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This thesis has been made in cooperation with Metropolia University of Applied 
Sciences and private health care service provider in Finland to improve the 
organization's sales and customer process. The purpose of this thesis is to study 
whether the Lean development method works in the development of occupational 
health sales and customer processes in company X. Moreover, this thesis examines 
why it is important to develop these processes from the productivity perspective. The 
aim is to bring out information that company X can apply to its practical work in the 
future. The research method was action research which used qualitative research 
methods. The study was conducted in 2023. It consisted of four Lean workshops that 
were organized in company X by the researcher and in which employees from 
different parts of the company X participated. Participants were from the invoicing, 
sales and customer management teams, among others. After the Lean workshops, 
the participants were interviewed using a semi-structured interview. The framework of 
the study contains information about development work in general and sales and 
customer processes in general. The framework of the study contains general 
information about development work, sales and customer processes. Furthermore, 
the framework takes a closer look at the Lean management philosophy. The 
research resulted in a documented process diagram which have been utilized in 
company X's practical work and implemented in the company. The process 
description clarifies how sales and customer service are handled in company X and 
what things should be into more account. In the company X action research results 
showed that the commitment of the management were hoped for more towards the 
development work done in the company. In other words, the development work 
should be taken into account in company X's business strategy so that the company 
has a clear outlook of what and how things want to be developed in the future. The 
Lean workshops were also perceived as useful and they were hoped to continue. 
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1 Introduction 

Have you noticed that the sales and customer industry has changed in the last 

years and the change has been fast? Sales is the organization's way of offering 

services and products to customers. The things we sell to customers has 

changed, digitalization has begun to be a big part on sales industry, customers 

are more aware of what they want and which they are entitled to, these 

industries have become more competitive and more changing year by year.  

(Laine 2015. 9-11) 

1.1 Purpose, aims, objectives 

It is important that companies keep up with the change and develop in such a 

way that they are able to meet the needs of customers however, so that it is 

profitable for the organization. This thesis was made for a private health care 

service provider, which is referred to as company X. Purpose of this thesis is to 

study whether the Lean development method works in the development of 

occupational health sales and customer pro-cesses in company X. Also with the 

purpose of study why it is important to develop these processes from the point 

of view of productivity. The aim is to bring out information that can be used in 

practical work in the future in company X.  

All the employees no matter where they work are entitled to occupational health 

care services in Finland by the Finnish law. Occupational health is mostly 

preventive and it`s created to support employees work capacity for their whole 

work career, usually the contract also includes the treatment of the diseases 

(Website of the Occupational Safety and Health Administration in Finland). 

Occupational health care can be organized either by a public sector or, more 

commonly, by a private health care service provider. Occupational health 

services are offered by several private companies and the competition for 

customers is fierce. 
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 In Finland occupational health care system is quite unique if you compare it 

with other countries. This system is sometimes hard to understand for 

companies who have employees in Finland and are entitled to provide them 

occupational health. Because companies don`t always understand why 

occupational health is mandatory and how it works it`s even more important that 

the process is smooth and meets the customer's needs and that the customer 

understands what they are buying. (Website of the Occupational Safety and 

Health Administration in Finland) 

The action research was done qualitatively by interviewing company X 

employees after four Lean workshops they attend in the spring of 2023. 

Workshop participant were members of different teams of the company X but 

they all work somewhere in the sales and customer process. The purpose of the 

Lean workshops was to improve the company X sales and customer process 

and also study whether the Lean method is suitable for private health care and 

occupational health care process.  

The analysis and results showed that Lean workshops had positive effects on 

the sales and customer process. Flaws in the process were also highlighted, for 

example accurate metrics were missing and internal awareness in company X 

of the whole process was weak. Company X's commitment to the development 

project and taking the results into practical work were felt to be the most 

important. 

2 Literature and knowledge 

In this chapter we discuss the literature and knowledge of the study. The 

literature and knowledge consists of literature and scientific articles. In the 

theoretical reference is brought up what are the typical features of the sales and 

customer industry as well as the development process and the development 

work carried out in organizations. The literature and knowledge is assembled 

based on what would benefit action research conducted in the study. I feel that 

writing the theory about development work and opening up the management 
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philosophy of Lean supported my action research, making it of a higher quality 

as a whole. The theory part brought out well how to proceed in the development 

of prose according to certain steps. The description of sales processes, on the 

other hand, helped to understand what is important to take into account in that 

process. All in all, the theory summed up what kind of flow efficiency the sales 

process should have in order for it to be as productive as possible. 

2.1 Sales and customer industry 

The market, operating environment and customers have changed in sales 

industry in last years. Customers’ purchasing power has increased and the way 

of buying has changed. Purchasing power means how many commodities can 

be purchased with available wealth. The whole sales process is more self-

directed, and customers do not want to be disturbed unnecessarily. 

Organizations and seller have to develop their old ways to meet customer 

needs. Customer's requirements are often aimed at the seller and the 

organization, but all branches of the organization for example marketing and 

billing must also develop in order to make the purchasing process smooth. 

(Laine, 2015:9)  

Technology and digitization have made it possible for customers to be 

independent and get a lot of information before the purchase process officially 

begins from internet (Laine, 2015:10). Today's operations of companies are 

largely based on information and its management (Ojasalo, Moilanen and 

Ritalahti, 2014) Customers no longer need a single solution to their problems, 

but how solutions are sold matters even more to them. About 60% of customers 

have made purchase decision before the conversation with the seller. This is 

not only a bad thing but enables the development of the sales industry 

(Adamson, Dixon and Toman, 2012).The way organization and seller sells 

matters because customers often feel organizations offer them identical 

products. Most of the customer cares more about how they are sold than what 

is sold to them. (Dixon and Adamson, 2011) 
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Usually when sales doesn`t reach the goals, sales activity is increased by the 

organization for example sellers start to call to the customers. Instead of 

increasing activity, it would be good to think about how the organization could 

actively increase sales and that it would be more proactive as a whole. For 

sales to work proactively, the organization needs good customer understanding. 

High-quality, relevant and fact-based customer information will be an important 

competitive advantage for the organization and sales development. (Laine, 

2015:14-17) 

2.1.1 Organizational culture 

The sales and customer industry change requires knowledge of the current 

state of the industry. In many organizations it is understood what should be 

done differently for change, but the organizational culture slows down 

development. Organizational culture is an invisible force that guides people's 

thinking, behaviour, attitudes and actions. The organizational culture must first 

be understood in order to bring about change. (Laine, 2015:11-12) Otherwise, 

even if the functions change, there will be no change in the way people work if 

they do not understand the reason for the change (Hannus, 2003) 

The operating environment is changing rapidly, and organizations are required 

to carry out continuous development work in order to succeed in the market. 

Good organizations are those that adapt to change, but the best are those that 

drive development for-ward themselves. Such companies are called engines of 

development. Organizations need constant development work for example for 

financial reasons. Development can help organization to grow, improve their 

profitability and entering new target markets. Development work can improve 

also their operations and processes. It can also improve understanding of 

customer needs.  (Ojasalo et al. 2014:12-14) 

2.2 Development process 

The development work done for the organization is often described as a 

process and as in typical of the process, it moves according to certain steps. It 
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has certain steps and it proceeds in a certain way. The simplest steps are 

planning, implementation and evaluation. The stages help to keep the 

development systematic and with the stages it is easier to stick to the agreed 

schedules. However, sometimes the stages are not easily distinguishable from 

each other and you may even have to go back between stages. (Ojasalo et al. 

2014) 

All organizations have different processes, whether formal or not. Processes 

are needed because the work in the organization is done in processes. In 

general, all organizations have at least the main processes, such as the sales 

process, while some companies may have thousands of different processes for 

all possible functions. (Mådig and Åhlström, 2018:28&29) 

The most important steps in the development process are identifying the 

development target and understanding the phenomenon under study. In the 

development work done for the company, it is important to think about what are 

the expectations and what the goal of the development work is. (Ojasalo et al.  

2014:22-24) 

In her book in chapter two “Kehittämistyön menetelmät”, Ojasalo et al. presents 

eight steps of development work. Defining the researched phenomenon and the 

goal is actually the first of eight steps in the development work process. 

Important in the first step is to identify the organization's development needs 

although the development work usually comes as a given from the organization. 

The development work can be problem-based or based on the need for reform. 

Problem-based development work looks for a solution to a specific problem, for 

example system malfunction. While renewal-based development work like this 

thesis aims to develop a certain function in the organization, such as a new 

process. When the topic of the development work is clear, preliminary goals can 

be set for it. The final goals often only come when more information and data 

related to the phenomenon under study can be collected. (Ojasalo et al. 

2014:26-32) 
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In the next steps, we start looking for information regarding the phenomenon 

under investigation and define the development work. Acquiring background 

information is really important so that you don't accidentally start developing the 

wrong things. Good development work requires knowledge of the company and 

the history and current status of the process being investigated. After this, it is 

precisely determined what the development work is aimed at. Development 

work is often difficult to define and is often given too big and overarching goals. 

Development work should be defined in such a way that its goal is clear and 

possibly even monitor able with different metrics. Good indicators are, for 

example, sales figures or customer satisfaction (Ojasalo et al. 2014. 28-33) 

When the development work has a solid database, the development approach 

can be chosen. These are steps four and five of eight steps of development. In 

the database, the most important theories and models related to the studied 

phenomenon are brought out. Theories and models help to find the key 

concepts for development work. The concepts help e.g. in communication of 

development work, finding a right development approach and structuring the 

phenomenon. The right development approach is comprehensively related to 

the goal of development. Different approaches are, for example, case study, 

action research, constructive research, service design and innovative 

production. The development work ultimately determines the best approach. 

(Ojasalo et al. 2020:34-39) 

The last three steps are mostly activities that support development work. Think 

about things like what kind of information and what information is needed about 

the development work and what kind of methods supporting development work 

could be used to collect such information. Different development work methods 

are, for example, surveys and various interviews. In development work it is 

important to remember that it is a social event that requires discussion and 

interaction to get the best results. Even better if customers, employees and 

other stakeholders can be involved from the beginning of the development 

work, in which case everyone's needs and wishes regarding the work can be 

taken into account (Toikko and Rantala, 2009).   
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After the development work is done, there is still the sharing of the results and 

the evaluation of the development work. It is good to think about both of these 

through the development work before giving the final report (Ojasalo et al. 

2014:40-49). The evaluation of the development work is its own process. In the 

process, the planning, organization and implementation of the work is 

evaluated. Finally, the results of the development work will be presented. 

Presentations take place more commonly in various seminars or reports. 

(Toikko et al. 2009:82&85) 

2.3 Lean 

When talking about Lean, we must mention Toyota Motor Corporation and 

Toyota Production System (TPS), which has been the foundation of Lean 

management philosophy. It all started when Toyota could not afford wrong 

investments because of the bad economic situation after the Second World 

War, so Toyota developed their own production system TPS and started to 

invest in understanding the needs of their customers more than resources. 

What, when and in what quantities the customer wants the product? Toyota saw 

flow as their production process and this is where the term flow efficiency 

originated. (Mådig et al. 2018:69) 

Toyota tried to get rid of anything that could potentially reduce flow efficiency 

and maximize the chain of value-producing activities. These slowing factors are 

called in Lean “waste”. They identified seven different waste in their processes: 

unnecessary production, unnecessary waiting, unnecessary transportation, 

unnecessary work, unnecessary storage, unnecessary movement of employees 

and unnecessary errors. (Mådig et al. 2018) 

Toyota and TPS have received a lot of praise and have been studied to improve 

company productivity. Due to a lack of resources, Toyota was forced to focus 

on customer needs and develop its flow efficiency and. eliminate unnecessary 

waste. This is the core of the Lean management philosophy. Today Lean is also 
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used a lot in industries other than industry, for example procurement and sales. 

(Mådig et al. 2018) 

2.3.1 Lean method 

Lean is based on the thought to improve the flow efficiency of various processes. 

With lean, the company can reduce the additional work of employees and stop 

unnecessary waste (Mådig et al. 2018). Lean means shortening the required time 

and making the time we need more predictable. The way to reach the desired 

result is based on research for many years, and on the other hand natural laws 

(Torkkola, 2015). 

Lean thinking is a management philosophy and operational strategy originally 

developed in Japan. The idea behind the Lean management philosophy is to 

eliminate processes that are so-called "wastes", i.e. to eliminate unproductive 

activity/activities and to simplify activities. By removing these "wastes", the aim is 

to improve service quality, improve efficiency and customer satisfaction. 

(Torkkola, 2015) The goal of Lean is to minimize the loss of sales and invest in 

things that generate value for the organization and the customer. (Laine 2015:14-

17) 

Lean recognizes eight forms of waste waiting, over/under production, 

unnecessary motion, over/under processing, defects, unnecessary 

transportation, excess inventory and unused creativity of team members. There 

are three kinds of waste Muda, Mura and Muri. Recognizing the loss is a way to 

raise the issue. Eliminating waste aims to create value for the customer and 

improve flow efficiency. (Mådig et al. 2018) 

Lean is not only procedures and tools. The best results have come when it is part 

of the company's management philosophy and operational strategy. Lean is 

therefore a strategy for achieving goals, to support which various methods and 

tools have been developed. Operating models and tools are, however, an 

essential part of Lean. (Mådig et al. 2018) 
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2.3.2 Flow efficiency 

Flow efficiency is an essential part of the Lean method. In addition to flow 

efficiency, there is also another form of efficiency so there are two types of 

efficiency in the world. The most traditional of these is resource efficiency and 

the other is flow efficiency which Lean is based on. Resource efficiency aims to 

utilize all resources as well as possible for example, this has been used a lot in 

industrial sector, where tasks have been broken down into smaller parts and 

given to different functions of the organization to work with. The other's 

characteristic feature of resource efficiency is that one function of the 

organization repeatedly performs similar work. The unit of measure of re-source 

efficiency is how much a resource is used relative to a certain period of time. 

Flow efficiency, on the other hand, focuses on an organizational unit and 

customer and is measured as the processing of flow units in a certain period of 

time. Usually the shorter the lead time the better. Good processes are needed 

for flow efficiency. (Mådig et al. 2018:7-16) 

The word process comes from Latin and means "moving forward". Moving 

forward means refining or developing something. In Lean, the one who moves 

forward is also called a flow unit. Flow unit can be material, information or 

person. If you want to understand the flow efficiency, you have to create the 

processes by looking at the flow units. Lean and flow efficiency focuses on how 

much value a flow unit gets from each organizational resource. (Mådig et al. 

2018:17-21) 

In the process, you can define its start and end. This is important to be able to 

measure the lead time. The process consists of different stages through which 

the flow unit progresses. The stages of flow efficiency include, for example, 

value-producing activities. Value-producing activities refer to those activities 

during which the flow unit develops in some way. In order to recognize the 

value, the need must be known, in order to know the need, it is necessary to 

know and define who the customer is. There are two types of needs: an 

immediate need, which is usually something concrete, and an indirect need, 
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which is more the subjective experience of the customer. (Mådig et al. 2018:22-

28) 

In order to find the reason why the organization does not reach the best flow 

efficiency, we need to understand the laws of Lean. Lean includes various laws 

that emerge in the processes. According to Lean Little's law the turnaround time 

depends on the time spent on a single work task and the amount of unfinished 

work. The second law is based on the bottleneck phenomenon where the steps 

of the process that limit the throughput are studied. According to the law of 

bottlenecks, the more bottlenecks, and the longer the lead time. The last law is 

about the effect of variation on processes. Studies show that the greater the 

variation in the process, the longer the lead time. Based on these laws, we are 

able to do different things to improve flow efficiency. (Mådig et al. 2018:34-45) 

A book “The machine that change the world” was published in 1990. The 

authors of the book James Womack, Daniel Jones and Daniel Roots showed in 

the book with their study that Toyota reached a better efficiency level than its 

competitors. According to them, Lean consisted of four areas: teamwork, 

communication, efficient utilization of resources and elimination of waste, and 

continuous improvements. (Mådig et al. 2018) 

Nowadays, there are several different definitions of Lean and Lean is no longer 

as strongly associated with Toyota as it was before. 

2.3.3 Lean tools 

The efficiency matrix helps us understand where our organization is located on 

the matrix and which definition of Lean is best for us, especially if the 

development work is not about mass production. In the efficiency matrix there 

are four different places where the company can be located: Efficient Island, 

Lean (The perfect state), Wasteland and Efficient Ocean. Upper left corner 

Efficient Island means that the company has high resource efficiency but low 

flow efficiency in services, this often means a long waiting time, which does not 

bring value to the customer. Lower right corner Efficient Ocean towards it 
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means high flow efficiency but low resource efficiency in this place the customer 

is the most important.  Wasteland is in the matrix a place that many companies 

do not want to be in. There bottom left corner, both resource efficiency and flow 

efficiency are low. Upper right corner Lean is the perfect state. There, the 

resuspension efficiency of the company is as high as the flow efficiency. It's 

really hard to get to this level, but at this level everything works In addition to 

these, the efficiency matrix distinguishes whether the company has low or high 

resource and flow efficiency. (Mådig et al. 2018) 

Companies can be located anywhere on the matrix. The most optimal space for 

the company would be in the upper right corner. In practice, however, it is 

impossible to get here because it would mean that the company would know all 

the current and future needs of its customers and company resources should be 

fully reliable and flexible even in rapidly changing situations. (Mådig et al. 2018) 

How to place a company on the efficiency matrix? Organizations can 

themselves choose which part of the matrix they would like to enter. However, 

in order to get to the state they want, companies must take into account that 

getting there is affected by the company's strategic choices. Company`s 

business strategy determines what kind of value the company wants to give to 

its customers and what things the company wants to focus on. The location of 

the company can also be changed with the matrix if there are changes in 

resource or flow efficiency. (Mådig et al. 2018) 
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Figure 1. Efficiency matrix 

A3 Problem- Solving- A Resource Guide is a Lean method where all the most 

essential things are recorded on A3 size paper. This tool has strong roots in 

Toyota. A3 includes background, current conditions, goals/objectives, analysis, 

proposed measures, implementation plan and monitoring. A3 guides thinking 

and since the method is visual it helps to keep things logical. (Torkkola, 2015) 

Gemba walk is a Japanese word which means the most valuable place and 

according to Gemba, the most valuable place is where practical work is done. 

Gemba walk is a method of Lean and the purpose of Gemba is to familiarize 

better with the process being studied by going on site and getting to know the 

practical work and how the pro-cess works. (Mådig et al. 2018) 

One of the most famous Lean tools is value stream map. Value stream map 

visually describes which things generate value for the customer. It also 

calculates the total time spent and points that could generate more value to 

customers. There are typically two value stream maps one from the current 

state and the other from the target state. (Torkkola, 2015) 



17 

 

 

3 Implementation 

3.1 Method 

Scientific research can be either quantitative or qualitative. However, both 

scientific studies aim at the same goal that planned and systematic information 

is produced using approved methods. The chosen research method should fit 

the phenomenon under investigation and the research questions set for it. 

(Silveman, 2014:6-10) 

Qualitative research method has been used in this thesis research. The 

greatest strength of the qualitative research method is that it allows you to study 

newer phenomena for which there is not so much data yet. (Silveman, 2014) 

When we do develop work it is important to identify different development 

methods and know how to use them. Rapid changes in the operating 

environment challenge companies in a new way but also bring opportunities. 

One big competitive factor nowadays is innovation. Innovations can be 

technology-led innovations or social innovations. Social innovations mean ways 

of working, new practices and changing practices into routine.  Companies are 

required to constantly renew themselves and be agile. Method knowledge helps 

companies to be innovative, renew themselves and agile. Method knowledge 

consists of different knowledge and skills. Good method knowledge helps to 

limit the development work to the most essential. Method knowledge also 

includes presentation of results with the help of documents and presentations. 

(Ojasalo et al. 2014) 

This thesis has been carried out with qualitative research method. Qualitative 

research is a type of scientific research whose try to understand the 

phenomenon under investigation. The goal is to create a new theory and get to 

test it. The purpose is to follow the traditions of scientific research methods: 

when the theoretical reference framework is set, philosophical questions are 

considered and an answer to the research problem is sought. The results of 
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scientific research are often presented in the scientific community's research 

publication. (Ojasaloet al. 2014) 

Qualitative research is a big research field which can be approached from many 

different perspectives. In continental Europe and the United States, the 

approach is also different. 

Qualitative research is concept sensitive because it is where you work and 

interact with people. It is complicated by the fact that both the researched and 

the researcher have a unique and subjective experience of social reality one of 

the characteristics of qualitative research is that it is based on the subjective 

experiences of individuals and their re-view. In qualitative research, theories are 

not formed so much as exemplary data about how the phenomenon occurs in 

reality. The occurrence of the phenomenon in reality can also be called a 

theoretical generalization Theoretical generalization can be used in research 

like theory. Qualitative research is bound to time and place. (Puusa, 

2020:59&101) 

3.1.1 Utilization of qualitative research in organizations 

The use of qualitative research methods in organizational and management 

research began to become more common in the 1970 century and in recent 

decades qualitative studies have increased significantly. It has been 

scientifically proven that this has increased the theory and methodology 

possibilities in research. (Toikko et al. 2009) 

Qualitative research is important in organizations because the topics are often 

invisible and abstract. They must be studied by familiarizing oneself with the 

interaction between people and the study of interaction. (Toikko et al. 2009) 

Along with qualitative research, organizations have also started to do more 

cultural research on organizational culture. (Toikko et al. 2009) 
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3.1.2 Qualitative research data collection methods 

Qualitative research has a goal towards which the researcher wants to 

progress. The goal affects what kind of material the researcher wants to collect. 

It also affects how the collected material is interpreted and understood. There 

are different qualitative research data collection methods. Each method has its 

own characteristics, strengths and weaknesses. A good researcher knows how 

to choose the best data collection method based on what is most appropriate 

and best suited to the situation and goal. (Puusa and Juuti, 2020) 

The most used qualitative research data collection methods are interviews. As a 

method, interviews focus on people's thinking and consciousness. The method 

aims to collect information on the basis of which plausible conclusions can be 

made regarding the phenomena under study. The interview always reflects the 

subject's subjective experiences, while the analysis of the interview itself 

reflects the researcher's subjective thinking. Research conducted as an 

interview is a social construction. Social construction means interaction through 

different actors and the phenomenon that is the object of research. Different 

interview styles are structured, semi-structured, theme interview, open 

interview, in-depth interview, reflective interview and group interview. Interviews 

can be held face-to-face or remotely, for example by phone call (Puusa et al. 

2020:103-111) 

In this thesis has been used semi-structured interview as a qualitative research 

data collection method. 

Semi-structured interview 

In qualitative research it is always customary to justify why a certain data 

collection method was chosen for the research. The interview was chosen as 

the method be-cause there was a lot of interaction with people in the research 

especially during work-shops. (Puusa et al. 2020) 
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Semi-structured questioning was chosen as the method because we wanted to 

get possibly new information from the participants in the workshops. The 

participants also came from different groups, so it was believed that more 

information would be obtained with open-ended questions (Puula 2020).The 

subject area was also quite new and because of that structured interview 

seemed like too restrictive a method. (Ojasalo et al. 2014:41) 

In semi-structured interview the questions are have been prepared in advance 

and they are the same for everyone. Questions are based on previously 

acquired theoretical knowledge. However, the answer options are open. Open 

answers also make it possible to bring out something that the researcher has 

not thought of herself. (Puusa et al. 2020) 

Theme interviewing was another method I thought of. In a themed interview, the 

questions and answer options may change as the research progresses. 

However, this method was eliminated due to lack of time and resources. Also 

we wanted to keep the subject area limited, and it was feared that a themed 

interview would make the research too sprawling. (Puusa et al. 2020) 

3.1.3 Data collection 

Interviews can be held face-to-face or remotely and in this research the 

interview was carried at company X's premises or remotely via Teams. An 

invitation to the interview was sent to each participant separately by e-mail after 

the workshops. The interview was semi-structured and included four questions 

that the participants could answer openly what they wanted to bring out. 

I also used observation as one data collection method. It is one good data 

collection method in qualitative research if you want to know more about how 

people act in certain situations (Hirsjärvi and Hurme 2009:212). During the 

action research, I observed, among other things, how the participants practically 

do their work. 
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3.1.4 Qualitative data analysis 

In qualitative research, the analysis starts already at the procurement stage. 

This is because the researcher's preunderstanding greatly influences the 

acquisition of the data and for data analysis. For this reason, it is important that 

the researcher understands in advance the knowledge and belief she has on 

the subject (Puusa et al. 2020). It is important to avoid forming opinions or 

hypotheses before the results have been analysed (Silverman, 2014:110). 

The analysis aims to understand the phenomenon under study and to create 

possibly new information. There are different ways of analysing qualitative 

research data for example content analysis, grounded theory and narrative 

analysis. Content analysis is better known in quantitative research, but it can 

also be used in qualitative research In content analysis, categories are created 

based on the collected data, which are numerically marked with the number of 

times something appears in the data. A grounded theory is a well-explained 

explanation of the phenomenon under study that has been discovered at using 

the scientific method and has been repeatedly confirmed through observations 

and experiments. Grounded theory is inductive, that is, on the basis of scientific 

research, the aim is to make a generalization or theory out of the phenomenon 

under study. The subject of narrative analysis can be, for example, a text or an 

interview. In narrative analysis, the data to be studied is broken down with the 

help of concepts, terms and perspectives related to narrative and narrative 

theories. In narrative analysis, core narratives or type narratives are often 

created, which can be used to show what kind of general ways of thinking and 

acting, meanings and attitudes are related to the things that are the subject of 

the narrative. (Silverman, 2014:115-129) 

This research was analysed by content analysis. The data has been reviewed 

by examining its similarities and differences. The material to be analysed is 

written material collected on the basis of interviews. Content analysis is a text 

analysis, so the researched material must always be written. Content analysis 
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helps to get a summary of the phenomenon under study (Puusniekka and 

Saaranen-Kauppinen 2006). 

3.2 Context 

It is based on four workshops that were organized in the spring of 2023. Each workshop 

lasted three hours and was organized in the organization's premises. The workshops 

were approximately every two weeks. The purpose of the workshops was to improve the 

organization's sales process. People from different teams of the organization participated 

in that workshop. There were people from sales, the customer team, invoicing, nursing 

staff and IT.  

In the first workshop the participants introduced themselves and went through 

their work tasks. We felt it was important to understand what role everyone 

played in the sales process. In all four workshops we had two facilitators who 

ran and designed the work-shops. Facilitators are also responsible for the 

participants reaching the set goal together with different methods. In these four 

workshop we only used Lean method. 

We think about the working group's goals and general goals for the 

development of the process. Next the list what people from the workshops 

brought up: Superior customer experience, minimization of invoicing errors, 

clear contracts, internal cooperation, understanding of what one's own actions 

affect the whole, how to make buying easy, consideration of root causes, 

smoothness, s, automation (especially the right automation), agreed game 

rules, moving things forward and introducing them to teams as well. In the first 

workshop In the first workshop we used Lean method called Gemba. Gemba is 

Japanise word and means way of working, where we go to examine the 

problem in practice. In our workshop this meant that we went through the sales 

process from start to finish. 

In the first and in the second workshop we focused for finding and recording 

wastes in the sales process. We wrote the wastes on the wall with a post-it 
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notes. We archived everything in OneDrive, where we had created a common 

folder for our group. 

Research questions were 

1. How important it is to develop occupational health sales and customer 

processes? 

2. Does lean work as a development method in the health sector? 

3.3 Population 

The population of the study was company X's seven employees who 

participated in Lean workshops. All seven participants were offered the 

opportunity after the workshops to participate in a semi-structured interview live 

or in Teams. The researcher interviewed each one individually. The interviews 

were analysed and finally the results were published anonymously. 

3.4 Benefactors 

Before starting the development work and the workshops, we mapped out the 

needs of company X and its customers. The feedback came mainly verbally and 

by e-mail, after which we built the framework for our development work and 

Lean workshops based on them. The management of company X had also set 

certain goals for the development work. The management's wish was mainly for 

an improvement in sales figures and a decrease in complaints from customers. 

3.5 Current state analysis 

This thesis is based on action research done in cooperation with company X. 

Action research the emphasis is on getting new information about the 

phenomenon being studied, but also on changing the practical work. Action 

research is often used in the development work of organizations, and it is 
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important to involve the company's employees in development work and to get 

interaction between the participants (Ojasalo et al. 2014:37).  

The request for the development of developing sales and customer processes 

has come from the management team of company X due to sales results and 

customer complaints. Action research include planning, implementation of four 

workshops, collecting data and documenting the results and presentation of 

research results. The action research utilized the Lean management philosophy 

because after we had charted what we wanted to develop we thought what 

would be the best development method for our development work. We decided 

to use Lean method because research show that Lean is a working method 

when we want change some function, process, etc. in the organization 

(Torkkola, 2015). Lean was also selected as a method due to the researcher's 

own interest and expertise. 

Researcher was responsible for organizing a workshops in company X. As a 

researcher I hired another facilitator with me to help organize the workshops, 

who was also an employee of company X and part of the process being 

developed.  In the end, we had a pretty free hand in planning and implementing 

the workshop. We started by opening the company X development process 

(Figure 2.) 
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Figure 2. Company X development process opened with Gemba  

To open the company X development process we used Gemba walk and the 

purpose of Gemba walk is to familiarize better with the process being studied 

sales and customer process of the company. So we went to see the practical 

work in company X and wrote down our observations and other people's 

withdrawals. 

Company X development process had eight steps. Each step had a title and a 

more detailed description of the content of the step. The eight steps were: 

Planning, Go and see, Value, losses and target state, Prioritization of the 

problem to be solved, Problem solving, Workshops, Continuous developing and 

Best practices for sharing. The first two steps focus on data collection and 

planning, it is important to understand the company's current situation and 

needs before starting development work. In the next steps, the focus is on 

solving the phenomenon under study and thinking about possible further 

development steps and how the results can be used in practical work. 

After we opened company X development process and after we had done the 

first step, planning we started to plan who we would include in the development 

work and work-shops. It was important to involve people from different stages of 

the sales and customer process to get as comprehensive a study of the 

phenomenon under study as possible.  When we had decided the workshop 

participants and company X had agreed to resource them for development work 

we scheduled the four workshops to the calendars of all participants. 

3.6 Progress 

We used Lean method in all our workshops. Lean is actually management 

philosophy were efforts are made to make operations more efficient by reducing 

unnecessary aspects of the processes. This thesis was born from the need of a 

real company to develop its sales processes. There wasn`t any ready-made 

development methods of operation, but the development work was given 

completely free hands. Nothing completely similar and concerning the same 
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subject area had previously been done in the company X. The aim of such 

research development is to solve problems arising from practical work and to 

create new practices. Research development requires active interaction with 

participants and the use of different methods. To support the research, 

information is collected systematically and critically. Presenting the work to 

different target groups moves the development work forward. (Ojasalo et al. 

2014) 

3.6.1 The first Lean workshops 

In the first Lean workshop each participant introduced themselves and told their 

job description and how it relates to the sales and customer process being 

developed. We also collected the expectations and wishes of the participants 

regarding the development work. Moreover we agreed on how often and where 

we would meet. We came to the conclusion that it was good to keep the 

workshops as close together as possible so that the things discussed are not 

forgotten and the workshop would be held in company X's premises. In the end, 

the workshops were about two weeks apart. In the first workshop we also went 

through the terms used in the process because it is important to talk about the 

same thing in development work.  

All workshops were documented and all the material was saved on OneDrive, 

where we had a common group and which all participants had access to. 

Permission had to be requested from the researcher to access the folder in 

order to protect the material. We agreed that all participants could use the 

material freely for internal purposes of company X, but for anything else 

permission should be sought from the researcher. Material that we felt others 

would also benefit from would be added to the entire company X shared 

OneDrive workspace. For daily conversation we used Teams or e-mail.  

3.6.2 The second Lean workshop 

Second Lean workshop focused on step three in the development process value, waste 

and target state. We also went through the current state of sales and customer process 
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and value recognition. Together with the participants based on these we listed things 

that would be realized in the target state.  

The target state listed in the second Lean workshop: 

 Superior customer experience 

 Minimizing billing errors 

 Clear contracts 

 Internal cooperation 

 Understanding how your own actions affect the whole process 

 How to make buying easy for customers 

 Thinking about the root causes 

 Fluency 

 Automation (especially properly done automation) 

 Agreed game rules internally 

 Moving things forward and introducing them to the other as well in 
company  

 

After we had listed the target state we defined the customer of our development work. 

The final customer for the development work was new customers and current customers 

of company X.  

Finally after defined the customer, we went through what kind of metrics we have in use 

in company X and what kind of metrics are needed in order to monitor and verify the 

development work. There were quite limited metrics and monitoring focused on sales 

figures and individual customer feedback. We decided that we will start monitoring 

customer feedback more systematically and we will also start counting the working time 

of an individual employee that goes into customer complaints. 

3.6.3 The third Lean workshop 

In the third Lean workshop we reviewed company x's value and waste for the customer. 

The value is divided into two parts, quality and price in company X. The customer's 

perceived value is the difference between the benefit they received and the sacrifices 

made. Customer experience is other hand the difference between perceived/received 
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and expected quality from company X, but experiential quality is only one dimension of 

quality. 

We did a value stream board for company X Figure 3 which also reflects the company 

X's flow efficiency. The value stream board described who does what at which stage of 

the sales and customer process and how long it takes to do the work. On the board we 

defined the main goal, customer and systems used in the process. After that, the 

participants could put on the board loss/waste and solution they felt it was important to 

high-light. We are also looked for Kaizens from the value stream, i.e. points in the 

process where it would be especially possible to eliminate waste and increase value for 

the customer. 

 

Figure 3. Value stream of the customer and sales process in company X 

On the other hand, waste was defined as an activity that does not produce 

added value from the customer's point of view, is waste. Wasteful activities such 

as storage, waiting and correcting errors should be reduced, as they use 

resources unnecessarily and slow down the flow. We collected the points of 

Kaizen from the value stream board and listed company X`s waste in Figure 3. 

As you can see from the Figure 3, there was waste in sales and customer 

processes in all forms of Lean waste. 
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Figure 4. Company X waste board 

The waste table helped to find process wastes even better and more clearly. The waste 

board also opened a discussion among the workshop participants about what and how 

the process could be developed. 

3.7 Action taken 

3.7.1 The final workshop 

At the final workshop we gathered together all the data from the previous Lean 

workshops and went through the data in a condensed manner among all 

participants. Because there was a lot of data and follow-up measures, we used 

the prioritization matrix and root cause analysis to review the results. Both tools 

help with prioritization and to prevent problems from recurring. 

To compile the results from the workshops we used Lean tool called A3 which is 

a continuous development tool that is also structured and standardized. A3 is 

based on PCDA thinking. PCDA means plan-do-check-act. I and my co 
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facilitator made our own A3 base to company X which we used. However, the 

A3 base was made exactly according to the instructions of the Lean method. 

The base included the title, background information about the workshop, goals, 

current status, analyses, plan, responsible persons and schedule. 

 

Figure 5. A3 Problem-Solving- A Resource Guide  
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Value stream (Figure 3. Value stream of the customer and sales process in 

company X) and A3 (Figure 5. A3 Problem-Solving- A Resource Guide) were 

the process diagram of our development work and with them we showed how 

the process steps could be handled more efficiently in company X. The 

participants could implement in their practical work and introduce new methods 

of operation to their colleagues who were also involved in the process at 

company X. We distributed these to the management team of company X and 

after that further development points were introduced to different teams in 

company X. 

 

4 Results 

In this chapter we presents the research results through research questions. 

The participants' interviews were conducted face-to-face at the premises of 

company X or via Teams by the researcher and the interview answers are also 

written down by the researcher. The research data has been processed by the 

researcher and here the results are presented anonymously. The content 

analysis helped us to notice that there are significantly more similarities in the 

research data and the participants' interviews to focus on than there are 

differences. 

How important it is to develop occupational health sales and customer 

processes 

All participants agreed that it is very important to involve employees in the 

development process of the company. Developing work is part of every 

employee in the present day (Ojasalo et al. 2014). Employees usually have the 

best understanding of practical work and how everything affects everything. It 

was felt that involving the employee helped to focus better on essential matters. 

It was also felt to be important that the participants were from different parts of 
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the organization in order to utilize as much knowhow and knowledge as 

possible. 

“So that practical matters must also be taken into account in the 
development of pro-cesses. It is important to hear how things really 
work and which areas affect each other. In general, involving 
different experts in the development work increases understanding 
and gives an overall picture. It is important to know how your own 
work affects the overall picture. Where the matter comes to your 
desk and where it goes from there, and what they affect” 

“Employees have a lot of experience specifically in practice, i.e. 
how current processes work and how they don't work. It is 
important that sales processes and all other pro-cesses are 
designed so that the people who use them can influence their 
development, so that they serve the purpose as well as possible.” 

It also emerged that development process were really good place to get to know 

people who participate in the process in some way. This lowers the threshold to 

ask for help in the future and makes work easier when you know who to ask for 

things. Remote working in particular has distanced people from each other. 

“So that the overall picture of the combined effects becomes clearer 
to everyone. In addition, the faces become familiar, and with the 
workshop, the threshold to contact internally to clarify things is 
lowered, because you know who to contact. Thanks to this, it will be 
easier to avoid certain challenges in the future that will ultimately 
affect the customer experience.” 

The participants listed a lot of the same things about what were the most important 

achievements of the Lean workshop. These things were among others: growing under-

standing and engaging people in development, people were given the opportunity to 

influence and participate in improving their own work. Workshop also increases 

motivation to develop your own work. It was also important to be able to understand 

one's own part and its possible development, so that things would run better. Together 

participants felt that collaboration internally and finding the most important development 

targets were one of the main things of the Lean workshop. 

“Internal cooperation, understanding the whole, i.e. how all the 
functions eventually fit together. Final effect on companies' 
customer experience.” 
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“Growing understanding and engaging people in development. 
People were given the opportunity to influence and participate in 
improving their own work. It also increases motivation to develop 
your own work. It was also important to be able to understand one's 
own part and its possible development, so that things would run 
better.” 

“We found the most important development targets. The fact that 
we got together to think about things has certainly brought a few 
new ideas about subcontracting, for ex-ample, on the sales side, 
and how to talk about them with customers.” 

“Process development, ideation together” 

The final question was did the participants think that the process develop and how it was 

reflected in their own work. Many thought that the structures of the organization at the 

moment seem to be such that there is no capacity to make massive development leaps 

right now. But they also believe that the threshold to be in contact has been lowered and 

through editing one's own work, some things have certainly been smoothed out. Also, 

the general increase in understanding has brought a sense of the whole, so that perhaps 

at an earlier stage, you can communicate with your colleague and consider the possible 

effects of the activity. 

“The structures of the organization at the moment seem to be such 
that there is no capacity to make massive development leaps right 
now. But I would believe that the threshold to be in contact has 
been lowered and through editing one's own work, some things 
have certainly been smoothed out. Also, the general increase in 
understanding has brought a sense of the whole, so that perhaps at 
an earlier stage, you can communicate with your colleague and 
consider the possible effects of the activity.” 

“Some new operating models have been introduced, and they have 
brought a little relief to my own work. However, bigger changes are 
just coming, so at the moment not much can be seen in my own 
work.” 

“I think yes. Collaboration internally in customer care has improved, 
and I believe it will also be reflected in the customer experience for 
customers.” 
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Does Lean work as a development method in the health sector 

The lean workshop received a positive reception. It was considered important that the 

workshop was well planned and the facilitation of the workshop and, of course, the 

recording of achievements. The Lean method was perceived to help focus on essential 

matters, and with its help it was also possible to highlight problem areas in various 

processes.  

“Useful, and very opening up the process, when all the points are 
looked through and the problem areas are clearly seen.” 

“Very well. What is important is planning and facilitation and, of 
course, recording achievements. The assignments were really clear 
and through them many development targets were achieved in a 
good spirit. There was also a wide-ranging understanding of what 
everyone could possibly do better in their own work.” 

“I think the Lean method worked well. It helped to focus on 
essential issues, and it also helped to highlight problem points in 
various processes.” 

4.1 Trustworthiness 

This paragraph discusses the reliability of research, qualification and verification 

of results. The following were chosen as indicators of the success of the 

development work 

• Development of the sales process more productive for company X 

• Lean is a working development method for company X 

At first I reported to the management on the results of the Lean workshops and I 

was immediately asked for the next Lean workshop as a whole so it can be 

stated that the development work was successful. Lean workshops will continue 

to be seen at company X. Another thing to be defined as a metric was that the 

sales process would develop so that it would be more productive for the 

company. Productivity was studied in terms of where the employee's time is 
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spent. We measured this by the number of customer complaints before and 

after the Lean workshops. 

Qualitative research methods semi-structured interviews were used in the 

action re-search, so the reliability of the research and validity are challenging to 

determine and the terms are strongly linked to the quantitative research method 

(Hirsjärvi, Remes and Sajavaara, 1997:217). Qualitative research still has to be 

evaluated somehow. I have tried to accurately describe and document the 

stages of the entire development work so that the research would be reliable 

and valid. 

Below is a description of the main steps of the development work and the 

development schedule. 

Table 1. Development schedule 

 

4.2 Ethical concerns 

Since this thesis is based on working life, in addition to the ethical rules of 

science, the ethical rules of the business world are also related to it. The 

development work must be of high quality and such that the results can possibly 

be used in practical work. In my mind, the biggest ethical question in this thesis 

is related to the interaction between people. It is also important to make sure 

that the participants know what is being studied. (Ojasalo et al. 2014:48-49) 
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In accordance with good research ethics and GDPR (General Data Protection 

Legislation), everyone who participated in the workshop received information 

sheet about what kind of research they are participating in and its conditions 

(Apendix 2). After the participants had had time to familiarize themselves with 

the information sheet, a voluntary written research permit was collected from 

each of them by which they agreed to participate in the study (Apendix 3). The 

processing of research results and personal data was also precisely agreed 

with Metropolia University of Applied Sciences, company X and the participants, 

how, where and who stores information. The researcher is responsible for 

keeping the interview data secure and deleting the data within a certain period 

of time after the study. The anonymity of the participants was taken care of in 

the study. 

The lean method is also new in company X. The company X is also not 

committed to the Lean management philosophy, but is only being utilized in 

individual workshops. Knowledge regarding Lean is therefore the responsibility 

of individual employees, 

In such a thesis, which is made for an organization, there is a risk that the 

participants feel obliged to participate in the research. All participants are 

employees of one company. Forcing is not a good thing, especially when the 

participants are expected to be honest. Some of the data is also confidential 

from a business point of view and since not all the data could be imported into 

the thesis, this also affects the reliability of the thesis. 

The company's customer was not included in the development work so part of 

the sales process was missing. On the other hand, one of the measures of the 

study was related to the study of the company's productivity, which was studied 

on the basis of customer complaints. 

In qualitative study there are always possibility that the researcher's awareness 

and opinion may affect the research. However, I try to limit this by trying to be 

aware of my pre-understanding of the subject. I tried to listen and record as well 
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as possible the experience of all participants from the workshop and based on 

that, compile and present the results with as open a mind as possible. 

There are only used Finnish and English materials in this thesis study. Because 

of this, some good studies may have been left out of the thesis. On the other 

hand, since the topic is specific occupational health care, it is possible that no 

books and studies could have been found. 

4.3 Utilization of results/suggestion for future development 

The sales figures of company X were one of our metrics mostly due to the wish 

of company x's management. New customer acquisition and how many 

customers we lost were the sales figures we observed. These numbers did not 

change much during the monitored period. Putting the results of development 

work into practice often takes some time, and this is probably precisely because 

new operating models have not yet been implemented everywhere. We already 

prepared for this at the beginning, which is why other metrics were also taken 

into the development work. 

Another perhaps better measure of development work was the reduction of 

customer complaints. I have asked participants to collect customer complaints 

quantities before the workshops. These emerged most clearly in the work of the 

invoicing department, where almost every invoice was complained about before 

the workshops. After the workshop customer complaints clearly decreased and 

in some cases they stopped al-together. It was also felt that sales had sold 

things that had not been able to be offered to the customer. However, the 

workshop helped improve internal cooperation (regular meetings, understanding 

of others' job descriptions), which was also felt to have improved sales' 

understanding of the services being sold to the customers. 

The company's customer satisfaction survey was found to be somewhat 

incomplete and it was hoped that it could be developed to be more informative 

in the future. It was not taken as a measure because it could not be 
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distinguished from what exactly the customer had given points, i.e. what 

customer satisfaction consisted of. 

The other measurement was use of participants` working time. This was related 

to the customer complaint meter. In other words, it was measured whether the 

development of the sales process in the workshop helped to save the 

employee's working time. Measuring this is also at the same time measuring 

cost efficiency for the company. We mainly calculated how much working time 

the reduction in customer complaints freed up employees' time for other work. 

The result we got was that the reduction in com-plaints freed up the work time 

especially of the Lean workshop participants who were part of the company X 

invoicing team by 1-2 hours a week. 

Because the second research question concerned the operation of the Lean 

method in the development of the sales and customer processes of a private 

health care service provider, we also wanted to give it its own metrics. The 

success of the Lean workshops was studied by the commitment of the 

participants. All employees participated in the lean workshops voluntarily in 

addition to their own work. According to this metric, the Lean workshops were 

perceived as useful, the participation rate was at least 88%, and in most of the 

workshops 100% of the participants were present. Feedback that came up in a 

few workshops was that the workshops could have been a little shorter and 

more frequent, it would not have been necessary to repeat in such depth and 

there would have been more time for new ideas. 

During the workshops it was noticed that one aspect of the sales and customer 

process had been completely forgotten and there was no information about that 

part of the pro-cess. Luckily, this was already noticed in the second lean 

workshop and the representative of the process had time to tell about her own 

job description and its effect on the course of the process. Unfortunately, he 

didn't have time to participate in the workshops because they weren't scheduled 

in time.  
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Otherwise, more participation from nursing staff, nurses and doctors was hoped 

for. The problem with including them is that they do billable work, so the 

decision should come from the management level, so that the development 

work compensates the costs of the work not done. This is also related to the 

strengthening of the management's commitment to the development work 

carried out in company X.  

It was also felt that more would have been gained by involving the customer in 

the development process. By interviewing from the customer's point of view 

whether the workshop had an impact on the sales and customer process and 

what possible wishes they would still come up with. Now the customer's voice 

came up only in customer feedback. 

The last measure used to study the functionality of the Lean workshop 

concerned the utilization of the results of the workshops in company X in 

practical work. The company X has used the results of the workshop in practical 

work, so it can be said that the development work was successful. Company X's 

management team was also so satisfied with the Lean workshops that they 

requested the same for the development of another process. The development 

of sales and the customer process is such a big process in the organization that 

not everything was completed, but the development work had to continue in 

company X, which also required the management's commitment to the 

development work. 

4.4 Conclusions 

Overall the development work for company X was a success. Development 

work aims to improve a product, process or method (Ojasalo et al. 2014). 

Company X's development work succeeded in improving the company's sales 

and customer processes. The action research, i.e. the Lean workshops, were 

also successful and the participants found them useful. 

At the beginning of the Lean workshops, we stated that company X's reporting 

is largely based on sales figures. However, in our workshop participant’s 
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opinion, the sales figures did not tell the whole truth so we also wanted to 

include other measures for the success of the process. We set our own metrics 

for both research questions. The meters were monitored for a fairly short time 

from around spring 2023 to the end of 2023. In addition to sales figures, we 

followed the development of the process by the number of custom-er 

complaints and the freeing up of an individual employee's working time for other 

work. The success of Lea's workshops was measured employee engagement 

and participation in Lean workshops and utilization of the results of the Lean 

workshops in company X. 

The measures of the development work were defined as 

 Sales figures 

 The reduction of customer complaints 

 Use of individual employees’ working time 

 Employee engagement and participation in Lean workshops 

 Utilization of the results of the Lean workshops in company X 

 

 

The workshops received a lot of praise from the participants and were quoted 

all the way up the management ladder. It was important that the development 

work was well documented and the metrics set for it. With the help of metrics, it 

was possible to demonstrate the profitability of the development work for 

company X and to commit the management of company X to follow-up 

measures. 

However, I think the biggest sign of the success of the development work was 

the fact that I was already asked for the next set of Lean workshops regarding 

company X current customers and related processes. 
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4.4.1 Follow-up actions 

Usually, the development work does not end with getting an answer to the 

research problem. You have to decide to stop the study yourself after the 

results have been re-ported and you are at the conclusion that your study is 

finished. However, the end of the study may be the beginning of another study 

and usually at least the study is followed by follow-up actions. (Alasuutari, 1994) 

Development work and Lean workshops raised several different follow-up 

actions for company X. One of the most important was regular reporting to 

management and commitment of management to development work. This is 

important so that the development work and doing it is also part of company X's 

business strategy and that the development work goes in the company's 

desired direction. This was supplemented by the improvement of the reporting 

tools and the clarification of what the management wants to be reported. 

Other follow-up actions were the distribution of information to the various units 

of company X, increasing training and internal cooperation. For this, it is 

important to name responsible persons and schedule schools and meetings in 

people's calendars. 

4.4.2 Self-assessment 

The Lean workshops and whole development work were successful and useful. 

The sales process of company X could be improved through development work 

and the Lean method was so effective that company X want to use it in the 

future as well. In addition, I feel that the planning and implementation of Lea's 

workshop was a useful learning experience for my own career. The biggest 

benefits of the development work have been the improvement of company X's 

sales figures, the reduction of complaints and the freeing up of employees' 

working time for other tasks. 

Although the planning and implementation of Lean workshops were done during 

working hours, I found them a bit challenging in addition to my own work. The 
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development work would require its own time and the fact that it could be done 

in peace. However, I am satisfied that the topic of sales and processes interests 

me a lot and I was able to implement Lean workshops on them. Complaints 

decreased considerably after Lea's workshops, which brought profitability to the 

company. 
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Appendices 

BODY OF THE SEMI-STRUCTURED INTERVIEW 

A report of the functionality of Lean workshops in customer and sales 

processes. The researcher interviews. 

Interviews at company X premises, Teams or over the phone. 

The researcher writes down the answers. 

Interview questions  

1 Why is it important for the organization to involve employees in the 
development of the company`s customer and sales process? 

2 How did you feel Lean method in the 2023 workshops? 

3 What do you think was the most important achievement of the workshops? 

4 Have the process improved after the workshops and how does it show in 
your own work? 
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PARTICIPANT CONSENT FORM   

 

 


