Practicing the Five Why’s

A Simple Yet Powerful Solution for Root-Cause & Opportunity Identification
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1. BACKGROUND

The 5 Whys Method originated in Toyota manufacturing. It has since been adopted in many management, engineering, and other analysis methodologies, like Kaizen, Lean Manufacturing, and Six Sigma. That’s the fancy background.

The more simple background is this: The 5 Whys is a remarkably simple, yet powerful tool for getting to root of a problem or opportunity. It is as simple as the name implies: ask why until you get to the heart of the matter.

The actual number of times you ask “Why” is irrelevant. It has been suggested that 5 times is the most common to achieve a root-cause, but it may be 3, 20, or another number.
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2. DEFINING THE INITIAL QUESTION

As is often the case in leadership, the key a good 5 Whys analysis is in defining the initial question. Begin with a narrowly focused issue. For example, try not to start with something generic, like, “The Search Engine is Not Working”. Instead, try to narrow the starting point.

If working on a search engine issue, try to find a specific focus area. For example, “Synonyms are delivering poor results from the search engine.” The more focused or specific your initial question, the more likely you are to identify an actionable solution.
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3. TIPS & TRICKS

1. Causes are the only answers to why – do not use symptoms to answer why

2. Focus on facts and processes, not people

3. Don’t jump to conclusions

4. Use whiteboards (digital or analog) for frequent revisioning

5. Be sure to include all relevant and impacted parties
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4. EXAMPLES

4.1. Automotive

Problem Statement: The car is not driving in a straight line.

1. Why is the car not driving in a straight line? It continuously pulls to the right.

2. Why is the car continuously pulling to the right? The front, right tire is angled to the right.

3. Why is the front right tire angled to the right? The right tie-rod is not adjusted correctly.

4. Why is the right tie-rod not adjust correctly? The vehicle needs an alignment.

Root Cause: The vehicle needs an alignment.

4.2. Information Technology

Problem Statement: The web servers are not performing properly.

1. Why are the web servers not performing properly? They are loading assets to slow.

2. Why are the web servers loading assets to slow? The web server CPU utilization is extremely high.

3. Why is the web server CPU utilization extremely high?

The web servers are doing an excessive amount of disk read and write.

4. Why are the web servers doing an excessive amount of disk read and write? The server disk free space is very low.

5. Why is the server disk free space very low?

There is an excessive amount of log data on the drive.

6. Why is there an excessive amount of log data on the drive?

The support team enabled low-level logging weeks ago and did not turn it off.

Root Cause: The low-level logging needs to be disabled and disk space cleared.
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6.5 TEMPLATE

PROBLEM STATEMENT:
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1. WHY?

2. WHY?

3. WHY?

4. WHY?

5. WHY?

[image: image14.png]


[image: image15.png]


[image: image16.png]


[image: image17.png]


[image: image18.png]


[image: image19.png]


[image: image20.png]


[image: image21.png]


[image: image22.png]


[image: image23.png]


[image: image24.png]


[image: image25.png]


[image: image26.jpg]


[image: image27.png]


[image: image28.png]



ROOT CAUSE:
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6. ABOUT

A little more about the person and organizations behind this free reference document.

7.1. Ben Lichtenwalner


Ben helps Technology and eCommerce executive build better employee engagement, reduce turnover, and increase ROI while having more fun at work. He is author of the critically acclaimed book, Paradigm Flip: Leading People, Teams, and Organizations Beyond the Social Media Revolution and founder of Radiant Forest, LLC as well as ModernServantLeader.com.

Mr. Lichtenwalner holds a bachelor’s degree from Penn State University, an MBA from Lehigh University, and is a member of the National Speakers Association. He lives in West Michigan while frequently travelling to New York. He has three boys, an amazing wife, and is also known to wreck mountain bikes.

7.2. Radiant Forest, LLC

Radiant Forest, LLC is dedicated to innovative research, training, consulting, advisory, and keynote presentations on servant-leadership, especially for business, technology, and eCommerce environments. They are known for the tagline, “We help you fix and prevent bad bosses”. Founded in 2012 to support the growing demand for servant-leadership services, Radiant Forest is now known as the most innovative and contemporary resource for knowledge and solutions on the topic.


7.3. Modern Servant Leader

ModernServantLeader.com (MSL) is the top servant-leadership blog, according to BlogRank. It is also among the top 30 leadership blogs, globally. Started in 2004, MSL initially sought to provide reflections and observations on contemporary servant leadership issues. It was the first site to address contemporary issues like digital communications and globalization of the workforce through a servant-leadership lens. Since then, MSL evolved into a far-reaching resource for contemporary servant leaders.
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