A

ABC classification, 30-31

Accounting: activity-based, 245; cost,
237-242, 243t; throughput,
245-246; value driver identification
through, 288. See also Operating
expenses

Acquired infections, 157-159

Activity-based costing, 245

Assessing value, 283-284

Asset value, 284

Automation, 229

Average resource utilization, 144

B

Bad multitasking, 183-185, 184fig,
316

Balderstone, S. J., 10, 77

Batches: calculating cost of, 181-182,
241; description of, 172; GMH case
study on working with small, 315;
JIT Rule II on working with small,
172-182, 234; overview of,
176-182; strategic importance of
small, 178-182; transfer, 173-176.
See also Production

“Bid-no bid” process, 107

Blackstone, J. H., 211

Blood test CUT diagram, 251fig—252

Bottlenecks (market constraints):
CUT diagram of, 70fig; deciding

Index

how to exploit/utilize constraints,
101-108; definition of, 56-57; ele-
vate and break the constraint,
111-112; examples of, 57fig-58;
exploiting, 102fig—106; load analy-
sis in system with, 69¢t; preventing
inertia as becoming, 112—117; steps
of management by constraints in
case of, 100-117; strategic issues of,
115-116; subordinating system to
the constraint, 109-111

Bottlenecks (resource constraints):
CUT diagram of, 68fig; definition
of, 51; discrete events of, 56; distin-
guishing between noncritical
resources and, 239; efficiency/uti-
lization increased to break, 77-80;
examples of, 51-52fig, 53-54; peak
time, 55—-56; permanent, 54-55;
shortage of critical, 54; strategic
issues of, 115-116; work rate of the,
90

Brand name, “stretching” the,
111-112

“Bread-and-butter law,” 219-220

Breaking of assumptions (CRD),
136-137

Burbridge, J. L., 187

Business diagnosis, 332

Business environment: adoption of
new managerial approaches in,
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Business environment, continued
8-10; decision making in resource-
constrained, 246-248; GDM in
excess capacity, 250-261; globaliza-
tion impact on the, 5-8; manage-
ment principles in dynamic, 11-27;
moving from a sellers’ to buyers’
market, 4-5; scissors diagram on
new pressures of, 7-8fig; sellers’
market in the, 3—4. See also Health
care systems; Organizations

Buyers’ market: globalization context
of, 6-7; moving from sellers’ market

to, 4-5

C

Capacity: excess, 226, 227, 228,
250-261; nominal, 226; protective,
226-228; traditional approaches to
managing fluctuations in, 229; uti-
lization (load analysis) of, 63-65,
66t, 68t, 69t

Car fleet CRD (conflict resolution
diagram), 136fig

Case studies: Guard Mountain Hospi-
tal, 309-322t; Queen Medical Cen-
ter, 292-300fig

Cash flow, 155-156

Centrality of the customer, 266, 274

Centralization versus decentraliza-
tion, 131

CEOs’ global decision-making perspec-
tive, 86, 249, 251-252, 256, 258

Change: deciding on what and how
to, 331; principles of reducing resis-
tance/introducing, 333-334;
process of, 331-333; role of infor-
mation systems in process of, 334

Claims department, 188fig

Classification (Pareto focusing
method): garbage time causes,
79-80; monitoring drug consump-
tion application, 36-37; purchasing
application, 35

Colonoscopy, 198-199

Coman, A., 10, 55, 114, 192

Communication, globalization impact
on, 5

Competition (ongoing), 327

Complete kits: definition of, 192;
drawbacks of incomplete kit,
192-196; field results of using,
203-204; GMH case study on use
of, 316-317; health care system
context of, 198-199; implementing
in health care organization,
200-202; implications for health
management information systems
(MIS), 202-203; implications for
purchasing and logistics depart-
ments, 203; overview of, 191-192;
quality management support of,
200; reasons for not using,
196-197; reducing response
times/WIP using, 165; theory of
constraints support and use of, 200

Computerization, 229

Conflicts. See Managerial conflicts

Constraints. See System constraints

Continuous improvement in surgical
department, 97fig

Contract bidding decisions, 248

Control: global performance measures
as tool for, 206; improving quality
and process, 234; incomplete kit
and increased complexity and, 196;
orthogonal, 127; to reduce waste,
183; stages in managing quality and
process, 268-275. See also Quality

Cooper, R., 245

Copeland, T., 287

Core competence matrix, 252-253fig

Core problems, 289, 324

Cost accounting: assumptions under-
lying traditional, 243t; dominance
of financial accounting over,
239-240; examples of loss of rele-
vance of traditional, 240-242; fac-
tors responsible for loss of
relevancy, 238-240; loss of rele-
vance of traditional, 237-240;
managerial decision making and



activity-based, 245. See also CUT
(cost-utilization) diagrams; Operat-
ing expenses

Cost per unit, 181-182, 241

Cost world, 276-277

Cox, J., 12,47, 48, 53, 77, 90, 143,
181, 207, 210, 224, 237

Cox, J. E, 111, 211, 226

CRD (conflict resolution diagram):
breaking assumptions mechanism
for, 136—137; on conflict resolution
using complete kit, 197fig;
described, 132; differentiation
mechanism used for, 135; drawing
a, 133-135, 134fig; examples of,
135fig, 136f1g, 137fig—141fig; global-
ization of, 135-136; injection used
in, 138fig~141fig. See also Manager-
ial conflicts

“Critical chain” approach, 234, 324

Crosby, P. B., 264

CRT (current reality tree). See f{CRT
(focused current reality tree)

Cumulative fluctuations, 224-226fig

“Curse of the blessing,” 98

Customers: centrality of the, 266,
274; creating added value for the,
112; focus on MVCs (most valuable
customers), 112-113; implement-
ing group technology by, 187fig;
reducing fluctuations by sharing
information with, 232; sales effort
and specific contribution of, 105¢;
subordinating system to needs of,
109-111; WIP and diminished sat-
isfaction of, 156

CUT (cost-utilization) diagrams: for
alternative resource utilization,
222fig-233fig; for blood tests,
251fig-252; defining relative costs
of resources in, 65t, 67; to depict
system and work process, 67fig;
described, 65; investment decisions
using, 71-72; routine use of, 72; of
system with market constraint,
70fig; of system with resource con-

Index

straint, 68fig—69. See also Cost

accounting; Operating expenses

D

Datar, S. M., 287
DBR (drum-buffer-rope) mechanism,

90-93, 91fig, 183

Decentralization: centralization ver-

sus, 131; global performance mea-
sures to facilitate, 207

Decision-making: CUT (cost-utiliza-

tion) diagram used for, 71-72;
GDM (global decision-making)
method for, 86-87, 249-261; global
performance measures to aid, 206;
managerial, 245-246; measure-
ments profile tool for global,
216t-217; Mirabilis effect and,
85-86; Queen Medical Center case
study and value creation, 300-306;
in resource-constrained environ-
ment, 246-248; satisficers versus
optimizers process of, 14-18, 17fig

Demand: as function of price, 257t¢;

service mix and, 258fig

Deming, W. E., 12, 192, 195, 232,

275,276

Dettmer, H. W., 119
Development-production conflicts,

326

Differentiation (Pareto focusing

method): for CRD (conflict resolu-
tion diagram), 135; to exploit/uti-
lize policy constraint, 80;
managerial frame of mind on,
330-331; monitoring drug con-
sumption application, 37; purchas-
ing application, 35

Discounted cash flow, 284
Discrete events of resource con-

straints, 56

“Drawer effect,” 146147

Due date performance: using dollar-

days measure of, 213¢; as global per-
formance measure, 212-214; in
GMH case study, 311
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Dummy constraints: breaking bottle-
necks of, 87, 101-108; breaking
sales, 107-108; CUT diagram for
system with, 71fig; definition of, 60;
examples of, 60-61; GMH case
study on breaking, 316; load analy-
sis for system with, 71t

E

Economic approach to quality,
264-266

Economies-of-scale thinking, 181

ED (emergency department): chang-
ing organizational structure of the,
303-304; CRD:s for, 139f1g-140fig;
creating value by improving,
281-282; 40-20-40 phenomenon
in, 172; Guard Mountain Hospital
case study, 309-322¢; implementing
group technology into, 186,
187-188; incomplete kit and
increased WIP in, 193; reducing
waiting times in, 302-303; response
time in, 152

Eden, Y., 95, 146, 158, 192, 208

Effectiveness: definition of, 76; priori-
tization and, 82-86; specific contri-
bution to, 83-85fig; strategic gating
and, 81-83; strategic marketing,
104-106

Efficiencies syndrome: as barrier to
using complete kit and, 196-197;
causes of, 145-146, 148; dealing
with, 147-148; definition of, 143,
144; “drawer effect” of, 146-147;
excess WIP due to, 159; illustration
of, 143-144

Efficiency: classifying garbage time
causes to increase, 719-80; core
competence matrix and,
252-253fig; definition of, 76; differ-
ential policy to increase, 80;
increasing constraint utilization
and, 77-81; production, 241-242;
resource allocation to increase,
80-81

Efficient production, 241-242

85-15 rule, 270, 330

Elevating/breaking system constraints,
93-96

Employees: changing in character of
salary costs of, 239; “drawer effect”
and, 146-147; efficiencies syn-
drome and, 143-148, 159,
196-197; 85-15 rule on responsibil-
ity of, 270, 330; false “savings” of
transferring department, 242;
improving human resources for,
304-305; incomplete kit and
declining motivation of, 195;
incomplete kits as goodwill expres-
sion by, 197fig; process control par-
ticipation of, 273-274; WIP and
diminished motivation of, 156. See
also Managers

EVA (economic value-added) mea-
sures, 284-287, 286t

Evaluation, global performance mea-
sures used for, 206

Excess capacity: described, 226, 227,
228; GDM method in environment
of, 250-261; how to handle,
257-258, 260-261

Expediting orders, 229

Exploiting constraints: how to utilize
and, 87, 101-108; market con-
straint, 102fig-106

External uncertainty, 327

F

fCRT construction: exercising orthog-
onal control during, 127; identify-
ing core problems of, 126-127;
information sources for, 121; princi-
ples of, 121; role of undesirable
effect in, 126

fCRT (focused current reality tree):
advantages and disadvantages of,
127-128; described, 119, 120;
example of, 128fig; in GMH case
study, 317, 318fig; inferences of,
126fig; objectives of using, 119—



120; Queen Medical Center case
study, 299fig; routine use of,
128-129; template for, 120fig;
undesirable effects of, 121-125f1g;
using, 121-127

fCRT undesirable effects: as core
problem, 126-127; examples of,
124fig-125fg; importance and logi-

cal relations among, 122—124fg; list

of, 121-122

Final inspections, 230

Finished good inventory, 228, 234

“Fitness to use,” 266

Fluctuation evolution: CUT diagrams
for resource utilizations,
222fig-233fig; planned process as
part of, 221fig; selecting best alter-
native for organization, 223-226fig

Fluctuations: cumulative, 224-226fig;
described, 219-220; elements of
capacity, 226-228; evolution of,
221fig-226fig; focused management
approach to managing, 230-234;
internal, 223-224, 225f1g-226fig;
protecting against, 231-232; reduc-
ing, 232-234; sources of, 220-221;
traditional approaches to manag-
ing, 228-230

Focused management: classifying
problems by contribution to organi-
zation, 24fig-25; elements of,
18-20; establishing strategy for,
111; of fluctuations in health care
system, 230-234; triangle of,
20f1g-26

Focused management triangle: dia-
gram of, 20fig; focusing on essen-
tials, 23-26; global system view,
20-23; simple tools used, 26

Focusing matrix, 38, 39fig, 40, 82-83,
306f1g, 319t

Focusing table, 37-38, 39t, 82-83,
305t, 319fg

Ford, H., 88, 96

Ford Motor Company, 96

Forecasting capability, 156-157fig

Index

40-20-40 phenomenon, 172
Foster, G., 287
Fox, R. E., 156, 173

G

Garbage plants: examples of, 265; of
organization, 327-328; reduction
of, 183, 266

Garbage time: classifying causes of,
79-80; definition of, 79; reducing
sales force, 102

GDM (global decision-making):
adding strategic considerations to,
249-250, 252-254, 256-257, 258;
CEQO’s perspective on, 86, 249,
251-252, 256, 258; description of,
86-87; in excess capacity environ-
ment, 250-261; in resource-con-
strained environment, 246-248;
tools used for, 248; types of man-
agerial decisions using, 245-246

Geri, N., 83, 249

Global performance measures:
adapted to an OR, 214-216; bene-
fits of, 205—207; described, 205; due
date performance as, 212-214;
establishing, 49-50; inventory as,
211; measurements profile tool used
with, 216t-217; operating expenses
as, 210-211; quality as, 212; Queen
Medical Center case study use of,
297; response time as, 211-212;
throughput as, 208-210; types
listed, 208; value driver identifica-
tion through, 289

Global system view: described, 20-21;
expanding scope of the system, 21;
expanding the time frame, 22-23;
managerial frame of mind and, 328

Globalization: buyers’ market in con-
text of, 6—7; communication
changes influenced by, 5; CRD
(conflict resolution diagram),
134fig, 135-136; multinational
firms resulting from, 5; social and
political impact of, 5-6

345



INDEX

GMH (Guard Mountain Hospital)
case study: adverse effects of WIP
in, 313-317; background informa-
tion on, 309-310; fCRT (focused
current reality tree) in, 317, 318fig;
focusing matrix used in, 319fig;
focusing table used in, 319t; man-
agement of system’s constraints,
310-313; teams used during, 317,
318fig, 320t-322¢

“Go-no go” process, 107

Goldratt, E. M., 12, 47, 48, 53, 77, 90,
119, 132, 143, 156, 173, 181, 207,
210, 224, 237, 245, 276, 331

Grosfeld-Nir, A., 192

Gross response time (throughput
time), 153, 157

Group technology, 186fig—189

H

Health care systems: complete kit
concept in the, 198-199; focused
management approach to fluctua-
tions in, 230-234; need for new
managerial approaches to, 3—4; tra-
ditional cost accounting loss of rel-
evance for, 240-241. See also
Business environment; Organiza-
tions

Hillier, E S., 152

Horngren, C. T., 287

Howard Johnson’s, 267

Human resources: improving,
304-305; managerial frame of mind
and, 329

1
Imaging projects, 84t
In-kit, 192
Inherent conflicts, 326
Injection (CRD): described, 137;
examples of, 138fig-141fig
Input-output model, 9fig-10
Inspection, 269fig
Internal fluctuations, 223224,
225f1g-226f1g

Internal uncertainty, 327

Inventories: excess WIP due to per-
ceived assets of, 159; finished
goods, 228, 234; as global perfor-
mance measurement, 211; raw
material, 150fig, 230, 234; types of,
149-150f1g. See also WIPs (works
in process)

Investment decisions, 247

]

JIT Rule I: applied to shortage devia-
tion, 167; applied to surplus devia-
tion, 168-169; definition of,
166-167; 40-20-40 phenomenon
created by, 172; implementing for
maintenance, 169; implementing
in scheduling tasks/meetings,
169-170; violations of, 170fig-172

JIT Rule II: applied to transfer
batches, 173-176; applied to work-
ing (production) batches, 176-179;
definition of, 172; determination of
batch size for, 173; for reducing
response times/working with small
batches, 179-182, 234

JIT Rule III: to avoid wastes,
182-183; methods used to elimi-
nate waste under, 183-189

Johnson, H. T., 237

Juran, J. M., 266

K
Kaplan, R. S., 237, 245
Karp, A., 181
Killer, T., 287
Knowledge gap, 159
Knowledge transfer, 332
Koller, G., 10, 192

L
LCC (life-cycle cost), 136
Leshno, M., 192
Level of aspiration, 16-17
Lieberman, G. J., 152
“Life-cycle cost,” 22



“Line balancing” concept, 228

Livne, Z., 36

Load analysis (capacity utilization):
effect of batch size on load of non-
critical resources, 180t; examples
of, 66t, 68t, 69t; management dur-
ing peak-time loads, 113-115;
overview of, 63—65

Local optimization, 14

Logistics department, 203

M

Mabin, J. M., 10, 77

McDonald’s, 264, 267

Make-or-buy decisions, 247, 252t

Management: adoption of new man-
agerial approaches by, 8-10; chal-
lenge of creating value, 281-282;
complete kit concept and quality,
200; 85-15 rule on responsibility of,
2170, 330; focused, 18-26, 230-234;
process control commitment of,
274; satisficer versus optimizer
approach to, 14-18; scissors dia-
gram of pressures on, 7-8fig; stages
in quality and process control,
268-275; traditional approach to
fluctuations, 228-230; VEM (value-
focused management) model of,
287-290

Management by constraints: seven-
step process of, 47-48, 100; step 1:
determine the system’s goal, 48-49;
step 2: establish global performance
measures, 49-50; step 3: identify
the system constraint, 50-72; step
4: decide how to exploit/utilize the
constraint, 75-87, 101-108; step 5:
subordinate the system to the con-
straint, 87-93, 109-111; step 6: ele-
vate and break the constraint,
93-96, 111-112; step 7: if con-
straint is “broken” go back to step
3,96-98, 112-117

Managerial conflicts: definition of,
131, 132; development-production,

Index

326; examples of, 131,
135fig-141fig; inherent, 326; rou-
tine use of conflict resolution
approach to, 142; steps in dealing
with, 133fig-141fig. See also CRD
(conflict resolution diagram)

Managerial credo: implementing
focused management methods, 331;
managerial frame of mind and,
323-330; principles of introducing
changes/reducing resistance to
change, 333-334; on process of
change, 331-333; role of informa-
tion systems in change process, 334

Managerial frame of mind: all organi-
zations are “sick,” 325-328; differ-
entiation and, 330-331; 85-15 rule
and, 270, 330; human resources
and, 329; managerial maturity,
328-329; using performance mea-
sures, 330; satisficer principle and,
329-330; using simple tools, 330;
taking a global view, 328; ten times
rule and, 272-273fig, 330; “the
world is simpler than it seems,”
323-325

Managerial maturity, 328-329

Managers: decision-making processes
taken by, 245-262; process control
participation of, 273-274; value
creation from activities of,
282-283; WIP and diminished
motivation of, 156. See also
Employees

Market: product differentiation and
segmentation of, 110-111, 248,
260-261; role of demand in, 257,
258fig; subordinating technology to
needs of, 110; TTM (time to mar-
ket) of services and products, 103;
WIP and diminished flexibility to
changes in, 155

Market constraints: CUT diagram of,
70fig; definition of, 56-57; exam-
ples of, 57fig-58; exploiting,
102fig—-106; load analysis in system
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Market constraints, continued
with, 69¢; steps of management by
constraints in case of, 100-117;
strategic issue of, 115-116

Market value, 283

Marketing: effectiveness of strategic,
104-106; segmentation, 110-111,
248

Measurements profile: for make-or-
buy decision, 252¢t; overview of,
216t-217; for production example,
256t; of service mix example, 259t.
See also Performance measurements

Meeting scheduling, 169-170

Mirabilis effect, 85-86

MIS (management information sys-
tem): complete kit implications for,
202-203; role in change process,
334

Model T Ford, 88

Multinational firms, 5

Multitasking (bad), 183-185, 184fg,
316

Murphy’s Law, 219-220

Murrin, J., 287

Mushroom effect, 233fig-234

MVCs (most valuable customers),
112-113

N

New managerial approaches: charac-
teristics of, 9; input-output model
of, 9fig—10; pressures leading to
adoption of, 3-9

Nominal capacity, 226

NOPAT (net operating profit after
taxes), 284-286

(0]

Offloading: described, 94-95; exam-
ples of, 95-96; in GMH case study,
313

Ongoing competition, 327

Operating expenses: calculating profit
using, 214; cost per unit, 181-182,
241; global performance measure-

ment of, 210-211; LCC (life-cycle
cost), 136; long response time and
high operating, 154; NOPAT (net
operating profit after taxes),
284-286; reduction of, 103—104;
selecting best alternative for
resource costs, 223-226fig; value
created from discounted cash flow,
284. See also Accounting; Cost
accounting; CUT (cost-utilization)
diagrams

Operational approach to quality,
264

Optimization, 13

Optimizers: decision-making of satisfi-
cers versus, 17fig-18; definition of,
15; management approach taken
by, 15-16

OR (operating room): CRDs (conflict
resolution diagrams) for, 139fig,
141fig; creating value by improving,
281; global performance measures
adapted to, 214-216; implementing
group technology into,
186f1g-187fg; incomplete kit and
increased response time in,
193-194; increasing throughput of,
300-301

Organizations: business diagnosis of,
332; classifying problems by contri-
bution to, 24fig-25; conflict
between goals of individuals and,
326-327; core competence matrix
of, 252-253fig; “curse of the bless-
ing” and, 98; effect of reducing
WIP on, 161fig; implementing
complete kit in health care,
200-202; managerial frame of mind
on “sick,” 325-328. See also Busi-
ness environment; Health care sys-
tems; Systems; Value

Orthogonal control, 127

O’Toole principle, 220

Out-kit, 192

Outpatient clinic throughput, 304

Overproduction (spares), 229



P

Pareto diagram: building, 34; drug use
in a hospital example of, 31-34;
prioritization using, 82, 85fig; of
specific contribution, 85fig; steps for
deriving, 31

Pareto focusing matrix, 38, 39fig, 40,
82-83, 306fig, 319¢

Pareto focusing table, 37-38, 39¢t,
82-83, 305¢, 319fig

Pareto rule: ABC classification expan-
sion of the, 30-31; described, 29;
focusing method application of,
34-37; focusing table and focusing
matrix applications of, 37-40; man-
agement phenomena following the,
29-30; recommendations for using,
42-43; solutions to implementation
failures of, 42; use, misuse, and
abuse of the, 40—42

Pareto, V., 29

Pareto-based focusing method: moni-
toring drug consumption applica-
tion of, 36-37; overview of, 34-35;
purchasing application of, 35-36

Pass, S., 55, 100, 165, 334

Peak-time loads: management during,
113-115, 316; resource constraints
during, 55-56

Performance measurements: due date,
212-214, 213t; EVA (economic
value-added), 284-287, 286t; GDM
method and changes in local,
249-250, 255, 257, 261; global
decision-making and measuring
local, 87; global performance,
49-50, 205-216, 289, 297; manage-
rial frame of mind and use of, 330;
Queen Medical Center case study,
293; VFM model and determining,
288

Policies: conflict between opposing,
131; relationship between perfor-
mance measures and, 205-206

Policy constraints (or policy failure):
breaking bottlenecks of, 87,

Index

101-108; breaking sales, 107-108;
control test of, 60; definition of, 58;
examples of, 58-60; in GMH case
study, 312

Prices: decisions on, 247-248;
demand as function of, 257t. See
also Purchasing

Prioritization methods: in bid-no bid
processes, 107; using focusing table
and focusing matrix, 82-83;
Mirabilis effect, 85-86; using
Pareto diagram, 82, 85fig; using spe-
cific contribution, 83-85fig

Problems: classifying by contribution
to organization, 24fig-25; core, 289,
324; 85-15 rule on responsibility
for, 270, 330; fluctuations resulting
in, 219-235; orthogonal control to
identify, 127; process control
approach to solving, 271-275;
product mix, 246-247; ten-times
rule on, 272-273fig; UDEs (unde-
sirable effects) of f{CRT as, 121-127

Process flow diagram, 62-63fig, 64fig

Product mix problem, 246-247

Production: efficiency, 241-242;
GDM method for decisions regard-
ing, 255-257; handling excess of
capacity in, 257-258, 260-261;
measurements profiles for, 256t. See
also Batches

Products: avoiding sale of “complete
or nothing,” 108; conflict between
limited versus large variety of, 131;
“critical chain” approach to, 234;
decisions to introduce new, 247;
expanding variety of, 239; final
inspection and sorting of, 230;
generic versus custom, 131; imple-
menting group technology by,
187fig; improving quality of, 103;
market segmentation and differen-
tiation of, 110-111, 248, 260-261;
mushroom effect for, 233fig—234;
overproduction (spares), 229;
repairs to, 230; separate line for

349



350

INDEX

Products, continued
every, 233fig; TTM (time to mar-
ket) of, 103. See also Quality;
Response times; Services; WIPs
(works in process)

Profit calculation, 214

Protective capacity, 226-228

Purchasing: classification (Pareto
focusing method) applied to, 35;
differentiation (Pareto focusing
method) applied to, 35; dummy
constraints due to decisions in,
60-61; implications of complete kit
concept for, 203; policy constraints
applied to, 58-60; reducing costs of,
304. See also Prices

Q

Quality: centrality of the customer
and, 266, 274; controlling waste by
improving, 183; definitions of,
263-268; economic approach to,
264-266; as global performance
measure, 212; in GMH case study,
311; implementing processes for
improving, 275-276; improving
service and product, 103; incom-
plete kit resulting in poor, 194; long
response time and diminished,
154-155; myths about improving,
277; operational approach to, 264;
stages in managing process control
and, 268-275; strategic leverage of
excellence in, 106-107; traditional
approaches to managing fluctua-
tions in, 229-230; uniformity
approach to, 266-268. See also
Control; Products; Services

Quality improvement myths, 277

Quality management: complete kit
concept and, 200; implementing
improvement processes, 275-276;
stage one: organization has no qual-
ity management/feedback, 268;
stage three: process control,

269-2175; stage two: inspection of
quality control, 269fig; throughput
world and cost world objectives of,
2762717

Queen Medical Center case study:
background information on,
292-293; focused current reality
tree for, 299fig; focusing matrix for
value enhancement in, 306fig;
focusing table for value drivers in,
305t; improvement implementing
process, 305-306; step 1: determin-
ing value creation goal, 293; step 2:
determining performance measures,
293; step 3: identification of value
drivers, 293-298, 300; step 4: decid-
ing how to improve value drivers,

300-305; SWOT analysis of, 295t

R

Rate of market demand, 90

Raw materials: definition of, 150fig;
standardizing components and,
234; traditional management of
fluctuations in, 230

Repairs, 230

Resource allocation (Pareto focusing
method): exploit/utilize resource
constraint, 80; monitoring drug
consumption application, 37; pur-
chasing application, 36

Resource constraints (or bottleneck):
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reducing fluctuations by reducing,
232; relation between WIP level
and, 152-159; strategic leverage of
excellence in, 106-107; UDEs
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228-229; specific contribution of
customers to, 105t

Sales personnel: exploiting marketing
and, 102fig-103; recommendations
for rewarding, 108; reducing
garbage time of, 102

Satisficer principle, 329-330

Satisficers: decision-making of opti-
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Simon, H. A., 14, 16, 329
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Stern, J. M., 286
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tactical gating mechanism, 89-90

“Sunk-cost” effect, 59
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to identify, 61-72. See also specific
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straints for, 166; methods listed,
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effects in GMH case study,
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150-151; as global performance
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