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INFLUENCE OF LEAN IMPLEMENTATION ON 
QUALITY OF BUSINESS OF NON-PROFIT  

ORGANIZATIONS 
 Abstract: In order to respond to the growing and complex 

demands of clients, management of non-profit organizations 
is expected to apply some new methods and to propose some 
innovative solutions. Also, the implementation of this concept 
achieves both sustainability and competitiveness in the 
market. Implementation of the Lean Concept is a powerful 
tool for increasing quality and efficiency when providing 
services not only in production, but also in non-profit 
organizations. The aim of this paper is to present possible 
conceptual solutions for increasing the quality of business in 
non-profit organizations, applying certain Lean principles. 
Keywords: Lean concept, Non-profit organizations, Quality of 
business  

1. INTRODUCTION 
 
Without non-profit organizations, many 

humanitarian actions and citizens of the same 
interests would not have the opportunity to 
jointly change the current situation and strive 
for a better environment. For non-profit 
organizations, earning profits must not be in the 
first place. Even if an organization receives a 
certain profit, it returns to itself, using it to 
achieve its goals and mission. The management 
of non-profit organizations has three key 
aspects. On first place the mission of the 
organization needs to be defined, then strategic 
goals have to be defined and in the end it 
should be stated that no organization is the 
same. Non-profit organizations are often 
managed by a voluntary board, whose work is 
also not aimed at gaining profit [1]. 

After the economic crisis of 2008 was 
followed by a sharp economic downturn, which 
has also left large effects on the economy. 
Donors and funders often reduce giving, 
making it more difficult for non-profit 
organizations to serve clients. Nonprofits 
leaders often ask themselves a question: How is 
it possible to do business with any less? For this 
reason, nonprofits are compelled to identify 
new or innovative ways to keep service levels 
up and costs down. Leaders and employees in 
nonprofits have found a number of creative 
ways to improve business, conduct operations 
and services delivery.  

One of the most effective ways was to 
increase the number of volunteers to expanding 

employees’ job responsibilities. Also more and 
more volunteers are becoming “unpaid staff,” 
taking over the professional and managerial 
tasks in their organizations. According to 
market conditions, in front of non-profits, the 
issue of long-term solutions is put in place, 
which will provide them with sustainability and 
lay the foundations for future successful 
business.  

Successful management in non-profit 
organizations is defined as a transparent 
decision-making process in which the 
leadership of a non-profit organization, in an 
effective and responsible manner, directs 
resources and carries out its powers on the basis 
of common values. Nonprofits need 
management even more than business does, 
precisely because they lack the discipline of the 
bottom line. They are, of course, still dedicated 
to “doing good”, but they also realize that good 
intentions are no substitute for organization and 
leadership, for accountability, performance, and 
results. Those require management and that, in 
turn, begins with the organization’s mission.Yet 
in its productivity, in the scope of its work and 
in its contribution to  society, the nonprofit 
sector has grown tremendously in the last two 
decades. 

The most important general characteristics 
of non-profit organizations may include:  Specific legal and tax status  Multiple and expressed socially useful 

goals  Use of social and economic methods  Great focus on set goals 
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 Domination of services in business  Difficulties in measuring the results of 
work  Often a small financial dependence on 
service users  A specific way of managing or 
establishing financial levels management 
structure and others. 
The number of non-profit organizations 

has dramatically increased in recent years. 
Their purpose is to create improvements in the 
lives of individuals, members, organizations, 
communities and society as a whole. Some of 
these organizations can be considered as purely 
socially non-profit organizations targeted at 
social impact, such as charities, while others 
can be seen as non-profit organizations that 
focus on members, such as professional 
organizations [2]. 

The application of the LEAN concept to 
non-profit organizations such as humanitarian 
organizations, religious organizations, scientific 
research and educational organizations, cultural 
and artistic organizations, sports organizations 
of political organization, trade unions, etc. has 
been shown in many studies [3], 
 
2. THE IMPACT OF LEAN 
MANAGEMENT ON QUALITY OF 
NON-PROFIT ORGANIZATIONS 
 

The particular lean process dimensions 
conceptualizing lean processes throughout the 
organization are: Employee involvement; 
Creativity, problem-solving processes, and 
decentralization; Control and standardization; 
and Efficiency, productivity, and continuous 
quality improvement. Organizational culture 
infrastructure affects the success of 
implementing and sustaining lean processes. 
Womack and Jones (1994) and Wilson (2010) 
suggested that the main thrust of lean concepts 
is the total elimination of all waste by all 
organizational members from all processes. The 
Lean methodology encourages companies to 
evaluate processes, activities, inventory and 
personnel to determine ways in which to cut 
back on unnecessary steps or other elements 
that create waste. The premise lies in the goal 
of serving the client as efficiently as possible. 
Today’s non-profit organizations apply 
numerous, traditional and modern management 
concepts the purpose of which is ensuring 

competitive advantage and increasing 
probability of survival and development [6]. 
Non-profit organizations are experiencing 
increasing client demand, making operational 
improvements more critical to the continued 
growth and success of these organizations [7] 

In the past years requests for non-profit 
organizations have increased, in relation to their 
obligation and responsibility, to prove that their 
programs contribute to a positive change in 
service quality towards clients. Unlike the two 
decades ago, when the main priority was to 
monitor results and costs [8]. The necessity of 
alignment with changes in the environment also 
imposes the need to define the strategy of 
creating a more stable and successful long-term 
development [9]. Whereby the realization and 
maintenance of an effective organization is a 
prerequisite, which is an additional requirement 
when it comes to non-profit organizations. 
Based on its organizational attributes of 
management and control, as well as the 
available resources of the non-profit 
organization contribute to the continuous 
improving the performance necessary to 
achieve efficiency and effectiveness [10]. 

Each NPO should have a strategic plan. 
Strategic planning of non-profit organizations 
has specific steps, where input data usually 
consists of a set of knowledge about people, 
their needs, management capabilities and their 
abilities, as well as goals. A strategic plan is a 
written document that serves as a long-term 
guide for one organization (three to five years). 
On the other hand, implementing simple 
principles means that you look hard at your 
organization and sometimes make difficult 
decisions. However, with a firm plan and 
proven return on investment, the agency is 
likely to function more productively in the long 
run. The key function of strategy and strategic 
planning is the direction of plans that determine 
in the long run the direction to be followed in 
the future.  

One successful strategic plan usually 
contains the following items:  Vision, mission and values of the 

organization;  Organization analysis from which its 
trustees, its strengths and weaknesses, as 
well as its successes, are seen;  The goals and tasks that the organization 
would like to achieve in the next three to 
five years; 
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 Timeframe for achieving these plans and 
tasks; 

 Evaluation of results. 
 

 Figure 1. Lean principles [11] 
 Developing, implementing and effectively 
managing quality in non-profit organizations is 
important not only in terms of improving 
customer service, but also in terms of 
improving efficiency and performance levels, 
with the aim of achieving competitiveness. 
Non-profit organizations are more flexible and 
open to innovation than profit. Also, TQM 
directly affects the performance improvements 
of non-profit organizations. 

In addition to the objective quality 
experience, there is also a subjective that is 
very dependent on personal qualities, beliefs 
and expectations, individual forms of the value 
system. Therefore, the relationship of quality is 
a quality service - customer satisfaction is very 
subtle and delicate, and often depends only on 
different user views and their perception of 
quality [12]. The alignment of the quality 
system with organizational values and their 
mission is very important and represents the 
first step in adopting a model for defining and 
applying the quality system and for developing 
a quality culture. when choosing a model 
system, the mission and vision of the 
organization should be respected, as well as top 
managerial attitudes and employee dedication. 

In nonprofit organizations, lean principles 
can serve:   To help employeers and volunteers reduce 

needless effort;  Assist in redefining job duties in better 
support of the mission; 
 

 To improve the operation by applying 
appropriate standards;  To reduce costs by using certain methods; 

 Based on these indicators it is necessary to 
create a direction in which the organization 
wishes to advance. 
 
3. SOME POSSIBILITIES OF 
APPLICATION OF LEAN CONCEPT 
TO IMPROVE THE QUALITY OF 
NON-PROFIT ORGANIZATIONS 
 In this paper, LEAN's influence on non-
profit organizations is described above. The 
practice of applying the Lean concept has 
shown that in different ways non-profit 
organizations adapt to change because they all 
have different procedures and limits as well as 
interests within their business [13]. The 
possibilities of implementing Lean within non-
profit organizations are also significant in the 
context of the introduction of innovation and 
the creation of certain values [14]. It also 
allows the use of managers' involvement in the 
diversity of non-profit organizations [15]. 
Application of the Lean concept, in order to 
increase the quality of the business of non-
profit organizations, is important for improving 
customer service, improving the efficiency of 
service provision, reducing service prices, etc.. 

The following are considered common 
processes for every type of non-profit 
organizations, as well as the application of the 



 

126 V., Paunović, S., Puzović, J., Vesić Vasović, Z., Nešić  

Lean concepts shown in figure 2.  

 Figure 2. Lean concept model for non-profit organizations 
 

3.1 Client evaluation and intake 
informations 
 Non-profit organizations provide direct 
service to customers. As a proposal for 
improvements to non-profit organizations, the 
need for a system of information input that 
employees receive from a client is indicated. 
Through this system of organization, it analyzes 
and defines the requirements and needs of 
clients, as well as the organization's suitability 
for the realization of these requirements. The 
main role in the input of information and data 
processing is done by managers, and on that 
occasion all possible ways of minimizing waste 
are identified. Possible Lean concept examples 
are:  Specifying all steps during the information 

input process and determining the 
necessity of entering all information.  Removing duplicate works, such as filling 
in forms manually, and then entering data 
into the system.  Define how many people are involved in 
the information input process, and then 
evaluate whether this number can be 
reduced by more efficient work. 

 
3.2 Recruitment and training of volunteers 
 Management of non-profit organizations 
know that volunteers could be key for 
organizations to operate smoothly. The 
recruitment and training process itself offers 
great possibility in pursuit of increased 
efficiency. When hiring a volunteer, it is 
necessary to consider the following:  Repeating the process during employment 

is a key ingredient for removing surplus.   Ensuring the existence of consistency with 
regard to the way volunteers are examined.  Develop an enhanced process that applies 
to each volunteer and, if possible, ensure 
that the same trained person always 
checks.  Utvrditi da li postoji prostor za poboljšanje 
vođenja volonterskog treninga.  Creating a training video might be more 
productive than hosting a training session 
requiring several personnel to manage it. 

 
3.3 Donor support 
 Without donors, the question of the 
existence of non-profit organizations would be 
undermined. The source of their financing is 
most often donations, and they also have 
certain tax privileges [16]. Management of 
organizations, as well as fundraising staff, 
spend a lot of time and energy on donor 
support, as well as in managing the 
development program. But it is necessary to 
evaluate the program first and foremost in order 
to ensure the most efficient use of everyone's 
time. It is necessary to assess elements such as:  Ensure optimum use of technology in 

order to achieve a reduction in manual 
operations.  Donor management software must monitor 
communication with donors. This tracking 
system could reduce duplication of efforts 
in outreach to donors.  It is necessary to create a solid 
understanding of donor preferences and 
patterns. 
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 It is unnecessary to continuously send 
donors to programs for which they are not 
interested in investing. 

 
3.4 Reducing inventory and utilizing work 
space 
 The need to reduce the amount of office 
materials, means that excessive and not so 
much needed quantity is reduced to a 
minimum. Also, it is very important to 
ergonomically edit the workspace by providing 
employees with the maximum available office 
elements. In order to increase efficiency, it is 
necessary to regulate the inventory, i.e. that 
every thing be in place. 
 
3.5 Systematization of workplace and work 
tasks 
 Proper systematization of workplace and 
flexibility in performing work tasks is of great 
importance for improving the quality of 
business in all organizations, especially for 
non-profit organizations. It is necessary to 
establish the flexibility and balance between the 
hierarchy of the organizational structure of 
employees in non-profit organizations and the 
equality of tasks at different hierarchical levels. 
When evaluating work functions, it is important 
to critically look at whether employees are in 
the best position for their knowledge skills. It is 
wise to think about deploying staff positions to 
take advantage of people's skills and abilities. 
The task of systematizing workplace and work 
tasks for the purpose of improving the 
efficiency and quality of service peer service to 
clients in non-profit organizations is reflected 
in the following:  Grouping similar staff functions together 

to facilitate information sharing.  Reducing the number of meetings staff are 
required to attend.  Teamwerk and organizational unity  Subordination of personal interests to 
group interest. 
Every non-profit organization is able to 

redesign its model of systematization of jobs 
and work tasks, and sometimes to reconsider its 
employees and staff. It may also be appropriate 
to assess roles and responsibilities in order to 
determine whether positions require full-time or 
part-time employment. Since the repeatable 
process is a key component of effective 

operations, non-profit executives may want to 
consider cross-training employees to ensure 
that more than one person knows how to 
perform different job functions. This approach 
allows staff to easily pick up to cover the job, if 
someone is out of the office or needed in 
another capacity. Mutual training also gives 
employees the opportunity to learn and grow, 
thereby increasing the chances of greater 
employee satisfaction. 

 
3.6 Transparency of information 
 For non-profit organizations, it is crucial 
to inform employees and clients about new 
directions and impact on everyone involved. 
The introduction of changes in the way of 
communication, as well as the transparency of 
information can be very challenging for every 
non-profit organization. Moving toward lean 
operations can result in many benefits. some of 
the ways to improve are:  One-on-one meetings - Realizing meetings 

with donors, staff, and others, one on one, 
shows that in addition to appreciating your 
contributions and opinions, you also 
appreciate the opinions of the other party.  Term frequency of meetings - Meetings 
should be held at regular intervals to alert 
stakeholders about changes and progress. 
It is necessary to provide space for 
discussing and asking questions at each 
meeting.  Surveys – At the beginning, it is necessary 
to implement a mechanism that would 
provide feedback to both interested parties 
(providing anonymous responses, if 
possible). Objective thinking will always 
be appreciated by all involved, even if it is 
negative. And it is necessary to enable 
them to offer other alternative solutions.  Written updates – Frequent 
communication through newsletters, Web 
sites, frequently asked questions, intranet 
sites, etc., will help stakeholders to be 
aware of the changes that are being 
implemented. 
After applying the Lean concept, the 

Board of Directors would review the quality of 
business progress and increase efficiency in its 
service model. The result of improvements 
would be to develop a strategic plan that would 
lead to organizational transformations. 
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4. CONCLUSION 
 Non-profit organizations, if they want to 
continue to achieve social goals and contribute 
to the general social trends, must inevitably re-
examine their essential role and turn to new, 
more innovative, more responsive and quality 
services. The more reason for this inevitability 
is the complex market environment that is 
increasingly demanding, in that direction the 
application of techniques and methods from the 
domain of Lean Management is set as an 
imperative task. This is supported by the fact 
that an effective and quality management 
system is dynamic only if it is able to adapt and 

change in accordance with the needs, 
requirements and expectations of the 
consumer/client. The paper presents the Lean 
concept with certain practical methods that can 
be applied to any type of non-profit 
organization in order to increase the quality of 
service delivery to clients. A well-analyzed 
organization's performance, as well as a well-
designed plan and system can facilitate the 
implementation of the Lean concept, while 
open communication can provide significantly 
more efficient business. Implementing the Lean 
concept is a challenge of trying to do more with 
less can become a new philosophy of doing 
more by doing less. 
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