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1. Lunchtime Workshop to 
Generate and Categorize 

Customer-Focused Issues
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Workshop Agenda

Topic Key Talking Point Support Time
Introduction and Opening 
Remarks

Why we are here to talk 
about issues

LTC Doane 4 min

Voice of the Customer: 
Identification of “Customer” 
and Customer Needs

Who do we serve/ work 
with/ support/ supply?

Fitsum Andargue 15 min

Identifying Issues What is keeping us from 
supporting our customers?

LTC Doane and
Fitsum Andargue

15 min

Categorizing Issues How can we categorize the 
issues?

Fitsum Andargue 15 min

Ranking Issues How would you rank the 
Issues by Importance ? 
(High–Red, Medium–
Amber, Low–Green)

MANPRINT Cause 
and Effect Workshop 
Team

10 min

Wrap-Up This effort helps target 
issues to improve results

LTC Doane 1 min

FOUO
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•Human Activities
•Design GuidelinesSystems Engineers

•Help insuring a system that helps accomplish the missionSoldiers

•Human performance issuesMANPRINT Integrators

•High Workload, Human Task and how to change design
•Want a fair assessments
•Mitigations, developmental

Project Managers

•Need accurate info to make informed decisions DAE / AAE / MDA

• MANPRINT assessment
•SITREPSG-1 MANPRINT HQ

•Annual reportCongress

•Requirement
•Analysis (MPT, HFE)
•Mitigations

TRADOC / TCM

•MANPRINT Process established in requirements 
documentCombat Developers

•EvaluationsAEC

•MANPRINT language in system documentsHQDA SACO

•Info for evaluationsAnalysts

MANPRINT Customers Customer Needs

Voice of the Customer
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Identifying Issues

• Identifying customers 
and needs allowed 
the group to 
brainstorm key issues

• Quality of information (solve 
problem, quality of 
assessments

• “Quick Fixes”
• MANPRINT Assessment
• Lack of program information
• Lack of education on 

programs
• Timely information
• Convey data
• Requirement documents
• Training

Brainstormed list of issues

FOUO
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Categorizing Issues

• Categorizing created 
manageable 
“buckets” of issues 

Process

Results

FOUO
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Ranking Issues

• Identifying customers and 
needs allowed the group to 
rank issues using a dot 
voting method

FOUO
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Categorized Issues

FOUO
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Next Steps

• Short Term:

 Conduct survey

o Rank based on Importance (H-M-L)

o Rank based on Cost to Fix (H-M-L)

o Rank based on Urgency (H-M-L)

 Benefit and Effort Matrix

• Long Term:

 Update Qualitative Value Model

o Metrics

o Evaluation Measures

 Add Projects to the Hopper

o RIE

o Belt Certification
FOUO



10

2. Survey to Rank the Issues on 
Three Dimensions 

(Independent Voting)
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• Started with a list of 21 issues sorted into six  categories 
by 12 selected MANPRINT Practitioners at the 17 Mar 
MANPRINT Conference

• Used Survey to collect input on two questions:

 Independent forced distribution ranking of the issues 
into High, Medium, and Low bins across three 
dimensions: Importance, Cost, and Urgency

 Free text comments about the workshop

FOUO

Survey Concept
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Summary looking at the issue category average scores: 
Most Important to fix is Awareness; Least is MANPRINT Resource
Least Costly to fix is Policy / Process; Most is MANPRINT Resource
Most Urgent to fix is Communication / Clout; Least is MANPRINT Resource

FOUO



19

• Identify issues with the Highest Benefit (Importance)

• Then look for those with the Least Effort (Cost)

• Tie-breaker: 

 Highest Urgency

• Avoid Quadrant III

 High effort, Low benefit

• Better than Quads:

 Indifference Curves

o Benefit & Effort are balanced 

III
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B
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FOUO

Prioritization strategy: B&E Matrix
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Low Importance, 
High Cost, 
Low Urgency

High Importance, 
Low Cost, 
High Urgency
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Low Importance, 
High Cost, 
Low Urgency

High Importance, 
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Low Importance, 
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Top 12 Issues

FOUO
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3. Rate the Workshop

FOUO
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Good effort, good idea

Insufficient time was allocated
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Good set of issues, good starting point

Lacked a comprehensive, balanced approach
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Great level of interest and support

Great suggestions—need to respond formally
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• Formed and bonded a group of skilled and experienced practitioners 
passionate about improving MANPRINT 

• Good time-constrained workshop results

• Great participation on survey

 880 / 882 = 99% votes on issues

 32 / 42 = 76% comments on workshop

• Identified some promising project ideas

• Next steps

 Refine project ideas using Lean Six Sigma’s DMAIC approach

 Simulate impact of expected results using 

o assessment framework

o scoreboard

FOUO

Summary
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• Sustain and reinforce the Workshop Group 

 Continue using surveys and email

 Invest in a more thorough, Rapid Improvement Event (RIE)-style workshop

• Ask the Group to develop potential solutions to the top 12 issues

• Continue with data collection effort (META)

• Share results with META developers to make META more responsive to these 
issues

FOUO

Recommendations
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Workshop Participants 

Intent: Discuss and prioritize issues related to MANPRINT customer support in an 
open, collaborative environment.  

Workshop team members represented 6 Organizations and all 7 Domains

FOUO

Team Member Role/Domain Organization

Andrew Bodenhamer HFEA ARL HRED

Anna Mares HFEA ARL HRED

Diane Mitchell HFEA/MANPRINT Tools ARL HRED

John Reinhart HFEA ARL HRED

Bev Faulkner MPT ARL-HRED

James Minninger HFEA / MPT ARL HRED

Timothy Kluchinsky Health Hazards MEDCOM CHPPM

Torri West Safety ACRC

Oscar Payan Survivability ARL SLAD

Alex Breuer Survivability ARL SLAD

Richard  Zigler Survivability ARL SLAD

Holly Handley HSI Human View Pacific Science & Energy

John Warner CS/CSS, EIS Systems G-1 MANPRINT

LTC Doane Organizer G-1 MANPRINT

Bev Knapp Sponsor G-1 MANPRINT
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