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Executive Dashboard -
Customer Satisfaction
Example

*Why is it a problem?
*Does this lead to good
behaviors?
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Executive Dashboard
- Profit Example

* Why is this a problem?
 Could this lead to the
wrong behavior?
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TYPICAL METRICS

Fiscal year

Unrelated to improvement
system

Point to point comparisons

Figure 3.7: The
Integrated Enterprise
Excellence System
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EFFECTIVE METRICS

View the enterprise as a system of
processes

View metrics as the result of these
processes

Acknowledge the effect of variability
within these processes

Support long-lasting change as the
result of systematic improvement to
these processes

Xs Xs Xs
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IEE 30,000-FOOT-LEVEL
metric: A project or
operation metric variable
like defective rate, lead
time, or days sales
outstanding (DSO) with
infrequent
subgrouping/sampling.

Figure 3.4: The Integrated
Enterprise Excellence System

Copyright 1992 — 2009, Smarter Solutions, Inc., www. ~ SmarterSolutions.com

16




Copyright 1992 — 2009, Smarter Solutions, Inc., www. ~ SmarterSolutions.com

Figure 7.3: The Integrated
Enterprise Excellence System

17

Copyright 1992 — 2009, Smarter Solutions, Inc., www.  SmarterSolutions.com

18




s06(a2 |2
= - YELLOW
9+ *13 =

oy x "01(231 2'

N 4 5 *

J/ 1 &)

; !

i) E =

i 9* *13
9*632*§  *
4509300 (0 4 . P #

201 i

i : 4

N 1

s # # # # # #
2

Table 2.5: The Integrated Enterprise Excellence System
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TRADITIONAL PERFORMANCE REPORTING SCORECARD
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IMPROVED IEE DASHBOARD

Given no occurrences beyond the upper and lower con
determined trends, the process is said to be in control. Then we can infer that the up-

and-down monthly variability is the result of common-cause variability.
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In that case, the
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TRADITIONAL PERFORMANCE REPORTING SCORECARD
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[Yellow if equal to or higher than
[Green if equal to or higher than
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. | 90 b2
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| IMPROVED IEE DASHBOARD |
Since the process is predictable, we can consider past data from the
region of stability to be @ random sample of the future.
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Figure 3.1: The Integrated Enterprise Excellence System
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Figure 3.8: The Integrated Enterprise Excellence System
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