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CTQs (Critical to Quality)

* You use them to translate broad customer needs into specific, actionahle,
measurable performance requirements.

* Example, an instruction such as "improve customer service" is too broad to
do much with.

* However, by using a CTQ Tree, you can drill-down from this broad goal to
identify specific, measurable requirements that you can use to improve
performance.
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Translating the VOC - not always the same exercise

Accounts Payable

Payroll Advanced Analytics
Facility Services Intelligent Autpmation
Affiliate Accounting VS M&A. Integration
Meetings Continuous Improvement
Travel
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Translating the VOC into CTQs (Critical to Quality)

voc Criteria CTQ

CTQ
CTQ

& Requirement CTQ
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Example: CTQ tree for a financial report

[reqienen: [ cicio [ cro.

Color coding scorecards

Tabs available

User
Experience Organized by business unit
Mo errors in calculations
Customer: Accurate No spelling mistakes
‘I want a perfect
repO't” Meeds to have all relevant measures
Faor the right Business Unit
Timely

On time (e.g. 1% of every month)
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