How Managers Use Goldratt's Theory of
Constraints to Improve Services Businesses

In today's competitive business environment, service businesses are
constantly looking for ways to improve their performance and deliver better
results to their customers. One powerful tool that managers can use to
achieve this goal is Goldratt's Theory of Constraints (TOC). TOC is a
management philosophy that focuses on identifying and eliminating the
constraints that limit a system's performance. By understanding and
addressing these constraints, managers can improve the flow of work
through their system and achieve significant improvements in productivity,
quality, and customer satisfaction.

The Theory of Constraints was developed by Eliyahu Goldratt in the 1980s.
It is based on the idea that every system has a single constraint, or
bottleneck, that limits its performance. Once the constraint is identified, the
system can be optimized by focusing on improving the constraint's
performance. TOC has been successfully applied to a wide variety of
industries, including manufacturing, healthcare, and financial services.

In a services business, the constraint is often a process or procedure that
limits the flow of work through the system. For example, a call center may
have a constraint in the number of operators who can handle calls. As a
result, customers may have to wait on hold for long periods of time. By
identifying and addressing this constraint, the call center can improve its
performance and provide better service to its customers.



Reaching The Goal: How Managers Improve a Services

the Gﬁl* Business Using Goldratt's Theory of Constraints

'?aﬁg““’_“"m by Ton Viet Ta

4.3 outof 5
Language : English
File size : 7645 KB
Text-to-Speech : Enabled
Screen Reader : Supported

Enhanced typesetting : Enabled
X-Ray for textbooks : Enabled
Word Wise : Enabled
Print length : 404 pages

&
<" DOWNLOAD E-BOOK B

The Theory of Constraints is based on a five-step process that managers

can use to identify and eliminate constraints. The five steps are:

1.

Identify the constraint. The first step is to identify the constraint that
is limiting the system's performance. This can be done by looking for
bottlenecks in the system or by analyzing data on process
performance.

Decide how to exploit the constraint. Once the constraint has been
identified, the next step is to decide how to exploit it. This may involve
investing in new equipment, training employees, or changing
processes.

Subordinate everything else to the constraint. Once the constraint
has been exploited, the next step is to subordinate everything else to
the constraint. This means that all other resources and activities
should be focused on supporting the constraint.
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4. Elevate the constraint. Once the constraint has been subordinated,
the next step is to elevate the constraint. This may involve investing in
new technology, improving processes, or hiring more staff.

5. If in the previous steps a constraint has been broken, go back to
step 1. If a constraint has been broken, it is important to start the
process over again. This is because the system will now have a new
constraint that is limiting its performance.

TOC has been successfully applied to a wide variety of services
businesses, including:

= Call centers

= Healthcare

= Financial services

= Education

=  Government

In each of these industries, TOC has helped managers improve
performance and deliver better results to their customers.

For example, one call center used TOC to identify and eliminate a
constraint in the number of operators who could handle calls. As a result,
the call center was able to reduce the average wait time for customers by
50%.

Another example is a healthcare provider that used TOC to improve the
flow of patients through its emergency department. As a result, the hospital



was able to reduce the average wait time for patients by 20%.

The Theory of Constraints is a powerful tool that managers can use to
improve the performance of their services businesses. By understanding
and addressing the constraints that limit performance, managers can
improve the flow of work through their system and achieve significant
improvements in productivity, quality, and customer satisfaction.

If you are looking for a way to improve the performance of your services
business, | encourage you to learn more about TOC. It is a proven
approach that can help you achieve significant results.
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S1vagelltel Barbara Randle: More Crazy Quilting With

Attitude - Unlocking the Secrets of Fabric
Fusion

A Trailblazing Pioneer in Crazy Quilting Barbara Randle, a true icon in
the world of textile art, has dedicated her life to revolutionizing the
traditional...

Lapax: A Dystopian Novel by Juan Villalba
Explores the Perils of a Controlled Society

In the realm of dystopian literature, Juan Villalba's "Lapax" stands as a
thought-provoking and unsettling exploration of a society suffocated by
surveillance and control....
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