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Course Introduction

In today’s fast-paced business environment, support teams play a pivotal role in delivering exceptional
customer experiences. Continuous Improvement (Kaizen) empowers support professionals to enhance
efficiency, reduce errors, and drive measurable performance gains. By fostering a culture of incremental
improvement, teams can proactively address challenges, streamline workflows, and implement innovative
solutions. Continuous Improvement (Kaizen) for Support Teams Training Course is designed to equip
support staff with practical tools, proven methodologies, and actionable strategies to optimize processes,
increase customer satisfaction, and achieve operational excellence.

Kaizen emphasizes collaboration, accountability, and sustainable growth by encouraging every team
member to contribute ideas for improvement. Leveraging real-world case studies and hands-on exercises,
participants will learn to identify inefficiencies, prioritize process enhancements, and implement
standardized best practices. By integrating data-driven decision-making, root cause analysis, and
performance monitoring, support teams will not only enhance internal operations but also deliver faster,
higher-quality service. This training ensures your team stays competitive, agile, and future-ready in an era
of evolving customer expectations.

Programme Curriculum

Continuous Improvement (Kaizen) for Support Teams Training Course
Introduction

In today’s fast-paced business environment, support teams play a pivotal role in delivering exceptional
customer experiences. Continuous Improvement (Kaizen) empowers support professionals to enhance
efficiency, reduce errors, and drive measurable performance gains. By fostering a culture of incremental



improvement, teams can proactively address challenges, streamline workflows, and implement innovative
solutions. Continuous Improvement (Kaizen) for Support Teams Training Course is designed to equip support
staff with practical tools, proven methodologies, and actionable strategies to optimize processes, increase
customer satisfaction, and achieve operational excellence.

Kaizen emphasizes collaboration, accountability, and sustainable growth by encouraging every team member
to contribute ideas for improvement. Leveraging real-world case studies and hands-on exercises, participants
will learn to identify inefficiencies, prioritize process enhancements, and implement standardized best practices.
By integrating data-driven decision-making, root cause analysis, and performance monitoring, support teams
will not only enhance internal operations but also deliver faster, higher-quality service. This training ensures
your team stays competitive, agile, and future-ready in an era of evolving customer expectations.

Course Duration
5 days
Course Objectives

Master the principles of Continuous Improvement (Kaizen) for support operations.
Identify and eliminate process inefficiencies using Lean methodologies.

Apply root cause analysis to recurring support challenges.

Utilize data-driven metrics to track team performance.

Enhance workflow optimization for faster ticket resolution.

Foster a culture of collaboration and accountability among support staff.
Implement standard operating procedures (SOPs) for consistent service delivery.
Integrate problem-solving frameworks to address complex issues.

Leverage customer feedback loops to improve service quality.

Utilize visual management tools like dashboards and Kanban boards.

. Apply time management and prioritization techniques for high-volume support.

. Develop continuous learning strategies for team skill enhancement.

. Build sustainable improvement initiatives for long-term operational excellence.
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Target Audience

Customer Support Representatives
Help Desk Technicians

Technical Support Analysts

Team Leaders and Supervisors
Service Desk Managers

Process Improvement Specialists
Quiality Assurance Analysts
Operations Managers
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Course Modules
Module 1: Introduction to Kaizen and Continuous Improvement

e Principles and philosophy of Kaizen

o Benefits for support teams and operations

o Difference between incremental vs. breakthrough improvement
¢ Aligning Kaizen with organizational goals



e Case Study: Kaizen implementation in a global IT helpdesk
Module 2: Process Mapping and Workflow Analysis

¢ Identifying bottlenecks in support processes

Creating process flow diagrams

Evaluating ticket lifecycle and resolution paths

Streamlining repetitive tasks

Case Study: Reducing average response time using workflow mapping

Module 3: Lean Techniques for Support Teams

e 5S methodology for organizing support workspaces

Waste identification in customer support

Value stream mapping for ticket handling

Lean tools for reducing errors

Case Study: Lean implementation in a multi-channel support center

Module 4: Problem Solving and Root Cause Analysis

¢ 5 Whys and Fishbone (Ishikawa) diagram

e |dentifying systemic vs. isolated problems

e Corrective vs. preventive action plans

e Collaborating with cross-functional teams

e Case Study: Resolving recurring technical support issues

Module 5: Metrics, KPIs, and Performance Monitoring

e Key support metrics

Data collection and analysis for improvement

Dashboards and reporting techniques

Setting actionable performance goals

Case Study: KPI-driven improvement in a SaaS support team

Module 6: Standardization and Best Practices

e Creating and updating SOPs

Knowledge base management

Training and onboarding of new staff

Best practices for consistent service delivery

Case Study: SOP standardization improving ticket accuracy

Module 7: Communication and Collaboration for Continuous Improvement

o Effective team communication techniques

e Encouraging feedback and idea generation

e Cross-department collaboration strategies

e Conflict resolution and problem-solving workshops

e Case Study: Collaborative improvement initiative in a customer success team

Module 8: Sustaining Kaizen and Future-Ready Support Teams

¢ Building a culture of continuous improvement



Recognition and reward systems

Continuous learning and skill development

Adapting Kaizen for remote or hybrid teams

Case Study: Sustaining long-term Kaizen initiatives in a multinational support organization

Training Methodology
This course employs a participatory and hands-on approach to ensure practical learning, including:

¢ Interactive lectures and presentations.
Group discussions and brainstorming sessions.

Hands-on exercises using real-world datasets.

Role-playing and scenario-based simulations.

Analysis of case studies to bridge theory and practice.
Peer-to-peer learning and networking.

Expert-led Q&A sessions.

e Continuous feedback and personalized guidance.

Register as a group from 3 participants for a Discount

Send us an email: info@fineskilltrainingcenter.com or call +254769199797

Certification

Upon successful completion of this training, participants will be issued with a globally- recognized certificate.
Tailor-Made Course

We also offer tailor-made courses based on your needs.

Key Notes

a. The participant must be conversant with English.

b. Upon completion of training the participant will be issued with an Authorized Training Certificate

c. Course duration is flexible and the contents can be modified to fit any number of days.

d. The course fee includes facilitation training materials, 2 coffee breaks, buffet lunch and A Certificate upon
successful completion of Training.

e. One-year post-training support Consultation and Coaching provided after the course.

f. Payment should be done at least a week before commence of the training, to FINESKILL TRAINING
CENTER account, as indicated in the invoice so as to enable us prepare better for you.

Upcoming Scheduled Sessions

Start Date End Date Location Price
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02 Oct 2026

Online

Online

Online
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Online

Ready to enroll or request a customized program? Book online or contact us:

Register Online Now

$1,100

$1,100

$1,100

$1,100

$1,100

$1,100

$1,100

$1,100

Email: info@fineskilltrainingcenter.com | Website: www.fineskilltrainingcenter.com
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