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ABSTRACT 

 

Considering the highly competitive situation of financial institutions, Lean concept                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                        

becomes of particular interest in enhancing the superlative service and organizational 

performance. The adoption of Lean in services, however, still appears to be at an early 

stage compared to manufacturing sector. There is limited empirical research investigated 

the outcomes and success of Lean adoption towards organizational performance. Most of 

researches conducted mainly focused on exploring how financial institution adopted lean 

concept. This research therefore aimed primarily at investigating the relationships among 

lean enablers, lean practices and organizational performance. This research was carried out 

in three leading Thai financial institutions that experienced adopting lean concept for 

enhancing their organizational performance. 

 

In order to achieve the objectives specified, the research model was conceptualized 

considering the extant literature of lean from both manufacturing and service sectors. Most 

of empirical research related to lean concepts was carried out in the manufacturing sector. 

It seems lack of empirical research to explore different aspect of lean implementation for 

enhancing the organizational performance in services, particularly in the financial 

institutions. To attain research objectives, the questionnaire survey was developed and 

employed as the primary data collection method. In total, 400 questionnaire were 

distributed to three leading financial institutions adopted the Lean concept for enhancing 

organizational performance. As a result, 185 completed questionnaire survey were 

received, considering as 46.25 percentage response rate. Confirmatory factor analysis 

(CFA) was conducted to ensure the reliability and validity of the measurement model. The 

structural equation modelling (SEM) was employed for investigating relationships and 

testing the hypotheses proposed concerning the research conceptual model. 

 

The results provided substantial evidence that financial institutions required to implement 

both lean enablers and lean practices in order to achieve the better organizational 
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performance resulted from lean implementation. The findings also supported the socio-

technical system theory that organizations planned to adopt management approach should 

consider implementing both supportive and technical practices for attaining better results. 
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CHAPTER 1 

INTRODUCTION 

 

1.1 Statement of problem 

Concerning the highly competitive market, it becomes more imperative that organization 

requires improving their business continuously for achieving the sustainability of the 

organization. Organizations are currently facing many challenges in sustaining the 

competitive advantages. There are growing external pressures in reducing costs, increasing 

flexibility, improving quality and cutting down the lead times. This increasing competition 

forces organizations to reconsider their operations and strategies (Karmarkar, 2004). With 

this regards, many improvement programs are initiated and adopted with the aim of 

delivering the superior product and service to customers. In particular of service 

organizations, the competitive forces tend to be an important challenge globally. “Lean” is 

therefore one of the most powerful improvement methods which is widely adopted with 

the aim of enhancing the organizational performances. 

  

Particularly in the scholarly literature in operations management, lean concept is of vital 

importance in attaining the goal for sustaining the organization. Recently, Lean has become 

became one of the most important improvement initiatives that was disseminated to both 

manufacturing and service industries. Nevertheless, it has sometimes been questioned, 

regarding the limited applicability and suitability of Lean adoption in the service sector 

(Hines et al., 2004). The academic research related to the adoption and implementation of 

Lean in the service sector is still at a fairly early stage, the available literature being 

dominated by manufacturing-related work. This calls for empirical research to understand 

the way in which a Lean concept could be adopted successfully for enhancing 

organizational performance. Despite the increasing level of interest in adopting lean in 

service organizations (Hadid and Mansouri, 2014, Kosuge et al. 2010), it seems lack of 

empirical research using survey method to explore different aspect of lean service. Most of 
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the extant researches related to lean adoption in services were conducted using case studies 

method (Malmbrandt and Ahlstrom, 2013). There is lack of theoretical framework to 

establish the concept of lean service and investigated impact on organizational performance 

(Statts et al., 2011).  

 

This lack of understanding about the relationships between lean service adoption and 

performance may hinder the development and spread of lean service across industries 

(Hadid and Mansouri, 2014). Besides understanding the direct relationships between lean 

practices and organizational performance, it is also imperative that organizations consider 

important enablers supporting lean implementation in the service context. This is supported 

by socio-technical systems theory that organization planned to implement management 

practices successfully should consider both socially and technically-oriented practices for 

optimizing the organization performance (Emery, 1990). This calls for the importance in 

understanding these relationships among lean practices, lean enablers and organizational 

performance for further contributing to the practitioners who plan to adopt and implement 

lean concept efficiently and effectively in the services sector. 

 

Therefore the primary aim of this research is not only to understand the outcomes of the 

lean practice to organizational performance, but also to explore important enablers, 

mediating, and moderating effect towards the lean adoption in service environment, 

particularly in the financial services. Hence, this research aims at contributing to the 

knowledge on understanding the relationship among lean adoption practices, lean enablers 

and organizational performance. Three research questions are as follows; 

RQ1. What are important enablers of lean implementation success in financial 

institutions? 

RQ2. To which enablers of Lean implementation are important for implementing 

lean successfully in financial services. 

RQ3. What are the relationships between lean practices, lean enablers and 

organizational performances? 
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1.2 Research objectives 

1) To explore important enablers supporting lean practices for enhancing 

organizational performance 

2) To investigate the relative level of lean enablers and lean practices towards 

organizational performance  

 

1.3 Scope of research 

This study mainly focuses on investigating the relationships among lean enablers, lean 

practices and organizational performance resulted from lean implementation in financial 

institutions in particularly of banking sector in Thailand. As each financial institution may 

not implement lean concept in companywide and some departments maintain all 

information confidentially, data will be therefore purposefully collected from feasible and 

allowable departments. All informants are highly participated and experienced in lean 

implementation in financial institutions with different responsibilities.  

 

1.4 Expected benefits 

Considering the importance in adopting lean management concept, which is widely studied 

in manufacturing sector, to service sector, this research will broaden and deepen this body 

of knowledge by empirically investigating relationships of lean practices, lean enablers and 

organizational performance. The outcomes will add on the extant literature by presenting 

relative relationships between lean practices and organizational performance, considering 

the imperative enablers of lean implementation in financial services. The expected 

outcomes would also provide practitioners with useful perspectives for enhancing the 

success of lean implementation in financial services to improve the organizational 

performance in the highly competitive situation.  
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CHAPTER 2 

LITERATURE REVIEW 

 

In the first chapter, the problem statement was briefly explained, highlighting the 

importance of lean adoption for enhancing organizational performance of financial 

institutions. This chapter will review the relevant literature to provide the theoretical 

foundations of the research concerning the objectives identified in first chapter.  

 

2.1 Lean  

In the famous publication, ‘The machine that changed the world’, Womack et al., (1990) 

highlighted the fact that manufacturing industry has tended to change from mass 

production to Lean production (also called Lean manufacturing). Previously, mass 

production introduced a large amount of unseen ‘waste’ along the whole length of the value 

chain (Kippenberger, 1997). The term ‘Lean’ was pioneered on the shop-floors of the 

Japanese automotive industry, at the Toyota Motor Company (Hines et al., 2004). Besides 

focusing on the shop floor, Womack and Jones (1994) suggest that the Lean concept can 

be applied throughout the value stream to eliminate waste and to enhance value to the end 

customers. According to Hines et al. (2004), customer value can be created by reducing 

internal wastes and adding service features without adding cost; resulting from 

implementation of the Lean concept. This reflects the philosophy of Lean, that aims at 

improving the processes considering the most economical approach (Dahlgaard and 

Dahlgaard-Park, 2006).      

 

The essence of Lean is the elimination of ‘muda’ or waste, and non-value added activities 

from processes by applying a robust set of performance change tools; emphasizing 

operational excellence to deliver a superior value to customers (Jones et al., 1999; Hines 

and Taylor, 2000; Womack and Jones, 2005). Eight types of wastes are addressed by 

Womack and Jones (1996) as follows: 
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 Defects refer to the mistakes which require rectification   

 Over-production of goods that are not needed 

 Inventories of goods awaiting processing or consumption 

 Inappropriate processing steps 

 Unnecessary motion (movement of employees) 

 Transport of goods between processes without purpose 

 Employees waiting leading to idle time 

 The design of goods and services which do not meet the need of customers 

 

The Lean concept represents a systematic approach for identifying and eliminating non-

value added elements in the process, consequently pursuing perfection in delivering to 

customers (Anderson et al., 2006). Lean provides a way to re-specify value, line up value 

creating actions in the best sequence, ensure that such activities are conducted without 

interruption, thereby all activities can be performed more effectively (Kippenberger, 1997). 

Several tools and techniques are applied for achieving the objective of Lean such as 

Kanban, Kaizen, 5S, Pull scheduling, etc. Specifically, value stream mapping is recognized 

as the core method. Hines and Rich (1997) develop the decision-making process for 

mapping the value stream, providing tool and techniques, to assist the Lean 

implementation. To achieve the goal of Lean, a company should follow five key principles, 

summarized in Table 2.2.   
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Table 2.2: Five principles of Lean thinking (source: Womack and Jones, 1996)   

 

Lean principles Objective 

Specify value  To identify the value from the end customers’ viewpoint to meet their needs and 

requirements at a specific price at a specific time 

Identify the value 

stream 

 To identify all activities through the end-to-end process of product or service by 

considering the tree critical management tasks in business: 

1) Problem-solving task - from the design to the production launch 

2) Information-management task - from order-taking through detailed 

scheduling to delivery  

3) Physical transformation task - from raw material to a finished product or 

service 

Flow  To create a value for the organisation such as redefining the work functions in 

departments and firms 

Pull  To let customer pull the product or service rather than pushing them to the ultimate 

customer, considering the notion ‘what is ordered when it is ordered’ 

Perfection  Perfection appears to be a natural outcome of the first four principles. Firms can 

apply both radical and incremental improvement action for pursuing perfection 

 

The evolution of Lean is considered as the development and adaptation of the approach 

(e.g. within sectors, across businesses), rather than changing any fundamentals of the Lean 

‘design logic’ (Hines et al., 2004). Hence, Lean has been extended from Lean production 

to Lean enterprise, which focuses on delivering value from a customer’s perspective and 

eliminating all non-value added activities along the value chain (Womack and Jones, 

1994). The latest version of Lean consumption is considered as a customer-focused 

approach which aims to improve operational efficiency to provide a value to satisfy 

customers’ expectation of their goods and services (Womack and Jones, 2005). Recently, 

Lean has become one of the most important improvement initiatives that was disseminated 

to both manufacturing and service industries. Nevertheless, it has sometimes been 

questioned, regarding the limited applicability and suitability of Lean adoption in the 

service sector (Hines et al., 2004). As with Six Sigma, academic research related to the 

adoption and implementation of Lean in the service sector is still at a fairly early stage, the 

available literature being dominated by manufacturing-related work. This calls for 

empirical research to understand the way in which a Lean concept could be applied to the 

under-researched areas, particularly in the service sector.     



14 

 

2.2 Lean adoption in services 

Many business process improvement and quality management methodologies have long 

tended to expand far beyond the manufacturing arena into the service sector. To date, the 

majority of academic papers related to lean implementation are based on the manufacturing 

sector. Lean implementation in service is still considered under research area. In service 

sector, lean is, however, considered one of the improvement methodologies that has been 

growing strongly in adopting for improvement strategy for enhancing service excellence. 

Bowen and Youngdahl (1998) discuss the transferring of Lean to service operations, 

revisiting the production-line approach of Levitt (1972). Bowen and Youngdahl (1998) 

argued for the applicability of lean adoption in services. In the early stage, the literature 

related to lean services is dominant by conceptual and case studies papers. The first stream 

of conceptual paper focused on the applicability of lean practices transferred from 

manufacturing to services operations and potential outcomes (Bowen and Youngdahl, 

1998). Whereas, the case study papers emphasize on understanding how lean concept can 

be adopted for improving some performance indicators of services organization (i.e., Statts 

et al.,2011; Allway and Corbett, 2002 and Swank, 2003). the studies of Allway and Corbett 

(2002) and Swank (2003) illustrated the success of Lean implementations, through case 

studies in financial services, showing that a company can benefit both in terms of cost 

reduction and better service quality for the customer. However, Hadid and Mansouri (2014) 

point out that it appears to be a lack of compressive list of lean practices for being used to 

empirically test relationships with organizational performance.  

 

Despite the rising level of interest in lean service in both academician and practitioners, 

there seems to be a lack of suitable theoretical framework in establishing the concept of 

lean service and impact on organizational performance (Hadid and Mansouri, 2014; and 

Suarez-Barraza et al.,2012). This lack of understanding in the relationships between lean 

service and organizational performance may hinder the development and expansion of lean 

across service industries (Staats et al.,2011; Hadid and Mansouri, 2014). This calls for the 

importance in conceptualizing the research framework of lean implementation for 
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enhancing the organizational performance. The proposed model will be mainly used for 

empirically investigating the relationships between lean implementation and organizational 

performance in a specific context of service organizations. 

 

Considering the appropriate approach for investigating the relationships between lean 

adoption and organizational performance, Hadid and Mansouri (2014) conceptualized the 

model based on the socio-technical system with the aim of understanding the role of lean 

practices for enhancing the performance of the organization. Regarding the conceptualized 

model, lean practices can be viewed as lean technical practices (LTPs) and Lean supportive 

practices (LSPs). This model is developed considering three main theories of the 

contingency theory (CT), Universal theoty (UT), and socio-technical theory (STS). 

Similarly, Mambrandt and Ahlstrom (2012) developed and empirically validated and 

instrument for assessing lean service adoption. The instrument is refined and validated 

through an iterative process considering both theoretical and practical insights. The 

instrument consists of 34 items for assessing enablers of lean adoption, lean practices, and 

operational performances (Mambrandt and Ahlstrom, 2012). This will allow researcher to 

measure the level of lean service adoption for develop the body of knowledge related to 

the adoption of lean service. This instrument also provides practitioners with a tool for 

tracking the progress during lean adoption, thereby identifying and acting considering 

deviation from planned progress. 

 

Based on the extant literature, it seems lack of survey methodology to explore the 

interrelationship between lean adoption and organizational performance particularly in 

service sector (Hadid and Mansouri, 2014). This unproven association between lean service 

and performance may affect how service organization adopt lean successfully. By 

considering the importance in adopting lean successfully, this research therefore take view 

of socio-technical system theory for developing an appropriate model for investigating lean 

adoption in financial services. Emery (1990) and Cua et al.,(2001) point out that Both 

social and technical systems should be jointly optimized to achieve the best possible 
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performance. According to the socio-technical systems theory, it is imperative that 

organization consider both socially and technically-oriented practices for optimizing the 

performance resulted from implanting management practice (Cua et al. 2001). Hence, lean 

practices will be reviewed concerning two aspects of lean enablers (lean supportive 

practices) and lean technical practices in the following sessions of 2.3 and 2.4 

consecutively.  

 

2.3 Enablers of lean adoption  

Concerning the importance in understanding how financial institutions adopt lean for 

enhancing organizational performance successfully, it is imperative that organizations 

consider implementing both technical and supporting practices which is in line with the 

socio-technical system theory. With this regards, lean supporting practices in the context 

of this study are considered as enablers of lean implementation. Hence, comprehensive 

literature review on factors enabling lean practices for enhancing organizational 

performance was conducted, four main enablers are reviewed as follows; 

 

2.3.1 Leadership and Management  

An excellence leadership and management is one of the crucial factors that enable lean to 

be implemented successfully (Anchanga et al., 2006). Managers and their actions can result 

the difference between successful and unsuccessful lean adoption effort (Suarez-Barraza 

et al.,2012; Mambrandt and Ahlstrom, 2012). Without the continuous support and 

commitment from top management, the true importance of the initiative will be in doubt 

and the energy behind it will be weakened (Pande et.al., 2000). In the early stage of quality 

management implementation, it is vital that management communicate the goal and clear 

strategic direction for implementing quality initiation effectively. Naslund (2013) also 

points out that management should communicate the change and provide employee with 

understanding regarding the benefits of improvement methodology adoption (Naslund, 

2013). This can help inspire and motivate employees in participating in lean 
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implementation (Naslund, 2013). Leadership and management effectiveness allows 

employee involvement in continual improvement activities of the organization (Habidin 

and Yusof, 2013). 

 

Not only offering the support to the lean adoption, Chakravorty (2010) highlighted the 

importance of management in directly participating in the adoption of improvement 

methodology. Kaynak (2003) asserts that organizations with high levels of top 

management commitment and involvement tend to produce higher quality product and to 

deliver higher service quality to their customers. In term of management support, Kaynak 

(2003) suggests the importance that management provides required resources related to 

quality management implementation and ensure that necessary resources for quality-

related training are available. In the study of critical success factors of Lean Six Sigma for 

Malaysian automotive industry, Habidin and Yusof (2013) highlight importance of 

leadership from aspects of commitment, involvement and active support that affect how 

organizational implement continuous improvement program successfully. The survey 

results indicate that leadership is considered the highest score by respondents concerning 

the important factor for enhancing the success of lean Six Sigma implementation. 

Leadership and management are therefore considered the essential enabler in successfully 

implemented the desired improvement initiatives (Antony and Banuelas, 2001; Coronado 

and Antony, 2002; Henderson and Evans, 2000). Overall, leadership and management 

construct addresses imperative aspects of leadership commitment, communication, 

involvement and support.  
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2.3.2 Organizational Culture 

Organizational culture is considered another important aspect that enable organization in 

implementing quality management practices successfully. A number of studies have 

argued that organizational culture is a key significant driver to quality management 

implementation success (Hackman and Wageman, 1995, Powell, 1995; Kujala and 

Lillrank, 2004). Hackman and Wageman (1995) pointed out that QM initiatives require 

further than implementing technical practice, but need a fundamental change of underlying 

culture and attitude of people in the organization. Wu et. al. (2011) stated that quality 

management implementation is more likely to be success if the organizational culture is 

compatible with the value and basic assumptions proposed by QM practices. 

Organizational culture values are considered important as they drive attitudes and 

behaviors of employee thereby unconsciously impact how practices are implemented and 

institutionalized in the organization (Detert et al.,2000).It is therefore important that QM 

practices needs to be embedded in supportive culture for generating positive impact on 

organizational performance (Wu, 2015).  

 

The impact of organizational culture on operational management practices has been studied 

in the existing literature (Kaynak, 2003; Naor et al. 2008; Sabella et al. 2014). The study 

of Wu (2015) indicates the importance of quality culture as an antecedent of quality core 

practice for generating positive impact on organizational performance. When 

implementing operations management practices, Naor et al. (2008) indicated that 

organizational culture has a stronger influence on quality management practices based on 

gathered data from manufacturing plants. Whereas several studies have long been argued 

the importance of cultural factor in enhancing the success of quality management success, 

service seems to be under research area. Detert et al. (2000) suggest that the relationship 

between culture and implementation of quality management practice has not been 

adequately studied. It is therefore of interest in investigating relationships between 

organizational culture, lean practices and organizational performance.  
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2.3.3 Employee relations 

Considering the high degree of customer contact in services, employees play important 

roles in delivering valued service to customers. The highly skilled labors of the 

organization are important to ensure company growth and success (Jeyaraman and Teo, 

2010). Taking the view of organizational development (OD) techniques to facilitate 

changes in the organization, employee relations is considered imperative in enabling the 

success of quality management implementation (Kaynak, 2003). Malmbrandt and 

Ahlstrom (2013) point out that employee play a critical role in lean adoption. Adequate 

employee training, commitment and understanding of lean adoption effort are considered 

important enablers in driving lean to become success (Malmbrandt and Ahlstrom, 2013; 

Balle and Regnier, 2007; Bowen and Youngdahl, 1998). In a study of critical factors of 

quality management, Badri et al. (1995) empirically examine critical factors synthesized 

from previous research using data gathered from 424 firms implemented quality 

management practices. The results confirm that employee relations are one of the critical 

factors that directly related to success of quality management implementation.  

Besides the necessary aspects of employee commitment and involvement, it is important 

that employee receive formal training related to concepts and tools of quality management 

practices for being implemented successfully Malmbrandt and Ahlstrom (2013). The 

employee training has been emphasized as the key important factor driving the success of 

quality management implementation (Snell and Dean, 1992). Hence, it is necessary that 

service Company pays more attention on providing employee training in order to achieve 

the goal of lean implementation.  

 

Considering the importance of employee relations towards lean implementation, Cua et al. 

(2001) argued that human-oriented practices serve as supportive mechanism in 

implementing quality management practices in the organization. With this regards, the 

studies of Flynn et al. (1995) and Noar et al. (2008) show empirical evidence to support 

that supporting practices have positive effect on core practices adopted for improving 
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organizational performance. As such, four aspects of employee relations addressed are 

employee commitment, employee empowerment, employee involvement and employee 

training.  

 

2.3.4 Customer focus 

Customer focus of lean concerns with supporting practices that enable the implementation 

of lean by taking customers into consideration. The increasing importance of mass 

customization and personalized services drives organization to focus on customer for 

surviving in the highly competitive situation. Having a good understanding of customer 

allows organization to differentiate its products and services from competitors, sustain 

customer loyalty, and deliver the highest value to customers (Margretta, 1998). Focusing 

on customer need and satisfaction are important practices in implementing quality 

improvement initiatives successfully (Habidin and Yusof, 2013; Antony et al., 2005). The 

study of Habidin (2013) highlight the importance that organization pay attention on 

customer focus practices in order to implement Lean Six Sigma more successfully, which 

is in line with studies of Antony et al. 2005; Kumar et al., 2009). 

 

There are some empirical studies revealed that customer focus of quality improvement 

initiative has a significant relationships with organizational performance (Ittner and 

Larcker, 1997; Dow et al.,1999). The survey study of quality improvement approach and 

firm performance of Adam et al. (1997) indicates that customer focus is the most 

imperative approach in successfully implement quality improvement initiatives in all 

regions. This is in line with the study of Samson and Terziovski (1999) that proves the 

significant relationship between customer focus and operational performance resulted from 

TQM implementation. Hence, becoming a customer oriented organization has a major 

challenges of organization in tailoring and implementing strategies with the aim of 

improving customer satisfaction at the heart of the organization (Sabella et al., 2014). In 

order to achieve this goal, organization mush pay attention on customer focus practices that 

addresses how the organization determines the existing and emerging requirements and 
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expectations of customers, how customer requirement involved in product and service 

design, and how the organization effectively take customers requirement for improving 

operational process effectively.  

 

Based on the literature review above, four main important enablers of lean implementation 

are leadership and management, organizational culture, employee relations, and customer 

focus. All these four important enablers are considered imperative for implementing lean 

for enhancing the organizational performance more successfully and effectively, rather 

than implementing lean practices separately. With this regards, the author hypothesize that:  

  H1: Lean enablers are positively related to lean practices  

H2: Lean enablers are positively related to organizational performance 

 

2.4 Lean practices in service organization 

Lean practices focus on the way of working that is seen as consistent with lean principles 

(Malmbrandt and Ahlstrom, 2013). A wide range of lean practices has been identified 

related to lean implemented in manufacturing sector, considering the basic set of lean 

principles (Shah and Ward, 2007; Malmbrandt and Ahlstrom, 2013).  Hadid and Mansouri 

(2014) argued that extant literature related to lean adoption in service does not provide a 

comprehensive list of lean practices related to specific context of service. Hence, it is 

imperative that researchers review the literature and adapt a specific measures concerning 

the context being studied.  

 

Reviewing practices adopted in healthcare services, Bernstein (2008) studied lean practices 

in hospital, which included on patient flow, value-stream mapping and kaizen events. Min 

et al. (2012) investigated the extent of lean implementation in US hospitals in four 

dimensions involving patient focus, standardized work, seamless and coordinated work 

flow, and continuous improvement culture. It is important to note that these four 

dimensions are similar to four bundles in manufacturing sector. Punnakitikashem and 

Buavaraporn  (2012) proposed 21 lean practices in healthcare setting as follows: Lot size 
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reduction, JIT/Continuous flow/ Seamless and coordinated work flow. This clearly show 

the approach that service organizations proposed the lean practice considering the basic 

principle of lean concept. 

 

Considering as the under research area of empirical study of lean implementation in 

financial services, lean practices will be therefore proposed considering core principles of 

lean by adapting from the extant literature related to lean adoption and implementation. In 

this research lean adoption practices will be developed considering 7 lean service principles 

extracted from extant literature consisting of; specify customer value, identify value stream 

(value stream mapping), create value flow, standardize work, attain zero defects, visualize 

process, pursue continuous improvement, and ensure pulling system.  

 

2.5 Lean practices and organizational performance 

In order to measure the results of lean implementation, it is imperative that organization 

identify appropriate measures for investigating the relationships between lean practices and 

organizational performance. Most of research studies related to lean adoption were used 

the case study and qualitative research approach rather than gathering empirical data. Little 

empirical research in the extant literature examined the relationships between lean adoption 

and organizational performance (Chavez et al., 2013; Vinodh and Dino, 2012). To deepen 

the knowledge related to lean implementation in services, there is a need in understanding 

the relationships between quality practices and performance using empirical data in 

particularly of the service sectors. This would help practitioners in understanding how 

organizational performance can be improved resulted from the improvement practices for 

further improving organization continuously (Elg et. al., 2013; Sabella and Kashou, 2014). 

 

Traditionally, the financial measures are used for evaluating the success of process 

improvement initiatives such as lean services. However, Schonberger (2008) and Swank 

(2003) argued that to use the financial measure may not be appropriate and well-equipped 

in assessing the outcomes of improvement initiatives. As lean concept is primarily adopted 
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in manufacturing sector, the measures of lean adoption in service is still in the early stage. 

Most of the academic research in developing the measurement tools were based on 

manufacturing sector. There still lack of empirical research in developing the measures of 

lean adopted in service organization specifically. Hence, it is imperative that organization 

adopted lean needs to develop an appropriate measure for enhancing the success of lean 

implementation.  

 

With this regards, some researchers have been trying to develop the measures of lean 

implementation success considering the improvement of organizational performance. Shah 

and Ward (2003) point out that lean practices are generally shown to be associated with 

performance in number of previous studies. The extant literature indicates that lean 

practices is frequently associated with the improvement in operational performance 

measures such as productivity, quality, reduction of lead time, cycle time, manufacturing 

costs (Shah and Ward, 2003). Hadid and Mansouri (2014) review further the extant 

literature for proposing a theoretical model for investing lean-performance relationship, 

drawing from the universal theory, socio-technical systems theory, and contingency theory 

(CT). In their research, lean constructs are identified and operationalized to establish their 

relationship and impact on organizational performance. The paper highlights the potential 

impact of lean service on operational and financial performance (Hadid and Mansouri, 

2014). In order to develop the organizational performance measures, Mambrandt and 

Ahlstrom (2012) suggest that organization need to defile their own definition of their 

operational measures to be well suit for assessing the performance of their specific process. 

Considering literature reviewed above, organizational performance measures will be 

developed considering extant literature and suggestions from practitioners who 

experienced in lean adoption in a specific context of financial services. We hypothesize 

that:  

H3: Implementation of lean practices in financial services will have a positive 

impact on organizational performance. 
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2.6 Research Conceptual Model 

Based on literature review in previous sections, the research model is conceptualized to 

explore the relationships between lean enablers, lean practices and organizational 

performance. This model is developed mainly concerning the works of Malmbrandt and 

Ahlstrom (2013) and Hadid and Mansouri (2014). Considering the perspectives of socio-

technical system theory, the conceptual model is developed for understanding how 

financial institutions implement lean practices for enhancing organizational performance.  

 

 

 

 

 

 

 

 

Figure 2.1: Research conceptual model 

 

This chapter reviewed the literature related to the research objectives, with an intent to 

refine and present the research question, research hypotheses and provide a research 

conceptual model. In Section 2.1, the author explored the literature related to lean 

management. Section 2.2 presented the review of lean implementation in services sector, 

highlighting increasingly prominent in financial institutions. Lean enablers and Lean 

practices were reviewed in Sections 2.3 and 2.4 consecutively. Section 2.5 provided the 

review of relationship between lean practices and organizational performance, before 

presenting the research conceptual model as the final Section 2.6 of this literature review 

chapter. 

Lean Enablers 

Lean Practices 

Organizational 

Performance 
H1 

H2 

H3 
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CHAPTER 3 

RESEARCH METHODOLOGY 

 

The previous chapters provide the research introduction and literature review. The research 

conceptual model was developed based on extant literature to explore the relationships 

among lean enablers, lean practices and organizational performance. This chapter therefore 

describes the research design and methodology used for achieving the research objectives 

identified in Chapter 1. This chapter consists of five sections. Section 3.1 describes the 

research design before explaining about the population and sampling target in section 3.2. 

Section 3.3 explains how the research instrument is developed. The pretest was conducted 

to ensure the reliability and validity in section 3.4. Data collection and data analysis are 

explained in section 3.5 and 3.6 consecutively 

3.1 Research design 

The research design provides a rigorous research process for achieving the objectives of 

this study. The research design provides a logical consequence that connects the empirical 

data to initial research questions in pursuit of the ultimate conclusion (Yin, 1994) and 

suggests a ‘roadmap’ that clarifies the action plan for attaining the research objectives 

described in Chapter 1. There are three main phrases in the research design of this study. 

Phase I:  Developing the research conceptual model  

Phase II:  Designing the research methodology 

Phase III: Investigating the relationships in the research conceptual 

model 

 

Firstly, the literature in the areas of lean adoption was critically reviewed in Chapter 2, 

aiming to explore the important enablers and practices of lean adoption for enhancing the 

organizational performance, particularly in the financial service sector. Research questions 

were proposed to address key research gaps exposed. A research model was conceptualized 
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based on extant literature concerning the research objectives. The research conceptual 

model is provided in section 2.6. 

   

Secondly, considering the objectives in investigating the relationships among lean 

enablers, lean practices, and organizational performance in the research conceptual model, 

the quantitative approach is deemed more appropriate (Zikmund et al., 2013; Cresswell, 

2003). The questionnaire survey method is adopted as the main research instrument in 

acquiring empirical evidence of lean adoption in the financial institutions.  

 

Lastly, the primary data was collected by using questionnaires survey. The questionnaires 

were distributed to employees involved in lean adoption in the financial institutions in 

Thailand. This aims primarily in investigating the relationships among constructs 

developed as the research conceptual model through the insights of employees in different 

organizational level, who are involved in lean implementation in the financial institutions 

in Thailand.  

 

3.2 Population and Sample 

Considering the importance in achieving the objectives identified in Chapter 1, the 

population in this research will be mainly targeted at the employees involved in lean 

implementation in the Financial Institutions in Thailand. The underlying rationale is to 

investigate to what extent that lean enablers and lean practices are implemented for 

enhancing the organizational performance in the financial institutions. Hence, this is 

imperative in selecting the participating financial institutions that have had experienced in 

lean implementation. As not all financial institutions in Thailand adopted lean concept as 

the improvement approach, researcher therefore purposefully selected the data collection 

sites. Judgment sampling method was therefore considered appropriate for this research 

(Zikmund et al., 2013). With this regards, three financial institutions in Thailand were 

accepted in participating in data collection process; including Kasikorn Bank PCL., CIMB 

Thai Bank PCL., and Bank of Ayudhya (Krungsri) Bnk PCL. Employees from different 
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departments of each financial institution, in which lean concepts were adopted, were 

selected as that the target. However, it may not be possible to identify the specific number 

of the population concerning the context of this research. Considering the confirmatory 

factor analysis (CFA) and structural equation model analysis purpose, the sample size of 

400 was therefore justified appropriate concerning the recommendation by some scholars. 

They suggested that models that have seven or fewer constructs should consider the 

minimum sample size of 300 (Hair et. al., 2010). The next Section 3.3 will explain how 

the research instrument was developed before presenting the validity and reliability test 

results in the following sections. 

 

3.3 Research Instrument 

Considering the objectives of this study, questionnaire survey method is deemed 

appropriate concerning the quantitative nature of this research (Creswell, 2002). Hence, 

the questionnaires were designed in accordance with the research conceptual framework. 

With this regards, there are four main parts in the designed questionnaires. The first part 

covers demographic questions in order to gather the respondents’ profile concerning the 

lean implementation context. The second part focuses on important enablers of lean 

implementation consisting of leadership and management, organizational culture, 

employee relations, and customer focus. The third part was elaborately designed to indicate 

the extent of lean practices implemented for enhancing the organizational performance. 

Lastly, the fourth part was specifically designed for measuring the organizational 

performance resulted from lean implementation.      

 

In order to develop the research questionnaire, previous researches were reviewed 

concerning objectives in investigating the lean implementation for improving the 

organizational performance. Relevant literature was reviewed related to lean 

implementation in both manufacturing and services sectors in order to gain insights for 

elaborately designing the questionnaire survey. Hence, the measures of each part in the 

questionnaire survey were justified and adapted from previous studies concerning the 



28 

 

purpose of this research. However, less number of previous studies focus on quantitatively 

investigating the relationships between lean implementation and organizational 

performance, researcher hence incorporated new dimensions or measures in the 

questionnaire survey in some of the constructs for attaining the research objectives. The 

questionnaire development details are provided as follows; 

 

Part 1: Demographic 

This part focuses on gathering the general information of the respondents. Seven basic 

demographic questions are incorporated in this part; including gender, age, education 

background, job position, working experiences, and experiences in lean implementation. 

Detailed items and references are as shown in Table 3.1 below. 

 

Table 3.1: Sources of Demographic questions  

Part 1: Demographic 

 

No. Items References 

1. Gender Zikmund et al. (2013) 

2. Age 

3. Education background 

4. Job position 

5. Working experiences 

6. Experiences in lean implementation 

 

Based on the Table 3.1 above, these demographic questions will be measured by using both 

nominal scale and ordinal scales.   
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Part 2: Lean practices (LP) 

This part aims at investigating the extent of lean practices implemented in the financial 

institutions in Thailand. Several practices were reviewed from both manufacturing and 

service sectors. With this regards, seven core practices were justified appropriate and 

incorporated in this study. All measures were adapted from previous studies by revising to 

be appropriate with the context of this study. Detailed sources of questionnaire 

development for lean practices construct are provided as the following table 3.2 

 

Table 3.2: Sources of lean practices questions  

 No. Items References 

 Specify customer value  

1. Your company put effort in understanding customer value Malmbrandt and Ahlstrom (2013) 

Leyer and Moormann (2014) 2. You Start searching for ways to understand customer value using 

informal approach 

3. You can see and describe what activities are value adding for the 

customers 

4. You can define what part of your work add value to customer or not 

 Identify value stream  

5. Your working processes have been mapped  Malmbrandt and Ahlstrom (2013) 

Hadid and Mansouri (2014) 

Leyer and Moormann (2014) 

6. In the process mapping, non-value added activities are identified 

based on customer perspective 

7. Process maps are visualized, reviewed  and updated more often than 

once a year 

8. There are key performance indicator of for my activities which 

reflect the satisfaction of the customers 

 Create value flow  

9. You start searching for a way to organize the workplace, discussions 

around location of information and resources availability 

Malmbrandt and Ahlstrom (2013) 

Shah and Ward (2007) 

10. Information and resources have been sorted and organized for easy 

retrieval when and where they are needed in the process in order to 

facilitate flow 

11. There is a continuous coordination with every relevant employee 

with regard to products or service you are involved 

12. Most areas of the organization working together to connect cross 

functional processes 
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 No. Items References 

 Standardize work level  

13. You start using standardized tasks in some areas, may not be written 

down or in forms of simple checklists 

Malmbrandt and Ahlstrom (2013) 

Hadid and Mansouri (2014) 

14. Work procedure standards are well written and  appearing in most 

areas of the organizations 

15. The standard time is set up for balancing the workloads along the 

service processes (i.e., standard time and SLA) 

 Ensure the high level of quality  

16. Supervisor re-checks your work again before deliver to other 

departments 

Malmbrandt and Ahlstrom (2013) 

Hadid and Mansouri (2014) 

17. Organization starts searching for instruments and methods to assure 

quality is built-in, but informal approach in few areas 

18. Most areas are actively working to assure built-in quality. Use poke-

yoke solutions and employees control quality themselves before 

finishing a job 

19. Company encourages all staff to achieve zero errors along the 

service operations process 

No. Items References 

 Visualize processes and performance results  

20. Visual signals used to facilitate work in some areas, signaling not 

only location of resources but also process progress and starting to 

visualize some deviations. 

Malmbrandt and Ahlstrom (2013) 

Hadid and Mansouri (2014) 

21. Systematic visualization in all areas of the organization of 

information needed in the right place 

22. In most areas, improvements are visualized in central locations. 

Information is updated and there is experimentation with regards to 

what to visualize 

 Pursue continuous improvement  

23. Employees participate actively in determining improvement area for 

lean implementation, regarding the processes that they are part of it 

Malmbrandt and Ahlstrom (2013) 

 

24. Root cause analysis and other problem solving tools are being used 

regularly. Employees are proficient in problem solving techniques 

25. All areas have a way of assuring that agreed upon improvements are 

sustained over time such as setting up monitoring and feedback 

systems 

26. Developing organizational structure supporting the continuous 

improvement 
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 No. Items References 

 Ensure that all activities are pulled by customers  

27. Organization starts to use pull system and create efficient handovers 

between different parts in the chain, but with varying degree of 

effectiveness. 

Malmbrandt and Ahlstrom (2013) 

Hadid and Mansouri (2014) 

Shah and Ward (2007) 

28. Use of pull in all areas and processes. Each step in the chain is aware 

of the status of the previous and next step and has a signal for when 

to start working. 

29. Experimentation with signals for when each step should start 

working to avoid overproduction and other types of wastes. Most 

areas are involved and the notion of internal customers is becoming 

more and more known 

 

As the main objective is to investigate the extent of lean implementation related to each 

practices adopted in financial institutions, respondents will be ask to indicate the degree of 

implementation pertaining to each practice. The indicated score is ranging from 1 to 5. The 

implications of possible responses are: (1) No implementation (2) little implementation (3) 

some implementation (4) extensive implementations (5) complete implementation. 

 

Part 3: Lean enablers (LE) 

The Lean enablers construct aims primarily in investigating the importance of each lean 

enabler. All the dimensions and necessary measures of lean enabler construct were adapted 

and incorporated in the questionnaires in accordance with the literature review and research 

conceptual framework. Detailed sources of the questionnaire development related to lean 

enablers construct is provided as the following table 3.3. 
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Table 3.3 Sources of LE questions 

No. Items References 

 Leadership and Management  

1. Extent to which the organizational top management has clear goal, direction 

and objectives for lean implementation  

Cua et al. (2001) 

Kaynak (2003) 

Habidin et al. (2013) 

Malmbrandt and Ahlstrom 

(2013) 

Hadid and Mansouri (2014) 

 

2. Extent to which the organizational top management communicate goal and 

objectives of lean implementation within organization 

3. Degree to which the organizational top management considers lean 

implementation as a way to increase profits 

4. Degree of participation by major department heads in lean implementation 

process. 

5. Top management expresses supports for lean implementation and approves 

time and resources for implementation team 

 Organizational Culture  

6. There can be little improvement action taken care until a supervisor 

approves a decision 

Wu (2015) 

Naor et al. (2008) 

Kaynak (2003) 

Gambi et al.(2015) 

7. Any decisions concerning process improvement I make has to have my 

boss's approval 

8. Company emphasizes efficiency and control to reach predictable 

improvement performance results 

9. Employees are encouraged to work as a team, exchange opinions, 

experiences and ideas 

10. Employee are encouraged to openly discuss their opinions and improvement 

ideas with someone higher up 

11. Our reward system encourages reaching organization's goals of lean 

implementation 

12. The incentive system at this plant is fair at rewarding people who 

accomplish plant objectives 

13. We emphasize prospecting for opportunities and creating new challenges 

14. We make an effort to anticipate the potential of new service practices and 

technologies 
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No. Items References 

 Employee Relations  

15. Our organization forms cross functional teams to implement lean 

throughout the organization 

Cua et al. (2001) 

Malmbrandt and Ahlstrom 

(2013) 

Kaynak (2003) 

16. Employees are encouraged to try solving problems as much as possible 

17. Extent to which quality circles or employee involvement-type programs are 

implemented in the organization 

18. Extent to which quality awareness building among employees is ongoing 

19. Degree of participation in quality decisions by hourly/ non-supervisory 

employees 

20. You attended training in improvement techniques and the underlying ideas 

of lean 

21. You are continuously train in different aspects of work improvement and 

are considered highly competent in improving work 

22. Actively participates in improvement work, come up with improvement 

suggestions, see problems through long-term solutions and is a driving force 

for lean implementation 

23. Sees improvement work as an important part of everyday job. Equal focus 

on new solutions and sustaining previous ones. 

 Customer Focus  

24. Extent to which feedback is given from customer on quality performance Habidin et al. (2013) 

Shah and Ward (2007) 25. Extent to which customers are actively involved in future service design 

concerning customer requirement and expectation 

26. We strive to be highly responsive to our customers' needs and requirements 

27. Extent to which the importance of relationship with customers is 

periodically evaluated 

 

Concerning the lean enablers construct, respondents will be asked to indicate the level of 

agreement to each of statement related to each enabler based on experiences in involving 

in lean projects. Five-point Likert-Scale was adopted for measuring the level of agreement 

pertaining to each statement. The score is ranging from 1 to 5. The implication of possible 

responses are : Strongly disagree = 1, Disagree = 2, Neutral = 3, Agree = 4, Strongly agree 

= 5.  
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Part 4: Organizational performance 

The last part of the questionnaire mainly focuses on investigating the outcomes of lean 

implementation. Various dimensions are incorporated for measuring the level of 

organizational performance improvement from the participants’ perspective. Overall, ten 

questions were incorporated adapting the previous literature. Detailed sources of 

questionnaire development for measuring the organizational performance resulted from 

lean implementation are provided as the following Table 3.4. 

  

Table 3.4 Sources of organizational performance questions 

No. Items References 

1. The cycle time of each service transaction is reduced Kaynak (2003) 

Cua et al. (2001) 

Malmbrandt and Ahlstrom 

(2013) 

Gambi et al. (2015)  

Hadid and Mansouri (2014) 

Naor et al. (2008) 

Shah and Ward (2003) 

 

 

 

2. We can deliver service on time as promised 

3. Less customer waiting time (queue time) after lean 

implementation 

4. The operating cost of each service transaction is 

reducing 

5. The quality of service is improving continuously 

6. Customers satisfaction are increasing after lean 

implementation 

7. You are satisfied with your improved working process 

and environment after lean implementation 

8. Our productivity and efficiency are rising steadily 

9. Number of reworks and errors are reduced after lean 

implementation 

10. Number of customer complaints are reduced after lean 

implementation 

 

Considering the measures of organizational performance identified above, participants will 

be asked to indicate the agreement level to each statement based on participant’s experience 

involved in lean implementation. Five-point Likert-Scale was adopted. The score is ranging 

from 1 to 5. The implications of possible responses are: Strongly disagree = 1, Disagree = 

2, Neutral = 3, Agree = 4, Strongly agree = 5. 
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Overall, the questionnaire survey was developed considering the previous literature. The 

measures pertaining to each construct were adapted and adjusted concerning the objectives 

of this research study. Some important dimensions were incorporated with the aim of 

investigating the relationships among lean enablers, lean practices and organizational 

performance resulted from lean implementation in the financial institutions in Thailand. 

The questionnaire survey is provided in Appendix A. As the key respondents will be the 

employees from different organizational levels in the financial institutions that adopted 

lean in Thailand, the questionnaire was therefore translated into Thai by the researcher. 

Back translation was also conducted to ensure that the all respondents were able to 

understand the contents in the questionnaire survey, complete the survey forms with no 

confusion, and respond to all questions accurately (Zikmund et al., 2013). The 

questionnaire survey translated in Thai version is shown in Appendix B. After the 

questionnaire survey is developed, it is imperative that researcher conducts the pretest in 

order to ensure the validity and reliability of the research instrument. The pretest of 

research instrument is provided in the following Section 3.4. 

 

3.4 Pretest of research instrument 

During January to February 2016, the pretest was conducted to assess the quality of the 

measurement items in the questionnaire survey. In order to enhance the quality of the 

research instrument, content validity and reliability of constructs of the research conceptual 

model were tested. The testing results are described as following Sections 3.4.1 and 3.4.2. 

 

3.4.1 Validity test 

In order to test the content validity of the research instrument, three experts in the area of 

lean implementation were proposed for reviewing and refining the questionnaire survey. 

These key experts include Assistant Professor and researcher in the area of lean adoption 

from College of Management, Mahidol University, Thailand; lean implementation 

consultant from Thailand productivity institute; and one practitioner who experienced in 
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lean implementation in financial institutions more than ten year. The questionnaire survey 

was sent out to three key experts in advance by email before the discussion time. During 

the each discussion, the research conceptual model was presented to understand the 

objectives of this research study. The questionnaire was therefore provided for 

consideration. Each expert was requested to provide comments on the appropriateness of 

each part concerning the research conceptual model; and to provide suggestions on any 

particular items that could be ambiguous or hard to understand or difficult to answer. Based 

on their comments and suggestions, some items in the questionnaires were modified or 

eliminated or added (Lawshe, 1975) to enhance the content validity of the questionnaire 

survey. 

The questionnaire survey was administered to 30 respondents from the financial 

institutions in Thailand. The respondents were requested to complete the questionnaires; 

and to provide suggestions on any particular items that could be ambiguous or hard to 

understand or difficult to answer. Based on their comments and suggestions, some items in 

the questionnaires were modified or eliminated or added (Lawshe, 1975). The pre-test 

results will be provided in the following section 3.4.2. 

 

3.4.2 Reliability test 

DeVellis (1991) said that construct reliability is the proportion of variance attributable to 

the true score of the latent variable. The cut-off point of Cronbach’s Alpha .7 or higher is 

considered reliable for a construct (Zikmund et al., 2013). The researcher computed 

Cronbach’s alpha coefficient of individual constructs (lower order constructs) of the study 

for the pretest to know the quality of scales (See Table 3.5: Cronbach’s Alpha coefficients 

of Pre-test). 
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Table 3.5: Cronbach’s Alpha coefficients from Pre-test 

No Variable 
Amount of 

items 

Cronbach’s Alpha 

Value 

1 Customer Value 4 .852 

2 Value Stream 4 .735 

3 Value Flow 4 .769 

4 Standardize Work 3 .741 

5 High Level of Quality 4 .831 

6 Visualize Processes 3 .892 

7 Pursue Continuous Improvement 4 .878 

8 Ensure Pull 3 .788 

9 Top Management & Leadership 5 .846 

10 Organization Culture 9 .814 

11 Employees Relations 9 .911 

12 Custom Focus 4 .833 

13 Organizational Performance (OP) 10 .964 

 

The next following Section 3.5 will explain the data collection details before describing 

the data analysis process as the closing Section 3.6 of this research methodology chapter.  

 

3.5 Data collection 

After ensuring the validity and reliability of the research instrument, the questionnaire 

survey were therefore distributed to three leading financial institutions implemented lean 

as strategic improvement initiative. Before sending out the questionnaire, Researcher 

formally requested for the permission in collecting the questionnaire survey  from the CEO 

of each financial institutions. The request letter is provided in Appendix C. With this 

regards, only three leading financial institutions in Thailand allowed in gaining access as 

the target site. In total, 400 questionnaires were purposefully distributed. Data collection 

details are provided as the following table 3.6. 

Table 3.6: Data Collection details 

Financial Institutions Number of questionnaire 

distributed 

Kasikorn Bank (Head quarter 

Phaholyothin), PCL 

100 

Kasikorn Bank (Meung Thong 

Thani), PCL 

100 

CIMB Bank, PCL 100 

Bank of Ayudhya (Krungsri), PCL 100 
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During the data collection process, the objectives and instructions were explained clearly 

to the respondents. Researcher also attended in some lean project implementation meetings 

in each financial institution for gathering the questionnaire. In total, 185 completed 

questionnaire survey were received, considering as 46.25 percentage response rate. The 

underlying reasons of low response rate resulted from the limited samples as the key 

participants are required to be the employees involved in lean implementation in the 

financial institutions. Gathered questionnaire will be utilized in analysis process in which 

is going to describe in details in the next Section 3.5. 

  

3.6 Data analysis 

In this study, descriptive statistics analysis was conducted to explain demographic 

information of respondents. Agreement level of all constructs in the study was also 

examined. Correlation analysis and Confirmatory factor analysis (CFA) were employed to 

access construct reliability, convergent validity, and discriminant validity of the respective 

constructs of the conceptual framework. Adopting two-step modelling approach suggested 

by James et.al. (1982), structural equation model (SEM) were employed after CFA for 

testing the goodness of fit of the model; and investigating relationships among constructs 

proposed in the research conceptual model. All the hypotheses were tested utilizing results 

from SEM analysis. 

 

In conclusion, this chapter explained the research methodology adopted in this research 

study. Research was designed elaborately as three main phrases for achieving the research 

objectives identified in Chapter 1. Population and sample used in this study was explained 

in Section 3.2 before delineating how the research instrument was developed in Section 

3.3. Content validity and reliability results from pre-test were explained in Section 3.4. 

Data collection and data analysis were detailed in Section 3.5 and 3.6 consecutively. 

Overall, the methodology chapter was clearly explain this chapter for ensuring the quality 

of the research outcomes that will be provided in the next following Chapter 4.  
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CHAPTER 4 

DATA ANALYSIS 

 

In this Chapter 4, descriptive statistics was analyzed to explain the demographic data of 

respondents and descriptive analysis of all theoretical constructs in Section 4.1. Section 4.2 

provides the correlation analysis to explain the relationships among all variables in the 

research conceptual model. Confirmatory factor analysis (CFA) and structural equation 

model (SEM) are explained in Sections 4.3 and 4.4 consecutively. Hypothesis testing 

results are also presented in the final section of this chapter.   

 

4.1 Descriptive analysis 

In this section, descriptive analysis is presented to understand the demographic information 

of respondents and importance of each variable in the research conceptual model. Details 

are as follows. 

 

4.1.1 Demographic of respondents 

The total number of respondents were 185 with 55.1% of female and 44.9% of male. The 

percentage of respondents’ age range between 21 and 30 was 21.1, 31.9% between the ages 

of 31 and 40, 28.1% between the ages of 41 and 50; and 18.9% between the ages of 51 and 

60. In terms of educational background, 51.9% hold bachelor degree, 46.5 % hold a master 

degree, and doctoral degree graduated was 1.6%. The respondents’ were from different 

positions; 15.1% of respondents were vice president, 8.1% of assistant vice president, 

27.6% of senior manager, 15.7% of team leader, and 33.5% of operations staffs. In term of 

working experience, 22.7% of respondents had experiences less than 3 years; 15.1% 

between 4 and 6 years; 16.8% between 7 and 10 years, and 45.4% of respondents had 

working experiences more than ten years. Lastly, respondents were asked to identify 

experiences of being part of lean implementation; 14.6% had experiences in lean 

implementation less than 6 months, 13% between 6 and 12 months, 27.6% between 1 and 
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3 years, 29.2% between 4 and 5 years, 11.9% between 6 and 10 years, and 3.8% had 

experiences in lean implementation more than 11 years. The respondent’s profile is 

summarized as the following Table 4.1 below.     

 

 Table 4.1: Respondents’ profiles 

Description N Percentage 

Gender of respondents:   

Male 83 44.9 

Female 102 55.1 

Ages of respondents:   

21-30 39 21.1 

31-40 59 31.9 

41-50 52 28.1 

51-60 35 18.9 

Educational background:   

Bachelor degree 96 51.9 

Master degree 86 46.5 

Doctoral degree 3 1.6 

Job position:   

Vice president 28 15.1 

Assistant vice president 15 8.1 

Senior manager 51 27.6 

Team leader 29 15.7 

Operations staffs 62 33.5 

Working experiences:   

0-3 years 42 22.7 

4-6 years 28 15.1 

7-10 years 31 16.8 

More than 10 years 84 45.4 

Experiences in lean implementation:   

0-6 months 27 14.6 

7-12 months 24 13.0 

1-3 years 51 27.6 

4-5 years 54 29.2 

6-10 years 22 11.9 

11 years or above 7 3.8 
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4.1.2 Questionnaire analysis  

In order to understand the survey response details, the descriptive analysis of each construct 

is conducted. Mean score and standard deviation were calculated. Detailed analysis is 

explained as follows; 

 

Lean practices 

In this construct, respondents were asked to indicate the extent of lean practices 

implemented in financial institutions. The score is ranged from 1 to 5, indicating the degree 

of implementation as follows: (1) No implementation (2) little implementation (3) some 

implementation (4) extensive implementations (5) complete implementation. The 

descriptive analysis of lean practices constructs are provided as the following Table 4.2. 

 

Table 4.2: Descriptive analysis of lean practices 

Items Mean Standard Deviation 

Specify customer value (SC) 4.16 0.57 

Identify value stream (IV) 3.79 0.66 

Create value flow (CV) 4.08 0.57 

Standardize work level (SW) 4.21 0.58 

Ensure the high level of quality (EH) 4.28 0.51 

Visualize processes and performance results (VI) 3.76 0.69 

Pursue continuous improvement (PU) 3.99 0.59 

Ensure that all activities are pulled by customers (EN) 3.92 0.60 

 

Based on the descriptive analysis of lean practices implemented in financial institutions in 

Thailand, the average scores range between 3.76 - 4.28. EH practices represented the 

highest mean score of 4.28 with the standard deviation of 0.51. This indicates the extensive 

degree of EH practices implemented in the financial institutions. On the other hand, VI 

practices showed the lowest score of lean practices with the mean score of 3.76 and 

standard deviation of 0.69.  
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Lean enablers 

In this construct, respondents were asked to indicate the level of agreement of each lean 

enabler adopted in the financial institutions. The score is ranging from 1 to 5. Possible 

responses are strongly disagree = 1, Disagree = 2, Neutral = 3, Agree = 4, strongly agree = 

5. Descriptive analysis of lean enabler construct is as follows. 

 

Table 4.3: Descriptive analysis of lean enablers 

Items Mean Standard deviation 

Leadership and Management (LM) 4.17 0.68 

Organizational Culture (OC) 4.14 0.56 

Employee Relations (ER) 4.00 0.62 

Customer Focus (CF) 4.24 0.56 

 

Considering the descriptive analysis of lean enablers, CF enabler represented the highest 

score of 4.24 with the standard deviation of 0.56. Overall, the average score of all enablers 

indicated high level of agreement with the average score higher than 4.00. 

 

Organizational performance 

In this construct, respondents were asked to indicate the level of agreement pertaining to 

each organizational performance measure of lean implementation in the financial 

institutions. The score is ranging from 1 to 5. Possible responses are strongly disagree = 1, 

Disagree = 2, Neutral = 3, Agree = 4, Strongly agree = 5. Descriptive analysis of lean 

enabler construct is shown as follows. 
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Table 4.4: Descriptive analysis of organization performance 

Item Mean Standard Deviation 

The cycle time of each service transaction is 

reduced (OP1) 

4.28 0.67 

We can deliver service on time as promised 

(OP2) 

4.26 0.68 

Less customer waiting time (queue time) after 

lean implementation (OP3) 

4.18 0.67 

The operating cost of each service transaction 

is reducing (OP4) 

4.02 0.79 

The quality of service is improving 

continuously (OP5) 

4.20 0.68 

Customers satisfaction are increasing after 

lean implementation (OP6) 

4.15 0.70 

You are satisfied with your improved working 

process and environment after lean 

implementation (OP7) 

4.14 0.64 

Our productivity and efficiency are rising 

steadily  (OP8) 

4.17 0.68 

Number of reworks and errors are reduced 

after lean implementation (OP9) 

4.08 0.77 

Number of customer complaints are reduced 

after lean implementation (OP10) 

3.98 0.75 

 

Concerning the results provided in Table 4.4 above, the OP1 measure represented the highest mean 

score of 4.28 with the standard deviation of 0.67. Whilst, the OP10 measure showed the lowest 

mean score of 3.98 with the standard deviation of 0.75.  
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4.2. Correlation analysis 

Correlations analysis of was conducted to examine relationships among all variables in the 

research conceptual model. The analysis showed that all variables are significantly 

correlated with each other. The correlation coefficients were generally between 0.35-0.70 

indicating the significant relationships among constructs. The results also highlight the 

high correlations between lean enablers (LM, OC, ER, CF) and lean practices (SC, IV, CV, 

SW, EH, VI, PU, EN) towards organizational performance (OP). This indicated that 

financial institutions, which are advanced in their lean enablers and lean practices, tend to 

be more advanced on their organizational performance. Correlation matrix of all the 

constructs was summarized in the Table 4.5. 

 Table 4.5: Correlations analysis 

 
  

LM 

 

 

OC 

 

ER 

 

CF 

 

SC 

 

IV 

 

CV 

 

SW 

 

EH 

 

VI 

 

PU 

 

EN 

 

OP 

Cron

bach 

α 

LM 1 .675** .678** .626** .472** .444** .375** .408** .517** .394** .555** .538** .606** 0.87 

OC .675** 1 .783** .647** .547** .540** .468** .476** .532** .437** .570** .553** .636** 0.77 

ER .678** .783** 1 .706** .607** .534** .544** .534** .548** .474** .635** .546** .657** 0.84 

CF .626** .647** .706** 1 .583** .436** .350** .426** .532** .281** .544** .418** .623** 0.79 

SC .472** .547** .607** .583** 1 .624** .541** .583** .529** .400** .632** .570** .580** 0.80 

IV .444** .540** .534** .436** .624** 1 .515** .578** .560** .482** .608** .582** .521** 0.68 

CV .375** .468** .544** .350** .541** .515** 1 .570** .491** .415** .537** .551** .554** 0.66 

SW .408** .476** .534** .426** .583** .578** .570** 1 .632** .434** .584** .543** .533** 0.59 

EH .517** .532** .548** .532** .529** .560** .491** .632** 1 .519** .636** .584** .574** 0.75 

VI .394** .437** .474** .281** .400** .482** .415** .434** .519** 1 .546** .583** .479** 0.75 

PU .555** .570** .635** .544** .632** .608** .537** .584** .636** .546** 1 .707** .647** 0.79 

EN .538** .553** .546** .418** .570** .582** .551** .543** .584** .583** .707** 1 .587** 0.75 

OP .606** .636** .657** .623** .580** .521** .554** .533** .574** .479** .647** .587** 1 0.89 

 

Remark 1: **. Correlation is significant at the 0.01 level (2-tailed). 

Remark 2: LM = Leadership and management; OC = Organizational culture; ER = Employee relation; CF = Customer 

focus; SC = Specify customer value; IV = Identify value stream; CV = Create value flow; SW = Standardize work; EH 

= Ensure the high level of quality; VI = Visualize processes; PU = Pursue continuous improvement; EN = Ensure that all 

activities are pulled 
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4.3 Confirmatory factor analysis (CFA) 

In order to reduce and summarize the data for establishing the unidimensionality of each 

variable, the exploratory factory analysis (EFA) was conducted using principle 

components method with Direct Oblimin rotation. Kaiser-Meyer-Olkin (KMO) test for 

sampling adequacy was adopted at a scale and individual item level with a minimum value 

of 50 percent (Hair et al., 2010). With this regards, items those have cross-loading issue 

significantly were statistically and theoretically eliminated. In total, 4 factors of lean 

enablers, 7 factors of lean practices, 8 factors of organizational performance were extracted 

and considered appropriate in measuring each latent variable. The reliability of each factor 

was assessed considering the Cronbach’s α with a minimum value of 0.6 (Nunnally, 1978). 

The α coefficients of all constructs are shown in Table 4.5 above.  

 

Confirmatory factor analysis (CFA) was conducted in order to evaluate the measurement 

model (Gerbing and Anderson, 1988). The analysis process follows the two-step modelling 

approach suggested by James et.al. (1982) for assuring the goodness of fit of measurement 

model before examining the full structural model in further stage. CFA therefore provides 

the assessment of convergent and discriminant validity of the measurement model. The 

maximum likelihood (ML) approach of AMOS22 was adopted for testing the measurement 

model. Considering suggestions by Hair et al. (2010), the measurement model fit was 

evaluated concerning a number of fit indices including: the Chi-square (X2) and the ratio 

of X2 to degrees of freedom; root mean square of error of approximation (RMSEA); 

goodness of fit index; Adjusted Goodness-of-Fit Index (AGFI); comparative fit index 

(CFI); and Tucker Lewis Index (TLI).  

 

The goodness of fit indices resulted from CFA using AMOS programs are as follows; The 

p-value of the Chi-square (Degrees of freedom= 142) is 0.445, indicating the exact fit of 

tht model at 0.001 significant level.  The Goodness-of-Fit Index (GFI), Adjusted Goodness-

of-Fit Index (AGFI), and the Comparative Fit index (CFI) stand at .926, .901, and .999, 

which show that the specified model fits well. The root mean square of approximation 
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(RMSEA) is .008, which provides evidence of close fit of the model in relation to the 

degrees of freedom because RMSEA is less than .05. The Tucker Lewis Index (TLI) is 

.999, while CFI is .999. Both belong to incremental fit indices and their values are well 

above the recommended threshold level of .90, which further supported the close fit of the 

model. The norm Chi-square (X2/df) has a value of 1.012. This fells within the 

recommended range of 3 to 1which indicated conditional support for model fit (Carmines 

and McIver, 1981). 

 

In summary, the various indices of overall goodness-of-fit for the model provided sufficient 

support for the results to be accredited as an acceptable representation of the hypothesized 

constructs and the model as a whole. Table 4.6 below presents the model fit indicators 

resulted from confirmatory factor analysis (CFA). 

 

Table 4.6: Model fit indices for confirmatory factor analysis (CFA) 

FIT Index Acceptable threshold levels Value 

X2 x² relative to df with 

p-value (>.05) 

Chi-square = 143.66 

CMIN = 1.012 

GFI GFI is less than or equal to 1. A value of 1 indicates a perfect fit. 0.926 

AGFI AGFI Values is less than or equal to 1. A value of 1 indicates a perfect fit. .901 

CFI CFI is truncated to fall in the range from 0 to 1. CFI values close to 1 

indicate a very good fit. 
.999 

RMSEA Values < 0.05 .008 

TLI range for TLI lies between zero and one .999 

Source: (Hair et. al., 2010) 

 

As a results from CFA analysis, the standardized factor loadings of each variable, the 

critical ratio (C.R.) in which is the parameter estimated by the ratio between factor loadings 

value and standard errors are provided as the following table below.  With this regards, 

Byrne (2001) suggested that t-value (C.R.) which is greater or smaller than 1.96 will 

indicate the statistical significance. The higher the factor loadings or coefficients compared 

to their standard errors, the stronger the evidence of relationship between the observed 

indicators to their respective latent factors (Koufteros, 1999). Table 5 shows the factor 
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loadings of all items in the measurement model. The values which exceed the critical ratio 

are considered significantly related to their specific constructs, indicating the relationships 

between with latent variables. Details are presented as the following table 4.7. 

 

Table 4.7: Parameter estimates, standard errors, critical ratios  

Construct indicators 
Standardized 

factor loading 
S.E. C.R. 

Lean enablers    

CF 0.784   
ER 0.896 0.092 13.709 
OC 0.860 0.083 13.035 
LM 0.779 0.104 11.488 

Lean practices    

PU 0.813   
EH 0.776 0.07 11.676 
SW 0.752 0.08 11.353 
CV 0.692 0.081 10.185 
IV 0.751 0.092 11.323 
SC 0.788 0.078 11.953 
EN 0.751 0.07 13.437 

Organizational performance    

OP1 0.668   
OP3 0.705 0.123 8.53 
OP4 0.771 0.146 9.204 
OP5 0.717 0.125 8.696 
OP6 0.682 0.129 8.286 
OP7 0.662 0.116 8.068 
OP8 0.709 0.124 8.584 
OP9 0.711 0.141 8.606 

 

Concerning the two-step model suggested by James et.al. (1982), the next section will 

present the analysis of full structural model and hypothesis testing results. 
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4.4 Model adjustment  

After conducting confirmatory factor analysis in the prior stage, some variables were 

removed concerning the underlying theory and goodness of fit of each construct. This 

section, therefore, describes the adjustment of the model fit resulted from SEM analysis. 

AMOS program was utilized for analyzing and testing the research conceptual model. The 

final model is shown as the following figure 4.1.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 4.1: The final research model 

 

The final model was gradually adjusted for achieving the goodness of fit of the model. The 

analysis results provide absolute goodness-of-fit measures as follows: The p-value of the 

Chi-square (Degrees of freedom= 142) is at .405 meaning that the model is statistically 

significant.  The Goodness-of-Fit Index (GFI), Adjusted Goodness-of-Fit Index (AGFI), 

and the Comparative Fit index (CFI) stand at .924, .899, and .998, which show that the 

specified model fits well after gradually adjusted. The root mean square of approximation 
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(RMSEA) is .011, which provides evidence of close fit of the model in relation to the 

degrees of freedom because RMSEA is less than .05. The Tucker Lewis Index (TLI) is 

.998, while CFI is .998. Both belong to incremental fit indices and their values are well 

above the recommended threshold level of .90, which further supported the close fit of the 

model. The norm Chi-square (X2/df) has a value of 1.024. This fell within the 

recommended range of 3 to 1 which indicated conditional support for model fit (Carmines 

and McIver, 1981). 

 

In summary, the various indices of overall goodness-of-fit for the model provided sufficient 

support for the results to be accredited as an acceptable representation of the hypothesized 

constructs and the model as a whole. The model fit indices are shown in table 6. 

 

Table 4.8: Model fit indices for SEM analysis 

FIT Index Acceptable threshold levels value 

X2 x² relative to df with 

p-value (>.05) 
Chi-square = 145.417 

p-value= .405 

GFI GFI is less than or equal to 1. A value of 1 indicates a 

perfect fit. 

0.924 

AGFI AGFI Values is less than or equal to 1. A value of 1 

indicates a perfect fit. 

.899 

CFI CFI is truncated to fall in the range from 0 to 1. CFI 

values close to 1 indicate a very good fit. 

.998 

RMSEA Values < 0.05 .011 

TLI range for TLI lies between zero and one .998 
Source: (Hair et. al., 2010) 

 

4.5 Hypothesis testing 

Based on the research conceptual model, three main hypotheses were tested utilizing the 

results from SEM analysis using AMOS program. Three main hypotheses are as follows 

 H1: Lean enablers are positively related to lean practices 

 H2: Lean enablers are positively related to organizational performance 

 H3: Lean practices are positively related to organizational performance 
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The results of hypothesis testing were provided as Table 4.9 below:  

 

Table 4.9: Standardized regression weights 

Standardized Regression Weight Β S.E. C.R. P 

Lean practices <--- Lean enablers .805 .088 9.871 *** 

Organizational performance <--- Lean enablers .468 .112 4.203 *** 

Organizational performance <--- Lean practices .341 .101 3.771 *** 

 

Note: *** is significant at the 0.01 level (2-tailed) 

S.E = Standard Error; C.R =β / S.E.; P = Significance level 

 

Based on the hypotheses testing results shown in Table 7 above, there appears to be 

significant positive relationships among all constructs proposed in the research conceptual 

model. With this regards, the results indicated that lean enablers are significantly correlated 

with lean practices with the statistical results of β =.805 (S.E. =.088; C.R. = 9.871) in which 

is supporting H1.  The statistical results also showed that lean enablers are significantly 

correlated with organizational performance directly with value of β =.468 (S.E. =.112; C.R. 

= 4.203), which is supporting H2.  Lastly, the statistical analysis of the model indicate the 

significantly positive effect of lean practices towards organizational performance resulted 

from lean implementation in financial institution with β =0.341 (S.E. =.101; C.R. = 3.771), 

in which H3 is supported.  

 

In summary, the significant relationships proposed in the research conceptual model were 

statistically supported. These indicated the importance that organizational performance 

resulted from lean implementation in financial services are enhanced by successfully 

implementation of both lean enablers and lean practices synergistically. Details of 

hypotheses testing results are provided as Table 4.10 below. 
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 Table 1.10: Summary of hypothesis testing results 

Hypothesis Description of Hypothesis β Result 

H1 Lean enablers are positively related to lean 

practices 

.805 Supported 

H2 Lean enablers are positively related to 

organizational performance 

.468 Supported 

H3 Lean practices are positively related to 

organizational performance 

.341 Supported 

 

Overall, data analysis results were elaborately presented in this Chapter 4 to provide the 

evidence for achieving the research objectives. In the next Chapter 5, conclusion and 

discussion of research findings will be presented as the final chapter of this research.  
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CHAPTER 5 

CONCLUSION AND DISCUSSION  

 

The implementation of lean by financial institutions has been a worldwide theme in recent 

years, as these approaches have become mature, while competition and customer service 

expectations have developed. Concerning the extant literature, there appeared to be no 

comprehensively investigation of lean implementation, particularly in developing country. 

Considering the underlying theory of socio-technical system (STS) suggested by Trist and 

Bamford (1951), the research model was conceptualized to investigate the importance in 

implementing lean practices and supporting enablers of lean implementation for enhancing 

the organizational performance. This research hence aimed to fill a significant research gap 

by investigating relationships among lean practices, lean enablers, and organizational 

performance. Not only providing theoretical contributions, the results provide imperative 

implications to financial institutions intending to adopt lean for improving organizational 

performance. This Chapter 5 is therefore elaborated in three main sections. Section 5.1 

presents a summary of research findings concerning the research objectives. Section 5.2 

provides the discussion of research finding for clearly illustrating both academic and 

practical contributions. Lastly, the research limitations are discussed before proposing 

areas of future research in Section 5.3.    

 

5.1 Conclusion 

Lean has become one of the most important improvement initiatives that was implemented 

and disseminated in manufacturing arena. It appears to be still at a fairly early stage in 

implementing lean in services. There is lack of theoretical framework to establish the 

concept of lean service and investigate impact on organizational performance. Financial 

services are one of the service sector areas that have adopted lean as a strategic initiative 

(Hammer and Goding, 2001; Hoerl, 2004). This is of interest in broadening the body of 

knowledge of lean implementation in this area. Hence, this study aimed primarily at 
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investigating the relationships among lean enablers, lean practices and organizational 

performance resulted from lean implementation in financial institutions in Thailand. To 

summarize the entire research, study process and results were elaborated as follows.  

 

Concerning the importance in determining the relationships among lean enablers, lean 

practices and organizational performance of lean implementation in financial services, the 

research model was conceptualized based on extant literature related to lean 

implementation. This model was developed mainly considering the seminal works of 

Malmbrandt and Ahlstrom (2013) and Hadid and Mansouri (2014). Considering the 

perspectives of socio-technical system theory, this research model incorporated both 

technical practices and supporting practices for implementing lean more successfully in a 

particular context of financial services context. The measures were justified utilizing the 

previous literature in the area of lean implementation and adoption.  

 

To attain the research objectives, quantitative research method was deemed apposite in 

investigating the relationships in the research conceptual model. With this regards, the 

questionnaire survey was developed based on the research conceptual model. The 

questionnaire was reviewed by academicians and practitioners to ensure the content 

validity. Pre-test was conducted to ensure the reliability of the research instrument.      

Thirty questionnaires were distributed and gathered. The Cronbach’s alpha coefficient of 

individual constructs was therefore analyzed to ensure the quality of the measurement 

scales. The Cronbach’s Alpha coefficients resulted from the pre-test were higher than 0.70, 

ensuring the reliability of research instrument.   

 

After ensuring the reliability and validity of the research instrument, the 400 questionnaire 

survey were distributed to financial institutions that adopted lean as strategic initiative for 

improving organizational performance. The key respondents were employees who 

experienced involving in lean implementation. Employees were from different level in the 

organization including vice president, assistant vice president, senior manager, team leader, 
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and operations staffs. In total, 185 completed questionnaire survey were received, 

considering as 46.25 percentage response rate. To attain the research objectives, 

confirmatory factor analysis (CFA) was conducted to ensure the reliability and validity of 

the measurement model. The structural equation modelling (SEM) was employed for 

investigating relationships and testing the hypotheses proposed concerning the research 

conceptual model. Data analysis was explained as the following details.  

 

First of all, descriptive analysis was explained in Section 4.1. Demographic analysis 

indicated the reponsdents’ information as follows. The total number of respondents were 

185 with 55.1% of female and 44.9% of male. The percentage of respondents’ age range 

between 21 and 30 was 21.1, 31.9% between the ages of 31 and 40, 28.1% between the 

ages of 41 and 50; and 18.9% between the ages of 51 and 60. In terms of educational 

background, 51.9% hold bachelor degree, 46.5 % hold a master degree, and doctoral degree 

graduated was 1.6%. The respondents’ were from different positions; 15.1% of respondents 

were vice president, 8.1% of assistant vice president, 27.6% of senior manager, 15.7% of 

team leader, and 33.5% of operations staffs. In term of working experience, 22.7% of 

respondents had experiences less than 3 years; 15.1% between 4 and 6 years; 16.8% 

between 7 and 10 years, and 45.4% of respondents had working experiences more than ten 

years. Lastly, respondents were asked to identify experiences of being part of lean 

implementation; 14.6% had experiences in lean implementation less than 6 months, 13% 

between 6 and 12 months, 27.6% between 1 and 3 years, 29.2% between 4 and 5 years, 

11.9% between 6 and 10 years, and 3.8% had experiences in lean implementation more 

than 11 years. Based on the demographic data explained above, it can be concluded that 

majority of the respondents are aged between 31-40, holding the position at operational 

level, and having working experiences more than ten years.  

 

To understand the survey response details, the descriptive analysis of three main constructs 

of lean practices, lean enablers, and organizational performance were summarized 

consecutively as follows. The descriptive analysis of lean practices implemented in 
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financial institutions in Thailand indicated the average score range between 3.76 - 4.28. 

The practice of “ensure that all activities are pulled (EH)” represented the highest mean 

score of 4.28 with the standard deviation of 0.51. This indicates the extensive degree of EH 

practices implemented in the financial institutions. On the other hand, “visualize process 

(VI)” practices represented the lowest score of lean practices with the mean score of 3.76 

and standard deviation of 0.69.  

 

Having been asking the respondents to indicate the level of agreement pertaining to four 

lean enablers, Customer focus (CF) enabler represented the highest score of 4.24 with the 

standard deviation of 0.56. Overall, the average score of all enablers indicated high level 

of agreement with the average score higher than 4.00. To indicate the outcomes of lean 

implementation, the level of agreement of all organizational performance measures were 

analyzed. Based on ten measures justified in the research conceptual, the cycle time (OP1) 

measure represented the highest mean score of 4.28 with the standard deviation of 0.67. Whilst, the 

number of customer complaints (OP10) measure showed the lowest mean score of 3.98 with the 

standard deviation of 0.75.  

 

Secondly, the relationships of the research conceptual model were investigated employing 

two-step analysis model suggested by James et.al. (1982). With this regards, confirmatory 

factor analysis (CFA) and structural equation modelling (SEM) were therefore conducted 

to test model fit and relationships between independent and dependent variables of the 

proposed model. Before employing two-step analysis, correlations analysis was conducted 

to examine relationships among all variables. The analysis showed that all variables are 

significantly correlated with each other, indicating that financial institutions, which are 

advanced in their lean enablers and lean practices, tend to be more advanced on their 

organizational performance. 

 

Confirmatory factor analysis (CFA) was conducted for assuring the goodness of fit of 

measurement model before examining the full structural model in further stage. The 

maximum likelihood (ML) approach of AMOS22 was adopted for testing the measurement 
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model. The goodness of fit indices resulted from CFA using AMOS programs are as 

follows; The p-value of the Chi-square (Degrees of freedom= 142) is 0.445, indicating the 

exact fit of tht model at 0.001 significant level.  The Goodness-of-Fit Index (GFI), Adjusted 

Goodness-of-Fit Index (AGFI), and the Comparative Fit index (CFI) stand at .926, .901, 

and .999, which show that the specified model fits well. The root mean square of 

approximation (RMSEA) is .008, which provides evidence of close fit of the model in 

relation to the degrees of freedom because RMSEA is less than .05. The Tucker Lewis 

Index (TLI) is .999, while CFI is .999. Both belong to incremental fit indices and their 

values are well above the recommended threshold level of .90, which further supported the 

close fit of the model. The norm Chi-square (X2/df) has a value of 1.012. This fells within 

the recommended range of 3 to 1which indicated conditional support for model fit 

(Carmines and McIver, 1981). Based on the various indices above confirmed sufficient 

support for the results to be accredited as an acceptable representation of the hypothesized 

constructs and the measurement model. 

 

Structural equation modelling (SEM) was analyzed to investigate relationships proposed 

in the research conceptual model. The final model was gradually adjusted for achieving the 

goodness of fit of the model. The analysis results provide absolute goodness-of-fit 

measures as follows: The p-value of the Chi-square (Degrees of freedom= 142) is at .405 

meaning that the model is statistically significant.  The Goodness-of-Fit Index (GFI), 

Adjusted Goodness-of-Fit Index (AGFI), and the Comparative Fit index (CFI) stand at 

.924, .899, and .998, which show that the specified model fits well after gradually adjusted. 

The root mean square of approximation (RMSEA) is .011, which provides evidence of 

close fit of the model in relation to the degrees of freedom because RMSEA is less than 

.05. The Tucker Lewis Index (TLI) is .998, while CFI is .998. Both belong to incremental 

fit indices and their values are well above the recommended threshold level of .90, which 

further supported the close fit of the model. The norm Chi-square (X2/df) has a value of 

1.024. This fell within the recommended range of 3 to 1 which indicated conditional 

support for model fit (Carmines and McIver, 1981). In summary, the various indices of 
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overall goodness-of-fit for the model provided sufficient support for the results to be 

accredited as an acceptable representation of the hypothesized constructs and the model as 

a whole. 

 

Lastly, three main hypotheses were tested utilizing the results from SEM analysis. There 

appears to be significant positive relationships among all constructs proposed in the 

research conceptual model. The testing results indicated that lean enablers are significantly 

correlated with lean practices with the statistical results of β =.805 (S.E. =.088; C.R. = 

9.871) in which is supporting H1.  The statistical results also showed that lean enablers are 

significantly correlated with organizational performance directly with value of β =.468 

(S.E. =.112; C.R. = 4.203), which is supporting H2. Lastly, the statistical analysis of the 

model indicate the significantly positive effect of lean practices towards organizational 

performance resulted from lean implementation in financial institution with β =0.341 (S.E. 

=.101; C.R. = 3.771), in which H3 is supported. In summary, the hypotheses testing results 

indicated the importance that financial institutions should implement both lean enablers 

and lean practices synergistically for enhancing the organizational performance.  

 

5.2 Discussion 

Considering the importance in sustaining businesses, it is imperative that organizations 

seek the way for improving their organizational performance. Lean became one of the most 

successful initiative that has been widely adopted in manufacturing arena, however, it 

appears to be in the early stage in services sector. The academic research related to the 

adoption and implementation of Lean in the service sector is still at an early stage as the 

available literature is dominated by manufacturing-related work. Practically, lean has been 

rapidly disseminated to services sector in particularly of financial and healthcare services. 

However, it seems lack of empirical research to understand the lean adoption in financial 

services. The extant literature of lean implementation in financial services do not provide 

a clear foundation of the relationships between lean implementation and organizational 

performance. This lack of understanding about the relationships between lean service 
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adoption and performance may hinder the development and spread of lean service across 

industries (Hadid and Mansouri, 2014). It is therefore very imperative in broadening and 

extending the existing body of knowledge. Hence, this research aimed to fill this gap by 

investigating the relationships among lean enablers, lean practices and organizational 

performance. 

 

In order to investigate the relationships between constructs in the research conceptual 

model, two-step approach suggested by James et.al. (1982) was employed. Empirical data 

was gathered from employees involved   CFA was conducted to ensure the reliability and 

validity of the measurement model by assessing the goodness of fit indices as shown in 

previous table 4. In order to test all hypotheses, SEM was conducted for investigating all 

relationships in the proposed model. The SEM model was gradually adjusted until reaching 

the goodness of fit criteria. As a result, findings suggest that positive relationships exist 

among all constructs of lean enablers, lean practices, and organizational performance. This 

overall results supports the empirical findings of previous literature that investigated the 

relationship between quality management practices and organizational performance (Hadid 

et al., 2016; Hadid and Mansouri, 2014; Chavez et al., 2013; Vinodh and Dino, 2012). 

Examining the level of lean enablers implementation, employee relations has the highest 

standardized weight indicating the significance that organization pay attention on 

providing adequate training and enhancing employee commitment which are important 

enablers in driving lean to become success (Ahlstrom, 2013; Malmbrandt and Ahlstrom, 

2013; Balle and Regnier, 2007; Bowen and Youngdahl, 1998). Focusing in employee 

relation enabler is therefore significant in supporting the implementation of lean practices 

as suggestion by Cua et al. (2001). To deepen further, the statistical findings indicated a 

strong relationship between lean enablers and lean practices, with standardized regression 

weight of 0.805. This strengthens the importance in implementing all lean enablers (LE) 

of leadership and management, organizational culture, employee relations, and customer 

focus to support lean practices (LP) implementation for improving the organizational 

performance.    
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This research contributes to the existing body of knowledge of lean implementation in 

financial services by empirically investigating the importance of lean enablers in 

implementing lean practices for enhancing the organizational performance. The findings 

highlight and confirm the significance that organizations implement both lean enablers and 

lean practices for attaining the better organizational performance.  This finding supported 

the underlying theory of socio-technical system  (STS) suggested by Trist and Bamford 

(1951) that indicates the importance that organizations considered both supporting and 

technical practices for achieving better outcome of practice implementation. This research 

further extended the work of Malmbrandt and Ahlstrom (2014) that systematically 

developed the measures of lean service practices by adapting and refining measures for a 

particular context of lean implementation in financial services. Additionally, this study 

attempted to adapt the conceptual model suggested by Hadid and Mansouri (2014) for 

empirically investigating the relationship between lean and performance in a particular 

context of financial services.  The statistical findings indicated the significant relationships 

among lean enablers, lean practices and organizational performance. This sheds some light 

for financial services intended to adopt lean concept in implementing both lean enablers 

and lean practice for synergizing the performance outcomes resulted from lean 

implementation.  

 

5.3 Limitations and future research  

There were limitations to this research study which may have affected the reliability, 

comprehensiveness and generalization of the research findings. For primarily practical 

limitation, this research was undertaken in Thai financial services sector. There are some 

limited financial institutions that implemented lean as improvement initiative. Researcher 

contacted all appropriate and feasible financial institutions, however, only three financial 

institutions allowed in distributing the questionnaire survey. This affect directly to the 

response rate of questionnaire data gathered as there a limited number of respondents. 

Secondly, the limited number of questionnaire gathered resulted in less comprehensive 
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analysis of structural equation modelling (SEM) of the research conceptual model. The 

reliability, validity and comprehensiveness of the model investigation might have been 

improved if more empirical data had been available. Lastly, this research mainly focused 

on lean implementation in Thai financial institutions. This limitation was considered to 

impact the potential generalization of the research findings and implications to cover 

financial institutions context in other countries.  

 

The limitations identified above suggested three important areas for future research. Firstly, 

because of the limitation of accessibility to financial institutions, a future study should 

widen the scope by further examining the lean implementation in other service industries. 

The author therefore suggests in adopting the research model and measures developed for 

empirically investigating relationships among all constructs in other services contexts such 

as healthcare and insurance companies.  Secondly, by considering the theory of socio-

technical system (STS) theory, the study of moderator effect of lean enablers would be of 

interest for broadening the existing body of knowledge of lean implementation for 

enhancing organizational performance in the financial services. Lastly, further 

investigation of the lean implantation in other countries and types of service industry would 

provide a more secure foundation for lean implementation in the service context. Four 

service types, suggested by Schmenner (1986), would be worth investigating in order to 

improve generalization of the research findings and make this applicable to the entire 

services sector. 
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APPENDIX A: QUESTIONNAIRE SURVEY 

 

Investigation of lean implementation success in financial institutions in 

Thailand 

This research is funded by University of the Thai Chamber of Commerce 

 

Objectives: The objective of this questionnaire is to investigate important factors effecting 

how financial institutions implement lean successfully. Four main parts are incorporated 

in this questionnaire. The expected results will help financial institutions understand how 

to implement lean efficiently and effectively. 

Instruction: Please respond to questionnaire questions. Questions may require a written 

answer or checking √ in the relevant box based on type of the question. 

 

Part A: Demographics 

1. Gender 

Male    Female 

 

2. Age 

  21-30  31-40  41-50  51-60  60 or above 

 

3. Education Background 

Bachelor degree  Master Degree 

Doctoral Degree   Others……………..........  
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4. Job position/Title 

 Vice president   Assistance Vice predident 

 Senior Manager         Team leader 

 Operations staffs  

 

5. Working experiences at this company 

  0-3 years 

  4-6 years 

  7-10 years 

  More than 10 years 

 

6. Experiences in lean implementation  

  0-6 months  6-12 months  1-3 years  4-5 years  

 6-10 years  11 years or above   

 

Part B: Lean practices 

Please indicate the extent of implementation of each of the following practices in your 

department or organization. Please check in the box to indicate score ranging from 1 to 5.  

(1) No implementation (2) little implementation (3) some implementation (4) extensive 

implementations (5) complete implementation 

 Statement (item) 1 2 3 4 5 

1) Your company put effort in understanding customer value      

2) You Start searching for ways to understand customer value 

using informal approach 
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3) You can see and describe what activities are value adding 

for the customers 
     

4) You can define what part of your work add value to 

customer or not 
     

5) Your working processes have been mapped       

6) In the process mapping, non-value added activities are 

identified based on customer perspective 
     

7) Process maps are visualized, reviewed  and updated more 

often than once a year 
     

8) There are key performance indicator of for my activities 

which reflect the satisfaction of the customers 
     

9 ) You start searching for a way to organize the workplace, 

discussions around location of information and resources 

availability 

     

10) Information and resources have been sorted and organized 

for easy retrieval when and where they are needed in the 

process in order to facilitate flow 

     

11) There is a continuous coordination with every relevant 

employee with regard to products or service you are involved 
     

12) Most areas of the organization working together to 

connect cross functional processes 
     

13) You start using standardized tasks in some areas, may not 

be written down or in forms of simple checklists 
     

14) Work procedure standards are well written and  appearing 

in most areas of the organizations 
     

15) The standard time is set up for balancing the workloads 

along the service processes (i.e., standard time and SLA) 
     

16) Supervisor re-checks your work again before deliver to 

other departments 
     

17) Organization starts searching for instruments and methods 

to assure quality is built-in, but informal approach in few areas 
     

18) Most areas are actively working to assure built-in quality. 

Use poke-yoke solutions and employees control quality 

themselves before finishing a job 
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19) Company encourages all staff to achieve zero errors along 

the service operations process 
     

2 0 ) Visual signals used to facilitate work in some areas, 

signaling not only location of resources but also process 

progress and starting to visualize some deviations. 

     

21) Systematic visualization in all areas of the organization of 

information needed in the right place 

     

22) In most areas, improvements are visualized in central 

locations. Information is updated and there is experimentation 

with regards to what to visualize 

     

23) Employees participate actively in determining 

improvement area for lean implementation, regarding the 

processes that they are part of it 

     

24) Root cause analysis and other problem solving tools are 

being used regularly. Employees are proficient in problem 

solving techniques 

     

25) All areas have a way of assuring that agreed upon 

improvements are sustained over time such as setting up 

monitoring and feedback systems 

     

26) Developing organizational structure supporting the 

continuous improvement 

     

27) Organization starts to use pull system and create efficient 

handovers between different parts in the chain, but with 

varying degree of effectiveness. 

     

28) Use of pull in all areas and processes. Each step in the 

chain is aware of the status of the previous and next step and 

has a signal for when to start working. 

     

29) Experimentation with signals for when each step should 

start working to avoid overproduction and other types of 

wastes. Most areas are involved and the notion of internal 

customers is becoming more and more known 
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Part C: Lean enablers 

Indicate your agreement to the following statements based on your experiences in involving 

in lean projects. The score is ranging from 1 to 5. Possible responses: Strongly disagree = 

1, Disagree = 2, Neutral = 3, Agree = 4, Strongly agree = 5 

                                                                                                                                                                                                       

Statement (item) 1 2 3 4 5 

1) Extent to which the organizational top management has 

clear goal, direction and objectives for lean implementation 
     

2) Extent to which the organizational top management 

communicate goal direction, and objectives of lean 

implementation within organization 

     

3) Degree to which the organizational top management 

considers lean implementation as a way to increase profits 
     

4) Degree of participation by major department heads in lean 

implementation process 
     

5) Top management expresses supports for lean 

implementation and approves time and resources for 

implementation team 

     

6) There can be little improvement action taken care until a 

supervisor approves a decision 
     

7) Any decisions concerning process improvement I make has 

to have my boss's approval 
     

8) Company emphasizes efficiency and control to reach 

predictable improvement performance results 
     

9) Employees are encouraged to work as a team, exchange 

opinions, experiences and ideas 
     

10) Employee are encouraged to openly discuss their opinions 

and improvement ideas with someone higher up 
     

11) Our reward system encourages reaching organization's 

goals of lean implementation 
     

12) The incentive system at this plant is fair at rewarding 

people who accomplish plant objectives 
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13) We emphasize prospecting for opportunities and creating 

new challenges 
     

14) We make an effort to anticipate the potential of new 

service practices and technologies 
     

15) Our organization forms cross functional teams to 

implement lean throughout the organization 
     

16) Employees are encouraged to try solving problems as 

much as possible 
     

17) Extent to which quality circles or employee involvement-

type programs are implemented in the organization 

     

18) Extent to which quality awareness building among 

employees is ongoing 

     

19) Degree of participation in quality decisions by hourly/ 

non-supervisory employees 

     

20) You attended training in improvement techniques and the 

underlying ideas of lean 

     

21) You are continuously train in different aspects of work 

improvement and are considered highly competent in 

improving work 

     

22) Actively participates in improvement work, come up with 

improvement suggestions, see problems through long-term 

solutions and is a driving force for lean implementation 

     

23) Sees improvement work as an important part of everyday 

job. Equal focus on new solutions and sustaining previous 

ones. 

     

24) Extent to which feedback is given from customer on 

quality performance 

     

25) Extent to which customers are actively involved in future 

service design, concerning requirement and expectation 

     

26) We strive to be highly responsive to our customers' needs 

and requirements 

     

27) Extent to which the importance of relationship with 

customers is periodically evaluated 
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Part D: Organizational performance 

Indicate your agreement to the following statements based on your experiences after 

company implemented lean in your process or departments. The score is ranging from 1 to 

5. Possible responses: Strongly disagree = 1, Disagree = 2, Neutral = 3, Agree = 4, 

Strongly agree = 5 

 

Statement (item) 1 2 3 4 5 

1) The cycle time of each service transaction is reduced      

2) We can deliver service on time as promised      

3) Less customer waiting time (queue time) after lean 

implementation 
     

4) The operating cost of each service transaction is reducing      

5) The quality of service is improving continuously      

6) Customers satisfaction are increasing after lean 

implementation 
     

7) You are satisfied with your improved working process and 

environment after lean implementation 
     

8) Our productivity and efficiency are rising steadily      

9) Number of reworks and errors are reduced after lean 

implementation 
     

10) Number of customer complaints are reduced after lean 

implementation 
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APPENDIX B: QUESTIONNAIRE SURVEY (THAI VERSION) 

 

การศึกษาปัจจัยท่ีส่งผลต่อการน าหลักการของลีนมาใช้ในการปรับปรุงและพัฒนาการท างาน 

ส าหรับสถาบันการเงินในประเทศไทย 
Investigation of factors affecting lean implementation success in financial institutions in 

Thailand 
งานวิจัยนี้อยู่ภายใต้การสนับสนนุจากมหาวิทยาลัยหอการค้าไทย 

 

วัตถุประสงค์: จากการที่หลักการของลีนได้เร่ิมต้นน ามาใช้และประสบความส าเร็จอย่างแพร่หลายใน
ประเทศต่างๆโดยเฉพาะอย่างยิ่งในภาคอุตสาหกรรมการผลิต (Manufacturing Sector) การน าหลักการ
ดังกล่าวมาใช้ในภาคอุตสาหกรรมบริการ (Service Sector) ยังอยู่ในช่วงเร่ิมต้น งานวิจัยนี้จึงพัฒนาขึ้น
มาเพื่อศึกษาปัจจัยที่ส่งผลต่อการน าหลักการของลีนมาใช้ในสถาบันการเงินให้ประสบความส าเร็จ เพื่อ
น าไปสู่การน าเสนอแนวทางที่ดีในการน าหลักการของลีนมาใช้ในการพัฒนาสถาบันการเงินของ
ประเทศไทยต่อไปในอนาคต 
ขอให้ท่านโปรดกรุณาตอบค าถามทั้ง 4 ส่วนให้ครบทุกข้อ โดยท าสัญลักษณ์  ตามความคิดเห็นของ
ท่าน 
 

ส่วนที่ 1: ข้อมูลทั่วไป 

1. เพศ 

ชาย    หญิง 

2. อายุ 

  21-30 ปี 31-40 ปี  41-50 ป ี 51-60 ปี  60 ขึ้นไป 
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3. การศึกษา 

ปริญญาตรี   ปริญญาโท 

ปริญญาเอก    อ่ืนๆโปรดระบุ..................................................  

4. ต าแหน่งงานปัจจุบัน…………………………………………………………………………….. 

5. ประสบการณ์ท างาน ณ องค์กรแห่งน้ี 

  0-3 ปี 

  4-6 ปี 

  7-10 ปี 

  มากกว่า 10 ปี 

6. ประสบการณ์ที่ท่านเกี่ยวข้องกับการน า “หลักการของลีน” มาใช้ 

  0-6 เดือน  6-12 เดือน  1-3 ปี   4-5 ปี  

 6-10 ปี   11 ปี   

ส่วนที่ 2: การน าหลักการของลีนมาใช้ในองค์กร 
โปรดระบุความคิดเห็นของท่านที่มีต่อการน าหลักการของลีนมาใช้ในการปรับปรุงกระบวนการท างาน
ที่ท่านรับผิดชอบอยู่ภายในองค์กร โดยระดับคะแนนจะอยู่ระหว่าง 1-5 โดยที่แต่ละระดับคะแนนมี
ความหมายดังต่อไปนี้: 
 คะแนนเท่ากับ  1 ไม่มีการด าเนินการในลักษณะนี้ 
 คะแนนเท่ากับ  2 มีการด าเนินการในลักษณะนี้เพียงเล็กน้อย 
 คะแนนเท่ากับ  3 มีการด าเนินการในลักษณะนี้พอสมควร 
 คะแนนเท่ากับ  4 มีการด าเนินการในลักษณะนี้เกือบทุกส่วนของกระบวนการ 

คะแนนเท่ากับ  5 มีการด าเนินการในลักษณะนี้ในทุกส่วนของกระบวนการอย่างสมบูรณ์ 
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Statement (item) 1 2 3 4 5 

1) องค์กรของท่านพยายามเข้าใจถึงคุณค่าของสินค้าหรือบริการทีส่่งมอบ
ให้ลูกค้า 

     

2) ท่านพยายามหาแนวทางใหม่ในการท าความเข้าใจความต้องการของ
ลูกค้า 

     

3) ท่านสามารถระบุและอธิบายได้ว่าขั้นตอนการปฏิบตัิงานใดมีคณุค่าต่อ
ลูกค้าของท่าน 

     

4) ท่านสามารถระบุว่างานในหนา้ที่รับผดิชอบของท่านส่วนใดก่อให้เกิด
คุณค่าเพิ่ม (Value added) ต่อลูกคา้ของท่าน 

     

5) องค์กรหรือหน่วยงานของท่านมีการจัดท าผังกระบวนการด าเนนิงาน 
(Process Mapping)  

     

6) ในผังการด าเนนิงานมีการระบกุิจกรรมที่ไม่ก่อใหเ้กิดคุณค่าแก่ลูกค้า      

7) ผังกระบวนการด าเนนิงานถูกแสดงไว้ในส่วนงานทีท่่านรับผิดชอบอย่าง
ชัดเจน พร้อมทั้งมีการปรบัปรุงผงักระบวนการด าเนนิงานอย่างน้อยปีละ 1 
ครั้ง 

     

8) องค์กรมีการก าหนดตัวช้ีวัดประสิทธิภาพ (KPI) ของกระบวนการ
ด าเนินงานของท่าน 

ที่สะท้อนถึงความพึงพอใจของลกูค้า  

     

9 ) ท่านพยายามปรับปรุงบริ เวณพื้นที่การท างานของท่านเพื่อ เพิ่ม
ประสิทธิภาพในการท างาน  

     

10) ท่านมีระบบการจดัการข้อมูลและเอกสารเพื่อให้ง่ายต่อการคน้หาและ
ลดเวลาการท างาน 
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Statement (item) 1 2 3 4 5 

11) ท่านมีการประสานงานระหว่างพนักงานท่านอื่นที่ เกี่ยวข้องกับ
กระบวนการท างานที่ท่านรับผิดชอบอยู่ 

     

12) ลักษณะงานที่ท่ านท าอยู่มีการท างานแบบข้ามสายงาน (Cross-
Functional processes) 

     

13) ท่านพยายามสร้างมาตรฐานการท างานด้วยตัวท่านเอง เช่น สร้างระบบ
การตรวจสอบ (checklist) ระบบช่วยจ า (Reminder) เป็นต้น 

     

14) องค์กรมีการจัดท าคู่มือขั้นตอนการปฏิบัติงาน (Work Procedure) และ
ปรากฏอยู่ในส่วนงานที่ท่านรับผิดชอบโดยสามารถน ามาศึกษาเรียนรู้ด้วย
ตนเองได ้

     

15) องค์กรมีการก าหนดเวลามาตรฐานในการท างาน  (Standard time) 
รวมถึงข้อตกลงระดับการให้บริการ (SLA) ของกระบวนการ 

     

16) งานที่ท่านรับผิดชอบมีการตรวจสอบมาตรฐานโดยหัวหน้าผู้รับผิดชอบ
อีกครั้งก่อนส่งออกไปยังส่วนงานอื่น 

     

17) องค์กรพยายามหาแนวทางในการจัดการและตรวจสอบเพื่อให้มั่นใจใน
คุณภาพของการให้บริการ  

     

18) องค์กรพยายามพัฒนาและสร้างระบบป้องกันความผิดพลาดที่ เกิด
ระหว่างกระบวนการปฏิบัติงาน โดยมุ่งเน้นให้พนักงานควบคุมคุณภาพใน
การท างานหรือให้บริการด้วยตนเอง 

     

19) องค์กรกระตุ้นให้พนักงานใส่ใจในการลดความผิดพลาดในการ
ปฏิบัติงาน  

     

20) มีระบบการควบคุมการปฏิบัติงานให้พนักงานสามารถมองเห็นภาพรวม
ของกระบวนการด าเนินงานที่เกี่ยวข้อง ความผิดพลาด และความคืบหน้า
ของการท างาน เช่น จัดท าบอร์ดเพื่อแสดงสถานะงาน การแสดงสถานะงาน
ผ่านระบบคอมพิวเตอร์ เป็นต้น 
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Statement (item) 1 2 3 4 5 

21) มีการจัดระบบสัญลักษณ์หรือแผ่นป้ายในการแสดงกระบวนการ
ด าเนินงาน หรือส่ิงที่จ าเป็นในแต่ละขั้นตอนการปฏิบัติงาน เช่น ขั้นตอน 
ข้อมูล เอกสารที่ต้องใช้ เป็นต้น 

     

22) ในพื้นที่การปฏิบัติงานมีการแสดงผลการปรับปรุงการท างานให้เห็น 
และมีการปรับปรุงข้อมูล (update) อย่างสม่ าเสมอ  

     

23 ) พนักงานมี ส่วนร่วมในการน า เสนอแนวทางในการปรับปรุง
กระบวนการด าเนินงานด้วยระบบลีน  

     

24) เมื่อมีปัญหาเกิดขึ้น ท่านมีการวิเคราะห์หาสาเหตุที่แท้จริง (Root cause 
analysis) เพื่อประยุกต์ใช้เทคนิคในการแก้ปัญหาอย่างเป็นระบบ 

     

25) ภายหลังจากการปรับปรุงกระบวนการท างาน องค์กรมีการก าหนด
ระบบการประเมิน และติดตามเพื่อให้มั่นใจว่าผลจากการปรับปรุงนั้นยังคง
ด าเนินการต่อไป 

     

26) หน่วยงานของท่านมีการปรับเปลี่ยนโครงสร้างเพื่อสนับสนุนการพัฒนา
กระบวนการท างาน 

     

27) องค์กรมีการท างานเชื่อมโยงกับส่วนงานอื่นที่เกี่ยวข้องเพื่อให้การส่งต่อ
งานระหว่างกันเป็นไปอย่างมีประสิทธิภาพ 

     

28) มีระบบการส่ือสารระหว่างส่วนงานอื่นที่เกี่ยวข้องว่าปฏิบัติงานอยู่
ขั้นตอนไหน เพื่อให้ส่วนงานที่เกี่ยวข้องสามารถวางแผนการท างานได้อย่าง
มีประสิทธิภาพ 

     

29) มีการส่ือความให้ส่วนของที่เกี่ยวข้องทราบว่าจะมีการส่งต่องานอย่างไร 
เริ่มต้นเมื่อไหร่ เพื่อลดปัญหาของการท างานที่เกินความจ าเป็น การว่างงาน 
หรือการที่เกิดงานที่ไม่ก่อให้เกิดคุณค่า 
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ส่วนที่ 3: การสนับสนุนการน าระบบลีนมาใช้ในองค์กร 

โปรดระบุความคิดของท่านที่มีต่อแนวทางการสนับสนุนให้มีการน าระบบลีนมาใช้ในการพัฒนา

กระบวนการด าเนินงานในองค์กร โดยระดับคะแนนจะอยู่ระหว่าง 1 -5 โดยที่แต่ละระดับคะแนนมี

ความหมายดังต่อไปนี้: 

 คะแนนเท่ากับ  1 ไม่เห็นด้วยอย่างยิ่ง 
 คะแนนเท่ากับ  2 ไม่เห็นด้วย 
 คะแนนเท่ากับ  3 ไม่มีความคิดเห็น 
 คะแนนเท่ากับ  4 เห็นด้วย 

คะแนนเท่ากับ  5 เห็นด้วยอย่างยิ่ง 
                                                                                                                                                                                                       

Statement (item) 1 2 3 4 5 

1) ผู้บริหารระดับสูงขององค์กรมีการก าหนดเป้าหมาย วัตถุประสงค์และ
แนวทางการน าระบบลีนมาใช้องค์กรอย่างชัดเจน 

     

2) ผู้บริหารระดับสูงขององค์กรมีการส่ือสารเป้าหมาย วัตถุประสงค์และ
แนวทางการน าระบบลีนมาใช้ไปยังทุกส่วนงานที่เกี่ยวข้อง 

     

3) ผู้บริหารระดับสูงขององค์กรพิจารณาการน าระบบลีนมาใช้เพื่อเพิม่
ผลก าไรให้องค์กร 

     

4) ผู้บริหารฝ่ายใหค้วามร่วมมือและสนับสนุนในการน าระบบลีนมาใช้      

5) ผู้บริหารระดับสูง และผู้บรหิารฝา่ยให้ความสนับสนุนทั้งในด้าน
บุคลากร และทรัพยากรในการน าระบบลนีมาใช้ 

     

6) การปรับปรงุกระบวนการจะท าได้เพียงบางส่วนจนกว่าจะได้รบัการ
อนุญาตจากหัวหน้าผู้รับผิดชอบ  

     

7) อ านาจการตัดสินใจในการปรบัปรุงการท างานจะขึ้นตรงกับผู้บรหิาร
ฝ่ายเท่านั้น 
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Statement (item) 1 2 3 4 5 

8) องค์กรเนน้การควบคุมกระบวนการปรับปรุงการท างานเพื่อให้
เป็นไปตามเป้าหมาย 
ที่ก าหนดไว้ 

     

9) พนักงานได้รับการกระตุ้นใหท้ างานเป็นทีม แลกเปลี่ยนความคิดเหน็ 
ประสบการณ์และแนวทางใหม่ๆในการพัฒนากระบวนการท างานกับ
เพื่อนร่วมงาน 

     

10) พนักงานได้รับการกระตุ้นให้ แลกเปลี่ยนความคิดเห็น แนวทาง
ใหม่ๆในการพัฒนากระบวนการท างานกับหัวหน้างานที่รับผิดชอบ 
และผู้บรหิาร 

     

11) ระบบการให้รางวัลกระตุ้นให้ท่านบรรลุเป้าหมายการน าระบบลีนมา
ใช้ในองค์กร 

     

12) ระบบการให้ผลตอบแทนในการบรรลุวัตถุประสงค์ของโครงการมี
ความเป็นธรรม 

     

13) องค์กรของท่านมุ่งเน้นการหาแนวทางใหม่ในการท างานที่ท้าทาย      

14) องค์กรของท่านมองหาแนวทางการให้บริการที่มีศักยภาพผสานกับ
การประยุกต์ใช้เทคโนโลยี 

     

15) องค์กรมีการจัดตั้งทีมพัฒนากระบวนการท างานแบบข้ามสายงาน 
(Cross-Functional Team) 

     

16) ท่านได้รับการสนับสนุนและส่งเสริมให้มีการแก้ไขปัญหาที่หน้างาน
ด้วยตนเองให้มากที่สุด 

     

17) องค์กรมีระบบการพัฒนาคุณภาพงาน (Quality circle) โดยให้
พนักงานในหน่วยงานเข้ามามีส่วนร่วม 

     

18) องค์กรมีการสร้างความตระหนักรู้ถึงความส าคัญของการพัฒนางาน
และคุณภาพให้ 
แก่พนักงาน 
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Statement (item) 1 2 3 4 5 
19) ท่านมีส่วนร่วมในการตัดสินใจและแก้ปัญหาที่เกี่ยวข้องกับคุณภาพ

การให้บริการ 

     

20) ท่านได้เข้ารับการอบรมความรู้เกี่ยวกับลีนและเทคนิคการแก้ปัญหา 
และพัฒนากระบวนการท างาน 

     

21) ท่านได้เข้ารับการอบรมเกี่ยวกับการพัฒนาและปรับปรุงการท างาน
อย่างต่อเนื่องจนมีความช านาญ 

     

22) ท่านมีส่วนร่วมในการปรับปรุงการท างาน เสนอแนะข้อคิดเห็น เข้าใจ
ในปัญหา และมองเห็นแนวทางในการพัฒนาการท างานอย่างยั่งยืน
ภายใต้ระบบลีน 

     

23) ท่านเห็นว่าการมองหาแนวทางในการปรับปรุงการท างานอย่าง
ต่อเนื่องนั้นเป็นส่วนหนึ่งของการท างาน 

     

24) ท่านรับฟังข้อคิดเห็นจากลูกค้าเกี่ยวกับคุณภาพและประสิทธิภาพใน
การให้บริหาร 

     

25) หากมีการออกแบบผลิตภัณฑ์หรือบริการใหม่ องค์กรจะพิจารณา
ความต้องการ ความคาดหวัง และความคิดเห็นของลูกค้าเป็นหลัก 

     

26) ท่านพยายามตอบสนองความต้องการของลูกค้าให้ตรงประเด็นและ
รวดเร็ว 

     

27) องค์กรมีการพิจารณาข้อมูลที่ส าคัญของลูกค้าอย่างสม่ าเสมอ เช่น 
ความต้องการ  
พฤฒิกรรมการเข้ารับบริการ ทัศนคติ ความพึงพอใจ เป็นต้น  
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ส่วนที่ 4: ประสิทธิภาพขององค์กรหลังการน าระบบลีนมาใช้ 

โปรดระบุความคิดของท่านที่มีต่อประสิทธิภาพการด าเนินงานขององค์กรภายหลังจากที่มีการน าระบบ
ลีนมาใช้ในการพัฒนากระบวนการด าเนินงานในองค์กร โดยระดับคะแนนจะอยู่ระหว่าง 1-5 โดยที่แต่
ละระดับคะแนนมีความหมายดังต่อไปนี้: 
 คะแนนเท่ากับ  1 ไม่เห็นด้วยอย่างยิ่ง 
 คะแนนเท่ากับ  2 ไม่เห็นด้วย 
 คะแนนเท่ากับ  3 ไม่มีความคิดเห็น 
 คะแนนเท่ากับ  4 เห็นด้วย 

คะแนนเท่ากับ  5 เห็นด้วยอย่างยิ่ง 
 

Statement (item) 1 2 3 4 5 

1) เวลาที่ท่านใช้ในการด าเนินงานธุรกรรมแต่ละรายการลดลง      

2) ท่านสามารถส่งมอบงานใหท้ันตามเวลาที่ก าหนดไว้      

3) ลูกค้ามีการรอคอยการเข้ารับบริการที่ลดลง      

4) ค่าใช้จ่ายในการด าเนินงานลดลง      

5) คุณภาพในการให้บริการมีการปรบัปรุงที่ดขีึ้นอย่างต่อเนื่อง      

6) ลูกค้ามีความพึงพอใจในการเข้ารับบริการมากขึ้น      

7) ท่านมีความพึงพอใจในกระบวนการและส่ิงแวดล้อมในการท างานมากขึ้น      

8) ผลิตภาพและประสิทธิภาพในการท างานของท่านเพิ่มขึ้น เชน่ ในเวลาที่เท่าเดิมท่านส่ง
มอบงานไดจ้ านวนมากขึ้น 

     

9) จ านวนข้อผิดพลาดหรืองานทีต่้องแก้ไขมีจ านวนน้อยลง      

10) จ านวนข้อร้องเรียนในการเข้ารับบริการลดลง      
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APPENDIX C: PERMISSION REQUEST LETTER 

Example of data collection request letter 

เรื่อง  การขอความอนุเคราะห์ในการเก็บข้อมูลการด าเนินงานวิจัย 

เรียน  กรรมการผู้จัดการใหญ่ ธนาคาร……………………………. 

สิ่งที่ส่งมาด้วย  ตัวอย่างแบบสอบถามงานวิจัย 
 
ตามที่กระผม ดร.ณัฐพันธ์ บัววราภรณ์ อาจารย์ประจ าคณะบริหารธุรกิจ มหาวิทยาลัยหอการค้าไทย 
ได้ด าเนินงานโครงการวิจัยภายใต้หัวข้อเรื่อง การศึกษาแนวทางการน าหลักการของลีนมาใช้ในการ
เพิ่มประสิทธิภาพของการท างานส าหรับสถาบันการเงินในประเทศไทย  (Lean Adoption for 
enhancing Organizational Performance of the Financial Services in Thailand) โ ด ย มี
วัตถุประสงค์เพื่อศึกษาปัจจัยที่ส่งผลต่อการน าหลักการของลีนมาใช้ในสถาบันการเงินอย่างประสบ
ความส าเร็จ เพื่อน าไปสู่การเสนอแนะแนวทางที่ดีในการน าหลักการของลีนมาใช้ในการพัฒนาสถาบัน
การเงิน ทั้งนี้โครงการวิจัยมุ่งเน้นเพื่อน าเสนอผลการวิจัยทางภาคการศึกษา โดยไม่ได้มีการเผยแพร่
เพื่อประโยชน์ทางด้านการพาณิชย์ และมิได้มีระบุถึงชื่อของทางสถาบันการเงิน 
 

ในการนี้กระผมจึงใคร่ขอความอนุเคราะห์ในการเก็บข้อมูลงานวิจัยด้วยวิธีแบบสอบถามจาก
ผู้ปฏิบัติงานที่อยู่ในส่วนงานที่เคยมีการน าระบบลีนมาใช้ในการพัฒนาการท างานจ านวน 100 ชุด 
พร้อมกันนี้กระผมได้แนบตัวอย่างแบบสอบถามเพื่อการพิจารณาตามสิ่งที่ส่งมาด้วย  
 

จึงเรียนมาเพื่อโปรดพิจารณาอนุเคราะห์ในการเก็บข้อมูลด าเนินงานวิจัยในครั้งนี้ จักขอบพระคุณยิ่ง 

 

ลงชื่อ 

       (ดร.ณัฐพันธ์ บัววราภรณ์) 

 


