Chapter 7

Why is Lucy being totally open about the information she is sending to Cyrus?  What would be the consequences if she had some criticisms to make in it?  Why might she still see this as an advantage?

To what extent has Lucy been over structured in developing a four-page session plan for the QFD meeting?  How much effort should it take to design a meeting that is efficient and effective?

How efficient and effective are our meetings?  What proportion of our management business takes place through meetings?

To what extent is it conceivable that with excellent design, preparation and participation our meetings could be made more efficient or more effective?  How much would this be worth?

Do we have any experience of meeting approaches or techniques (maybe in special events or workshops) that achieved their objectives quickly and effectively?  Why did they work?  

Why don’t we think more creatively and objectively about the design of our own meetings?  To what extent is preparation time an issue?  To what extent is wasted time in meetings an issue?

Chapter 8

What does Lucy present as the main arguments for thinking about the organisation in process rather than departmental terms?  How do we feel about these?

To what extent is our own organisation structured around processes?  What would be the opportunities and the risks of periodically rethinking our core processes and restructuring around them?  

Why might Richard be so concerned about a confusion of accountabilities?  How do we feel about Lucy’s observation that it will make accountabilities clearer?

To what extent are accountabilities blurred by the boundaries in our own organisation?  How do we deal with this in practice?

Why does Richard so easily see the risks in redesigning the processes?  To what extent do we let our fear of things going wrong deter us from a course of action rather than encourage us to put in more checks and balances?  How does Lucy handle Richard’s concerns?

How do we feel about Lucy’s observation about cost and value?  Why might this means of judging value have some validity?  To what extent might it make us a hostage to perpetual external support?

Why does Richard feel vulnerable to Daniel’s actions?  What would our strategy be for dealing with this sort of situation?

Chapter 9

What did Cylek’s management team gain from the discussions on the grid of their QFD?  Why might they have remained oblivious to these things for so long?  

Is it common for a company not to recognise all the different and creative ways in which its operations can contribute to its objectives?  What are the consequences?  Are there opportunities here for us?

Why did the discussion at Cylek become so entrenched on particular cells?  Are there similar issues that we have between ourselves?  How important is it that we work to resolve these things?

Why might the ‘old surface need to be physically broken before the organisation would reveal new secrets and opportunities’?  Why is this hard work and potentially painful?  What aspects of our business might represent our ‘old surface’?  

How valuable were the ‘disciplines’, which Lucy introduced to the meeting, in ensuring that progress remained efficient and productive?  How do we feel about using them in our own meetings?

Why would such methods normally be sneered at?  Is our proclaimed ‘maturity’ over such methods really manifest in how we behave at meetings?

To what extent do we share Richard’s optimism in the impact it is having on his people?  Can we imagine such discussions having the same effect on us?  Why?  How important is it to capture such discussions and conclusions for future reference?

Chapter 10

Why does Lucy try to get the process team to think radically about their contribution to Cylek and its objectives?  What might the implications be, if our teams thought radically about what they could contribute to meeting our objectives?

What are the advantages of getting the process team to think what would win the ‘contract’, rather than have Cylek’s management team work out performance objectives for the process? 

How might a team that had proposed a ‘contract’, and had it accepted, behave or think differently from a typical internal department?  How could this be reinforced?  How might it change things here?

Why does Tom have problems thinking beyond specifics?  How might the Cylek culture encourage or reward people thinking about events rather than performance?  Does our culture do this? 

How much value did Andrea get out of the interviews with her customers?  Does it appear that way from the outset?  Why do we get the impression that the process team thinks it can fulfil its role without meeting its customer’s requirements?

How do we feel about Deborah’s approach to time allocation?  What are the practical implications of loading all resources to 100%?  Why is there so much pressure to do what is bad for us?

What are the advantages to the process of developing a process map?  Does the difficulty of producing such a map bear any relationship to its value?  Could we benefit from more process mapping?

Why does Deborah concede taking on the paperwork objective?  Does her reason make sense?  To what extent are we tempted to select measures that look good rather than drive change?

describe success in this?







