Lean Six Sigma Case Study: Reduce Search
Time While Shopping At Retail Outlets

In today's fast-paced world, time has become a valuable commodity. People are

constantly looking for ways to save time and improve efficiency in every aspect of
their lives. When it comes to shopping at retail outlets, the same principle applies.
With endless options and products to choose from, finding the right item can often

be a time-consuming task.

The Challenge: Wasting Time in Retail Outlets

Imagine walking into a retail outlet with a specific item in mind that you need to
purchase. However, with countless aisles, shelves, and products, finding the item

becomes a daunting task. This situation is not only frustrating but also inefficient.
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Retail outlets need to find ways to help customers reduce the time spent

searching for items and improve the overall retail experience.
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The Approach: Lean Six Sigma Methodology

Lean Six Sigma offers a systematic approach to process improvement and waste
reduction. By combining the lean principles of eliminating waste with the
statistical and data-driven approach of Six Sigma, organizations can identify and
eliminate inefficiencies in their processes. This methodology is widely used

across industries to streamline operations and improve customer satisfaction.

Applying Lean Six Sigma to the retail outlet shopping experience involves
analyzing the entire shopping journey, from entering the store to checking out. By
conducting a thorough analysis, retailers can uncover areas of improvement and

implement efficient solutions.

The Case Study: Reducing Search Time
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A leading retail outlet chain, XYZ-Mart, recognized the need to reduce search

time for their customers and decided to leverage Lean Six Sigma to address the

issue. They conducted a detailed case study to identify the root causes of the

problem and develop effective solutions.

ISSUE

Client's customerissued complaint that
invoiced bulk material weight was
consistently higher than actual weight of
material delivered. This was based on
year end scrap loss figures for the bulk
material,
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Statistical breakdown of dual weight
process combined with process
mapping and FMEA.

S 2

%

'

LEAN

SIX SIGMA

ANALYSIS

Determined that weights invoiced
were accurate within defined margin
of error with no measurable bias.
Analysis of process maps and FMEA
did uncover some potential risk for

future issues.

ADOENDOM

Worked with client to resolve identified
risks at production plant. Client rated
this project value at greater than $10
million due to resolution of risk to larger
customer base.
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RESULTS

Client’s customer satisfied that issue
was internal, not delivery based
thereby maintaining customer
satisfaction level and retaining
ongoing business with a multi million
dollar account.
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Their analysis revealed several key factors contributing to the prolonged search

time at their retail outlets:

Lack of proper categorization and organization of products

Inadequate signage and wayfinding systems

Poor inventory management and stocking practices

Insufficient employee training and knowledge
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With these findings, XYZ-Mart implemented the following solutions:

1. Enhanced Categorization and Organization

By reorganizing their store layout and implementing a clear categorization
system, XYZ-Mart made it easier for customers to locate specific products. They
created dedicated sections for different product categories and placed clear

signage for easier navigation.

Retail Store Classification

etail stores could be classified in the following ways:

By service or product retailing;

By type of merchandise e.g., food, apparel, automotive, drug
etc.,

Departmental specialty retailing
By margin and turnover,
By location, e.g. city centre, out-of-town, free-standing etc.,
By type of ownership e.g., independent, chain, franchise, etc.,
By strategic group — multiples.,

= Store versus non-store retailing;
Electronic or the Internet retailing.
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2. Improved Signhage and Wayfinding

XYZ-Mart strategically placed signage at key locations throughout their retalil
outlets, providing clear directions and product information. This helped customers

navigate through the store more easily and reduced confusion and search time.
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3. Optimal Inventory Management

The retail outlet chain enhanced their inventory management system and
processes to ensure shelves were consistently stocked and products were readily
available. By monitoring stock levels and implementing automated replenishment
systems, they significantly reduced the chances of customers not finding the

desired item due to unavailability.


https://digital-books-store.web.app/free-book.html?pdf-file=eyJjdCI6IjVOSXZtMFdnWVwvUWs2M3Jla1l2QU0xMFhtcVRVNVU3MVwvRktcLzNWV2xYUTFSUkYyTk1uaktSZ05cL0t2eXAzajRwXC9EVnlRRE9CcGZFbWZNZVEwUCttUklId2s3QzFPNUxiN0t2c0ZOY3lTMGtCeGVMVDRPSEJYa3ppRmJCcDgySjJsWGpKMGt1b1o0NERwbExYQVB0aU55Tk1Qeit2TmRhcm9qWEFoNnhoMEVGY0xncFlcL1pXNlBrNXV5QTd3b2xzY2pXNVYrMEFDV2N4V3U1MlVINTJxcmZrQ3Z6aEMrbENLcEJNekQ4cFdVaUU9IiwiaXYiOiJkYmU3OWFmZjgzNTliZDBiYWRmNzY1MTgwMjY1OWU4OSIsInMiOiIyNzhjNTA3NTgxNDUzMmM4In0%3D

4. Employee Training and Knowledge

XYZ-Mart invested in comprehensive training programs for their employees,
equipping them with in-depth knowledge of the store layout, product locations,
and effective customer assistance techniques. This led to improved customer
service, reducing the time spent searching for items with the help of

knowledgeable and helpful employees.

The Results: Improved Shopping Experience

After implementing the solutions derived from their Lean Six Sigma case study,
XYZ-Mart witnessed significant improvements in the shopping experience of their
customers. The average search time for specific items reduced by 40%, resulting

in greater customer satisfaction.

Customers appreciated the enhanced categorization and organization, as well as
the improved signage, as it made their shopping experience more convenient and
efficient. They no longer wasted time wandering aimlessly around the store, but

instead found their desired products quickly and easily.

Furthermore, the optimal inventory management practices ensured that items
were consistently available, reducing disappointment and frustration caused by
out-of-stock situations. The knowledgeable and well-trained employees also
contributed to a positive shopping experience, offering assistance and guidance

whenever needed.

Lean Six Sigma methodologies have proven to be effective in various industries
for improving processes and customer satisfaction. This case study demonstrates
the benefits of applying Lean Six Sigma principles to the retail outlet shopping

experience.



By analyzing the entire shopping journey, identifying areas of improvement, and
implementing efficient solutions, retailers can reduce search time, enhance
customer satisfaction, and ultimately boost their bottom line. The success of XYZ-
Mart's case study highlights the importance of continuous improvement and

striving for excellence in the retail industry.

So the next time you step into a retail outlet, keep in mind how Lean Six Sigma

can make your shopping experience more enjoyable and efficient.
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Lean six sigma case study - 'Reduce search time while shopping at retail outlets’
focuses on lean six sigma implementation in retail outlets or supermarkets.

This six sigma case study is about reducing search time while shopping at retail
outlets by retail customers.

ParkNshop is a retail corporation that operates a chain of supermarkets. This
project covers shoppers of ParkNshop supermarkets at airports. Shoppers enter

the supermarket, collect shopping trolley, collect items to purchase and checkout
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at the sales counter. The duration of shopping depends on many factors like
crowd at the supermarket, weekday or holiday, number of items, rush hours,
distribution of items across floors etc. One of the key factor that increases

shopping time of retail customers is search time for items. The scope of this

project is to reduce the search time for different items at the retail outlet.
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