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[bookmark: _Toc100833182]Chapter 1: Introduction
1.1 Background Information
In today’s day and age, the business environment has become increasingly complex and challenging. The external environmental factors have impacted and forced various organisations to constantly improve their capabilities and adapt to changes so that the uncertain and challenging conditions can be effectively handled by the small and medium scale organisations. To stay competitive in a business environment, Correia et al. (2021) stated that operations management is going to be one of the most important areas that is likely to influence the success of the SMEs. They have to consider various aspects which need to be continuously improved including delivery schedules, production cost, supply relations and productivity in almost every department of the organisation. To drive these changes, adopting the right kind of managerial and leadership skill is essential. 

Found et al. (2018) argued that in small and medium scale enterprises across the world, there have been deficiencies in management and leadership skills. These deficiencies are leading to some of the key constraints impacting the overall business performance in the sector. Effective management practices can help explain the differences pertaining to underlying international variations, firm level performance and key performance indicators pertaining to financial growth and prosperity. There is also very little evidence in past literature regarding the influence of leadership and management skills and adoption of best management practises on ultimately shaping the business performance of small and medium scale organisations in a global context (Sartal and Vázquez, 2017). 

1.2 Significance of the Research 
Achieving operational excellence may be a major prerequisite for small and medium scale organisations operating in different sectors. Nearly 80 to 90% of small and medium scale enterprises throughout the world have used either six Sigma or lean methodologies to achieve operational excellence. However, only 30% of these companies have been successful in achieving expected results. Schaefer et al. (2021) stated that the rate of success or failure in achieving operational excellence outcomes depends on the managerial and leadership skills that are implemented within the organisation. Effective management systems, management best practices, leadership style and leadership skills are highly required in the SME to remain competitive in the market and understand the market conditions so that they can mobilise the available resources to the extent that it helps them achieve the goals and objectives in the market. Sarvari et al. (2021) suggested that one of the most important ways to achieve operational excellence is by using improvement initiatives and tools like excellence models. However, most of these organisations have failed to benefit from these improvement initiatives because the senior managers and the leaders of the organisation lack a clear understanding of what, how and where aspects of models.


1.3 Purpose of the Research 
There are three important purposes for carrying out the research. First, it is important to identify the role of operational excellence in allowing small and medium scale enterprises to remain competitive in the market. At a time when the customer needs and requirements are constantly changing and uncertain environmental conditions like the COVID-19 pandemic have change the very nature of organisational operations, achieving operational excellence has become a major factor that can contribute to the growth and prosperity of a small and medium scale organisation, which may be a backbone for various national economies around the world (Stankalla, Koval and Chromjakova, 2018). Second, it is important to identify the managerial and leadership skills which are required in small and medium scale organisations around the world to help achieve operational excellence. 

Sahoo and Yadav (2018) stated that different small and medium scale organisations would require diverse leadership and managerial skills which is a unique concoction of its own. No two concoctions are the same and they are different for different companies operating in different sectors. However, even when there is diversity at the micro level, Isoherranen and Ratnayake (2018) argued that one cannot deny the role of leadership skills and management capabilities which are similar across sectors. The primary purpose of the research is to identify the managerial capabilities and leadership skills which can be implemented in diverse sectors without falling prey to the debate of sectoral individuality. 

Finally, it has been argued by Al-Eida (2020) that the available literature on skills and management capabilities within the small and medium scale enterprises around the world is played with a number of loopholes. To start with the argument put forth by Aguilera and Treviño (2019), The available literature not only lacks proper evidence but also is somewhat partial and limited. Hence, qualitative data will be collected from various managers and leaders operating in the small and medium scale organisations regarding their views of how to achieve operational excellence Specially when operating in the small and medium scale sector on a global platform. 





1.4 Aim, objectives and research questions 
1.4.1 Research Aim 
The aim of the research is to identify the role of management and leadership skills in achieving operational excellence in small and medium sized enterprises.
1.4.2 Research objectives 
The objectives of the study are as follows: 
● To evaluate the importance of operational excellence in small and medium scale enterprises. 
● To identify the specific leadership and management skills that are required in SME to achieve operational excellence. 
● To identify the extent to which these leadership and management skills can be implemented in various small and medium scale enterprises irrespective of the sector in which they are operating. 
1.4.3 Research questions
1) What is the necessity of operational excellence in small and medium scale enterprises?
2) What are the leadership and management skills required in SMEs for achieving operational excellence?
3) How can leadership and management skills be implemented in SMEs in every sector?
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Chapter 2: Literature Review
This review falls under the "Critical Review" type, as it is more concerned with analysing previous research than generating new knowledge through direct research. The researcher has taken a number of approaches in reviewing the literature. One approach that is considered is to include the articles and their date that have been recorded. Another is to create a document with all of the tags and then try to find other articles that are on the same topic by searching google scholar. Another approach the researcher has used is just to browse through each of the article's abstracts and see if they are what this project is relevant to. The researcher has chosen to review the articles and journals which seemed to provide useful information on operational excellence, entrepreneurship and/ or work life balance. Researchers believe that these articles will provide helpful insight into the operational excellence field, which can be challenging given the reality of professional life and the ever-growing demand for information within this field.

Operational excellence in SMEs is an important factor in SMEs strategic decision-making process. According to Carvalho (2019), these organisations need to improve their operational excellence to be able to compete against other more established firms. However, this can prove to be a difficult task for an SME as it will require the firm to upgrade its operational procedures and processes.     
To achieve operational excellence, businesses and facilities tend to acquire and practise some of the practices such as Lean Manufacturing or Six Sigma.  Lean Manufacturing is a style of business that can be used to increase efficiency and improve profits. This assumption is consistent with the Found (2018) findings. He found that businesses utilising the practice of operational excellence were 44% more likely than a control group not using this system, which had shown a 19% increase in net profit. 
In their contribution to the discourse Wojtkowiak and Cyplik (2020), defined operational excellence as practices and methods that improve productivity with processes being identified as the building block. This definition applies to many aspects of any business and has benefits not just in manufacturing such as improvised inventory management, but also in areas such as customer service.
To understand the concept of operational excellence, it is important to grasp what it is not. Operational excellence does not mean "perfect or even excellent". As indicated by Lerche (2020), OE consists largely of the "concepts of workflow, continuous improvement and quality management”. These are the three main principles that are used in all types of business to improve efficiency, reduce waste and increase productivity (Leksik et al., 2020). The idea behind operational excellence is to improve the efficiency and effectiveness of processes to be able to maximise profit or at least reduce loss. It does this by the means of the six-sigma method (Issar and Navon, 2016).
Increased cost-efficiency through better inventory management is one of the advantages of operational excellence. It also enables organisations to increase earnings by decreasing waste and enhancing workplace efficiency. It assists in resolving workplace problems much more rapidly (Gólcher-Barguilet al., 2019). Furthermore, operational excellence also benefits the customers by delivering effective fast solutions, and lastly, it provides organisations with a much more streamlined process which enables a smoother expansion (Gólcher-Barguilet al., 2019). The benefits of operational excellence are primarily focused on the idea that intext needed operational effectiveness is important to the survival and continued operation of a company. Like many other things, operational excellence has come down to how efficiently and diligently a company performs. It is seen by many as a management tool that helps measure the performance of an organisation. The idea behind operational excellence is that it ensures efficient operations, better quality, and improved efficiency all within competitive markets (Leksik et al., 2020).

Operational excellence is a key element of Total Quality Management. It can be defined as "the process of meeting customer requirements through efficient operational effectiveness.
To be effective, operational excellence must be built upon four elements: This would ensure that they were using standard operating procedures and having a basic understanding of the processes they were to perform and how they would impact overall operations (Mitchell, 2015). In essence, it meant that employees were becoming more knowledgeable about the processes and operations in place, which also meant that there was consistency among all employees as to how each process should be performed (Carvalho et al., 2019).

The process of implementing operational excellence in a business has its challenges.  A lot of companies fail to adopt the changes that are necessary to ensure better performance and the success rate is low. This leads to the stagnation of the company's growth (Issar and Navon, 2016).
According to Mangla (2020), when companies focus on one area or product instead of continually improving operations across all aspects. The prioritisation and concentration of resources towards one area can be detrimental to another that needs help, causing the overall operation to suffer because there is not enough time spent on it as a whole. By addressing all areas during the transition, companies can benefit by providing more opportunities for other areas and products in the company to grow at a faster pace, which will increase profitability across multiple aspects (Mangla et al., 2020).

There are several reasons why companies fail to achieve operational excellence: The first challenge that companies try to overcome is the implementation of this process. The change in processes and optimization will require a lot of time for people who were used to working differently in the past, but with proper training, this can be accomplished. Workflows need to be changed into new processes and automated systems will help with this. Information is transferred from the accounts to other departments, managers know what is going on, and all of the data is easily accessible. This ensures that the company knows about errors in response time or production hours; if they cannot see what the quality problems are at any time, they cannot remedy the problem in time (Manglaet al., 2020).

The productivity improvement of these systems is greatly affected by how well they are installed and how efficiently they are used. The companies need to keep an eye on how much time it takes to use these machines, if they don't want them to be used by people further down the pipeline, you need to make sure that the processes being automated are easily followed. With proper training, employees can follow the process and ensure that everyone is working from the same information. The proper training does not have as great an impact on people as long as it has been done once so there is no need for this process to be repeated in every company (Fontes, 2016).

One problem of achieving operational excellence is the lack of awareness in the senior leadership team. If they do not know the importance of it or believe that it is a goal that can easily be accomplished, then it will not be undertaken. Management must see how this plan will directly affect the company's overall performance and future growth. They must also understand how implementing ways to make this happen will increase efficiency and profitability, as well as how success in this area will lead to higher customer satisfaction rates (Manglaet al., 2020).

Another factor that makes implementing operational excellence difficult is an organisation's inability to change its culture. The culture at an organisation is shaped by the history of the people who come forward. If these people have been doing things a certain way for many years and may not be flexible enough to change, then implementing operational excellence will prove difficult if not impossible (Fontes, 2016).
The main challenge has been to create a pathway of how they can work to improve their operations. They need to implement a process that is going to lead them through the improvements.

It is also important for them to address the overhead costs and get rid of inefficiencies, as well as work on ways to be more productive. The company has been able to see success after implementing these processes and becoming more productive in the areas of quality control, security, safety and supply chain management. As per Fontes (2016), The next step for the company is going to be around creating a culture of creativity and innovation amongst employees. They are going to have this as an operating value for people who are hired so that it becomes part of their daily tasks and not something that just occurs occasionally.

Leadership skills are one of the most important aspects of achieving operational excellence, there are commonly five most considered leadership skills for an operation to be able to reach excellence, and those are, establishing a vision, leading in times of change, engaging and inspiring the workforce, engaging with other leaders and being consistent (Sony, 2019). The last one is the most important of all. It is only when leaders are consistent in their actions that they can effectively have their stories heard and believed and can perform their roles. Consistency is an important leadership skill to master because it supports trust from both employees and others. When an organisation aspires to achieve operational excellence, they need a leader who can consistently make the right decisions, face the right challenges, inspire others to act with integrity, build on past success and identify opportunities for growth (Edgeman, 2018).
According to Carvalho (2019), one of the greatest challenges for leaders is how to lead in times of change. The pace of change today is much faster than it has ever been before. Hundreds of dynamic concepts and ideas are available for the improvement and operational enhancement. Leaders need to be able to recognise change, see it as an opportunity, and engage like-minded people in the process of finding solutions. Consistency is important because it is the glue that holds people together when times are changing so rapidly (Oakland, 2014). 
As per Sehnem (2019), the leader's behaviour must be consistent with their words, there is no point in being a great leader if they cannot inspire others to believe in what they say. When followers become convinced that leaders have integrity and are working on their behalf, they will trust them more completely.

According to Othman (2018), The management process is an important aspect of the business and can help in achieving operational excellence. The process provides a framework for the coordination of support activities that are helpful for the achievement of operational excellence. Achieving operational excellence is a difficult yet achievable goal that must be planned and executed thoughtfully to avoid pitfalls, such as unproductive activities, organizational conflicts, ineffective systems, and incompetent employees. The Managerial skills that are required to obtain success are the ability to create a well-maintained plan, approach to achieving operational excellence. 
The management must ensure that the plan for operation excellence includes planning for the implementation process, which is the organisational method that is being used to put the strategy in place. Improving a business model is only one part of achieving overall operational excellence. Other important aspects include improving processes and systems, improving human capital and capabilities, improving information technology and information management systems, and eliminating waste associated with various parts of an organisation. The management must also know what will work best for their organisation's specific needs based on the resources available (Rahman et al., 2018). 
As per Oakland (2014), A few key areas they may wish to target include cost reduction, controlling quality levels, and increasing efficiency. To be precise, the operational excellence approach is a management practice used by organisations that wish to continually improve processes to achieve maximum benefits with minimal costs. The main focus of the operational excellence approach is on process improvement, which includes managing organisational change and improving processes. To reach this aim, it must also consider human capital issues, demand flexibility and performance metrics.

A great way to aid companies in achieving operational excellence is to use technology. By implementing digital transformation, companies can reduce costs by streamlining their processes and making them more efficient while also maintaining their competitive advantage. Companies must decide which areas of the business they want to focus on improving first and which ones can wait until later. They must also determine the resources needed for each different area, as these will vary depending on how critical each is (Rahman et al., 2018). 
Some of the leadership and management strategies to adopt to improve operational excellence are: The first strategy is a clear mandate. This means that people know what they are supposed to do. There needs to be a clearly defined mode of thinking for them to achieve their goal set. A clear mandate will unify the team and empower it with purpose, which is necessary for them not only to complete the tasks but also to make meaningful contributions by contributing back to the organisation's culture. In addition, having this clear mandate will also allow people on your team more freedom than if they had no specific goal or mission (Sriyakulet al., 2019). 
A second strategy for achieving operational excellence is continuous improvement through learning from mistakes, feedback and data. This means that there are regular reviews, improvements and cycles to ensure timely and quality delivery of goods and services. For example, the use of data analytics allows an organisation to understand which components or processes require improvement, ensuring they become more successful in achieving their mission (Sehnemet al., 2019).
Another strategy is empowering people. This is a strategy where employees are encouraged to take risks and make decisions on behalf of the team. Empowering people also involves providing them with the necessary tools, skills and knowledge they need to complete their missions successfully. The last strategy for achieving operational excellence is finding smart managers. This approach involves recruiting and hiring employees who have the potential to become leaders and can drive organisational performance, making them effective managers.

One of the most common problems with implementing operational excellence is that organisations believe that it is expensive. There are many ways for an organisation to implement operational excellence without any additional cost. Some methods include new strategies, upgrading technologies, and creating redundancies.
Another way to implement operational excellence within an organisation is to adopt a strategic sourcing plan which includes conducting audits, selecting suppliers and developing collaborative partnerships. While this option does increase costs it will also decrease the cost in the long-term as well as provide a better customer service experience for customers or clients of the company due to shorter lead times and fewer errors (Sony, 2019).
A third solution to the problem of implementing operational excellence is to outsource tasks that are not part of the core competencies of your organisation. When an organisation outsources it allows them to better focus on their core competencies. Outsourcing various tasks can be done in a variety of ways; a few examples include sourcing goods and materials from one place, strategically partnering with other companies, or hiring additional staff that works at being experts in supply chain management. Since the strategy requires a coordinated effort from all stakeholders, operational excellence must be embedded in every level of a company's management structure. This can be done by having leadership coach employees to ensure that they are adhering to the new philosophy and by assigning them responsibility for enhancing their performance (Edgeman, 2018).

This research will further build upon the known facts from the literature and use the assistance of Primary analysis to further conceptualise between the two sources of information and directly co-relate them to develop a more in-depth and relevant understanding. Acknowledging what is already known from the literature and what else could be determined from interviews and come up with some sound recommendations for the SME, that would be relevant for the specific report.
This article has strengths and weaknesses. One weakness of this article is that it was not scientifically researched and was not peer reviewed. Another weakness of this article is that it only contains one source which offers too little in terms of comparison, opinion, or contrast to other studies on the same topic. One strength of this article is that it does not contain any biases and definitely does not condone unethical practices. Another strength of the article is that it remains unbiased in its analysis of the data collected and does not take sides or offer extra information to sway readers. Additionally, the lack of recent information as well as specific articles relating to the small-scale industries are some of the literature gaps in this review.
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[bookmark: _Toc100833185]Chapter 3: Research Methods and Methodology
3.1 Research philosophy
Chosen method: The researchers used interpretivism research philosophy for this study. It is based on the principle that allows the researcher to be a part of the. According to Abutabenjeh and Jaradat (2018), the basic premise of this research philosophy is that the interest and ideas of the researchers must be taken into consideration to evaluate the aims and objectives of the entire study. The advantage of using interpretivism was that the respondents selected for the research were valid and more likely to be close to the truth. Finally, it can be stated that through this method the researchers provided a good reflection on the entire matter.  
Justification: Information gathered through interpretivism research philosophy is trustworthy as well as honest. Moreover, interpretivism studies mainly focus on the meaning of the study and employ several methods that reflect different aspects of the issues. It offered a good reflection of the views of the researcher that made the study more acceptable and detailed (Ryan, 2018). So, it can be stated that interpretivism research philosophy was an appropriate philosophy, particularly for this research method. 
[bookmark: _Toc100833186]
3.2 Research approach
Chosen method: The inductive research approach has been used to meet the objectives of this study. The research approach started with the observation of various related theories and processes at the end and then the research reflected the result of these observations (Woiceshyn and Daellenbach, 2018). It allowed the researchers to create early tentative hypotheses that they explored within the study. For this study's purposes, the researchers begin with specific observations and then move to the next step where they detect themes and several patterns in the information.    
Justification: The researchers used this particular research approach because there was little evidence pertaining to the skills and managerial requirements that was there in the available literature. It was also important for the researcher to observe the managers and the leaders in small and medium organisations and their leadership techniques and skills in order to succeed in this research proposal. 

[bookmark: _Toc100833187]3.3 Research methodology
Chosen method: Primary qualitative research method has been used in this study. As stated by Basias and Pollalis (2018), qualitative research focuses on obtaining data that cannot be easily quantified in nature. By adopting this research method, the researchers have obtained the non-quantifiable data through observations or conversational communication. The primary research method has been used where the researcher was involved directly with the entire process of collecting data from the researchers.
Justification: The primary qualitative research has taken place here as the researchers were free from any kind of unethical behaviour like bias and ambiguity. It also contributed to the reliability and validity of the research. The qualitative data helped the researcher to get access to more information via conversational communication (Majid and Vanstone, 2018). The data which was not quantifiable has been collected for this study. The researchers were also able to understand the underlying normative values of the respondents (Dodds and Hess, 2020).

[bookmark: _Toc100833188]3.4 Research strategy
Chosen method: There was a strategy that has been used in a qualitative interview. For this purpose, a semi-structured interview method has been generated and it was used to collect information. As per Evans and Lewis, (2018), This research strategy helped the researcher of this study to get access to more realistic information. The grounded theory has been used that highlights an inductive approach whereby the patterns of data collection was devised from data as a condition of the study. The findings of the study were fundamentally carried out from the study itself after the completion of the research. In a semi-structured interview process, the interviewer only asked a few predetermined questions to the interviewee. The questions were based on the subject rather than the rest of the questions were not planned in the structure.     
Justification: As stated by Kumar (2018), the respective research strategy is appropriate because it helped the researchers to meet all the requirements and objectives of the study. The strategy helped the researcher moreover in deriving the outcome of the study after the accomplishment of the research but before establishing whether the findings is suitable to a pre-existing framework or not. It was most suitable to understand the managerial skills and leadership techniques required to achieve operational excellence in the SME.

[bookmark: _Toc100833189]3.5 Sampling methods
Chosen method: For this study purpose, a convenience sampling method has been used. Convenience sampling is one where the researchers took the sample from a pre-existing approach (Speak et al., 2018). The respondents have been selected in a straightforward manner to make the research more impactful and ethical. Before recruiting the respondents, the researchers gained consent from the organisations that they were working for. The sample size of this research consists of 3 people.  
Justification: Since the researchers were going to carry out a qualitative research study whether data collection technique was open-ended questions and interviews; convenience sampling was most appropriate because it allowed the researcher in identifying the active respondents who were appropriate for the interview (Mohajan, 2018).
Questionnaires
Q 1: What is the importance of operational excellence within the organisation? 
Q 2: What according to you are the leadership and management skills that are contributing to operational excellence in the organisation?
Q 3: How does your organisation implement leadership and management skills to achieve operational excellence within the organisation?
Q 4: Do you think employees play an important role in initiating operational excellence in the organisation?
[bookmark: _Toc100833190]
3.6 Data collection methods/tools
For this study, primary data was collected for analysis. This was done through the conduct of interviews. During the interviews open ended questions were asked. This was to give respondents the opportunity to express their views freely. Giving the nature of this study, it was deemed reasonable to adopt a quantitative (Schuurman, 2020). By engaging the respondents in deep conversations on the topic of enquiry did yield well informed data that was subsequently analysed. The selected interviewees were people who have been leading small and medium scale organisations for 5 to 10 years. These respondents have been approached through their LinkedIn profiles. It was previously decided that due to the pandemic situation the researchers will avoid the face-to-face interview process and instead of it a telephone interview or online method could be used. Only two of the respondents were interviewed face-to-face. 

[bookmark: _Toc100833191]3.6.1 Ways of Interpreting Data
The data collected through the above-mentioned research methodology and strategy has been interpreted using thematic analysis. In emphasising the use of thematic approach in data analysis, Kiger and Varpio, (2020), assert that the method enables researchers to identify patterns in the data collected. The selected frameworks and patterns were coded and transcribed to provide answers to the topic of enquiry. 

[bookmark: _Toc100833192]

Chapter 4: Findings and Analysis
4.1 Analysis 
4.1.1 Importance of operational excellence within the organisation
The first interviewee said, “operational excellence is a very important part of an organisation because with the help of operational excellence it is easier for organisations to improve every business aspect including business profitability and decision-making, Human Resources and customer management, along with organisational performance and financial investments”. The second interviewee mentioned, “operational excellence is important in organisations because it deals with working on regular improvements within the company, which is a necessary factor for achieving competitive advantage”. It can be determined from the second interviewee's opinion that it becomes easier for an organisation to develop and implement operational excellence if the employees work on resolving challenges, which helps the customers acknowledge the business value. The third interviewee mentioned that the role of operational excellence relies on five essentials, vision. structure, people, principles and tools (Carvalho et al., 2019). The interviewee mentioned that to achieve operational excellence, an organisation needs to have a vision, which highlights the aim behind creating and delivering customer value. On the other hand, structure helps in determining how to organise the operations to achieve excellence. Similarly, people work as the intermediary between the customers and the business. 
Lastly, the interviewee further added that operational excellence requires stressing certain principles and tools that help the organisation move from concept formation to idea implementation. It is therefore determined from the conducted interviews that to achieve operational excellence, it is important to standardise the work process, plan automation and conduct training and retention for the employees. To achieve operational excellence, it is important to consider the role of human resources and plan and recruit the right candidate having the right efficiency so that the investment made for recruitment and training is justified (Sony, 2019). It is observed from the interview that operational excellence is necessary not only because it helps organisations to deal with regular improvements but at the same time it helps an organisation to ensure systematic progress. Operational excellence can also be termed as the philosophy that deals with problem solving and teamwork, leadership and management within the workplace. The vision within an organisation helps in forming and delivering a strategy along with value so that the customers and stakeholders stay impressed. 


4.1.2 Leadership and management skills that are contributing to operational excellence in the organisation
It is determined from the interview that establishing organisational leadership is not easy because it requires hard work and commitment from the leader's end to pave the path of operational excellence. Similarly, managers ensure that the organisational culture is aligned with the operational goals and the people are inclined to enhance operational excellence by taking up challenges and working towards a better work management practice (Sriyakulet al., 2019).  The first interviewee mentioned that leadership skills help an organisation to plan and constructively use resources along with involving a systematic approach for the same. It can be determined from the words of the second interviewee that leadership and management skills play an effective role in ensuring operational excellence. This can be said because the leadership and management skills that highly contribute to achieving operational excellence are interpersonal, oral presentation skills, and conceptual skills (gov.uk, 2022). The third interviewee while talking about the leadership and management skills that are important for achieving operational excellence expressed that management skills are a highly contributing factor. This is because it involves participation and facilitation, rewards and recognition, planning and preparing, and lastly, time management and control (gov.uk, 2022). 
The third interviewee further added that technical skills, decision-making skills, flexibility, administrative and analytical skills are necessary for an organisation to achieve operational excellence (gov.uk, 2022). It can be therefore determined from the interview that to achieve organisational excellence it is important to ensure an alignment of the organisation's culture with the operational goal and keep the workforce highly motivated and encouraged. For the same, the organisation can determine supportive work ethics that promotes recognition and performance of employees. To ensure that the people are inclined towards the process of operational excellence, it is important to ensure that the treatment of staff is fair and transparent (Rusev and Salonitis, 2016). Furthermore, determining the required factors to achieve organisational success and maintaining consistency within the workforce is another driving force behind establishing operational excellence. 

4.1.3 Implementation of leadership and management skills to achieve operational excellence within the organisation
According to the first interviewee, to implement leadership and management skills the organisation focuses more on the individual skills of the managers, which is essential for performance. On the other hand, the performance of any organisation depends on its capabilities of innovation and improvement along with control and development. The second interviewee mentioned that management skills are highly concerned with acquiring, organising and mobilising available resources. The second interviewee also added that for every organisation, two types of management practices are of prime concern, strategic management and HRM. However, the third interviewee expressed that manager play a very important role in achieving operational excellence because managers direct, guide, motivate and inspire the people along with empowering, controlling and empowering them (Carvalho et al., 2019). Hence it can be said that management skills are very important for determining a firm's performance and operational excellence. 
It can be therefore determined from the interview that for ensuring operational excellence it is important to put more emphasis on the factors like principles and systems, along with tools and sustainable business planning. Furthermore, it is observed that an important component for ensuring operational excellence is organisational leanness, this helps the organisation to keep the work system as efficient as possible. This becomes necessary because when the employees can reduce wasting the available resources, it becomes easier for the organisation to benefit from customer values. 
4.1.4 Role of employees in achieving operational excellence in the organisation
[bookmark: _heading=h.26in1rg]As mentioned by the first interviewee, employees play a positive role in achieving operational excellence because when the employees focus on resolving the problems, it becomes easier for the organisation to maximise customer value along with financial benefits. Furthermore, the second interviewee said, “employees indeed contribute to operational excellence because when employees solve organisational issues, they help the managers with time to expand the business operations”. Hence, it can be said that it is also due to the employees that the managers have the opportunity to focus on market development, product expansion and customer management (Sony, 2019). On the contrary, the third interviewee opined that when employees can work on challenges on their own with minimum advice from the management, they stay motivated and encouraged due to their capabilities. The third interviewee also mentioned that to achieve operational excellence, employees must be streamlined into a single process so that management is easier. Operational excellence is the execution of the business strategy in which the employees are one of the main stakeholders in terms of participating in the decision-making process and finalising the decision. Although the decision is mainly taken by the managers, without communicating with the employees they cannot announce the decision as final.
[bookmark: _heading=h.lnxbz9]Employees take operational excellence into their own hands through leadership, training and development processes.  Staff development within an organisation helps in developing a value path for the people. This is because when the employees or staff are presented with an opportunity for self-development, it becomes easier for them to work on their capabilities, expertise and performance. It must be mentioned that the leader helps in making things better for an organisation (Mitchell, 2015). Thus, leadership helps in creating the organisational vision, and planning organisational culture, along with applying the organisational discipline and determining the continuous improvement of systems and processes. Employees are the backbone of organisational culture and the motivation of the people ensures excellence in productivity. The motivational level of the staff is also dependent on effective management. The employees in a business organisation ensure proper and efficient production as well as it is very helpful for the management of the company as a whole.
[bookmark: _heading=h.35nkun2]This inflated level of productivity of the people helps the company to achieve a competitive advantage in the market and deal with the competitions thrown by the competitors. The employees and their productivity are also helpful for the company to meet all the needs and expectations of the customers effectively as a result of their satisfaction level optimisation
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Chapter 5: 
5.1 Conclusion
In Conclusion, this research has found great insights on the valuable information regarding the importance of operational excellence within small and medium-sized organisations. This research has undergone both primary and secondary analyses gathering all the important information required and has analysed the same with the relevance of SME in mind. From the secondary analysis, it was determined that operational excellence is of great use for any SME, as it not only increases the profitability of the companies but also intends to make further expansion much smoother overall. It was also stated that the requirement for optimal implementation of operational excellence is the management and leadership skills, the specific skills required were also discussed in this report. 
Similarly, from the data obtained by the means of the primary analysis, specifically from the interview, it was found that the participants do acknowledge the importance of having operational excellence, and for them, it is the vision, structure, people, principles and tools that allow the organisations to achieve operational success. Additionally, this report has also found from the literature review that operational excellence is nothing but an implementation of lean, six sigma and similar strategies that could reduce waste and increase operational efficiency. Overall, it is now clear and understood that it is important and beneficial for SMEs following that the strategies of implementation are not the easiest one but are well worth it for the organisations.

[bookmark: _Toc100833194]5.2 Recommendation
The organisation should aim to lower the costs by reducing waste. This can be done by ensuring that all packaging material is recycled, and by optimising production methods that provide more with less through more intelligent ways of using resources to use them efficiently in line with good sustainability goals (van der Haaret al., 2019). 
The organisation should also have a response plan for environmental, social and economic risks such as tsunamis, hurricanes and other natural disasters which can threaten operations at any time. This can be achieved through efficient supply chains which are only required during the low season, capacity over what is needed for the high season, a higher-than-expected capacity during peak times (to avoid the current situation where many factories have to close down workers due to over-capacity) and a good contingency plan in case of any emergency (Found et al., 2018). 
Furthermore, the organisation should aim to integrate all aspects of sustainability into its operations. This can be achieved by ensuring that suppliers adhere to sustainable practices and by avoiding waste from overproduction (this is usually mitigated by keeping inventory levels low), as well as integrating sustainability practices into the management teams.
The organisation should also use a combination of engineering tools such as life cycle analysis and water footprint analysis, complete with cost-benefit analysis, to determine the highest value opportunities for recycling and waste reduction. The organisation should implement all necessary changes such as six sigma and lean process to reduce waste through systematic analysis and continuous monitoring of all potential areas for improvement (Found et al., 2018)

5.3 Reflection
As I am learning I am most curious about new topics especially when it comes down to learning about business and management. I feel very excited about it. Concerning the talk, my experience was well rounded as I gained key information and learned new concepts that would increase the potential of a business. From this report I have obtained very good knowledge and information concerning the operational management. I have now understood the need for such models and the use in large and small businesses. Overall, I did not expect at first that this report would be so indulgent, but due to the ease of finding the information and being a common topic provided the advantage. With the help of field-tested strategy and models, the complexities of business were made understandable. It has learned from this study the information regarding the importance of operational excellence within small and medium-sized organisations. This research has undergone both primary and secondary analyses gathering all the important information required and has analysed the same with the relevance of SME in mind. From the secondary analysis, it was determined that operational excellence is of great use for any SME, as it not only increases the profitability of the companies but also intends to make further expansion much smoother overall. A few challenges that I faced was that the article was overshadowed by the massive amount of data. I can now confidently state that I have witnessed each and every nuance of discussion three. Likewise, I agree that I should revisit them in order to have a better understanding of the data I've gathered. It provided excellent information on the operational management, and what kind of research may aid in achieving success.
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Appendix
Interview transcripts
Q 1: What is the importance of operational excellence within the organisation? 
First Interviewee: According to me, with the help of operational excellence it is easier for us to improve various aspects of business including profitability and decision-making, HR and customer management, along with performance and investments. 
Second Interviewee: In my opinion, Operational excellence deals with making regular improvements within our company for achieving competitive advantage. It is easier for our organisation to develop and implement operational excellence when the customers acknowledge the business value. 
Third interviewee: I believe, Operational excellence within our organisation relies on five essentials, which are vision. structure, people, principles and tools. To achieve operational excellence, it is important for us to have a vision, which highlights the aim behind creating and delivering customer value. On the other hand, structure helps in determining how to organise the operations to achieve excellence. Similarly, people work as the intermediary between the customers and the business. Operational excellence requires stressing certain principles and tools that help the organisation move from concept formation to idea implementation.
Q 2: What according to you are the leadership and management skills that are contributing to operational excellence in the organisation?
First interviewee: I must mention that leadership and management skills are a very integral part of every SMEs performance. This is because leadership skills help the organisation to do things constructively along with involving a systematic approach for the same. 
Second Interviewee: I want to add that To achieve operational excellence, leadership and management skills play an effective role. The leadership and management skills that highly contribute to achieving operational excellence are interpersonal, oral presentation skills, and conceptual skills in our organisation.
Third interviewee: According to me, Management skills play a pivotal role in achieving operational excellence because it involves participation, facilitation, rewards and recognition, planning and preparing, time management and control. The managerial skills that are necessary for ensuring operational excellence are technical, decision-making skills, flexibility, administrative and analytical skills 
Q 3: How does your organisation implement leadership and management skills to achieve operational excellence within the organisation?
First interviewee: In my opinion, to implement leadership and management skills the organisation focuses more on the individual skills of the managers, which is essential for performance. On the other hand, the performance of any organisation depends on its capabilities of innovation and improvement along with control and development. 
Second Interviewee: I would like to add that management skills are highly concerned with acquiring, organising and mobilising available resources. For every organisation, two types of management practices are of prime concern, strategic management and HRM. 
Third interviewee: In our organisation managers play a very important role in achieving operational excellence because managers direct, guide, motivate and inspire the people along with empowering, controlling and empowering them. Hence it can be said that management skills are very important for determining a firm's performance and operational excellence. 
Q 4: Do you think employees play an important role in initiating operational excellence in the organisation?
First Interviewee: Yes, employees play a vital role in determining operational excellence in our organisation because when the employees focus on resolving the problems, it becomes easier for the organisation to maximise the customer value along with financial benefits. 
Second Interviewee: Yes, Employees indeed contribute to operational excellence because when employees solve organisational issues, they help the managers with time to expand the business operations. Hence, it is also due to the employees that the managers have the opportunity to focus on market development, product expansion and customer management. 
Third interviewee: Yes, because when employees can work on challenges on their own with minimum advice from the management, they stay motivated and encouraged due to their capabilities. To achieve operational excellence, employees must be streamlined into a single process so that management is easier.
Interviews: 
	[bookmark: _heading=h.3rdcrjn]Questions
	First Interviewee 
	Second Interviewee
	Third interviewee

	What is the importance of operational excellence within the organisation? 
	Organisations with the help of operational excellence can improve various aspects of a business including profitability and decision-making, HR and customer management, along with performance and investments. 
	Operational excellence deals with making regular improvements within the company for achieving competitive advantage. It is easier for an organisation to develop and implement operational excellence when the customers acknowledge the business value. 
	Operational excellence within an organisation relies on five essentials, which are vision. structure, people, principles and tools. To achieve operational excellence, it is important to have a vision, which highlights the aim behind creating and delivering customer value. On the other hand, structure helps in determining how to organise the operations to achieve excellence. Similarly, people work as the intermediary between the customers and the business. Operational excellence requires stressing certain principles and tools that help the organisation move from concept formation to idea implementation.

	What according to you are the leadership and management skills that are contributing to operational excellence in the organisation?
	It must be first mentioned that leadership and management skills are a very integral part of a SMEs performance. This is because leadership skills help the organisation to do things constructively along with involving a systematic approach for the same. 
	To achieve operational excellence, leadership and management skills play an effective role. The leadership and management skills that highly contribute to achieving operational excellence are interpersonal, oral presentation skills, and conceptual skills (gov.uk, 2022). 
	Management skills play a pivotal role in achieving operational excellence because it involves participation, facilitation, rewards and recognition, planning and preparing, time management and control. The managerial skills that are necessary for ensuring operational excellence are technical, decision-making skills, flexibility, administrative and analytical skills (gov.uk, 2022). 

	How does your organisation implement leadership and management skills to achieve operational excellence within the organisation?
	To implement leadership and management skills the organisation focuses more on the individual skills of the managers, which is essential for performance. On the other hand, the performance of any organisation depends on its capabilities of innovation and improvement along with control and development (Found et al., 2018). 
	Management skills are highly concerned with acquiring, organising and mobilising available resources. For every organisation, two types of management practices are of prime concern, strategic management and HRM. 
	Managers play a very important role in achieving operational excellence because managers direct, guide, motivate and inspire the people along with empowering, controlling and empowering them. Hence it can be said that management skills are very important for determining a firm's performance and operational excellence (Manglaet al., 2020). 

	Do you think employees play an important role in initiating operational excellence in the organisation?
	Yes, employees play a vital role in determining operational excellence because when the employees focus on resolving the problems, it becomes easier for the organisation to maximise the customer value along with financial benefits (Issar and Navon, 2016). 
	Employees indeed contribute to operational excellence because when employees solve organisational issues, they help the managers with time to expand the business operations. Hence, it is also due to the employees that the managers have the opportunity to focus on market development, product expansion and customer management. 
	Yes, because when employees can work on challenges on their own with minimum advice from the management, they stay motivated and encouraged due to their capabilities. To achieve operational excellence, employees must be streamlined into a single process so that management is easier (Rusev. and Salonitis, 2016).


Table 2: Interview transcript
(Source: Created by the learner)
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research activity does not include anything like that

(this box should expand as you type)

	4
	Risks to the investigator
For example: personal health & safety, physical harm, emotional distress, risk of accusation of harm/impropriety, conflict of interest

	
	Risk to the investigator:

none

(this box should expand as you type)
	How you will mitigate the risk to the investigator:



(this box should expand as you type)

	5
	University/institutional risks
For example: adverse publicity, financial loss, data protection

	
	Risk to the University:

none

(this box should expand as you type)
	How you will mitigate the risk to the University:



(this box should expand as you type)

	6
	Environmental risks
For example: accidental spillage of pollutants, damage to local ecosystems

	
	Risk to the environment:
none


(this box should expand as you type)
	How you will mitigate the risk to environment:



(this box should expand as you type)



	
	Disclosure and Barring Service

	
	If the research activity involves children or vulnerable adults, a Disclosure and Barring Service (DBS) certificate must be obtained before any contact with such participants.
	YES

	NO

	N/A


	7
	Does your research require you to hold a current DBS Certificate?
	☐
	☐
	☐

	8
	If YES, please give the certificate number. If the certificate number is not available please write “Pending”; in this case any ethical approval will be subject to providing the appropriate certificate number.
	



SECTION I: Feedback, Consent and Confidentiality

	1
	Feedback
What de-briefing and feedback will be provided to participants, how will this be done and when? 

	
	
The participants will be provided with a brief overview of the project and they will be informed that their participation will be confidential and used only for research purposes. they will be informed before the interview

(this box should expand as you type)

	2
	Informed consent
Describe the arrangements to inform potential participants, before providing consent, of what is involved in participating. Describe the arrangements for participants to provide full consent before data collection begins. If gaining consent in this way is inappropriate, explain how consent will be obtained and recorded in accordance with prevailing data protection legislation.

	
	
consent form will be signed

(this box should expand as you type)

	3
	Confidentiality / Anonymity
Set out how anonymity of participants and confidentiality will be ensured in any outputs. If anonymity is not being offered, explain why this is the case. 

	
	
through consent forms 

(this box should expand as you type)



SECTION J: Data Protection and Storage

	
	Does the research activity involve personal data (as defined by the General Data Protection Regulation 2016 “GDPR” and the Data Protection Act 2018 “DPA”)?
	YES
	NO

	1
	“Personal data” means any information relating to an identified or identifiable natural person (‘data subject’). An identifiable natural person is one who can be identified, directly or indirectly, in particular by reference to an identifier such as a name, an identification number, location data, an online identifier or to one or more factors specific to the physical, physiological, genetic, mental, economic, cultural or social identity of that natural person. Any video or audio recordings of participants is considered to be personal data.
	☐
	☐

	
	If YES, provide a description of the data and explain why this data needs to be collected:

	2
	


(this box should expand as you type)

	
	Does it involve special category data (as defined by the GDPR)?
	YES
	NO

	3
	“Special category data” means sensitive personal data consisting of information as to the data subjects’ –
(a) racial or ethnic origin,
(b) political opinions,
(c ) religious beliefs or other beliefs of a similar nature,
(d) membership of a trade union (within the meaning of the Trade Union and Labour Relations (Consolidation) Act 1992),
(e) physical or mental health or condition,
(f) sexual life,
(g) genetics,
(h) biometric data (as used for ID purposes),
	☐
	☐

	
	If YES, provide a description of the special category data and explain why this data needs to be collected:

	4
	


(this box should expand as you type)



	
	Will data from the research activity (collected data, drafts of the thesis, or materials for publication) be stored in any of the following ways?
	YES
	NO

	5
	Manual files (i.e. in paper form)?
	☐
	☐

	6
	University computers?
	☐
	☐

	7
	Private company computers?
	☐
	☐

	8
	Home or other personal computers?
	☐
	☐

	9
	Laptop computers/ CDs/ Portable disk-drives/ memory sticks?
	☐
	☐

	10
	“Cloud” storage or websites?
	☐
	☐

	11
	Other – specify:

	☐
	☐

	12
	For all stored data, explain the measures in place to ensure the security of the data collected, data confidentiality, including details of backup procedures, password protection, encryption, anonymisation and pseudonymisation:

	
	

(this box should expand as you type)



	
	Data Protection

	
	Will the research activity involve any of the following activities:
	YES
	NO

	13
	Electronic transfer of data in any form?
	☒
	☐

	14
	Sharing of data with others at the University outside of the immediate research team?
	☐
	☐

	15
	Sharing of data with other organisations?
	☐
	☐

	16
	Export of data outside the UK or importing of data from outside the UK?
	☐
	☐

	17
	Use of personal addresses, postcodes, faxes, emails or telephone numbers?
	☐
	☐

	18
	Publication of data that might allow identification of individuals?
	☐
	☐

	19
	Use of data management system?
	☐
	☐

	20
	Data archiving?
	☐
	☐

	21
	If YES to any question, please provide full details, explaining how this will be conducted in accordance with the GDPR and Data Protection Act (2018) (and any international equivalents, where appropriate):

	
	


(this box should expand as you type)

	22
	List all who will have access to the data generated by the research activity:

	
	


(this box should expand as you type)

	23
	List who will have control of, and act as custodian(s) for, data generated by the research activity:

	
	


(this box should expand as you type)

	24
	Give details of data storage arrangements, including security measures in place to protect the data, where data will be stored, how long for, and in what form. Will data be archived – if so how and if not why not.  

	
	


(this box should expand as you type)

	25
	Please indicate if your data will be stored in the UWTSD Research Data Repository (see https://researchdata.uwtsd.ac.uk/ ).   If so please explain. (Most relevant to academic staff) 

	
	


(this box should expand as you type)

	26
	Confirm that you have read the UWTSD guidance on data management (see https://www.uwtsd.ac.uk/library/research-data-management/)
	YES
	☐

	27
	Confirm that you are aware that you need to keep all data until after your research has completed or the end of your funding
	YES
	☐





SECTION K: Declaration
	
	The information which I have provided is correct and complete to the best of my knowledge. I have attempted to identify any risks and issues related to the research activity and acknowledge my obligations and the rights of the participants.

In submitting this application I hereby confirm that I undertake to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice which is published on the website: https://www.uwtsd.ac.uk/research/research-ethics/ 

	1
	Signature of applicant:
	
	Date:




For STUDENT Submissions:
	2
	Director of Studies/Supervisor:
	
	Date:

	3
	Signature:
	

	



For STAFF Submissions:
	4
	Academic Director/ Assistant Dean:
	
	Date:

	5
	Signature:
	

	



Checklist: Please complete the checklist below to ensure that you have completed the form according to the guidelines and attached any required documentation:
	☐
	I have read the guidance notes supplied before completing the form.

	☐
	I have completed ALL RELEVANT sections of the form in full.

	☐
	I confirm that the research activity has received approval in principle

	☐
	I have attached a copy of final/interim approval from external organisation (where appropriate)

	☐
	I have attached a full risk assessment (where appropriate)  ONLY TICK IF YOU HAVE ATTACHED A FULL RISK ASSESSMENT

	☐
	I understand that it is my responsibility to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice.

	☐
	I understand that before commencing data collection all documents aimed at respondents (including information sheets, consent forms, questionnaires, interview schedules etc.) must be confirmed by the DoS/Supervisor, module tutor or Academic Director.



	RESEARCH STUDENTS AND STAFF ONLY
All communications relating to this application during its processing must be in writing and emailed to pgresearch@uwtsd.ac.uk , with the title ‘Ethical Approval’ followed by your name.
You will be informed of the outcome of your claim by email; therefore it is important that you check your University and personal email accounts regularly.

	STUDENTS ON UNDERGRADUATE OR TAUGHT MASTERS PROGRAMMES should submit this form (and receive the outcome) via systems explained to you by the supervisor/module leader.



This form is available electronically from the Academic Office web pages: https://www.uwtsd.ac.uk/academic-office/appendices-and-forms/















1

