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:H�1HHG�0HWDFUDIWVPDQVKLS
%\�6WHYH�'DYLG��6N\PDUN�&(2

:KHQ� ,� WKLQN� RI� FUDIWVPDQVKLS�� ,� DOZD\VWKLQN�RI�+DUROG�%DNHU��+H�XVHG�WR�ZRUN� LQWKH� JHDU� SRW� DVVHPEO\� DUHD� LQ� -R\0DQXIDFWXULQJ
V� KXJH� PLQLQJ� PDFKLQHU\SODQW� LQ� )UDQNOLQ�� 3HQQV\OYDQLD�� +LV� ZRUNZDV� V\VWHPDWLF�� PHWLFXORXV�� TXLFN� DQGDFWXDOO\� EHDXWLIXO� WR� ZDWFK�� -R\�PDFKLQHVDUH� FRPSOH[� PRQVWHUV�� DQG� WKHLU� JHDUVKDYH� WR� VWDQG� XS� WR� DOO� VRUWV� RI� DEXVH�+DUROG�ZDV� MXVW�RQH�RI�PDQ\� FRQWULEXWRUVWR� WKH� ZKROH� DVVHPEO\� SURFHVV�� EXW� KHPDGH�VXUH� WKDW� WKH�JHDU�SRWV� WKDW� OHIW� KLVDUHD�ZHUH�SHUIHFW��+H�FRPELQHG�WHFKQLFDOSURILFLHQF\��KDUG�ZRUN��DQG�DUWLVWU\�
,I�\RX�ORRN�ZD\�EDFN�LQ�KXPDQ�KLVWRU\��\RXVHH�VPDOO�JURXSV�RI�SHRSOH�OLYLQJ�LQ�VLPSOHVRFLHWLHV�� 7KHUH� ZDV� SUREDEO\� VRPHVSHFLDOL]DWLRQ� DOPRVW� IURP� WKH� VWDUW�ZRPHQ� WRRN�FDUH�RI�FKLOGUHQ�DQG�FRRNHG�ZKLOH� PHQ� KXQWHG�� 6RPH� SHRSOH� ZRXOGKDYH� SDUWLFXODU� WDOHQWV� IRU� WRRO�PDNLQJ�� RUIRU�PHGLFLQH��RU� IRU�OHDGHUVKLS��DQG�ZRXOGEHFRPH�FUDIWVPHQ�LQ�WKRVH�UROHV�
)RU�D�FRXSOH�RI�PLOOLRQ�\HDUV��WKHUH�ZDVQ
WPXFK� VSHFLDOL]DWLRQ� EH\RQG� WKDW�� 7KHQVRPHWKLQJ� KDSSHQHG�� DQG� WKHUH� ZDV� DQDJULFXOWXUDO� UHYROXWLRQ�ZKLFK�PHDQW� WKDW� DVPDOOHU��WKRXJK�VWLOO�VXEVWDQWLDO��IUDFWLRQ�RI

SHRSOH�FRXOG�SURYLGH�HQRXJK�IRRG�WR�IHHGDOO�WKH�SHRSOH��7RZQV�JUHZ�XS��DQG�FKLHIVEHFDPH� NLQJV�� DQG�� WKRXJK� PDQ\� QHZFUDIWV� ZHUH� QRZ� GHYHORSLQJ�� HDFK� ZDVJURZLQJ� QDUURZHU�� 4XLWH� VXGGHQO\�� UHDOO\�VRFLHW\� ZDV� JHWWLQJ� YHU\� FRPSOH[�� 7KHQ�RQO\� D� IHZ� WKRXVDQG� \HDUV� ODWHU�� WKH� VR�FDOOHG� LQGXVWULDO� UHYROXWLRQ� IROORZHG�� DQGFRPSOH[LW\�WRRN�DQRWKHU�OHDS�XSZDUG�
1RZDGD\V�� WKH� VROR� FUDIWVPDQ� LV� D� UDULW\�,QVWHDG��ZH�KDYH�RUJDQL]DWLRQV�ZLWK� WKRX�VDQGV� RI� HPSOR\HHV�� PDVV� SURGXFWLRQ�DVVHPEO\� OLQHV��URERW�ZHOGHUV��DQG�VR�RQ�7KHUH� KDV� EHHQ� D WUHPHQGRXV� ULVH� LQSURGXFWLYLW\�� EXW� WKHUH� LV� D� GDUN� VLGH�:KHQHYHU�\RX�DGG�D�SHUVRQ�WR�D�SURFHVV�\RX� JHW� WZR� SRWHQWLDOV�� ��� WKH\� SURYLGH� DVSDUN�� D� NH\� HOHPHQW� WKDW� UDLVHV� JURXSSURGXFWLYLW\�� DQG� ��� WKH\� LQFUHDVH� WKHOLNHOLKRRG� RI� D� �IDLOXUH� WR� FRPPXQLFDWH��7RR� RIWHQ�� WKH� ODWWHU� LV� WKH� ELJJHU� HIIHFW�DQG� ZH� JHW� ZKRSSLQJ� RUJDQL]DWLRQDO� RUVRFLDO�FRVWV�� ,Q� IDFW��'U��%ULDQ�-RLQHU��RQHRI�PDQDJHPHQW
V� OHDGLQJ� OLJKWV�� VXJJHVWVWKDW�XS�WR�KDOI�RI�DOO�ZRUN�LV�ZDVWHG�HIIRUW�
+RZ�GR�ZH�JHW�D�ZKROH�EXQFK�RI�SHRSOH�WRDFW� DV� LI� WKH\� ZHUH� RQH� ELJ� VPDUWFUDIWVPDQ���D�PHWD�FUDIWVPDQ"�+RZ�GR�ZH
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FRRUGLQDWH� WKLQJV� VR� WKDW� ZH� JHW� WKHFUHDWLYH�VSDUNV��EXW� QRW� WKH� EUHDNGRZQV"7KDW� LV� WKH� FKDOOHQJH� IRU� PDQDJHPHQWWRGD\�� 7KHUH� DUH� D� ORW� RI� LGHDV� NLFNLQJDURXQG� �� LQ� WKH� QH[W� HGLWLRQ� RI� WKLV� VHULHVZH�ZLOO�WU\�WR�PDNH�VHQVH�RI�VRPH�RI�WKHP�
3ULQFLSOHV�RI0HWDFUDIWVPDQVKLS,Q� VRPH�ZD\V�� WKH� ��WK� FHQWXU\� FRXOG� EHFDOOHG� WKH�$JH�RI�0DQDJHPHQW�� ,W� VWDUWHGZLWK� )UHGHULFN� 7D\ORU
V� VFLHQWLILFPDQDJHPHQW�� DQG� LV� HQGLQJ� ZLWK� 7KH:LWFK�'RFWRUV��7KHUH
V�EHHQ�DQ�H[SORVLRQRI�SXEOLVKLQJ�� WUDLQLQJ�DQG� FRQVXOWLQJ��DQGLW�VKRZV�QR�VLJQV�RI�DEDWLQJ��:K\"
7KHUH�LV�D�GHPDQG�IRU�WKH�VWXII��:K\"
3HRSOH� ZKR� DUH� PDQDJLQJ� RUJDQL]DWLRQVDUH�VWUXJJOLQJ��:K\"
%HFDXVH�PDNLQJ�D�ZKROH�EXQFK�RI�SHRSOH�HYHQ� ZHOO�DGMXVWHG� SHRSOH� ZLWK� QREOHPRWLYHV��ZRUN�DV�RQH�LV�QRW�WULYLDO�
7KH� YDULRXV� LGHDV� IRU� LPSURYLQJ�PDQDJH�PHQW�� DOWKRXJK� WKH\� VRPHWLPHV� FRPSHWHIRU� DFFHSWDQFH�� DUH� QRW� DV� GLVSDUDWH� DVWKH\�VHHP��,I�\RX�ERLO�WKHP�GRZQ��\RX�FDQGHULYH� D�VHW� RI� IXQGDPHQWDO� SULQFLSOHV� IRUJRRG� ZRUN�� UDWKHU� OLNH� WKH� IDPRXV� ���3RLQWV�� RI� WKH� ODWH� :�� (GZDUGV� 'HPLQJ�7KHVH� SULQFLSOHV�� WDNHQ� DV� D� ZKROH� DQGSXW� WR� ZRUN�� SURGXFH� ZKDW� ZH� FDOO�PHWDFUDIWVPDQVKLS��
7KH� PRVW� EDVLF� VHW� RI� WKHVH� SULQFLSOHV�HLJKW� LQ� DOO�� DUH� EULHIO\� GHVFULEHG� LQ� ZKDWIROORZV�

2XU�XOWLPDWH�HQGV�PXVW�EH�WR�SUR�GXFH�JRRGV�DQG�VHUYLFHV�WKDW�VHUYHWKH�ORQJ�WHUP�QHHGV�RI�VRFLHW\�,W� LV� SRVVLEOH� WR� PDNH� PRQH\� DQG� NHHSHFRQRPLHV�JRLQJ�E\�SURGXFLQJ�WKLQJV�WKDWDGG� QR UHDO� YDOXH� DQG� UHLQIRUFH� KXPDQIUDLOWLHV�� ,Q� WKH� ELJ� SLFWXUH�� WKHVH� DUH� QRWTXDOLW\� SURGXFWV� QR� PDWWHU� KRZ� ZHOO� WKH\ZRUN�� ,QVWHDG��ZH�QHHG� WR�DSSUHFLDWH�DQGVWULYH� WR� IXOILOO� WKH� ORQJ�WHUP� QHHGV� RIKXPDQ� VRFLHW\�� 6LJQLILFDQWO\�� VWHZDUGVKLSRI�UHVRXUFHV��ERWK�QDWXUDO�DQG�KXPDQ��LV�DFRQFHSW�RI�JURZLQJ�LPSRUWDQFH�LQ�PDQDJH�PHQW�WRGD\�
:H�PXVW�IRFXV�RQ�SURGXFLQJ�JRRGVDQG�VHUYLFHV�ZKLFK�DUH�XVHIXO�DQGGHOLJKWIXO�WR�RXU�FXVWRPHUV�+HQU\�)RUG�RQFH�ZURWH���6XFFHVV�LV�EDVHGVROHO\� XSRQ� DQ� DELOLW\� WR� VHUYH� >WKH@FXVWRPHU� WR� KLV� OLNLQJ��� ,Q� RUGHU� WR� IRVWHUWKLV�DELOLW\��ZH�PXVW� VSHQG� DV�PXFK� WLPHFRQVLGHULQJ�ZKDW�ZH�GR��ZKR�ZH�GR�LW� IRU�DQG�ZK\�ZH�GR�LW�DV�ZH�VSHQG�IL[LQJ�KRZ�LWLV� GRQH�� :KDW
V� PRUH�� ZH� PXVW� ERWKDQWLFLSDWH� XQH[SUHVVHG� FXVWRPHU� QHHGVDQG�UHVSRQG�WR�H[SUHVVHG�RQHV�
:H�PXVW�IRFXV�RQ�VSHFLILF�HQGV�WKDWILW�SUHVHQW�DQG�SODQQHG�FDSDELOLWLHVDQG�DOLJQ�DOO�ZRUN�ZLWK�WKRVH�HQGV�&RQVWDQF\� RI� SXUSRVH� XOWLPDWHO\� GHSHQGVRQ� VKDUHG� YDOXHV� DQG� JRDOV� ZLWKLQ� DQRUJDQL]DWLRQ��EXW�VKHHU�VL]H�FDQ�PDNH�WKLVGLIILFXOW� WR� DFKLHYH�� 0HWDFUDIWVPDQVKLSDGRSWV�PHWKRGV� WR�KHOS� UH�OLQN� WKH�SLHFHVRI� DQ� RUJDQL]DWLRQ�� )RU� H[DPSOH�� WKH-DSDQHVH� XVH� D� SODQQLQJ� V\VWHP� FDOOHG�FDWFK�EDOO���ZKHUH� LGHDV�DUH� WRVVHG�EDFN
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DQG�IRUWK�EHWZHHQ�JURXSV�XQWLO�D�ZRUNDEOHFRQVHQVXV� LV� UHDFKHG�� 2UJDQL]DWLRQV� DUHDOVR� UHPRYLQJ� OD\HUV�� FUHDWLQJ� VHOI�GLUHF�WHG� ZRUN� WHDPV�� DQG� LPSURYLQJ� WZR�ZD\FRPPXQLFDWLRQ�
:H�KDYH�WR�FUHDWH�DQG�VXSSRUWWKRVH�WKLQJV�WKDW�PRWLYDWH�SHRSOH�WRGR�JRRG�ZRUN�DQG�UHPRYH�WKLQJVWKDW�GLVFRXUDJH�WKHP�0HWDFUDIWVPDQVKLS� SXOOV� WRJHWKHU� PDQ\LGHDV�DERXW�KXPDQ�PRWLYDWLRQ��)RU�H[DP�SOH�� )UHGHULFN� +HU]EHUJ� EHOLHYHG� KXPDQQHHGV�H[LVW�RQ�WZR�SODQHV���$QLPDO��QHHGV�� VXUYLYDO�� VDIHW\� �� DUH� RQ� WKH� SODQH� RIDYRLGLQJ� SDLQ� RU� XQKDSSLQHVV�� �+XPDQ�QHHGV� RI� SHUVRQDO� JURZWK� DQG� IXOILOOPHQWH[LVW� RQ� WKH� SODQH� RI� FUHDWLQJ� KDSSLQHVVDQG� VDWLVIDFWLRQ�� 0HHWLQJ� DQLPDO� QHHGVWKURXJK� DSSURSULDWH� ZRUNLQJ� FRQGLWLRQVDQG�MRE�VHFXULW\�DYRLGV�GLVVDWLVIDFWLRQ��EXWKDSSLQHVV�DQG�PRWLYDWLRQ�DUH�GHULYHG�RQO\WKURXJK� DFKLHYHPHQW�� UHFRJQLWLRQ�� OHDUQ�LQJ��DQG�FUHDWLYLW\�
:H�SURGXFH�JRRGV�DQG�VHUYLFHVWKURXJK�SURFHVVHV�LQ�ZKLFK�ZRUN�LVGRQH�WR�DGG�YDOXH�0HWDFUDIWVPDQVKLS� UHFRJQL]HV� WKDWV\VWHPV� DQG� SURFHVVHV�� QRW� LQGLYLGXDOZRUNHUV��DUH� UHVSRQVLEOH� IRU�WKH�YDVW�EXONRI� SUREOHPV� ZLWK� ZRUN� DQG� TXDOLW\�7KURXJK� WKH� XVH� RI� V\VWHPV� WKLQNLQJPHWKRGV�DQG�DQ�H[SOLFLW� IRFXV�RQ�SURFHV�VHV��RUJDQL]DWLRQV�FDQ�LPSURYH�TXDOLW\�DQGSURGXFWLYLW\�� (VVHQWLDOO\� �� PHWDFUDIWVPDQ�VKLS� UHVXVFLWDWHV� WKH� LGHD� WKDW� WKHDFFRPSOLVKPHQW� RI� TXDOLW\� ZRUN� UHOLHV� RQ

DQ� DSSUHFLDWLRQ� IRU� DQG� XQGHUVWDQGLQJ� RIWKH�ZKROH�SURFHVV�DQG�LWV�FRQWH[W��
.QRZOHGJH�DERXW�D�SURFHVV�LVGLIIXVHG�DPRQJ�WKH�SHRSOH�ZKR�DUHSDUW�RI�LW��7KHVH�SHRSOH�FDQ�ZRUNWRJHWKHU�WR�JDLQ�WKH�SHUVSHFWLYHQHHGHG�WR�LPSURYH�WKH�SURFHVV�:KHQ�\RX�]RRP�LQ�WR�JHW�D�FORVH�XS�YLHZRI� VRPHWKLQJ�� \RX� WUDGH� RII� FRQWH[W� IRUGHWDLO��,Q�WKH�ZRUOG�RI�ZRUN��ZH�KDYH�EHHQJUDGXDOO\� ]RRPLQJ� LQ� IRU� PDQ\� GHFDGHV�ZLWK� HDFK� ZRUNHU� VHHLQJ� PRUH� GHWDLO�JDLQLQJ� PRUH� VSHFLDOL]HG� H[SHUWLVH�� EXWORVLQJ� SHUVSHFWLYH�� :LWK� PHWDFUDIWVPDQ�VKLS�� ZH� SXUSRVHIXOO\� UHJDLQ� SHUVSHFWLYHE\� ZRUNLQJ� LQ� WHDPV� DQG� VWXG\LQJV\VWHPV�� ZLWKRXW� VDFULILFLQJ� GHWDLO�� -XVWOLNH� WKH� FUDIWVPDQ� RI� ROG�� WKH� WHDP� FDQPDVWHU� DOO� DVSHFWV� RI� WKH� SURFHVV� DQGSURGXFH�TXDOLW\�ZRUN�
:H�FDQ�FRQWLQXDOO\�LPSURYH�ZRUNSURFHVVHV�WR�SURYLGH�EHWWHU�TXDOLW\DQG�UHGXFH�FRVWV�0HWDFUDIWVPDQVKLS� LV� DSSOLHG� WKURXJK� WKHXVH�RI� WRROV��7KHVH� WRROV�DUH�EXLOW�DURXQGWKH�VFLHQWLILF�PHWKRG��DUWLFXODWHG�FHQWXULHVDJR� E\� )UDQFLV� %DFRQ�� DQG� WKH� EDVLV� IRU'U�� 'HPLQJ
V� ZHOO�NQRZQ� 3ODQ�'R�&KHFN�$FW�F\FOH��LQ�ZKLFK� LGHDV�DQG�H[SHULPHQWVXQFRYHU�UHDOLW\�� 3ODQ�� 5HFRJQL]H� DQG� DQDO\]H� WKHSUREOHP��)RUPXODWH�SRVVLEOH�VROXWLRQV�� 'R�� 7HVW� WKH� PRVW� OLNHO\� RU� HIIHFWLYHVROXWLRQ�� &KHFN�� $XGLW� UHVXOWV� IRU� UHDO� LPSURYH�PHQWV�
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� $FW�� 5HSODFH� WKH� ROG� SURFHVV� ZLWK� WKHVXFFHVVIXO�VROXWLRQ�7KH� F\FOH� LV� WKHQ� UHSHDWHG�� VWULYLQJ� IRUQHZ� OHYHOV� RI� TXDOLW\� DQG� FXVWRPHUVDWLVIDFWLRQ�
7KH� WRROV� DQG� WKH� 3'&$� F\FOH� DOORZ� IRUERWK� FUHDWLYH� DQG� DQDO\WLF� WKLQNLQJ�&UHDWLYH�RU�GLYHUJHQW� WKLQNLQJ�HQFRXUDJHVPDQ\�LGHDV�DQG�QHZ�SRVVLELOLWLHV��WR�EUHDNWKURXJK� SDUDGLJPV� DQG� VHH� EH\RQG� WKHFXUUHQW�ZD\�RI�GRLQJ� WKLQJV��%XW�FUHDWLYLW\PXVW� EH� WHPSHUHG� E\� DQDO\VLV� RUFRQYHUJHQW�WKLQNLQJ�WKDW�EULQJV�LGHDV�EDFNWRJHWKHU�LQ�D�XVDEOH�IRUP�
([SHUWV� DQG� FRUSRUDWLRQV� KDYH� DGGHGFXVWRP� DSSURDFKHV� WR� SUREOHP�VROYLQJRQWR� WKH� 3'&$� F\FOH�� 6RPH� PRGHOVKLJKOLJKW� FXVWRPHU� UHVHDUFK� RU� VHDUFKLQJIRU� RSSRUWXQLWLHV� RU� PRQLWRULQJ�5HJDUGOHVV�� WKH� 3'&$� F\FOH� XVXDOO\UHPDLQV� DW� WKH� KHDUW� RI� WKHVH� PRGHOV�� LQVSLULW�LI�QRW�LQ�QDPH�
0DNLQJ�WKHVH�SULQFLSOHV�WKHIRXQGDWLRQ�RI�DQ�RUJDQL]DWLRQUHTXLUHV�VWURQJ�YLVLRQDU\OHDGHUVKLS�&UHDWLQJ�ERWK� WKH�V\VWHPV�DQG�FXOWXUH� IRUPHWDFUDIWVPDQVKLS� UHTXLUHV� VWURQJ� LQIOX�HQFH�DQG�VXSSRUW�IURP�WKH�YHU\�WRS�RI�DQ\RUJDQL]DWLRQ��7KH�OHDGHUVKLS�QHFHVVDU\�IRUVXFFHVV� FDQQRW� EH� GHOHJDWHG� RU� LJQRUHG�,QVSLULQJ� RWKHUV�� OLVWHQLQJ�� FKDOOHQJLQJIHDUV�� SDUWLFLSDWLQJ� LQ� WKH� DFWLRQ� �� DOO� DUHUHTXLUHG� RI� WKH� &(2� LQ� WKH� PRYH� WRPHWDFUDIWVPDQVKLS�� 7KH� OHDGHU� ZLOO� ILJKWDSDWK\�� VNHSWLFLVP�� DQG� UHVLVWDQFH� WR

FKDQJH�� 7R� ZLQ�� KH� RU� VKH�PXVW� OHDG� E\GRLQJ� WKH� ZRUN� RI� LPSURYHPHQW� �� ERWKSHUVRQDO� DQG� V\VWHPLF� �� ZLWK� HYHU\RQHHOVH�
,Q�&RQFOXVLRQ���7KH� JRDO� RI� PHWDFUDIWVPDQVKLS� LV�� LQ� LWVZLGHVW� VHQVH�� WR� PD[LPL]H� WKH� UHWXUQVIURP� KXPDQ� HQGHDYRU�� 7KH� SULQFLSOHV� RIPHWDFUDIWVPDQVKLS� FDQ� LPSURYH� DQRUJDQL]DWLRQ�LQ�DQ\� LQGXVWU\�E\�UDLVLQJ�WKHTXDOLW\� RI� LWV� RXWSXW�� PDNLQJ� SURFHVVHVWKDW�SURGXFH�LWV�RXWSXW�PRUH�HIIHFWLYH��DQGVWULYLQJ� WR� VDWLVI\� FXVWRPHUV�� (VVHQWLDOO\�PHWDFUDIWVPDQVKLS� FDQ� KHOS� UHGXFH� WKHFRVWV� RI� VSHFLDOL]DWLRQ� E\� VWHSSLQJ� EDFN�FRQVLGHULQJ� WKH� IDFWV�� DQG� ILQGLQJ� EHWWHUZD\V� RI� GRLQJ� WKLQJV� WKDW� LQFOXGH� RQO\YDOXH�DGGHG�DFWLYLWLHV�
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	We Need Metacraftsmanship
	Principles of Metacraftsmanship
	Our ultimate ends must be to produce goods and services that serve the long-term needs of society.
	We must focus on producing goods and services which are useful and delightful to our customers.
	We must focus on specific ends that fit present and planned capabilities and align all work with those ends.
	We have to create and support those things that motivate people to do good work and remove things that discourage them.
	We produce goods and services through processes in which work is done to add value.
	Knowledge about a process is diffused among the people who are part of it. These people can work together to gain the perspective needed to improve the process.
	We can continually improve work processes to provide better quality and reduce costs.
	Making these principles the foundation of an organization requires strong visionary leadership.

	In Conclusion...


