Process Measurement Checklist


Stage One: Determine Measures


Start with customer expectations.


Look beyond what is being measured today, or what is easiest to measure.


Eliminate measures that are not useful.


Limit the number of measures to critical few—areas where you’re likely to take action.


Choose a “family” of measures.


Remember that what gets measured, gets done.


Consider process and outcome measures.


Consider measuring customer satisfaction, cycle time, defects or rework, cost, or productivity.


Stage Two: Create the Measurement System


Decide How You’ll Gather the Data...


•	Who will capture the data?


•	What information will be captured?


•	Where will the data be captured?


•	How will the data be captured?


•	Why are we capturing the data?


Decide How You’ll Report the Data...


•	Who will create reports?


•	What will the reports look like?


•	When will results be reported?


•	Where will reports be displayed?


•	How will results be reviewed?


•	Why are we creating these reports?


Decide How You’ll Display the Data...


•	Use a graphic format whenever possible.


Stage Three: Implement the Measurement System


Be persistent.


Be adaptable.


Anticipate and manage resistance to change...


•	Provide information and two-way communication.


•	Listen to and acknowledge concerns.


•	Provide guidance and support.


•	Reinforce measurement as a learning tool.


Stage Four: Learn and Improve


Review and learn from the results.


Take action.


Refine and improve the measurement system.
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