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1 DEFINE &=z
a. ldentify a Project Grame)
b. Establish the Project wxma)
2 MEASURE (mm)
3 ANALYZE (%)
4 IMPROVE u#)
5 CONTROL @)

6 REPLICATE RESULTS AND NOMINATE NEW
PROJECTS (ErREHFBHEFHD)
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THE BASIC Si1X SIGMA

BREAKTHROUGH IMPROVEMENT

PROCESS o msmzmtasneste)

1 DEFINE #z)
a. ldentify a Project (.. i8zmA)
b. Establish the Project . gxmn)

2 MEASURE wa)
3 ANALYZE )
4 IMPROVE )

5 CONTROL u=#w)

6 REPLICATE RESULTS AND NOMINATE NEW
PROJECTS (armmstmysimeg)

(€ McGraw-Hill 2002. To customize ths overhead for vour zudience, download it from { www.books. megraw-hill. com/training”
download) . The document can then be opensd, edited, and printed using Microsofl Word or other popular word-processing software.
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1 DEFINE &=
a. ldentify a Project (s RAImA)
b. Establish the Project . uxmg)

2 MEASURE (um)
3 ANALYZE 5#)
4 IMPROVE (m:#)
5 CONTROL )

6 REPLICATE RESULTS AND NOMINATE NEW
PROJECTS (&I BRsmuHma)

(©) McGraw-Hill 2002. To customize this overhead for your audience, download it from | www. .
download } . The document can then be opened, edited, and printed using Microeoft Word or other popular word-processing software.
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THE BASIC S1X SIGMA

BREAKTHROUGH IMPROVEMENT

PROCESS (ATER DR Bt B BT

20

1 DEFINE 7=
a. Identify a Project (.. i8%imA)
b. Establish the Project . mxmm)

[

MEASURE )
3 ANALYZE (##)
4 IMPROVE ()
5 CONTROL @z

6 REPLICATE RESULTS AND NOMINATE NEW
PROJECTS GEr-mmstiRdH#Hme)
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THE BAsic Six Sicma
BREAKTHROUGH IMPROVEMENT

PROCESS memzmnssnssan

1

(9%

DEFINE (=)
a. ldentify a Project (a.ir5im8)
b. Establish the Project . #umg)

MEASURE um)

ANALYZE (947

IMPROVE st
CONTROL iszs)

REPLICATE RESULTS AND NOMINATE NEW
PROJECTS #raisstmismg)

(& MeGraw-Hil 2002. To customuze this ovethead for yuur audience, download & frem { www. bonks. megraw-hili . com/ training/
download) . The docutent can then be apened, edited, and printed using Microsoft Word or ather popular word-processing software .
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Ground Rules (g#mnp

m Do not criticize or evaluate ideas.
(RAFSFHBE, )

m Be unconventional in your thinking.
(AR B 48T 20 R 3 )

®  Aim for a quantity of ideas in a short time.
(Hir ReEEHMAZBLREE. )

B “Hitchhike” on others’ ideas.
(T SEER" A B, )

Procedural Rules (zstma

m Make contributions in turn.
(R M- )

m Contribute only one idea during each turn.
(f BB — IR )

m “Pass” when you do not have an idea. You will have another
" opportunity on our next turn.

(SRR R TR Pass”  E F— R ARIEH L )
& Do not provide explanations of your ideas.
(FEHBRARE. )

(€) MeGruw-Hill 2002, To custoiize this overhead for your audiense, dewnload il from { www. books . megraw-till, com/training/
download)}. The dorument can then be opened, edited, and printed usitg Microsdft Wond or other popelar word-processing software.
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Date; 1730793

Flight # ; 747

Airport:  LGA
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(© McGraw-Hill 2002. ‘To oustoemze Lhis overhead for your audienice, download it from ( www. hooks. megruw-hill . com/training/
download} . The document can then be opened, edited, snd printed using Microsft Word or other popular word-procesaing software.
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THE BAsIC Six SiGMA
BREAKTHROUGH IMPROVEMENT

PROCESS mumeasasnssne
1 DEFINE &E®)

a. ldentify a Project (amma)
b. Establish the Project @®xzma)

2 MEASURE num)
3 ANALYZE &)
4 IMPROVE i)
5 CONTROL az#)

6 REPLICATE RESULTS AND NOMINATE NEW
PROJECTS (er msmsrbmHE)
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EXERCISE 1: *8 2y
IDENTIFYING FEATURE
AND DEFICIENCIES

(%3] 1: RS HEMEREE)
I Please list some product features you look for in the following goods or services:

(B8 LU =Rk % R P R ietE)
When purchasing an automobile

(HMX —WHER)

When taking a trip on an airline
{4 T fa)

(Goods or services vour organization provides to ¢xternal customers
(PR EE B0 2 e R BL B SRR BT P 7 R FIR 4 )

Business processes and suppor( services within your own organization

(R BT 0 i Ml P B B0 Al 95 LR 0 M 45 52 5% )

2 Please list some deficiencies you might find in the following goods or services:
(P BLF 7= AR 5 AT R )
An automobile you have just purchased

(R R — M%)

An airline trip you are taking
(FRIEFRA HINLBL)

Goods or services produced by your organization

(IREF B & e REPL RS 7 S BUR 4 )

Business processes and support services within your organization
(AR B 2E 0 4l P9 B Y o 5 0 82 0 IR 45 9% )

©) McGraw-Hill 2002, To customize this overhead for your audience, downloed it from { www. books. mogrew-hill . com/tmining”
download}. The document can then be opened, edited, and printed using Microsoft Wond or other popular word-processing software.
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EXERCISE 2:

IDENTIFYING EXTERNAL

CUSTOMERS
(%37 2 BRIEHHE)

List two important external customer groups for your organization, and describe how your
work affects them.

(il Bir A5 L O B 2 049 50 SRBE 2, 3R R0 T 1 0 i B B i )

1 Exiernal customers:

(AHEREEE )

How my work affects these customers:

(R B9 T AF e 00 i )

2 Identity one external customer affected by the Six Sigma breakthrough improvement pro-
ject undertaken by your team.

(45 5 4R BT BA TE A7 47 09 7S PEAS B R B O o I E BRI M — - Sh SRR )

© Mcl"erEW—Hi]l 2002. To customize this overhead for your audience, download it from { www. books. mograw-hill. comtraining’
download ;. The document can then he opened, edited, and printed using Microsoft Werd ar other popular word-processing software.
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EXERCISE 3:

IDENTIFYING

INTERNAL CUSTOMERS
(%31 3; RHHEHE)

Identify two of your internal customers to whom you supply service. What services do you pro-
vide? What needs do you meet?
(HHlERARF AP N EEE, R R T AFNREMERE T T AamK?)
1 Internal Customers:
(A% )
Needs met:

(%2 RITK)

20

Products (goods or services) provided:

(REMTE(EETLEES))]

2 Identify one internal customer affected by the Six Sigma breakthrough improvement pro-
ject your team is handling.

CARIZAHEONEERTHAARBREEAATEERN— P RABHE)

©) McGraw-Hill 2002, To customize this overhead for your sudience, download it from  www,
download). The document can then be opened, edited, mdpnniaiusmghﬁmolewdorothﬂpoplﬂmuwdapmmngﬂm
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EXERCISE 4:

IDENTIFYING COSTS OF POOR

QUALITY
(83 4. IR5IEHEESE)

List some examples of costs of poor qualily in your organization for each of the following cate-
gories:

(09 LR 44 28 ) 25 B0 50 R A4 T 4 ol R A TR Y 95 TR A )

1 Appraisal/inspection costs:

(£ E AAREA)

2 Internal failore costs:

(PER R R AR )

8 External failure costs:

(SRR N A )

{© McGraw-Hill 2002. To customize this overhead for vowr audience, download it from (wwwbxﬂtsm:grﬂw-hllfm/lmnnng/
download) . The document can then be opened, edited, and printed wing Microsoft Wamd or other popular word-processing software.
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THE BASIC SIX SIGMA
BREAKTHROUGH IMPROVEMENT

P ROCESS Emmsmessngside)

1

DEFINE &=

a. Identify a Project cnsimam)

b. Establish the Project @mzma)
MEASURE )

ANALYZE )

IMPROVE (ait)

CONTROL &m)

REPLICATE RESULTS AND NOMINATE NEW
PROJECTS CEraR#Rusmme)

& McGraw-Hill 2002, To custirnize this overhead fur your sudience, download it frem { www . books. negraw-hill . com/ training
download) The document can then be opened, edited. and printed using Microsofi Word or other populur word-processing woftware.
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Activity 1: Notes on

Your Project
(730 1. ME%RE)

Usc this page and the next to take noles as you learn more about your role in the organiza-
tion’s breakihrough improvement project from your senior management,

CHfE P B R EREES M TRA XRTE LM R BT B T e an, AR BT
—SEL, )

1 Sources used to nominate project:

(M EBETAORE:)

2 Data used to evaluate potential impact of project:

CFR T4 5B 0 A R R AV R ERE <)

3 Isthe problem chronic?

(] B2 KIMST )

4 How is the impact of the project 1o be measuredr

(I A BRI R 87 )

5 How large 1s the poteniial impact of the project?

(LI H R A EEA LK)

© McGraw-Hill 2002, To custemize this overhead for your awdience, download it from (www . books, megraw-hill. com /training”
download ). The docament can then be opened, edited, and printed using Microsoih Wond ot other popular word-processing, softwere.
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6 How significant (important) are the results expecied to be?
(MR RESER? )

7 Isthe project a manageable size?

(IR A R AD RIS )

8 How urgent is the problem?
(@ L ELT )
9 What risks are associated with the project?
(BERpESIZmBHE X7 ) A
¢ What resistance to change might be encountered?
(EREWRE BB AR B )
i1 Does the organization:

+ Want to reach a new level of performance for an existing goord or service?

e Measure specilic deficiencies or opportunities for pertormance improvemenis? If not, is
there a way to measure them? If yes, describe.

o Want to fird and chiminate the root cause of a problem?
s Want to develop a brand-new product or process?

Based on these answers, is it breakthrough improvement?

(kRS

o BEIHE W RHXF LT — MR KL

METAEMNAERBERLFHNS T2 MERH ETA BN LI R4, FHR,
¢ EFEERHANFRBRAENRESER?

¢ REHETE- PR BTG

BFREEE, RERESHEN?)

12 Review these notes about yvour project. On the basis of what you have learned in this chap-
ter, do vou think this is a good Six Sigma breakthrough improvement project? Explain

YOUT answer.
(ARME EID, REHEX —BEESF R, RIASER— MRS TR R H
g7 o)

© Mcbraw-Hill 2002. To customize this overhead it your audience, download it (rom { www. books. mograw-hill . com/training/
downioad) . The document can then he opened, edited, and printed using Microsoft Ward ot other popular word- processing sofhware.
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EXERCISE 1: EVALUATING

PROBLEM STATEMENTS
(%3 1 M @)

Read each problem description below and decide whether it is effective. If any statement is not
effective, rewrite it.
(P FEME—AMEE BT ATHY. Wik AZAN B, )
1 More than 35 percent of our customers respanded in a recent survey ihat they were very or
somewhat dissacistied with our service.

(EREMEE R HBL BEHEERL BT RTTREER TR ENE, )

2 We produce too many defective pumps.

(BATE™T REHFRENFE. )

3 We receive an average of 24 written complaints per week regarding billing mistakes.

(F A1 AT T 24 1A XKL/ IR BEHE. )

4 Communication among our departments is poor.

(FIIEBZERBE. )

(€) McGraw-Hill 2002. To customize this ovethead for your andience, download it fram { www . books. megraw-hill, com training
download ). The docurnesst can then be opened, edited, and printed using MicToeofi Wond or other popular word-processing software.
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EXERCISE 2: k.
EVALUATING MISSION
STATEMENTS

(%3] 2: VMR {ERRRE)

The problem statements and mission statemerits helow include problem and objective descrip-
tions. Read the mission statements, and decide whether they are etfective. If they are not, indi-
cale how you would improve therm.

(7 1B f [ R R R M AR LA AR B FR R IR A EGR L RE IR SRR . MRENAZ
AW AR MR )

1 It takes Shipping too long to send cxtra parts to tustomers. Reduce the time it takes for the
parrs 10 rca(‘h I’.]’](‘ ¢ USTOMEer.

(AR 36 71 &6 3% BB % T A7 RO R el k46 . RS AR RARRE Ty B4 m) . )

2 The organization pays $1.3 million apmually in interest charges associated with billing er-
rors and the resulting late collection of payment. Reduce the dollar value of accounts re-
cetvable resulting [rom billing ervors.

O U TS IR AT 4 R R GRSl AT 130 FETHA L. Ml TERARRIFER
(R I=NN

3  We need a computerived project-tracking system to plan project deadlines and wrack work
completion accurately. Procure and install such a system by the end of the year.

(AT E — &I FRVLIL AR H IR SR S0 L B IR, T 0 iR Bx 1RSSR .«
F R AT R IR RHE. )

4 Reception docs noi inform Housekeeping prompty when a guest has checked out. Improve
communications between Reception and Housekeeping to reduce the time needed for
room turnaround.

(UFABBEKE, BHORARELANERN., BREEFCSERRZETHE, Uil RERE
FEEG AR RS, )

© McGraw-Fill 2002, To customize this overea! for your audience, download it from { wwew . books. megraw-hill . com/\raining”
download) . The document can then be upened, edited, and printed using Micrasoft Word or other popular word-processing seftware.



www.mhjy.net
MBA www.mhjy.net

20
Wk ABEEEHA 269

SRl IR AR, FEHA R EEEN BT ES
o BEHRHMEH THREENFRE, HETFTHRRITREIESFHRS. A
BARR I & PRt R AR T

e HEHMAAERGERURA RN S RATENGH, XBFRY
YEUHI L,

o FTFAMBEHALE. GHAARITGFE, ARFUAFEIHHS.

¢ ERANAABRARL — L EWHFLETEH L—RFHK S W F A
sWZERATESE, WEHEEWHN (—KEHX4 N, EXHEE
% eye i),

e AT FANTESHFENHATE.

s wWRTERNBNTHRCLEREEN TR, EAXARUERTRES
A B IR o B R

HA

) =]
1% £ 15 H B BA
PR VR 2 A s

My R M A, S WE s BB MH BB, YSE R R



www.mhjy.net
MBA www.mhjy.net

20
270 BWIHD ZRAVH

BHEFZEHIN, KAERAVAEETHERMERRETNE. S
HEFELR, MEROEAN R, Bifs, THERENENRETRE, KRN
TRAAMT], KR IMETEE 6 BE R TAE,

REL VA O AR F s EEEAM, JLAFRARITH
ARMEREHLTF, 8 ATRELSITHNRMERE,

TFHX KA TH LR AN IERR.

HETARXRLBLAREFHET AT RN, H7TLHS R
B9, B3 H AT %

o TREIGIHH#TL2EHNE RS, FAEAIHENEREH,

o RARMSFHFAFHAEL, A EARF, 8 Huwt

o FAMITABA ALK, EFHEARMARI LinhE X @385
o THRIITHERERITTESHTAHB

e BERHFEAHEY - NHEALERBTANAEEE, AE¥LRT
WIE, REARFRRLE,

‘R E JIHERR

REHEHGAANEFFRER AP THARAR, X&EAFKSH
BAEXFE LERBEPARERT, B, WER&GETFLAHEN, BTH



www.mhjy.net
MBA www.mhjy.net

20 22 AESBAE 271

P BA K ST R B BEARRIT. R MBI RREEI]. BER S AL
BB LB B B i K O S R A REVRX AN R

BSHRRERFIBARSFAL
R B L P DAt 7 S P A 0 LR, RS 2

® i J T ] B 16 B BA b B R T 4R [ AR

¢ HARARNERRAFERHNABHFRTE2EH T o, Kit—
MEBRFELTBTRUABRECI N TR ENMERN, A, R
MW IRNAFEEHEREAEFHER, RAFARSH, K
FHAEEALEHEIARA AR E R F T FHUE YT EH
BT

¢ XERNHITHARANTENDPVEZPATEE., TXRMEHIR
WESE WA FRERERL AR LR £3t ey, ATEALLAWNTE
BAFEHANEFRERES, FIBQFAXNENY, AHEFERHER
WEHLEHEHFHRBUHPEERF. PRARKHLDENALES
HEWE, BIMEAFER2ERABRB RN AR L,

i -
.
BEFeLD P g g r X WKL L BEE S

BIEFER AL B, IR el AR ] B U A e B AR AR,
FANTMAREE:
® REFMKARMBEAHE

o RIREX A8 A R FEREH B .
o HE[Thi, FEARRBELNAMAREIFEENRLEATEN LT .

® BT E MK T T E WA,

— WA T ol P BANRIERIT, SRR M R BT ] e - - A
AR B MEAMEA:

o Mk L HEEN, N, PANLR,



www.mhjy.net
MBA www.mhjy.net

272 HIEHS FRHHA

o HMARAUBHAL U SN ZEHEHH A (RYBRHENA
ELREHEETEEBRRTT).

BE, fER--adE, BBVR R WA .

o LT THEE, WA MAXNARNEELE, H#
BaLE&ypzlulEeExE,

e HEEHATENNI I -RIH (AAFLBRMEHATE XL, L%
ERLHNAARZERREAFTENEE, ERAERHA).

EFEE, BN T AR B SR AR R g o B A B R T TR
MR~ LHRAS AT SR RACRHE THENA



www.mhjy.net
MBA www.mhjy.net

20 B2 ABRBEE 273

EXERCISE 3: VERIFYING [ #&=x
YOUR TEAM’S MISSION

(Optional)
(%3] 3. BIA R R ZE EBA BB &) (T3 )

If you have already been assigned to work on a particular hreakthrough improvement project,
work with othcr members of your team to verify your mission by answering these questions.

(MRFOHRENE - MEHMRBERHETA, SE MR A — 2K E T E 2 F iy ik o R
He i AR AT i RoR . )

1 Does your problem statement indicate what is wrong and distunguish the deficiency from
similar problers? (If not, explain.)

[RE el B R R AT (A AT B 7 o R MR R L T R B2 b (MBRH R
3l

2 Wha visible evidence of the problem does the statement describer

{FAB IR PR T IR B A Bk T ALAEGE Y )

3 What measure is used to indicate the scope of the problem?

(Rt AT ERIBH BB )

4 In your opinion, is the problem manageable? Explain your answer.

(RIAA RIS T4 FER)

5 Exactly what objective does your mission statement indicale your team is to pursue?

(S B iR 4 B IR A T BA 1 B K R VT B ds AT 40 )

C) MeGraw-Hill 2002, To customize this overhead [or your awhers, downlead it from { www, books. megraw-hill . com/Lraining
download) . The docurnent can then be opened, edited, and printed using Microsoft Word or sther popular word-processing software.
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]

*-ﬁﬁﬁ

6 Does vour problem or mission statement imply cause, suggest a remedy, or assign blame?
(If yes, explain.)

[FAEERE AR R SR TR BH THEFRSG T &7 (HR.HRHE))

7 How will your breakthrough improvement tcam verify that the problem exists? (If the
problem has already been measured, this is easy. If the problem has not been measured,
describe in general terms how you will measure it.)

TR BT A5 0 58 At S0 2 T AR A0 6 B DRI 77 (2 (R AR I B B B Wik, ARMAE
ARRBANE AEAAEHEERENMIE S )]

8 Are there any aspects of the project that reguire clarification?

(FRTIET B H) I B AW 7 e BT )

9  What changes in the problem or mission statements would you recommend, if any?

(MR U B R IR MR e AR & )

10 Does your team represent the appropriate parts of the organization? (If not, what alter-
Aloms in team composition would you recommend?)

e e B R mE BT ? YGVREA R EANAR AT ERMHE? )

© MeGraw-Hill 2002. To customive this overhesd for your sudience, download i1 from { www . books. megraw-hill. com/training”
download}. The document can then be opened, edited, and printed using Microsoft Word ot other popular word-processing scftware.
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THE BASIC Si1x SIGMA
BREAKTHROUGH IMPROVEMENT

PROCESS ~mumsmsasnzsts)

1

DEFINE &=
a. Identify a Project craime)
b. Establish the Project @mzme)

MEASURE (mm)
ANALYZE )
IMPROVE (i)
CONTROL  G=s)

REPLICATE RESULTS AND NOMINATE NEW
PROJECTS (EFARRFRUITE)

& McGmw-Hill 2002. To wusiomize this overhead for your andience, dowrload it from { www . books. mograw-hill . com/training”
download Y. The document can then be opened, edited, and primed using Microsoft Word or other popular word-processing software.



www.mhjy.net
MBA www.mhjy.net

20 M3 AWEBHHE 277

AE—R

Fepol R anb s o &

HR2: AR
515
AT IER
ARk & X
W& AE AR
g 1 B, EXERE R
SEMHR
FRIER: iEH
& SRR A A
X KBRS
FRLIR: HFIHE
532 BEATEPHHE E R
A 3. HFIEENS KA A E
a0 e B 50 B
¥ o] 55 (o) R Y R
HEF 28 o 69 H 4
oy st {1 R HEF B 43 A
2 HES A
ERIR: ERFES (FDM)
RETR: REEAS5FRAHT (FMEA)
WA B



8 BIES FAMH

www.mhjy.net
MBA

www.mhjy.net

APEEERREER A RS TERMNE, EES R, FARZH
fTLUT B TE
o MR (Y's)

* WK B RE

WEGE M P AR, HET S SREVAHNBNELE. AT
AT AT T W38 Bz VR IR, B Bt 1 5k AE 7 7= Ak o) B 890 B B9 KRB

RS E MR Y B (R T ALf ) — A
APTRER

R HGEE A R (Ys) BLURHEE, 2ERTE DA
A 2 T B R AR AR R R RS R R,

ERXRRERRUATRAHNARESR. E2ITBYH (Y),
B T

in.

LU 24 20 BB () BEAE R 44 LA F .
o [ IR A 6k I i P

o BEHEABLERAL AR
o HE LRGN RERENS
o B % 3t AL 4 A ROM K
e 5pEd T HAHEERAL A

e RBANEEHRMEN LA T THHEGE
o IkEHEETE



www.mhjy.net
MBA www.mhjy.net
20
#Hir 3 SNERDRHE 279

R HBRLGAE R, XEREFERMR, BAEXNRRHY,
Ja s AEEAR, T H B

® BHELEX

o J &

® ¥ X F

» XA CXRBHNIH

RUYFUEX

S B ST BB BT A ] B A SR,

&

U T . —
ERRERNER: | MEMEL
B R | R
WEREE B RN S Rt

R D- 21 o BB 5 AR ol
ik | sz s

BR T fE A BRI R A, BEESHME L,

# m
RN 1

RSk BEGEX X | EmEMEX
BOEREHE | .o iﬁﬂ%%rﬂﬁﬁ%ﬁAﬁﬁimmm
i B - Es | HRcE 1o

B R B A Y B BA AR R e g Al %#ﬁﬁ% XA BT LA e Y
AEflE], RIES R A REMAR M BB, £ 4R ﬁ*ﬂiﬁﬁ%m
X, HEENENSERRE MR ER, EAMNE (BRLY, ¥



www.mhjy.net
MBA www.mhjy.net

20
280 ®W_E4 FRENH

ZEEMBARFR D, MR FE—E CH BER, AT LA (v A AR A R B
MERHEE, R, MREASEMARALER, 455900 @] 2R
{[BE: 5

A G B (TR AR A T R L B AR, TR AR N A R B
SERATK, AEMETHEIHRE. ANRRERKTERRAFN,
HER, HFEHREAALAE CRID N BT,

ESMHERT, RUETAMEEE T,

o B E T M ER?
o SRR AR E B0
o HxERMHERAHET
o g M BERY ALK&
— ETHRENRS
— FHIEXTHHE
— W#
— BRI K. BN #EH. I8, %
o LEWMNBEMEMTAL?
—®E: £, A, B, B, bH, o
— HHRERA: A
— WK RENGREE, AO2KET



www.mhjy.net
MBA www.mhjy.net

20
W3 AERBEZ 281

EXERCISE 1: IDENTIFYING,
DEFINING, AND

MEASURING SYMPTOMS (Y’S)
(%3] 1350 R SAER) (Y'S)

Below arc the objectives from some breakthrough improvement team mission statements, For
cach objective, identify the symptom of the problem, develop an operational definition, if
needed, and indicate how you would measure the symptom.

{(PAF B - BRI S A Rl fr R ) RAR, X B - BEiR, RIABE SR, @i - -l
E X, WRA LR, DERA MM EIER, )

1 Reduce delays in delivery of special orders to customers.
(8P IR E T o E 2 (T H3EE )
Sympiom (Y):
{(fFIRY:)
Opcrational defimtion:
(ke X o)
LTow would vou measure the svmptom?

{ fpf] LRz AR R )

2 Fliminate waste from lost or discarded inventory.
{TH R IH 5 B 77 18 L AR %)
Svymptom{Y):

CIEAR Y2

Operational definition:

(ke X :)

How would vou measure the svmptoms

(o] MRHZAR R T )

) MeGraw-Hill 2002, o custormize this overhead for your andience, downioad it from { www. books. megraw-hitl . com/iraining
downlvad}. The document can then Iw: apened, edited, and printed using Micoseft Word or other popular word-processing soffware.
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3 Reduce the frequency with which computer jobs must be rerun.
(R TAEEET HRED
Symptom (Y):
(fFAR Y:)

Opcrational definition:
(fEalk 2 s )

How would you measure the symptom?

T WA KA AR )

4 (Optional) If you already belong to a project team and have a mission statement, identify
the following for your breakthrough improvement project:

GEM) (IMBEGELRF -MEERH, FHECRHGRE, YIRFERRERAESEH T E ST E L)
Symptom (Y}:
(fEAR Y:)
Operational definition:
(fEadksE L)
How would you measure the symptom?

{ QAT 0 8 S AR AR 7 )

© McGraw-Hill 2002. To custonuse this overbead for your audience, duwnload it from {www. books . megraw-hill . o trmining”
download) . The document can then be opened, edited, and printed using Microsoft Word ar vther popular word-processing software,
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EXERCISE 2: PARETO

IN DAILY LIFE
(%30 2: AR AR R HESIBER)

Usc 1he space below to record other examples of the Parcto principle as it applies to everyday
situations in business and perscnal Yife.

(FIRAT Mz a4, R AR LESESRPEANEHFGFAR MO EEAT. )

The principle of the vital few and useful many also applies 10 improvement opportunities, Each
effect that we can ohserve (for example: quality costs, defects, rework, customer dissatisfaction,
returns, complaints, etc.) results from numerous contributors to that effect. When we look at

the many individual coniributors, we find that a few account for the majority of the total effect

an quality.

For example, when we gather the facts, we might find that:

¢ in a 25step manufacturing process, five of the operations account for 65 percent of the total
scrap generated;

» of the 12 unique services that our company offers, three of the services account for 82 per-
cent of the customer complaints;

e of the 18 jitcms of information that must be filled in on an order form, four of the items gen-
erate 86 percent of the errors found on these forms.

In these typical cases, the few (steps, services, items) account for the majority of the negative
impact on quality. If we focus our attention on these vital few, we can get the greatest potential
gain from our breakthrough improvement efforts.

(“XEH P SHERNZYE RS EEANH LEL, RITANINE- T8RN, FERA &
BGET BEARE AT ARES)EFERERA. W KERTAERAR, RIVLAR PP
HENRTHESREBRKTFIER

#n,

RIMEBIHRZOREER THEEN.

o E—MHBYHMELEE ERHSHHLRETHEN> U 65%,
o AHMNLAEEN RATERREFF XA INERARE T HELLE 82% -
o ERHELLAMEN BAGCEF XPH 4G L~ 4 KHHEN 6%,

FRERYRFD CREE (PR BERE DR MNERESET KBS HREM, NREREER
ARPEZE LB CE AR WRIEAERHBGHE LEFRER CABERE. )

© McGmw-Hill 2002, To customize this overkew! for your awlience, downlosd it from § www. books. megraw-hill . com/ training
download). The docuunent can then he opened, edited, and printed using Microsoft Ward or other popular word-procesaing software.,
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EXERCISE 3: PARETO
PRINCIPLE AND QUALITY

PROBLEMS
(%3] 3. AT BEN S RRE )

In the space below, list other examples of the Pareto principle that might apply to quality prob-
lems in your organization.

(FELAT M58 Ak, T8 Pt AT R 50 ) TR R A 400 BT e B9 I (P AL B — 0 B 1 )

© McGraw-Hill 2002. To cusbumize ihis overhead for your sudience, dowrdoad it from ( www. books. megraw-hill . com/ training”
download ). The document ean then be opened, adited, and printed using Microsoft Word or other popular word-processing software.
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THE BASIC Si1X SIGMA
BREAKTHROUGH IMPROVEMENT

PROCESS (AR SRR M it AT 72)
1 DEFINE &#=)

a. ldentify a Project ORsimE)

b. Establish the Project ®u#8)
2 MEASURE (am)
3 ANALYZE &)
4 IMPROVE @ui#t)
5 CONTROL @8

6 REPLICATE RESULTS AND NOMINATE NEW
PROCESS (BrRgtidiFme)

(© MeGraw-Hill 2002, To customize ihis overhead for your audience, download it from (wwbookamcgraw-l’nﬂmﬂ/lrmnmg/
download} . The document can then be opened, edited, and printed using Microsoft Woed or other popular word-processing software.
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EXERCISE T: ANALYZING

HISTOGRAMS
(%3] 1 S EHE)

Refer 1o the histogram on the previous page. Installations require from fewer than 5 to more
than 30 service calls each. There are also two peaks in the histogram. The first peak shows that
14 installations required 5 to 9 service calls each. The sccond, smaller peak is for 6 installations
that required 20 to 24 calls each. Please use this information to answer the questions below,

(EPF—FHANE CEFEMRERN DL FSRAETF 300 AHEPENE B -THEEE
B UANBEEEE - O BT HANGEEL 6 SVLATERRE 20~ 0 0. HEHZILERE

W& T E A AR )

P Why do vou suppose there are these two peaks?

RIS R ) AL AR S

2 What do the peaks reveal abour the process lor manufacture and insrallation of this equip-

ment?

(B4 xR EEHE M ERELR a4 a7 )

(€) McGraw-Hill 2002. To custmize this overhead for your audience, downioad it from {www. books. megraw-hill. com training”
download ). The document can ther be: opened, edited, and printed using Microsoft Word or etber popular word-processing software.
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EXERCISE 2: INTERPRETING

A SCATTER DIAGRAM
(%31 2: A E)

The first scatter diagram shown was created to rest the theory that greater number s of CRgE
neering change orders caused more follow-up service calls laen, Refer ro the diagram, aned
then answer the question helow.

(5 -oleil A PAELAG M0 B M 0 2 CRE O S BT AR i 2 RV B I R % )

I What do you think of the theory based on what the seaner diagram reveals®

O AU B BT R AR L X0 O - B A A e B ey )

Now reler 10 the second seatter diagram. This diagram was areated o test the theory that imore
service calls were caused by huving many components in the imstallation. Use the data in the di-
agram to answer the following questions.

(RAESHH KB AE, X EREREOENERS MRER TR r A Do
B FEREL . )

2 What do vou think of the sceond theory based on what the scatier diagram reveals?

(4 K SRR 0 I BT 7 B OO0 o 3 00 a2 i 5 T Y )

3 Based on the data in both scaner diagrams. which theors deserves serious consideration?

CRGE L P AR B — TN RHBAEEEE? )

4 What would vou do next 1o pursue vour theory:

(B RAIEN, T - -S4 )

© MeGraw-Hill 2002, To customize this overthead for vour audience. download it from ( www , hooks, megraw- hill, come training#
download ) . The document can then be opened, edited, ar printed using Microsoft Word or other popular word-processing software,
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THE BASIC SIX SIGMA
BREAKTHROUGH IMPROVEMENT

P ROCESS »ammsmestnstsgie)
1T DEFINE &&=

a. ldentify a Project azme)

b. Establish the Project mama)
2 MEASURE mm)
3 ANALYZE o)
4 IMPROVE (i)
5 CONTROL @=%)

6 REPLICATE RESULTS AND NOMINATE NEW
PROJECTS (ErmRFRUFHE)

@ MoGraw-Hill 2002, To customize this overhiead [or vour audience, downloed it from { www. books. megraw-hill . com.training 7
downtaad). The document can then be opened, edited, and primted using Microsoft Word or other popular word-processing software.



www.mhjy.net
www.mhjy.net
HRs ANEEERH 329

MBA
20

ABE—b

TR 4. W
|

i
mh

AL 2 R A B T R
REBTR.: WkFEsE
31 PRSI BENRGE AR
BT ELT

Bt ik

UEBAA Atk

HAAT

FNPUHEE R O R AR AR OE, ERE XA,
o PR FENRE TR

® it g

® it

o LA B

o 4T

—EREHET WA AEE T EREN EZIRE, S LUETY
WX — R, ARXEPRIE S kTR R85, I
MFIRTESER P RPIG HHEETH, MABLHFR-RFHK TR,



www.mhjy.net
MBA www.mhjy.net

330 $-ms 2ads 20

IR H TR

PR 2L R L M TR R BB R AT D R W R ) R B B T R
Fag. AHIHENAITENRE T REBFEEYR, TFRAAALFAER—F
FIRTRER L F R, REWMERTRANEEEN—F S HEFT R,

BB BB SR AT M, T A st AR, LRAR
WEELZILRAA. BB ABANRN TIr a8 R, BATR
2% By o AR 77 SRR ] R ol T B R Y R AT T

VA

BEANT0 H R SRS ARRS B R B Sk R — 3. B P A PRAS AT 4T A A
WETEL T HE:

» BAE, FHRABNAATEEATHNAR, Y, RALKF TR
DEBA, E-SBRUHBRARELEN,

o BN, BN SFFFRABYRAFTEASFBANE Y, — B R@
FEIRLKEHATEA AT HE A,

e WirSHALL. SEAASEUBREEHEEIEN, SRS RBY
RATRNRASEAARER N HATHEREZTERE, —TK
BAALEHRBETERFENESE.

o RWLAIMM/ BEEIENEA, EXKRE LETHEERE LT
ROVAHIUHEE, TREHTTRAARY, ANY 2RSS
AAZRDNEEFTHERNE Y, 4G HAB WA Er, Zgn
HHERCAE RE B AR ARV AR L TR NG AN LR BN,
TREEFFERAEERAAN T LT Y, ECTRLENHELRE
Fo AURELESN, BB R/ NRATEEEGHRE, RNHA
ARFHEAAREREHAARLBEL Y AR TR LN E L 0 F &,

© LKA, RMUAFANREHIARAFEFRBLE NN, #5
BARBAGENE, BERANEN, #AWEEREE,

*URHFMEE. FHRAFEES /B HRER AL, ThTHH*
FHURET R A, RHABERERBHHEARE R WRAKE,



www.mhjy.net
MBA www.mhjy.net

20 A5 ABEDEE 337

MERAAMABEETHEENERRSE, CERNTHZRTEA2RE,

o, RES5WRHE, KFRWUNKNAAFTEFALAAHE. B2 AL WH
WMIAKREMEZ WK FNERS. AT EHFAEEDTERRY,
BELFRETILE,

M THERKEH#TRA, REENHANERE SRFARATE
RRFBRTR, ANE, ARSEGLTEHT ROEERBE, Rl
E): 051

BA— A AR AR AR T R, MBI R
He, REHERFEFIUMTR, HA H (FHER). ‘M (PHH
BAE) BO'L (RWEE) K Em3 A R 59k 2000 & i ad 48 X0 6 B R
B, BEERAR 'H RABEARERBR—ERRHE, HERMKE

MeAE AT VF N SRR, Wi

o G RMMAHAARRRETRERS, KEHREFHLRAFH L,
o AU THILBERIRE, REL—HE LA T EH T T2,

B EMmERHEE LAY, R EFSTRS
B, B R AR R VA5 B RN RE B A R R IR,



www.mhjy.net
MBA www.mhjy.net

332 Ho®H ERHH 20

S R ' BT E HERE

St TR 2
A
B
_tlitf:ﬁ/mzml:
B
SR

B 89 A R
% e

i

BIFS (BEF, W, LULER)

) MeGraw-Hill 2002, To customize tiis overhead for vour sudienwe, download it from ( www. books. megraw-hill . com/training
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EXERCISE 1: EVALUATING $Ran

(&3 1HESHERRIR A R)
A teamn in a public school swsiem discosered thut one of the roor causes [or delass in obtaining
requested instructional materials was the tact that mast requests required at least fowr approval
signatures. Fhe requisitions could casih sii for several dans waiting for at Teast one of thesc sig-
natures. Eachy approval had a spectlic reason for ity existence—one verified that the purchase
wils consistent with existing curriculum design, another determined whether the items were
within prograni budget, a third approved it as consistent with the buildmg budger, and rthe
linal approval confirmed that the purchase was consistent with the 2one budger. These ap-
provals were required for all purchases over $25. Of those requiring approvad, B0 percent weie
lor less than BT, and Y3 percent were for less than $250.
Several improvements were proposed to eliminate these root canses. Three of them are listed
below. Lise the selecdon matrix on the nexr page 16 evaiuate the improvemnents as best vou can,
Use whatever informauon has been provided., plus any other information you can reasonably
imagine from vour own cxpericonce. None ol the improvements is necessarily the best solution,
They are here o give vou a chance 1o practice applving the evaluation criteria, Do not simpls
reject any of the proposals that vou do not like. Logicatly eviduate each of them by the eriteria,
Proposed Improvement 1: Assign a buackup for each person who must sign off on the requicst.
Secretaries would be iespansible for torwarding rthe request to the primary or backup person,
depending on who was availabie. Seta standurd of no more than nwo davs in each signer's of-
tice.
Proposed Improvement 2: Change the dolla value requiring the fowur signatures (o 8250,
Proposed Improvement 3: Eliminatc three of the o required signatures. The only required
signature woukd be from the individual with managerial responsibilin for the budger funding
the purchasce.

( PMEALEEZATRANAREH, TE RSN EH A BN T ERKEAXM AR MEED
FEATANEBME. ERESE FEAXEELTHEY PHERBEEZA.EMEEH0E
BAHLLEANAEED—— MEEIMEESSEHRBEEM K, 5 MRECRGER
HMEA. F=TRAWEEETHCHE B - THECESHSKERAE. FHeE#IT 25 24
M CHF LT ER, SO%MBEEHE 00 FESLL P, M 95% 84 250 F&UT.

AR B A TR A AR B R BT ST R s RRETREE AT
BHEFERP L ENGEFEAT S o s BREIAE L, BTN L RERELEPEINS
WRe MR, RENHEFRARBERSS, EIEmBRETZHEARENLERNLE, LB
PR R ER SR ZRAMEN B TR T EMNIES,

HHAR LABDLREFHINDZEEFN AR - 20T RBEFARSTEY, BB RTH
FHRATEFYARENT. HEHBULMEL AAFEE.

BOEAR 2: 0% 4 T AE S MWL R ES TS AR N EE R E N 250 %5,
HEHFEIEAMEFABY N, B—IBHEERA AR SRR IS E L ENEN P EE
TEE )

& MeGraw-Hili 2002, To custormze this overhead for vour audience, downlead it from { www . books. megraw-hill . comirmimng”
download). The document can then be opensed, edited, and prinled using Microsoft Word or other popular word-processing software.
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THE BASIC Six SIGMA
BREAKTHROUGH IMPROVEMENT

PROCESS o msmzmeasnaxssn)

1 DEFINE &®
a. ldentify a Project Gramm)
b. Establish the Project mxma)
2 MEASURE m)
3 ANALYZE &)
4 IMPROVE @)
5 CONTROL d=s)

6 REPLICATE RESULTS AND NOMINATE NEW
PROJECTS HraRiadHsHE)

© MeGraw-Fill 2002. To cuslunize this oserbead for your andience, download it from (www, books. megraw-hill. com/trining/
download) . The docamens can then be opened, edited, and printed using Microsoft Word or other popular word-processing softwars.
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EXERCISE 1: MEASURING 44,

FOR CONTROLS
(%3 LS RFHE)

This exercise will give vou practice in measuring for controls 10 maintain results. A break-
through improvement team at the home office of a major insurance company has completed
Six Sigma breakthrough improvement project to reduce the time required to issue lifc insur-
ance policies, The high-level Aow diagran on the next page describes the process used to issue

these policics.

The home office receives applicatons thar its sales agents have prepared for clients. These ap-
plications are checked for accuracy. and the agent is contacted for any incorrect or missing in-
formation. T'hen each applicant reccives a physical examination (which is arranged by the sale
agent} and undergoes a check ol financial recards. If either of these reviews identifies any evi-
denee of a prablem, additienal checks may be conducted. If the evidence is verified, then the
application 1s dedlined, If both the physical and {inancial reviews are ultimately satisfactory,
then the policy document is prepared, the agent is notified, and the policy is mailed.

(A EFHFRERLERNTFONE, EEUSSHAANEE - FLHRRAFABNEIT A
T -AAEBDHE, ENABREAREAHBIFREEABRREZEANE, THEXKEERAR
BEEEx—d®,

B, WEMITREHRIRICEANE P REETFAAES, BREEEESPHREETEX,
HBARBARBERRKHARROEE RERANEEZER (AIEARH) M50 %A%
2 INE X B TR A P AT — I B, A TR T RS MRS . ARESRILERENRFE, N
HAR B B, HRRABRKFED T IERMY S 8E, NBEIPSITERE BREEDNEA,

REERRA. )

1 What measures would vou recommend that the team establish for controlling the process?

(B B AT A O T R T AT R0, IR & BIGE TR PR ? )

2 Where in the process would you make those measurements?

(M xf RS - S HRETHE? )

3 How would you make those measurements?

(R EHRRE? )

) MeGraw-Hill 2002 . To customize this overhead for vour audience, download it from {www.booka.mcgmw-hi]l,ctlmﬂtminmy
downlond }. The document san then be opened, edited, and printed using Microsoft Ward or other popular word-processing software.
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©) MoGraw-Hill 2002, To customize: this overhead for vour andiente, downlosd 1t from { www. books. megraw-hill. com/training
download) . The document can then be opened, edited, and printed wsing Microsoft Word or other popular word-processing software.
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EXERCISE 2: DEVELOPING

A SPREADSHEET
(&3 2. RIBFHER)

Reler 1o Exercise 1 on page 312, Based on the controls you developed, prepare a control plan
lor one measure {control variable) you identified there by filling in the control spreadsheet
below.

GRS T lmb THIEE, AHESY | R S RHER ST - MR, )

CHERIBTHEE

[ WA ] RS | BEER _
EHxg | WTME | e W mmpE| B RS

) McGraw-Hill 2002, To custormze this overhesd for your andience, download @t from { www. books. megraw-hill. com/training/
cownioarl) . The document can then be opened, adited, and printed using Microsolt Word er other popular word-processing software.
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FEREMIE A A R R R R e, RAEERMKMETTRE
HHEBENE T, THE-LFHTREHAH#AANEIX - ARHE

B5 .

o it T BRI RTENNREA

e AEAREREATEE

o S B M AT AT

o Xy A EM ML RITHE

—HEHE T RMEETR, IEORMEAR TR I E L7k kX
THRTRERR.

o FERIB IR T RE MM R S

XYL, BIATEETIRITEENRE, AMEREFRHTHE
HREEREEERNT,

B F

¢ WRIZRARTENRR, BROTUAZLEGL, EXELER
BERNRGE, TTRERTHRERERE N, NTHRETREHE
B e

o HALWITRWRFAERNAT R HERERTERET—F, U
REFRORELERANRA,

S LREPREAR, WILTERHRLE, Hliv: AALERYZLEA
EXaeeswapE i Eails,

¢ LAFMEERBLF LEANTEREN, E4ERIMERF&#E
BEHEREED., A, HHH, FAPRANERETERITRFAY
KAEHR
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FREARR IR E
FHEAR RMRIEE R E WA TRIERR L,

B F

¢ TR ARLERINBERMREELATRETE,

o FlrENMER I BANEGIER LELFETH,

» AEMAEETRANGELALR, EFE5RBLREWNEE AR,
® AR EHMIEHRRBE B F LRANERD,

» AHENER, HAERERATEATE,

ey R A

WALBEBAERM L, B-FHFERE, MR GEWERRKE,
A TRV RE TR B TR BT SRR 9, SR AT LR 48 i R A
iR,

T

CEEREHNTAHRACAERD, AATLASRRAL B BER
B,
o EANKILERASERREFEE, TELUEEHERE.

B_AHFERGRRENEREESREALERNEIA. HEHRGH
A, BBRBBRRTERE, CRATRLEHNER SRRV EHS
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B F
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EXERCISE 3: MAKING
NEW PROCEDURES
FOOLPROQOF
(831 2. EFRMEEAIK)

For this cxereise, you will practice foolproofing an improvement,
You will recall that in the previous module you designed some guality controls tor an office
; ) jral
processing life insurance appruva]s_ The flow chart of that process is reproduced on the aext
page. Using this information and your own imagination, develop rwo or three ways to help

make the procedure foolproot.

(RATH B e 2% T S B o) B2 B R sl T4

R B ER 6T, BT, RIOVW Y — PAFRPBREBOI B — R
BEHEE, T -TREZIROARE, BESSEHAZRER, A RIERNGERA, BT 2E3

BERTRIEFRBOF®. )

& McGraw-Hill 2002. To customuze this overhead for your audience, download it from { www. books. mcgraw-hill. com/ tmining/
download) . The document can then be opened, edited, and printed using Microsaft Word or sther popular word-procesaing software.
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T Melpraw-Hill 2002. To custommze this ovethead for your audienie, download it from ( www.books. mograw-hill. com/Iraining”
download). The document can then be opened, edited, and printed using Microsoft Word or other popular word-processing software.
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m F
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THE BASIC SiX SIGMA
BREAKTHROUGH IMPROVEMENT

PROCESS anmzmmaswaxis)
1 DEFINE &%)

a. ldentify a Project (rzimaE)

b. Establish the Project mumE)
2 MEASURE @m
3 ANALYZE
4 IMPROVE (m#)
5 CONTROL =)

6 REPLICATE RESULTS AND NOMINATE NEW
PROJECTS (ermestmdsmn)

(© McGraw-Hill 2002. To customize this overhead for your audience, download it from (www.books. megraw-hill . com/tramimg/
download). The docurment ca then be opened, edited, and printed using Mirrasaft Word or other popular word-processing, software.
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EXERCISE 1: PLANNING
FOR REPLICATION
(%3] 1387318

This activiny s designed o give you expericnce with some of the issiwes 4 breakthrough ime-
provemend leam wonld deal with when replicanng the resalts of a suceessful breakthrough mn-
provement project. Read the paragraph below, aund then answior the questions that follow.

You work for a branch of a hank that operates in many states. Another branch has successtully
cornpleted a hreakthrough tmprosemoent project to redoce iransaction errors at the teller win-
dows. Yoo have beon asked o serve on a team with five ol vonr eolleagues wo replicate the re-
sules in vouwr own branch.

(RiFx M EHA HAE FERTRBER A E AR Jﬂw&jﬁﬁﬁﬂﬁlﬁﬁﬂlﬁﬁﬁﬁ&
Fep@enk, FBETmARE,R5TERTHREE,

FA—PMERZEFR I FERMRITE I XTTHE, AT LTELRATBEBRT—TRT
BAHAE X R HERNREHECGHET A, JAFEMN S FEBHKR R, FRFIEN IR X

3
®]. )

1 What dovou think saur wam ought to do o complete the assignment successfullvs

(N BT X AT 57, IR e R TIRT I BA RE R 6 £ 2.7 )

2 What would vou wani to know abowt the project that was undestaken in the other hoameh-

(R X EA AT ARANSE , F R ENE LAY )

©) McGraw-Hill 2002, To customize this yeethead flor your andience, downioad it from { www. books. megraw-hill. com/tzaining’
downlead) . The: document can then be opened, edited, and printed using Microsoft Word or ather popular word-processing software.
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EXERCISE 1: EXAMINING

A FLOW DIAGRAM
(%3 1 RERHEM)

The figures on the following page show a detailed Oow diagram for a clerical process i a large
corporation, whose function itis 10 reproduce anid distribuce techmical dociments that st e
cireulited widely in che company., Aswer the [ollowing questicns,

(FHRE -RIFEAEE RANE FRAAN XHIR". HRBERIEPLLAELANFEYE
i B AR YE PR T % - EE AT WA )

I Isit possible to gain at least a generad understanding of the process by “walking throwgh”
the Now diagram?

(Hd XA EERTRA B, ERE  PREN TR

2 List potential issues and problems in the process, based on an analvas of the flow diagram

GER X HRBER F AT B ERE, )

(© MicGraw-Hill 2002. To customize this overhead for your eudience, downlvad it from (www. books. megraw-hill. com/training’
download). The document can then be opered, edited, and printed using Microsoft Word or other popular word-processing software.
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{© MeGraw-Hill 2002. To customize this overhead for your audience, download it from { www. books. megraw-hill. com/training/
download ). The: document can then be opened, edited, and printed nsing Microsaft Word or sther popular word-processing software.
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EXERCISE 2: PARTY OF
THE FIRST PART

A breakthrongh improvement team has been assembled o look at the process forr bringing
parts from outside suppliers into the central storage atea in the manufacturmg plant, The team
is now meeting to develop a flow diagram of 1the process 1o identify opportanities tor improve-
ML ri(_'\:cl()p a common noderstanding of the process; and, possibh, aid in dategathering of-
forts. At this poing, the fcam is only interesied in producing a high-level flow diagram ot the
process,

Below i an excerpt of the discussion thar takes place in the meeting.

Bilf (the teamn leader): "What are the boundaries of the process we are going o diagrain?”
Tom: “Well, it starts when the supplicr ships the parts and ends when we move the pars into in-
ventory in the Stores.”

Sandy: "Stores?”

Tom: “That's what we call the central invenmors storage lacation.”

Karen: "There is another possible final step: when the supplier receives the parts that we retuim
becawse thev are delectve.”

Bitl: “So we have defined the beginning und two posstble Last steps. What ds the first thing than
happens after the supplier ships the parts:” -

Tom: “We receive them in Stores and let Karert and her Qualiiy Corrol (QC) people know ™
Keren: "Then we check onur records to see il a sample 1 required; if it is, we test them, IMTwe
don't require a satnple, or if the sample tests ckav, we tell Stores 1o move the parts indo nvento
ry.”

Sandy: “What if the patts tail the wesee”

fom: “We prepare the paperwork and ship them back to the supplier.”

Keren: “Well, nion vet, We liest reler the mater 1o the Review Board, which consista of my Doss
(. Munager), Tom's bass (Stores Munager ), Sandy's boss (Purchasing Manager, and Bill's
boss {Production Manager}.”

Sendy. “That’s right. The Review Board deternunes the disposition o! the puarts They deode
whether or not we can mark the shipment "Use As Is.”

Karen: "It it 15 "Use As Is.” then Tom simplv moves the parts into inventory, I not the Boad
prepares form S 150, T sign it and send i1 to Tom, and Tom Epares the p;tpt'rwnrk et shps
the paris back 1o the supplier.”

© MecGraow-Hill 2002. To cuslumize this overhead for your awlience, download it from (www_hooks. mugraw-hill . com/training’
download ). The: document can then be opened, edited, and printed using Microsoft Ward or other popular word-processing woftware.,



www.mhjy.net
MBA www.mhjy.net

20 wig (%) REE 381

Wt WA r e dm o ) RS B MR E R g TS KEFFOLE— I
B, GAREFEETRK, #RNFEELM - KRBREALBHRER, AMTRHATREANE, 5
L (o e A ol R A DO A 0 3 el R A TR bk L A0 R R R L R SRR T R AR A Tk
2, AR ETEE SR AL H LI RHBZ IR EE.

THEHRAREXESWAIHERE.

(%3 2:BMBE—R2W)

Bll{#) "R B2 RN TR RRE RSB R EIAT

Tom:* M4t B R0, Zd BB S RIVBE B A RS, B EER.

Bill; “ft 4t FE? 7

Tom: “BANEETEHONERHAT I OE,

Karen: “ &4 B - Al SEMIGE 08, B A RERA O RIS B S . "

Bill: “4F, BATE HM B BMFBRE - THOSELRAT TR, BAamRBEGSE,
RATFERA S~ FRI 47 "

Tom: “$& 1764 & WAL EF , FI8T 3 M Karen MM EE BRI, "

Karen: “BE KRB RICR, HNETEMEGHERA, HREE BROKATHARE, mR
THERREARRIEBANL, BRITRSERAEFAEEFL. "

Sandy: “MIRE AR EHTRAGE K% ELH? "

Tom: "M RITHMES BEH S RIS ERE S,

Karen: “ A AT, i1 Bing R A b7 b & (RRH AT T2 ) Tom & - T (FEFF#1
%18) Sandy B9 7 CREGES | £38) F0 Bill 4 £ 7T (& P80 2B HRMERERS, ”

Sandy: “H %], B E R S 0FE M R SREH . MTTAERERNAESIEN X LA GE
ERAER. T

Karen: “i08 A FEER", I Tom AEMEATAET RO, WRTH, EBRERSBRE S
150 %, HREREERS Tom, RE Tom B E BEAN,IPRABAMNE, "

© MeGraw-Hill 2002. To customize this overhead for your sudience, download it from { www . books. megraw-lill. corn/training/
download ) . The document can then he opened, edited, and printed vsing Microsoft Word or other popular word-processing software.
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1 Based on the dialogie above, draw a simple {i.e.. not a matrix) high-level flow diagranr of
this parts-receiving process on another sheet ol paper

CREL EXE, 8 -HE 2N - HARNERK (MARERK) WA, fhe
ARG, )

2 Convert your flow diagram of the partsreceiving process into 4 nratrix flow diagram on a
serond sheet of paper.

(ERRORBER R RS REE. )

3 Now review the flow diagram step by step. What guestions would vou like to see answered
through data gathering to help identifv which segments of this process to explore firther:
The overall objective is to get good parts into iInventor as quickh as possible.

(Ffr— T PRE—PFROREWRBRE, oBRLEEHETTREBEREAH TR TIRPH— R
B — Ay R, AN ARR R AR R EGAEEARETO, )

€ McGraw-Hill 2002. To customze this overhead for your mudience, downlosd it from { www. books. mcgraw-hill. can/iruning/
download}. The document can then be opened, edited, and printed using Microsoft Word ar other popular wond-processing software,
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EXERCISE 3: CALLING DR.
HOWARD, DR. FINE,
AND DR. HOWARD

Physicians and patieius have been complaining about delavs in the ambulatory surgery depari-
ment af a local hospital. A two-week study conducted by a breakthrough improvement team de-
terrmined that the major reasen tor delivs was thar the operating moms (ORs) did not always
contain all the supplies needed to perform the surgical procedures that had been scheduled
The team is now meeting 1 construct @ high-level Mow diagram of the process w tdentify
places for additional data gathering as the team enters the diagnostic journcy, The teain also
[ecls that the flow diagram will be useful in explaining needed changes and for setting up a
beller monitering systent to hold the gains when the breakthrough improvement project is
compleled.

Below is an excerpt of the discussion that takes place in the meeting.

Susan {the teant leader): “What are the boundaries of the process we want 10 diagram today?”
ferr: "Why don’t we look at what happens between the time that L as the sargean, call to
schedule the surgery and the time, 30 minutes prior to the scheduled surgery, when I arrive (o
check on the condinoen of the patient and the OR”

Susan: "Does evervone agree?” (Nodding of heads around the table.d “So, what happens when
the surgeon calls:”

B "Au that poing, the surgeon 1s talking to me in (he Ambulatory Surgery Scheduling Olfice.
We schedule an OR time slot by making an eniry in the Master Schedule database. Of course
we work ont a converticnt lime with the swwageon and the patient.”

Terry: "We do this over the phone, in my office, with the patient right there, so evervone knows
the s hedule, Anvway, 1 believe that that is outside the process we are flow diagramming, he-
cause our data showed that we don’t have a prohlem with patients or physicians not showing
up. Remember, the problent is that the OR is not ready on schedule.”™

n

Bob: “So what happens nexi, Bill?
Kill: "The patient shows up in the department an hour betore surgery. we process the patient’s
paperwork, we call the surgeon to remind him or her of the schedule and advise that the pa-
tient has arvived, and the surgeon then checks in 30h minwes prior to the scheduled sume [vs
really very simple.”

Carolyr: “You've left out a number of steps, Bill. [ and the other nurses in the Ambulatorv OR
check the Master Schedule database (o sce what procedures are coming up and what supplies
we need to orrder. We try to check this two days before the surgery; in other words. if it's Mon:
day, we are checking Wednesday's schedule to allow plenty of time 1o get supplics. We order
the supplics we need [tom Bob's people in the supply room.”

€ McGraw-Hill 2002. To customize this overhead for your audience, download it from { www. books. megraw-hill . com training/
download} . ‘The document can then be opened. edited, and printed using Micresoft Word or other popular woed-processing software.
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Bill: "How do vou know what supplics to order:”

Crarofyn: "1 don’t think we need to go into the detals of that for this high- e # .
level How diagram. But basically, we just look ar the procedure Jisted in the

databasc and order a “kit” lor that procedure.”

Bob: “In keeping with the hospital’s cost-containment efforts, Bill, the nurses don’t keep mam
supplies on hand, We wenr through a process six months ago to defline standard “kits' for all
the procedures we perform in the Arnbulatory OR.The nurses call us and tell us how many
kits they need for which procedures, and we deliver the supplies as soon as we can, But I didn’t
realize that vou were working on a two-day lead thme, Carobhn. That might not be enough time
in ali cuses for routine processing.”

Carofyn: "I we get very busy. we may not even give vou that much notice.”

Susan: "Okay, 5o vou deliver the “kits.” Then what happens?"

Carolyn: "1 don't think we need o get inw all the detail just now, but we basically set up the OR
with the supplies in the kits. All of this is supposed to happen before the patent shows up for
his or her surgers. It other words, the OR should be completely set up an howr betore the
scheduled surgery,”

Bob: "Now we are at the point where Bill was carlici—processing the paperwork and so on.”

1 Based on the dialogue on the proviows pages, draw asimple {1, not a matrix) high-level
Now ciagram of this ambulatory surgery process on i separate sheet of paper.

2 Comert your flow diagram of the ambulatory surgery process into a mairix flow diagrany on
another sheet of paper,

3 Now review the flow diagram step by step. What guestions woadd yvou like 1o see answered
through daia gathering o help identity which segments of this process 1o explore furthey?
The overall objective is 10 merease the probubility that the OR will be complerely set up
when the surgeon arvises o check it 30 minutes prior to the schednled operation.

(€ McGrow-Hill 2002, To customze this overhead for your apdience, download it from (WW-bDOkB-HBgl‘BW-hm-OEJmﬁminiﬂgf
download’, The document can then be opened, edited, and printed using Microsoft Word or cther popular word-processing software.
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—FHHERMARENRABEAR SN TFRAELETHERECEHFHFARME, TEE
R AGAFAR G T AMFRN AR, AREBTFRERN EEFRARTAE YRR FAFL
ANk

(%3] 3:-BiIGRER
Howard EEZ . Fine E &£ #1 Howard E £ )

FAMELEF S, BHREH —KEHFALEAOREUHBE . WM e Sl BT 2
st A 3 T IS R L I P BA e BB R D A B PR MG B AT R T 0t H AR S
=R R RS RE R T A BT R R

TR i e R E .

Susan(H K ) "KL WKREM, TR BLURERT2Y 7

Terry: “ R H ARNTA L HHE —TF AR, — SR ES: T8 LB HF Aot E 81 F A0 30 94—
REBARANEFERENTFASHESEL — B EE HRETEL 28R "

Susan: " KFMEZD? "(FHHABE ML, )" BN ELTEEN EE 747"

Bill: X M EHE , RTASHERIBEH AL FREVIBEEIRAEE . RITSEHE—TF
ARBA BB ], FIET X A aT A S A B CHE A RIEE . YR X ey R E AL i AR T (R AT A
1

Terry: “MiRSEDLFITENRE FARNREE, LRI ERERX T HEE S, B0,
ETEERRAFLENTARMNAEARER S, AAREEH, Vg B EREHFHFARE
W, BEE s ERA SRR AR AE ., 0, B mE 88 R F A= 8RS T H 4 AT 4
HEHE. "

Bob: "3 b - EEMT AW, BI? "

Bill: “SAETEF R UM BIFTEC BRI A ATHES TAIEENCEM R FR 7B
HEAHEREFRBEFBAAAACENL. REAHELSETAN 0 THARERANTRE
FfER . X s, 7

Carolyn: “HRiltIR 7 — £, Bil, TR EPLSENISTFRAEEARR ORLH HBUEE.
E—HFARHLGR, PG EFENE- RINERMERETEA; BN H, URSKXEEM
—, BB E W mFE AL, TGN —EREEES FARTNRSE., HI7H Bob ATHE )
W% LA AEMEEEORTIERE, "

) McGraw-till 2002, To customize this overhead for your audience, download it from ( www . books. mograw-hill . com/training”
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Bill: “fifi1E & B % P AR & 7

Carolyn: "RIA B AF LICREHATAABERABRE, QKL BINBEFEREES T HA
FRABRHFALEHENRERSAT. "

Bol: “th TER — AAKWAA B FUP L FATSARENRE. o TR RITET - -BY
RN FRAEFRETOAE FASRME T AT GEFHE, I TREERRN, FHLEF
AR, FENEREDE, ANRNeL A H X e &, ORAVTEEIRMALIIET 2 X690
[][BIf , Carolyn, ZESFBER XA MM FEARALEMNEET S, EHEM., 7

Carolyn: MR FATHC MG B A2 L RO T, 7

Susan: “#E, RITIORE R FE X T 88 FRWE? 7

Camlyn: "RINHBAFE AT EITEXELET. ETARINCAZTUEERZNETFAZ. AT
YEMETEHRAMFAE S PIAWMER. B, TAZTMES THLE T ABTE 1 MAKER, ”

Bob: "9, HERNTA T Bl Wi A 12 516 8 BETAEXHEREMW. "

1ML BRSSP E B (M ARER) AR, RER e EFROBHE IR,

2. {EER S RO TR P O E R A

3. -TERE SRR EREE, MBFE G B BCER B TR E B P8 — 2R
i M7 B, LI RMAAAEREE TRAEASINEL ANEH FARM AR 30 49 KEE
B HE& BRI R,

© MeGraw-Hill 2002, To customze this ovethead for vour audience, download it from { www. books . megraw-hill, comn/1raining,
download) . The document can then be opened, edited, and printed using Microsoft Word or other popular word-processing software,
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EXERCISE 4: DO WE =TT
HAVE IT IN STOCK?

A breaktbrough improvement weant is fooking inta the process of Giliing catalogue orders Irom
customers. [t hegan by producing a high-level flow diagram and a detailed Hlow diagram ol the
process from the point at which the order is received to the point where it is entered into the
Order Enory database.

The ream’s goal is to identify all the rework loops in the process so that it can estimale the cos
ol rework and set priovities for qualiee improsement projects,

Today, the wam is meeting to contitue the detailed (low diagramming of the process. Below i
an excerpl of the diseussion that (akes place i the meeting,

Chriy (the team leader): “What segment of the pracess should we diagram todayz”

Lillen: “Let's begin wheire we stopped last (ime—the customer’s order is in the database, and we
have verified that it is correct and complete. We called thar *I7 on our earlier flow diagram.”

Roger: “Lets get to the point where we have the itemns and the shipping dncuments bhundled to-
gether, ready to be sent to linal packing.”

Chris: “That sounds good to me. So what happens in betwern?”

Sharon: “Fhe first thing that happens is ihai we print ont an order ivom the database.”

Sem: “Right. Then we take the printoat and key same of the informadon on o mto the Tovento
rv databuse system. We tvpe in the whole order and then tell the sysieni 10 check to see
whether we have the dems it stock.”

foger: "1 vous check 1o see whether you have entered the informatom correctls?”

Seem: "W dos we compare the screen and the printout, and sometimes we [ind errors. We then
have to re-ciiter the information ™

Chits: “That's important. Keep in mind that we aire lTooking tor rework Joons in this detailed
Now diagiain.”

Sharon: "So, afler we have entered the idormation correctldy, we check the daabase 1o sy
whether all of the items are available in stock, If they are, we read the firscitem on thae prin-
out, go to the appropriate shelf, select the item, and keep repeating that process until we hine
all the items the customet ordered.”

Fllen: “Then what happens:”

Sam: “Well, then we go back to our bench with the items and the printout.”

Roger: "So now vou can print out the shipping documents from the Order Eniry database bun
dle the nemns and documents together, and send it alt oft 1o packing.”

Seewm: “Well L that is, i we have all the iems,”

Chris: "What do you mean? 1 thought we said that vou checkerd the Irventory database. and all

the Items were in stock®”

(€ McGraw-Hill 2002, To customize this overhead for your audience, download it from { www . books. megraw-hill . com/training
download}. The document can then he opened, edited, and printed using Microsoft Word or other popular word-processing scftware.
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Sharon: "The database isn' alwavs correct, Sometimes when we get 1o the

shelf where the item is supposed to be, it isn't there. The database s that R W
we have the iteim in stock, but it is not on the shelf, We witte on the

printowt "N/AS which meuans notavailable on shelf, argl take care of 1

when we get back to our beneh ™

Sem: "Right, we always review the printout for "N "A-87 notes when we return to the heneh to
see i we bave marked any unavailable items. That happens quite often.”

Chns: S0 what do you do if you have unmailable itenis at this point:”

Seam: “We tvpe "NAT into the Order Entry svstem for the unavailable itent and then enier the
rmmber of items bach-ordered into the Inventory database, Then we print the shipping doou-
ments from the Order Fowry sestem and bundic the items for packing.”

Shgrun: “We do the same sori of thing carlicr in the process when we irst get the order and
check the database to sec if the items are available. I the [nventory database says that we are
ont of stock, we tvpe "NAT I the Order Lntry systen and the back-order quantity into the Tn-
venlory system. Then we mark those items that are unavaifabie on the printout, in this case
wriling ‘N/A-DR," and srart looking Tor those itemns that are available, as we described earlier 1t
no items that the castomer ordered are available, then the job is easv. We make the eries thin
1 just desenbed in the two databuases, print out a shipping document to et the customer know

thit none ol the ordered items are avarlable at this Gime, and send that w packing.”

Rager: "D vou ever check to see whether items listed as out-of-stock in 1he Inventory dalabase
arc actually on the shell?”

Sem: “No—why would we do thaty’

I Buased on the dialogue on the previous pages, draw a detailed Now diagram ot the orderhll-
ing pracess on a separate sheet of paper or on the flip chart,

2  Review the detailed Now diagram. Eist issies and gaeestions that vou think the 1eam should
] h
pursuc hased on vour analvsis of this process,

(@ MeGraw-Hill 2002. To customize this overhead for vour audience, download it from ( www. books . megmw-hill. com/iraining”
download) . The document cazt then be opened, edited, and printed using Microsoft Word or other pepular word-processing software.
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download) . ‘The document can then be openest, edited, and printed uwsing Micresoft Word or cther popular word-processing software.
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(© MeGraw-Hill 2002. To eustomize this overhead for your audience, download 1t from ( www. books. megraw-hill. ('(xu/!.ra.lnmg/
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EXERCISE 1:
INTERPRETING PARETO
ANALYSIS
(&3] 1. FREHETIB 2 47)

I the spaces below, write aut your interpretation of the Pareto diagrams shown in these exam-
ples.

(T EE AL R s T i BRI B R )

1 Medical Center Panent Survey (Example 4 on page 3538)

(BT 4L AR ) (38 401 T 4)

2 Cost of Poor Chialiny un an Automobile Tiansmission Plan (kxample 2 an page 356)

(RS BSR4 (58 399 T 2)

T MeGraw-Hill 2002, To cuskomze Uus overhead For vour andience, download it from (wwlhnnks.nmgraw—hiu.cum/h"ﬂijﬁng/
downlead) . The document can then be opened, edited, and printed vsing Microsoft Word or other popular word- processing software.



www.mhjy. net
MBA www.mhjy.net

20
Wik (i) HIESME 405

EXERCISE 2: THE CASE
OF THE
“"PROBLEM PROCESS”

Our breakihrough improvement team has been meeting a half-day per week lor six weeks now,
and we are well into the diagnostic journey. AL our first meeting, the steering committee pre-
sented us with a list of *problem processes™ in the company and asked us to priorifize the list.
We gathered data on the level of rework in cach process, did a Pareto anabsis, and identified
tour processes as the “vital few.” The steering committec then asked us to work on one of the
"problem processes”™ and formed three other teams to address the other processes in the vital
fow,

Our “problem process™ involves four tine groups and one quality control group that periorms
checks and gets involved in resolving problems. Our project team consists of super visors and
professionals rom each of these tive groups.

When we began our diagnostic journcy three weeks ago, we had a Lot of wide-ranging discus
sions abour causes and fixcs. There are many things that can go wrang and many things that
we could do to prevent problems.

O teamn deader finally got us back on track. “You know,” she said, "none of us has any real
facts about the problems in this process. All we've done so lar is shave anccdotes and suggest
unprovements for things that might not even he Ing problems. We need o break the problem
down, wentify the most important causcs, and make swre that our improvements give the com-
pany the highest pavoff.”

We spent the rest of the mecting discissing tvpes of Labures in the process, We identitied 13
failure tvpes (labeled A to M on the table of data for this exercise} and developed a check-
sheet. The qualiny control supervisor agreed ta have his people fili owt the sheer daily for a
threeweek studdy period

We conunuced meeting during the stady period, pust to make sure hat the da collection was
going smoothly,

Now our study s compicie. Our team meeting has just been called w arder, and the quality
control supervisor has distmbuted copics of the data tables [rom the study (see the next page).

€ MeGraw-1iill 2002, To customize this ovechead for your audience, dvwnlosd ot from (wms‘.books.nwgraw-hiﬂ.ogm/traﬁ]in&/
download}. The document can then be opened, edited, and printed using Microsoft Word or ather papular word-processing software.
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Mo, RO E RS K BRRFVEST R, doifd: “RAE, BT AL ENEZIREE THHAR
BB E AT BRAT RN T B e RAE R A - BB | R - AT BRI R R R R A T 4
TR, ENBETREE, BHNEEENFR ACRNHNATRESLFAWFRBENE, ”

BATH AR T # LW et E i 2o e 5 B, ROPASY D RBA (EREIHNRIERTH A
EMEHFR) AREET -TREX. BEEHNIEREILAF FE IR GXATKKE.

RIOEVRBESRE R, SR8 T RN BERE THEREEAHT.

RERMNUUIRCEER, ANCMIRSRHTTEHE, ARTEHIE TR T HEBRNEESR
R RLET 1

(€ MeCraw-Hill 2002. To customize this ovethead for your sudience, dowrload it from { www., books. mograw-hill . com/Lraining
download ). The document can then be opened, edited, and printed using Micmsoft Word or other popular word-processing software,
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& MoGraw-Hill 2002. To customize this aveshead for your avdience, download i from { www. books . megraw-hill . cam/Lraining/
download}. The document can then he: opened, sdited, and prirtted using Microsoft Word or other popular word-processing software,
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1 What question is the team trying to answer with this data?

(PR A B SR AR B A 4 B 87 )

2 What failure types should the team go after to assure the highest return on investment?

(A% 1R RS B AR B, B BA R A 2 BB R AR AT it )

3 Why is the wide-ranging discussion about causes and improvements that this team experi-
cnced inidally so typical of breakthrough improvement tearns?

CR AT 2 H BA B 4T B0 X TIRE At r B H97 12 140 B R @ nGH F BA RS S A ik )

&) McGraw-Hill 2002, To customize this overhesd for your audience, download # from { www. books. megraw-hill. com/ training”
download}. The decument can then he opened, edited, and printed wing Microsoft Word or sther popular word-processing software.
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WA~ H M E RN R ARARTHFFHEEHASE,

(© MeGraw-Hill 2002, To customize this overhead for your awlience, download it from ( www. books. megraw-hill . com/Uraining,”
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EXERCISE 3: “REWORK”
1S NO WORK AT ALL

We have heen appointed as a Six Sigma hreakihrough improvement team to ook into rework
costs and inctficiencies in the company’s invoicing process, Qur breakthrough improvement
team consists of repr{";entatives from the groups that provide the billing information und the
groups that process the invoices. Al our first meeting, we listed the major steps involved in the
process and began constructing a flow diagram. Next, we iooked at each step and began detail-
ing the kinds of problems that are detected there. Finally, we listed specific actvities that take
place to resolve the individual problemis that arise. On our completed How diagram, we identi-
fied nine rewark loops in the invoicing process.

To estimate the cost associated with rework, each team member took responsibility for one o
the rework leops. The assignment was twofold: (1) comduct a two-week study to tally the num-
her ot invoices that go through that rework loop, and (2) take the detailed rework activities,
identity who is invalved. and determine how much time 1s spent in that activity.

We decided against performing a detailed "time-and-motion” study. Instead, we agreed that rea-
sonable estimates could be generated by the “pury method ™—simply ask the people involved 10
come up with a consensus estimate of the time it takes to complete the activity.

To convert these dme estimates into dollars, one of the warm members volunteered to meet
with someonc from the personnel department 10 determine the average salaries of the varions
clerks, supervisors, and managers who get involved in the rework loops. (We have a number of
clerical salary levels in our company, and we designate them as "Grade 1,” *Grade 2,7 etc., wilh
the higher salaries going (o the higher grades.)

We have conducted our studies and are mecting again. Today, we will be analyzing our prob-
lem tallies and time estimates. (See the accampanying table of data, The firsc line has the noen-
her of invoices processed in the rework loop. The next lines are the number of minuies re-
quired per invoice for each person to do the rework. Note that some of the calculations have

been completed for you.)

(€ MeGraw-Hill 2002. To customice this overbead or your audience, download it from [ wwae. books. wegrw-hill. com/training/
download) . The document can then be opaned, edited, end printed using Microsoft Word or other popular word-processing software.
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1 List the steps that the tcam took in approaching the problem. What do you think of their
approachy

(31 ety AT A B PRV R B R B B 9. IR AHB T F X F A A B 7 )

2 What rework loops should the team focus on?

(A AR E SN ERILTBETHNT LY )

3 Would the results of the Pareto analysis have been ditferent if vou had based it on the num-
ber of invoices requiring rework, rather than on the cost of rework:

(MREHFFAFTOHEAHERBEELINARMH L AFRELHEA L, HREARFRG? )

&) MeGraw-Eill 2002, To custwnize this overhead for your audience, download it from { www. books. megraw-hill. com trauning
download}. The document can then be opened, edited, and printed using Micrssft Word or other popular wond-processing software .
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EXERCISE 4: ARE YOU
“DELIGHTED”
TO BE HERE!?

A companywide customer satsfaction survey has jusi been completed, and our division head
has just reviewed the resulis. {See the survey questions, response categories, and the results in
the accempanying rable of data.)

“Not bad,” the division head remarked. "buet we must do better. We spent a lot of time research-
ing this and talking to groups of customers, and ['m convinced that the eight categories on Lhis
survey are the ‘right’ questions to ask.”

“T want o point out,” he continued, “that our industry is highly competitive. We wilt almost cer-
tainly lose our ‘dissatisfied” and ‘less-than=satishied” customers. We may even lose those who said
they were merely “satisfied,” or even those who said that thev were ‘'more than satisfied,” when
the inevitable happens and a competitor comes along who makes them feel *delighted.” While |
realive that it is a long-term effort, I won't he happy wntil our costomers express “delight’ with
oy performance in all cight of these categorics.”

“As far as [ am concerned,” he went an, “itis the poficy of this division thut the standard we're
shooting tor is *100 percent delighted’ custometrs, ‘More than satisfied,’ “satisfied,” ‘less than
satistied,” and ‘dissalistied’ are just increasing levels of failurc on our part,” he concluded.

We then suggested that he commission eigh( teams to look at each of these categorics, but he
rejected this proposal. "Improving in cach area s fikely 1o be a big task,” he said, “s0 1 would
rather see o few, highly focused, wellstaffed teams go after the arcas where we need the most
improvement.”

He asked il we had any questions, then summarized his charge to us. "I'd like to sec you take
these survey results and set some improvement priorities that clearly reflect the policy that 1

have just staied.”™
After some discussion, we decided to reflect the policy by assigning “scores™ 1o the various re-
sponses in the following manner:

Delighted ]
More Than Satisfied ]
Sanisficd 4
Less Than Satisfied G
Dissatisiied 16

This provides one type of weighting of the customers who did not respond in the Defighted cate-
gory. The scores reflect an ever-increasing tevel of cancern on our part as customers gel fur-
ther and further away from “dclight.” Multiplying the proportion of customers who gave each
response by the score for that response, and then adding the products together, would give us
an index value for cach customer satisfaction category between 0 (best) and 16 (worst].

Most of the scores are alrcady computed for you int the table that foliows. You need to fill n
only two blanks.

& MeGrmw-Hill 2002. To customize this overhead for your mudience, downioad it from (www. books. megraw-hill, com/training/
download ) . The doeument can then be opened, edited, and printed using Microsoft Word or other popular word-processing software.



www.mhjy.net
MBA www.mhjy.net

418 HEomH =EHE 20

(25 3] 4. fRFEXJLBBIRER"IB? )

R ARENATHEXTE#REEHNEERER, RIFENOSSEARELHEGR
WA GRS R R R T R AR TSR]

CNEELTERN S AR LR IRI T A B, RALTE FARE N O IR R A FREE AR,
B LA iR e X BRI 22T 8 KRR T HAE RN R,

HEREHAE, BHER, "RNE2TERESOT L. BRIVLFFESRERE "THE &
"AREHE WEE. SEFEAENERR LS FHENLANE BHE SR E MR RE
R, RN SR &0, RMRMEXBERBNE L. BHRRIIMBIEMNRATX 8 2%
EIEALR P R M R A SN EREHEX, 7

R GRS L IRk BRI RS RE 100 ERRET CERE UCRE . EAHR
E M ARE ARENANBEEER RN, osd.

Wi RN A 8 R R BB ABEE ., CE N Re St AR AT R AR E W
fFo5 i R TFITARFELHNIRTRALE BELEN ARBSBEENAR. "

AR NZE A FE, AR ERSA 7 asdEs. " REBRNTRISHANEE, RIS
B AL SR TE AT HE T LT B ML A R B A,

S KEPTE, RITHE @MU T SEARFRSST—Z5 7 8RB Mg mrst., &
S EWRT .

HER LR 0
g R 1
% &

AEHE

AHE 16

PASRA PR S MR R T - Ik, REBR S BRAEE . B W RE
MBGL, MRERMNBIRUGHEASEARER MLE, REEHAAREGERMNE, KB EE LM
RERYI 2 W 1 8 IRETE O( B8 T 16 R E ) 220,

REFWGEAE P RTFELTR B AR ALFE BMRE.

T Moraw-Hill 2002, To customiz: this overhead for your andicnice, download #t from { www, books . mograw-hill , com/trasining
dewnlosd}  The dweument cen ther be opened , edited, and printed using Micowofi Word or other pﬂpu]ar Word-pmcessing software .



www.mhjy.net
MBA www.mhjy.net

20
W o (Y HFIEAR 419
FRaupy
HMEREERELER
" " AT L BIE L
3 I
o BREITRE WHE WM OB TAWRE IHE
® B E AR 37 3 1 20 39
® 7R 5 R o R e 1 4 77 0 9
® A ] o R A 2 6 25 40 27
® FHEMENEE 28 a6 18 5 3
© 5B A M B 3 44 13 4 0
® T EH 16 56 19 5 4
e HEARBEALAMEELHZHER 27 39 12 11 11
® 5 EEd B 83 10 2 0 0
T.iEFR
% 7 - o)
® AR T ey A S 8.11
© Bk ] N A KB .
® HARENT AN —
® WRENAEHLSE 2.11
® FRAERKE 1.32
® T E AN 2.41
e HEARALIWMETREHISH 3.62
® S5 EESN--F R 0.18
B it 2.1

() MeGraw-Hill 2D02. To customizc this overhead for your sudience, dewnlead it from ( www. books. muograw-hill. com/training”’
download ) . "The document ean then be apenexd, edited, and printed wsing Microsoft Word or other popusar word-processing software.



www.mhjy.net
MBA www.mhjy.net

20
420 ®W_Sn FawH

1 What do you think of the division head’s policy and the approach that the team decided to
use?

(R3S BE TR T RO 7 5t LA B BA R 18 IR o i | I AR )

2 Based on the team’s decision ta weight the results in the manner described above, what pri-
orities should the group establish for forming breakthrough improvement reams:?

(AR HI BA A b AR B 25 B A A B UE , S E B R B S P BA, MR B ST BB I SE DR Y )

3 Whaeis the significance of the division head’s comment that the company had spent a lot of
time rescarching the categories to make sure that the survey was asking the “right"questions?

(AR T KRBT HERR, LRAGRKBEMNGRE LT ZRSRE HBITESH ML
MBI R 47 )

(©) McGraw-Hill 2002. To custamize this overhead for your audience, download i from { www . hooks. megrew-hill. com/raining
download ) . The dacument can then be opened, edited, and printed using Microsoft Word or other popular word-processing software,
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EXERCISE 1; CAUSE-EFFECT Eﬂ

DIAGRAMS IN REVIEW
(%3 1; EMERE)

The tellowing discussion topics will help vou think about C-F diagrams. Read each statement,
decide whether vou agree with it and note vour reasons. Fhen discuss it with other participants
in }-'{HII' grnup.

(MmEr e f R R FOAHREERE S, FREZES T HS, KEA R B Mgy HUHRRHHE
th, S 05 S I0ME R e )

1 Ater completing the cause-effect diagram. the eam will immediately know what couses the
jroble.

AGREE / DISAGREE

Notes:

(fete st ERERE, MGHEBIUATT G 23R R R AR )
E&/RE&
B

2 All the people on the team can contribute w the creation of a cause-eflect diagran,
AGREE / DISAGREFE

Notes:

(M PR DA B Al A0 BB el RN SR B4R AR BT R
5 PENE .
WA

3 There should be only four main causal factors going into the central part of a4 cause-elfec
diagram.
AGREE / DISAGREE

Notes:

(FHREPREL 4 FREE RS A )
ik SN
R

() MeGraw-Hill 2002, To costomize this overhessd for your ambence, download 1 [rom [ www . baoks megraw-hill_comtraining”
download) . The document ear. then be opened, editer, and printed using Micnsoft Word or other popular word-processing software.
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4 Peopie whao are not familiar with the problem or project are (ideally) in
the best position 10 contribute to the creation of 4 cause-effect diagram.

AGREE / DISAGREE

Notes:

(RHAMIT A BB AT HEEANS B RAEE., )
& /A R

R

The cause-eftect diagramn apphies only to cffects related to objects (such as production ol
cars, steel, invoices, hamburgers, etc.) and not 10 prople, procedures, or management

Processes.
AGREE / DISAGREE

Notes:

(FHRERER TAEERNSH (D AEEF S REE TEHES) . WABHATA BF
REEAR, ]

) $ENE)

B

The effect being analyzced should be broadly stated in order not o limit artificially the num-
her of causes ta be listed on the cause-cffedt diagram.

AGREE / DISAGREE

Notes:

(XAl B B R A AT BT A RS ANBBHEEEEMEMEEH., )
Gh: SENGH

W

7 The cause-effect diagram can be used at any siage of the problem-solving sequence.
AGREE / DISAGREE
Notes:
C P S T O D A R IR R R b (AT B B, )
5} VENED
A

{©) Mc(raw-Hill 2002. To cuslwnize this overbead for your andience, download it from { www. hooks. megraw-hill . com. training”
download) . The document can then be opened, edited, and printed using Microscft Word ar other popular wond-processing software.
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EXERCISE 2: THE PROBLEM /4 .5
IS IN THE BAG

Bagit Company is a major producer of shopping bags. It produces and distributes both papet
and plastic bags to be used mostly by supermarkets and hardware stores,

During the last two months, the company has begun a major cffort to improve the guality of its
products as well as its service to ciustomers. Among the problems that surfuced were a number
af complainis by customers about errors on inveices for goods sent out by Bagit.

The preliminary data, assemblect by a team formed 1o address this issue, indicales that about 8
percent of custorters have notifled the company of errors. Although the data is not sufficient
[or a completc analysis, it appears that some of the major problems relate (o (1) errors in the
quantities for items hilled; (2) errors in pricing; and (3} customers being billed for iterns never
sent to them. The problem is serious, and a clear undersianding of its causes needs 10 be estab-
lished. The teamn has dedided 1o prepare 4 G-F diagram to capture all the possible reasons for
these errors in the invoices. 1t can then design a method to collect the data it needs to estab-

lish the root causes.
The team has prepared a high-level flow diagram of the sequence of events leading to shipping
and invotcing as follaws:

e On the basis of the customer order, the customer invoice is sent 1o the Shipping Department.

e The Shipping Department prepares the shipment according to availability in the warehouse
at that lime.

e It the quantity or type of product requesied by the customer is not available on that day, the
Shipping Department requests, via computer terminal, a new invoice for the available items
and a back-order position for the items and/or quantiues not available,

e The shipment is prepared and sent out by the Shipping Department.

¢ The Accounting Department pulls from the system a copy of the invoice to be sent by mail
to the customer.

In addition, the team noted the following facis:

e The accounting of customer orders, invoice generation, and warehouse stocks is kept by a
new computer system installed only four months before.

¢ The actual packaging of the producis to be shipped to the customer was done manually by
warchouse workers.

e Because no one had ever before inquired about the number of crror complaints by cus-
tormers, it is possible that the problem was an old one that had been accepted as *normal.”

» [tis alse possible that the problem had deteriorated during the last few months as a result

of some new factors introduced in the company's procedures.

On the basis of the information presented above and your knowledge about people, computer
systems . warehousing. and perhaps a similar type of operation, prepare & cause — effect diagram
to explain the invoice emmors. Work as teams to prepare the diagram, using flip chart paper for
your notes and drafts of ideas.

© MeGraw-Hill 2002. To custormze this overhend for vour udience, download it from ( www. books. mograw-hill. comtraining/
dewnload) . The document can then be gpened, wdited., and printed using Microsolt Word or other popular word-procsesing software.
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EXERCISE 3: THE DOCTOR
1S - - IN

‘The Our-Town Group Pediatvic Practice bas been conbronted with the contmuing problem ot a
crowded waiting room. with many of their voung patients having ro wait long periods of thime o
see one of the physicians, A hreakthrough improvement projeci leam has been established to
reduce the time a paticnt must wail 10 see a physician once he or she arrives,

Paticnts seen in the office inctade those who have had long-standing appoinments, those who
have made appomtments for urgent care within the last 24 hiours. and those withoul appoini-
ments whoe are being “worked into the schedule” hecause of their need for quick attention. Pa-
tients are not taken to an exanining room antl {1 a room is vacani; (2) the appropriate med-
ical records are at the purses” station; and (3) the plivsiclan who will sec the patient is in the
office. Once those conditions are satisfied, the general practice 1s to ke patients in the orde
thev arrived, unless a phyvsician or medical information nurse changes the pnoritics because of
the urgeney ol a particalar patient’s condition.

As a first step in understanding its probiem. the wam is preparing o construct a C-F diagram
of factors that cause long waiting rimcs, The team is composed of a recePIi[misl, a physician, a
medical informaton nurse, a medical records clerk. and a nurse who assists in the examining
W)

As the team begins its meeting, the facilitator reminds the team members that they are to be
crearive and innovative in thimking of possible causes for the long waiting ames. The tearn
should consider all faciors, including, but noc lmited o, patien condition and behavor exam-
ining room availability, staff availabilin. and medical records maintenance, The team is also re-
minded not 1o forget scheduding practices and proocedures, such as (11 the deasion on whethe
w patient shiould see a phveian or a nurse; and (2) the practice ot making appoinuments for
up to Y0 percent of the available physician time in a given day betore the start of that day,
Work as members ol the team assigned 1o solve ihis waiting 1oom problem. Use the informa-
tion just provided, as well as vour own experiences andd conjectures about how such a process
might work.

Prepare, as a group, a causccffect diagram that captures a wide variety of thearies about long
watting timnes. Use the following space for vour own notes and drafts of ideas.

(@ MeGeaw-Hill 2002, To custamize this averhead for your mudience, downlosd it from { www, books . megraw-hill. com/ training/
download ). The document can then be openad, edited, and printed using Microsoft Wond or other popular wond-processing software.
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