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Demand Analysis 
 Describe customers & their needs 

 Define types of work 

 Arrival Rate (seasonal fluctuations?) 

 Expectations for delivery 

 Describe Sources of Internal 
Dissatisfaction 

 Variability that randomizes the process 

 Describe Sources of Customer 
Dissatisfaction 

 (or points of customer conflict) 



Customers will prefer 

predictability on  

a 15 day promise  

over unpredictability on  

a 10 day promise 
 



Management 
wants 
Predictability 
 





 
 
 
 
 
 
 
 
 
 
 
 
 
 



You can’t have  

a logical discussion  

with an  

emotionally  

Charged person 
 



Being more predictable begins 

with studying the events in 
your realm that are 

unpredictable. 

Study  the variability! 
 



Statistical Process Control chart 

 



    Books on Statistical Process Control 
 Edwards Deming and Walter Shewhart 
 



Statistical Process Control  
chart  
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Plotting events to see which fall outside of acceptable levels 
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acceptable levels demarcated with control limits  
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Center line 

Special/assignable cause variation 
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Special/assignable cause variation is typically 
external to your process.                         “point at” 



Like an Amazon EC2 outage that brings down your 
website. 



Like an Amazon EC2 outage that brings down your 
website. 

Special cause variations  
should be  addressed with  
risk management: 
• mitigation 
• reduction 
• contingency planning  
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Center line 

Variation among the points within the limits  
Chance or common cause variation    
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Chance or common cause variation tends to be internal to the team 
   and under the control of managers. 
 Like policies, governance, training, skill level, recruiting, design   
 
 



Control charts show where 

the process is unpredictable. 

Driving out 
variability in your system 

results in greater 

predictability! 
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