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Index
Access to the mainframe, 152
accidents, 135
Account memos, 112
Account Service Administrator, 69
Accuracy, 83, 138
Accurate and timely data, 122
Accurate point statements, 115
Acquisition experience, 140
Activities, 12
actual vs. projected costs, 95
Additional publication on performance measures, 30
address changes, 91
Administration and system maintenance, 91
Administrative Assistant, 71
Administrative Secretary—Legal Department, 74
Advertising, 25, 76, 78
Advertising message, 78
Advice, 57, 70, 81, 103
Advice, 96
Advice and options on design issues, 78
Advocates, 89
Age of carryover work, 100
agreed-upon deadline, 95
agreed-upon deadline, 112
Agreement processing, 91
agreement records, 91
Agreements, 103
AIDS advocate liaison, 89
Aligned department resources, 128
Alignment of employees with company goals, 96
Alternative ways of doing business, 81
Analogies, 95
Analyses, 81
analysis, 81
analysis, 81
Analytical results, 134, 135
Analytical results and specs, 135
Analytical services, 130
ancillary services, 126
annual performance review, 107
Anomalies, 120
Answer the following questions about your customer

diagram:, 10
Answers to health care providers’ questions, 100
Answers to questions, 72
Answers to questions, 115
Answers to users’ questions, 152
Application systems, 152
arbitration information log, 25, 76
Art Director, 77
Assays

data reports, 138
new, 139
plates, 138
quality, 138
validated, 138

Assistance to the Technology leader on
research/development projects, 117

assumptions, 135
Attendance, 135
Auditing, 130
Audits, 138

Audits, 130
Automated meter reading system, 152
Availability, 57, 70
average score on final test, 27
Avoiding surprises, 79
Backlog, 100
Backup supervisor, 116
backups, 92
Baseline data, 140
Basic research outcomes and innovations, 133
Benefit programs, 156
billing notification, 125
Billing System, 145
Brochures, 79
budget, 72, 89
budget, 27
Budget, 79
Budget, 98
Budget decisions, 128
budget variance, 125
Budgeting, 128
Budgeting hours, 78
Bug-free, 27
Business Analyst—Finance, 80
Business partners trained to use new systems, 122
Business process evaluation, 81
business process improvements, 27, 146
Calendar, 25, 44, 73, 75
Call log, 104
Campaigns, 89
Can Production Supervisor, 82
CAPS, 110
Career development, 155
Career development information, 129
case variance, 83
case-holds/year, 83
Cases, 103
Causative factors identified, 135
Change control, 145
Changing the organization, 128
characterizations, 134
Characterizations, 138
Classroom training, 155
Client and supervisor informed of project status, 79
Clients, 103
Closed and switches, 112
Coaching, 86, 155
collaborations, 149
Collecting data

Exceptions to employee collection, 54
How much to collect, 52
Methods of recording collected data, 55
Steps in collecting, 50
When to collect data, 53
Who should receive data, 54
Why the employee should do it, 54

Commitment, 135
committee work, 100
Communicating across functions, 128
Communication between packing and warehouse or

food processing, 83
Communications, 72
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Company X, 89
Compensation Director, 84, 85
Compensation policies and programs, 156
Compensation system, 85
Competence, 107
competencies, 101
competency database, 101
Competent work force, 156
complaint, 112
complaints, 125
Completed projects, 98
Completed special projects, 96
compliance, 113
compliance, 96
Compliance, 103, 110
Compliance, 138
Compliance with government regulations, 98
Components functionality, 133
Computer bugs, 145
Computer databases, 112
Computer End-User Services Manager, 87
Computer macros, 139
Computer system, 100
Computer systems to help people do their jobs, 122
Conducting analysis, 130
consistency, 152
Constructed and installed instruments and equipment,

131
Constructing, 131
Continuous improvement, 83
contract terms, 125
Contracts, 89
Cooperation, 83
Corporate business results, 101
Corporate changes, 156
Corporate Communication Consultant, 88
corporate culture, 140
corporate goals, 101
Corporate image, 78
corporate values, 156
Correctly set up new accounts, 112
correspondence, 43, 75
cost, 28
Cost, 26, 146
Cost estimates, 95
cost impacts, 81
Cost impacts, 81
Cost information/analysis, 81
Cost knowledge/analysis, 81
Cost saving, 81
Cost/benefit analysis, 113
Counseling, 83
Creating advertising, 78
Creating policies, 130
Creating promotional materials, 79
criticisms, 153
Cross-training, 59
customer complaints, 112
customer diagram, 19, 160
Customer diagram, 6, 7, 8, 9
Customer diagram exercise, 11
customer disputes, 57
customer disputes/, 70
Customer focus, 91
customer inquiries, 91
Customer needs, 57, 70

Customer satisfaction, 57, 70, 78, 79, 100, 122, 125,
133

Customer satisfaction survey, 130
Customer service system, 152
Customer Service—SAC, 91
Customer surveys, 92
Customer-focused work force, 157
Daily reports, 95
Data analysis, 21, 25, 120
Data reports, 138
Data summaries, 138
Data Systems Coordinator, 92
Database, 108
Databases, 145
Databases, 21, 25, 120
deadline, 27, 72
Deadlines, 78, 79, 122
Decision making, 100, 131
Decisions to refer, 100
delays, 125
Department organization, 128
Descriptive, 161
design principles, 94
Design services, 78
Designer, 93
Designing, 131
Designs, 81
Designs, 131
Designs for capital improvements, 98
Development, 81
Direct mail, 79
Discipline, 83
Discipline, 135
discrepancies, 112
Diverse work force, 140, 157
Diverse work force, 129
Diversity, 157
documentation, 122
Documentation, 133
Documentation, 152
Documentation maintained, 92
Dollars of scrap per period, 27
Downtime, 122, 145
Drafted correspondence, 25, 43, 75
Drilling alternatives, 95
Drilling Engineer, 95
drilling problems, 95
Drug X, 89
Dry hole costs, 95
EDD data inquiries, 96
EDI interfaces, 145
Educated patients, 126
Educated science and technology personnel, 133
Education, 72
Efficiency, 27
Efficient process, 21, 25, 120
efficient research design wasn’t, 148
Employee commitment, 135
Employee performance managed, 135
Employee Satisfaction Survey, 60
Employee survey, 129
Employee tracking, 145
employee training, 59
Employment Supervisor, 96
Empowered employees, 129
Empowerment, 129
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End results, 12
Engineer, 97
Enhanced computer systems, 122
Enhancements to existing systems, 146
Equipment, 72
Equipment operating within specs, 117
equipment purchase, 143
Equipment specifications, 135
equipment-use costs, 125
errors/quarter, 112
errors/quarter, 112
Example non-results, 13
Exceeds, 113
Exceeds expectations

Example of
Recommendations for new technology
implementation, 122

Exceeds standards
Example of

Recommendations, 98
Example of, 70

Advertising design, 78
Cost reduction ideas, 81
Drilling, 95
Giving design advice, 78
Improvements in work processes, 83
Logo design, 79
Motivating artists, 78
Promotional material design, 79

Example of
Training, 100

Example of
Software recommendations, 153

Example of
Software demos, 153

Excel sheets, 138
Exceptions to immediate collection, 53
Expectations, 135
expedited equipment, 125
Experimenters, 21, 25, 120
Explanations of procedures, 115
Faxes, 72
Feedback, 48, 129, 135
Feedback report

Examples
Collection report, 63
Summary graph, 64

Feedback Summary Table, 61
feedback to other projects, 149
Field service system, 152
Files maintained, 92
files/year are returned to the adjuster, 100
Filing, 25, 44, 75
final report, 133
Financial advice/solutions to strategic problems, 81
Financial results, 140
Financial status, 72
Flexibility, 27
flight schedule, 44, 75
Flyers, 79
follow-up, 90
food reviews, 83
Frequent, 48
functioning Centrex system, 125
Functioning software systems, 145
functioning team, 127

Functioning telecommunications system, 57, 70
Future usefulness, 133
General condition of the lab maintained, 118
general measures, 161
General measures

Definition of, 26
Generating data, 117
Giving advice on design issues, 78
Goal, 39

Evaluation criteria, 46
Example of for Distribution Manager, 43
How to create, 39, 40

Goals
How to create

Cost measures, 39
Numeric measures, 39

Performance Plan Worksheet, 162
government affairs, 76
government affairs files, 25
Government officials, 90
Graphic arts vendors results, 78
Health Care Claims Processor, 99, 100
Help function, 122
Hiring, 129
hiring decisions, 101
Hiring supervisor, 96
hotel, car and flight information, 44, 75
HR databases, 85
HR implications of management decisions, 157
HR strategy linked to business goals, 85, 156
HR team, 101, 157
Human Resources Director, 101
Human Resources—Vice President, 156
hypotheses, 135
ID/Infections, 89
ideas, 81
Ideas, 81
Ideas, 152
image of Company, 125
Immediate, 48
Implementation, 81
Implementation of the changes, 156
Improved financial systems, 81
Improvements to the work processes, 83
Individual research findings, 148
information, 91
Information summaries, 21, 25, 120
Information supporting business decisions, 81
Informed boss, 155
Informed directors, 108
Informed management, 146
Informed management, 110
Informed manager, 87
Informed team members, 148
Ingredient functionality, 133
Initiative, 152
Innovation, 133
Inquiry screen updates, 145
Installation, 57, 70
installations, 104
Installing, 131
Instrumentation and equipment services, 131
Insureds satisfied, 115
Insureds who understand how benefits were allowed,

100
Integrated care plan, 127
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Integration and communication mechanisms, 128
Interface, 130
Internet, 89
Interns, 76
Interpretation of mass spectral data, 117
interpretations, 96
Introducing new technology, 130
Inventory system, 152
Invited speaker, 150
ISO requirements, 91
Issues raised, 90
Job Aid

How to Create Performance Plans, 160
Job aids, 155
Job costing, 145
Job function alignment, 86
Judgment, 100
justified complaint, 100
justified complaints, 27, 100
justified complaints, 83
Keeping your supervisor informed, 79
labeling, 25, 76
Labor and Environmental, 76
Labor and environmental support, 25
labor hours, 83
Lawyer, 102
layouts, 94
Leads, 57, 70

Converting, 57, 70
Learning goals, 2
Learning Goals, 2
Legal advice, 103
Legal and ethical representation, 103
Links to performance management, 157
List of replacement employees for critical jobs, 129
Litigation, 103
Log books, 92, 133
Log info, 83
Logical analyses, 81
Logo designs, 79
Macros, 139
Mail, 72
Mail distributed, 25, 44, 76
Maintained R&D buildings:, 131
Maintaining, 131
Maintaining equipment, 117
Maintaining lab appearance, 118
Maintenance, 131
Maintenance Mechanic, 104
Management, 149
Management and supervisory training, 108
Management development, 107, 156
Management Development Manager, 106
Management team, 156
Manager results

Sum of subordinates, 130
Managing employees, 83
Managing space, 131
Managing vendors, 78
Manual production data to computer center, 83
Mass spectrometric data packages, 117
Materials, 83
Materials Director, 109
Materials prepared/distributed, 89, 90
Maximized value, 110
Measures

Definition of, 26
How to create, 28

Mechanic, 104
Media relations, 89
medication error, 126
Meeting attendance, 116
Meeting needs, 57, 70
meetings, 44, 75
Meetings, 73, 89, 90, 110
Meets expectations, 39
Methods, 130
Methods for solving problems, 135
methods of development, 101
Minutes, 148
mission-critical positions, 101
Modifications to existing facilities, 131
Modifying existing reports, 55
Modifying facilities, 131
Monthly reports, 120
More knowledgeable and skilled employees, 129
More productive Director, 72
More productive lawyer, 75
More productive manager, 25, 43
More productive project team, 125
Motivated and productive employees, 107, 141
Motivated and productive employees, 83, 87
Motivated and productive staff members, 96
National and international advertising, 78
Needs, 57, 70
needs identification, 131
Negative feedback, 48
Neonate, 89
New Account Specialist, 111
New accounts, 112
New computer systems, 122
New methods developed, 133
new product development teams, 113
New technology, 122
New technology introductions, 130, 133
Newsletter, 72
Notebooks, 120, 138
Nouns

Examples in result statements, 13, 14
Number of problem reports, 122
Number of problems, 122
Numeric, 161
Obtaining resources, 128
offset history, 95
Offset history, 95
on-line procedures, 91
On-site problem analysis, 135
Operations, 72
operations improvement, 98
order entry process, 87
Organizational designs, 86
Organizational Development—Senior Consultant, 113
Organizational measures worksheet, 4, 5
Organizational structure decisions, 130
Organizational training plans, 108
Organized files, 25, 44, 75
Oriented interns, 25, 76
OSHA, 98
Outbound transmissions, 112
Outliers, 72
Outputs of the work, 12
Overdue accounts collected, 136
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Overpayments, 115
Packaging, 79
packaging rate, 27
paperwork, 91
Parameters met, 138
patents, 131
patient admission, 126
Patient assessments, 126
patient care, 126
patient diagnosis, 126
Patient satisfaction, 126
patient status, 126
Pay and benefit information, 96
Payroll, 145
Payroll data, 83
performance appraisal, 107
performance appraisal reflects their performance., 87
Performance appraisal system, 86
performance appraisal., 155
Performance assessment system (PAS), 86
Performance capabilities, 81
Performance feedback provided, 129
performance improvement, 155
Performance management system, 101
Performance Management System, 107, 154
Performance plan

Common problems and solutions, 46, 47
Goal happens many times/year, 47

Evaluation criteria, 46
Goal problems

Goal can’t be exceeded;Goal defined in such a
way that it can’t be exceeded., 47
Goal is not achievable., 47
Numeric goals lack a range., 47

Measure problems
Measures are impractical, 47
Measures not verifiable., 47
Specific measures don’t match the general
measures., 47

Result problems
Activities disguised as results., 46
Too many results., 46
Wrong Results., 46

Steps to create, 3
Personnel decisions, 130
Personnel policies, 156
Phone messages, 25, 72
Physical assets, 128
Physician satisfaction, 127
Planning, 131
Plans created for new facilities, 131
Plates, 138
PMS, 96
Policies, 156
Policies, 130
Policies completed, 115
Policy, 110
Policy interpretations, 85
Policy making, 130
Policy processing, 115
Policy Processing Technician, 114
Positive feedback only, 48
post-docs, 150
Practice exercise

Results, 16
pre-calls, 91

pre-existing condition, 100
Premium quotes, 115
Preparing standards, 117
Press releases, 89
Pricing, 57, 70
pricing communications, 87
Principal Research Technician, 117
Priorities, 57, 70, 72, 155
Priorities and information, 129
Prioritizing, 129
problem reports, 122
Problem solving, 57, 70, 112, 130, 135
Problems, 112
procedure, 95
Procedures, 110
Procedures for drilling and completions, 95
Procedures updated, 92
Process characterization information, 21, 120
Process characterizations, 134
Process development, 21, 25, 120
Process Development Engineer, 119
Process improvement, 120
Process improvement, 110
Process improvements, 125
Process parameters, 133, 134, 135
Process-characterization information, 25
Processed claims, 100
Processes, 21, 25, 120
Processing, 91
Procurement decisions, 131
Product approval, 89
Product attributes, 134
Product changes, 83
Product characterizations, 134
Product packaging, 79
Product specifications, 134, 135
Production, 21, 25, 120
Production goals, 83
Production information, 83
Production schedule, 83
production schedules, 83
Productive employees, 96
Productive project team, 123
Productive project team, 148
programming problems, 125
Programming Team Leader, 121, 122
Project completion, 98
project database, 125
project goals, 89
project information, 21, 25, 120
Project Manager, 124
Project meeting minutes, 148
Project status, 79
Projects, 73
Promoting, 130
Protocols, 133
Providing direction, 128
Purchases, 110
QLT Participation, 118
Qualified candidates, 156
quality, 27
quality, 28
Quality, 26, 118
Quality cases, 83
quality control standards, 130
Quality improvements, 83
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Quality of advertising, 78
Quality of sales promotional materials, 79
quality process, 157
Quality process implementation, 128
quantity, 28
Quantity:, 26
Quarterly budget, 72
Questions answered, 57
Quotes, 57, 70, 115
R&D update presentations, 148
Re engineered, 146
Realigned organizational structure, 128
Recognition and rewards, 129
recognition system, 107
recommendations, 135
Recommendations, 135, 146
Recommendations, 70
Recommendations for new technology implementation,

122
Reductions in cost and revenue enhancements, 81
Referring, 130
Registered Nurse, 126
Regulations, 103, 138
regulatory agency inquiries, 96
Regulatory compliance, 110
Regulatory requirements, 98
re-invoicing, 91
Relevant, 48
renewal, 91
renewals, 91
Repaired instruments and equipment, 131
Repairing, 131
repairs, 72, 104
repairs, 57, 70
Repeat problems, 112
Replicability, 133
Report writing tool, 110
Reports, 81, 90, 110, 120, 133, 146
Reports, 117
Reports completed, 136
Representation, 103
reputation in the scientific community, 150
Research and Development Director, 128
Research Chemist, 132
Research designs, 148
Resolved complaints, 115
Resolved problem reports, 123
Resources, 155

Additional publication on performance measures,
30
Additional sources of measurement ideas, 30

Resources and tools, 107
response time, 27
restructuring, 140
Results, 12, 110

benefits of using for measurement, 12
definition, 12
Evaluation criteria, 46
Example of how to identify, 19
Examples of, 13, 14
Exercise, 16
Non-examples, 13
synonyms, 12
Synonyms, 12
Tips for writing, 15
Using nouns in definition, 15

Resume tracking, 145
revenue enhancement, 81
Reward systems, 101
Rewarding, 129
Rewards, 86, 135
Rewards and recognition, 83
Rework, 81
Robustness, 27
ROI

Analysis, 81
Routed calls, 72
Routine and non-routine analysis, 130
Rules

Deciding what data to collect, 50, 51
When to collect data, 53
Who should collect data, 54
Who should receive feedback data, 54

Running studies, 117
Safe work environment, 128
safety, 98, 130
Sales, 89

Technical support of, 153
Sales folders, 79
Sales generated, 136
Sales leads, 57, 70
Sales promotional materials, 79
Sales Representative, 136
Sample size, 52
Sampling data, 52
satisfied

officers, 157
Satisfied

Clients, 103
Manager, 120, 138

Satisfied agents, 115
Satisfied agents, 100
Satisfied business partners and agents, 123
Satisfied Customer

Account Service Administrator, 57, 70
Satisfied customers, 112, 125, 136
Satisfied end users, 87
Satisfied insureds, 115
Satisfied patients, 142
Satisfied patients, 104
schedule delays, 95
Schedules, 73, 79
Scheduling, 25, 44, 75
Scholarship program, 155
Science education, 89
Self-sufficient, 113
Senior Research Assistant, 137
Senior Vice President—Chemicals, 140
Service Associate—Clinical Engineering, 142
Service work order system, 152
shared goal, 30
Shared standards

Examples of, 112
Skilled co-workers, 104
skilled employees, 156
Smooth operations, 72
Software and hardware recommendations, 153
Software demos, 153
Software Engineer, 144
Software solution, 113
Software systems, 145
Solutions to money problems, 115
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solutions to problems, 70, 96
Solutions to problems, 83, 90, 112, 130, 135
Solved customer problems, 135
Solving problems, 92

Programming, 125
SOP, 110
Sources of feedback, 51
Space allocation decisions, 131
Special projects, 73, 89, 110, 146
Specific, 48
Specific measures

Definition of, 26
Specs

Limits, 120
Windows, 120

Spending, 72
Spreadsheets, 120
Stability, 138
Stability studies, 138
Staff Scientist, 147
Staffing, 101
Standard

Referring to another document, 130
Standard legal documents, 25, 43, 75
Standards, 117
Standards of performance, 155
Statistical data analysis techniques, 21, 25, 120
Status report, 90, 146
Status updates, 79
Store Manager, 154
strategic decisions, 141
Strategic plan, 140
strategic team, 113
Strategy decisions, 130
Stretch standards

Example of, 57
Studies run on current techniques, 117
Studies run on new techniques, 117
Succession plan, 113
Succession planning, 101, 129
Succession planning, 113
Supervisory performance

Manager evaluation of, 83
Suppliers, 110
Supplies, 72
support, 72
Surprises, 79
Survey results, 98
Survey results, 116
Surveyed agents, 116
Surveyed employees, 107
Synonyms

Results, 12
System availability, 122
system downtime, 122
System downtime, 152
system upgrades, 152
Systems Analyst, 151
Systems up and running, 92
Target savings, 110
team goal, 30
Team goals, 110
Team leader, 122
Team Leadership, 123
Team measures

How to create them, 30

Team participation, 81
Team selling, 153
Technical information, 133
Technical support, 57, 70, 146
Technician, 115
Techniques, 120
Technology implementation, 122, 134
Technology transfer, 134
Test data, 83
Tested, 120
time savings, 122
Time sheets, 146
Time sheets, 116
Timeliness, 26, 28, 73, 89, 139
Timeliness of solutions, 123
Tracking, 145
Tracking report

Examples
Employee Feedback Survey, 60
Summary table, 59

Methods for creating reports, 55
Tracking system, 48

Collecting data
How much to collect, 52
Methods of recording collected data, 55
Sources of feedback, 51
Steps in collecting, 50
What data to collect, 50
When to collect data, 53
Who should collect data, 54
Who should receive data, 54

Common problems and solutions, 65
Measures are impractical, 65

Importance of, 49
Positive and negative feedback, 48
Qualities of a good one, 48
Subordinate

Evaluation criteria, 65
Summarizing data

Example, 61
When to summarize, 59

Trained agents, 116
Trained and confident team members, 115
Trained co-workers, 57, 70, 100
Trained employees, 110, 113, 120, 130
Trainer training, 155
training, 27
training, 100
Training, 57, 70, 122, 129, 130, 133, 155
Training, 96
Training, 135
Training and Development Director, 154
Training opportunities, 83
Training plans for organization, 108
Transaction time, 122
transactions completed/week, 100
Travel arrangements, 25, 44, 73, 75
Truth in advertising, 78
Turnaround time, 122
turnover, 92
Typed correspondence, 25, 43, 75
Upgrades, 72
uptime/quarter, 152
Up-to-date

Calendar, 73
Schedules, 73
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Usability, 27
Usefulness, 133
User’s problems;, 145
Using existing tracking reports, 55
Validity, 133
Value, 81
value-added, 130
variable pay, 157
Vendor budgets, 79
Vendor costs, 78
Verification of totals and inbound transmissions, 112
Warehouse needs, 83
warranty, 91
Waste management, 131
Web site, 89

Weights
Definition of, 24
Examples of, 25
How to assign, 24

Well characterized processes, 120
Well-characterized processes, 21, 25
Well-written materials, 120
Well-written materials, 90
Work assignments, 86
work flow, 94
Work schedule, 95
Writing reports, 117
Year 2000, 146
Yearly budget, 72




