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Solutions to Emerging Problems
Operations and service delivery teams are increasingly held accountable not only for 
productivity and quality, but also customer experience management and digital service. 
These additional responsibilities complicate ongoing efforts to automate or outsource, 
leaving teams with limited resources to devote to customer-focused improvements. 
Efficiency gains have stagnated as a result, showing Lean manufacturing or Six Sigma 
techniques to be insufficient for the new environment. Most leaders aim to offer 
an increasingly personal and digital service experience for the customer, yet they 
perpetuate improvement agendas that borrow from rote manufacturing to improve 
scalability. Now operations leaders must answer the critical question, “What should be 
the post-Lean agenda to gain both efficiency and adaptability?”

The answer to this question affects many urgent decisions that operations leaders face, 
including the following:

 ■ How to adapt the Operations function amidst an increased pace of technology and 
market change

 ■ How to embed customer centricity and a culture of service in an overloaded workforce

 ■ How to leverage customer and transactional data to support process improvements

 Expanded Support for Members
As members’ needs evolve, so too does our support. In 2015, we will provide new 
resources, such as: 

 ■ An assessment of your function’s maturity across critical factors

 ■ Skills training for mid-level operations managers to improve their handling 
of workflows, end-to-end processes, and teams, and

 ■ Best practice examples that show you how leaders are embedding improvement 
practices within and outside Operations.
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n = 144.
Source: CEB analysis.

“Beyond the lean and six 
sigma [approaches], we 
want to see where the next 
wave of productivity gains 
will be coming from.”
Senior Operations Executive
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