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Abstract— This work addresses the operational challenges faced
by InterMet in event management, based in Peru, proposing the
implementation of Lean Manufacturing, CRM (Customer
Relationship Management) and marketing segmentation to improve
efficiency and competitiveness. These strategies optimize internal
processes and allow for a better understanding of customer needs,
which is crucial in a competitive market.

In the presentation of results to the board, it was highlighted that
both Lean Manufacturing and CRM are feasible to implement
according to the company's CEO. These initiatives will not only
generate short-term benefits but also lay the foundation for
sustainable growth and increased future profitability. The report uses
industrial engineering tools to provide practical solutions to InterMet's
specific challenges.

Keywords-- Efficiency, Competitiveness, Lean Manufacturing,
Market Segmentation and CRM.

I. INTRODUCTION

A consulting and training company in this field faces a series
of problems that directly affect the quality of its services and,
consequently, its competitiveness in the market. Among the main
difficulties are the lack of standardized processes, the absence of
a formal monitoring system, and the inherent complexity of the
industry.

In this context, quality becomes essential for customer
satisfaction and operational efficiency. InterMet, as a training
and event management company in the mining sector, must
strengthen both its internal and external practices. This need is
aligned with the current priorities of the Ministry of Energy and
Mines, which seeks to improve the global positioning of the
Peruvian mining sector through the promotion of new projects
and the sustainability of operations, with an emphasis on social
and territorial responsibility. Under this framework, InterMet can
play a crucial role by offering training programs that incorporate
innovative technologies, sustainable practices, and corporate
social responsibility. These efforts would allow mining
companies to meet the required standards while contributing to
more responsible and globally competitive development.

Despite this opportunity, InterMet faces critical challenges
that affect its profitability and market reach. Inefficient
registration processes generate long waits and participant
frustration due to the lack of a clear credential management
system. This has caused delays and highlighted the need to
streamline and optimize registration activities.

Financial aspects also represent a major difficulty. Operational
costs have exceeded profits, placing the company under financial
pressure. This situation is aggravated by low attendance at events,
which reduces revenues. Additionally, the strategy of offering
excessive discounts, although initially attractive, has diminished
the perceived value of the courses and conferences, further
affecting profitability. These challenges demand urgent and
strategic actions to reverse the trend and secure the company’s
sustainability within the mining and specialized events industry.
Similar improvements may also be applicable to the metallurgical
sector, which is currently experiencing growth in Peru.

Given this scenario, it is crucial for InterMet to adopt
comprehensive strategies that address these issues. From process
standardization to technological investment and improved resource
management, the company must implement solutions that enhance
both quality and efficiency across its operations.

Finally, although the proposal focuses on InterMet’s context,
the results obtained have a transferable character. With appropriate
adaptations, the recommendations such as process standardization,
strategic use of CRM, and the adoption of Lean tools can also be
applied in other mining and metallurgical organizations, as well as
in entities managing specialized technical events. In this way, the
study offers practical guidelines to optimize operational
management, strengthen customer relationships, and increase
competitiveness in diverse scenarios.

II. METHODS

Lean Manufacturing

According to Cesar (2021), Lean Manufacturing is a labor
management method focused on optimizing the production system
by eliminating tasks that do not add value to the process or to the
customer. These unnecessary tasks, known as waste, can hinder
production, cause service delays, generate overproduction, and
create other negative effects.

To implement Lean Manufacturing, the following steps must
be considered, taking into account the “5S” methodology:

* Identify Waste: Conduct a detailed analysis of business
processes and registrations to detect activities that do not add
value. Classify waste according to Lean Manufacturing principles,

such as overproduction, excessive inventory, unnecessary
transportation, waiting, unnecessary processes, unnecessary
movements, and defects.

e Establish Standardized Processes: Develop clear,

documented work standards for all business activities and
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enrollment procedures. Ensure that all team members are aligned
on how tasks should be performed.

* Eliminate Waste: Implement actions to reduce or
eliminate identified waste, such as streamlining processes,
reducing inventories, and optimizing workflows. Tools such as
the Value Stream Map (VSM) can be used to visualize and
analyze workflows and identify areas for improvement.

* Continuous Improvement: Promote a culture where
teams are constantly looking for ways to optimize processes and
eliminate waste. Apply improvement cycles such as PDCA (Plan,
Do, Check, Act) to iterate and refine processes on an ongoing
basis.

Table I. Problem to be solved by Lean Manufacturing (Own

elaboration)
Problem: AT TERNATIVE A: ALTERNATIVA B
inefficient “5 §”: Numerical or “DAP™: Implementacion de
registry alphabetical organization un sistema de flujo continuo
system de credenciales
Economy S/.774 S/.803
Implamentation cost
Time 8§ davs 10 dias
Implementation time
Accesibility 0% 50%
NOTE OWN ELABORATION

Customer Relationship Management (CRM)

According to Augusto (2021), CRM is a strategy that
leverages information technologies to establish and strengthen
relationships with customers. Its main objective is to gain a
detailed understanding of customers' needs, interests, and
purchasing behaviors.

A CRM system centralizes customer data by consolidating
sales interactions and registrations. This prevents duplication of
effort and ensures that all team members have access to updated
information about clients and related activities. Moreover, CRM
systems usually provide automation tools such as follow-up
reminders and automated workflows. These features contribute to
standardizing and simplifying processes, reducing manual work,
and minimizing errors or task duplications.

To implement CRM in InterMet, two steps are essential:

* Identify Needs: Determine the specific requirements of
the commercial and enrollment areas and select a CRM system
that can meet them, including lead management, customer
tracking, and task automation.

* System Configuration: Adapt the CRM to reflect
InterMet Peru's processes, customizing fields, workflows, and
automations according to the company’s needs.

Table II. Aspects to be considered

Aspect Quantity Cost TOTAL
Licenses 3 $30.00 $150.00
(Monthly)
One-time Implementation 1 $1,000 $1,000
cost
Customization & 1 $300.00 $500.00
Confignration (Monthly) (Menthly)
Training Sessions 1 $300.00 (onty $300.00
time cost) (only time cost)
Monthly Technical 1 $100.00 $100.00
Support
NOTE SOURCE INTERMET

Table III. Problem to be solved by crm

Problem
Outdated Alternative A Alternative B
database, “TRELLO” “CRM™:
preventing . Customer Relationship
efficient customer ~ Project management software Management
outreach.
Maintainability $2 100.00 $1350.00
Total cost of
Economics $1125.00 $1085.00
Total cost of
implementation
Time 7 meses 6 meses
time of implementation
NOTE OWN ELABORATION

1. Marketing Segmentation

InterMet primarily targets the mining market, which includes
companies, industries, and professionals related to this sector. The
main customer groups can be classified as follows:

*  Mining Companies: Organizations engaged in the
extraction and processing of minerals, both domestically and
internationally. This includes metallic and non-metallic mining, as
well as coal mining companies.

* Suppliers and Service Companies: Businesses that provide
products, services, and technological solutions to the mining
industry, such as machinery suppliers, safety equipment
manufacturers, engineering consultants, and logistics providers.

» Sector Professionals: Engineers, geologists, metallurgists,
mining technicians, operations personnel, managers, and directors
of mining companies, as well as independent professionals linked
to the sector.

¢ Educational and Research Institutions: Universities,
research centers, and academic bodies that specialize in mining-
related topics, offering training, research, and development
programs.

*  Government and Regulatory Bodies: Agencies, ministries,
and regulatory entities responsible for creating policies,
regulations, and standards for the mining industry.

* Investors and Financiers: Individuals and institutions
interested in funding mining projects, such as investment funds,
banks, and other financial entities.

2. Demographic Segmentation

InterMet focuses on countries with significant mining activity.
Its events primarily attract male professionals and students
between the ages of 30 and 50. This demographic approach allows
the company to design activities aligned with participants’ specific
needs and preferences, ensuring relevant and engaging content.

3. Market Specialization

The company targets professionals and firms interested in
specialized mining topics such as tailings processes, comminution,
hydrometallurgy, and copper extraction. These clients usually aim
to establish relationships with large mining companies or secure
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business contracts. Their socioeconomic profile tends to be Considering the current economic context of the company, the
upper-middle class, which supports participation in events of this selected alternative to implement lean manufacturing with a focus
nature. on operational efficiency using the S5s as a tool was taken as the

selected alternative.

4. Developing Customer Profiles

Creating detailed customer profiles helps InterMet better CURRENT SIMULATION
understand its target audience, their motivations, and their The code in VBA for Excel simulates the process of arrival
purchasing behaviors. This information enables the company to and processing of guests at an event. It starts by setting the initial
design customized marketing and sales strategies aimed at conditions necessary for the simulation. The total number of guests
attracting and retaining participants. expected is defined, in this case, it is set to

200. In addition, the time of the event is set, ranging from 8:30
AM to 10:00 AM. These values are important because they

Table Iv. Potential customer profile determine the period during which the guests can arrive and be

Age 35 zfios 42 afioz

processed.
Gender Male Famale Before starting the simulation, the code performs a cleanup of
: - . : the cells in the Excel workbook where the data will be recorded.
Major Minmg Engimaer Geologist

This ensures that there is no previous information that could
Country Lima, Perd Santiago, Chile interfere with the new data generated during the simulation. The
contents of cells A2 through 1201 are deleted to start with a clean
workbook ready to receive the generated data.

To simulate the arrival of guests, the code uses a nested loop.

intereztz and valiez Mining Environmental

technology mnevation, sustamability, responsible

new extraction managsment of natural It iterates twice: once for each group of guests. Within
techniques rezouTess . . X . .
each iteration, it randomly generates the time at which each
Purchazing Search for Participation in events guest arrives at the event. This is done by calculating a random
Behavior training znd updating ~ that address conservation and arrival time between the start time (8:30 AM) and the end time
opportunities exvirommental impact reduction (10:00 AM) of the event. The "Rnd" functiqn is ugeq to obtai‘n a
_ random number and is set to represent a time within that time
B interval.
NOTE OWN ELABORATION Once a guest's arrival is simulated, we proceed to simulate the
processes that must be completed before they can enter the event.
Table V. Market research costs These processes include scanning their entry ticket, finding and
SPECIFICATION VALUE receiving the welcome kit required for the event. Each of these

processes has an associated time that is randomly generated. To
ensure that the times are realistic but controlled, a "Do...Loop"
Cost of survey design: §150 loop is used that repeats the generation of times until the sum total
of these processes does not exceed 10 minutes. This ensures that
guests do not take too long at each stage before entering the event.

Cost of survey saftwars 5300 Once all the necessary times are generated for a guest, this
data is recorded in the Excel workbook. Each row in the workbook

DESIGN

SOFTWARE

AUDIENCE ) . I the )

corresponds to a specific guest and contains detailed information

Cost of recruiting participants 51,000 such as their ID number, the exact time they arrived at the event,

Cost of staff $1.500 the speciﬁc times 'for each stage of ‘Fhe process (scanning,

searching and kit delivery), and the exact time they finally entered

TOTAL COST: §2,750 the event. This provides a clear and detailed view of each guest's

NOTE OWN ECABORATION arrival and processing flow.

At the end of the simulation for all guests, the Excel workbook

Table VI. Market research costs shows a complete and organized record of how the actual event

—— arrival and processing process would unfold. This allows us to

Proklem: ] ALTERNATIVE B efficiently analyze and plan logistics, identify possible areas for
Costs outweigh Marketing segmentation Positioning strategies

profits improvement and ensure a smooth and orderly experience for all
event participants.

Economics $2750 $13000-
Total cost of
implementation
Time 4 meses 8 meses
time of implementation
Table VII. Current simulation
NOTE OWN ELABORATION

I'V. DISCUSSION OF RESULTS
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NOTE OWN ELABORATION

Once the simulation was done, we proceeded to calculate the
process time for each of the guests, with the difference between
the time of entry to the event and the time of arrival. This results
in 200 simulated process times. And now we proceeded to take
the highest average time of the simulation, which results in 9
minutes and 25 seconds. Comparing it with the average time
displayed by the members of the group, it is very similar to that
obtained in the simulator.

Now we proceeded to add to this simulator the improvement
times that we propose using the different tools previously seen.

Simulation Improvement Proposal

The code begins by setting the variables and parameters
needed for the simulation. numGuests is defined as 100,
indicating that 200 guests in total will be simulated. starttime is
set to 8:30 AM and endtime to 9:30 AM, which defines the time
interval during which guests can arrive at the event.

Before starting the simulation, a cleanup of the cells in the
range A2 of the Excel workbook to remove any previous data
that may interfere with the new data generated during the
simulation. In addition, columns B to I are formatted to display
the data in time format (hh:mm:ss), facilitating the visualization
of the recorded times.

To simulate the arrival of guests, the code uses two nested
loops: one for each group and one for each guest within the
group. This allows to simulate two groups of guests arriving at
different times at the event.

Within each iteration of the loop, the arrival time
(arrivalTime) of each guest is randomly generated using the Rnd
function. This time is calculated within the time interval defined
by StartTime and EndTime, ensuring that guests arrive at
different times within the event window.

For each guest, three sequential processes are simulated that

must be completed before they can enter the event: scanning their
invitation (timeScanning), searching for and delivering their
welcome kit (timeSearching and timeDelivering). Each of these
times is randomly generated within specific ranges to simulate
variability in the duration of these processes. The specific ranges
were detailed in the enhancement proposal.

A Do...Loop is used to ensure that the sum total of these times
(TotalTime) does not exceed 6.25 minutes (equivalent to 6 minutes
and 15 seconds). This limit ensures that the simulated times are
realistic but controlled, reflecting situations where processes may
take different amounts of 9

Once the times for each guest have been calculated, these data
are recorded in the Excel workbook. Each row in the range A2

represents one guest and contains detailed information such as
guest number, arrival time, specific times for scanning, searching,
kit delivery and event entry time. This provides a detailed
representation of the guest arrival and processing flow during the
simulated event.

Upon completion of the nested loops, the simulation is
complete, and the Excel workbook contains a complete and
organized record of how the guest arrival and processing process
would unfold at a real event. This record is what is expected to be
obtained when implementing the proposed tools to reduce
processing times.

Table VIII. Simulation after implementation

Start of kit End of kit

Invitado 05
invitado [ 3 3 3
Invitado 5 08 08:37:
Invitado 24 :: 08:3
invitada 05
Invitado 05 .46 08:40:46 |
Invitado 05 3
Invitado 2 [X :
invitado 04 5 4 08:412 T4 7]
invitado £ : 1 4 084 Az i
Invitado 4 05.4 08:42.08 4 084 4 4
Invitado g 08 1 g 084 435 3
Invitado 4 08:43.21 1 4 054 4341 4
Invitado 08: 4 08:45: 46
invitado 05: [ 474 5 |
invitado 05 05 05:4 05:
Invitado [ 05 084533 084539 |
Invitado X [} 05 05:4 05:4
invitado X 05 08: 08 [ 08:46:
Invitado 3 08 08:4: 05:4 (i 08:46:E
Invitado ! [ 05 05: 08: 05:48:30 |
invitado : 05 05 0 0
Invitado : 4 [iE [
Invitado 4 : 4 08: 05
Invitado 4 1457 1452 4 08:47:36 08
invitado 103 8 084 084
Invitado 7 05.45: 54 08:4 (X
invitado :45.24 08 05 054 054
Invitado 4526 05 08, 08:47.5 08,47

""" 1050 145:23 084610 084610 08:47.4; 08:4T:

NOTE OWN ELABORATION

Once the simulation was done, we proceeded to calculate the
process time for each of the guests, with the difference between
the time of entry to the event and the time of arrival. This results
in 200 simulated process times. And now we proceeded to take the
average time of the simulation, which results in 3 minutes and 2
seconds. Comparing it with the average time obtained in the
current simulation of the company, we can see a considerable
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optimization of the times, thus generating an increase in
productivity and reducing the problems that had been causing
this problem.

Table IX. Optimistic Simulation Results with 10,000 Guests

ENTREGADE  ENTREGA
CREDENCIAL  DETICH

([T TP TIEMPODE TIEMPODE TIEMPODE
ESPERA  ATENCION  CICLO

08:3021

Insitado 1 08:30.Ta m. 08:30.12 08:30:21 06:30:40 06:30:40 000001 000028 00:00:29
Irwitada 2 08:3018a m. 083022 083027 08:30:27 08:30:46 08:30:46 000004 000024 O00028)
Irwitada3 0630 am 08:30:40 083042 08:30:42 063109 063103 000029 000023 000058
Irwitzdod 0830 1am, 083058 08313 083113 083131 033131 000047 000032 000120
IrwitadaS 08:30:03 a m, 083019 08318 053118 083137 08337 0000 00018 00:0134
Irwitada B 083007 a m. 083051 023103 083103 083145 08345 000044 000053 00038
Irwitada 7 023125 m, 083134 023138 083138 083145 08345 00:00:09  O0:00:11  00:00:20
[ 0230115 m. 0230:38 083118 023113 08:3146 02316 000027  OD:003  0G:0L3S
Iruitado 3 0830232 m 0230:42 DB:3t33 023133 083152 083t52 000079 0000 000123
Iruitado 10 06:3127a m. 063133 083133 08:3140 083140 083153 063153 000006 000020  00:00:28
[insitado 1t 0630502 m 06315 0Balt  Ogatea 083123 063156 063t56 000025 000040 000108
Irwitada 12 06:30:27a m 08:30.36  08:30:36  08:3148 08:3148 063201 0&3z01 000003 00:0125  00.0134
Irwitada 13 08:30.05a m, 083043 0830:43 083148 08:3148 08:32.03 08:32.03 000038 000120 0O.01%8
Irwitada 14 03:3102a m, 083155 083155 083208 08:32:.08 083z 083212 000053 00007 00.0110
Irwitada 15 08:30:07 . m, 083035 0830:35 083102 083102 0&3ziz 0&3ziz 000028 000137 00:0Z0%
Irwitada 16 08:30:29 a m, 023046 02:30:46 083043 08:30:43 083214 083z 00.00:17 000128 00:014S
Irwitada 17 08:30:08 a. m. 02:30.25  08:30:25 083108 083108 083218 083216 00.00:7  O0:0%51  O0:0Z03
Iruitada 18 0830332 m 083103 033103 083146 023148 083218 023218 000030 0000 000133
Inuitado 13 0630522 m 06319 0831W 083203 06:32.03 063221 063221 000022 ODOTO7 000123
Iruitaddo 20 06:3108a m. 063130 083130 083141 06,3141 06:32.22 06:3222| 000022 000052 000114
Irwitada 21 06:30.02a m 063041 083041  08:3134 08:313¢ 08:32:24 08:32:24 000033 000144 000222
Irwitada 22 08:3013a m. 08:30.37  08:30:37  08:3107 08:3107 08:32:25 08:32:25 000024 000147 00.0212
Irwitada23 083037 am, 083050 083050 083057 08:30:57 08:32.30 08:3230 000013 O0.0140  0O.01S3
Irwitado 24 08:30:43a. m. 03318 08316 08.3144 08:3144 08:32:30 08:32:30 000033 00.0LM  00.0147
Irwitado 25 053013 m, 083050  0830:50 023201 0&:3z01 08:32:32 083232 00.00:31  O0:0%d2  00:0213
NOTE OWN ELABORATION

Table X. Indicators of the Optimistic Scenario

FROMEDIO FROMEDIO FPROMEDIC
ESPERA ATEMCION  CICLO

IMOICADORES

10000 OE IMWITADI
NOTE OWN ELABORATION

In order to evaluate the maximum potential efficiency of the
proposed improvements, a large-scale simulation was carried out
with a sample of 10,000 guests. The results show an average
waiting time of 00:00:37, an average service time of 00:02:30,
and a total cycle time of 00:03:07. These indicators confirm that,
under optimal conditions, the registration and check-in process
can be optimized to achieve highly competitive service
standards. Compared to the current process and the initial
improvement scenario, this optimistic case highlights the
scalability of the proposed methodology, demonstrating that
even during high-demand events it is possible to maintain short
processing times and offer a satisfactory experience to all
attendees.

The implementation of the 5s is based on:

According to the starting point of the customer registration
process in the events organized by InterMet, we must consider
that the current flowchart of this process is as follows, which
takes the highest average attention time of

10min 48sec, in which there is a bottleneck in the activity of
"credential search" due to lack of organization and various
internal reasons

.‘ I‘ O

4Los datos scaneados son cormectos?
Ruterencias de digrama

COMPROBACION G2

26SEG INSCRIPCION Y PAGO

29566

856G
AN

D 5sec

| éT

320MN

@ o=

105 MIN

BUSQUEDADE CREDENCIAL - Sk J

ENTREGADE TICKET OF
AMUERZO

Fig. 1 flow chart in Spanish

Based on this, we propose to start the implementation
management as follows:

For this purpose, it is recommended to highlight the
incidences that may happen in the registration process.
Among them:
- Failure to register correctly via web
- Mixed credential types
- Failure to print badge for the client
- Manage pass for accompanying persons, if applicable.
Also conduct the respective training to the staff a week
before the event, for a time study and to determine the results of
the team.

Day 1: 58 Preparation and Execution

- 07:00 - 08:00: Kick-off Meeting
- Convening: All employees involved in the registration
and credentialing process.

- Agenda: Explanation of the objective, benefits of 5S,
and the plan of action for the day.

- Responsible: Project Manager (PM) and Team Leader
(TL).
08:00 - 09:00: Seiri (Sory).
Actions:
- Materials Review: Quick review of all materials and
tools used in the process.
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Fig. 2 current place

- Sorting: Identification and separation of necessary
and unnecessary items.

- Disposal: Removal of obsolete or unused materials.

- Responsible: All employees under the supervision of
the LE.

09:00 - 10:00: Seiton (Sorting)
Actions:

- Assignment of locations: Designation of specific
locations for each material and tool.

- Labeling: Clear labeling of all items and their
locations. Area mapping: Creation of a visual map of
the work area. Responsible: LE and registration team.

10:00 - 11:00: Seiso (Clean up)
Actions:
- Deep cleaning: Performing a thorough cleaning of the
work area, removing dirt and clutter.
- Assignment of responsibilities: Assignment of specific
cleaning tasks to each team member.
- Responsible: LE and registration team.

11:00 - 12:00: Seiketsu (Standardize) Actions:
- Training: Brief training to staff on standardized
procedures.
- Creation of checklists: Development of checklists
to ensure maintenance of standards.
- Responsible: GP, LE and documentation team. 12:00 -
13:00: Lunch.

13:00 - 14:00: Shitsuke (Sustain).
Actions:

Establishment of audits: Planning of periodic audits to
verify 5S compliance.

- Follow-up meetings: Scheduling regular meetings to
discuss improvements and solve problems.

- Culture of continuous improvement: Promotion of a
culture of continuous improvement and accountability.

- Responsible: GP and LE.

14:00 - 16:00: Implementation of Best Practices.
Actions:

- Workflow optimization: Final adjustments to work area
layout to maximize efficiency.

- Process Simulation: Perform a simulation of the
registration and delivery process using the new
practices.

- Responsible: LE and registration team.

16:00 - 17:00: Review and Closing.
Actions:

- Review of results: Initial evaluation of the implemented
changes and discussion of observations.

- Team Feedback: Gather team comments for future
improvements.

- Closing: Summary of the day's accomplishments and
establishment of next steps.

- Responsible: GP and LE.

Although Lean Manufacturing, CRM, and market segmentation
are well-established concepts in the literature, their integrated
application in the management of mining events has received
limited academic attention. This study contributes by
demonstrating how the joint implementation of these tools can
address specific challenges faced by InterMet such as inefficient
registration processes, low event attendance, and financial
imbalances while also incorporating customer satisfaction as a
complementary service quality indicator. The reduction of
registration time from 9:25 to 3:02 minutes is projected to
significantly =~ improve  attendees’  perception,  thereby
strengthening InterMet’s reputation, enhancing customer loyalty,
and providing a practical framework that can be replicated in
similar organizations, particularly in Peru and other emerging
mining economies.

V.SYNTHESIS

The implementation of Lean Manufacturing at InterMet has
resulted in a significant improvement in operational efficiency.
The adoption of this methodology allowed us to identify and
eliminate waste in the processes, which led to significant cost
reductions and increased productivity. Specific techniques such
as 5S and Kaizen improved organization and daily efficiency.
This process optimization is especially critical in the competitive
event management market, where operational efficiency can be a
key differentiator.

Market segmentation has enabled InterMet to better
understand its customers' needs and preferences. By identifying
different needs and tailoring marketing offers and strategies to
specific segments, the company has achieved greater customer
satisfaction and retention. Targeted marketing campaigns
improved the relevance of messages and increased response and
conversion rates, strengthening existing relationships and
opening up new business opportunities.
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The implementation of a CRM system has facilitated
customer relationship management by providing a holistic view
of all customer interactions and needs. This holistic view
enabled InterMet to personalize service and respond more
effectively to customer concerns, enhancing their experience
and fostering stronger brand loyalty. With detailed, up-to-date
customer information, the company was able to offer
personalized services that increased customer satisfaction.

However, implementing these strategies was not without
its challenges. Resistance to change on the part of some
employees and the need for ongoing training were significant
obstacles. The integration of new technologies and processes
required considerable upfront investment, underscoring the
importance of sound financial planning to ensure long-term
success. Change management was crucial to overcoming these
challenges, involving clear and continuous communication with
employees and the implementation of training programs to
facilitate the transition.

VI. CONCLUSIONS

Positive Results:

e The implementation of Lean Manufacturing, market
segmentation and CRM has been highly beneficial,
leading to increased operational efficiency, better
understanding of customer needs and effective relationship
management. These results validate the adopted strategy
and provide a solid foundation for the company's
sustainable growth.

Adaptability and Continuous Improvement:

e The ability to adapt and respond to changing market
dynamics is essential to success in the event management
industry. Organizational culture that favors continuous
improvement and innovation is key to future
implementations.

Future Recommendations:

e Continue to invest in employee training and advanced
technologies that facilitate agility and efficiency.

e Maintain a customer-centric approach, using tools and
strategies to proactively anticipate and meet customer
needs.

Simulation Statistics and Results
Average Process Time:

o The average processing time for guests in the initial
simulation was 9 minutes and 25 seconds.

e With the implementation of enhancements, the average
process time was significantly reduced to 3 minutes and 2
seconds.

Simulations Performed:

e Simulations were conducted for 200 guests, with two
groups of 100 guests each, arriving at different times at the
event. The simulated processes included scanning
invitations, finding and delivering the welcome kit.

Optimization and Productivity:

e The reduction in process times generated an increase in
productivity and reduced previously identified problems,
such as bottlenecks in the credential search.
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