question followed asking the reason for 

their answer. 
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Table 5.11 below illustrates the responses of 17 of the 20 participants that 

explained why they feel that lean is a sustainable practice in their business unit and 

three of the 20 participants that explained why they feel that lean is a not a 

sustainable practice in their business unit. 

 

Table 5.11: Reasons for lean as a sustainable practice in their business unit 
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5.4 Section 3: Management’s involvement and commitment 

This section of the questionnaire intended to capture the participants’ views and 

experiences with regard to managers’ buy-in and commitment to the value streams 

that they were involved in. 

 

Table 5.12 below illustrates the participants’ responses when they were prompted 

to rate on a scale of 1 to 5 (1 = Very little involvement; 2 = Little involvement; 3 = 

Average participation; 4 = High level of involvement; 5 = Very high level of 

involvement) their opinions in terms of management’s involvement in the value 

stream. The following data in Table 5.12 has been rank ordered according to the ‘5 

= Very high level of involvement’ column. 

 

Table 5.12: Management’s level of involvement and commitment in the value 

streams 
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Table 5.13 below illustrates the participants’ responses when they were asked to 

rate on a scale of 1 to 5 (1 = Very little involvement; 2 = Little involvement; 3 = 

Average participation; 4 = High level of involvement; 5 = Very high level of 

involvement) their opinions in terms of management’s overall level of commitment 

to their value stream. 

 

Table 5.13: Management’s overall level of commitment to value streams 

 

 

 

 

5.5 Section 4: Resources’ skills and expertise 

This section of the questionnaire planned to capture the participants’ views and 

experiences with regard the skills and expertise of the resources that were 

allocated to the value stream. 

 

Table 5.14 below illustrates the participants’ responses when they were prompted 

to rate on a scale of 1 to 5 (1 = Very little skills and expertise; 2 = Little skills and 

expertise; 3 = Average skills and expertise; 4 = High level of skills and expertise; 5 

= Very high level of skills and expertise) their opinions in terms of skills and 

expertise of the resources allocated to the value stream. The following data in 

Table 5.14 has been rank ordered according to the ‘5 = Very high level of skills and 

expertise’ column. 
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Table 5.14: Skills and expertise of resources in the value stream 

 

 

Table 5.15 below illustrates the results from the interviewees when they were 

asked whether the resources that were allocated to the value stream were involved 

from the beginning to the end of the project (or, if the project is still running, are still 

currently involved). 

 

Table 5.15: Allocated resources’ end-to-end involvement in the value                 

stream 
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Table 5.16 below illustrates the results from the interviewees when they were 

asked whether, in their opinion, the business allocated the best resources to the 

value stream. 

 

Table 5.16: Resources allocated to the value stream 

 

 

 

 

Table 5.17 below illustrates the data from the interviewees when they were asked 

to rate on a scale of 1 to 5 (1 = Very insufficient; 2 = Insufficient; 3 = Average; 4 = 

Sufficient; 5 = Very sufficient) whether they felt that the lean training provided by 

the Lean Deployment Office was enough for the resources to implement their lean 

project effectively. 

 

Table 5.17: Lean training for resources 
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5.6 Section 5: Finance 

This section of the questionnaire planned to capture the participants’ views and 

experiences with regard to the budgets allocated, the financial support and the 

business units’ financial planning required to implement their value stream and the 

lean approach in general. 

 

The respondents were asked four questions that related to the financial landscape 

of the project and were prompted to answer either yes or no. Table 5.18 below 

illustrates the responses to these questions.   

 

Table 5.18: The business’s financial commitment to the value stream and 

lean 

 

 

 

 

 

 

 

The one “not applicable” result for the first question was due to the respondent not 

knowing whether the business had allocated or planned budget for the year. This 

particular respondent was one of the outsourced Lean Coaches and had limited 
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access to the business units’ preparations as their direct involvement was with the 

LDO and not business operations (other than the value stream in scope). 

 

The four “not applicable” results for the second question posed were the result of 

two factors:  

• Factor one – Two of the four interviewees stated that they did not require any 

budget to effect the change they set out to achieve, as it required changes to 

the way people managed the as-is process. 

• Factor two – Two of the four interviewees stated that they did not require any 

budget as they had the operational budget (existing funds available) to effect 

the changes required. 

 

The four “not applicable” results for the third question were due to the value 

streams reporting that their initiatives have no tangible (financial) benefits; their 

future state changes were bringing intangible benefit value to the business units 

where the change was being implemented. 

 

The two “not applicable” results for the fourth question were due to the 

respondents not knowing whether the business had allocated or planned budget 

for the year. These two particular respondents were outsourced Lean Coaches and 

had limited access to the business units’ planning for future initiatives. 
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5.7 Section 6: Strategy 

This section of the questionnaire planned to capture the participants’ views and 

experiences with regard to the strategic intent that the business had in utilising the 

lean approach. 

 

Table 5.19 below illustrates the results from the interviewees when they were 

asked whether they think lean is part of the business units’ strategy. 

 

Table 5.19: Lean as part of the business units’ strategy 

 

 

 

 

 

Table 5.20 below illustrates the results from the interviewees when they were 

asked whether they think the business has the appetite to work toward process 

improvements. 

 

Table 5.20: The business units’ appetite for process improvements 
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Table 5.21 below illustrates the results from the interviewees when they were 

asked what the business’s strategic intent was in utilising the lean approach. They 

had three options to choose from (Increase revenue, Reduce costs and Enhance 

improvements). The respondents were informed that they could choose one, two or 

all three of the options, as the business might have had more than one intent in 

adopting the lean approach. 

 

Table 5.21: The business’s strategic intent for the adoption of lean 

 

 

 

 

 

5.8 Section 7: Cultural readiness 

This section of the questionnaire planned to capture the participants’ views about 

the importance of developing a culture that works towards continuous 

improvements through the adoption of lean, and to ascertain what the business did 

to work towards this. 

 

Table 5.22 below illustrates the results from the interviewees when they were 

asked to rate on a scale of 1 to 5 (1 = Very little action; 2 = Little action; 3 = 

Average; 4 = High level of action; 5 = Very high level of action) how they felt in 

terms of the business’s effectiveness in building and sustaining a lean culture. The 
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following data has been rank ordered according to the ‘5 = Very high level of 

action’ column. 

 

Table 5.22: The business’s effectiveness in building a lean culture 

 

 

 

 

 

 

 

 

Table 5.23 below illustrates the results from the interviewees when they were 

asked their opinion on which of the following is more important: Having a culture 

that supports lean before implementation, or developing a culture that supports 

lean during the implementation process.  

 

Table 5.23: Culture that supports lean upfront vs. the development of a                        

culture through execution 
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Table 5.24 below illustrates the results from the respondents when they were 

asked their viewpoint on which of the following is more important: Having a 

workforce that supports the lean philosophy, or having a competent project team 

that effectively implements lean projects. 

 

Table 5.24: Workforce that supports the lean philosophy vs. an effective 

implementation capability 

 

 

 

 

 

5.9 Section 8: Communication 

This section of the questionnaire planned to capture the participants’ views about 

the project’s effectiveness in communicating the objectives and benefits of lean to 

its stakeholders and staff. 

 

Table 5.25 below illustrates the outcome from the interviewees when they were 

asked to rate on a scale of 1 to 5 (1 = Very little action; 2 = Little action; 3 = 

Average; 4 = High level of action; 5 = Very high level of action) how they felt in 

terms of the project’s effectiveness in communicating the objectives and benefits of 

lean. The following data in Table 5.25 has been rank ordered according to the ‘5 = 

Very high level of action’ column. 
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Table 5.25: Value streams’ communication efforts and effectiveness 

 

 

 

 

 

 

 

 

The one “not applicable” result for the third question was due to the respondent not 

being able to confirm this question as his direct involvement was purely on a 

project management basis, running the value stream itself. He never had access to 

the rest of the business unit and therefore could not provide his view on the staff’s 

understanding on where the business was planning to go with lean. 

 

5.10 Section 9: Rating matrix 

This section of the questionnaire planned to encapsulate the participants’ views 

and opinions on what the factors for the successful implementation of a lean 

project are, benchmarked against the success factors of projects and lean projects 

from the literature analysed in Chapter 2. 
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Table 5.26 below illustrates the outcome from the interviewees when they were 

asked to rate (L = Minimal priority; M = Medium priority; H = High priority; C = 

Critical) 29 factors in terms of their priority and importance for the successful 

implementation of a lean project. The data in Table 5.26 is in ranking order 

according to the ‘critical’ factors column. 
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Table 5.26: Priority and importance for successful implementation of lean 

 

 

Table 5.27 below illustrates the outcome from the interviewees when they were 

asked to list in order of importance their top five most important factors (from the 

29 factors provided in the previous question) that will determine the successful 

implementation of a lean project. The data in Table 5.27 is in ranking order 

according to the ‘Rated number one’ factors column. 
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Table 5.27: Five most important success factors (in order of importance)                       

for the successful implementation of a lean project 

 

 

Table 5.28 below lists in ranking order the amount of times they mentioned in the 

top five most important factors (from the 29 factors provided in the previous 

question) that will determine the successful implementation of a lean project. 
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Table 5.28: Success factors that were rated within the top five lists of 

success factors for the successful implementation of a lean project 

 

 

Table 5.29 below illustrates the outcome from the interviewees when they were 

asked an open-ended question. The question was posed and the respondent was 

prompted to finish the following sentence: “For any lean project to succeed, the 

one non-negotiable is…………”. The data in Table 5.29 has been rank ordered. 
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Table 5.29: Open-ended questions for non-negotiables for successful lean 

projects 

 

 

 

 

 

 

Table 5.30 below illustrates the outcome from the interviewees when they were 

asked the following open-ended question. The question was posed and the 

respondent was prompted to start the following sentence: "…………….will cause a 

lean project to fail". The data in Table 5.30 has been rank ordered. 

 

Table 5.30: Open-ended questions for what will cause a lean project to fail 

 

 

 

 

 

 

All the results reported in Chapter 5 above are analysed and discussed in depth in  
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Chapter 6, where the results above are categorised by the research questions 

posed in Chapter 3 and are then addressed with reference to the literature in 

chapter 2. 
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CHAPTER 6: Discussion of Results 
 

This chapter briefly summarises the profile of the interviewees and then analyses 

the data presented in Chapter 5 in conjunction with the literature reviewed in 

Chapter 2. The analysis is presented in the form of research questions, stated in 

Chapter 3. 

 

6.1 Discussion of the interviewees’ profiles 

In the analysis of the data, aspects of the interviewees’ profiles are pertinent to 

mention. Due to the nature of the research being a case study analysis on a 

particular financial institution, all interviewees that formed part of the sample (Table 

5.1) were deliberately targeted as they were involved in the lean programme, which 

adds merit to the research. Furthermore the individuals that were selected cut 

across 17 different business units across the bank selected for the analysis (Table 

4.1 and Table 5.4), forming 70 percent of the total population of business units. 

The sample of Value Stream Managers formed 33 percent of the total population of 

Value Stream Managers on the programme, and out of the eighteen projects that fit 

the criteria set in Chapter 4, 66 percent formed part of the sample, thereby adding 

further integrity to the research. 

 

To add even further reliability to the sample and in order to weigh the extent of 

knowledge, interviewees were asked for the number of years of exposure they 

have had to project environments (Table 5.3). Forty-five percent of the 
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interviewees have more than 10 years’ exposure and 65 percent have more than 

seven years’ exposure to project environments.   

 

Since the concept of lean manufacturing is fairly new to the banking sector (Lutz, 

2008), it is worth noting that the exposure of the interviewees to the lean concept is 

fairly small. Seventy-five percent of the sample has only had one to two years of 

exposure to lean manufacturing (Table 5.2). Only two of the 20 interviewees had 

more than five years of exposure to lean manufacturing and those two individuals 

are from the external consultancy that was contracted by the bank selected for the 

analysis. Further integrity can be attributed to the fact that all interviewees that 

form part of the sample have been involved within their particular value stream 

since its inception. This brought much richness to the questions posed to the 

interviewees.  

 

The first research question attempted to determine if lean manufacturing can be 

implemented successfully through project management practices. This research 

question is addressed below. 

 

6.2 Research question 1 

Determining whether the success factors for the implementation of projects are 

relevant to the success factors for the implementation of lean projects will further 

contribute to the research objective of understanding what the success factors are 

in implementing lean projects in financial institutions. 
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When respondents were asked which factors they think determine the success of a 

project (Table 5.5), their top five factors were: 

 

 

 

 

 

The factors identified by the sample in Table 5.5 are supported by Pay (2008), 

Jiang’s list of success factors (Frese et al., 2003) and by the latest CHAOS report’s 

project success factors (The Standish Group International, 2008) on what the 

success factors are that will drive the successful implementation of lean projects. 

 

Thirteen out of the 20 respondents said that executive support and skills and 

expertise of resources (Table 5.5) are the main factors at play in the successful 

implementation of general project management. This covers two of Pay’s (2008) 

four reasons for why lean projects succeed or fail, namely management’s 

involvement and commitment and the skills and expertise of resources. 

 

Nine out of 20 respondents said that having a clear vision of the project’s 

objectives is the number one success factor to the successful implementation of 

general project management. This, together with executive support and skills and 

expertise of resources (Table 5.5), is supported by four of the 10 Standish Group 
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(2008) CHAOS success factors: executive management support, clear business 

objectives, project management expertise and skilled resources. The above 

success factors (Table 5.5) are also supported by Jiang’s list of success factors 

(Frese et al., 2003). All 13 factors of Jiang’s list are represented. 

 

The respondents were also asked what the one non-negotiable was for a lean 

project to succeed (Table 5.29); the top five factors were: 

 

 

 

 

 

The top five factors above (Table 5.29) from the respondents covers three of Pay’s 

(2008) four reasons for why lean projects succeed or fail, namely management’s 

involvement, commitment and skills and expertise of resources and culture 

readiness. 

 

From the above analysis, 80 percent of what the respondents say will make lean 

projects succeed (Tables 5.5, 5.27, 5.28 and 5.29) directly applies to the success 

factors of general projects stated in the literature of Pay (2008), The Standish 

Group (2008) and Jiang’s list of success factors (Frese et al., 2003). 
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To understand the differences between general project management and the 

management of lean projects, respondents were asked what differentiated lean 

projects from normal general projects (Table 5.6). The top five differences raised in 

order of importance are: 

 

 

 

 

 

 

 

The lean manufacturing thinking and principles 

Twelve out of the 20 respondents stated that the actual lean principles and 

approach to process optimisation and process improvements is different from the 

normal conventional project management methodologies. Lean is process-specific 

and focuses its efforts in the elimination of waste to drive value to the customer. 

This is consistent with Womack, Jones & Roos, (1990) and Seth et al. (2005). 

However, the respondents stated that when it comes to the physical 

implementation of the future state (the proposed to-be process), the momentum of 

the initiative declines after the assessment phase and therefore can be maintained 

and focused on its desired state through project management practices.  

Respondents also mentioned that with their value streams being within the project 
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environment, it has the right focus from the right stakeholders, which makes a big 

vast difference to its validity.  

 

Lean is quick and effective in showing results 

Ten out of the 20 respondents stated that lean is quick and effective in showing 

tangible results, as conventional projects, in their opinion, tend to be long and 

normally only show their value after the close of the project. 

 

Six out of the 10 stated that the fact that their value streams showed immediate 

results resulted in the quick support and involvement from their senior 

management. All respondents mentioned how this also resulted in the buy-in of 

staff that was involved in the process that was being optimised, as it brought 

positive change to their daily workings. 

 

Respondents ended by saying that the project management methodology currently 

being used at the bank selected for the analysis should be reviewed and put 

through the lean process in order to create “light-touch” governance to place more 

focus on delivery than on management assurance. 

 

Lean involves all people from all levels and those that form part of the process 

Nine out of the 20 respondents stated that lean involves the people “on the ground” 

whereas conventional projects mainly involved key stakeholders. 
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The respondents felt that projects in general at the selected bank normally only get 

communicated to the rest of the staff once within implementation phase, without 

the consultation or review of the staff involved in the day-to-day operation. The 

whole philosophy behind lean is to involve the staff and make them part of the 

change (Womack, Jones & Roos, 1990 and Seth et al. 2005).   

 

However, one of the 10 laws of CHAOS supports the concept of user involvement, 

namely the Law of the Two Faces, which states that “Project managers need to 

cultivate an ecosystem for users and user groups which enables them to explain 

the business process in detail to the organization, and those users should be 

trained to follow project management protocols” (The Standish Group International, 

2008). 

 

Lean drives implementation through the concept of “learning from doing” 

Eight out of the 20 respondents felt that lean’s approach to implementation follows 

the “learning from doing” concept, which is supported by the lean manufacturing 

implementation framework shown in Figure 2.5, which states that “Efficiency and 

the drive for constant improvements can come from the learning from doing 

approach and accumulation of knowledge through cross-functional interfaces” 

Motwani (2003). The “learning from doing” approach is defined in one of the factors 

in Jiang’s list of success factors (Frese et al., 2003).  
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The stakeholder engagement approach that lean implements 

Seven out of the 20 respondents stated that the way stakeholders are engaged in 

the lean project is more effective and value-adding than the conventional 

stakeholder sessions they have attended in the past at the bank in scope.   

 

The respondents mentioned that the stakeholders are much more active and 

value-adding to the project as they are “walked” through the process and its new 

optimised future state components to make them understand the change required 

and what benefit it will bring once implemented. 

 

Even though there are slight variances between the implementation of lean 

projects and conventional project management, it can be concluded that the 

success factors for the implementation of general projects are relevant to the 

success factors for the implementation of lean projects. 

 

6.3 Research question 2 

Research question 2 sought to establish whether lean manufacturing can be 

implemented effectively in a financial institution in South Africa. 

 

When the respondents were asked whether they believe that the value stream that 

they were involved in was a success, 80 percent of the respondents said yes 

(Table 5.7). This is supported by Lutz (2008) when he states that financial 
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institutions can increase their productivity significantly through the adoption of lean 

manufacturing.  

 

The respondents were then asked, using Pay’s four success factors for lean 

implementation (Pay 2008), what the number one reason for the success of their 

value stream was (Table 5.8). Six of the 16 respondents chose the “skills and 

expertise of the resources” factor, which was the highest-ranked factor. Validity 

could be questionable as all of the respondents were resources within their own 

value stream. 

 

Of the four of the 20 respondents that stated their value stream was not a success, 

50 percent said it was due to the lack of management’s involvement and 

commitment (Table 5.9). This will be discussed further in section 6.4 of this 

chapter. 

 

The respondents were also asked whether they feel that lean manufacturing could 

be sustainable practice in their business unit (Table 5.10). Eighty-five percent of 

the respondents said “yes”, that they believe that lean could be a sustainable 

practice in their business units.  

 

To further understand why lean would be a sustainable practice in their business 

unit, they were asked to elaborate further (Table 5.11). Two main themes stood out 

from the respondents’ feedback: 
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• Leadership’s commitment 

• Visible benefits 

 

Leadership’s commitment 

Respondents stated that if they have the support and buy-in from their leadership, 

then the rest would follow. If it is a priority for them, then the resources will be 

allocated accordingly. One respondent said “High priority initiatives are executed 

with high priority”. That sentence summed up the fact that with leadership support 

and commitment, the rest will fall into place. This is supported by Pay (2008) when 

he states that “A top-down approach and commitment to lean are essential to the 

success of the project”. 

 

Visible benefits 

Respondents stated that the business was supportive of lean from the get-go as it 

showed tangible visible benefits quickly. One respondent said “people buy into an 

initiative when they are impacted by the change and they see it with their own 

eyes”. This is in line with the “learning from doing” concept, as the change is 

incremental in nature, as are the benefits being envisaged as the initiative moves 

forward. This is huge advantage for the lean approach as respondents stated that 

within the bank selected for the analysis, management will buy into anything that 

shows physical improvements. One respondent said “Any approach that is able to 

talk the walk while running will win the race”.  
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Reports provided by the lean deployment office showed that out of the 27 lean 

projects, eight had committed to MTP. This totalled to R54.7 million. Eight 

respondents did mention though that the business hesitated to commit financial 

benefits to MTP due to the fact that the lean concept was sold to them incorrectly. 

Originally they were advised by the external consultant that through the adoption of 

lean they would see an average of R7 million in benefits in a timeline of eight 

weeks, which turned out to not be the case. This point relates to the importance of 

the third highest success factor required, as was depicted by the respondents 

(Table 5.5), namely having clear vision of the project’s objectives. 

 

Overall, from the findings of this research within the bank selected for the analysis 

and in conjunction with the literature review, it can be established that lean 

manufacturing can be implemented effectively within a financial institution in South 

Africa. This finding is supported by Lutz (2008). 

 

6.4 Research question 3 

This research question attempted to address whether there is a relationship 

between the success and failure of lean projects and the involvement and 

commitment of executives. 

 

As mentioned in the previous question (Question 6.3), the respondents were asked 

whether they believe that the value stream that they were involved in was a 
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success. This particular section will look at the 20 percent of the respondents that 

said no to this question (Table 5.7). 

 

From the four respondents that said no to their value stream being a success, 50 

percent stated that the reason for the failure of their value stream was due to the 

lack of management’s involvement and commitment (Table 5.9). Linked to this is 

when the respondents were asked if lean is sustainable in their business unit 

(Table 5.10); out of the “no” respondents, 33 percent said no because 

management missed out on the key principles of lean (Table 5.11). 

 

The above results are consistent with Pay’s (2008) core success criteria, the 

principles of Jiang, Gary & Joseph (1996), and The Standish Group International 

(2008) and Motwani’s (2003) lean manufacturing implementation model. 

 

To understand the role management played in more depth, the respondents were 

asked to rate on a scale of 1 to 5 (1 = Very little involvement; 2 = Little involvement; 

3 = Average participation; 4 = High level of involvement; 5 = Very high level of 

involvement) their opinions in terms of management’s involvement in the value 

stream (Table 5.12). 

 

However, the results from the above question were random in nature and showed 

no pattern or trend in the analysis. The average ranged around “average 

participation”. Linked to this was the next question posed to the respondents, 
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asking them what management’s overall level of involvement and commitment was 

to the value stream, using the same rating scale as above (Table 5.13). Fifty 

percent said “average participation” and the other 50 percent were split between 

the “little involvement” and “high level of involvement”, again representing no 

specific outcome. 

 

To give additional reliability to the analysis and in order to further assess the 

effects of management’s involvement and commitment to value streams, the 

results were broken down under the following aspects: 

• The allocation of resources’ skills and expertise 

• The allocation of budget 

• Forming part of the strategy 

• Ongoing communication 

 

The allocation of resources’ skills and expertise 

The purpose behind the first aspect is that management’s commitment is visible by 

the allocation of resources they commit to a particular initiative. This is supported 

by Vavra (2008), Pay (2008) and The Standish Group International (2008). 

 

The results from the questions posed to the respondents (Tables 5.14, 5.15 and 

5.16) show no particular trend or visible distinction to state whether the allocation 

of resources was linked to the involvement and commitment from management.  

An example was when the respondents were asked whether they feel the business 
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allocated the best of their resources. The responses were split 50/50 between yes 

and no (Table 5.16). 

 

Another concern with this particular aspect is that the respondents were the 

resources of these initiatives and therefore can be deemed to be biased in nature. 

However, the six out of the 10 respondents that said yes to the above question 

(Table 5.16) said that their value streams would have not been a success if it was 

not for management’s active commitment to allocating resources when required. 

 

The allocation of budget 

The purpose behind the second aspect is that management’s commitment is 

visible by the allocation of budget it makes to a particular initiative when required, 

as supported by Robertson and Williams (2006). 

 

The respondents were asked to answer yes or no to four questions pertaining to 

the allocation of finance to their value stream (Table 5.18). The data is less in 

favour of management’s commitment due to the respondents’ answers. However, 

15 of the 20 respondents did mention that management’s belief was that the lean 

concept required little funding as most changes would be driven through the 

optimisation of the physical process itself and by the staff that are part of the 

process. All respondents also mentioned that it was sold to their management that 

the lean programme is adopting an IT-light approach. What was not anticipated is 
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that the majority of the changes suggested by the respondents required IT 

changes, which carries the highest cost. 

 

Management at the bank selected for the analysis is still under the impression, 

however, that lean can bring quick-win results through smaller optimisations at no 

cost. 

 

Forming part of the strategy 

The purpose behind the third aspect is that management’s commitment would be 

visible by their inclusion of lean within their business strategy. This is supported by 

Motwani (2006) when he states that strategy is where the journey to implement 

process change begins. 

 

The respondents were asked whether the lean concept forms part of their business 

strategy (Table 5.19). Sixty-five percent said “yes”, that it did form part of their 

strategic intent. To prompt further, a question was then asked whether the 

business has the appetite to work towards process improvements (Table 5.20). 

The respondents were consistent in their responses, with 85 percent of the 

respondents saying “yes”. 

 

To validate further, a third question was asked in order to understand the 

business’s main intent to utilise lean within their business unit (Table 5.21). 

However, the responses were random in nature, though the highest-rated was for 
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the business to enhance improvements. One trend that was picked up from the 

interviews was that the value streams that had the executive support do tend to 

represent lean within their strategy for 2009. 

 

Ongoing communication 

The purpose behind the final aspect is that management’s commitment would be 

visible through the efforts and actions to communicate the importance and agenda 

of lean manufacturing to the staff.   

 

When respondents were asked about the business’s ability to communicate the 

concept of lean to their staff (Table 5.25), the results were random in nature. No 

visible trend could be established between the business’s communication efforts, 

as the view was split between effective and non-effective. 

 

Respondents did, however, mention that much of the communication that did occur 

was from staff that was involved in the lean process when they derived the future 

states. This is a positive note for lean as this is a clear indication of the buy-in from 

staff into concept of lean. 

 

Overall, from the findings of this research within the bank selected for the analysis 

and in conjunction with the literature review, there is a strong correlation between 

the performance of a value stream and the commitment and involvement from 

management. Out of all the success factors identified by the respondents, 
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executive support was depicted as the most important success factor for the 

successful implementation of a lean project (Tables 5.26, 5.27 and 5.28).  

 

From a literature perspective, this is the most important factor in Pay’s (2008) list of 

success factors; it is depicted as the number two success factor within the CHAOS 

report and has been for the last fourteen years (The Standish Group International, 

1994 and The Standish Group International 2008); and it is the number three 

success factor in Jiang’s list of the thirteen success factors of projects (Frese et al., 

2003). However, the concept of executive support is not mentioned or depicted in 

Motwani’s (2003) theoretical framework for lean manufacturing implementation.  

 

 

6.5 Research question 4 

This research question attempted to address whether there is a relationship 

between the success and failure of lean projects and the culture readiness of the 

organisation. 

 

The literature states that in order for lean to be implemented effectively and 

sustained by the business after its inception, the organisation needs a culture to 

support and sustain the change. The business needs staff to have the right 

attitudes and behaviours to reinforce the continuation in continuous process 

improvement (James, 2006; Hines et al., 2004; Pay, 2008 and Motwani, 2003). 
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When respondents were asked questions regarding the project’s effort toward 

developing and working towards a lean culture (Table 5.23), the majority of the 

results say minimal action was taken.  

 

To further understand what the respondents’ opinions were in the importance of 

developing a culture to support the concept of lean, two key questions were asked: 

1) Which of the following is more important: Having a culture that supports lean 

before implementation, or developing a culture that supports lean during the 

implementation process? (Table 5.23). 

2) Which of the following is more important: Having a workforce that supports the 

lean philosophy, or having a competent project team that effectively implements 

lean projects? (Table 5.24). 

 

The results to both questions were both split between the respondents. The 

majority of the respondents stated that senior management was more focused on 

the financial benefits that the optimised process could bring and the improvements 

it could make to customer service than the idea behind the philosophy of lean. 

Minimal steps were taken to address the staff dynamics to complement the lean 

concept. The belief was that optimising the process would automatically improve 

the environment and working conditions of the staff. These views are apposed by 

the literature around the aspect of culture and its importance to the process 

(James, 2006; Hines et al., 2004; Pay, 2008 and Motwani, 2003). No trend or 
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indication was visible to show that culture was a priority; this is not in line with the 

literature’s point of view.  

 

Overall, the findings of this research within the bank selected for the analysis show 

that minimal effort was spent in building a culture to support and sustain lean. The 

bank selected for the analysis was more interested in the output of the specific 

value streams and how this could improve customer service. The literature points 

to the importance of an organisation building and cultivating a culture that supports 

the lean philosophy, for this is a critical component for its sustainability (James, 

2006; Hines et al., 2004 and Motwani, 2003). 

 

6.6 Research question 5 

This research question attempted to confirm what the critical success factors are 

for lean projects to be implemented successfully. The literature points to the same 

type of success factors for the successful implementation of projects, depicted in 

Appendix D. This is also applicable to lean projects, as concluded in section 6.2 

above. 

 

The respondents from the bank were given all the success factors for projects 

based on the literature in Chapter 2 and were then asked to rate which of them 

was critical to the successful implementation of a lean project (Table 5.26). The top 

five were: 
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Using the same factors from the literature (Table 5.26), the respondents were then 

asked to pick only their top five success factors out of the 29 for the successful 

implementation of a lean project and rank them from the most important down 

(Table 5.27). The top five that were rated as the number one factor were: 

 

 

 

 

 

 

To add further validity to the analysis, the respondents were asked to provide their 

own factors through a prompted open-ended question (Table 5.29). The top five 

factors that, in their opinion, rated as non-negotiables for a lean project to succeed, 

are supported by the literature depicted in Chapter 2. The overall analysis shows 

that the data supports the literature in Chapter 2. 
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To conclude, this research has provided the top five factors for successfully 

implement a lean project according to the literature (Appendix D) and according to 

respondents from the bank selected for the analysis. These success factors in 

order of importance are: 

 

 

 

 

 

 

These success factors will be further discussed in Chapter 7, along with 

recommendations and suggestions for further research to enrich the field. 
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CHAPTER 7: Conclusion 
 

7.1 Introduction 

Chapter 7 consolidates the key findings that were depicted in the data capture in 

Chapter 5 and in the assessment of the data in Chapter 6, offering 

recommendations for the bank selected for the analysis and suggesting future 

research. 

 

The research was able to address the five questions posed from Chapter 3, based 

on the literature review in Chapter 2 and from the analysis done on the selected 

bank. The research intended to address the factors that will determine the 

successful implementation of lean projects within a financial institution in South 

Africa. Five key success factors were derived in Chapter 6 (as depicted in section 

6.6). This chapter looks at these five factors in order of importance in more detail, 

providing recommendations to the bank selected for the analysis on how to 

effectively manage these factors. 

 

7.2 Success factor 1: Executive support 

Executive support is depicted as the number one success factor for the success 

implementation of lean projects. Executive support’s role and responsibility is 

depicted in Appendix E. Through the analysis conducted, one trend that was 

distinct in the selected bank was that projects that had the visible support and 

involvement from their senior management had delivered better results and were 



97 
 

more effective than the ones that had lacked their management’s involvement and 

commitment. The business areas that had commitment from their management 

also showed increased efforts in building a culture towards continuous process 

improvements. 

 

Another visible trend in the selected bank was that in business units that had the 

visible support and involvement from their senior management, the staff members 

were more motivated and driven to the value stream and focused on the lean 

concept itself, looking for ways to further improve their areas of work. 

 

Respondents felt that the individual senior members that did not support or fully 

commit to their value streams and to the lean agenda did not fully understand lean 

manufacturing and its core capability. Lean was perceived to these individuals as 

another method of optimising processes and operations. The concepts behind lean 

thinking that drive sustainability and the human aspect of lean are then not driven 

effectively. 

 

One way the lean programme office at the bank selected for the analysis has dealt 

with knowledge transfer of lean is through a one-day workshop known as a 

Workshop 0. The objective of Workshop 0 sessions is for attendees to experience 

how value stream improvements work through a simulation concept that supports 

the “learning from doing” concept.  
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However, there has been minimal attendance from senior managers to these 

sessions. Workshop 0 is dominated by the staff members that are either part of the 

value stream or are being impacted by the proposed change. 

 

Recommendations 

In order for senior managers to be effective in their commitment to and support of 

lean initiatives, they need to fully understand the concept and dynamics behind 

lean manufacturing. It should be compulsory that all senior managers attend  a 

Workshop 0 session to understand the core platform for lean manufacturing. To 

further drive the thinking and understanding of lean (since Workshop 0 only looks 

at the physical application of lean and not the people and culture aspect of lean), 

the recommendation to the bank would be to initiate a course through an external 

consultant that covers these areas. 

 

Another imperative would be for the bank to set up a monthly lean working 

committee comprised of senior management. This way the individuals can 

enhance and drive collaboration between the different business units, enhance 

efforts to drive lean within the organisation and discuss successors, failures, 

challengers and current issues being experienced for mitigation purposes. This 

forum could also focus on how lean is being successfully executed externally 

across other organisations in different sectors and see how it can be adapted to 

work successfully in their context. 
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Lastly, senior management should get actively involved in bigger external lean 

forums. Annually there are lean conventions, summits, knowledge sharing 

sessions, organised activities and courses offered to drive lean excellence (for 

example, the African lean summit for 2008 was held in Cape Town on October this 

year). 

 

7.3 Success factor 2: Skills and expertise of project resources 

Skills and expertise of project resources is illustrated as the number two success 

factor for the success implementation of lean projects.  The skills and expertise of 

resources refers to individuals that have been allocated to the physical 

implementation of a lean project who have the right skills and competencies to 

successfully and effectively drive the change required.  

 

The results of the analysis around skills and expertise of resources were related to 

the allocation of resources from senior management and showed no common trend 

in terms of the effectiveness of the resources utilised by the bank. However, 

through the discussions with respondents three visible trends were depicted. 

 

The first trend depicted was that value streams with Value Stream Managers that 

had a strong foundation, experience or skill in project management were more 

successful in their implementation and consistent maintenance in momentum of 

delivery than value streams who had Value Stream Managers (though 
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knowledgeable in the area in which they were effecting the change) that had 

limited skills or exposure to project environments. 

 

A second trend depicted was that value streams that had a more effective Lean 

Coach that took an active role in driving the delivery (working closely with the 

Value Stream Manager to implement the required change) were more successful 

and effective in their delivery than value streams that had Lean Coaches who only 

participated in deriving of the future state. 

 

The last trend visible was value streams that allocated their best resources were 

more effective in delivering the change required than the value streams that felt the 

resources allocated were not the best. 

 

Recommendations 

When allocating resources to run a lean project, there are three key roles that are 

required: 

1. Value Stream Manager – This individual should be a change resource (in 

the bank selected for the analysis, there are change departments that have 

resources that manage projects on a daily basis, i.e. Project Managers) with 

the right project management skills, experience and competencies to 

effectively manage the project and its day-to-day activities. 
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2. Lean Coach – This individual needs to have skills and experience in process 

optimisation, lean or six sigma practices and assist the Value Stream 

Manager in deriving the best optimised solution. 

 

3. Business Partner – This individual should be seconded from the area where 

the lean project is being implemented; someone who has the experience 

and expertise of the process being effected so that they can drive the 

change from a business perspective and drive the focus towards the 

customer. This individual works in conjunction with the Value Stream 

Manager and Lean Coach to ensure that the changes being made are in line 

with the business’s imperative. 

 

Another recommendation would be for the bank to create a formal position for the 

Lean Coach role that could drive the lean agenda and be involved in all lean 

projects within their particular business unit. Currently in the bank there is a role 

known as the Process Custodian, referring to someone who manages and 

supports the business in their process management. This role could be enhanced 

or restructured and made to provide the current individuals with the skills and 

competencies needed to manage lean effectively. 

 

Last recommendation would be for the selected bank to have its centre of 

excellence for lean deployment (currently the centre of excellence for lean resides 

in a department called Group Change) to put in place a standard way of managing 
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and driving lean initiatives across the group so that this can be communicated to 

lean resources to ensure a standard way of lean management within the group. 

 

7.4 Success factor 3: Clear shared understanding of project objectives 

All parties involved in the project having a clear shared understanding of the 

projects objectives is illustrated as the third success factor for the success 

implementation of lean projects. 

 

One consistent issue being experienced by the bank selected for the analysis was 

around the scope of the value streams. The respondents stated that when a value 

stream was being mobilised (beginning stage of the process), the process to define 

the scope clearly was inefficient as it was too broad and vague in its definition. One 

key reason for this is that in order for the deliverables and objectives to be clear for 

the lean project, the assessment phase needs to be commenced first, looking at 

the as-is process, applying the lean principles and then proposing future state 

components (FSCs) to effect the change required. 

 

The assessment phase is commenced only after the mobilisation stage (refer to 

Appendix G to see the banks standard approach to implementing lean projects).  

However, the confusion lies around the future state components. Future state 

components are defined by the bank selected for the analysis as lean deliverables 

which are tracked and reported individually and which, in consolidation, form part 
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of the overall value stream. Typically, an FSC is defined by a team, a set of 

objectives, milestones, deliverables and benefits.  

 

The confusion is around which FSCs are to be implemented first, the 

understanding from stakeholders regarding what each FSC plans to achieve, and 

what the dependencies are that lie between the FSCs. This confusion leads to poor 

decisions and resource allocation (people and finance) to FSC requirements, which 

impacts the overall success of the lean project.  

 

An example from the respondents was when a FSC required IT changes, it was 

then deemed as last priority due to the funds required; yet in most cases the IT 

changes were required first in order for the rest of the FSCs to be implemented 

effectively. 

 

Recommendations 

To mitigate the FSC confusion issue, the recommendation is to manage the 

assessment phase of the approach (as depicted in Appendix G) rather as a 

confirmation phase and only initiate the actual project once the full FSC proposal 

has been derived and signed-off by key stakeholders (refer to Appendix F for 

further recommendations on how to apply the model).   

 

To mitigate further once the FSCs have been clearly defined, it is recommended 

that they are prioritised in terms of order of importance from a delivery perspective, 
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what each FSC estimated cost is and what the minimal FSCs required for the 

change to be effective are. That way stakeholders can make a better informed 

decision. 

 

7.5 Success factor 4: Buy-in from staff 

Buy-in from staff is illustrated as the fourth most important success factor for the 

success implementation of lean projects. Buy-in from staff refers to ensuring that 

individual employees (that fall within the area where the change is being 

implemented) are receptive to the change, eliminating resistance and obtaining 

overall support and commitment to the change through their delivery and workings. 

 

Three trends were visible under the aspect of buy-in from staff. One was that value 

streams that placed effort on the culture aspects of lean showed more successful 

results than value streams that placed minimal or no effort on developing a lean 

culture. This, however, will be unpacked further in section 7.6. 

 

The second trend was that value streams that communicated on a consistent basis 

on the lean agenda in their business areas where the change was being 

implemented obtained better support and buy-in from their employees than the 

value streams that placed minimal emphasis on communicating to the wider staff 

complement. 
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The last trend depicted by the respondents related to inclusion. The value streams 

that included staff in the Workshop 0 sessions had more buy-in from staff than the 

value streams that did not utilise the Workshop 0 sessions for all their staff. In 

these sessions, individuals had gained the insight into what lean can do for them 

and the areas in which they work, making them more receptive and committed to 

the change being commenced in their areas. 

 

Recommendations 

Business areas that adopt the lean approach and plan to implement lean projects 

need to obtain buy-in from their staff in order to sustain the changes that happen. 

One way of achieving this is to send all staff on the Workshop 0 sessions so that 

they understand what lean is all about and how they can effectively participate in 

the change.  

 

Secondly, the staff members need to be included in the assessment phase of the 

lean projects. Those that are part of the process being optimised will be more 

receptive to the projects goals and objectives if they are part of the solution derived 

to drive the change. This will ensure active participation and make them feel part of 

the change. Overall, this will ensure the sustainability of lean within the area they 

function in. 

 

Lastly, constant communication to all staff needs to take place. This will create the 

perception of drive and urgency and that lean is a priority to the business. The 
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recommendation is for the project team to derive a communications plan on how 

they plan to communicate the lean drive within the area in scope, the media they 

will utilise to do so and the timelines depicted to drive consistent communication. 

 

7.6 Success factor 5: A cultural readiness for the change required 

A cultural readiness for the change required is illustrated as the fifth and last 

important success factor for the success implementation of lean projects. The 

aspects of culture are well defined by Pay (2008) and Motwani (2003) in the 

literature in Chapter 2. 

 

The selected bank has, as shown through the results in Chapter 6, been 

successful in the implementation of lean projects, and believes that lean 

manufacturing has the ability to be sustainable across the rest of the group. 

However, some of the respondents feel that in order for the implemented changes 

to be sustainable, there needs to be a culture that supports the belief in continuous 

improvements. 

 

Most respondents stated that minimal effort was placed on the business unit as a 

whole to develop a culture that would drive and support the lean agenda. The drive 

was project delivery based only and did not encompass support from the overall 

business drive to make lean a sustainable practice within the business area.  
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Lastly, most respondents feel that due to the current global financial crisis and 

current economic conditions in South Africa, there is extreme pressure on 

management to optimise its processes, cut costs and deliver on its targets. Lean 

was seen as solution to derive quick financial benefits (cost reduction and increase 

in revenue benefits), which shifts focus off the cultural aspect as this is cost-

intensive and requires time as it is an ongoing process to transform a culture. 

 

Recommendations 

Business units can adopt the lean workplace concept which looks at developing an 

enabling environment for staff by eliminating physical waste around them, 

improving their working conditions and instilling a practice of visual management to 

share their successes and developments openly with one another. 

 

Another recommendation would be more incentive schemes and practices to be 

adapted to reward those that do adopt and “live” the behaviours around constant 

improvements. This will show the visible commitment from management to the lean 

approach, driving others to follow in the steps of their rewarded colleagues. 

 

Another recommendation is to ensure that senior management makes lean part of 

its overall business strategy, as this will place more focus on the long-term benefits 

of lean and drive the right behaviours towards lean implementation and decisions 

made from management and staff involved. 
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Lastly, business should place the practices of lean and its behaviours within the 

performance plans of staff members.  

 

7.7 Future research ideas 

Further research can be done to determine the validity of the findings in this 

research by replicating the same approach in another bank within South Africa or 

an international bank. 

 

Research can also be done to determine the validity of the findings in this research 

by replicating the same approach in another services industry and see whether the 

same success factors apply. 

 

A longitudinal study approach can be taken by conducting the same research on 

the same bank that was selected for the analysis in five years’ time and then 

assessing the success of lean implementation and whether the same findings 

apply or if new findings arise. 

 

Further emphasis can be placed on one of the success factors that have been 

derived from this research. For example, the issues and dynamics around culture 

specifically remain inconclusive. Although culture readiness has been identified as 

one of the top five factors of success for lean projects to be implemented 

successfully, uncertainty remains regarding the factors and steps required to 

create an effective workforce readily available for the execution of lean projects. 
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What are the factors to ensure that lean remains sustainable after the project has 

been implemented within a financial institution? 

 

Further research can be conducted on the suggested lean implementation model 

derived from this research (in Appendix F) and whether it can be successfully 

implemented in the public sector. 

 

Lastly, further research can be conducted on the suggested lean implementation 

model derived from this research (in Appendix F) and determine its authenticity 

either within the same bank where the analysis was conducted, within another 

financial institution or within another organisation in the services sector. 

 

7.8 Conclusion 

In conclusion, this research has highlighted the factors for the successful 

implementation of lean projects in the financial sector. Moreover, it has contributed 

to the knowledge base of lean manufacturing from an implementation perspective 

by integrating it with project management principles; reinforcing the literature and 

findings from the analysis as well as highlighting issues that are unique to the 

banking sector. 

 

It is hoped that this research will add value to the bank that was selected for the 

analysis in their pursuit for customer service excellence, operation and process 

efficiency and quality management. In addition, it is hoped that this research will 
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add value to the knowledge base around lean manufacturing and the effectiveness 

of project management principles. 
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Appendices 

Appendix A: Research questionnaire  
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Appendix B: List of projects being implemented at the bank selected for the 

analysis 
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Appendix C: List of projects in scope of the sample 
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Appendix D: Comparison of success factors for the successful 

implementation of lean projects across the literature 
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Appendix E: Characteristics and responsibilities of senior management when 

running an initiative as depicted by the bank selected for the analysis 
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Appendix F: High level lean implementation model (first draft) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



127 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



128 
 

Appendix G: Lean implementation approach utilised by the bank selected for 

the analysis 

 

 

 

 




