
Index
• A •
A/B testing, 201, 204, 212–213, 

219
ABBYY Fine Reader, 51, 124
accounting, 141–144, 210
acronyms, describing 

objectives, 85
actions, plotting next, 297–298
Activewords, 18, 310
adjustments, following up 

with customers, 169–170
Adobe Acrobat, 51
affi nity diagrams, 70
age discrimination, 245
Agile Project Management 

(APM), 347–349
effi cient planning, 98
execution plan, 32
execution plans, 104
four values, 348–349
key differentiations of, 13
manifesto of Agile 

movement, 13–14
manufacturing effi ciency, 

230, 232
overview, 13, 347
project management, 

348–349, 352
stages, 347–348
12 principles of, 349
user stories, 99, 111

Agile Project Management For 
Dummies, 104, 112

Allen, David, 296
alternate work arrangements, 

193–194
ambient awareness, 329–330
America Latina Logistica 

(ALL), 247
analytics, customer service, 

170–171
announcing events, 332
anxieties of new employees, 

186–187
API (Application Programming 

Interface), 50, 119, 217
Apple, 247

appointments, scheduling 
apps, 19

appraisal period, 182–184
archiving data, 51–54
assigning contexts, 297, 

305–306
assignments, clear, 20
assumptions

outlining, 100
sample background 

information, 100
of this book, 2

A3, 112
attentiveness, customer 

service, 152
audience list, project’s, 107
auto dialers, 203, 217–218
automation. See process 

automation
autonomy, employee, 179
awareness building, 153

• B •
background information, 31, 

99–101
Balanced Scorecard, 56–59

approach to measuring, 
42–43

knowledge capture, 264
levels of, 57
measuring with, 25
overview, 15
quadrants of, 15

Balanced Scorecard Strategy 
For Dummies, 25, 43, 59, 
88, 166, 264

BARS (behaviorally anchored 
rating scale), 183

BatchBook, 21
batching, 297
before-and-after shots, 46
behaviorally anchored rating 

scale (BARS), 183
belonging, sense of, 180
best foot forward, putting 

your, 92–93
billable hours, 89
blogs, 189, 277–278, 285

microblogs, 260, 277, 280, 
285, 330

bonuses for sales 
performance, 204, 210

boredom, 118, 326
bounce-back initiative, 163
brain dumps, 299
brainstorming, 65–67, 69–70
branching out to another 

area, 109
breaks, Pomodoro 

Technique, 302
breathing agenda, 364
British Airways, 247
Brown Paper Tickets, 332
budgeting, 105, 134–135
Bureau of Labor Statistics, 

U.S., 52
burndown chart, 111
Business Math For Dummies, 

25
butterfl y effect, 40, 41

• C •
calendars, 295, 337
call centers, 219–220
CAN-SPAM Act, 205, 221
Capability Score, 236
capture tools, 68
CareerBuilder, 189
case writing tool, Six Sigma, 

64–65
categorizing expenses, 

138–139
Census Bureau, U.S., 52
central fi le server, 21
certifi cation, increasing, 92
change

common areas of impact, 
79–80

future, 80–81
keeping everyone 

motivated for, 379
possible impacts, 76
responding to (Agile), 13
staying the course, 378
unintended effects, 377
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change management, 239–250
best practices, 247–250
combating resistance to 

change, 242–244
examples, 247
fi xing pain points fi rst, 

249–250
getting everyone onboard, 

240
how to be a change 

manager, 240–241
importance of, 240
nontechnical employees, 245
older employees, 244–245
planning, 245–246
socializing change, 248–249
ways to introduce change, 

242
chat rooms, 260, 284
Chatter, 330
chunking down projects, 306
clear assignments, 20
clear expectations, 356–357
clear goals, excuses for not 

setting, 86
clear objectives, 85
clear plans, 352
clear responsibilities and 

tasks, 308
cleared space, in 5S 

methodology, 17
closing process, 105
the Cloud, 140, 216–217
CMS (Content Management 

System), 259
coaching, show-and-tell, 259
collaboration, encouraging, 

274–275
commissions, sales, 209–211
committees, form, 278
communication

change management, 241, 
246

with customers, 164–165
establishing relationships, 

165
execution plans, 106
fl exible work arrangements, 

194
human resources, 179
ineffi ciency and failure of, 

74–75
internal. See internal 

communication
knowledge capture and 

transfer, 252

open channels of, 162
tools, 20

communications boards, in 
5S, 17

Communications 
Management Plan, 106

company-wide attitude 
surveys, 162

company-wide goals, 87
competitive analysis, 39–40, 

214–215
competitive goals, 85
complaints, customer, 170
complete data, 48
compressed work week, 193
conference calls, 328
conferences, 131. See also 

events
confusion, change 

management, 243
confusion-induced meeting 

abuse, 326–327
Conga Composer, 144
consistency, customer 

service, 148
ConstantContact, 213
constraints, 99, 100
consultants, process 

automation, 119
contact information, 253
contact methods, preferred, 

222
Content Management System 

(CMS), 21, 
122–123, 259

contexts, Getting Things 
Done (GTD), 297

continuous quality 
improvement, 76, 234, 
235

contractors, switching full-
time positions to, 139

contracts, 128, 349
COPQ (cost of poor quality), 

225
core skills, project 

management, 351
cost-benefi t analysis, 78
costs. See also expenses

lowering existing (Six 
Sigma), 12

poor quality, 225
rooting out unnecessary, 

21–22
Total Cost of Ownership 

(TCO), 132

cover letter, 195
Covey, Stephen

7 Habits of Highly Effective 
People, 300–302

Craigslist, 189
creativity, encouragement 

of, 86
credit card payments, 143, 

144
critical behaviors, 183
critical incidents reporting, 

183
CRM (Customer Relationship 

Management)
customer service, 157
data storage option, 49
overview, 21
sales effi ciency, 203, 

216–217
cross-departmental 

communication, 273–274
CTX (Critical to X), 40, 345
current state map, 44
custom versus off-the-shelf 

solutions, 119–120
customer exit survey, 164
customer needs

Balanced Scorecard 
methodology, 57–58

focusing on, 13
Customer Relationship 

Management (CRM), 
customized, 292

customer retention, 90
customer returns, 

decreasing, 90
customer satisfaction

gathering information 
about, 159

impact of change, 79
stretch goals, 90

customer service, 145–174
communication channels, 

167
consistency of, 148–149
customer-centric, 148
defi ning goals, 154–157
developing standards, 

150–152
effi ciency improvements, 

365
effi ciency of customer 

relationship 
management, 157

effi ciency of responses, 
153–154
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elements of, 146–149
evaluating effectiveness of, 

152–154
feedback, 147
following up for 

adjustments, 169–170
handling issues with grace, 

169–172
helping customers help 

themselves, 172–174
impact of change, 79
knowing when you’ve 

succeeded, 174
knowledge capture, 253
knowledgebase, 173
measuring analytics, 170–171
measuring effi ciency of, 

158–160
online tools, 174
quality goals, 90, 157
routing messages 

effi ciently, 168
standards, 149–152
surveys, 160–164
Ticketing System, 171–172
time goals, 155–157
timeliness, 168
top-down approach, 147

Customer Service For 
Dummies, 53, 153, 165

customer support
decreasing hold times, 91
decreasing resolution 

times, 91
escalation policy, 168
increasing resolved 

inquiries, 90
sales, 205

customer surveys, 161, 162
customer-centric systems, 148
customers

Agile approach, 13
Balanced Scorecard 

approach, 42
communicating with, 

164–165
Lean approach, 14
records of past, 200
Six Sigma, 41
staying close to, 166

• D •
data, archiving, 51–54
data collection, 48–49, 106, 

334–335

data entry, 51, 121, 249
data normalization, Excel 

macros for, 126
data security, 50
data storage

effi ciency improvements, 
365–366

integration, 50
options for, 49–50

databases, measuring, 47
data.gov, 52, 215
deadlines, project 

management, 352
decision makers, project 

management, 351
defects, 45, 61, 90
delay as waste, 60
delegation

project management, 
353–355, 357

tracking tasks, 289
deliverables

execution plans, 101–102
management by objectives 

(MBO), 182
delivery times, short, 13
DemographicsNow, 52
demos and trials, 203
Department of Commerce, 

U.S., 52
departments

budgets, 135
goals for individual, 87, 

91–92
desks, employees’, 291
Digital Government Strategy, 

131
discount rate, cost-benefi t 

analysis, 78
discounts, 134, 208
distance, decreasing, 91
distractions, removing, 

310–311
diverse skills, project 

management, 351
divisional goals, 87
DMAIC (Defi ne-Measure-

Analyze-Improve-
Control) process, 344

documentation
Agile approach, 13
change process, 246
current process 

automation, 117
effi ciency projects, 370–371
job shadowing, 255
outside help, 255

Docusign, 128
Doodle, 19, 323
downtime, impact of 

change, 80
Drupal, 21, 122, 259, 362
dry erase boards, 257
dual data entry, 121
due dates, project, 342–343
duplicate leads, 202

• E •
Earned Value (EV) of tasks, 

290
Earned Value Management 

(EVM), 306–308
Eat That Frog (Tracy), 95
Echosign, 128
education, customer, 

147–148
effectiveness, defi ned, 8
effi ciency. See also 

ineffi ciencies
best foot forward towards, 

92–93
butterfl y effect, 40, 41
culture of continuous 

improvement, 76
defi nition, 8
different for everyone, 

10–11
Japanese path to, 17
methodologies to enhance, 

11–18
understanding, 9–11, 24

effi ciency jury, 77
effi ciency projects

with cost savings potential, 
95

fast-completion, 94–95
getting them over with, 95
loudest complaints, 95
low-hanging fruit, 94
mission-critical, 93–94
most effi cient execution 

order, 93–96
to win over grumpy 

employees, 95–96
effi cient management, 

overview, 19–20
Elance, 304
electric bills, 131
electronic forms, 126–127
electronic scheduling, 

meetings, 337–338
electronic surveys, 334
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e-mail
checking, 283
customer service e-mail 

address, 167
effective and ineffective 

policies, 281–282
encouraging, 281–282
internal communication, 279
keyboard shortcuts, 290
mailing lists. See mailing 

lists
meeting agendas, 364
sales leads, 202
services, 125
signing up for an e-mail 

service, 125
subject lines, 282–283
ticketing system, 171
who checks the company 

e-mail, 202
Emergent Task Timer, 295
employee autonomy, 179
employee empowerment

as HR goal, 179
knowledge capture and 

transfer, 252
overview, 75–76
TQM (Total Quality 

Management), 18, 234
employee manuals, 184–185
employee sentiment 

(employee satisfaction)
analysis, 37–38
goals to improve, 89–90
impact of change, 80
impacts of change, 77, 80
knowledge capture, 264
measuring, 180–181
toward communication, 271

employees. See also fi ring; 
hiring; human resources; 
team members

anxieties of new employees, 
186–187

appraisal period, 182–184
effi ciency jury, 77
effi cient, 287–312

empowering effi ciency, 
291–292

individual improvements 
to implement 
immediately, 309–311

measuring individual 
effi ciency, 292–295

overview, 288–289
productivity systems, 

296–305

questions, 289–291
technology resources, 312

fi guring out what 
employees do, 293–295

goals for individual, 91–92
increasing interactions, 92
job satisfaction. See 

employee sentiment
job shadowing, 255
Kaizen improvement, 16
maintaining, 376
measuring effectiveness of, 

181–184
measuring time, 38
new, 186–188
nontechnical, 245
older, change management, 

244–245
overcoming resistance of, 

375
possible impacts of change, 

77
quality improvement, 

228–229
retention rate, 38, 92
sense of teamwork, 162–163
shadowing, 62–63
Six Sigma, 12
step-by-step routine, 253
switching full-time 

positions to contractors, 
139

well-being as a core value, 
179

employment agencies, 188
empowering your employees. 

See employee 
empowerment

escalation policies, sales 
calls, 220

essay appraisals, 182
Eventbrite, 332
events. See also meetings

announcing, 332
assessing effi ciency, 

317–318
data collection, 334–335
following up after, 333
icebreakers, 333
keeping attendees in the 

loop, 332
outsourcing management 

of, 335
registration at, 332
right time to have, 331

Evernote, 51, 124

EVM (Earned Value 
Management), 306–308

ExactTarget, 125, 213
Excel, 49, 126
Excel 2010 For Dummies, 126
excellence, recognizing, 149
excitement for process 

automation, 121
execution order, most 

effi cient, 93
execution plans. See also 

planning
architecting, 98
background information, 

99–101
clarifying your end result, 99
divvying up the workload, 

101–103
expanding scope, 107–109
identifying your 

constraints, 99
outlining your assumptions, 

100
planning for success, 

106–107
resource planning, 103–105
tools, 111–112
trying again, 109

exit surveys, customer, 164
expectations, project 

management, 356–357
expense analysis, 136–141
expense approval process, 

131–132
expenses. See also costs

analyzing, 138
categorizing, 138–139
electric bills, 131
fi nding out if you’re paying 

too much, 139–141
fi xed, 137–138
keeping in check, 132
lowering responsibly, 

138–141
operating, 137
overhead, 131
processing customer 

payments, 132
tax-deductible, 132
variable, 136–138

experience enhancers, 
customer service, 
151–152

exponential smoothing, sales 
forecasting, 214

extra processing, as form of 
waste, 61
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• F •
face time, internal 

communication, 280
Facebook, 167, 189, 295
falsifi cation of records, 191
fast projects, 94
fear, 242–243, 326
feature requests, 205
feedback

change management plan, 
246, 248

channels, 29, 81–82
from customers, 147, 153

50/50 method, 307
fi nancial effi ciency

budgeting, 134–135
examining, 130–135
expense analysis, 136–141
expenses, 131–133
illustration, 130
pricing, 133–134

fi nancial measurements, 
Balanced Scorecard 
approach, 15, 43, 59

fi nancial resources, 
execution plans, 105

fi rewall software, 295
fi ring, 19, 95, 190–192
“5 Whys” method, 22, 27, 118, 

293–294
5S methodology, 17

individual workspaces, 311
manufacturing effi ciency, 

230, 232–233
status board and Lean 

tools, 46–47
fi xed expenses, 137–138
fl extime, 193
fl ow, 305
fl ow charts, 62, 257, 358
focus, how goals give, 84
following up after events, 333
forced comparison, 184
forced distribution, 184
forced ranking method, 183
forced-choice methods, 183
forecasting, sales, 213–214
form committees, 278
form creation tools, 312
form processing services, 363
formal recognition program, 

149
FormAssembly, 331
forms

electronic, 126–127
printed, 334, 363

repetitive communications, 
291

status update, 276
FormStack, 53, 127, 143, 276, 

309, 331, 334
freeing up space, 17
frequency limits for 

meetings, 323
fresh data, 47
friendliness, customer 

service, 152
Frost & Sullivan, 52
frustration, dealing with, 

376–377
Fujitsu ScanSnap, 124
future change, predicting 

impact of, 80–81
future customers, focusing 

on, 164
future state map, 44

• G •
GatherGrad, 323
gauge repeatability and 

reproducibility 
(gauge R&R), 48–49

getting out in the world, 374
Getting Things Done (GTD), 

296–299
“go to Gemba,” 56
goals, effi ciency. See also 

objectives
company-wide, 87
competitive, 85
customer service, 154–157
defi ning, 30
departmental/divisional, 87
employee, appraisal period, 

182
excuses for not setting 

clear, 86
executing, 31–32
fi nding different types of, 88
human resources, 178–180
increase product and 

service quality, 90
individual, 87
individual employees and 

departments, 91–92
manufacturing effi ciency, 

227–229
monetary, 88–89
project management, 343
sales, 206–209
setting, 30, 84–88
sharing, 96

shortening response and 
production times, 91

stretch, 89–90, 155
tracking goal progress, 

87–88
understanding types of, 30
who sets, 86–87

Google Alerts, 127
Google Calendar, 323, 337
Google Drawing, 69
Google Drive, 358
Google Forms, 334
GoToMeeting, 327
Graham, Paul, 283
Green Button, 131
gross margin, 137
GTD (Getting Things Done), 

296–299

• H •
the Hall, 330
handwritten data, 118
handwritten notes, 124, 280
hard management, 350
Harvest (app), 144
hidden factory, 63–64
hiring, 19, 176, 184–186, 188. 

See also fi ring; 
human resources

history, forgetting your 
company’s, 75

Human Resource Information 
Systems (HRIS), 197

human resources, 175–198
clearly documenting 

policies, 184–186
employee policies, 178
goal setting, 178–180
hiring and fi ring, 176–177, 

184–192
measuring effi ciency, 

180–184
old and new staffi ng 

paradigms, 177
onboarding process, 

177–178, 186–188
overview, 176
policies and procedures 

manual, 185
possible impacts of change, 

77
tools for effi ciency, 194–198
tracking HR paperwork, 

197–198
human resources 

department, 19, 79, 94
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human resources matrix, 
102–104

human touch, sales, 222

• I •
icebreakers, 333
icons used in this book, 4
If This, Then That, 127
Ignite Seattle, 333
inbound marketing, 218
inboxes, Getting Things Done 

(GTD), 298
inclusiveness

change management, 
248–249, 371

knowledge capture and 
transfer, 262–263

project management, 357
incompetence, 191
individual effi ciency, 

292–295, 308–309
individual goals, 87
ineffi ciencies. See also 

effi ciency
capturing ongoing, 68
discovering roots of, 74–75
effi ciency jury, 77
failure to communicate, 

74–75
fi ve steps to tackling, 24
forgetting your company’s 

history, 75
identifying, 26–28
knowing where to start 

tackling, 92
Lean ways to fi nd, 27–28
money costs, 72
morale, 73
possible impacts of change, 

76–77
preventing in the future, 75
quality results, 73
taking them all in before 

trying to fi x, 28
technology, 74
time wasted, 72–73

infl ation, cost-benefi t 
analysis, 78

in-focused systems, 148
informal recognition, 149
information. See also 

knowledge
execution plans, 106
new employees, 187

for potential customers, 201
repair, 253
staying informed, 75

inspiring, project 
management, 357

instant messaging, 279–280
institutional knowledge, 

capturing, 252–258
insubordination, 191
integration, data storage, 50
interactive courseware, 257
interactive meetings versus 

lectures, 328–329
internal business processes, 

Balanced Scorecard, 42
internal communication, 

267–285
best practices, 278–284
checkup, 268–271
cross-departmental, 

273–274
current methods, 269–270
encouraging collaborati on, 

274–275
face time, 280
how information travels, 

270–271, 273
instant messaging, 279–280, 

364–365
measuring effi ciency, 

271–273
microblogs. See microblogs
open-door policies, 283–284
overview, 267, 268
phone calls, 279
pitfalls of closed 

communication, 274
sharing new knowledge, 

277–278
style guide, 280–281
tools, 284–285
usage guidelines for each 

channel, 279–280
wikis. See wikis

internal knowledge and 
education, Balanced 
Scorecard, 58

internal messaging tools, 
329–330

the Internet (the Web). See 
also websites

fi nding your company, 200
recruiting employees, 

196–197
sales leads, 200

searches, 66, 119
Ticketing System, 172

interruption-free time, 303, 
310

interviewing job applicants, 
189

intolerable offenses, 190
intoxication on the job, 191
inventory, 44, 61, 90

• J •
Japanese path to effi ciency, 17
job boards, 196–197
job descriptions, 149, 196, 293
job hopping, 196
job rating checklist, 183
job satisfaction, 162. See also 

employee sentiment
job security, 179
job shadowing, knowledge 

capture, 255
job-sharing, 193
job-swapping, 256
Joomla, 21
just-in-time attitude, Lean 

approach, 14

• K •
Kaizen, 16, 28
Kawasaki, Guy, 300
keyboard shortcuts, 18, 290, 

309–310
Key Performance Indicators 

(KPIs), 158
knowledge. See also 

information; learning
Balanced Scorecard, 15
capturing and transfering, 

251–265
being assured you got it 

all, 264–265
choosing a capturing 

process, 254–255
coaching program, 258
framing capture as a 

benefi t, not a 
chore, 263–264

getting employee buy-in, 
262

including everyone from 
the start, 262–263
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institutional knowledge, 
252–258

keeping knowledge fresh, 
260–262

knowing what information 
to capture, 253

mentoring program, 258
sharing with others, 11, 

259–260
tools for capturing 

knowledge, 256–258
transferring knowledge, 258

knowledgebase, customer 
service, 173

KPIs (Key Performance 
Indicators), 158

• L •
lack of resources, change 

management, 243–244
lateness, 191
layoffs, 190
Leafully, 131
Lean approach, 14–15

brief, daily meetings, 329
costs beyond labor, 43–46
fi nding ineffi ciencies, 27–28
“go to Gemba,” 56
manufacturing effi ciency, 

230, 231
measuring and eliminating 

wastes, 44–46
overview, 14
process automation, 117
project management, 

346–347
value stream mapping, 

59–60
Lean For Dummies, 46, 60, 76
Lean Six Sigma, 15
leaping into process 

automation, 120–121
learning. See also 

information; knowledge
Balanced Scorecard 

approach, 43
knowing when to stop, 

372–373
about new developments, 

371
Learning Management 

System (LMS), 259
lectures, interactive meetings 

versus, 328–329

legal issues
e-mail laws, 221
impact of change, 79
paying attention to, 185

limits
knowing your, 373
setting, 378–379

LinkedIn, 66, 189, 332
LiquidPlanner, 358
listening, 245, 301
LMS (Learning Management 

System), 259
loneliness, meetings, 326
longevity of change, 80
lost account survey, 163
lost return on investment, 78
low-hanging-fruit projects, 

94, 121
LucidChart, 358
lunch, 270, 277, 323–324

• M •
macros, 19, 126
MadMimi, 125
mail merge, Microsoft Word, 

144
mailing lists, 276

creating, 282, 285
internal, 365
unsubscribes, 202

MailChimp, 125, 213
management

change. See change 
management

by objectives (MBO), 182
project. See project 

management
Managing For Dummies, 154, 

259
manuals, employee, 184–185
manufacturing effi ciency, 

223–236
Agile, 230, 232
evaluating improvements, 

235–236
5S approach, 230, 232–233
goal setting, 227–229
improvement methods, 

229–230
Lean, 230, 231
overview, 224
Rolled Throughput Yield 

(RTY), 226–227
Six Sigma, 230–231

Total Quality Management 
(TQM), 230, 234–235

trickle-down effect of 
manufacturing 
changes, 228–229

margin, 137–138
market size, 207
marketing, 218–219
Marketing Research Kit For 

Dummies, 53
MarketResearch.com, 52
Martenstein, Justin, 333
MBO (management by 

objectives), 182
Measurement System 

Analysis (MSA), 47–49
measuring, 35

Balanced Scorecard 
approach, 25, 42–43

competitive analysis, 39–40
customer service, 158–160, 

170–171
databases, 47
dollars in, out, and lost, 

36–37
employee effectiveness, 

181–184
employee satisfaction, 

180–181
in the future, 25–26
human resources effi ciency, 

180–184
individual employee 

effi ciency, 292–295
internal communication 

effi ciency, 271–273
Measurement System 

Analysis (MSA), 47–49
methods, 40–41
objectively, 372–373
sales effi ciency, 211–212
sentiment about you, 37–38
time, 38–39
what to measure and why, 

36–40
where you are now, 24–26
why bother with, 36
without data, 49

Mechanical Turk, 304
meeting rooms, 323
meeting-free time, 324
meetings. See also events

alternatives to, 329–330
assessing effi ciency, 

315–318
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meetings (continued)
baseline meetings policy, 

322–324
best practices, 336–338
brief, daily, 329
conference calls, 328
improving effi ciency, 

327–329, 363
in-person, 327
interactive, versus lectures, 

328–329
internal messaging, 364
knowing when you need, 

321–327
measuring effi ciency, 

318–321
No Meetings Day, 336–337
overview, 314–315
reasons for calling, 321–322
refusing, 291
scheduled, last-minute, and 

impromptu, 327
scheduling automatically, 

123–124
sentiment about, 318–320, 

338
time spent in, 320–321
too many meetings, 324–327
unnecessary, 20
virtual, 327–328

Melon Power, 131
mentoring new hires, 258
merging data, 50
message forums, 284
messaging

customer service, 167
instant, 279–280
internal messaging tools, 

329–330
microblogs, 260, 277, 280, 

285, 330
micromanaging, 20, 325–326
Microsoft Offi ce Visio, 69
Microsoft Outlook, 323, 337
Microsoft Word, mail merge, 

144
milestone method, 307
milestones, 109–110, 342
mind maps, 69, 257
mission-critical projects, 93
misspellings in cover letters 

and résumés, 195
mistakes. See also errors

process automation, 121
mobile payments, 144
modeling behavior, 296
momentum, 95

monetary costs, accepting, 
376

monetary goals, 88–89
Monster.com, 189
morale, 73
motion (movement), 44, 61
motivation

for change, 379–380
project management, 357
sales goals, 208

moving averages, sales 
forecasting, 213–214

muda (waste), 14
Lean ways to fi nd, 27–28
manufacturing effi ciency, 

224
seven types of, 14–15, 60–61

multi-level viewpoints, 15
multi-rater assessments, 184

• N •
narrow scope, starting with 

a, 107–108
net present value (NPV), 78
newsletters, 75, 170
No Meetings Day, 336–337
“no-go’s,” decreasing, 90
nonpersonnel resources 

matrix, 105
normalization of data, 126
notes, handwritten, 280
notifi cations

“age” of sales leads, 203
automating, 127–128

NPV (net present value), 78

• O •
objective data, 47–48
objectives. See also goals

brief descriptions of, 85
clear, 85
controllable, 85
Identifying all, 85
S.M.A.R.T., 85
as targets, not guarantees, 

86
OCR (optical character 

recognition), 
51–52, 124–125

off-shoring, 192
Omnigraffl e, 69, 358
onboarding, 177–178, 

186–188, 252

online surveys, 334
OnStartups, 66
on-time deliveries, 90
operating expenses, 137
operational level of 

scorecards, 57
optical character recognition 

(OCR), 51–52
organization of this book, 2–3
outside help, knowledge 

capture, 255
outsiders, project 

management, 351
outsourced call centers, 219
outsourcing

event management, 335–336
options for employees, 

292, 304
pros and cons, 192

overhead expenses, 131
overprocessing, 45, 61
overproduction, 45, 60

• P •
packaging, changing, 139
pain points, change 

management, 249–250
paired statements method, 

183
paper-based ordering option, 

167
paperwork, human 

resources, 197–198
Pareto Improvements, 8
Pareto Principle, 26
part-time arrangements, 

permanent, 194
payback period, cost-benefi t 

analysis, 78
payments, 132, 143–144
Payne v. Western & A.R.P. Co., 

190
PayPal Virtual Terminal, 143
percent-complete method, 

307
perfection, Six Sigma 

measurements, 41
performance appraisal, 

182–184
permanent part-time 

arrangements, 194
personal letter to customers, 

170
personal referrals, 188
person-loading graph, 104
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phone calls, 279, 328
phone system, 167, 217–218
physical space, 5s focus on, 17
physical violence, 191
pivot tables, 26
Pivotal Tracker, 358
Plan-Do-Check-Act (PDCA) 

cycle, 340, 346
planning

ineffi cient, 98
project. See project plans
resource, 32
time for, 292
tomorrow today, 302–303

policies and procedures 
manual, 185

Pomodoro Technique, 302
positive role model, 379
potential solutions, 28–29
precision of data, 40–41, 48
predicting impact of future 

change, 80–81
prepayment discounts, 134
prices (pricing). See also 

discounts
compared to your 

competition, 134
determining, 133
different prices for different 

customers, 133
storing price lists, 134

primary research, 53
printed forms, 334, 363
printing, 361
proactive habit, 300
problem statement, 100
process, defi ned, 342
process automation, 115–128

custom versus off-the-shelf 
solutions, 119–120

documenting current 
process, 117

e-mail services, 125
examples of, 115–116
Excel macros, 126
fi nding and evaluating your 

options, 118
getting employee buy-in, 121
to implement right now, 

122–128
notifi cations, 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 
effi ciency

Balanced Scorecard, 58
blogs, 312
possible impacts of change, 

77
productivity systems, 

296–299, 312
professional associations, 188
program, defi nition of, 342
project budget, 105
project management, 

339–358
assigning responsibility, 

352–353
balancing between styles, 

350
best practices, 352–357
characteristics of effi cient 

projects, 350–351
clear plans, 352
dealing with frustration, 376
delegation, 353–355, 357
expecting to change course, 

355
fi nding the right team 

members, 351–352
internal checkup, 340–343
Lean approach, 346–347
overview, 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 specifi c 

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 defi ning, 
341

knowing when to throw in 
the towel, 110

realizing when you’re 
effi cient enough, 110–111

Six Sigma, 27
taking a step further, 108

promotion codes, unique, 219
promptness, customer 

service, 152
protecting team members, 20

• Q •
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
ineffi ciency reduces, 73
manufacturing effi ciency, 

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

• R •
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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388 Business Effi ciency For Dummies 

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, 289
clear, 32, 308
discovering where time is 

spent, 294–295
Earned Value (EV) of, 290
fi guring out employee’s, 

293–294
identifying all, 102
Kaizen, 16
offi cial and unoffi cial, 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

résumés, 194–196

retention rate, 38
Return on Investment (ROI), 

sales, 201
returns, 46–47, 90
rework, 45, 90
risks and uncertainties, 100, 

101, 109
Rolled Throughput Yield 

(RTY), 226–227
routing messages effi ciently, 

168
RTY (Rolled Throughput 

Yield), 226–227

• S •
safety incidents, decreasing, 

92
sales

A/B testing, 201, 204, 
212–213

call centers, 219–220
commissions, 209–211
complying with e-mail laws, 

221
forecasting, 213–214
human touch, 222
lead generation, 200–201
measuring effi ciency, 

211–212
phone system, 217–219
preferred contact methods, 

222
previous sales fi gures, 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
effi ciency 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

discount fl oors, 208
effi ciency of, 203–205
hours 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 fi les, 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 effi ciency, 

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
specifi c scope of projects, 98
spreadsheet manipulation, 

250
sprint backlog, 111
Square, 144
staffi ng, 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 submit, 290
sending and tracking, 

308–309
sharing, 275–277
standardizing cross-

department, 330–331
success story, 275

Status.net, 330
staying the course, 378
straight ranking, 184
strategic level of scorecards, 

57
Strategic Planning Kit For 

Dummies, 39, 53, 215
strategic staffi ng, 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

• T •
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, 

techniques, 305–308
tasks. 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, 

fi nding, 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 

fi ring
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 fi le, 298–299
time

decreasing, 91
fi nding the time to be 

effi cient, 377
impact of change, 80
measuring, 38–39
in meetings, measuring, 

320–321
tracking, 294
uninterrupted, 291
wasted by ineffi ciency, 

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 effi ciency, 

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

• U •
underperformers, fi ring, 

190–192
unsubscribes, mailing lists, 

202
upselling current customers, 

201, 204
uptime, increasing, 91
U.S. Bureau of Labor 

Statistics, 52
U.S. Census Bureau, 52
U.S. Department of 

Commerce, 52
UserVoice, 167, 365

• V •
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 
(VOC), 228

volume discounts, 134

• W •
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

capturing 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

• Y •
Yerage, James, 200

• Z •
Zaarly, 304
ZenDesk, 167, 309
zero-sum game, 8
Ziglar, Zig, 300
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