
Sesión Compartiendo la Excelencia. 
Área Procesos

Caso: Bourns Costa Rica



Objetivo de la presentación 

Compartir las mejores practicas en 

el área de procesos con respecto 

al criterio del Premio a la 

Excelencia de la Cámara de 

Industrias de Costa Rica



Que hace la corporación Bourns?

• Bourns es un proveedor líder de componentes y soluciones para control de movimiento, 

protección de circuitos y acondicionamiento de circuitos a nivel mundial.

• La compañía se estableció en 1947 por los cofundadores Marlan y Rosemary Bourns
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Mercados de Bourns
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SensadoAutomotriz
Protección de 

Circuitos
Conversion de 

Potencia

21%24% 27% 28%



Centros de Manufactura
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Linkou, Taiwan

Logan UT, U.S.A.

Bedford, UK

Ajka, Hungary

Chihuahua, Mexico

Tijuana, Mexico

Heredia, Costa Rica Shiga, Japan

Osaka, Japan

Okayama, Japan

Fukui, Japan

Xiang’an, China

Xiamen, China

Suzhou, China

Dongguan, China



Bourns Costa Rica
• Bourns es un líder mundial en la manufactura de componentes electrónicos

• Tenemos 3 años de participar en el programa a la excelencia

• En el 2019 fuimos galardonados con el premio a la excelencia en el área de procesos.

• Tiene 40 años de historia en Costa Rica bajo el nombre: Trimpot Electronicas LTDA.
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Bourns Costa Rica – Evolución de la excelencia

• Hemos buscado la excelencia como un compromiso

• La base de la consistencia esta en la definición de procesos estructurados y estandarizados que se 
ejecuten consistentemente

• De ahí que la base de nuestra mejora sea en la estructura de procesos 

• Seguimos comprometidos con la mejora y buscamos llevar todos los procesos a maduro alto



The foundation



Bourns Costa Rica – El modelo STAR* (Herb Stokes)



Bourns Costa Rica – El modelo STAR* (Herb Stokes)



Bourns Costa Rica – Estrategia

 

Skill assessments 

and succession

Values

(Important and 

lasting beliefs or 

ideals shared by 

the members of a 

culture about what 

is good or bad and 

desirable or 

undesirable)

Strategic 

Objectives

(long-term 

organizational 

goals that help to 

convert a mission 

statement from a 

broad vision into 

more specific plans 

and projects)

Better utilize enviromental advantages

KW/GUTS

Learning and 

Growth

(How we 

continously 

Improve our 

process)

Key Indicator Scrap

Objective Improve Safety

Key Indicator Accidents

Objective
Consistent 

Delivery

Key Indicator
OTD Requested 

and committed

Objective Reduce Scrap

Be the most efficient and profitable manufacturing plant 

within Bourns Inc. and an example to follow around the 

world

Customer 

Perspective

(What does the 

customer expect 

from us)

Stakeholder 

Perspective

(What do they 

expect)

New revenue 

sources

Key Indicator
Revenue from new 

products

Objective Predictable Quality Objective

Key Indicator

Objective
Increase 

profitability

AGM

Objective

Key Indicator
CARs, Outgoing 

PPM

Internal Process 

(How we 

consistently meet 

financial and 

customer 

requirements)

Objective

Bourns Costa Rica - Strategy Map-

Vision 
‘if we can achieve what 

we want to do, what will 

we look like in X years’ 

Objective Objective

ObjectiveObjective

Mission 
‘why do we do what we 

do' and 'who do we serve’ At Bourns Costa Rica, we are committed to consistently 

exceed our customer expectations

Objective

Achieve or exceed 

financial plan

Key Indicator Variances/GUTS

VISION MISSION

Objective

Objective Objective

Objective

Objective

Objective
Reduce Cost of 

Quality

Key Indicator Cost of Quality

Objective Retain our talent

Key Indicator Turnover

Objective
Develop our 

workforce

Key Indicator

Objective Objective

Key Indicator

Objective
Attract the Best 

candidates

Key Indicator
time to hire and 

turnover

Objective

Objective Improve efficiency

Key Indicator OEE, Cost Savings

COSTA RICA STRATEGY MAP 2018-2021

Commitment

Excellence

Team Work

Innovation 

Integrity

SO#1: Achieve consistent execution by  
improving the process and product 

SO#2: Attract, retain and develop the 
right talent

SO#3: Predictable, flexible and reliable 
new product introduction 
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Bourns Costa Rica – Mapa de interrelaciones de procesos



Bourns Costa Rica – Tortugas de Procesos



Sistema de manejo diario escalonado
Tier meeting system

• El TMS es una parte importante de un sistema de gestión Lean y está 
destinado a ayudar a una organización a crear la cultura correcta mediante:

– Desarrollar una gestión disciplinada de las operaciones diarias en una 
empresa.

– Crear responsabilidad, empoderamiento y cambios de comportamiento

– Ayudar a los equipos a centrarse en lo que es importante para el 
negocio.

– Ayudar a la organización a aprender a ser efectiva y orientada a 
objetivos.

– Ayudando a escalar el problema de manera ordenada al nivel de 
administración adecuado para una resolución rápida
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Principios

Seleccione un conjunto de 
principios para guiar a la 
organización.

Comportamientos

Acuerdo sobre los 
comportamientos deseados 
por la organización.

Acciones

Establezca la acción 
necesaria para marcar la 
diferencia.

Cultura
Organizacional



Implementacion del TMS

• Como su propio nombre lo indica, el TMS debe adaptarse a la estructura de la organización en la que se 
desplegará.

• El número de niveles dependerá de cómo se divide la organización desde una perspectiva operativa
• Hay una guía general para explicar los detalles del sistema y las expectativas en cada nivel, herramientas 

para la evaluación del comportamiento para ayudar a impulsar los buenos hábitos, guías de trabajo 
estándar en cada nivel, etc.
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Tier 1

Tier 2

Tier 3

Tier 4 Plant 
Manager

Production 
manager

Supervisor 1

Leader 1 and 
collaborators

Leader 2 and 
collaborators

Supervisor 2

Leader 3 and 
collaborators

Leader 4  and 
collaborators

QA Manager

QA staff

Purchasing 
Manager

Buyers

Maintenance
Manager

Tech 
supervisor

Technician 2 Technician 1

Tier 1: Leader 
an operators

Tier 4: Plant 
Manager and  

managers

Tier 3: 
Managers and 

supervisors

Tier 2: 
Supervisor 
and leaders

Frequency Daily

ETHICS AND INTEGRITY THOUGHTFULNES Duration Standard

FORWARD-LOOKING FACT BASED THINKING Intensity High

OWNERSHIP AND COMMITMENT CUSTOMER FOCUSED Scope Plant level

Description

Fulfills all established commitments (date and time).
Dashboards and Graphs are up to date and properly filled. The people understands the purpose of the 

meeting and the information shared in order to make decisions.
70 pts. 47%

The collaborators pay full attention to the activity being 

developed.

There are not distractions nor barriers during the communication process (the use of cellphones, lack 

of attention, unauthorized use of computers, chatting among attendees to the meeting)
80 pts. 53%

Collaborators address among themselves with courtesy during 

the meeting.
A feel of leadership by respect and humility is perceived in every team member 90 pts 60%

The collaborators are on time for the meeting.
The meeting starts and finishes according to procedures, all attendees are present and show a good 

disposition to actively participate in the meetings.
100 pts. 67%

Preaching by example.
There is a visible interest to achieve/maintain the metrics in green or with a positive trend for 

improvement. 
110 pts. 73%

The body language, actions and what it is said is completely 

aligned.

The collaborator who is addressing the group shows coherence in between his/her body language, 

actions and the message sent to the team. He/she takes into account the escalations from the 

subordinates and colleagues.

120 pts. 80%

The team members fulfil all commitments.
Committed dates are challenging but realistic (there is not a delay or re-scheduling of commitments), 

at the same time the collaborators feel motivated to execute the tasks assigned.

All action from the team are focused on the objectives of the 

team

One can perceive an teamwork environment, open to change and looking for the common wellbeing. 

One cannot perceive a sense of departmentalization.  

The collaborators get ready for their tasks and commitments.
The team members answer all questions based on data, proper analysis of the situation at hand , the 

team gets ready previous to the meeting. 
130 87%

The team is organized and orderly during the meeting. The team has a full control of the area and a complete follow up of the standards.

There is a complete fulfillment and adherence to the policies 

and procedures and systems of the organization.
Everyday a systemic and standardize work is perceived.

Exceeds expectations There is a new record set on the metrics of the area.

The team members are always in search of new 

responsibilities.

Whenever there is a succession plan, this is executed correctly. The team cannot notice the absence 

of a team member during the meeting.

The team establishes challenging goals and objectives.
The roll of the leader or purpose of the metric, it is seen as change agent and it has a positive impact 

on the team members.

The team members propose innovative ideas An "Out of the Box" is perceived during the meeting

FINAL SCORE

Successful Performance

140 93%

Excellent Performance 
(Ideal behaviors)

150 pts.= 100%

Behavior Indicator (YES=10 points, NO= 0 points)
YES NO

Unsatisfactory 

PerformanceObservable Behavior

Values that the system promotes:

Lean Daily Management. 

Tier Meeting System



Bourns Costa Rica – Seguimiento de desempeño de los procesos
Perspective Objective KPI

Site 

Responsible
Action plan #

2020 

Proposed
TREND

Plan

Act/Fcst

Plan

Act/Fcst

Plan

Act/Fcst

Plan

Act/Fcst

Plan

Act/Fcst

Plan

Act/Fcst

Plan

Act/Fcst

Plan

Act/Fcst

Plan

Act/Fcst

Plan

Act/Fcst

Plan

Act/Fcst

Plan

Act/Fcst

Plan

Act/Fcst

Plan

Act/Fcst

Plan

Act/Fcst

Plan

Act/Fcst

Plan

Act/Fcst

Plan

Act/Fcst

Plan

Act/Fcst

Plan

Act/Fcst

PA-0151

PA-149

PA-0150

PA-0144

PA-0146

PA-0145

PA-0147

PA-0148

PA-0152Number of C.I activities

Gross Sales against plan ($ M) Alex Watson

Predictable Quality

Profitability

Retain our Talent

Achieve or exceed 

financial plan

Internal PPM Federico Pinto

Effficiency

Total $ Cost Reduction YTD

Lead time (A items)
Mary Ann 

Roqhuett

Actual Gross Profit Margin

Resultados

Overhead variances against plan Alex Watson

PA-0143

 PA-0141Reduce Scrap %Scrap as GUTS YTD Andres Zu;iga

OEE Manuel Hidalgo PA-0142

Stakeholder 

Perspective

New revenue sources Revenue from New Products Rodney Ramirez

Federico Pinto

Customer Satisfaction Excellence Federico Pinto

Alex Watson

External PPM

Customer Issues Federico Pinto

Federico Pinto

Outgoing PPM

Capex against plan ($ K)

Learning and 

Growth

Internal 

Perspective

Develop our workforce

Rodney Ramirez

Federico Pinto

Development / hours per month Jose Maria 

Customer 

Perspective

Alex Watson

Better utilize 

enviromental 

Improve Safety Work Related Accidents Jose Maria 

Cost Of Poor Quality Federico Pinto

KWH/GUTS Jose Salazar

Reduce Cost of Quality

Turnover Jose Maria 

La estrategia de 
convierte en 

objetivos y métricas

Las métricas tienen dueños 
y se documentan planes de 
acción anuales para cumplir 

con las metas mensuales

Se evalúan los resultados y 
se documenta un A3 cuando 

no se cumple lo esperado



Indicator _____, Month_____ , Owner 
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Problem Statement:

Name of the indicator:
Goal:
Month performance:

The indicator ______ for ______ area is currently at 
____ against a target of _____

Current State:

Main Drivers:

The indicator ______ is mainly affected by 
_____,_____ and _____. 

GRAPH – Pareto

Ideal and Target State:
Ideal State:
Next Month Target:
Year End Target:

The indicator ______ is expected to meet the target by 
the month of _____, next month target is ___, yearly 
target is _____.

Action Plan:

Action Owner Due Date Resources Comments



Bourns Costa Rica – Responsabilidad Social en la cadena de valor

• Hemos desarrollado matrices de materialidad para los riesgos y crear grupos para atender 
los impactos negativos.

• Basado en las expectativas de las partes interesadas, se ha ido priorizando 
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Manejo de las contingencias

• El proceso de manejo de contingencias se divide en 5 pasos:
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1.Identificar 2.Priorizar 3.Planear 4.Ejecutar 5.Revisar



May 28th will mark the 100th birthday of our founder Marlan Bourns. For the month of May we 
honor Mr. Bourns for his hard work and dedication in building a strong foundation for Bourns, Inc. 



MUCHAS GRACIAS


