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There are manybusinesgerms associatedvith D A SWidall-2-Wall initiative and transformation efforts

throughout state agencies. ¥ wuécertain to encountermore of these businesselated terms as we move

forward. If you have questioms about transformation-related termst hat t hi s gdgénewersary doe
pleasecontact your supervisor. Not all terms will be used at all agencies, and some agencies may develop

terms specific to the techniques they are using.

20 Key$’ i The 20 Keys establish a set of wedidss benchmarks, performance expectationsaanddmap for
improvement within a work group or team.

5 Golden Rules of Workplace Managemerit A set of the most practical reminders in implementing continuous
improvement (kaizen) in the wagslace (gembal) Go to the work site when problems ariseCBgck materials,
tools, work pieces and equipmeB} Take temporary measures on the sppFind and eliminate the root cause.

5) Standardize to prevent recurrence.

A3 reporti Based on a common paper size (297 x 420 mm), an A3 repdistisryboard r mictorialmethod
of depicing problem identification and evaluation, root cause analysis and the correctiveati on a single
sheet of (A3) paper.

affinity diagram 7 A tool used to organize and present large amounts of data (ideas, issues, solutions, problems)
grouped into categories based on like characteristics.

Andon i A Japanese term for a staiisplay station, a type of visual control that displays the psostase using
red, yellow and green symbols, such as a traffic light.

baselinei A snapshot ofhe state of inputs armlitputs at a point in time for a particular process. A baseline
should be recorded to establish a starting point to measure the chahigegd with any process improvement.
It is the basis against which change is measured.

batchi Accumulatingmultiple pieces ofimilar work prior to working on thenthe opposite of onpiece flow.

benchmarking i Comparingbusiness processes goetformance metrics to industry bests or best practices from
other industries. Dimensions typically measured are quality, time and cost. Improvements from learning mean
doing things better, faster, and cheafarves as the standard against which allrabtvities can be judged.

best practicei A way of performing activities or executing processes that is generally considered superior to all
other methods in terms of high performance and low cost when compared.

bottlenecki A point in aprocess whertherate of input iggreater than the rate of output, limitingtal output
(alsoknown asa choke point)thelocation of the constraint

breakthrough i A breakthrough is an improvement in an existing process to a-hef@meseen level of
performance, or the delivery of a brand new capability. By definition breakthroughs require extraordinary
resources to achieve.

breakthrough plansi A singlepage plan that summarizes the objective, target, situation, strategies and sub
targets of a breakthrough.

Breakthrough Strategy Map® 1 a picture of the work an organization has decided it must do to achieve its
longer range goals.



brown paper fair 1 An event where a process map is presented and the audience is encouraged to engage
actively by commenting on the process maps with-piosites.

build-to-order (BTO) i The manufacturing process where items are produced tolmsled on actualistomer
demand and configuration options.

build-to-replenish (BTR) i The manufacturing process where items are scheduling for production based on
actual shipment from finished goods inventory.

burning platform 1 A looming crisis that demands immediatepense; a reference to offshore drilling rigs
when they catch fire.

businesscasei A document outlining the justification for the initiation of a project. It includes a description of
the business problem or opportunity, supporting data, a list of alternative solutions, their costs and benefits and a
recommended course of action to sezdolution.

business plari An operational guide for an organization that sets specific targets for outcomes; aliotiagh
of the strategiplanning process.

Cl sheetsi Paper forms used to communicate and convert process improvement suggasticeed change
within employee work units.

capability T The proportion of process runs that meet customer requirements.

capacity I The maximum amount of product or service a process can deliver over an extended period of time.
cascadingi The process didligning the entire organization (i.e., from department to divisions to work units to
individuals) to the outcome measures and process measures set in tagspisin as represented on the

Fundamentals Bihayement Mip® and annual operating plan.

catchball T A series of discussions between managers and their employees during which data, ideas, and analysis
are thrown like a ball. This opens productive dialogue throughout the entire company.

causeeffect dagram 7 A tool (also known as fishbone or Ishikawliagramsjo systematically urover root
causes of procegsoblems. Often used with 5 Whys

change aenti A person with the personaljtknowledge and energyo hel p | ead an organi z
transformation ocultural change

change managemerit A structured approach tadvancendividuals, teams and organizations from a current
state to a desired state.

changeoversi Switching from one process to anotloerfrom one step to another within a process.

charter i A statement of the scope, goalsgtnts, timing and participants in a project. Used to help guide the
change teambés work and it identifies the purpose of

coachingi A method of helping an individual to develop knowledge or skills. Coaching inveétesg goals
pradicing appropriate behaviors apdoviding feedback

constraint T Somethingthat limitsthe output of the entire process
continuous fow i Producing and moving one item at a time through a series of processing steps as continuously

as possible, with eadtep making just what is requested by the next step; the opposite of batchirgy.dA i o n e
piecef | owd and fisingle piece flowo)



continuous mprovementi Relentlessly and incrementally perfecting products and servicdsing things
better, faster and cheap(Also, continuous change for the better or kaizen)

core procesd A routine set of activities that are core to the businesses outcomes.

cost of risk avoidanceor CORA i A component of hotvalueadded activities known as value enablers; the
labor, material and other costs associated with reducing the risks and magnitude of negative process outcomes to
an acceptable leveExample: Rquiring multiple sigroffs is a CORAIntendedo preventfraud.

cost of regulation and complianceor CORC i A component of anvalueadded activities known as value

enablers, these are labor, material and other costs associated with operating processes consistent with statutes,
administraive rules and policies. Example: Process wait times due to pudilice periods required by statute are
CORC.

cost of poor quality or COPQ1 A component of the class of nealueadded activities known as value
enablers, these are the labor, material ahérotosts associated with identifying and eliminating defiec
products and services. Examplmcument reviews intended captureand rework errors are COPQ.

cost of quality T Costs associated with supplying a product or service fit§antended us. ExampleCosts
associated with preventing defects, inspectiod warranty repairs.

countermeasurei A change made in a process to prevent a problem from reoccurring.

critical path T The shortest or fastest pdthl s 0 A Ye |l | o wtraBsadtiacén taReottaadiga)process
flow chart. (Aso, thepath taken when everything works as intenged.

current state’i The process, operation or system before improvements are made.

current -state map i A flowchart showing the process asdw operategAlso knownasi As aps 0 m
customeri The person or group of people who use the product, service or information (i.e. the outputs) produced
as a result of work processes. They may or may not pay for it. In lean terms, internal customers are people or
groups who are downstream in the process but who use the product, service or information produced. External
customers are outside the process or value stream but use the output of the process or value stream.

cycle timei One cycle of an operation.

dashboardor performance dashboardi Visually-based summary of operational information that shows real
time understanding of the performance of an organization through metrics.

defectsi Any product or service that varies from specifications and therefore faileg¢bcustomer
requirements

datai Qualitative or quantitative attributes of a variable or set of variables, often expressatbiers.

data collectioni quantitative or qualitive observations of a process that can be used in an evaluation of that
process.

define, measure, analyze, improve and contrar DMAIC T Steps in aSix Sigmaproject a structured,
disciplined, rigorous approach to process improvement that consists of five phases, where each phase is linked
logically to the previous phase as well as to the next phase.

downstreami Processes or activities that follow next from the previous task or activity.
effectiveness A gener al term used to describe an activity ¢

An effective process successfully achieves planned outconagglanned manner (e.g., on time, built to
specifications, valuadded, etc.)



efficiencyi A general term used to describe how resources are used to produce a given output. An efficient
process is one that uses relatively few resources (e.g., fundsetiergy, etc.) to achieve planned (value added)
outputs

empowermenti The process of supporting workers to discover and claim their power to improve their work
processes.

enterprise’ In entrepreneurial management terms, an interrelated, intuitive organizational grouping of utility and
marketplace services into a single service line that is operated as a business. This natural grouping of services is
run as a single business enterpvisin one chief operating officer and unified financial statements and

performance outcomes. Example: An information technology enterprise would consist of utility and marketplace
services with a variety of IT functions such as application hosting, netmamkgement, data storage, disaster
recovery, egovernment, and others.

entitlement performancei Thefastesthroughput time for a single transaction that has been achieved for a
given process.

error proofing T A process and set of techniques for antitiijga detecting and preventing errors that adversely
affect product quality, process efficiency and customer satisfaction; focuses on preventing defects at the source
through adherence to work practices that ensure precision in all work processes.dkéséoke)

errors T In statistics, an error is not a "mistake" but rather a difference between a computed, estimated, or
measured value and the true, specified, or theoretically correct value. It is the difference between the desired and
actual performancandbehavior of a system or process.

failure modes and effects malysisor FMEA 1 A structured approach to determining the seriousaieds
identifying the sourcesf potential failures.

first pass yieldor FPY i The numbeproducts or seices done righthe first time; the percentage of finished
goods that meet all customer specification and related quality criteria at the end of the work process.

fit for u sel Productor services that meet custonexpectations.

Five S(5S)i A system of waste elimination through workplace organizatiSort, Set in Order, Shine,
Standardize, Sustain derived from the Japanese seiri, seiton, seiso, seiketsu, and shitsuke.

Five Whysi A technique used to discover root causes of problemsisting of a series of questions (asking why
five times) and answers, each iteration of which gets closer to the root causes of a single factor contributing to the
particular defect.

flow 1 The progressive completion of tasks in the value chain toegtgdioducts and services that meet customer
requirements; optimal flow occurs when material moves through the entire process without interruption, waste or
variation.

flowcharts T Pictures of processes that show steps, decision points and delays insa pralee order that they
occur (also known as process maps and state maps).

full -time equivalent(FTE) i A method for converting hours worked by emplegénto the number of futime-
equivalent budeted positions. For example, dfEE is equivalent tone fulktime worker.

fundamentalsi The collective routine work of the business that consiheevast majority of an organization's
resources; its core processes make up an organization's fundamentals.

Fundamentals Management Mag® 1 a picture of the routine work (core processes or value streams) that must
be managed for the business to achieve its goals. It defines the outcome measures and process measures used to
know how well the fundamentals are being managed. It includesariorgant i onds mi ssi on, Vi



future -state mapi A flowchart showing the process as you intend it to operate.

Genchi Genbutsui Japanese for a business practice of seeing a problem firsthand to understand it; values
practical experience over thebre c a | knowl edge; similar to Tom Peters
|l iterally means fAigo see the problem. o

golden nuggefi An unexpected opportunity for significant improvement.

handoff i The transfer of material or information to the next stepprogess. Too many or poorly executed
handoffs can be a major source of waste.

heijunka i A prerequisite for Judn-Time, an inventory strategy that reducespitocess inventoryhis is the
overall leveling of production in terms of transaction volume task variety over a given period of time in order
to smooth out workflow and increase output predictability.

hoshin kanri i A strategic decisioma ki ng t ool for a firmbés executive t
initiatives necessary to ammplish the business objectives of the enterprise.

huddle i A facilitated, loosely scripted, daily staiugh meeting of no more than 10 minutes held by members of
an intact work group to address prioritielsually involves a visual display board.

incidental work i Work that does not in itself provide value to the customer but is necessary to dorealtirgg
work. Example: a worker needs to switch from one software program to another to achieve something for the
customer.

inefficiency i A general term used to describe the creation of waste in the production of a given output. In
continuous improvement terms, inefficiency may come in the form of inconsistency, overburden and waste.

input I Any material, service or information that cohutes to or affects the activities and results of a process.

internal customeri Any purchaser or user of goods or services produced within the organization. Usually refers
to the next (downstream) operation in the supply chain.

inventory i Waste that includes any items not immediat@&lgded by a customer or procemsy items that must
be stored, including raw materials; wearkprogress; and finished good3ompleted productsot yet soldarethe
most expensivkind of inventory.Unproessed componengsethe least expensivand of inventory.

inventory turns i The number of time&ventorycanbeusal and replace in a given period of time.

jidoka i A quality-control process that applies the following principles: detect the abnormality, stop, correct the
immediate condition, investigate the root cause and install a countermeasefezsio the ability of any worke
or machine to halt productido prevent defects and facilitate identifying and correcting process problems.

Just-In-Time (JIT) T A system for producing and delivering the right items at the right time in theargbunts.
The key elements of Just iffe are flow, pull, standard workd Takttime; originally devéoped by Toyota
Motor Company (AlsoToyota Productin, Lean Production andafban).

kaizeni A Japanese word meanifig o o d ¢ h a n goesiall,ancrémentdl imgrovement of an activity to
create more value with less waste. A kaizen event typically involves a team of fivevkm Ependhree to five
days improvinga specific process.

kaizen newspaperi A tool used during a kaizen eventihich the team leader or facilitatlists tasks that need
to be completed and assigns people to the tafikest @ sectiomn an A3 report

kanbani An inventory control system that indicates when materiatock is needed by a processl tells an
upsteam supplier tgend material downstreamakban is dipullo systeni it pulls materials and stock into the
process rather than relying on a schedhéefipuste stliemthrough the process. Produetibegins only when



there is a signdb produce(Also, a visual devicaised by process operators to sigialkcess states. Example: A
yellow card indicating thad worker is available to process another transagtion.

key performance indicators (KPIs)i Measures put in place and visible to an organizationdizate the level
of progress and status of change efforts in an organization.

lead timei The total time a customer must wait to receive a prooluserviceafter placing an ordemeasured
from when the customeequests the service urttile customereaceives the service, [¢0, throughput timé

leadershipi The competencies of empowerment, communication and accountability define behaviors that create
a shared leadership model for DHS/OHA.

Leani Lean is a processianagement system thfatuses omemoving waste. Key concepts include value, value
stream, pull and perfection. Common tools for implementing Lean include the 5S methodoleigytimest

kanban, valustream mapping, kaizen and mistake proofing or pake.

Lean enterprise i An organtation engaged in the endless pursuit of waste elimination in all of its activities.
line balancingi Equalizing cycle times for relatively small units in the manufacturing process.

listening posti Thepoint or points in a process where metrics are cagtur

management systeni The system an organization usesrtanage the enterprisffective management system
link individual performance to the organization's outcomes @ocesses through measurememttine reviews

are usedo understand how well fulamentals and breakthroughs (initiatives) are being managed.

manufacturing execution system (ME$i A networked computing systethatautomate production control
and process automation to bridge gaps that might appear between these functions.

manufacturing resources planning(MRP 11) i A computerized method for plannitige use of a company's
resources, such as scheduling raw materials, suppliers/vepdmigction equipment and processes.

mass customizatiori A production system that stresshe production of relatively small lots of customized or
unique goods.

mass productioni Largescale, generally very standardized manufacturing practice withvioigine production
and output.

metrics T Measurements of procespiality, cost and delivgr usually involves a scale and an instrument.
Examples: Talescribesize of a smalbbject you may use inches as the scale amdler as the instrumeng t
describe process throughput for issuing a peguit may use days as your scale and a caleisdgoa
instrument.

mistake-proofing i Examining a process to uncover occurrences of human error; aims to eliminate the
opportunity for error, detect the potential for error in existing processes, and prevent inadvertent human error.

motion i The movementfgpeople around the workspace. Examplesrofacessary motion inalie excessive
bending, stretching arméaching for tools or materials, whitidicates a poorly designed workspace.

muda’i Japanestor i w a srefers t@any activity that consumesources but creates no vataghe customer

multi -process handlingi When an employee does tasks for multiple processes sequehgalbpntributeo the
flow of material.

non-value-added (NVA) i Activities that the customer is not willing to pfay.



onepiece flowi Ideal state for any process is to move away from traditional batching of work, whether material
or information, and flow work continuously, one element at a time. This reduces manyftyaesdey particularly
inventory. (Aso, contiruous flow)

operationsi A broad term suggesting administrative responsibilities and duties related to
office functions, manufacturing, procurement, distribution, various management issues, and global accountability.

operating process Core value sti@m of the organization.
output T Any product, service or piece of information produced by the activities in a process.
outcome goald An organization's overarching goavsh@tit wants to achieve), usually highly stable over time.

outcome measure§ Ov er al | measurabl e indicators of an organi
OQut come measures answer the question, AHow wi || we

overall equipment effectiveness (OEE) A measurement dhe availabiliy, performance efficiency, and quality
rateofan or g a eduipnenti ond s

overproduction i Wastecreated when more items are produced than are needed by the nexagiepcess or
by the customergosts are incurreid items arestoreduntil the nextstep in the process is ready to handle them.

pacemakeri A device or technique use to set the pace of production and maiatditime.

Pareto chart i A combinationbar chartand line graph whose bars show declirfiregiuency of occurrencnd
whose line graphs the cumulative totala s e d o n  Pwehichestatesthat 8Q penvent of effects result from
20 percenbf causes.

performance gapi The difference between how a process is performingtatalget performance level.

pilot i A form of testing thatan then bebserved anddjustedbefore fullscaleimplementation

plan, do, study/check, adadjust (PDSA/PDCA)1 A continuous quality improvement model consisting of a
logical sequence of four repetitive steps for continuousakgment and learning.

poke-yokei Highly reliablemethods that prevent defects; any mechanism in a Lean manufacturing process that
helps an equipment operator avoid mistakes

positive deviantsi The most desirablpgoints in any data setutiers thatexhibit behaviors you wish to emulate.

preliminary meetings (nemawash) 1 Discussionsnvolving other sections ardkepartmentsat seek input,
information and support fggroposad or changsethat would affect them.

primary visual display i Information centers in the workplace where hot topics and key indicators of a\
groupbds pr oc es stedaadupdatedmasually dailyafocal pomtdfor huddles.

prioritization matrix T A tool used to compare choices réfatto impact ad achievability, such asost,
service, quality and other fact(Also, criteria matrix.)

processi A routine set of activities that lead to a given outpigtet of steps or operations that must be
performed in a specific sequence togucea produt, a service, or informatidior a customer.

process mag A diagram showing all steps required to complete a single process within a value strean
identifying specific sources of waste within an individual process. Used as a tool in problem sadking, tt
technique helps make opportunities for improvement more apparent.

process measures The measures that indicate how effectively a given business process is functioning



process measures seek to optimize cost, quality and time. Process Maasuezdtae question: how well is
this process working?

production leveling (heijunka) i this is the overall leveling of production in terms of transaction volume
task variety over a given period of time in order to smooth out workflow and incretme predictability.

product quantity (PQ) analysisi A tool that helps employees understand the types of prothaits
organization produces and the volume deredrigycustomers.

pull systemi Operating a process such that steps are triggered ontyde#meanded by downstream steps.

push systemi Operating a process such that steps are triggered when outputs are received from upstr
steps.

pushi Processing large batches of work product, then mavidgwnstreanor into storageregardless of the
pace or quantity neled by the next processsgstenthat does not createsaooth flow of work from one
process to the nexvhichis the hallmark of kan.

gualitative metrics T Measurements afuality or characteinstead ofsize,quantityor otherdata

quality 7 Refers to conformance to specificaticarsd customer requirements with no errts; quality of
work in designing, producing, delivering products or serviselresponding to customers

quality assurancei Applying constant, rigorous checks and controls throughout the value stream to
continuallymeet product or service specifications.

quality control i Internal monitoring and control of project deliablesto ensure that they meet quality
targets.

guality function deploymenti A methodology in which a croganctional team reaches consensus about
final product specifications that meet or exceed customer requirements.

guarterly target review (QTR) i A sessiorheldevery three month® reviewall measures and
breakthroughs so problems are resolved and progress is recognized.

responsible, accountable, consultnform (RACI) i A planningchart thaidentifies and clarifiesoles,
responsibilities and individual levels of participation acrosadgilities, tasks and decisions ensure
effective operations.

rapid process improvement (RPI)i Planned problersolving events designed to identify, define and
implement improvements within specific operations or work area; usually conducted in sosafiuiectional
work teams that have some familiarity with the problem at hand. Also known as a kaizen blitz.

redeploymenti Reassignment of employees to other departments or functions; inrhewimg staff whose
time has been freed up by process imprognts t@riority strategic work.

repeatability i A key indicator of stability within a process. Represents the probability that a process w
achieve the same measured result each time it is conducted under the same conditions.

rework i Sending the work outputs back up the value stream to a previous process or process step to
problems in work quality.

riskTAny event | ikely to adversely affect a proj

root causel The most basic urdlying reason for an event or condition; the cause; the single verified re:
why a problem or defect has occurred.



root cause analysis (RCA) Problemsolving methodsf identifying root causes of problerimstead of
addressing obvious symptomsly. An attempt to minimize recurrence of problenysdirecting corrective
measures at root cause.
run chart 1 A performance measure of a process over a period of time to identify trends or patterns.
scalei The who, what and where of a process.
scopei The defined beginning and defined end of a process.
service level agreement3LA) i Agreement between two parties regarding expectations and deliverable
scorecardi A way to present visually how an organization is meeting its tarfleesdisplayfor each
measure uses red, yellow, and green to indicate the level of performance compared to the establishec
standards.
Seven Waste$ Sevenmost common wastes in processes, as identified by Taiiclo,@diher of Lean
manufacturingpverproduction (aead of demand), waiting, unnecagdaansport of materials, ov@rocessing,
maintaining more than minimum inventoriesproductivemovement by employees during the course of their
work, and defective products or services.

shared visioni A comprehensie and vivid vision, usuallylonper m i n nature, of an org

shineiThe third ASO of 5S. The shine aspect of the met
and defining the standards of cleanliness to adheteaiso includes repairing any broken machinery.

silver bullet i A not-yetimplemented countermeasure that promises to solve all problems.
simulation i Using a model to mimic realorld behavior.

SIPOC 1 Suppliers, inputs, process, output and custome®ss &igma mapping tool to think through all
elements of a process, starting with customers and working upstream to suppliers.

Six Sigmai A set of analytical tools applied to process data with the primary aim of reducing output variation by
defining, meagring, analyzing, improving and controllingiterally, six standard deviations between the mean
andthe nearest specification limaljso 3.4 defects per million opportunities.

SMART 1 Simple, measurable, achievahlesults oriented, and timely; a séftcriteria for developing goals.

smoothingi Keeping the rate of output volume as constant as possible.

sotiThe first fASO0 in 5S; involves separating needed
clearing out the clutter.

spaghetti dart i A map of the physical path taken by a specific product or service as it travels down the value
stream. Its name came about due to the typical c ha

standard work i A precise description of each work activigyegifying the cycle time, takt time, and work
sequence of specific tasks and the minimum inventory on hand needed to conduct the activity.

standardizeir The fourth AS0 of the 5SS methodol ogy th
environment bysetting a regular cleaning@d maintenance schedulbgtstepat whicht he pr evi o
are standardized.

strategyi The path chosen to move toward a desired end state.






