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inefficiencies. See also
efficiency
capturing ongoing, 68
discovering roots of, 74-75
efficiency jury, 77
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meeting-free time, 324
meetings. See also events
alternatives to, 329-330
assessing efficiency,
315-318



386 Business Efficiency For Dummies

meetings (continued)

baseline meetings policy,
322-324

best practices, 336-338

brief, daily, 329

conference calls, 328

improving efficiency,
327-329, 363
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mission-critical projects, 93
misspellings in cover letters
and résumés, 195
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multi-level viewpoints, 15
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e-mail services, 125
examples of, 115-116
Excel macros, 126
finding and evaluating your
options, 118
getting employee buy-in, 121
to implement right now,
122-128
notifications, 127-128
OCR (Optical Character
Recognition), 124-125
pros and cons of, 116-117
step by step, 117-118
tip-toeing versus leaping,
120-121

production times,
decreasing, 91
productivity. See also
efficiency
Balanced Scorecard, 58
blogs, 312
possible impacts of change,
77
productivity systems,
296-299, 312
professional associations, 188
program, definition of, 342
project budget, 105
project management,
339-358
assigning responsibility,
352-353
balancing between styles,
350
best practices, 352-357
characteristics of efficient
projects, 350-351
clear plans, 352
dealing with frustration, 376
delegation, 353--235, 357
expecting te change course,
355
finding the right team
men:pors, 351-352
internal checkup, 340-343
Lean approach, 346-347
averview, 339-340
questions, 341-343
responding to change
requests, 355-356
Six Sigma, 344-345
styles, 343-350
technology resources,
357-358
understanding your role,
356-357
Project Management For
Dummies, 31, 112
project plans
accounting for risk, 341
broken down into specific
tasks, 290
overview, 32
projects
audience list, 107
branching out to another
area, 109
choosing best next, 31
continuing efforts in the
same
department, 108-109

formal process for defining,
341
knowing when to throw in
the towel, 110
realizing when you're
efficient enough, 110-111
Six Sigma, 27
taking a step further, 108
promotion codes, unique, 219
promptness, customer
service, 152
protecting team members, 20

QQQ

quality. See also Total
Quality Management
(TQM)
cost of poor quality
(COPQ), 225
execution plans, 106
5S process, 233
goals to increase, 90
impact of change, 79
inefficiency reduces, 73
manufacturing efficiency,
224-225
Six Sigma, 12
trickle-down effect of
changes, 228-229
quality assurance (QA), 116,
152, 218, 220
Quality Control For Dummies,
61-62
quality culture, 234
quality goals, customer
service, 157
quality groups, 148
Quicksilver, 310
Quora, 66
quotas, pros and cons of,
210-211
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RAM (Responsibility
Assignment Matrix), 353

random customer surveys, 161

ranking methods, for
employees, 184

realignments, execution
plans, 109

recognition programs, 149

recordings, phone calls, 218
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recurring services (charges),
21

reduction in force, 190

referrals, sales, 200, 221

registration at events, 332

regression, sales forecasting,
214

relationships, 165, 166

repeatability, gauge
repeatability and
reproducibility (gauge
R&R), 48-49

representing the team,

project management, 357

reproducibility, gauge
repeatability and
reproducibility (gauge
R&R), 48-49
required resources,
execution plan, 98
RescueTime, 295
resentment, change
management, 243
resetting milestones, 109-110
resistance to change,
242-244, 375
resource planning, 32,
103-105
resources, identifying
needed, 105
resources matrix,
nonpersonnel, 105
response times, decreasing, 91
responsibilities and tasks
assigning, 352-353
central location for, 285
clear, 32, 308
discovering where time is
spent, 294-295
Earned Value (EV) of, 290
figuring out employee’s,
293-294
identifying all, 102
Kaizen, 16
official and unofficial, 253
refusing, 291
setting areas of
responsibility, 299
sorted by context and
mood, 290
tracking, 289
Responsibility Assignment
Matrix (RAM), 353
responsiveness, customer
service, 169
résumeés, 194-196

retention rate, 38

Return on Investment (ROJ),
sales, 201

returns, 46-47, 90

rework, 45, 90

risks and uncertainties, 100,
101, 109

Rolled Throughput Yield
(RTY), 226-227

routing messages efficiently,
168

RTY (Rolled Throughput
Yield), 226-227

oS e

safety incidents, decreasing,
92
sales
A/B testing, 201, 204,
212-213
call centers, 219-220
commissions, 209-2 11
complying with e-mail laws,
221
forecasting, 21:-214
human touch, 222
lead generation, 200-201
measuring efficiency,
211-212
phone system, 217-219
preferred contact methods,
222
previous sales figures, 208
referrals, 221
setting goals, 206-209
tools and technologies,
216-219
tracking time zones, 222
sales collateral, 204
sales incentives, 204
sales leads
“age” of, 203
assigning, 202
cleaning, 205
consistent point of contact,
202
efficiency of sales teams,
203-205
e-mail, 202
generation of, 200-201
information collected on an
initial lead, 201
nurturing, 201-203
ownership of, 205
rating, 202

records of past, 200
salesperson taking his list
of leads, 205
time zones, 204
transferring, 205
sales quotas, 204
sales scripts, 204
sales teams (salespersons)
attitude about sharing
information, 203
commission policies,
209-210
company versus team
versus individual
goals, 208
disceunt floors, 208
efficiency of, 203-205
no 1rs of availability, 202
interaction with current
customers, 204
interaction with customer
support, 205
reaching leads while on the
road, 204
seniority, 208
training, 204
Salesforce.com, 21, 309, 330
savings
asking for, 22
biggest, 95
schedule, execution plans,
104
ScheduleOnce, 123
scheduling
alternative work
arrangements, 193-194
apps, 19
meetings, 123-124, 323,
337-338, 362-363
projects, 98
scope creep, 107
screencasts, knowledge
capture, 256-257
scripts
call center, 219-220
sales, 204
Scrum team, 348
searchable files, turning
printed papers
into, 124-125
secondary data sources,
52-53
secondhand knowledge,
execution plans, 101
security, 50, 205
self-documentation, 254
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self-help resources, 152-153
seniority of salespersons, 208
sentiment. See employee
sentiment
sentiment analysis, 37-38
service sequences, 150
service-improvement teams,
148
7 Habits of Highly Effective
People (Covey), 300-302
sexual harassment, 191
shadowing employees, 62-63
sharing goals, 96
Should We, 323
show-and-tell coaching, 259
sick time, 367
side effects of changes, 370
signing contracts
electronically, 128, 362
SIPOC (Suppliers-Inputs-
Process-Outputs-
Controls), 344-345
Six Sigma
calculations, 24-25
case writing exercise,
64-65
equation, 345
formula, 12-13, 41
hidden factory, 63-64
Lean, 15
manufacturing efficiency,
230-231
measurements, 40-41
overview, 12
perfection as goal, 63
project management, 27,
344-345
stretch goals, 89-90
Six Sigma For Dummies, 25,
41,64, 72
skills matrix, 102-103
S.M.A.R.T. objectives, 85, 211
SmartyTask, 297
socializing change, 249
social media, 189, 334-335
soft management, 350
software
accounting, 141-142
Agile, 13-14, 348-349
data storage, 49-50
lowering your expenses,
140-141
money available for, 292
moving into the Cloud, 140
off-the-shelf, 50

proprietary, 50
Ticketing System, 172
spaghetti diagrams, 46
specific scope of projects, 98
spreadsheet manipulation,
250
sprint backlog, 111
Square, 144
staffing, strategic, 176, 177
stakeholders, project
management, 351
stand-ups, 329
Startup Weekend GOV, 275
stating the problem,
execution plans, 99
status board, 5S, 46-47
status reports (status
updates)
current process for
submitting, 270
forms, 276
how employees submy:| 240
sending and tracking,
308-309
sharing, 275-277
standardizing cross-
department; 330-331
success story, 275
Status.net; 330
stayirg the course, 378
stra'ght ranking, 184
stravegic level of scorecards,
57
Strategic Planning Kit For
Dummies, 39, 53, 215
strategic staffing, 176, 177
strategic thinking, 180
stretch goals, 89-90, 155
style guide, 280-281
subject lines, e-mail, 282-283
Successful Time Management
For Dummies, 288, 302
SugarCRM, 21
suggestions, 67-69, 229, 343
SurveyMonkey, 53, 127, 334
surveys
customer, 153, 160-164
electronic, 334
employee satisfaction,
180-181
lost account, 163
staff, customer service,
160-161
target account, 163
synergy, 301
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table of contents for a
manual, 185

tactical level of scorecards,
57

Takt Time, 39, 44, 45, 91

tardiness, repeated,
unexcused, 191

target account survey, 163

target audience, execution
plans, 106

task board, 111-112

task lists, 290

task management,
t=chniques, 305-308

tesirs. See responsibilities
and tasks

‘Task Tackler, 358

tax-deductible expenses, 132

TCO (Total Cost of
Ownership), 132

team members, choosing,
66-67

teamwork, sense of, 162-163

technical jargon, describing
objectives, 85

technological resources,
finding, 21

technology, 74, 80

TEDTalks, 66

teenagers, employees’, 305

telecommuting, 193

temp agencies, 304-305

templates, for repetitive
communications, 291

temps (temporary
employees), 188

terminating employees. See
firing

termination-at-will rule,
190-191

text editors, knowledge
capture, 257

TextExpander, 18, 310

text expansion and shortcut
apps, 312

text messaging. See
messaging

text payments, 144

theft, 191

Things for Mac, 297

360-degree assessments, 184

Thriving in the Workplace All-
in-One For Dummies, 288
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Ticketing System, 171-172
tickler file, 298-299
time
decreasing, 91
finding the time to be
efficient, 377
impact of change, 80
measuring, 38-39
in meetings, measuring,
320-321
tracking, 294
uninterrupted, 291
wasted by inefficiency,
72-73
time goals, customer service,
155-157
time limits for meetings, 323
time management
keyboard shortcuts, 18
macros, 19
scheduling apps, 19
techniques, 302-305
Time Management for
Dummies, 39
time tracking tools, 312
time zones, tracking, 222
time-blocking, 303
TimeBridge, 19, 123
timelines, realistic, 120
timeliness, customer service,
168
time-off policies, 367
timesheets, 290
timing, 47
TIM WOOD (seven wastes),
28
tip-toeing, process
automation, 120
tollgates, DMAIC, 344
Total Cost of Ownership
(TCO), 132
Total Quality Management
(TQM)
manufacturing efficiency,
230, 234-235
overview, 17-18, 61-62
Toyota, 14
Toyota Production System
(TPS), 231
Tracy, Brian, Eat That Frog,
95
training
change management, 246
CRM applications, 217

nontechnical employees,
245
preparing for a leap, 120
process automation, 121
providing ongoing
resources, 309
transferring knowledge, 258
transition time, 370
transport (conveyance), 44,
60
Trello, 358
trouble tickets, 68
Tungle.me, 323, 338, 363
Twitter, 167, 330
Type-1 muda, 60
Type-2 muda, 60
typos, cover letters and
résumés, 195

olf o

underperformers, firing,
190-192

unsubscribes, mailin; lists,
202

upselling current customers,
201, 204

uptime, increasing, 91

U.S. Burezu of Labor
Siatistics, 52

U.S:Census Bureau, 52

U.S. Department of
Commerce, 52

UserVoice, 167, 365

oo

value stream maps, 43-44,
69-70, 253
variable expenses, 136-138
variation
calculating, 48-49
decreasing, 90
verbal abuse of others, 191
videos, 257, 328
virtual meetings, 327-328
Visual Basic, 126
visual formatting, Excel
macros for, 126
visual representations, Lean
approach, 14
voicemail, 366-367

voice of the customer
(VOO), 228
volume discounts, 134

o[/ o

waiting, 45, 60, 118
“Waiting On” context, 297
walkthroughs, 65
waste. See muda
WBS (Work Breakdown
Structure), 101-103
weasel wording, 196
WebEx, 327
websites
capauring leads on your,
200
Content Management
System (CMS), 122-123
customer service, 170, 172
human resources, 189, 197
job-hunting, 189
ordering system, 167
payments, 143
updating your, 362
weighted rating system, 183
welcoming applicants, 189
wikis, 68, 260, 278, 282, 284,
330
win-win approach, 301
WordPress, 21, 122, 123, 259,
285, 362
Work Breakdown Structure
(WBS), 101-103
working environment, 179
work-life balance issues, 179
workspaces, productive, 311
Wufoo, 53, 127, 143, 276, 309,
312, 331, 363
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Yerage, James, 200
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Zaarly, 304
ZenDesk, 167, 309
zero-sum game, 8
Ziglar, Zig, 300



