We started the session by talking on the following system for implementing customer requests in the software application. This is part of SDLC function that IT provides for the end users.
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The rules that govern this system are:

1. Arrival rate is constant = 1 Request/day
2. All Requests are of Standard size
3. No defect produced by any team
4. Items are processed in FIFO basis
5. Every team always take same duration per CR
The team has simulated the operation of the system to identify bottle necks through the following sheet.
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Observation:

· Lead time was ever increasing

· Throughput at 50% of the capacity

· System in unstable and non-predictable

The team identified the bottle neck at the second step; the team work a solution to twice the capacity of the second process step. The system showed tremendous improvement in terms of Lead Time, Cost per request and Throughput.
Observation was:

· Lead time was predictable at 4 days/ request

· Throughput at almost 100%

· System is stable and cost per request approaches $7

A little change made in the rule that instead of having fixed size of requests, we now have requests arriving according to uniform distribution with sizes Tiny, Small and Large. Tiny takes effort of half the Standard and Large takes double the standard.
The team made discussion of what changes should we make to this system before we can accept this change. We agreed let’s simulate and see the results.

Please refer to the following charts for the trend of the Lead Time in processing every request.
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The system has become indifference to the size of the request. The system became unstable and non-predictable. A Tiny request takes almost the same time to process as large!

We discussed the factors that possibly affect the performance of the system in providing predictable service to the users as part of the SDLC. This is shown in the following diagram.
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The input factors and process factors are inseparable and they can interact. Therefore changes in the pattern of these factors could have undesired impact on the performance.

Kanban board helps us understand the interaction of those factors by daily following up the flow and locating the bottlenecks.  This mechanism allows us to make changes in the process that avoids the bottle necks and therefore increase the quality and throughput.

