Applying Toyota Production System to Process Improvement
Activities for Outsourcing Services
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Abstract

This paper introduces a case study of Fujitsu’s Outsourcing Business Unit that has
successfully institutionalized the Toyota Production System (TPS) with the goal of
facilitating the KAIZEN activities of office workers. Omne of Fujitsu’s core outsourcing
services is its IT outsourcing service. We intend to improve our business process in this
field with the goal of providing higher service value and better quality of service to our
customers, and have adopted TPS as our guiding methodology for this activity. Since TPS
was originally developed for the manufacturing field, however, we had to adapt TPS to the
field of outsourcing services. The keys to success in this endeavor are visualizing tacit
service processes, applying standardized processes, and building on the accumulation of
improvements by using a system called “KAIZENGEAR” co-developed with Toyota Motor
Corporation.
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Fig.2-Example of process analysis by BPM-E.
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