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A3

Refers to the size of a piece of paper that
provides enough space to explain a relatively
complicated story but encourages
conciseness in the communication of a
message.

A3

LLBREHERNBEHAT DIT+HRLBKRE
SOMOY A XTY, L. EEFEIIH
BIERT D EEHRLETS,

A3 Proposal
Is used for creating a recommendation for
action.

N RREE
THZREITHIDIEALET,

A3 Status Report

The A3 status report is aimed at informing all
stakeholders of the progress of the execution
of a longer-running project or action.

M RAF—E2 A LKR—Fk
NRAT—2ZRALKR—+FOBMIZ. REMG S
Oz FERIFTHOEMRRERAT—Y
RILE—2BIZHLERHZETY,

Affinity Mapping

Bundling solutions that are linked, similar or
overlapping in order to reduce the number of
solutions.

REE

YD) a—2a DEEFLT=HIZ, B
BE, BUFELEIEET SV a—arvsE
FLEHBIETT,

Agile

A set of principles, originating from the
development of software, that can and is
applied to a variety of areas (e.g. Agile Project
Management).

ToxAIL

VI Oz T7HREMNEEN-—EDERAD
Z&ETY, MRS HICERATETHY . F
f=. BEHSNATWET, Bl : 7orvq)L70
oy MEE)

Andon

Refers to a system to notify management,
maintenance, and other workers of a quality or
process problem.

T6T. FYFY
hIFERD—FETT, PV RUVRATLE
IE7oRra—FKIE, FI2LNBHOERE
AXD—D& L THh#HIZHkEBRIT TR L=,
mEEEO 8@t FECBITHFLHE
F2D—DOTHY. BETIE)—EEAKD
—BLE-o>TWET, FTREZHRRELI-BEICE
£ENBLDERTEE (SM4V) 2EFLE
L. T<ITHR—FEFERDLSITHE-TL
ij_o

Analysis

An A3 skill where the aim is to separate
something into its constituent parts or
elements. It is vital when writing an A3 report
to understand the parts of the problem so that
only the right information is given. If we are
able to discern the parts of a problem, we can
also determine which of these parts are
relevant to the reader.

What was done to identify the root cause of
the problem. (vb. Analyze).

ST
ARZEBHRAOSPCERIZHDETSHANB RAFXILT
T A3 LiR— bEERT A%, BEDERE
FREEMFELTELWVEROAZFRRT 5126
[CRAIRGEMTT ., HOEEDERERZE
BATHZENTENIE, LR— FOFEAF
[CBEENHIDIEIEDERTHL LMD MY
F9., TOREDORRZHANT 5-ODEXE
TY, (B85 : 99 5)

Analyze (Phase)
Third phase of the DMAIC cycle in which the
analysis of the problem is done.

o (BREE)
DMAICH A V)LD 3 BB DERMETY . MEDS
mZEITVEY,

Annotated Observation

Watching what happens and noting the
number of times something happens, the
amount of time spent on a task, the number of
errors made in finished products and other
such observable occurrences.

FROZ=EHA

AN EZMNZEAL., TOBEZRMAELE/-H
. FRIITHM - -F5fE. REBERKICESE
IS —DHGEEDBEEELREIZDONT
kI H_ETT,
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Baseline

Baselines and benchmarks are necessary to
understand the relative value of the
performance. A baseline is the measurement
of a situation in order to understand whether a
change occurs based on an intervention after
the baseline has been set. This is particularly
useful in kaizen because we are very interested
in the effect of changes that have been
implemented in the IT organization. It is vital
that during the Measure phase a baseline is
set that can be used to measure progress.

R—=R53M4 Y
R=RAFGAVERVFI—TIF. TD/INT+
— IV ADEMEZERT H=DICHE
TF, R—RSA 2 EIFE. RRDBIETH
Y, R=XSA VEEFRDNAICE>TELL
NEEE=-NESHEMBI=OIZTWNET, IT
HBATERSIN-ZEEOMRIEIEVEALE
B-hbdl b, h4EVIZBELNTR—X
SAVIIEFICERTY, #BHREICFER IR
— X540 % THIE] BETHRELTHCZ
EDVBERAARTY,

Benchmark

A benchmark is a standard or set of standards
used in evaluating the performance or level of
quality of an organization. Benchmarking may
be used during a kaizen to understand how
well others perform a particular activity. This
may help to identify what improvements are
possible.

ROFI—H
RUFI—0 ELIE, BEONTH+—T U RF
IEERELARNIILEFHET 5DICFEHLNL 1D
FRIIEBDORETT, HAFEDEE Z1th
DANE=ENREDEETELIIEZARLZDAE
VEBITRUFI—VFTIELAHYFE
T, EDELSBRENTTRENZTHAT HDIC
RICIIOAEEMAHY FT,

Capacity
The maximum amount of output that the
process can deliver over a period of time.

v T«
ZTOTOEANHE—EDOEHNICEHRTSE
79Ty FOBRKETT,

Cause and Effect Diagram
See Fishbone diagram.

FHEERE
TBOERI 28RL TS,

Cause and Effect Matrix

A cause-and-effect matrix helps determining
which factors affect the outcomes of the
process being investigated.

CE< FUYI R
HAEPOTOLROFBRICHET HDEFED
ERTHINEHANT DDICRIBET,

Change Over Time

Time needed to change from processing one
unit of work to processing a different one.
Within IT, this is the time lost due to context-
switching.

BYER Y # Z Bl
HALAEMMNORDERICYYBZBRIC, &
ERBORBICHMNSEFROZETY,

Check sheet

The check sheet is a simple and highly
effective tool for collecting quality-related data
in a structured way. It is a way to assess a
process and can function as input for other
analyses when there is limited or no numerical
data to be analyzed.

Fzvoi—F
ARWICREBRET—2ZINETH. BT
BROEWNY—ILTYT, TOEREHET S
FHETHY. ST HIHET—2H7%0. F
FIEDHEWNGEICIZOS DA Ty &
LTHEATTEETY .

Common cause variation

Sources of variation in a process that are
inherent to the process, also referred to as
noise.

FERRAICLHEE
TOCREBEDOEE (NFUF), /4XED
FEEN S,

Continuous Improvement

Ongoing process in an organization with the
objective to find, resolve and share solutions to
problems. The objective is to achieve
perfection, in other words to improve value
streams, product and customer value. A
philosophy of frequently reviewing processes,
identifying opportunities for improvement, and
implementing changes to get closer to
perfection.

s

FEORR EMRELV. MREO{EFZHE
B& Lz, gNo#RM IO TY, £
DEMILTEE., T2THY. |-ETHENY
1—R MJ)—L (EEDQFEN). Bk, BFH
WEZNEhDEALTY, TOEXEHEIC
REL. XEOHIZRE L. &, %£Ic
HOFHHITERERETHENIERS
—Gj_o
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Control Chart HHEE

The control chart is essentially a time-series EERIEERMICHERITY, BFRIIFv—
chart. A time-series chart is one in which data | kIZHEE#AKRIIT, T—2[EF¥y— rLIZ
is plotted on a chart where the horizontal axis | RSN FET, HMEAICIEEFREICK > TEILT S
is a time sequence. The vertical axis can be AR D HAMIEF-TRDETHETRT &
numbers or another variable whose value can | A TZ & ¥, BERIIZILZERET DR

be different over time. IbEY,

A control chart helps to understand variation.

Control (Phase) ayra—)L (ExE)

The fifth and final phase of the DMAIC cycle. DMAICHA VLD 5 BEDHEKREETYT, D

This phase ensures that improvements are BREICE>THENE SN, EXFEIZE

implemented and anchored into the way of ELECELERICHEYET,

working.

Control Plan ay hOo—LEE

A plan aimed at maintaining the changes that | 3> FO—/LEEIDBMIL. REEZMET S

were made in order to sustain the FOIT o -EEZHIFTHETT, 2D

improvements. This plan consists of four basic | &tE(&. XZ{t (Documentation). E=%1)

parts: Documentation, Monitoring, Response, >4 (Monitoring). xti& (Response). #H&E

Training. (Training) &ULV5 4 DDEKREHH SHER
SNFEY,

Control Variable ay ka—LEH

This kind of variable is particularly useful in ¥ICEBRTHERATY, Oy FO—ILERIIZE

experiments. This variable is kept constant ATITHOERELEET 5 & THOEHD

while others are changed so that they can be REETIENTEET,
investigated.
Customer HER

The person or group of people who use your BEmOY—EXZBAL. FAL. HH0E
product or service OR the person nextin linein | Z I HilifEZRET APERTY, F=l&
the value stream. N)1—RFJ—LDIEBETREHEDADZ
ETY, TREBGD] ADTEE, /N1 21—
A MY—=LRAN=rF—] F(E TRER] O
BEHREESRZEAHYFET,

Customer Value HE R E

A person who buys, uses, or derives value from | HEHEAEL 2 & & B fitg & BEL) b5 I1212
a product/service. Only the ultimate customer | #t S HHEEPLREND Z LT, HWREOY—
defines value. The person ‘next in line’ is EXN, BEDOFIAHE. FIZANDT S,
referred to as a ‘partner in the value streamy’, or | #$EEM & LV S R THEBEHRO = —XEm-TE
an ‘internal’ customer. A capability providedto | ELVAEWMIE. BERMEN S ELS S
a customer at the right time at an appropriate | £I12EYEY, LE=MN>T, EDMHEEED
price, as defined by the customer. Themorea | &G ThHNIE., FhiITk > THEHKILIBENZ
product or service meets a customer'sneeds | ERTE. HHWIERT HEENEFITAN
in terms of affordability, availability and utility, | >3 Z &IZREY ET,

the greater value it has. Thus, a product with
true value will enable, or provide the capability
for, the customer to accomplish his objective.

Cynefin (Model) JIFREY
A model, in which categorized decision-making | ERREZHTIVIZHTEHETILTT ., B
is placed into one of five types: simple, T3, BftAKiR (simple). AAA STz

complicated, complex, chaotic and disorder. KT (complicated), A KR
(complex). h#ARXHIEIKIR (chaotic). #E
FkF (disorder) M 5% T,
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Daily Kaizen

Act of responding to everyday occurrences
such as incidents, mistakes and other quality
issues and addressing quality issues at the
source rather than being satisfied with quick
fixes.

#HOHAEY

AT MORK, O RERED K 5%
BREETHERICHBT S E, T b
SAETHREE T ICREMBEORAREIC
ngs L,

Define (Phase)

The first phase of the DMAIC cycle, in which
the problem to be solved is defined and
agreed.

TR ()
DVAIC H A VL DRADEFETT , BRI NE
MEICOWTEEL. BELFET,

Dependent Variable
This is the output; in effect, this is the problem
that is captured as part of the Define phase.

HREH
TOLTy bTHY., REMICEERRMET
BTonsMETY,

DevOps

DevOps is a solution that derives its
effectiveness from the integration of a number
of critical areas: process, organization,
performance, behavior & attitude and
automation.

DevOps (FTATR)

JOotvXR, . NTOFr—< R, RHEWN
CREE., BERMEEVWSZHOEELLFHZH
BT HEICK>THREZHRETHY!) 21—
3V TY,

DMAIC

Acronym for the five steps in problem solving
with Kaizen, i.e.: Define, Measure, Analyze,
Improve and Control.

DMAIC

WA EVIZEITSHREERERD 5 EBE. DF
Y. Define (). Measure GHIZE).
Analyze (59#f). Improve (ZkE). Control
(arhkBA—)L) QEXFER->ZHDT
TO

DMEDI

Acronym for the five steps in problem solving
with Kaikaku, i.e.: Define, Measure, Explore,
Develop and Implement.

DMEDI

MERE] ITHITHEERERD 5 ERE. OF
Y. Define (). Measure GHIZE).
Explore (FAZ). Develop (FE). Implement
(EfE) DEXFERo-1DTY,

Fishbone diagram

The fishbone diagram identifies many possible
causes for an effect or problem. It can be used
to structure a brainstorming session.

ANEH

ANBEIZLE->T. HHMBIZELNTOER
5352 DREEEEHETESNT, TLA Y
A= 70MHsELTEZETS, A
FANXNTSLELTEHMONTWVET,

Five “Whys"

A root-cause analysis tool used to identify the
true root cause of a problem. The question
“why” is asked a sufficient number of times to
find the fundamental reason for the problem.
Once that cause is identified, an appropriate
countermeasure can be designed and
implemented in order to eliminate re-
occurrence.

BEGE5ME

BEOEORARRDEFEICFEHLNSERS
WY—ILDO—DTY, MEDREZLTRE
MNEONBET, IGHE] EVSBNERYE
LET, ODEUVRRMAHESANIE, BH
BHLED 1= DE L) 72 %t R D EHE & EFEA AT 5E
LY ET,

Flow

The smooth, uninterrupted movement of a
product or service through a series of process
steps. In true flow, the work product
(information, paperwork, material, etc.)
passing through the series of steps never
stops.

Fh - oOo—

HROH—ERD, —EOTOELADRTY
TEZBLTODRL—AMNDBRTUNLGENEZD
ZETY, EO7O0—IZBLTIX. #FhEFh
DEERRE (B, EH. EMHEE) H—&E
DRATY TERBEHLES TN TONEET,
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Flowchart

A flowchart is one of the simpler of the seven
quality tools. The flowchart is the visual
representation of series of steps in a process
and helps to break down a complicated
process into a simple series of steps. This
simplification ensures that the process
becomes understandable to anyone.

Z2A8—Fv—F

T DO0O&BEY—ILDS55, BEGEY—ILD1D
TY, HBHTOERODOEHRITITIEELR
HHICRLEEONDO—Fv—FTHY.

BHLITOCREFEMLIREIZHET LD
‘BIABET, COLSICEHMIET S LICEK
STHTELEZEDOTOEREZEBBETESLSIC
BYFES,

Failure Mode and Effect Analysis (FMEA)
Failure modes and effects analysis (FMEA) is
an analysis for identifying all possible failures
in a design, process, product, or service. The
Failure modes are the ways in which
something might fail. Failures are any errors or
defects and can be potential or actual. The
effects analysis is about understanding the
consequences of those failures.

The aim of the FMEA is to take actions to
remove the sources of failure, i.e. the root
causes, starting with those with the greatest
impact. FMEA can be used throughout the
lifecycle of an IT service, from design to
operation and retirement of the service.

WET— FREEMENT (FMEA)

HWIEE— R & 22224 (FMEA) &1k, 5REt. 7
OtX, #8RFFELEFH—ERIZEWTEIY
25HbPEFEEEHANT H-HDORITT
T, WEE— FIXEINIHKIET 2 ETEEEN B
DHENDZETY, KBElE. HHWPWEHIS
—FEFRRZEREL. £, BENLGIDD
ERICEZL-EDTEHYEFEFT, KKRE—
k& S2EMEN (FMEA) O B#MIE. £BDT
(BERER) #FZZEORETNEHEOHI SHERT
5 ETY, ZEMmIT (FMEA) (X ITH—EX
DA THA4UIL FE~ERA~Y—ERXD
BEL) Z@BLTERTHIZENTEET,

Gemba

The place where the work is done. Within a
lean context, Gemba simply refers to the
location where value is created.

5B

EENTHONBERTT, Y—2ARKXODaY
FTERXRZBNT, BFEFINY, BEHN
BIHENBBFROZ ETY,

Histogram

A histogram is "a representation of a frequency
distribution by means of rectangles whose
widths represent class intervals and whose
areas are proportional to the corresponding
frequencies." In short, this means that we
create a graph in which groups of numbers are
plotted based on how often they appear.

The power of histograms is that they allow us
to analyze extremely large datasets by
reducing them to a single graph that can show
one or more peaks in data. The histogram also
visualizes the significance of the peaks.

EXNTSA

EXRTSLEE. THEEOIEZEZEL. @
BHAZTORMICET DAIEEOERICLET
BRAMERAVEERBSHDI S IREK] T
T, DFY., HEBECEDVTHIENT L
FUERTT BT TEERTHENS T &
TY, BEICKENT—42Ey bE1DF:
FEHROE—V = RTHEMET S T7IZLTH
MTED&LIITTE2DONAER TS LOEF
BATY, £, E—/VDFAEHLABELLS
*Lia_o

£% ; BARIERK JIS Z 8101-1
2.7XY5H
SHERFEOERITDT S5 TRED—D,
AEEDCHEET SEHEZ L DHADRXMEIZH
IT=15E, EXEZEDEL, TOXRBEIZE
THREMBEDOELRICLHT r2EmEXLDORA
BEIR-E, |

© 1999 @

Hypothesis

A hypothesis is a statement that will start with
the words “I/We think/ believe that ..". The
hypothesis is as yet not supported by any
factual basis. The hypothesis is based on
people’s beliefs as a result of their
observations. These are by definition selective
and biased, and very much in need of testing
through thorough analysis of the data and
facts that can be found.

it

R & (F, TFh (Fhf=B) [F~FEEES (EC
2)] DR TRBEINDIFAXDETY, F
EEEOREMITIEFEL, ANBFTDRELD
NEBEIEZICETVTOET, BA ER
HTRYDASHY., AFTEET 2 LERE
BERICOM L TRIEZ S DRENHY F
TO
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Improve (Phase)

Fourth phase of the DMAIC cycle. The kaizen
team thinks up possible solutions to the
problem based on the analysis done.

WE (KRR

DVAICHA VLD 4 BEDERETY ., h1€Y
F—LIFEEL-ATIE DT, ZORE
(S HFRERY ) 12— a v ERELE

TO

Improvement Board

Board that presents current problems and the
follow-up to resolving or addressing that
problem (also Kaizen Board); an element of
Visual Management.

HER—F

WRIKOHEE . FERRRORICED 7+ O0—
Ty TERTIBRIRT, [ETR2EE] OE
%0)_0—6\?—0

Incident

An unplanned interruption to an IT service or
reduction in the quality of an IT service. Failure
of a configuration item that has not yet
affected service is also an incident.

AT
FEHENTWEWITH—EROGEFELIFIT
H—EXDREET., FEHY—ERIZEEL
TWEWMER 7 A TLOEEZELA VT k
T,

Independent Variable

The independent variable can be seen as
something that may or may not contribute to
the problem. The aim is obviously to find the
independent variables that have the greatest
effect on the problem.

B ER
BECREL5A5L0L5ALLL0LH
YET. E5FTHH, MRICEoL bR
SHBTIMILHER DTS LN R
<7,

Ishikawa diagram aNSFAXT S L
See Fishbone diagram. MANER] Z8BL TS,
Jidoka =] R4

Creating an environment in which disturbances
to the flow of work through the value streams
are made visible, i.e. problems are not left
covered up.

[CARADDW:- TEBEIE] T, REOH S
RO —EXADEREFHT 5=-HDEHLD
T,

s . IPSREHS
iR X UBIHE
ABDHEZEHRAHS. BEEORICITZHRER
LizY., BolbFzSE& 512 LI-#gPRED
_é&,

£4 (Total-TPS ZH#E%N

Kaikaku

Japanese for "radical change" is a business
concept concerned with making fundamental,
transformational, and radical changes to a
production system, unlike Kaizen which is
focused on incremental minor changes.

WE, HAHY

BRIZEITS THhE] X, NESBEEZHEH
ERDCEEXTRELEHAEVEEER
Y. EEVATLICRAR., B8, 2EN
BEBZMADEVNIEDRAMETY,

Kaizen

An improvement philosophy in which
continuous incremental improvement occurs
over a sustained period of time, creating more
value and less waste, resulting in increased
speed, lower costs and improved quality. When
applied to a business enterprise, it refers to
ongoing improvement involving the entire
workforce including senior leadership, middle
management and frontline workers. Kaizen is
also a philosophy that assumes that our way
of life (working, social or personal) deserves to
be constantly improved.

h14EY
MEBEORLICEAT2ZZAND LT, HHEM
ICRLZFEHAERBETSIZETEYZDM
ExEH. LAFHIFEL. ZOREEEDOR
E—FK7y7PaX hElEL. ZLTREDR
tE#FRRTZH3DTT, DETHELNEIGE
&, LHREER. PESER. RSHEES
DB EEEAALEHENDEZTHEZEK
LET, haEUIEE. BR-BbDEFERK
® (E=E. #HE£SM, 754 =) (220
THAVRE U MZEETBIZET S, £
SEZATEHYET,

Kaizen board
See Improvement board.

hAEVR—F
HER—FESRL TS,
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Kaizen charter
The document in which the problem is
described, and an indication is given of what

HhAEVEE
FREZiCi L., TORRBDERIZED LS
Jy—X (ANBE. BE. €£%) »EYLHTH

resources (people, time, money) are to NTLWANERIXETY,

allocated to the resolution of the problem.

Kaizen Event ALEVARVE

See DMAIC. [DMAIC) SR L TLLFZELY,

Kaizen lead hAEV)—5—

This person manages the kaizen process on AR —EF—LORKRELTHAELT
behalf of the sponsor and the team. Ot XZEEITHATT,

Kaizen Mindset HAEVDEZS

There must be a belief throughout the IT
organization, both among managers and
employees, that improving IT services and the
way they are delivered can and must be done
on a daily basis.

ITH—EXRBLVITH—ERDREAEIE.
BEMIZRET D ENTEETHY . £,

HELTWKBELAHDSEVWSESTE IT
LEROEER -HEOMANE-RIELY
HA,

Kaizen sponsor

This person is the owner of the problem and
has a direct interest in having the problem
solved.

hAEVRRY—
MEDA—F—ThY. BERRICEEDF
ERREFELEYT.

Kaizen team member

The people executing this role will do the
required work. They must be involved with the
problem as it occurs on the work floor.

HAEBUF—LA D IN—

CDJREFES N-BHIDBELREEZTVLE
¥, MENRSETRET HEICEAELLZ TN
FHYFEFLA,

Kakushin

This is the third form of improvement.
Kakushin focuses on innovation, reform, and
renewal. It differs from Kaikaku in that Kaikaku
deals with transformational change of existing
structures, systems, etc. Kakushin deals with
the introduction of completely new structures,
systems, etc.

EH, Aoy
HFHREDNDIBBDOWRKXTT ., EH. X
i BFICESZEETET., BEOEELY
ATLGEEZEHR LTI THE] LEFEL
Y, TEH] FTE2<HFLWVEEOORAT LG E
ZBALET,

Known Error
A Problem for which the root cause and a
workaround have been documented.

BEAMDRY [BEHD T 5—]
XELSNEREAERET—I TSIV R
E%) ﬁ:ﬁ%fj_o

Lead Time

The time between the moment the customer
submits their request to the time they receive
the requested item or service.

J— K& A L
BEHOESOH—ERDHKIN D BEHEA
DMEETICHELZEEOZ LT,

Little's Law

Little's Law = the number of units of work in
the process (WIP) / average completion rate.
Helps us understand the relationship between
lead time and work-in-progress.

UM 170 3: |

ftE (WIP) DIEB#M+-FHFTERE, J— K45
A LEttH WIP) DBEFRZEEMRET HDICKRIL
5FT,

Machine Time
The time a unit of work is worked on by a
machine. This is a type of waiting time.

IIEA A
HEWAR S EZNIE L TOAEBROZ ETY,

Measure (Phase)

Second Phase of the DMAIC cycle. In this
phase, facts and figures are collected to
understand the problem we are trying to
resolve.

A (EREE)

DMAICH A V)LD 2 BEHDER T, ZDERRE
TlE, fERLES>ELTWARIEX RS 5
FOICEEEHEFIELET,
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MECE

Acronym for Mutually Exclusive, Collectively
Exhaustive. Mutually Exclusive means that all
items in a particular category only belong to
that category, and no other. Collectively
Exhaustive means that all possibilities have
been covered.

MECE (EL LK #TVYEK)

Mutually Exclusive (FBE$Efthad).
Collectively Exhaustive (£&#37EMI) DEE
XFEZERo=40OT, TELALL, #TYE
LN EVWSEBKRTY,

TFTYMNEN L, HEABEEDATIY
NIERIFITART, FOATFIVEFIZELT
BY., FhsOATIVIZIEELTLVGEND
EWSIKRETT, TELALELY EFFTRTO
ATREMEN R SN TWNVAIKEETTY,

Muda
Japanese word for waste. See Non-value-
added and Waste.

L&
MRERIBALETY,

% . TIPSREHED
HiR) X YBIH.

EE (f%) RESCHNBEEZEAHSTR
i (aARbF) FlHZEDEE

£4 (Total-TPS ZH#E%N

Multi-Voting

Multi-voting focuses on prioritizing the
solutions by allowing each team member
allocating votes to a set of solutions.

|/mHEeE
BF—LAN—DEHDOY) 21— 3 Iz
BELTY Y a—2 3 VOEBEIBRAFITIZHE
HLFET,

Mura
Japanese word meaning unevenness;
irregularity; lack of uniformity; variation.

LZ
BERIBARETYT,

% . TIPSREWHE
Hw) L YBIA.
HEEN—TFTHEL., —BHICEREST S
Z &,

FEDHELENYATRILNTHD &,
ADETEHIEEICHT ZEHRDNTYE
LS5,

£4 (Total-TPS Z#E%N

Muri

Japanese word meaning overburdened,
unreasonableness; excessiveness. Often
related to policy-based waste.

LY
RIEZRIBLETY,

2% ; IPSHREMRESDEEE (Total-TPS EHEAN
Hw) L YBIA.
HIEOADETIHOEIBEDAENEHMNS
=

e - RECELTITBECARENTSC
&

Pareto chart or diagram

Bar chart showing the causes of problem or
condition order from large to small
contribution. Effective tool to show what the
big contributors to the problem are.

NL—+E

MEORREPCEHEDOFIE. TOFSEICG
CTRIBIZZTRy FLIz#HJS57TY, HE
ADBEERENFNVEONENIERTDIZCE
;jjfd:‘y_)[/fj—o

PDCA Cycle

Plan, Do, Check, Act is a well-known
continuous improvement method often
referred to as the Deming Circle. The PDCA
cycle is applicable in any situation and forms
the basis for all improvement within Lean.

PDCA 51 2L

&tE (Plan), 21T (Do), m1#& (Check). =)
E (Act) [FGMIEFELLTECHALN
TEY., TIVITH—ILEIRENRFET,
EAGRRICHLERTHZENTE, &=,
)—=UICBTE2ITRTOREDER L L ST
L\ij_o
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Performance Dialogue

Their aim is to ensure a structured and
objective discussion of performance. These
discussions consist of three elements.

NRIA—I VR - L0y
BEDHRE. HR— bORME., ERERICE
T574—KNNyoEWNS3DNDEBHEEL
B3, 28 TIISHRENZETY, &K
IF—OF EHBTNITF—I R - FAY
NJ#RBELET ., BEEER— FOBERKR
—FIZEDWTERESINDITEEHLELIN
ICERELFET,

Poka Yoke

Literally, to prevent an unintentional error, this
is a concept aimed at ensuring that activities
can only be done in one way, the right way;
fool-proofing an activity.

RAIAHY

XFEEY., FEEICEDIREHCIEDHDE
DT, EINHE—TFELWAETEFTEINSZ
LEEMELEBIETHY .. BEDEEIZD
WT. ENZEHENPCOTH I RORMMNEL
£II12F5H2ETY,

Problem

An undesired situation that stands in the way
of providing the necessary customer value; an
opportunity to improve. Also, the root cause of
incidents (ITIL Definition of Problem, denoted
with a capital P).

e

DEGEERMEZIRMT 2DIEELLS
ZFLLGWKRETHY . HEDHETY,

T, A VVT U RPOREKREERTY . (KXF
PTx&EEMN S Problem @ ITIL )

Problem Board
See Improvement board.

MER—F
MgER—F] ZBRELTIESL,

Problem Management

A Core ITIL Operational process with an aim is
to prevent problems and incidents, eliminate
repeating incidents and minimize the impact of
incidents that cannot be prevented.

FEEE

MEEA T DML, BRERT DAY
T rDOHR, BHIETERNWNSVOTU D
FEODR/MEEBEMETEZEELITILERY
A+ X TY,

Problem Statement

A statement that helps the team investigating
the problem to focus its attention. The problem
statement may be in the form of a question or
in the form of a statement. The former is
preferable because it is then clear when you
have found the answer to the question.

FEDAT—FAV b+
MEERAETH5F—LINEEAERDIDICEI
DX TY, BIREDAT— A2 MIER
EXTHtREdBEXTHLELINTI A, EE~AD
BZENEDOMINIEERLBAMHEICE ST, B
RO ANLEELINTT,

Process Cycle Efficiency (PCE)

Process Cycle Efficiency refers to the degree
of efficiency of a process (or set of processes)
whether it relates to the level of success of
processing within an organization, the cost-
effectiveness of a market, or the erosion of
income by expense.

TOoeRYA I ILDOFHE

0t RAeREeEE. TOEAD—F
A A LIZEHDBMNEERRE (BEHOESL
IR CT-ReRE. ik, BEEICEE T 51E%)

NE|EZE/IN\— > FTRTIEETY, ;TERX
X, FOoeRXYA 2 )LD3E (PCE) = i
MEER ~ JOERY—KE2A/4 L EHYE
¥, PCE (&, HEMEEZRRICEHRT S T0¢
ANENETHEMTHAINERLET,

Pyramid Principle

Developed by Barbara Minto's. The Pyramid
Principle is a method that is fully compatible
with A3 thinking. In fact, it helps to structure
the information and insights gained during the
kaizen event.

The problem is framed using the following
framework Situation- Complication-Key
Question-Answer.

ES v FIRAI

N—N\T - SUREBELES Iy KRR
ElE. BEZBEICEZICESET 52AHETY,
EE, hAEU AR FTHEERE AR
HAITHDIZHERTY ., BEI. MR

MEHMe) TEEEM A& LWS5T7L0—
L= EF>TEREINET,

Queue Time
The time a unit of work is in a queue. This is a
type of waiting time.

Ao
{EREAIATIII 3 BER. BRI 178
<7,
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Repeater

These units of work occur regularly; indicative
frequency is weekly. As an example, within IT,
we find high impact incidents, small to
medium sized non-standard changes and the
smaller advisory services.

IJ E_Q_

TFHARY., BIZISBEECOEETRYIRLHEE
THREEBEMTT, ITOFITIE, 4 2/89 k
DRENAOT U RO, I SHIEEDIE
THUWER, HAT—EXRDRELHY F
To

Root cause
The underlying or original cause of an incident
or problem.

BFERE, R
HdM VT MEEIIHEDREIZH D,
FEEXTOEFEATY,

Root cause analysis
Studying the fundamental causes of a
problem, as opposed to analyzing symptoms.

BERESH. HERSH
FERD 4T & (T REIC, BEDRARE.
ERZHANSDETY,

Runner

Units of work that occur on a daily basis and
tend to require up to one hour of work for them
to be completed. Within IT, we can say that
incidents, service requests, standard changes
and operational activities fall in this category.

SoFr—

BEMICREL, TTTHDITHK 1 BHEOD
ERFRADE LB HIERN HHEREL T
¥, ITTE, A0 TY b, ¥—EREKR,
SEMEE, XHEFPBOFLESCNIEZEL
FY9.

SCAMPER

A third idea generation technique uses action
verbs as triggers to generate ideas. SCAMPER
is an acronym with each letter standing for an
action verb which in turn stands for a prompt
for creative ideas. S — Substitute, C — Combine,
A - Adapt, M - Modify, P — Put to another use,
E - Eliminate, R — Reverse.

SCAMPER ;%

EIMRDREBET, FTAT«4T7&HTE-
W& LTEMEZEFELET, Substitute (4%
9 5%). Combine ($iAEhHt%). Adapt
GEGEE5). Modify (UBIE9 5). Put to
another use (ftt@F&E). Eliminate (HHB
I3, BETB). Reverse (HIZF3) &Ly
SEZZIBEERICITO CETHAMNGREZR
LET. CO7O20HEDEXFELDLHE
SCAMPER, M IFZEEET IBktaEIS] EWLVHE
KRDEIFFITY

Scatter diagram

A graph that aims to demonstrate the
relationship between two sets of data. We try
to understand whether there is a correlation
between two sets of data and whether this
correlation is positive or negative.

L &=l
2RBEDT—2OMWEERTIIITY., T
—4ty FEICHBEAHEIME S, Ff=,
ZOHEENELBINE S HEHITHELDT
TO

Shewhart Cycle
Often referred to as the Deming Circle (Plan-
Do-Check-Act (PDCA) sequence.

a—nN—r-HYAL4 o)
TIVT =D )ILPPDCA YA 7L E HFEE
nEd,

SIPOC

Supplier, Input, Process, Output, Customer.
Diagram used to establish the Kaizen project
team, create the project charter and planning,
get stakeholders’ support, and start the
project.

SIPOC

Y754 (Supplier). 17y k
(Input). 7A€ R (Process). 7 kT
k (Output). BEZE (Customer) MEEXF%Z &
23D TI, h4 €Ty bF—L
DRI, TOD Y FEHEZECFTEDERR.
MEBBREILOIZEFERY M+, TR Y
~ BB DREIZ SIPOC £ {#FEIVET,

SMART
Specific, Measurable, Achievable, Realistic,
Time-bound.

SMART

B{K#) (Specific). BIETIRE
(Measurable). ZERKAIEE (Achievable). IR
E# (Realistic). HiERAH S (Time-
bound) MEXFZEHW 2=t DTY,

Solution Matrix
Matrix in which solutions can be plotted
according to two axes: feasibility and impact.

Y )a—=3arvrbrIivsR
REAEEEEFEIR ME#HIZLTY Y 12—

YavERTIBYMIVIRTY,
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Special Cause Variation

Source of variation that can be assigned to a
specific cause which can usually be
discovered. Special causes generate patterns

BHERICKESED

BEERATRCHEERICEIDIEE (NFVY
). HHRERLHDET—RIT/INE—UNHE
L. TOTOERADMBEEBRAEIZDOL

in the data and provide signals about the THBIEMTEET,
problems in the process and how they can be

resolved.

Standard Operating Procedure (SOP) BREEAESRFIF (SOP)

A SOP is a written procedure that describes
how a specific task should be carried out.

BEDIRVEEDLSIT>MZaER LT
FIEETY,

Stranger

Are units of work that have an irregular
occurrence. IT ‘strangers’ are large non-
standard changes, large requests for advice
and plans, which all tend to occur or be
updated on a monthly or quarterly basis.

AL Oy—

AEHICKET HIEEEM, IT TIE, KEE
HIEEEMTER, 7 KA ADHEOKE )
HIRMGE, BEMEIIMEEEG TR
HFREEHINDEXHEMFIELET,

Summarize BENT D

An A3 skill that is the ability to express EZAVCEELGLEDEREZERICKRET H8EH
thoughts, facts, and other information ZEKRT BN AXILTT,

concisely.

Synthesis =173

Refers to a combination of two or more
entities that together form something new;
alternately and is required to address complex
and chaotic problems (vb. Synthesize).

2DOLULEDEFZEZREICHAEHE THLL
LDEMRTHETY, EHTEREE LM
BICHET DDICHETY . (815 : T
)

System Thinking

Systems thinking has been defined as an
approach to problem solving, by viewing
"problems" as parts of an overall system,
rather than reacting to specific parts,
outcomes, or events, and thereby potentially
contributing to further development of
unintended consequences.

Is the process of understanding how those
things which may be regarded as systems
influence one another within a complete entity,
or larger system.

SRATLRB
DATLBEEIE, TRE] 2V ATLERD
—EEIER HHEREBRDFETT ., BHEDED
DOFER, /XY MIRIELTER LG
ROMKEHBCZLERITET, TOTAT
1 ERFLIFIESSIZKELGVRATLOFT,
DRATLERGEDLDAEEWNZEDL S
[CHEERIZTHEERITHTOELRTT,

Takt Time
Volume of customer demand per time period
(takt time is the inverse of this number).

29 34 L

BEREELEMME-T-HIC, FEZETLE
THRIEZESHEWWR—ZAD I ETY, FOER
BALERY R34 LTENIL, HFERRIC
WETEEEHLADOIMYET, STET SIS
X, EZ5EXFHZTOREIDOEERE
BETEYFET, AKX a—ILEVE—D
BEMMN T FHY 9004 T, FHXHEXE
FIAY 27,000 DIFZE. 29 M2 A LlX 1 &5
LY ELYET, LEA-T. BEHKSE
BEMmETICE. 1 EO@EET M TETL
BinlEgY F2A,

Tally sheet S£HI—F
See Check Sheet. (Fxyii—hkl ZZRBLTSESL,
Throughput AI—Ty k

The actual amount of output over a period of
time. This is invariably lower than the capacity
as a result of waste.

—ERERNICERICEHSNDIETY, LY
BHAOBICEERNIYHECGYFE
ER
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Value Stream Map (VSM)

A technique used to analyze the flow of
materials and information currently required to
bring a product or service to a consumer. A
visual representation of all of the process
steps (both value-added and non-value-added)
required to transform a customer requirement
into a delivered good or service. A VSM shows
the connection between information flow and
product flow, as well as the major process
blocks and barriers to flow. VSMs are used to
document current state conditions as well as
design a future state. One of the key objectives
of Value Stream Mapping is to identify non-
value adding activities for elimination. Value
Stream Maps, along with the Value Stream
Implementation Plan are strategic tools used
to help identify, prioritize, and communicate
continuous improvement activities.

NYya—Xr)—L-Tv7 (HEOFEHI
B) (VSM)
BEPH—ERXRZRERICEITS=HICHRE
WELEL, EMESLIUMEBEROFNE
DT EHFET. BEHROEREZMAEIND
RO —EXRIZERRT IDICHELR, 3R
TOTAEADATY T (TIMEESEVL
FHEELEDT) 2R/ELTEHIDTY,
N a—RbY—L -2y (VSM) 2%, 1&
MOBEBORNICIA., TOEFOEEE LT
5EETO L AOHEBEEFRATEINET, VM
(X, WEDEERS L CFRIRROEHE 2L
T, VINDEEZELZHHND—DOHM., LFLGEE
FHIBRTED LS. TNOEHETHILET
Fo VM, /N 2—R M) —LDEMETE &
LB, MEMLHEEEDETE. BIEIERL
T, EEOBITEL D, BRI Y —ILT
TO

Visual Management

Visual Management is about effective
communication and real-time updates
regarding the work.

BECR5EH
TETRAEE] TIX., EHREMLETRNDEBE
EHEFEO, N a—R MY—LICEILEE
FLEMNEERBTEDLSICT B0,
RROBERE, oV bO—ILEZANSZE
ICEBELET, KRICET 2 EAME S EED
BEZBRMELEEDTY,

Visualize

An A3 skill used to turn your story into a visual
experience using pictures and graphics to
explain what has been investigated and what is
proposed as a solution.

ok Rl

A=) —ZHRERKERITELE LAT A3 RFIL
TY, EEPEFEZFE > THRENBTPREY
U :L_:/ 3 >§Eﬁﬂﬂ L/ij_o

Voice of the Business

Concerns the ‘business’ of the IT organization
itself; not to be confused with the fact that the
customer of IT is regularly referred to as “the
business”.

ESRR (B%) DFE (VOB)
fEZET—y b7 BRE, FIEE
BE, HEMALRTRLVERLGAT IR
F—DZ—AEBREEETHHDTY,

Voice of the Customer

Gives the IT organization feedback on how the
customer, the user of the IT service, actually
experiences the IT service.

BEHDE (VOC)
BEHO_—XOF#EHEE-THRO—E
ADEIHZEEME LT, BEFOHFOESL
ERZIRET S, Y THFHTOEREZRT
RETY,

Voice of the Process
Provides information about processes not
working correctly.

7ot XDE (VOP)
TOERBIO——XPEBEREEETHHDT
ER

Voice of the Regulator
Those representing regulatory requirements

FESBIDOE (VOR)
EFEONMPRFN S D= —XOEREER
5tDTY,

VSM
See Value Stream Map.

VSM
(N)a—Rb)—L-3TvT] 2BRLT
{FEEELY,

Work in Progress

The number of uncompleted units of work that
are still in the process. This number is directly
related to the lead time (Little’s Law).

i WIP)
TOCRANTHEEEERLE (HDHVITENE
ho) HEOHTY,
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