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 A B S T R A C T  

The application of lean management principles in the service sector focuses on reducing 
waste and improving operational efficiency through time management, more effective 
resource management, and improved service quality. The service sector has unique 
challenges because it is more difficult to measure compared to the manufacturing sector. 
In the service sector, waste is often not obvious, such as customer waiting times or 
inefficient interactions, which can reduce service quality. The application of lean requires 
adaptation to service characteristics and the development of more complex indicators to 
measure performance. With the use of technology, employee engagement, and the 

application of lean principles such as value stream mapping, companies can identify  
waste and improve service process flow. Successful lean application will improve 
operational efficiency and service quality, which in turn will improve customer 
satisfaction and the company's competitiveness in an increasingly competitive market. 

  

 
INTRODUCTION 
As the industry becomes development competitive, 
many sectors are striving to reduce waste and 
improve operational efficiency, including the service 
sector. Lean management, which was originally 
applied in the manufacturing sector, is now being 
applied in various other sectors, including the service 
sector, to optimize processes and reduce waste. The 
concept of lean management focuses on maximizing 
value for customers by minimizing all forms of waste 
in every process (Gladysz et al., 2020). The 
application of lean principles is expected to improve 
operational performance, reduce unnecessary costs, 
and ultimately improve customer satisfaction 
(Vignesh et al., 2016). Lean application in the service 
sector faces different challenges compared to 
manufacturing, which need to be identified and 
addressed for optimal results. 

The application of lean management principles 
in the service sector has great potential to improve 
efficiency and productivity, but it is not free from 
various obstacles. One issue that is often faced is the 
difficulty in identifying and eliminating waste that is 
not directly visible in the service process (Radnor & 
Osborne, 2013). Unlike the manufacturing sector, 

waste in the service sector is often abstract and more 
difficult to measure, such as waiting time, quality of 
interaction with customers, or queue management 
(Suárez-Barraza et al., 2012). Lean approaches in the 
service sector need to be adapted to be more 
effective and in line with the characteristics of the 
services provided. 

One of the main problems in the application of 
lean management in the service sector is the difficulty 
in identifying waste in the service process. Waste in 
the service sector is often not physically visible, as in 
manufacturing, and engages variables that are more 
difficult to measure, such as service time, customer 
satisfaction levels, and the quality and quantity of 
interactions (Vignesh et al., 2016). This makes the 
implementation of lean principles in the service sector 
more complex as it must not only focus on reducing 
physical costs but also pay attention to quality and 
customer experience. A number of researches show 
that although lean principles can be applied in the 
service sector, the main challenge remains in how to 
detect and measure waste in a more abstract form 
(Stone, 2012). Lean approaches in the service sector 
require adaptation and innovation in service 
performance evaluation and measurement methods. 
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The application of lean management in the 
service sector often has difficulties in maintaining a 
balance between efficiency and service quality. Many 
service companies focus on reducing costs and 
operational time without compromising customer 
satisfaction. While lean management aims to 
improve efficiency, sometimes an overemphasis on 
reducing time or costs can reduce the quality of 
interactions with customers or the overall service 
experience (Leite & Viera, 2015). In the service sector, 
aspects such as friendliness, empathy and 
responsiveness play an important role in shaping 
customer perceptions of service value. Efficiency 
achieved at the expense of these aspects can damage 
reputation and customer loyalty in the long run. 
Research by Womack and Jones (2003) suggests that 
lean implementation in the service sector requires a 
more effective approach that emphasizes employee 
empowerment and improved customer value. Lean 
management is not only an efficiency tool, but also a 
strategy for continuous improvement of service 
quality and focusing on customer needs. 

The application of lean management in the service 
sector is particularly relevant to observe as this sector 
is experiencing rapid growth and plays an important 
role in the global economy (Melović et al, 2016). The 
service sector, such as banking, healthcare, and 
transportation, is an integral component of society's 
daily life. With the increasing demand for fast, 
efficient, and quality services, the application of lean 
principles that focus on increasing value and reducing 
waste has become very relevant in responding to the 
demands of the times (Alsmadi et al., 2012). While this 
sector has great potential to improve efficiency, the 
application of lean management in it is often 
hampered by the characteristics of services that are 
more difficult to quantify and manage compared to 
the manufacturing sector (Helmold, 2020). 
Implementing lean in the service sector requires an 
approach that is tailored to the unique characteristics 
of each type of service. Further studies on the 
application of lean in the service sector can provide 
important insights into how the principles can be 
adapted and optimized to meet the challenges. 

The aim of this research is to examine how lean 
management principles can be applied in the service 
sector to reduce waste and improve operational 
efficiency, taking into account the different 
characteristics of services from the manufacturing 
sector. The research aims to identify the challenges 
faced in the application of lean in the service sector 
and examine ways to customize lean approaches to 
be more effective in improving service quality and 
customer satisfaction, without sacrificing efficiency. 

RESEARCH METHOD   
The literature study approach to examine the 
application of lean management principles in the 
service sector aims to analyze various relevant 
sources to understand how lean is applied in this 
sector and the challenges faced. The literature study 
engaged the collection, analysis and synthesis of 
information from various journals, books, reports 
and articles that discuss the application of lean 
management in the service sector. This method 
provides a comprehensive overview of lean 
application in the service sector by combining 
findings from various existing studies. This is 
important because the service sector has very 
different characteristics from the manufacturing 
sector, and not all lean principles can be applied 
directly without adaptation. This research also 
highlights how lean approaches can be adapted to 
the specific needs and challenges that exist in the 
service sector (Liker, 2004). 

In this research, a literature study approach is 
used to dig up and critique various lean management 
implementation methods, strategies, and results that 
have been discussed in the existing literature. 
Previous research has shown that lean application in 
the service sector often requires a more flexible 
approach that is based on industry-specific needs, 
such as the healthcare, banking, and transportation 
sectors. By analyzing the existing literature, this 
research seeks to provide a deeper understanding of 
how lean principles can be used to improve 
operational efficiency, as well as identify waste in the 
service sector that may not always be immediately 
apparent. It can also provide insight into how 
companies in the service sector can adapt and 
implement lean principles effectively (Seddon, 2003).  
 
RESULT AND DISCUSSION 
Over time, the service sector has developed and 
become more complex, with a variety of challenges. 
The application of lean management in this sector 
leads to cost and time reduction, and focuses on 
creating greater value for customers (Schuh & Stüer, 
2012). Through the right approach, the service sector 
can optimize their processes by eliminating waste, 
improving collaboration between employees, and 
using the right technology to support efficiency 
(Chandran & Saleeshya, 2020). Service companies 
that successfully adopt lean tend to be more adaptive 
to market changes and have a stronger competitive 
advantage (Leyer et al., 2015). This discussion will 
dig deeper into how the application of lean principles 
in the service sector can bring significant changes in 
operations and customer satisfaction. 
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The application of lean management principles 
in the service sector can reduce waste and improve 
operational efficiency, while a major challenge lies in 
the characteristics of services that are more difficult 
to measure compared to the manufacturing sector 
(Seman et al., 2020). In the manufacturing sector, 
waste is often easier to recognize and measure, for 
example in the form of wasted time, excess 
inventory, or inefficient processes. In the service 
sector, waste is often more abstract, such as customer 
waiting time, inefficient interactions, or inconsistent 
service quality (Kocerova et al., 2022). Additional 
challenges arise because service outcomes cannot 
always be measured by uniform standards, and 
customer perceptions of service quality can vary 
widely. The application of lean in the service sector 
requires adaptation to the characteristics of service 
processes that are more dynamic and based more on 
human interaction (Womack & Jones, 2003). 

One important aspect of the application of lean 
management is the understanding and identification 
of waste, which includes unnecessary time, costs, 
and resources (Mahendran et al., 2018). In the service 
sector, waste can be seen in terms of time wasted 
while customers wait, protracted administrative 
processes, or even in the form of dissatisfaction felt 
by customers due to poor interactions (Siregar & 
Samodra, 2021). Using lean principles to identify and 
reduce this waste can improve operational efficiency, 
deliver more value to customers, and at the same 
time, reduce unnecessary costs (Helmold, 2020). For 
example, in the financial services sector, the use of 
technology to automate processes can reduce the 
time wasted in processing transactions, further 
improving efficiency (Stone, 2012). 

The application of lean in the service sector also 
engages in identifying the value offered to customers 
and focusing on creating that value by eliminating steps 
that do not directly contribute to the end result. Value 
in this context is defined as anything that customers 
truly value, such as speed of service, accuracy of 
diagnosis, or comfort when receiving care (Smith, 
2010). This is particularly relevant in the healthcare 
sector, where doctors' and nurses' time is valuable and 
should be optimally utilized. In this sector, wastes that 
need to be eliminated could include time wasted due to 
long queues, disorganized processes, or lack of 
coordination between medical staff (Parkhi, 2019). Lean 
principles such as “value stream mapping” can be used 
to analyze and optimize each step in the service process, 
reduce waste, and improve the quality of service 
provided (Liker, 2004). Lean not only improves 
operational efficiency, but also contributes to the 
achievement of key Health sector goals. 

Measuring wastage in the service sector is not an 
easy task. Measurement of wastage in the service sector 
is challenging due to the intangible nature of the output 
and is highly influenced by customer perception (Rosa & 
Broday, 2018). Compared to manufacturing, where 
physical output can be measured easily, the service 
sector faces greater challenges in identifying elements 
that need improvement (Krishnan & Parveen, 2013). For 
example, the quality of customer service or user 
experience cannot be measured with numbers directly, 
and is more subjective. To overcome this challenge, 
service companies often have to develop performance 
indicators that are more complex and based on long-
term outcomes, such as customer satisfaction or 
customer retention rates (Seddon, 2003). Lean 
approaches in the service sector require customization to 
be more relevant to the characteristics of this sector. The 
focus extends beyond process efficiency to a deep 
understanding of customer needs and expectations. 

Lean processes also demand improved employee 
engagement in decision-making to identify waste and 
design solutions. In the service sector, where 
interaction with customers is critical, employees who 
interact directly with customers often have insights 
that are very useful for improving processes (Salam & 
Khan, 2016). They are often an invaluable source of 
information for identifying non-value-added activities 
and providing concrete input on process 
improvements. In this case, the application of lean in 
the service sector requires the establishment of cross-
functional teams capable of assessing and eliminating 
waste at every stage of the service flow. For example, 
in the hospitality industry, more efficient check-in 
management by reducing unnecessary steps can 
improve customer satisfaction while reducing time 
wastage (Womack & Jones, 2003). 

The use of technology also plays an important 
role in the application of lean in the service sector. 
Technology can automate processes that used to take 
a lot of time, such as data processing or inventory 
management. In the logistics sector, for example, the 
use of automated tracking systems can reduce time 
wasted in the distribution process and inventory 
management. By reducing human intervention in 
administrative tasks, resources can be redirected to 
more important tasks and focused on customer value 
(Bicheno & Holweg, 2009). Technology not only 
improves operational efficiency, but also enables 
more accurate performance measurement, providing 
better insight into wastage that needs to be corrected 
(Nascimento et al., 2019). Data generated from 
various digital systems can be analyzed to evaluate 
process effectiveness, identify waste, and design 
evidence-based improvement solutions. 
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The application of lean in the service sector is 
not just about reducing time or costs, but also 
engages efforts to maintain high service quality. In 
the service sector, the value provided to customers 
is highly dependent on the quality of the 
interactions that take place, and wastage that occurs 
in the form of time or poor experiences can lower 
the overall quality of service (Gupta et al., 2016). It 
is important for organizations to maintain a balance 
between efficiency and quality in the application of 
lean principles. In the education sector, for example, 
while efforts to reduce waiting times or 
administrative processes are important, the quality 
of teaching and interactions between teachers and 
students should remain a top priority (Seddon, 
2003). The application of lean in the service sector 
can be designed to reduce waste, maintain and 
improve service quality. 

One more challenge in the application of lean 
management in the service sector is resistance to 
change. In sectors that rely on human interaction, 
such as hospitality or healthcare, the application of 
lean principles often requires a profound change in 
organizational culture. Employees who have become 
accustomed to traditional ways of working may find 
it difficult to adopt new methods or feel that the 
changes threaten their role in the organization. For 
this reason, it is important for management to 
provide appropriate training and create a culture 
that supports sustainable repair (Bicheno & Holweg, 
2009). A good understanding of the benefits of lean 
can help reduce resistance and encourage employees 
to more actively participate in the change process. 

It is also important to consider the adaptation of 
lean principles in the service sector taking into 
account the uniqueness of each sector. Lean is 
essentially a flexible framework, but its success 
depends largely on how its basic principles are 
translated into different operational contexts. In the 
education or healthcare sector, for example, the 
application of lean may engage changes to the way 
learning is delivered or patient management, which 
requires a different approach from other service 
sectors such as restaurants or banking. There is a 
need to adjust the method to not only focus on 
efficiency, but also on the long-term impact on 
service quality and user satisfaction. An overly rigid 
approach may not be suitable for these sectors, so 
there needs to be flexibility in the way lean is applied 
to suit the needs and objectives of each sector (Liker, 
2004). By understanding the uniqueness of each 
sector, lean can be adapted intelligently to deliver 
real improvements without compromising the 
quality or core values of the services provided. 

The application of lean management in the 
service sector has great potential to improve 
efficiency and reduce waste, but its success depends 
largely on the organization's ability to adapt lean 
principles in a way that suits the characteristics of the 
service (Smith et al., 2018). While the service sector 
faces more complex challenges compared to 
manufacturing, the application of lean principles can 
have a significant impact on improving service 
quality, operational efficiency, and customer 
satisfaction if done with the right approach 
(Kanakana, 2013). It is important for organizations to 
understand that lean implementation in the service 
sector is not just about cost reduction, but also better 
management of customer experience. Thus, the 
application of lean management in the service sector, 
while fraught with challenges, offers great potential 
for improving efficiency and reducing waste. The 
service sector has unique characteristics that make 
the application of lean principles more complex, but 
this does not reduce its effectiveness in improving 
operations (Damrath, 2012). In sectors that prioritize 
customer interaction and experience, such as 
hospitality or healthcare, lean management provides 
opportunities to repairing processes without 
sacrificing quality. The key lies in the flexibility to 
adapt lean principles to suit the dynamics of the 
service sector (Alalawin et al., 2022). 

For the application of lean to be successful, 
companies need to overcome barriers that arise, such 
as resistance to change or difficulty in measuring 
invisible waste. With a strong commitment from 
management and active participation from 
employees, the implementation of lean management 
in the service sector can help create more efficient 
processes, reduce waste, and ultimately improve 
service quality and customer satisfaction. Waste often 
cannot be seen in physical form, so it requires more 
precise measurement tools and approaches, such as 
direct observation, customer interviews, or analysis of 
user experience data. Ultimately, the application of 
lean in the service sector is not just about operational 
efficiency, but also creating more value for customers 
which is the main key to business success in this 
increasingly competitive world. Lean should be 
viewed as an overarching strategy to create a better 
customer experience. When service processes become 
smoother and barrier-free, customers experience 
immediate benefits that increase their satisfaction and 
loyalty. In an increasingly competitive and customer 
experience-oriented business world, proper lean 
implementation can be a strategic advantage that 
differentiates a company from competitors, making 
efficiency and quality two sides of one success. 
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CONCLUSION 
The application of lean management principles in the 
service sector has proven effective in reducing waste 
and improving operational efficiency. While the 
service sector has unique challenges that are not as 
easily quantifiable as those in the manufacturing sector, 
the lean approach can still be applied with adjustments 
to the more abstract characteristics of services. With a 
focus on eliminating waste, managing time, and 
improving service quality, lean management has the 
potential to deliver more value to customers and 
improve their satisfaction. This approach allows 
organizations to manage time and resources more 
carefully, while still maintaining service quality. 
Technology and active participation from employees 
are important factors in the successful application of 
lean in the service sector. By encouraging cross-
functional collaboration and building a culture of 
continuous improvement, service organizations can 
maximize the benefits of lean, create leaner 
processes, and deliver more value to customers. 

The application of lean management in the service 
sector has important implications for operational 
management in various industries, such as healthcare, 
hospitality, and banking. Unlike manufacturing, 
processes in the service sector rely heavily on human 
interaction and customer experience, so waste is 
often invisible. To achieve maximum efficiency, 
companies must be able to identify and reduce waste 
that is not directly visible in the service process flow. 
This requires close collaboration between technology, 
human resources, and procedures that have been well 
adapted for the service sector. The successful 
application of lean will encourage changes in 
organizational culture that are more oriented towards 
efficiency and improving service quality, which can 
further improve the company's competitiveness in the 
market. In the long-term, companies that successfully 
adopt lean in the service sector are able to provide 
fast, accurate, and satisfying services in the midst of 
increasingly competitive market competition. 

For the smooth implementation of lean 
management in the service sector, it is recommended 
that companies first conduct training for employees 
to understand the basic principles of lean and how to 
identify waste in the services provided. It is 
important to develop a measurement system suitable 
for the service sector, which does not only rely on 
numbers but also includes aspects of customer 
experience and service quality. The application of 
technology that can automate administrative 
processes and improve communication between 
cross-functional teams also needs to be considered to 
accelerate lean adoption in the organization. 
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