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Stopeofthe Talk

2 )éﬂ" IEr@uality in'a Business Context
21 oduce PMI and ASQ Quality (Q) Goals
= ;) Bvide Case Studies
'-' $rDiscuss (Q) Tools in Software Context
=0 Summary, Questions ?
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QUElyAGoal — Business Improvementi s

—

SRelinitionaaliheiotc 'sgg.gbgr,a Gheristics,efian
SRR EANS ONNLSTabIltY Lo Satishy the
stzltgellos Implied need.”

SMWebster: From qua//te from latin gui,”
SS5Eftial character ..

_ J‘f EﬁEfItS' (Kerzner; PM Network, Feb 2006)

,‘M—

= Continuous compression of schedules

— ’_——

= Tmproved Estimating
— Customer Satisfaction
— Partnership; Customer—Supplier
— Maturity of tools and processes
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QUATLTY SHIFT (Over 20 Years).

“Old” c:Q:i:

Pt |

ASSURANCE CONTROL

(Test and Reworlk (Rework)
50 % 30%

ASSURANCE CONTROL
(Test and Rework (Oversight)
30% 10 %
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EIVIAVIEW on Quality

0 pwy ManageEMERL IS a Practice

» gareas are Scope, Cost, Schedule

cope IS sometimes called Quality but they.
=== 2re not comparable; e.g., more scope doesn’t

S"
[ o e
—
‘-""—'
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= mean more quality

~ = Quality is VoC — “Voice of the Customer”,
— “Fitness for Use”,

— “Cost of Non-conformance”, etc.

-
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ASONIEWon . Quality
FOEUISIONI QUality primarily, not on
HOjECtVianagement,
PIErGader scope, longer history, (from 20s)
"'aln focus on Manufacturing, but lately
= mterest N Services,
® More “scientific” orientation
— However, complementary, now interested in
affiliation with PMI in some degree
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- —
—
—
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DIIERsions o Quality,

SR avIdiAL Garvin, “Competing on Eight
Pimensions of Quality”, HBR, Nov 1987
2 (O lity:Control: From Defect Repair to Prevention)
ESEBEHDImensions:

-

= Porformance - Durability

- — Features - Serviceability
— Reliability - Aesthetics
— Conformance - Perceived Quality
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DAVSOUALITY (International — anUieVEn s
-

Lorr)ex: t/c Issues)

SRaNguages (200 -+ ,Unlcode 5.1
SRGUIrencies’— Decimal or Comma for thousands; fractions?
EHEnInl effect, what exchange rates, end-of-month?
SEYates = 6/24/2008 or 24/6/2008? (Years not always Western)
0 J\JJJJ"‘ = Salutations, placement, how to address?
.J .' ddrésses — Regions, Streets, Counties, Zip code, Country
e 1me Zones — over 100 worldwide
== J“fPrlvacy France- No data kept on Religion, Sex, Party,
= — FEthnicity, Unions, Marital Status — (many exceptions)
_ & 3rdparty input — what leverage, who cleans up the data?

® Jo maintain data integrity, need virtual machines of obsolete
equipment to prove actual status of data

e Finally, Data Quality is a Senior Management Issue, not IT!




YWzl rr*lr 365 Swatch V. Rolex
ALjte u FF1at v. Jaguar
Lijeje age: Samsonite v. LVHM

T1sh|on J'C Penney v. Hermes

e Quality is “Fitness for Use”
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Requirements®

Requirements are always “gathered,”

9

s

SEWhat you will be told will not be the “real”
B requirements,

— —

-‘n‘.
== - <
—

”.‘
—
e
-

‘r.*;"_:'_f‘Y_ou will be wrong on everything you have
~ forgotten,

-

e You will never know the real requirements.




Requirements,...
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UIiNG/assic (PMI — PMBOK),QC 0[S s
B8 8 Effect (Flshbone [shikawa)

J

CJn Cplelfe
HEWEHart
rlistele)zigg

BSEPareto Chart

et Diagram
® Statistical Sampling

(We’re Way Beyond That Now!)




From Droodles the Classic Collection by Roger Price, Copyright 2000 by Tallfellow Press.

Used by permission. All rights reserved. For more information, go to www.Tallfellow.com.

(Germs Avoiding a Friend Who Has Caught Penicillin)
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QUEHILYAIo0]S)inja Continuous ImprovementiContextas

BRGONRtiNUOUS ImproVément (CI)
BT actad By Aoyotararter\Worid War iy Buts s
sDEvelopediscientific Management — 1880°s
SrEredrick Taylor — Improvement by measurement
seiShewhart, Deming — PDCA (20°s thru 50°s)

BSAIS0 known as “Learning by Doing”

- — ’

== S\ WWII Bomber factory, after 1943

-
L —
e —

—

= % No more capital development, no new management
‘ input
¢ Made bombers faster, cheaper thru worker
Improvements
— Studies by Maslow, Agyris, others on Behavior

® Workers act to improve productivity on their own
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Sontinuous Improvement (more) s

—

BRGTiIthe Japanese made the most pregress after
WWT Araraevicit from Daming "

pl|ed lirst tor Manufacturing at Toyota
- l neworkers - Quality Circles

- :‘

@@nban, move work close to production line
—— o Constantly examine and experiment
s Avoid deviations from a standard
s Continuously improve the standard
* (TQM) Total Quality Management
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sontinuous . Improvement (Sti!.!,_njg.e)‘-"‘

—

STV doewnsides? -
SSURER T BIg T/ anar bt e/*
~JL [*="Major Innovations

e = Small changes

“xcluswe fOCUS on 1" can Miss great

— opportunities
8 Exclusive focus on Manufacturing until

s—

recently
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seuRNeUS. Improvement - Kaizems

SRhelZEN = Japanese for “Good Change™

\nJv Elftooliperfected at Toyota
g leasure a base level

’2 LLlook for Improvements (worker driven)

——
.‘
-

= = ':z s.lnnovate to improve productivity

—

’

~ — — 4.Standardize on the improved methods
~—  — 5. Repeat the process (1-5) etc.

® Training - Job Instruction - Process
Improvement




Quality Tools=When to Use Them

' PDCA;

Balanced §
sorecard P

/
PDCA } // Control Cha
o /’ Cause and
lBrainstorml ’ Effect Scatter
! Fishbone Diagram

Check Sheet |

| Statistica
Curve
Chartin

'Histoéram ]
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PIaNMNGReProblem Identificationfioo]5H =

> B:]]:J'r]r'e\ S CIC) Bl G2 | B0
J l’_)(“A Plan and Define (Do)

> Jr‘ stormlng
=\ OC \Voice of the Customer

2 _—‘heck Sheet

. NGT Nominal Group Technigue
— Affinity, Multi-voting

e Kano analysis
® \\SSII

A ——

== -
—
"
’
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BEIENGEG Scorecard —

- _—
PRRIKEPIan and D. Norton, 1993
P I EWO K AN CHLER a0 VISIONTana Sthategy
S inancial—
:._-T_I’raditional P&L, Risk, Cost/Benefit
: ‘.: tistomer— voc (Voice of the Customer)

S Internal Business Processes —
== s Communication, Requirements, Metrics
~— Learning and Innovation —

e Employee Training, Corporate Culture

(Circular Process, with Feedback and Learning)
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PDCA — Pl Bl (pE sl @ g[le

pu— —

SR EIO0]S;
=SBTaINStonmIng
SMNominallGroup Technique
SSFAffinity Diagram
Multi=Voting

—

= Benchmarking

—
- -
>

| N —

== Checklist, Check Sheet

WS

I
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Bieaketor Extreme Brainsterming™ ™

2 E.,‘{e ise

J,Evv Teams

== ’hlft moderators

’
—




e
HEEBrainstorming

SR hyaareWerboing Tinis?

i»'-'D'ecides?

——
e
i

= \Whois the Customer?

-

e How do we know when we are done?




P —\V/0OICE OI" the Custemer ==
HERDONE KnowsAbout the Custormerzi™

SADELEHnInethediargetAudience

SIDECICEROING oUt the Voice of the Customer:

J 'fUr EUrrent Customers the only ones?
to' Reach the (real, potential) Customers?

- —— p—

= SiGUstomers are Fickle
=~ What they want today may not be wanted tomorrow!
e EG — Big Cars, Houses in the Country ...

e \What Tools?
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@\ ominal Group Technigl_.l_g(:"" e

SWNLEISBTclIStOLTIING), BETOre Alfinity

y Jse VEn Sorme Group Members are very Vocal

2 ,)ﬂ' ofmildea Generation in Silence (10 min.)
USe'when there are Controversial Subjects

%(N ‘Discussion Until Everyone Has Participated)

—‘,_
| —~ —

—

"
—

’

—




Affinie ﬁgram - -
- gl
BRVTIER Lo, Lise it? — Durlng Quality,Planning
,.\j'r"B’."o""l.'Gc. NG ECHNIGUE
S For Complex Issues
" ;Where Group Consensus is needed

ISFAS a tool to analyze Verbal Data

:l Also called “Crawford Slip”

e Can be used in SubGroup or SuperGroup contexts




AIRIADIadram”Layout
Affinity Diagram: Develop Common International ATM System

Products Languages
o English
Checking
| Savings grench
~— Transfers G:;::(an
<yl Deposits i
1 Balances ! Is\;::);;tcs
Other | Translation

Infrastructure Requirements Testing

Direct Dial Group Meetings Product Location
Per Transaction Frequency Common Core
Central Monitor Separate Meetings Country Specific
Async Documentation Currencies
= Reporting Clearing

— FMEA
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J\/]J]'i"j-' C ng — ( e
2 IfnAe \Order the (Tasks Pr0]ect5) Py PHOKHILY,

_.Jm WHERHENE arerbit o)f Lis
— (“c npare(Ato B): If-Bigreater, reverse order

— (“e ntmue until*LList 1s Sorted by Priority.
' JCk iop 6 for Action

— felnforces Group Judgment

-‘

== -
—
"
’

-('- rders the List into Highest Priority First)
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skeSheet Example

Check Sheet Example: Returns Department Actions

Bought Another ltem

Date # Served Refunded Exchanged
:nmldd/yv M T T | W Mt |
o)

mm/dd/yy M

Etc.

Note: Can be used to evaluate policies over time, or pinpoint problems.




Kano Model

Satisfaction
- (Delighted)

| High ? i /‘

4 Performance /
Iinea(

Exciters &

Delighters
B Fully Implemented
] high quality
— performance
2 - % oo i i - - -
Absent
quality of il
Performance M hreshhold / Basic
not achieved *(must Haves)
Low 'v indifferent

Satisfaction
(Disgusted) §
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3 A .

BESwVIethod -
SOINESE)pStraighten (Sejton), Shine (Se/s0)) Standarﬂize’(%/', Sustain
Shitsuke)y -

SNS1aaanalzesnould e Organize, but Kept with'the ~“S*
WONpErallelfthe Japanese convention)

— J‘ e process simplifies procedures, cleans up
nvironment, energizes workers, “shipshape”

e vBetter placement of tools, frees space, movement of
= documents, fewer interruptions of workflow

,‘ a- S—

——==F In tse in major US corporations, e.g. Kyocera

= Periodic inspections, rating thru compliance audit
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Treinlrlel” :
SENBIHUISE QA too/s training

_(R,..-_, Aoctraqlecrexner:

j1S)

2 rlr Wiabout Employers training Employees ?
— Tralnlng In “People Skills™

. 3
-

2 gj{’j’ “Six*Sigma “Green Belts”

= — Statistics training
— Formal PMI and ASQ training courses?

(If everyone is poaching from the same small pool, expertise
dries up.)




e

SEREHINERKING

- Wn' e PoeWe ook torCompare?

- s the Jiarget Organization Better, and Why?

= Flow Can We Determine their Best Practices?
1-— What Will Be Our Action Plan?

—‘
| —~ —

—
—
—" —

—
—

-

e Caveats
— How. Does Copying Give Us an Edge?

— Have We Analyzed Our Own Defects?
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SUSINESSIPLOCESS Mianagement

BRIV RProject Selectionivatrix

BIG Payoff SMALL P
e

4] =, 7
zZ m ( il

A %
M [ Y,c,c'
/" Implement’ Consider
1] :
GIPR2 o
Hard P “ @ @ gl

ayoff

Easy

‘_ ‘1 l}'\\‘ A
| '.l(!'.',‘, !

Challenge

Project Selection Evaluation Process
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RIEninEseAnalysis Tools

—

J RJr-J C
WJI e &0 Effiect

) Jr tlflcatlon

SNV atrix

e —
.—w-— -
—

S"

=% -un Chart

- & Kaizen
° QFD
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Paneie—ABC Technigue

REStAlrantExample)

Pareto ABC

O Value

O Expense

Specialities Standard Items Staples
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PEIELOMABE™— Value Driven s
SEBalEnce Value and Cost

SHIghWalue==SpHec/allies; €:a:, braised Duék [lebster:
Key Value High Control, Low Quantity, Daily Orders

— M sdium Value — Standard Items, e.g., Pork, Chicken:
Voderate Control, High Quantity, Weekly Orders

Low Value — Staples, e.g., Napkins, Salt, Plates, Pans
— |less Control, Longer Planning Cycle, Monthly Orders

-‘w
— —

—

"
— 2

’

p—

o VaIue-Drlven Activities Focus on Quality and
Restaurant Reputation.




ESHBORE IShikawa, Cause & Effects

Environment Machine Material,

Effect

Method Measurement “‘




SElBtiBNSHiD GraphE(CSR)
(UsSeditopdentify.Multiple Effects) 3

i Relationship Diagram — Corporate Social Responsibility Example

= |

-

Government
Regulation

Maximum
Return for
Shareholders

Ethical
Consumerism

Exxon Vaidez;
Cleanup of
Hudson River

Corporate
~A Hypocrisy

Fundamental
" Nature of
Business

Obey
Business
Laws

Employees

. lobalization
h

Enhanced
Brand
Value




ISampImg Survey — P

0 (,.\rre Bralnstormlng, After \/OC)

ST e e QUESTO]

- rJr'l WGHoOUP; Interviews?
2 Dire et Mail? — Only 6 % Response

-:_"’ — More on Statistics later in the program)

.
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- -

~ Design Tool - Scenrios, Actors — (People, Objects)

¢ Probes Sequences, Causes, Effects

¢ Visualization of the “Old” Methods Analysis;
Time and Motion Studies
(A Tool Managers Understand)

~ Enter
. Restaurant i
i / Order Food ™ <cordiin»
< raer roo . Waiter
' Release 1 Computer
Customer \\ d____ﬁ_____\p
Pay Bill -
Release 2 . .
Cashier .
Time Release 3 ‘

Go@efnment
Monthly o




Mziricet AnEIEE Chart — Intra-Tndustiy.

Cg);ﬂr A[SORS

4- WBehind

1

Ahead

-»

®

O,
(®

SLIPPING

LEADING

f Week
t Year

SLIPPING )

'LEADING

©,
(w

©

LAGGING

Average
L

¥ Week T Week
& Year l Year
LAGGING IMPROVING

®

IMPROVING

Vpesuy .

« pulyeg







L= MathiX = Remittance Processing =aMoney.
Transigi, —

L-Matrix Example

Convenient for Sender O
Convenient for Receiver O
Safe ‘

Low Cost O

Language Help 1/9}

Low =1 A Medium =3 ()




—a ‘ -
DO ({Define” Tiools) - Overlapping)

—

RIAGI=RESHenRsIbIEAPProVERConsult Inform
R:Jre“o

SclISERCEffiect

Jr tification

atrix

== —Run Chart
= & Relationship Graph
e QFD

® Use Case
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QUIENAALGIE Process

oIy type ol AUdit:
S eolIpareREGUIEMENTSHLOrthE™ BUSINESS Process
- rform @bservations

- R

-

B Dioduce Documentation (Findings)

e
.-_‘;-'Q e

~— Reach and Present Conclusions

. Quality Audit measures the compliance
with Quality Goals




R
~ Responsible, Accountable, gonsultedﬂnm"
Model: (One of Many Formats)

I

Activity

"Allocate
Requirements
Design
Develop
Testing A C

Delivery C R | A
Legend: A = Exec, B=PM, C =Fin, D = Tech, E = QA




o
Crigedlige
WSETHINGIFATTCralt Tlakeofiis, Vacation Packm(

"Dy Bridals?, Project Plannlng)

Due Done

Activity Name
Prioritize Projects
Pick Top Priorities
Inform Stakeholders
Define & Approve Charter
Prepare Budget
Gather Requirements
Approve Development Approach
Plan Schedule
--- Gateway ---
Revise Scope & Schedule
- etC, ===

w
' QNOG#NN—‘g

<
+
-

| §




- S |
Jeiiplates — e.g. MS Visio for Project s

Basic Flowchart Cause and Effect Diagram  Cross Functional Flowchart

Fault Tree Analysis Diagram TQM Diagram Work Flow Diagram
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CA — “Tools -"Problem Analysis
OJ:T WAAUGIE = (CotldBeiniDesigniAlse
VJr)r Ehart

RUIT; hart
Jr- |st|cal Curves

—

| EA = Failure Mode Effects Analysis
4’ =[ree Diagram

= ® Six Sigma Development
— DMAIC — Define, Measure, Analyze, Implement, Control

-—5".‘“——




S —

Corltrol @prElns

WARUSA-KAGEN
~—

0.70

0.60

0.50

0.40

\4“ !
r

0.30

A

|
.‘ !}(!,i

0.20

0.10

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Month
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IRESIRREGRESSIoN

" * calculate and grapk ©*  the 95% confidence interval o~ 7.
.~ Two curves surrounding the best-fit line define the confidence

Example of linear regression
with one independent variable.




OHGE Fiémlysis

4

DEFRENSHElIENEERIDIEGrces, Find Balance, Develop Action, RlansGhange” Balancemss

e

— b Buy

TR o B -

Software?
Change ‘ Restraint
Use our resources better
7 r B
Costs money
<+ ~ 4

Get ongoing upgrade support

| 5 —— »
% Product unique to us
-4
Contract for specific features
Other demands on staff
<4 .
Begin immediately
5 r P
Contractors don’t know us
7Eam Emplasees w/ Veudor D “"’i‘

— e - —

4

Employee morale?

} I

8 6 4 2 2 4 6
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dilure Modes & Effects Ana@v“' J—

(Testing'.fab Example)

Severity: 1 = Low, 9 = Catastrophic
Potential® =Se
Effects  v-
eri

FuUsedlos) E Potential

Failure

Actual
Date

Recommende
d Actions

current
Controls

Expected
Date

:."g—";:.-;'—“’;‘_*
- — = External
— S Communi

— = & cations

Script
Currency

Disaster
Recovery

1 PG, Server,

Printer,
Router,
Cables, etc

T1, DSL,
POTS

Tests not
relevant

Whole
system down

Prevent
timely
and
adequate
testing

Slow or
degraded
perform-
ance

Ineffecti
ve
problem-
solving

Backup
site
needed

ty
c

6

Periodic run
of
equipment
tests

Regular use
of main
devices

Review
plans and
current
develop-
ment

None

Schedule
regular
replacement
(o] §
components
used in tests

Regular
monthly
testing of
backup
equipment

Two-week
meeting with
devel. &
users

Site
selection;
disaster plan

mm/dd/yy

mm/dd/yy

Periodic
bi-monthly

mm/dd/yy
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M= _— '
SISIciStICS — dlakes Professional diaining!
INEAFREFrESSIoN (CanTuse ExXcel)

— Afte
Sltvariate Analysis
S Analysis of Variance (ANOVA)

B Statistical Inference
= Canonical Correlation

—
= - 3~ —
—‘.—_;’— —

-

~® Presentation Tools — Visio, etc.

s—
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BOXEIEHKINS

- -._‘tical 100I (Part of a Tool Set — Parameterized)
— IVIAN(Exponential' Weighted Moving Average)
) ,jént =20 %, Previous are discounted - 80

Prowdes stability, cuts maintenance costs
= 8 Recognizes excessive “drift”
® Avoids over-regulating

Note: ALWAYS plot the Data!




- .
rrp Approach - Raytheon T

iRyiStialize and Imagme*the Eutlre
J - Corr NIREICHENGEANEXECISPHONSOY;
3 ,J Pritize tor Determine Improvement Goals
eﬂne EXISting Process: Plan Improvements
mprove Design and Implement Improvements
- Achleve and Celebrate Results

| — R

= -'S" P
—‘.a ——
— ",

i .

—

= [JSe Sjx Sigma approach, within a Business Process
~  Management context, to deliver the optimal mix of
continuity. and change




o
RIOLOWPE - Adile

.

SRlLElcUVE DEVEIopmENt 100!
SREIG etmg IS Looser” Than SDLC
0 )-‘ ign, Build, Change, Approve (in Cycles)

*onstant Co-Development with Business Clients

= (INo Client Involvement, No Work - Requires Constant
~ Customer- Developer Collaboration)

e Works Well With Six Sigma, QFD




0] 2P NEOIIPOoNeENts — House of QUEIIEYASSS

How
nterdependencls

How Design
Charactenstics

How Well Does
How' Delver "Wiha'

J3WOENT 1By

@
=
=
e
=
-
3
=
=
L~
=
=
@
2
@
2
@
X
=
=

VS, - . "
How Much's Technical reality and priority




OFD — 4 MplEle

International ATM — Common Core éystem

PLAN PRIORITIZE REQ’S IMPLEMENT
Function .

SO i — B s T

- e - Lu I ]
= § | ) HOQ lv_vmt 7 ' L_‘

— 1 1_**__' T I .;

i Performance Prototypo Detailed Build Core;

- Measures Spec’'s Stage In
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(@nban.— CI Concept s

0 A TolEn i Ecerladniee for Work
Sl eRenNowadays is usually a Scanner or RFEID

2 ;ﬁ;’ orikeis passed along the Value Chain, a worker gives up a
llokennniexchange for the next station on the chain.

oday, example Is a store, selling a product by bar scan, signals
“- to supplier that inventory should be augmented

Inventory passes from a “Push” technology to a “Pull™ by virtual of
acknowledging the sale via the scanner.

~ & Continuous improvement through instant communications
® (Can be used at any stage of Planning or Analysis




e

TRIZ — Theory of Inventive Problem Solution (Rus.)

Algorithmic View of Problem-solving
Skips many broad Quality methods, e.g. Brainstorming

Focus First on Ideal Final_Solution

Look for potential solutions
Remove Technical Physical Contradictions
(Appears to be best suited to Engineering probiems.)

1 - Problem Selection and

identification

100%2.
T

- i S

50%,.
R
| 0%k

6 - Solution Evaluationy.”

2 - Problem Analysis

5 - Solution Implementatlon"’ij\

e

Potential Solutions
Development

'
'
i
i
)

4 - Selection and Planning
of the Solution

—e— Quakty Tools
g TRIZ

y - _.

STRUCTURAL DIAGRAM OF TRIZ
LAWS OF TECHNOLOGICAL SYSTEMSEY OLUTION
Solution Problem
Standard Nonstandard
1. Standards SUFIELD
Y 1 AraLvss 1. Program
: ﬂz. Engineering N
8 effecis . | 2. Information —
X 13 Inventive feguards o
g Principles T Wetoh Brie ] «
E control of
4. Resources psychological
fachors
|

-—

Structural diagram of TRIZ

Figure 1. Gap between Quality Tools and TRIZ at Solution Development Stage




2 Actiogiis and' company-specific
- Ir epends On Where you are in your company. and
ourEsittation

- -‘ 20les and responsibilities should be well defined

PM responsibilities (scope, schedule, costs) still apply
= — Act and Document!




.
\j\ rzlo)-

,\:ujy_, Shand Managers cant know and dereverything
| N EN PO ia N RGEEIISAG EHEXDENTHEIDIOM
orr _-S
- Leay (e.qg.,Statisticians)
T CC J[[][f nlcatlon and Documentation are essential!
rBrainstorming depends on the brains used
== '- --f Benchmarking? Should we copy others?
_‘ -—u—“All the PMI areas are subject to Quality reviews

e

= —Using tools is great and needed, but are not to be
applied as by an automaton!

¢ Now, for Questions?’




e
ireebiadram Example

Probable
Economic Investment Decision x
Conditions Decision Probability

Invest
$ 1,000,000

Business . Invest
Opportunity $ 200,000
] $ 800 K in Bank

Put 1MM in
Bank at 5 %
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Salacrael &) |ography

Lairry Coyae

AULHOY S

Congerl, Loy

2SPNEUman), Robert
v_a agh, Roland R.

MI lTempIates
-‘3-.::"-— ~

' ‘-" -

N o -
Ly —— > -

"ROSe, Kenneth H.

Tague, Nancy.R.

Huff, Darrel

EHE209@A0L.com
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You
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DENINGS Red Bead Experlment i

»Beads 3200 Wh'te 300 Red

- ,)jr',ng WithrapaddlEssS et attme,; WantalWVAte

. Hais ult Participants inevitably fail. Why?

J \/\/;__ 2Went wrong?
Ingg SELioNSs — no effect Quotas — no effect

gg’ans - no effect Exhortations — no effect

,a_;-

: *-ﬁwards = no effect Management — no effect
— 8- 0Only the Situation matters
— Fix the System: 85% Situation, 15 % Workers

— (Statistics — (n x p) repeated tests will approach 20%
//




