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How to Build an Effective Measurement

	Purpose
	This document describes the way to build an effective measurement tool quickly.  Once the tool is drafted, reviewed and employed its continued use may be revised, adopted or discarded based on results.


	Measurement concepts
	Performance measurement tools are objective work steps to be embedded within existing work assignments.  The tool must be seamlessly integrated into the workflow, so it yields valuable information of early error detection and mid-course quality correction before the service product is released.

The measurement tool must be aimed directly at the defined goal or key benchmarks that lead to achieving that defined goal.  The activity of measurement should be designed to slide naturally within the workflow, so it does not interrupt steady progress.  

Catching error early has proven to improve end quality results and the need for intensive post-production 3rd party quality assurance and rework.  Aggressive “worker by workstation” benchmarking has proven to change the entire work system both upstream and downstream.  

After continuous improvement process is rigorously applied to a workflow for a time, at least a 30% speed and quality increase is found.  This usually means that the individual worker conducts embedded measurements and documentations and still experiences a finding of 30% more available time.


	Building measurement
	The following table identifies steps in building effective measurements.


	Step
	Action

	1
	The customer defines quality.

	2
	Define goal in time, money, or % measurements.

	3
	Select benchmarking points that are natural early points.

	4
	Measure small signs or degrees of effectiveness of benchmark.

	5
	Lean on numerical expressions of benchmarking and survey.

	6
	Match findings with other relevant measures and feedback.

	7
	Document and measure each customer’s level of delight.
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