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ABSTRACT

This paper discusses the value of using
Customer FAST Diagramming to facilitate the
Business Reengineering effort. It discusses a
method to model and improves processes of a
corporation. This method enables a corporation to
achieve a defined objective while faced with
constraints of budget, time, resources, and
technology.

INTRODUCTION

American management has shaped corporations
throughout the 19th and 20th centuries around
functional organization. This paper’s contention is to
retire the concept of functional organizations and
adopt a new set of principals to model corporate
activities. The concept used in this paper deals with
reinventing companies. The basic premise is that
American managers must throw out their old notions
how businesses should be organized and run. They
must abandon the functional organizational and
operational principles and procedures they are now
using and create entirely new ones. The new
organizations will not look much like today’s
corporations, and the ways in which they buy, make,
sell, and deliver products and services will be very
different. They will be corporations designed around
Functions to specifically operate in today 's world and

269

tomorrow ’s.

The Customer FAST Diagramming method is
used to discover the functions and features of
processes. The Process Modeling method uses these
functions and features to model the work. The work
is a series of actions that produces a result. The
result is the products and services (facilitated by the
Customer FAST) that will satisfy and excite the needs
and desires of internal and external customers. The
other added benefits of using Processing Modeling to
diagram work, is that we will have a measurement
tool to insure that the Voice Of The Customer
(Customer FAST) aligns with the Voice Of The
Process (day to day work).

THE PATH TO CHANGE

Re-engineering does not mean tinkering, it
means starting over. Or, it means asking the
question: If I was recreating this company, what
would it look like. It involves going back to the
beginning and discovering a better way of doing work
that focuses on the customer. The key question is
how does a company re-engineer its business
processes? Where does it begin? Who becomes
involved? Where do radical changes come from?

The answer lies in the definition of re-
engineering.  Re-engineering is the fundamental
rethinking and radical redesign of business processes
to achieve dramatic improvements in critical,
contemporary measures of performance, such as cost,
quality, service, and speed. In our world we call this
Value.
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CUSTOMER FAST

The purpose is not to educate the reader how to
construct a Customer FAST Diagram. The intent is
how to use the Customer FAST to document
processes.

The first step is to identify the functions of the
process. The second step is to separate the identified
functions into basic and supporting functions. The
third step involves determining the primary basic
functions of the process. If we stop here we have
provided the customer with only basic functions.
Unfortunately, these are very basic needs that the
customer expects. The fourth and final step is to
group the remaining functions into the four primary
supporting function groups. The categories assigned
to this fourth group are Insure Dependability, Insure
Convenience, Attract User, and Satisfy User. These
categories will delight the customer.

Kano Model Of Quality

The basic functions of a process are all the
customer expects. However, the excitement features
or pleasant surprises are also left unsaid by the
customer. The customer will have trouble
verbalizing what’s that were never experienced
before. These pleasant surprises are known as
excitement quality. These three types of quality
(performance, basic and excitement) are represented
on the chart that plots the type of quality on a grid
representing customer satisfaction vs. degree of
achievement.

Satisgaction

Satisfied

Unspoken

Very
Dissatisfied

Unspoken

CHART I
KANO MODEL
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It will be important to brainstorm and select one
or more of the functions that truly excite the
customer.

PROCESS MODELING AT THE PROCESS
LEVEL

The next step is to build a process that will
execute the functions and features of the process.
The prevailing practice of corporate management has
brought great waste and high cost to corporations.
Management By Objectives (MBO) and Management
By Results (MBR) have led astray the focus to the
customer. MBO and MBR practices suggest taking
immediate action with incorporating the ideas of the
Customer FAST. Of course, good results are
needed, but action initiated without the mapping of
the Customer FAST only guarantees more waste to
the customer. This is tampering -- the failure to
understand the variation between the Voice Of The
Customer and the Voice Of The Process.

It is also a mistake to think the results of a
process cannot be measured. If this belief is
practiced, the process will not be measured. The
performance of any component or activity within the
process is judged by its contribution to the goals of
the process, not for the performance of that function
identified during the Customer FAST exercise.

FUNCTION

CHART II -- PROCESS MODEL IN ITS
SIMPLEST FORM.

Optimization of a process should be developed
using the same rules to develop the Customer FAST
-- a negotiation between the customer and the
supplier. The output of this is the process model.






