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Abstract-

& nbsp;

Purpose

The purpose of this paper is to explore, study, analyze and implement
Kaizen-Kata methodology in a service food organization (first-level restaurant),
facing challenges in different operational processes that affect and influence the
case company performance and customer satisfaction.

& nbsp;

Design/methodol ogy/appr oach

The service organization implemented Kaizen-Kata methodology to improve one
operational problem process. A case-study approach was used in this research to
understand the effects of the Kaizen-Kata methodology in solving problems in
their operational service process. Different Kaizen-Kata techniques and tools
(histograms, Pareto chart and Ishikawa diagram) using the Plan, Do, Check, Act
improvement cycle framework wer e used.

& nbsp;

Findings

Successful implementation of the proposed methodology reduced the main impact
of the problem&rsquo;s effects (customer&rsquo;s complaints, process
reworking, extra-cost, delays, among others). The effects of the problem were
reduced on average by 70%. Some Kaizen-Kata routines were identified in a
Service process environment.

Resear ch limitations/implications

The main limitation of the research isthat this work is a just one-case study. A
main generalization is not possible, because it involves a company within a
company.

& nbsp;

Practical implications

Some other service companies can use the Kaizen-Kata methodology to solve any
kind of operational problem within their processes. Service managers can learn
about the methodology to apply and improve their operational performance and
handle customer & r squo;s complaints.

& nbsp;

Originality/value

A continuous improvement manufacturing methodology was imported to apply in
an operational service process. The Kaizen-Kata methodology contributed
significantly to reduce delays, handle customer&rsquo;s complaints, process
reworking and deal with extra costs, among other operational problems& rsquo;
effects. In addition to that, in the literature, most of the Kaizen applicationsarein
manufacturing companies. To the best of author s& rsquo; knowledge, thiswas the
first study of applied Kaizen-Kata in a service organization (a fast-food



restaurant).

Index Terms- Kaizen-Kata methodology; Case study; Service process,
Restaurant; Case studies; Kaizen; Toyota kata; Restaurant operations

Due to copyright restriction we cannot distribute this content on the web. However,
clicking on the next link, authors will be able to distribute to you the full version of the

paper:
Request full paper to the authors

If you institution has a electronic subscription to International Journal of Quality and
Service Sciences, you can download the paper from the journal website:
Access to the Journal website

Citation:

Miguel-Davila, J.A.; Morales Contreras, M.F.; Suarez-Barraza, M.F. "Application of
Kaizen-Kata methodology to improve operational problem processes. A case study in a
service organization”, International Journal of Quality and Service Sciences, vol.13,
no.l, February, 2021.


https://intranet.iit.comillas.edu/publicacion/mostrar_publicacion_revista.php.en?id=1639
http://dx.doi.org/https://doi.org/10.1108/IJQSS-07-2020-0113

