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Abstract 

Lean production is a production philosophy that is usually associated with the 
automotive industry and companies like Toyota and Scania. The Nordic bank Nordea 
has chosen to use the same approach to streamline production of their banking services 
and they call their concept Lean Banking. Within the Swedish banking industry Nordea 
is a pioneer within Lean production and the effects on the result have been very 
positive.  
Nordea Account Products is the division within Nordea where the lean implementation 
started. Work in this division includes administration of loan products, cards, and ATM 
transactions and the production takes place in what the report calls team level. Any team 
that has undertaken a transformation process to become lean uses a whiteboard, called a 
Performance management board or PM board, to visualize the development of 
performance indicators and what activities the team is working with to achieve local 
performance targets. Daily meetings, called performance management meetings, are 
held to keep the team on track with the performance indicators, goals and improvement 
activities in focus.  
In this thesis, work with the daily performance management in four teams at Nordea 
Account Products has been studied. The findings has been reflected partly in Nordea's 
own guidelines for how work should be conducted, and the relevant literature on the 
subject. Furthermore, a benchmark made on the truck manufacturer Scania to see how 
the daily monitoring and work with lean production is done there. The main scope is to 
see if a company working with administrative production can learn anything from an 
experienced production company within the industry, given that they both work with 
lean principles. 
The findings of the study summarizes that a connection between Nordea and Scania can 
be made despite the fact that they work in very different industries. Nordea has come 
very far on their lean journey but there is room for improvement. It is proposed that 
Nordea ensures the interest and commitment of the top managers to get a true chain of 
demand of the performance indicators on team level. And more resources have to be 
allocated to continuous improvement work on team level. Furthermore, it is suggested 
that Nordea considers the use of improvement teams in order to exploit the true 
potential of the staff in the continuous improvement work. It is also suggested that key 
indicators, with an emphasis on quality indicators, are made more measurable and 
tangible in order to stimulate continuous improvement. There is also potential for 
improvement in the designs of charts, standards and in use of Value Stream mapping. 
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Sammanfattning 

Resurssnål produktion, lean production, är en produktionsfilosofi som vanligtvis 
associeras till bilindustrin och företag som Toyota och Scania. På Nordea har man valt 
att använda samma synsätt för att effektivisera produktionen av banktjänster och man 
kallar sitt koncept för Lean Banking. I bankbranschen är Nordea en föregångare inom 
lean och resultaten har hittills varit entydigt positiva. 

Nordea Account Products är den division inom Nordea som kommit längst med sin 
implementering av lean produktion inom Nordea. Den värdeskapande produktionen av 
banktjänster inom denna division är bland annat den administrativa hanteringen av 
låneärenden, kortärenden och bankomattransaktioner och sker på vad som i rapporten 
kallas för teamnivå. Alla team som genomgått en transformationsprocess för att bli lean 
använder sig av en whiteboardtavla, en så kallad Performance management board eller 
PM board, för att visualisera utvecklingen av nyckeltal och vilka aktiviteter man jobbar 
med för att uppnå de lokala resultatmålen. Dagligen hålls tavelmöten för att hålla teamet 
på rätt kurs och med rätt mål och rätt förbättringsaktiviteter i fokus. 

I denna studie har arbetet med den dagliga uppföljningen följts hos fyra team på Nordea 
Account Products. Iakttagelserna vid dessa besök har sedan speglats dels i Nordeas egna 
riktlinjer för hur arbetet bör bedrivas, dels i relevant litteratur inom ämnet. Vidare har 
en benchmark gjorts på lastbilstillverkaren Scania för att se hur den dagliga 
uppföljningen och arbetet med lean production görs där. Huvudtemat för rapporten är 
att se om ett företag som jobbar med administrativ produktion har något att lära av ett 
erfaret industriföretag givet att båda företagen jobbar efter principerna i lean production. 
Slutsatserna av denna studie är att samband mellan Nordea och Scania kan göras trots 
att företagen opererar i vitt skilda branscher. Nordea har kommit långt med sitt 
leanarbete men det fortfarande finns potential till förbättringar. Det föreslås att Nordea 
bör säkerställa den yttersta ledningens intresse och efterfrågan för lean production 
genom att skapa efterfrågan av nyckeltal samt allokera tillräckliga resurser för ständigt 
förbättringsarbete på teamnivå. Vidare föreslås att Nordea överväger användandet av 
förbättringsgrupper för att till fullo utnyttja potentialen hos personalen. Det föreslås 
även att nyckeltalen, med tyngdpunkt på kvalitetsmätningar, bör göras mer mätbara och 
konkreta för att stimulera ständiga förbättringar. Vidare finns det förbättringspotential 
vad gäller utformningen av diagram, standarder samt användandet av value stream 
mapping. 
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1. Introduction 

1.1 Background 

Lean Production or lean thinking is one of the most popular management concepts of 
the western world today even though the origin of the concept is Japanese. During the 
last decade the concept has increased in popularity in sectors that have not traditionally 
been process orientated, such as the healthcare industry.  In the last few years the lean 
concept has also reached the administrative processes of the Swedish bank sector, such 
as Nordea. In Sweden, Scania is considered to be one of the most mature lean 
companies, having worked with lean principles for more than 20 years (Holm, 2010). 

1.2 Problem definition 

Five years into their lean journey, Nordea Account Products (Nordea AP) have soon 
implemented Lean in their entire organization. Each operational team have their own 
“lean whiteboard” called a Performance management board or PM board. Nordea AP 
has reached far compared to other divisions in Nordea and they are constantly 
challenging themselves to take lean thinking to the next level.  
This thesis tries to investigate how Nordea AP can develop an even higher level of lean 
maturity through a comparative benchmark with the Swedish truck manufacturer 
Scania, known for their long term commitment to lean philosophies (Fagerström, 2004).  

1.3 Purpose 

This thesis tries to monitor the lean maturity in Nordea AP through a study of PM 
boards on operational team level and comparing the results with a production team at 
Scania DG (gearbox assembly). 
The purpose of the thesis is to give team leaders and managers in Nordea Account 
Products inspiration on how to develop their work, both on the Performance 
Management Boards and on lean thinking in general.  

1.4 Delimitation 

The thesis has mainly focused on the team level of lean implementation to get as close 
to the value adding production of services as possible. Furthermore, the thesis focuses 
on the work with the PM board. This includes several important parts of Lean. In order 
to cover all topics of the board and related subjects the thesis provides an overview 
rather than an in depth analyses of the topics.  
Also, the investigation has only taken part at Nordea Account Products, but for 
simplicity only Nordea is used in the text. The same goes for Scania. At Scania, all 
written and interview material comes from Scania DG, the gearbox assembly plant. 

1.5 Method  

The literature study supporting this thesis has mainly been articles and books on lean 
production, lean administration and continuous improvement. Written material from the 
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Lean Banking department of Nordea and the SPS (Scania production system) office of 
Scania has also been used in the study. 
The data collection consists mainly of interviews. The respondents have been managers 
on different levels of the organization, both at Nordea and at Scania. The main part of 
the respondents has been operational team leaders in charge of teams consisting of 10-
20 persons. (appendix 1 & 2). 
To get a clear picture of all the different aspects of the performance management board 
the thesis presents both contribution from Nordea documents, the current status in the 
teams of the study and the benchmark from Scania in the same chapter. This is done 
mainly to facilitate reading and give a clear picture of the gaps between the different 
perspectives (see figure 1). Photos and pictures are also used in a large extent to give 
snapshots on different aspects of the work in the studied teams and used methods. 

 
Figure 1: The main part of the thesis (chapter 3-6) explains the different aspects of the 
performance management board. The theoretical framework in Nordea is compared 
with the findings in the study and is then compared with the findings from the 
benchmark at Scania and with other contributions from theory. 

1.6 Readers guide 

As described in the method chapter above the thesis has been designed for easy access 
to the specific field of interest. Theory on each topic is presented along with the 
findings in the study and in the benchmark at Scania (Chapter 3-6). 

To get right to the recommendations the reader can jump directly to chapter 7 and then 
use chapter 3-6 as a dictionary. For the reader that wants to know more about Nordea 
and / or about the general theoretical framework on lean production chapter 2-3 can be 
read first. 
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2. About Nordea 

This chapter gives a brief understanding of Nordea, Nordea Account Products and 
Lean Banking. 

2.1 Nordea 

Nordea is the largest bank in the Scandinavian and Baltic region with about 34.000 
employees. Nordea originates from the merger of four Nordic banks; Merita Bank 
(Finland), Nordbanken (Sweden), Unibank (Denmark) and Christiania Bank og 
Kreditkasse (Norway). Since 2001 the bank has operated under the name Nordea 
(Nordea, 2009:1).  

2.1.1 Nordea Account Products 
Nordea Account Products, Nordea AP, is a bransch in one of Nordeas’ six divisions, 
Banking Products & Group operations (see figure 2). Nordea AP is one of the most 
labour intensive branches with about 2.000 employees (Berggren, 2010). 

 
Figure 2: Account Products is a part of the division BP&GO, Bank Products and 
Group Operations. 

The branch covers a disparate set of operations such as the private internet bank, the 
Nordea Cards and the administration of all the account products, Account Product 
Services. The study was conducted in three of the Account Product units; one in APS 
(Account Product Services), one in Cash Product Services and two in Cards (see figure 
3). 
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Figure 3: Account products consists of seven different branches. The study was 
conducted in four teams. One in APS (APS Corporate processing), one in Cash Product 
Services (ATM Support) and two in Cards (Clearing & Settlement and Fraud & Risk). 
 

2.1.2 The Nordea AP Lean Organization 
The Lean Banking organization consists of about 60-70 lean experts that are mainly in 
charge of conducting transformation projects within Nordea.  
In Nordea the Lean Banking unit is responsible for all the written material on Lean in 
Nordea. They also perform education and can be a resource when divisions build their 
lean organization (see figure 4). The lean organization in Nordea AP consists of a lean 
manager, typically one lean coordinator per unit (this differs between different units) 
and about one lean support per 50 employees. The lean support usually works in this 
role about half of their working hours (Berggren, 2010).  
  

 
Figure 4: The Lean hierarchy at Nordea AP. The Lean Manager is the highest in rank 
and work full time with lean issues just as the lean coordinator. Lean support is the 
function that works closest to the teams (Berggren, 2010). 
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3. Theory  

In this chapter the theoretical framework on Lean Production and the lean toolbox is 
presented leading to a short introduction to the related approach to production, Six 
Sigma. Since the thesis is focused on the performance management board a section on 
the balanced scorecard is included. Finally, one can find some information on the lean 
concepts of Nordea and Scania. 

3.1 Lean Production 

After the Second World War the Japanese car manufacturer Toyota had to cope with the 
scarce resources of the company and of the country. They simply could not afford to 
have a lot of inventory and they had to get their money back fast after purchasing raw 
material (Womack, 2003).  

The Toyota Production System was developed over a long period of time by many 
people, such as Taiichi Ohno, Eiji Toyoda and Siege Shingo starting in the early 
1950:ies. The role model was Ford and initially the Japanese were inspired by the 
assembly lines of the American car manufacturer. However, the throughput time at 
Toyota had to be decreased in order to get the money back faster (Liker, 2003). 
Thus, TPS is a manufacuring culture where focus is to maximize customer value from 
the resources at hand. The four guiding principles of the TPS are the four P’s; 
philosophy, processes, people and problem solving (Liker, 2003)(see figure 5).  

• Philosophy. Long term decisions are prioritized over short term profit. 
• Processes. Pull designed systems that you can visually follow. Strive to 

minimize waste and to achieve one piece flow. 
• People. Develop and educate the staff according to the philosophy and create 

leaders that constantly work to maintain and develop the philosophy.  
• Problem Solving. See problems as possibilities and always question the work 

methods you use. This is the foundation of continuous improvement.  

 
Figure 5: Toyotas 4P pyramid is built with four main principles for a successful lean 
implementation. These principles summarizes the 14 strategic principles for  production 
according to TPS, Toyota Production System. (Source: Liker, 2006). 

Implementing Lean in an organization takes time. It is not uncommon that it takes over 
five years before significant change to the better can be detected (Womack, 2003). Case 
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studies on Lean implementation in American industry also point out the importance of 
top management commitment and endurance in order to succeed with a Lean 
implementation (Liker, 2006).  

3.2 The seven (+1) kinds of waste 

Unnecessary movement, waiting, transportation, over processing, overproduction, 
transports, excess inventory, defects and unused employee creativity are, according to 
the TPS, the kinds of waste that a company has to avoid (Liker, 2006). The systematic 
identification and removal of waste is one of the cornerstones of lean (Liker, 2006). 

3.3 Lean tools 

In order to map waste in different aspects of a company there are different tools that one 
can use such as 5S, value stream mapping, VSM, 5 Why and single minute exchange of 
dies, SMED (Broman, 2009). The 5 Why concept is related to the 7 Quality Control 
tools (see chapter 3.4). 

3.3.1 5S 
5S is a tool used to clean up and keep a tidy working space. The 5S-concept was 
developed by Takashi Osada during the early 80:ies and the S’s stand for; 

• Sort (Seiri) 

• Straighten (Seiton) 
• Shine (Seiso) 

• Standardize (Seiketsu) 
• Sustain (Shitsuke) 

In the first step, sort, you should get rid of all the things not needed, thereby minimizing 
the number of items in a workspace (Ho, 1995). Then, the workspace should be 
systemized (straightened) in order for everyone to find all the items swiftly. Then it is 
important to make the workspace look good and clean. When this has been done one 
has to develop routines, standards, in order to keep the workspace in this state. Finally, 
self discipline is important – everybody has to follow the SOP in order for the change to 
stick. This also includes creating standards for regular 5S reviews (Slack, 2007). 
3.3.2 The 5 Why & the cause and effect diagram 
The five why approach to root cause analyses is a (lean) tool that insures that the root 
cause of a problem is found through asking and answering the question why five times. 
It is a common mistake to only consider a one dimensional chain of causes when 
conducting a 5S analyses (Liker, 2006)(see figure 6). The 5S approach is very much 
related to the Ishikawa diagram (see next chapter). 
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Figure 6: Root cause analyses with 5 whys is a lean method used to analyze problems. 
through the continuous answer to the question why. The 5 why analyses does not have 
to be one dimensional. A problem can have several different causes (Liker, 2006).  

3.4 The Seven Quality Control tools 

The seven quality control tools are a set of statistical tools, developed by Dr Ishikawa 
among others, used to gather and to analyze numerical data. They are; data collection, 
pareto charts, stratification, control charts, histograms, fish bone diagrams and scatter 
plots (Bergman, 2003).  
The Ishikawa diagram is one of the seven quality control (QC) tools. The diagram is 
also named cause and effect diagram, fishbone diagram or seven M diagram. It is a 
more complex version of the five why, suggesting that all the possible causes of a 
problem should be considered when analyzing the problem. For each main cause all 
possible causes of the main cause are then found creating a fish-bone structure. The 
main causes of can be structured taking help of the seven M’s; management, man, 
method, measurement, machine, material or milleu (Bergman, 2003). 

 

 
Figure 7: The Ishikawa (fishbone) diagram is a root cause analyses based on the 7 M’s. 
It can help a team to think broader when analysing a problem (Source: Bergman, 
2003). 
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3.4.1 Data collection 
In order to collect the right data it is important to be aware of the purpose of the data 
collection and what facts are required to elucidate the problem. It is preferable to collect 
the data in some kind of table or check sheet. 

3.4.2 Histograms, Pareto Charts, Stratification & Scatter Plots 
When the amount of observations is very large we have to divide the measurements into 
classes in a histogram. Each class is then represented with a rectangle in a chart where 
the height of the rectangle is proportional to the amount of observations in that class. 
The histogram illustrates how a process characteristic varies in a very visible and clear 
manner (Bergman, 2003) showing the relative frequencies of the classes. 

Pareto Charts are of great help when deciding in which order to address problems since 
a quality problem often have several causes. A pareto chart shows e.g. the number of 
defects on the left axis referring to the height of the box and often the accumulated 
percentages are visualized by a line. 

Stratification is a method where the different sources of the data are separated into 
subgroups in order to facilitate the finding of problems. 

In a scatter plot one can show how a process parameter varies due to a variable, e.g. 
temperature. If the process parameter is a function of several variables one has to draw 
several scatter plots in order to find what variables that causes the product parameter to 
change. Then focus can be pointed to controlling the specific variable causing the 
parameter to change (Bergman, 2009). 

3.5 Six Sigma: Control Charts & Statistical Process Control 

Control charts are used mainly to determine if a process is predictable, in statistical 
control. Samples from a process indicator are collected and mapped in a control chart 
where the upper and lower control limits are calculated with statistical methods (see 
figure 8). When the process indicator is within the control limits the process is in 
statistical control (Bergman, 2009). 

 

 
Figure 8: In a control chart the quality of a process is determined. Through mapping a 
process quality indicator one can determine whether the process is predictable: in 
statistical control or not (Bergman, 2009). 
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When a process is in statistical control it is predictable, that is, one can assume that the 
process will show a stable result. It is then possible to calculate the capability of the 
process. Capability is really a measure of how capable the process is to perform within 
set tolerance limits. In the popular management approach Six Sigma the requirements 
for the process capability is set very high, allowing a process only 3.4 defect ppm (see 
figure 9). The Six Sigma approach to production takes a more analytical approach on 
processes than traditional Lean thinking but the two concepts are often used in 
combination. It is suggested that the 5S approach to process control is introduced in the 
Lean concept when an organization has become a mature lean organization (Salah, 
2010). 

 
Figure 9: In the Six sigma approach to statistical process control the goal is to have 
processes with very high capability. The target value of the process ± 6σ has to be 
within the specification limits rendering in defects in only 3.4 opportunities out of a 
million (Bergman, 2009). 
 

3.6 Lean in administration 

The need to make processes more efficient in order to survive has been very valid in the 
industry for many years but not until recently has the same kind of awareness and need 
reached many of the traditional service and administrative businesses such as health 
care, the insurance business and the financial sector (Eriksen, 2007).  

When traditionally administrative businesses focus on their operations the lean concept 
has been very popular since the principles of lean are easy to understand. Nevertheless, 
a lot of attempts to make organizations lean, fail  (Eriksen, 2007). 
Many administrative businesses lack the role of the production manager, that is, the role 
of planning and monitoring the operations at hand. In administrative businesses leaders 
tend to be specialists, recruited in the organization at hand, while the industry often has 
a generalist engineer as a production manager (Eriksen, 2007). 
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3.7 The Balanced scorecard 

The balanced scorecard, BSC, is a method of measuring the total performance of an 
organization including four different perspectives; financial, customers, internal 
business processes and learning & growth (see figure 10). This way a company is 
supposed to be able to keep track on financial targets while insuring that processes and 
human resources are developing in the right direction (Kaplan, 1996). It was developed 
mainly in contrast to the narrow financial scope of traditional performance indicators 
not taking the drivers of future performance into consideration (Kaplan, 1996).  

 
Figure 10: The principle of the Balanced Scorecard, BSC, is that the company should 
weigh in all aspects of the company in the daily measurement. The four aspects of the 
BSC is Financial, Customers, Processes and Learning/Growth. (Figure inspired by: 
Kaplan, 1996) 
Through the process of making a balanced scorecard the management team has to put 
the vision and strategy into clear objectives, both on a long and short term. This way the 
company can avoid the common gap between the company’s vision and the day to day 
work of the employees (Kaplan, 1996).  
3.7.1 The four BSC perspectives 

Financial perspective 
The financial perspective of the balanced scorecard summarizes the economical 
consequences of actions already taken. Typically the indicators will be operating 
income, return on capital employed or economic value added (Kaplan, 1996). 

Customer perspective 
In the customer perspective the customer and market segment is defined and the 
measures can typically be of customer satisfaction and market share in targeted 
segments (Kaplan, 1996). 

Internal business process perspective 
While traditional performance measurement focuses on the improvement of already 
existing processes the balanced scorecard approach focuses on the processes that an 



	  19	  

organization needs to develop to meet the objectives of customer and financial needs 
(Kaplan, 1996). 

Learning and growth perspective 

This part of the balanced scorecard focuses on learning and growth in three dimensions; 
people, systems and procedures. The gap between the level of performance within these 
perspectives today and what will be required in the future will reveal gaps necessary to 
close. Measuring satisfaction and skills within the workforce and getting information 
technology systems to provide real time information on the internal front line processes 
are some ways to close these gaps (Kaplan, 1996). 

3.7.2 Focus on cost drivers 
In the balanced scorecard concept efficiency in operations should not be measured by 
direct and indirect cost leading to the concept that indirect cost generators, such as many 
administrative operations, are just a burden to the organization. Instead businesses 
should try to increase effectiveness of the support activities choosing a set of indicators 
measuring the outcomes and drivers of these activities (Kaplan, 1996). 

3.7.3 Implementation problems 
Within companies having implementation problems with their balanced scorecards 
shows that lack of top executive sponsorship and facilitation often is a large 
contributing factor. Also, a too heavy emphasis on financial indicators measuring the 
past and not the future can be a danger (Niven, 2005). Niven (2005) also suggests that 
executive sponsorship and a clear answer as to why the balanced scorecard is 
implemented has to be in place. Thus, if a clear motive is not stated the employees will 
make one up. 

3.7.4 Requirements on measures & charts 
The balanced scoreboard have to be updated frequently since timely measures is a key 
to being able to make adjustments on the performance results. One also has to find out 
if the measure is isolating the true event. It is easy to measure the wrong thing. The data 
also needs to be accessible on a timely basis, frequently updated, easily understood 
(weighed indexes should be avoided), be in control of the team and the measure should 
clearly motivate action in a specific direction. Colour coding can often be an efficient 
way of telling how a team is doing in a specific measure (Niven, 2005).  

The charts that show the measure should contain information on the current status 
(baseline) and also contain the trend and the target. Target setting is an important part. 
The target should be inspirational enough to make people think differently and try to 
improve existing methods but a too high a target can be demoralizing to the team 
(Niven, 2005). 
 

3.8 Key Performance indicators 

A Key performance indicator, KPI, should have the following characteristics 
(Parmenter, 2007); Non financial, measured at least once a day, have the attention of the 
CEO, understood by all and should have a positive and significant impact. The financial 
measure is especially stressed. A dollar measurement is converting the KPI into a result 
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parameter. The true explanation to the results is shown in the activities that led up to the 
result (Parmenter, 2007). A wide spread rule of thumb is that a performance indicator 
should be SMART; specific, measurable, achievable, relevant and timely (Slack, 2007). 

 

3.9 Lean principles in Nordea 

Lean Banking at Nordea takes off in the three core values of Nordea (see figure 11). 
The idea is to get one clear customer focus within the whole company. If time and 
energy can be saved through creating and streamlining processes more time can be 
spend with the customer, creating maximum customer value. Therefore, the focus of the 
Lean journey at Nordea is to make the different parts of the company share best practice 
and optimize the value chain throughout the company (Nordea, 2010:1). 

 
Figure 11: The Nordea Values are the foundation for all work at Nordea, including 
Lean Banking. The contribution from lean is that it can help taking care of all the 
competence and creativity from the staff through creating a transparent and process 
orientated culture (Figure Source: Nordea, 2010:1). 
The tactical plan has been to have a bottom – up perspective. The focus of the lean work 
has been the operational team level of the company. The transformation project is the 
start of the lean journey for a team. During this intense period of about five months the 
team builds the foundation for the lean work together with a team of Lean Banking 
coaches. During this time the Performance Management (PM) Board (see chapter XX) 
is slowly built together with the team (Nordea, 2010:1).  
There are three important perspectives that the transformation project works with 
simultaneously (see figure 12). First, commitment of the team members need to be in 
place. Second, the team needs to create stable processes and working standards in order 
for the work to be predictable. Last, the work in the team needs a strong connection 
with the overall goals and targets of the team and unit. The management infrastructure 
is the vital part of the PM Board. When transformation project is over the PM Board is 
the tool that will help the good results to stick and develop; it is the foundation for the 
work on continuous improvement (Nordea, 2010:1). 
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Figure 12:1: Lean at Nordea has three perspectives. The idea is that you have to ensure 
all three perspectives to reach the goals. Every member of the team has to be 
committed, work with the processes (systems) and the operation needs to be monitored 
the right way (Nordea, 2010:1). 

 

3.10 Scania Production System 

Just like Toyota (Liker, 2004) Scania has decided to visualize their production system in 
a house model (see figure 12:2). The philosophy is the foundation of the house; 
customer first, respect for the individual and eliminating waste. The customer can be 
both an internal and external customer. It is vital to treat all people engaged both 
internally and externally with respect. If a problem is detected there is no use in blaming 
an individual. The focus is always on the solution of the problems and the 
corresponding working methods. It a deviation is detected on a motor in France a report 
is sent to the Motor factory in Sweden through the IT-system. Within 24 hours there 
should be a short term activity in place and and within 2 weeks a long term 
improvement activity should be started (Fagerström, 2004). 

Respect for the individual also implicates that you should treat all stakeholders of your 
work as customers. There is always someone else that builds on the work that you do 
and they should always get the right quality from you (Fagerström, 2004). When 
everybody works with that mentality and nobody is afraid to point out deviations and 
problems the focus can be directed to solutions of the problems in real time. This leads 
to an active work with continuous improvement (Holm, 2010). 
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Figure 12:2: The Scania Production System (SPS) is visualized with a house. This 
figure is present in all meeting rooms and beside every puls board. It contains the key 
philosophies and methods of SPS and it also gives a clear view of how to prioritize 
between different activities or solutions (Source: Scania, 2010:2).  
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4. PM Boards in Nordea 

Chapters 4-6 constitute the heart of the thesis. They explain the different parts of the 
PM Board; how it should work according to Lean Banking material at Nordea and how 
it works in reality judging from the study. Then follows a theory section explaining how 
that part of the board works at Scania enriched with contributions from literature on 
e.g. Toyota. 

4.1 The PM Board  

4.1.1 The PM board at Nordea 
The PM board is used as a prioritizing tool (Nordea, PM). It helps communicating to the 
group what is important at the moment and it is divided into four sectors (see figure 12). 
The PM board has several important functions and to work properly it should be visual, 
easy to understand, support in meetings and be a base for the work on continuous 
improvement. 

The PM board consists of four different zones: 
1. Daily measurement of performance 

2. Improvement activities 
3. Focus activities / Information 

4. Additional information 

 
Figure 12: The PM board is one of the cornerstones of the lean work on operational 
team level at Nordea. The board should give the team and outside visitors a clear visual 
understanding of the status of the performance and what actions are taken to improve 
performance. 

Electronic Boards at Nordea Cards 
Since Nordea is a geographically wide spread company with major sites in all the 
Nordic countries it is a challenge to spread information in an easy way. At team level a 
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physical board is always easy to use, but higher up in the organizational hierarchy group 
members are often spread out in different countries or cities. This makes the use of 
physical PM boards at this level impossible. Nordea Cards (see chapter 2) has 
developed an electronic board that resembles the performance management board 
although it is made with Microsoft Office (Lindén, 2010).  

All the elements of the physical board are present on the electronic board and the 
detailed tables are linked to the electronic board with labels making. This solves the 
problem with space given that the electronic board is limited to the size of a computer 
screen. Top management in Nordea Cards always use the electronic board in their report 
meetings and in the communication within the branch. This sends out a signal from the 
management of the importance for everyone to use the performance management board. 
It is also easy for everyone to understand since the basics of the board are generic 
within the whole Nordea Cards branch (Lindén, 2010). 

4.1.2 PM boards in theory 
A PM board is a tool used to visualize the targets and results of a group. When the 
targets and results of a team are visualized it becomes easier to keep the team focused. 
A team with a board tends to become more involved and fact based then a team without 
one (Eriksen, 2007). 
When using a PM board, problems become apparent and it is easier for everyone to 
realize what the right countermeasure is. Therefore it is suggested that an activity field 
is posted next to the results to register actions taken to improve results (Eriksen, 2007). 

At Scania all teams in the production uses a performance indicator board called lakanet 
where the results of the performance indicators are updated every day. Along with the 
board an activity list is posted where the team fills in the proper response to get on track 
with the performance indicators (Scania, 2010:2).  

A balanced scorecard on team level 
The PM board is very much related to a balanced scorecard. In the first sector the 
performance of the team is viewed though different perspective much like the four 
perspectives of the balanced scorecard; customer, financial, processes and learning (see 
chapter 2).  
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4.2 Sector 1 - Daily measurement of performance 

 
Figure 13: The performance indicators of the team should be connected to the overall 
KPI:s of the branch. Each team should try to measure customer, quality, delivery and 
cost; CQDC. 

4.2.1 Daily measurement – the Nordea way 
This sector of the board shows the local targets and results of the group (see figure 13). 
These targets should be related to the overall targets of the branch or business area and 
the overall targets should be displayed as well. Customer value, if not possible to 
measure on its own, should be represented by Quality, Delivery and Cost indicators; 
CQDC (Nordea, 2008:1). Also, a social performance indicator can be represented in the 
first sector (see figure 14). 

It is vital that the performance indicators of the group are related to the overall goals 
and targets set by the branch or business area. Of importance is also that the whole 
group is involved in the process of defining those targets to get the right team feeling. 
Performance indicators are also to be SMART; specific, measurable, achievable, result 
orientated and timely (Nordea, 2008:1)(see chapter 3). 

Standard KPI's on the PM Board Example of measures 
C - Customer Value index, number  

Q – Quality index, number  

D – Delivery time, percentage 

C – Cost cost / unit, productivity (output / 
input),  

S – Social index 

Figure 14: The standard KPI's on all PM boards should cover the customer, quality, 
delivery and cost aspects of the operations.  
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In the PM material Nordea emphasizes that internal capabilities is the driver of 
customer benefits and financial results (Nordea, 2008:1).  

Visualisation 

The physical board is of a standard format with standard sections described more 
closely later. The headings are pre printed to support that only one nomenclature is used 
throughout the bank (Nordea, 2008:2). Magnetic signs and smiley’s of green, yellow 
and red colour are used on the board to indicate the progress of the measure. 

All indicators should be posted in graphs giving a clear understanding of the past, 
present and future in the means of historical data, trend line and target (see figure 15).  

 

Figure 15: All data should be presented in a clear way showing the past, present and 
target by the means of historical data, trend line and target line. This figure gives an 
idea of what that could look like (Source: Author). 
 

Green, yellow and red smiley’s should be used to signal success, indifference or act as 
an alarm. Together with a chart this gives a quick understanding of how the team is 
doing in the different aspects of the board. 
 

4.2.2 Daily measurement in the study 
The teams had general problems to measure their operation on a daily basis. The 
performance indicators were rarely updated on a daily basis but rather weekly or 
monthly (see figure 16). No team did therefore discuss the result and target part of the 
PM board on a daily basis but rather as often as the KPI's were updated, typically once a 
week or once a month. Consequently, getting the results to trigger improvement 
proposals on a daily basis can getter better in all teams.  
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Figure 16: Almost no KPI in the study was updated on a daily basis. Therefore the 
teams generally did see any point in reviewing the KPI's each day. 
 

4.2.3 Daily measurement on team level at Scania 
At Scania. the equivalent to the PM board at Nordea is formed as a cubicle and is called 
the cubicle or the puls board. The cubicle has four sides and can be twisted around its 
axis. Also, the cubicle work as a storage room for e.g. instructions and standards (see 
figure 17). 
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Figure 17: The PM board at Scania is formed as a cubicle with information on all four 
sides. In meetings the sides of the cubicle can be folded out to make three sides visible 
at the same time (Nilsson, 2010). 

 
Scania also work with generic areas for the performance indicators. All teams have to 
measure on security, quality, delivery and economy. The performance indicators are 
always posted on the lean cubicle of the team. The performance matrix is called “the 
sheet” and one sheet covers all days of the month. The sheet is updated and reviewed 
every morning in the puls meeting (see chapter 4.6.3). Every month the sums of all the 
indicators are transferred into a staple in the year diagram, also posted on one of the 
corners of the lean cubicle. 

 

Standard KPI's on the Scania 
“lakan” 

Example of measures 

S - Security Number of accidents 

K - Quality Deviations 

L – Delivery Deviations that affects flow 

E – Economy stoppage time 

 

Figure 18: At Scania the standard perspectives of the KPI's are security, quality, 
delivery and economy (Nilsson, 2011) 

 
The main focus of the daily measurement is on deviations from the normal situation. 
This goes especially for the quality and security indicators. Before the meeting the 
different roles of the improvement team updates the board with information assigned to 
their specific role, e.g. the quality indicators are filled in by the quality role of the 
improvement team (more on improvement teams in chapter 4.3.3). The results on the 
sheet are then distributed to the rest of the organization with the puls meeting system. 

Since the performance indicators are updated on a daily basis it is of vital importance 
that they can be measured in real time. Performance indicators that cannot be measured 
or that the team cannot influence does not exist.   
The performance indicators are the same for all levels of the organization and they are 
visualized on whiteboards in generic matrixes, always by hand (see figure 19). Outcome 
that does not meet target is marked with red, otherwise it is written in green (Scania, 
2010:1). 

Scania eQuality 

Scania has developed an IT-system to handle quality reports within the company. When 
a deviation is detected this instantly results in a deviation report to the responsible team. 
The quality function of this team has to answer this report within 2 hours and respond 
with an activity plan within 24 hours. The team that detected the deviation is 
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responsible to follow up on the report, thus creating demand for the activity (Holm, 
2010)(Nilsson, 2011). 

 
Figure 19: The performance indicators of a team at Scania are always updated on the 
performance matrix called the sheet. All numbers all filled in by hand and they are 
reviewed each morning during the puls meeting. The outcome of yesterday is marked 
red if it does not meet target and green if it does. The same goes for the aggregated 
result for the month (Principal drawing) (Nilsson, 2011).  

Daily Planning 
Although not part of the puls meeting, which is primarily a meeting where the 
performance indicators are reviewed, the daily planning is often a part of the puls board 
or placed nearby (see figure 17). On the daily planning board the team members as well 
as temporary visitors can get a quick overview over staffing and team schedule. Here, as 
well as on the puls board, magnets are used in a large extent to facilitate fast updates 
(Nilsson, 2011).  
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4.3 Sector 2 of the PM Board - Continuous Improvement 

The middle section of the board is the heart of the improvement proposal handling 
process and is supposed to work as an intuitive way of monitoring continuous 
improvement.  

4.3.1 Continuous improvement - the Nordea way 
The middle section of the PM board shows which improvement activities the group is 
working on at the moment (see figure 20). The activities can be countermeasures to get 
on track with the indicators of sector one or other improvement proposals from the 
team. There should never be more than eight activities on the board at the same time 
and all activities should have an owner and a due-date and be of current status. If there 
are more than eight proposals there the least prioritized proposals should be put in an 
improvement log (Nordea, Riktlinjer PM). 

 
Figure 20: The middle section of the PM Board is where the team lists all the problems 
and activities that the daily review of the performance indicators render in. All 
activities should have a clear responsible and a due date. 

 

The improvement handling process at Nordea AP 

Nordea wants the continuous improvement activities to be closely linked to the targets 
and results of each team. Deviations from target are supposed to be the trigger of the 
improvement process. Hence, performance management drive continuous improvement. 
In the PM Board, sector 1 triggers sector 2 (Nordea, 2008:2). 

The improvement proposal handling process is a process in six steps that is supposed to 
secure the continuous improvement process at Nordea AP. A proposal is emitted by an 
idea submitter based on the results vs. target discussions of the PM meeting. The 
proposal is then be evaluated and discussed and prioritized. The proposal should be of 
the kind that the team or unit could handle by itself. If the proposal is considered to 
support the targets of the team the proposal is put up on the PM board and implemented. 
The implementation process should be implemented in a PDCA-circle, plan, do, check, 
act (Nordea, 2008:2). 
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4.3.2 Continuous improvement in the study 

There is only one category of improvement proposals. This inevitably leads to the fact 
that both small and large improvement proposals are put up on the board next to each 
other. Activities that cannot be managed by the group itself are also present on some 
boards.  

The number of improvement activities on the boards of the study varied. In 50 % of the 
boards there were only two or less activities ongoing. In one team there were 11 
ongoing activities and the board was full. 40% of the activities posted on the boards did 
not have any kind of date (not start nor finish). 65% of the activities lacked information 
in the status field. In none of the activities one could see that a problem had multiple 
causes and therefore generated multiple activities.  

 
4.3.3 Continuous improvement at Scania 

Improvement teams (förbättringsgrupper) at Scania and Toyota 
At Scania all of the staff are really involved in the continuous improvement work. A 
work team has two functions. First, it is of course doing the regular work of the factory 
but secondly the team members also constitute the improvement team. The 
improvement team has different roles, such as SPS (Scania Production System), 
environment, product etc (see figure 22).  

 

Figure 22: All employees in Scania are members of an improvement team responsible 
of implementing improvement activities in the workplace. This way all members of the 
staff are involved in the continuous improvement work at Scania (Scania 1, 2010). 

 
Twice a week the production is shut down to enable improvement team meetings. The 
first time to enable role meetings when all the employees with similar improvement 
team roles meet and agree on common actions (see figure 23). The next meeting is held 
with the improvement team and the members report from the role meetings and discuss 
what kind of actions is to be prioritized within the next week. All improvements and 
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actions affecting the team are planned and executed by the improvement team, that is, 
the members off the staff themselves (Holm, 2010).  
The improvement team roles enable team leaders and managers to give proper 
challenges to the staff and the system helps people to develop and prepare for new tasks 
later on. Everybody is also given good training in speaking in front of a group since all 
matters related to the role is managed by that person in the improvement team (Nilsson, 
2011). 

 

 

Figure 23: All team members at Scania are also members of the local improvement 
team where they are given a certain role in the group, e.g. Product & Material or 
Quality. The team meets as the improvement group every day for six minutes, the puls 
meeting, and half an hour every week. Once a week specific role meetings are held 
where everybody in the factory with a certain improvement team role meet (Holm, 
2010). 

Three levels of continuous improvement at Scania 
Since improvement possibilities can be of different magnitude and scope improvement 
possibilities are divided into three levels in Scania; challenges, improvements and 
deviations (Fagerström, 2004). 
Level 1, challenges, is the largest group. This group typically involves large 
investments or reorganizations, e.g. outsourcing activities.  
Level 2, improvements, is typically when actions are taken to improve the standards, the 
so called normal situation.  
Level 3, deviations, is the most frequent kind of improvement possibility. This 
opportunity arises when something deviates from the normal situation. It can be a 
defective part detected in the final assembly or that someone gets hurt on a poorly 
placed peace of equipment. Deviations are always reported and sent to the responsible 
team. The improvement organization of that team has to generate an appropriate action 
to deal with that deviation within 24 hours (Holm, 2010)(also see chapter 4.2.3). On the 
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sheet (the performance management matrix) every team measures deviations on four 
levels depending on where they are detected. Within the team, within the factory, within 
Scania and deviations from the field (Nilsson, 2011). 

Also, everybody in the team should be familiar with a set of different problem solving 
tools such as root cause analyses and flow charts (Scania, 2010:2).  

 
 

 
Figure 24: The three levels of continuous improvement at Scania maps the different 
sizes of improvement possibilities, much like the different sized balls of Toyota. 
Deviations (avvikelser) are the type of improvement possibilities the improvement team 
registers and corrects on a daily basis (Source: Scania, 2010:2 .  

Quality circles in Japan 

At Toyota the use of quality circles are the equivalent of the improvement teams of 
Scania. Participation is voluntary but the principles are the same. The circle is facilitated 
by a group leader who ensures that the circle addresses a meaningful issue (Liker, 
2006). In Japan there exists both voluntary quality circles held on non working hours 
and circles that are held during working hours. In any case it is vital to empower the 
group so that they can implement their improvement ideas. In many western companies 
quality circles have only given recommendations on improvements and these 
recommendations tend to disappear (Bergman, 2009). 

Problem solving at Toyota – three sizes of balls 
At Toyota problem solving are thought of as balls of three different sizes (see figure 
25). Very much like in the case of Scania. Each size belongs to different parts of the 
organization and the operational team level usually deals with small size issues.  

Large issues affect the whole plant, e.g. a new model launch or product development 
that is large and complex. They need to be addressed by cross functional teams and 
initiated and supported by top management and they tend to cost a lot of money (Liker, 
2006). 
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Figure 25: At Toyota problem are compared to different sizes of balls. The daily 
continuous improvement work of the employees and improvement circles are supposed 
to revolve around small and medium sized balls. 
 

Medium sized issues, e.g. the development of a new process or a safety issue are 
typically addressed by quality circles and supported by a department manager (Liker, 
2006). 
Small issues are of low complexity and are often easy to resolve. They can typically 
concern 5S issues or improvement of standards. The small issues are often an individual 
effort or implemented with help of the direct supervisor (Liker, 2006). 
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4.4 Sector 3 – Focus / Activity / Info 

4.4.1 Sector 3 at Nordea 
This sector shows temporary focus-activities performed by the group. The focus-
activities should support the targets of sector 1. Operational and process information is 
posted here, e.g. the number of sales meetings or number of cases of the actual period. 
Information to and about the group is also posted in this sector (see figure 26). This 
could be, e.g. a team-barometer, a social index showing how good the expectations of 
the staff are being met or a skill-matrix showing what working tasks the different 
members of the staff knows (Nordea, 2008:2). 
 

 
Figure 26: The focus / activity / info part of the PM board can contain e.g. a skill 
matrix, information on ongoing activities and operational data. 

 
4.4.2 Sector 3 in the study 
50% of the teams used part of this sector for describing and planning the production, e g 
number of cases of different type and how long the lead times are for different types of 
cases. One team leader expressed their daily planning matrix as the most relevant part of 
the board helping them to balance resources on a daily basis (see figure 27). 

 

 
Figure 27: Daily production planning in sector 3 of the PM board. 

All of the teams posted a skill matrix in this sector giving a clear figure of which type of 
processes that can be handled by each member of the team. In one team the number of 
processes were very large and the team leader expressed that their skill matrix also 
worked as a tool of communicating the complexity of the team to visitors. 
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Postage of inspirational messages or quotes was present on all boards. These notes 
appeared to be of a permanent character.  

 

4.4.3 Sector 3 at Scania / in literature 

The multifunction worker training sheet 

The multifunction worker training sheet is a tool developed at Toyota used to map what 
training different staff members have assessed. It gives a clear view of the capabilities at 
hand for different processes (Liker, 2006). 
At Scania all teams use a skill matrix (kompetensmatris) that describe all the different 
work tasks, positions, of the team, the different roles of the improvement team and what 
different tasks / roles each employee master (Scania, 2010:2)(see figure 28).  

 
Figure 28: At Scania the skill matrix describes what different work tasks and roles of 
the improvement team the team members master. Red = does not master position, 
yellow = in training, green = master position and blue = can educate on position. 
(Bildkälla: Scania, 2010:2). 
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4.5 Sector 4 – Additional information & Improvement log 

4.5.1 Sector 4 in Nordea 
In this last sector the group can keep the improvement log containing all of the 
improvement proposals including those already done and those waiting to be addressed. 
There is also room for other types of information such as results in reviews. 

 
Figure 29: The last sector of the performance management board can contain e.g. an 
improvement log and review results or additional information vital to the team. 

4.5.2 Sector 4 in the study 
All the teams posted results from relevant lean reviews (see chapter 6) in this sector. It 
seemed that this sector was frequently used as a prolongation of sector 3, focus 
activities, showing e.g. the skill matrix. Additional information on e.g. coming lectures 
or team meeting rules was also posted on 75 % of the boards.  
No team had the improvement log posted, neither in this sector nor in any other part of 
the board. However, 50 % of the teams used the back of the board for this and the other 
teams had information on the number of improvement proposals for the team and how 
they were coping in relation to the team goal. The teams showed different ways of 
visualizing the improvement proposal goal (see figure 30&31). 

 

         
 
Figure 30 & 31: Two ways of visualizing how the teams are meeting the expected 
required improvement proposals. In the left figure the team uses a snake to show how 
many proposals are left for the green and the red team and in the right numerical data 
is used. 
 
4.5.3 Improvement log at Scania 
Scania saves all activities in a computerized system. All activities that have been 
implemented are also posted a special merit list (Holm, 2010). 



	  38	  

4.6 The performance management meeting 

4.6.1 PM meeting structure – the Nordea way 
On a regular, often daily, basis the group should conduct a performance management 
meeting where the board is in centre of attention. Hence, the board should be updated 
with the latest data before the meeting starts. The purpose of the meeting is to review 
the outcome of the work conducted yesterday and to agree on improvement activities to 
put the operations of the team on track. 

 
Figure 32: First the performance indicators in sector 1 should be reviewed and 
translated into improvement activities by the group. Then the more operational focus 
activities should be addressed and, if necessary render in improvement activities. 
Finally the status on the improvement activities are updated. 

 
Starting with the performance indicators the results of the group in relation to the targets 
are of central focus. Identified problems, indicated by red smiley’s, should render in 
discussions of improvement possibilities that can be visualized in sector 2, improvement 
activities (see figures 32 & 33). 
 

Agenda: Improvement management meeting 8.45 – 9.00 
1. Review the results of the performance indicators. Put 
new activities on the board. 

 

2. Review the results of the focus activities. Put new 
improvement activities on the board. 

 

3. Review and update the improvement activities.  

 

Figure 33: The improvement management meeting should always be focused on 
improvement activities and how they can support the overall targets and goals of the 
team. 
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The meeting should then focus on sector 3 to see how the focus activities of the team 
are progressing and if anything should be addressed to the middle section of the board. 
The progress in sector 3, as well as in sector 1, is visually highlighted using colored 
smiley’s indicating what the meeting should focus on. 
 

 
Figure 34: Green, yellow and red smiley’s should be used along with each chart of the 
performance management board to quickly indicate how that specific measure is 
performing; good, indifferent or bad respectively. 
 

Finally sector 2, improvement activities, should be discussed and the activities updated. 
Activities that have been completed are removed from the board and put in the 
improvement log and priority is made to keep the maximum number of activities on the 
board eight. The generic meeting agenda also suggests that different topics should be 
highlighted on different days, should the meeting be daily. 
 

4.6.2 PM meeting structure in the study 
Overall, the performance management meetings all seemed to have the character of 
daily planning meetings rather than performance management meetings. The meetings 
mainly covered the daily operations and did not focus on continuous improvement 
activities. The meetings were held 3-5 times a week (see figure 35) 
No team followed the generic agenda of the performance management meeting. 
However they all used some kind of agenda. Typically the agenda expressed the topics 
that should be covered that day of the week. Since none of the visited teams had 
performance indicators that were updated on a daily basis no team could discuss the 
performance in relation to the targets. Hence, no improvement activity could come as a 
result of the discussion. In 50 % of the studied teams the focus activities sector 
contained a performance matrix to keep track on the actual number of cases for each 
process. These teams both focused on this matrix in the meeting to make the daily 
planning. 

 
Figure 35: Half of the teams held performance management meetings on a daily basis 
and the other half three days a week.  
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50 % of the teams had performance management meetings every weekday and 50 % 
three days out of five. The meetings varied in length between 10-20 minutes. All teams 
held the meetings standing in a half circle in front of the board. All the meetings were 
held by the team leaders. However, in 50 % of the teams this responsibility was 
delegated to the team members at least once a week. 
All teams used more than half of the meeting time to discuss daily planning and / or 
social issues such as trips, birthdays and who should participate in meetings. 
 

4.6.3 The puls meeting at Scania – dealing with the deviations of 
yesterday 
At Scania it is of vital importance to work in real time. To achieve this and not put 
things ahead they have the 24 hour rule. All deviations have to be analyzed and 
transformed into an activity within 24 hours. Hence; today one deals with the deviations 
of yesterday (Holm, 2010).   

In the puls meeting or daglig styrning at Scania, 6 minutes every morning, the 
improvement team has a meeting were the deviations of yesterday are updated on the 
puls board along with the activities that are to be executed as a result. 15-20% of the 
work force, utvecklingstalen, is always relieved from their regular job to handle these 
activities and to act as the role they have in the improvement team (Holm, 2010)(see 
figure 36).  

 

 
Figure 36: At Scania the staff dedicated to improvement work is about 15-20 % of the 
total workforce on a normal day. This role is rotated within the team involving 
everybody at Scania in the work on continuous improvement. 

The puls meetings are regularly held at 7.30 in the morning with the team leader. At 
7.45 the production leader comes to the team and gather the same information from the 
team leader in front of that same board. At 8.15 all of the production leaders of the 
factory meet with the factory manager updating the puls board of the factory with the 
information they just gathered from the team (see figure 37). All of the boards are 
arranged very closely together. In this way, the overall figure of how the factory is 
doing is being transported swiftly to the management and deviations in need of 
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management action can be escalated immediately. It is an important principle that 
demand for the performance indicators comes from the top executive thus creating a 
pull reaction (Holm, 2010).   

 
Figure 37: The principal of the puls meetings at Scania. The local puls meetings are 
held on the team level at 07.30 in the morning. At 07.45 the teamleaders update the 
production leader on the same board and at 08.00 the factory manager is updated by all 
of his production leaders. By 08.30 every morning the factory manager is fully updated. 

 
The puls meeting has a strict agenda (see figure 38). First the team reviews the results of 
the performance indicators, the output of yesterdays work. Then the improvement 
activities that can’t be handled by the team are escalated to the right person or team. 
Then follows priority of the activities to decide what team members, utvecklingstalen, 
should focus on during the day. Priority is always done according to the SPS house, e.g. 
security & environment issues are always prioritized first, then quality issues and so on 
(see figure 40 and chapter 3.10). Finally the activities list is updated and information is 
spread throughout the team. This whole meeting can be no longer than six minutes. 
Then the production line starts to move again. 

 

Agenda: Improvement management meeting 7.30 – 7.36 
1. Update the results of the performance indicators.   

2. Escalate activities / deviations that cannot be handled 
by the team. 

 

3. Prioritize activities to be started (according to the SPS 
house) 

 

4. Follow up on activities in progress  

5. Spread information within the team  

 

Figure 38: The Scania puls meetings have the same generic agenda throughout the 
whole company. The team meetings have a restricted time limit of six minutes. The 
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meeting at 8.30 when all of the production leaders meet with the factory manager is 
fifteen minutes (Holm, 2010)(Scania, 2010:1). 
The performance indicators are updated in generic matrix boards that look the same 
throughout the factory (see figure 39). The numbers are always updated by hand using 
red text to indicate that the result deviates from the target and green text to indicate that 
the number is in line with the expected result (Scania, 2010:1). 

 
Figure 39 & 40: In the middle of the SPS (Scania Production System) house (see 
chapter 3.10) the priority list is posted (right figure). These are the same as the 
performance indicator categories as on the puls board (left figure). In practice, an 
activity rendering from a deviation in security is always dealt with before a quality 
activity (Holm, 2010).  
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5. Standardization & Value Stream mapping 

This chapter treats the work on standard operating procedures, SOP:s, in both Nordea 
and Scania and how to use the value stream mapping (VSM) tool. 

5.1 Working with standards 

5.1.1 Sop’s – the Nordea way 
Documenting standard working procedures in Nordea Account Products is done using 
three different documents; the SOP (standard operating procedure), the SIPOC 
(suppliers, inputs, process, output, customer) and VSM (value stream mapping). The 
SOP is a very detailed process description while the SIPOC only describes the process 
generally and instead adds information about the stakeholders of the process and the 
internal customer of the process. Finally the VSM should give an overview of the whole 
value chain from the external supplier to the end customer (see chapter 7). 
 

 
Figure 41: The SOP (standard operating procedures) at Nordea AP has three main 
elements; process step, main activities and hints and tips. Information is communicated 
in writing.  

5.1.2 Sop’s in the study 
SOP's was present in all of the teams observed in the study. The placing of the standard 
tended to vary. In several cases the SOP's were documented in computer and could be 
accessed when needed rather than being physically visible at all times at the work place. 
In one team the most common SOP's were physically visible at the work place like in 
figure 42. 
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Figure 42: At Scania all SOP's are placed beside the workstation where the procedure 
is performed. This makes it visible for everybody what is being done at the moment and 
if there is a deviation from the standard (Holm, 2010).  
5.1.3 Standards in theory and at Scania 
A standard can be defined as ”The currently best known method to execute a work 
process, considering; safety, quality, delivery and cost” (Broman, 2009) or “a standard 
is the antithesis of variation” (Liker, 2006). Standardized work is considered as one of 
the cornerstones of the lean concept (Womack, 2004; Liker, 2006). 

Through creating standard operating procedures, SOP's, for all processes one can create 
an agreement between the persons executing it. A standard is a baseline for continuous 
improvement and it is the key to find waste in a process. Through making time studies 
and analyzing a work sequence a SOP is created and tested. The description of the 
standard should be easy to follow and it should contain a drawing of the workstation 
(Broman, 2009). At Scania there are always four important elements present in a 
standard; what (the process step), how (how the step is carried out), why (a brief 
explanation to why the steps should be carried out in that manner) and a clear picture 
that tries to explain the process visually (Holm, 2010) (see figure 43). 
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Figure 43: A standard (normalläge) at Scania has four main elements; what, how, why 
and a picture. This picture shows one of the tempos in a position standard. A position 
consists of serveral tempos (Source: Scania, 2011:1) (Holm, 2010). 

 
Crucial to keeping standards alive is the regular audit and updating of the SOP:s. In 
Toyota a team of 6-7 persons always has one person, called a team leader, whose 
primary mission is to update the standards and see to it that the standards are followed 
by everybody (Liker, 2006). Scania has taken the model even further. They have one 
person out of five (20%), rotating within the work team, who is only working with 
executing improvement activities and seeing to it that the standards are in place and 
known by heart by everybody working with it. If something fails during this audit so a 
deviation is reported resulting in an action within 24 hours (Holm, 2010). Normally all 
position standards are updated or controlled at least once a week (Scania, 2010:2). 
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5.2 Getting the big picture with value stream mapping, VSM 

5.2.1 VSM – the Nordea way 
Nordea Account Products uses the value stream map (VSM) as a tool to describe the 
information and materials flow of their processes. The internal material on how to use 
the VSM is mainly the same as in the standard literature on VSM. Both current and 
future state should be present and should render in an action plan that summarizes and 
prioritizes the different action steps that need to be taken in order to reach the future 
state. The Nordea focus of the VSM is Nordea itself and is currently not meant to deal 
with external parts of the value chain. This implicates that in order to make a VSM 
several different parts of the Nordea organization need to be involved since it is not very 
common that one team or branch handle all of the activities of the VSM (Nordea, 
2009:1). 

5.2.2 VSM – in the study 
The general impression was that the teams used the VSM as a tool to describe the 
processes within the own team, typically not including other parts of Nordea such as the 
bank offices, Nordic banking. No team had made future states and action plans on how 
to get to the future state. Instead the current state was altered whenever a change in the 
process was made.  

All of the teams used VSM's and had their main processes described. One team had the 
VSM's posted on a wall in glass frames. The typical way of keeping the VSM's were on 
the computer.  
One team leader described how one VSM were made with post it notes in a group and 
how the team found that many of the process steps could be eliminated when they 
finally agreed on the current state. Another team leader described how the VSM is a 
process map. This team did not use the future state part of the VSM. Yet another team 
described how the VSM mostly is used as a tool to communicate the complexity of their 
processes to management. We have the VSM's in place but we don’t really know how to 
use them, was one reflection on the use of VSM.  

75% of the teams thought that it was complicated to involve other parts of Nordea in 
their improvement work. The general opinion was that it is hard to reach other parts of 
Nordea with improvement proposals. One team had started their own way of dealing 
with their stakeholders in Nordea. They had initiated interface meetings with the 
departments they most frequently worked together with to create a forum to analyze 
improvement proposals and to share knowledge between cross functional groups. 

 
5.2.3 VSM – in theory 
Value stream mapping, VSM, is a tool that gives a big picture view on the waste in a 
process. It visualizes the current and future flow of material and information in a 
process using standardized symbols ensuring that the right action is taken when 
implementing Lean. The tool also makes different processes easy to compare (Womack, 
2005). 
The value added time is the time spent on value added activities and compared to the 
total throughput time the VSM shows the value added ratio of the process. The work 
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should be conducted in cross functional teams (Stiernstoft, 2009) and be facilitated by 
someone with vast experience of the VSM tool (Stiernstoft, 2009)(Liker, 2006). The 
VSM can be done on different levels of the value chain but is recommended that one 
start to map the value flow of one factory (Stiernstoft, 2009) 
Long before the name value stream mapping was invented Taiichi Ohno of Toyota 
developed the Material and Information Flow Diagram. The method includes three 
vital steps; the current state map, the future state map and the implementation action 
plan (Liker, 2006). 

The current state map 

In the current state map you walk through the process from the customers perspective 
and se how material flow is triggered by the information flow. Walking up the value 
stream, collecting actual processing data, the current state map is drawn one part at a 
time, using post it notes and hand drawn figures. The meaning is to get a clear view of 
all the activities, buffers and flow of information and material of the value stream and 
where waste is created (Stiernstoft, 2009)(Liker, 2006)(see figure 44). 

 

 
Figure 44: An example of a current state map where the current information flow and 
material flow is mapped. 

 

The future state map  

The future state map should then be drawn (see figure 45). It is the concept of what the 
future should look like (Liker, 2006). Yellow Kaizen bubbles is drawn in the future 
state map clearly showing where action is to be taken in order to reach this state 
(Stiernstoft, 2009). Let the team describe what they see happening a year from now. 
Creating a mutual vision is the power of the current and future state maps (Niven, 
2007). 
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Figure 45: A future state map presenting the concept of where the process should be in 
the future. The yellow Kaizen bubbles shows what kind of actions is required and 
where. 

The implementation action plan 
This last step is of vital importance to prevent that the VSM stays as a drawing. The 
implementation action plan should consist of what should be done and when together 
with an assigned responsible for that action (Stiernstoft, 2009). 

Scania 
VSM is used within Scania and the knowledge to perform a VSM should be present in 
every improvement team (see chapter 4). A VSM can be performed on different levels. 
Locally, the VSM tool is used in order to e.g. analyse the internal logistics of the team 
(Scania, 2010:2). The deviation system at Scania (see chapter 4) is also a big help in 
improving communication between different departments in Scania. When a deviation 
or error is detected the responsible team or unit is contacted and they have to give 
immediate response to the deviation report and come up with an activity within 24 
hours and report this back (Holm, 2010). 
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6. Lean reviews & leadership 

6.1 Leadership by method at Scania 

At Toyota (Liker, 2006) as well as Scania (Holm, 2010) the method is always in focus. 
You never blame an individual, you see a chance to improve a method. This could be 
the training routines or the SOP:s of the work station etc (Holm, 2010). This way of 
thinking is related to the 4P of the Toyota Production System where philosophy, 
processes and people is said to lay the ground for everlasting continuous improvement 
(see chapter 3). 

 

Figure 46: At Scania there is a clear focus on working methods. If a method is 
improved, a better result will come as a result. Method improvements, improving the 
standard way of doing things, is a natural part of working at Scania. (Source: 
Fagerström, 2004). 

 

6.2 Lean revision / Lean audits 

6.2.1 Nordea 
All teams at Nordea that have done a lean transformation project perform different 
kinds of lean audits depending on the level of lean maturity. For the first 12 months 
after a transformation project bank floor reviews are performed once a week. The bank 
floor review is a simple revision with yes / no answers to see if the main areas of the 
lean concept are covered.  
When a certain level of lean maturity is reached you move on to the implementation 
review and later on the improvement review. They are much more detailed reviews 
where points (1-4) can be scored on each topic. The result is an index indicating if the 
team in total has become more efficient in a lean perspective.  
 

6.2.2 Scania 
The management and the Lean support functions of Scania have the role to support the 
improvement team and enable them to keep improving their own processes. Audits are 
made on a regular basis. Every role of every improvement team is reviewed, or grandpa 
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trained, at least once a year to see to it that the knowledge of their function is kept up to 
date (Holm, 2010).  
The audit board, samlat bedömingsstöd, used for the whole factory includes 42 different 
points in total, about 5-6 for each role of the improvement team. E.g. one of the points 
for the SPS role of the improvement team is a well organized workplace (see figure 47). 

 

 
Figure 47: One of the 42 points of the revision board at Scania. This point covers 5S in 
the workplace (see chapter 3.3.1). The revision material contains not only text that 
describes what is expected but also clear figures that tell the same story. (Källa: Scania, 
2010:2). 

 

Grandpa training 

The audit is done on three levels and is always made in the workplace facing the real 
outcome of that persons work and there is a discussion on the subject at hand, both the 
actual result and the principles behind it. First you make a review yourself together with 
the team leader. The week after the production leader makes that same go see walk 
together with the role. Finally, in the last week the go see is performed with the lean 
manager and / or factory manager. The audit is made twice a year (Nilsson, 2011). 
When all of them approves, that specific point is marked green on the audit board. This 
three level coaching is called grandpa training. First you meet your brother, then your 
father and last, your grandpa (Holm, 2010). A red point on the review board is reported 
as a deviation instantly causing an activity. In this case it could mean more training on 
the specific topic.  

The best practice of a specific point is marked with a star. This way it is easy to see 
where in the factory to get inspiration if you are in charge of that point in your 
improvement team (Holm 2010). Referring to figure 47 & 48, the best 5S example of 
the factory is marked with a star in row 2 in the audit board. 



	  51	  

 
Figure 48: Principle drawing of the audit board, samlat bedömningsstöd. On the audit 
board all of the 42 points of the audit material is posted for all teams of the factory. A 
green magnet indicates that that role has passed revision on that specific point by all 
three revision levels, the team leader, the production leader and the factory manager. A 
star indicates best practice on that specific point and should serve as inspiration for 
others. (Source: Scania, 2010:2). 
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7. Summary 

This chapter contains the concluding recommendations to Nordea Account Products 
based on the material presented in the first six chapters of the thesis. Finally, 
recommendation on future work is made. 

7.1 Conclusions 

General impression 
Judging from all the interviews at Nordea and the vast Lean Banking material that has 
been reviewed during the work with this thesis there is no question about the effects of 
Lean at Nordea. All team leaders have expressed true commitment to the Lean basics 
and have been able to see clear improvement both in efficiency and in employee 
satisfaction since the start of the Lean journey. And no team in the study had worked 
with Lean for more than a year and a half, which is a short period of time (see chapter 
3.1).   

However, after the study and revision of the material both at Nordea, at Scania and in 
the literature this report would like to point out a few areas where Nordea still seem to  
have improvement potential. 
 

Keep on going 
After getting an insight in the lean work at both Nordea and Scania the biggest 
difference between the two companies seems to be the gap between the company 
guidelines on Lean (and performance management) and how it is used in practice. At 
Scania that gap appears to be much smaller. Scania started their lean journey  almost 20 
years ago and Nordea (Account Products) started only five years ago. Judging from 
literature (see chapter 3.1) time is a crucial factor to get everything to work. So the first 
advice would have to be to keep on going. It takes time and hard effort to establish a 
lean culture. 

Finding relevant performance indicators  
Most teams have difficulties measuring on the customer perspective of the (C)QDC 
approach of Nordea (Customer, Quality, Delivery, Cost). Therefore the Quality 
indicator (or indicators) is regarded as the most important to measure in Nordea. The 
same goes for Scania where quality is only passed by security in priority. It is 
recommended that Nordea develops structured ways of is finding relevant performance 
indicators for the individual team. 
At Scania the monitoring of deviations is central. A deviation can occur if a standard, 
SOP, is not followed, does not exist or needs to be updated. In either way the work to 
close the deviation will render in better standards or in more education. The methods 
will have improved after the activity is closed.  
Hence, quality indicators should focus on quality both internally in the team and 
externally, e.g. incoming deviation reports. (see chapter 3.7, 3.8 & 4.2). 
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Visual presentation of KPI's / PI's on the board 

The generic look of the PM board facilitates communication and transparency 
throughout Nordea. This work should also be conducted to the graphs and tables of the 
PM board. Many teams use graphs that are not easy to understand and that lack 
historical values and / or target lines (see chapter 3.7.4 & 4.2.1). Or information on what 
the elements of the graphs stand for. All graphs need to be designed to clearly 
communicate the result in comparison to history and future. And the graphs should fill 
the whole paper and use colors to facilitate communication. Nordea has developed 
standards on the creation of presentation material but they are often not used. 

On a daily basis a chart may not be the most efficient way to monitor the performance 
indicator. A matrix is easy to fill out with a numerical value and different color pencils 
can serve as an indication of target fulfillment. A chart generally requires to be printed 
which is not very easy to do on a daily basis (see chapter 4.2.3). 

Furthermore it is recommended that a chart standard is developed to facilitate clear 
communication. Using relevant ways of presenting data could be done together basic 
training in statistical tools such as the 7 Quality Control Tools. This would also 
facilitate Statistical process control, SPC, used in Six Sigma, should more sophisticated 
process control be introduced in the future (see chapter 3.4).  

Separate daily from monthly analyses 

From one day to another it is impossible to gather the amount of statistical data to 
actually draw any strategic conclusions on a specific performance indicator. Therefore, 
on a daily basis the continuous improvement work should focus on finding problems or 
deviations from the normal. Problems that are so obvious that the root causes and 
corresponding activities are intuitively easy to find. The clear focus should be to 
maintain or incrementally improve the methods; how things are done (see chapter 
4.2.3). 
However, on a monthly basis one can compare the result of the month with the 
historical results. Problems that can be found in the analyses of the monthly chart may 
require more time and thought in order to result in activities. The problems may be of a 
larger magnitude and activities may have to be escalated to other levels or parts of the 
company. To make clear analyses on larger quantities of data it is suggested that 
statistical methods are used (see chapter 3.4). 

Improvement teams 

The improvement team roles of Scania and Toyota might serve as good inspiration for 
Nordea. The idea is that each member of the team also has an improvement group role 
to play. To really extract the potential from the team members they need to be trusted 
with clear responsibility and power to make improvement decisions. Team leaders have 
to serve mainly as coaches to the roles of the group and to plan the schedule so that 
enough improvement time is given to each member of the team (see chapter 4.3.3).  

At Nordea Cards Clearing and Settlement an experiment with different roles is 
conducted and the team leader works hard to involve everybody giving them areas of 
responsibility. Judging from her results on employee satisfaction and employee 
commitment Nordea would have a lot to gain from the improvement group think. 
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Having generic roles throughout branches or even the whole company would facilitate 
cross functional work and best practice interchange.  

Long term perspective and focus on methods 

At Scania and Toyota there is a clear focus on improving the methods and that result 
will come as a result of method improvements. This may, however, not be efficient in 
the short perspective. Allocating more resources for method improvement (correcting 
deviations) increases the cost for staff month 1. In Scania the method – result- thinking 
leads them to think that the method improvements will improve the result after a few 
months (see chapter 3.1 & 6.1). 

If the same thing should be able to happen in Nordea it is vital that top management 
really embraces the method – result way of thinking, thus allowing teams to use their 
personnel not only for the operational work but also for continuous improvement work 
(see chapter 3.7.3). At Scania, the staff is scheduled to conduct structured improvement 
work for about 15-20 % of their time (see chapter 4.6.3). 

Create demand  

It is recommended that Nordea managers create demand from the teams when it comes 
to reporting performance measures. This works well in some teams but generally the 
interest from management could be better. At Scania the factory manager requests a full 
performance management report from his production leaders every morning. In order to 
achieve this the production leader demands the figures from the team every morning 
(see chapter 4.6.3 & 3.7.3). If a clear demand chain is developed the teams will have an 
incentive to work with them. Nobody has the time to work with something that nobody 
really demands. 

The same goes for cross functional problems. If someone detects a quality deviation, 
that person should have the obligation and authority to escalate that deviation up the 
stream to the one who caused it. No matter if it is caused within the team or in another 
part of the company. The person or team who escalates the deviation should also 
demand a request on how the cause and reaction to the deviation. This way the team 
who caused the deviation has a clear demand for improvement. A deviation is a huge 
possibility for the company to learn and should never be missed. Here Scania Equality 
might serve as an inspiration (see chapter 4.2.3). 

Again, Nordea Cards Clearing and Settlement had started to work on this initiating 
interface meetings with the most important stakeholders of the group in order to get to 
work on the most challenging problems. 

Separate small fish from big 

It is recommended that the middle section of the board be not filled with activities that 
the team cannot affect or that cannot be assigned with a due date (see chapter 4.2). If 
problems are not in the hands of the teams they should be escalated (and put up on 
another board in the company). All activities have to be positive and have a clear 
responsible and due date. 
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Also, as was mentioned above, a more clear focus on methods and deviations from the 
methods and standards would probably make the continuous work easier since the 
problems would be smaller and less complex than they tend to be today. The power of 
continuous improvement is making incremental progress. 

Spreading best practice 

The spreading of best practice is one of the most powerful principles of the Lean 
concept. At Scania this is done on a board where all the different teams of the factory 
are represented in 42 different aspects (see chapter 6.2.2). However, the physical 
distance between many of the offices in Nordea makes this a bigger challenge. 
However, it might be possible to make some kind of Lean Banking room in the biggest 
Nordea office and this may also be accompanied with an interactive Lean Room where 
good examples of standard problems can be exchanged. There are a lot to learn from 
teams that are located nearby even if they are not part of the same branch. Since Lean 
Banking is works cross functional with lean matters the initiative for best practice 
sharing would have to be coordinated by them. 

Among the team leaders there is a strong will to see how other teams, both within and 
outside Nordea works. This curiosity has to be taken care of by a supportive 
management that encourages the lust for exploration and experimentation, key elements 
of Lean. 

Daily planning on the PM board 
In some teams the primary function of the board and the board meetings is to work as a 
tool for daily planning of tasks and staff (see chapter 4.4). Although this aspect is 
important for these teams the continuous improvement and KPI aspect of the PM board 
seems to be somewhat neglected. The key to true performance management meetings 
according to the agenda is focus on the performance indicators of the board. Hence, 
development of the KPI's to measures that can be updated every day is recommended. It 
is also important that the Kip’s say something clear about the operation so that action on 
a measure missing on target can easily be taken (see chapter 3.7.4 & 4.2.3). 

Scientific approach to clear problems 

Many of the problems on the improvement activities list were somewhat diffuse. And 
the problems were never assigned multiple root causes. A more systematical training on 
the use of quality control tools is recommended. And a focus on deviations will create 
clear problems that can more easily be analyzed (see chapter 3.3 & 3.4).  

Standards - use pictures to help communication 
The SOP template for Nordea does not encourage the use of pictures. In the Scania SOP 
template it is mandatory to use pictures. Even though many process steps are made in 
different programs one could use screen dumps or simple pictures to facilitate 
understanding of the text. Another inspiration for Nordea could be the use of colored 
symbols indicating especially important or critical process steps in the SOP (see chapter 
5.1.3).  
In order to keep the standards alive it is recommended that they are visual and placed 
near the working station. If the standards are very long one can separate between 
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overview standard and a detailed process standard (called position and method standard 
at Scania). 

Audits 

The general observation is that the revision / audit material needs to become easier to 
understand. At Scania all review paragraphs are accompanied with a picture explaining 
the essence of the review paragraph. In order to make the review material easy to use 
for everybody in the team this report recommends that it be made easier to understand 
through adopting it to the team where it is used when it comes to pictures and language 
(see chapter 6.2). 

The use of numbered scales is used at Nordea in the improvement review while the 
bank floor review only has a yes/no indication. At Scania only the latter of the two is 
used since numerical scores since the maximum score – or perfection – by definition is 
not able to reach. 

More training on the use of the VSM tool 
Value stream mapping, VSM, is in many cases not used for its main purpose. It is 
recommended that teams get more training on the use of VSM since it is primarily a 
tool that can help a group to agree on the present and the goal for the future and what 
actions that needs to be taken to get there. Now the VSM, in many cases, mainly serves 
as a documentation of the processes of the teams and is seen as a static document, only 
documenting the processes within the team (see chapter 5.2). 
The VSM would also serve as a great tool in improving cross functional work when 
several teams or functions meet to develop the value stream of a product or service. 

Escalate problems to where they belong 

It is recommended that Nordea build a system for reporting problems and deviations to 
where they belong. The reporting team should demand an answer of a deviation report 
within a certain time limit. There is no use in complaining, but there is good use in 
improving methods so that fewer problems arise (see chapter 4.2.3). 

7.2 Recommendations on future work 

Making a cross functional VSM analyses 
Since many teams find it hard to reach outside the own walls with their improvement 
proposals it would be very interesting to make a VSM approach on a major process 
covering several teams / departments from the bank office to the customer including all 
value adding and supporting process on the way. 
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Implementing deviation based KPI approach  

Furthermore, an in depth analyses of the KPI's of a team leading to an experiment with 
a more deviation orientated approach would be interesting. It would be interesting to see 
if this would improve the daily work on incremental continuous improvement. 

7.3 Critique 

The report tries to cover a wide topic and the limitation is the hardest thing to master. 
However, it has been necessary to describe many different topics in order for all readers 
to get a clear understanding. The report is to be read by both employees at Nordea and 
engineers at KTH. 
The data collected is only from four teams in Nordea and it is not certain that the 
impression would have been the same with a larger number of teams or in teams in 
another part of the company. However, the main goal of the report was to find 
improvement potential and this goal has been reached. The time factor did play a role as 
well.  

Discussion 

Going back to the purpose, this report aimed to find areas of improvement in the work 
with continuous improvement and performance management at Nordea. The 
investigation and comparison with Scania made in this thesis showed that there are 
challenges to be undertaken at Nordea, both on team level and higher up in the 
hierarchy. Nevertheless, the energy and commitment towards lean seems very high 
throughout the company and the concept is definitely in Nordea to stay. In one sentence 
I would say that the biggest difference between actual work on lean and continuous 
improvement at Nordea and Scania is that it just seems to be more simplified at Scania. 
Maybe that is what another 15 years of lean adds to it. 
Taking a step back, the same kind of generosity and curiosity struck me in both 
companies. Maybe it is not a surprise that both companies hold the individual dear. It’s 
all about people (Nordea) and Respect for the individual (Scania) are key values for the 
companies and I think that human approach to making business is what is going to 
make both these companies last for a long time to come. 
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Bilaga 1 

Intervjufrågor – Teamnivå Nordea 
	  
Vad	  betyder	  lean	  thinking	  för	  dig?	  Få	  det	  allmänna	  förhållningssättet	  till	  Lean	  
Thinking.	  
	  
Performance	  management	  
När	  genomfördes	  ert	  transformationsprojektet?	  Hur	  lång	  tid	  har	  leanresan	  pågått?	  
	  
Vilka	  nyckeltal	  mäter	  ni	  och	  hur	  har	  ni	  kommit	  fram	  till	  dem?	  Är	  de	  SMART:a?	  
	  
Har	  ni	  någon	  hjälp	  av	  er	  PM	  Board	  för	  att	  nå	  era	  målsättningar?	  Utnyttjar	  man	  
potentialen?	  
	  
Hur	  ofta	  har	  ni	  tavelmöten?	  	  
	  
Hur	  lägger	  ni	  upp	  tavelmötena	  och	  hur	  långa	  brukar	  de	  vara?	  
	  
Vem	  uppdaterar	  tavlorna?	  Är	  alla	  involverade?	  
	  
Jobbar	  ni	  med	  smileys?	  Betyder	  det	  att	  allt	  går	  bra?	  Titta	  på	  foto.	  
	  
Märks	  era	  leaninitiativ	  på	  resultaten?	  
	  
Vilken	  del	  av	  tavlan	  har	  ni	  bäst	  nytta	  av	  /	  ger	  er	  mest?	  
	  
Finns	  det	  någon	  aspekt	  ni	  saknar	  eller	  skulle	  vilja	  ha	  med?	  
	  
Får	  ni	  regelbunden	  coachning	  i	  arbetet	  med	  tavlorna	  och	  i	  ständiga	  förbättringar?	  
	  
Brukar	  chefer	  uppmärksamma	  er	  tavla?	  Deltar	  de	  i	  möten?	  
	  
Hur	  hanterar	  man	  rädslan	  för	  förändring	  hos	  medarbetare?	  
	  
Upplever	  du	  stöd	  för	  er	  Leansatsningen	  hos	  dina	  högre	  chefer?	  
	  
Vilken	  typ	  av	  utbildning	  skulle	  sporra	  er	  att	  bli	  ännu	  mer	  innovativa?	  
	  
Önskar	  du	  att	  du	  fick	  mer	  utbildning?	  I	  vilken	  aspekt	  då?	  	  
	  
Önskar	  du	  att	  dina	  medarbetare	  fick	  mer	  utbildning?	  I	  vad	  då?	  
	  
Hur	  märker	  du	  att	  kulturen	  har	  förändrats	  sedan	  ni	  började	  er	  resa?	  
	  
Kan	  man	  mäta	  kulturförändring?	  Hänger	  det	  ihop	  med	  förbättringsarbetet?	  
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Hur	  arbetar	  du	  för	  att	  förändra	  kulturen?	  
	  
Har	  ni	  någon	  hjälp	  av	  tavlan	  i	  ert	  arbete	  med	  ständiga	  förbättningar?	  
Impr.handling	  process.	  
	  
Förekommer	  förbättringsarbete	  som	  inte	  dokumenteras	  på	  tavlan?	  
	  
Om	  ni	  identifierar	  en	  utmaning	  på	  tavlan	  –	  hur	  hittar	  ni	  rotorsaken	  till	  problemet?	  
Metod.	  
	  
Value-stream	  thinking	  (Tas	  hänsyn	  till	  hela	  värdekedjan	  i	  KPI:erna?)	  
	  
Vilka	  är	  era	  huvudsakliga	  värdekedjor	  (huvudprocesser)?	  
	  
Görs	  några	  aktiviteter	  i	  era	  värdekedjor	  av	  andra	  aktörer	  inom	  koncernen?	  Hur	  	  
jobbar	  ni	  i	  så	  fall	  med	  att	  underlätta	  arbetet	  för	  varandra?	  Finns	  det	  någon	  som	  
äger	  hela	  värdekedjan?	  
	  
Hur	  arbetar	  ni	  med	  VSM:erna.	  Delar	  ni	  dem	  med	  andra	  team?	  Tänker	  man	  nuläge	  
och	  framtida	  läge?	  Finns	  kaizenbubblor?	  
	  
Lean	  Banking	  –	  metodologi,	  material	  
	  
Är	  det	  lätt	  att	  ta	  till	  sig	  det	  material	  Lean	  Banking	  tillhandahåller.	  Skulle	  det	  kunna	  
förbättras	  –	  språk	  –	  utformning,	  annat?	  
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Bilaga 2 

Intervjufrågor Scania 
	  
	  

1. Hur	  mäter	  ni	  framgång	  i	  leanarbetet.	  Revisioner?	  
	  

2. Ni	  säger	  att	  ni	  bedriver	  management	  by	  means	  istället	  för	  management	  by	  
results.	  Vad	  innebär	  det	  för	  mätningen	  av	  nyckeltal?	  

	  
3. Hur	  fungerar	  er	  förbättringsprocess?	  	  

	  
4. Hur	  kopplas	  tavelmötena	  till	  ständiga	  förbättringar?	  
	  
5. Hur	  bygger	  man	  en	  ständig	  förbättringskultur?	  

	  
6. Pulsning.	  Vad	  är	  det	  och	  hur	  fungerar	  det?	  

	  
7. Hur	  mycket	  blickar	  Scania	  ut	  –	  vem	  inspirerar	  er	  i	  världen.	  	  

	  
8. Vilken	  grundutbildning	  i	  Lean	  får	  era	  medarbetare?	  Har	  ni	  något	  generellt	  

utbildningspaktet	  för	  att	  en	  ny	  medarbetare	  skall	  komma	  in	  i	  kulturen?	  
	  

9. Hur	  hanterar	  ni	  språk	  /	  terminologi.	  Använder	  ni	  alltid	  det	  lokala	  språket	  
eller	  engelska?	  

	  
10. Hur	  bygger	  man	  Lean	  Thinking	  i	  en	  helt	  ny	  verksamhet	  som	  ex	  tillkommit	  

vid	  ett	  uppköp?	  
	  

11. Hur	  får	  man	  fram	  relevanta	  nyckeltal.	  Vilka	  parametrar	  mäter	  ni	  efter?	  
	  
12. Hur	  hemlighetsfull	  måste	  man	  vara	  angående	  sitt	  arbetssätt	  mot	  

konkurrenter?	  Vad	  skall	  man	  betrakta	  som	  företagshemligheter?	  
	  

13. Hur	  får	  administrerar	  ni	  Leanorganisationen	  m	  a	  p	  dokument,	  
utbildningsmaterial,	  verktyg	  och	  metodologi?	  Har	  ni	  någon	  strategi	  för	  
utformningen	  av	  materialet.	  

	  
14.	  Standarder.	  Hur	  jobbar	  ni	  med	  det?	  

	  
15.	  Kunden	  i	  fokus.	  Vilken	  kund	  ser	  ni	  då?	  

	  
16.	  VSM	  

 


