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Topics are grouped by operational domain. Within each domain, the primary 
chapter is the one in which the topic is the central subject. Other chapters 
that touch on the topic in a meaningful way are listed afterward. A topic that 
appears in only one chapter has no secondary references.
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Customer Service vs. Customer Success. Chapter 1; also 6, 8, 19.
Customer retention. Chapter 6; also 1, 19.
Total Cost of Ownership. Chapter 1; also 11, 15.
Contract Manufacturing relationships. Chapter 19; also 11.
Field reliability and customer impact. Chapter 7 ; also 8, 12, 17.
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S&OP and Integrated Business Planning (IBP) cadence and cul-
ture. Chapter 5; also 2, 14.
Demand forecast accuracy. Chapter 5; also 4.
Supply forecast accuracy. Chapter 5; also 4, 7.
One set of numbers. Chapter 5; also 14.
Sandbagging and hidden bukers. Chapter 5.
Plan credibility and trust in the plan. Chapter 5; also 2, 4.
Top-down targets and push-bacL. Chapter 2; also 4, 7.
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Process variability. Chapter 12; also 1, 19.
Process capability vs. speci0cation limits. Chapter 12; also 19.
Xkectiveness vs. exciency. Chapter 15; also 1.
3ield management. Chapter 1; also 15, 19.
Scale-up from Nesearch and Development (N&D) to manufac-
turing. Chapter 15; also 7.
Automation challenges. Chapter 15; also 11.
Yalidation and zuali0cation. Chapter 7; also 2G.
XHpediting culture. Chapter 15; also 14.
Necall management and reworL. Chapter 7; also 2G, 12.
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Post-merger supply chain integration. Chapter 11; also 1G.
Distribution Center automation and ASNS. Chapter 11.
Pallet and pacLaging standardiQation. Chapter 11.
Third-Party Eogistics (qPE). Chapter 11.
Capacity planning and ramp-up. Chapter 4 ; also 7, 15.
Inventory strategy. Chapter 1; also 4, 11.
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MNP integrity and discipline. Chapter 4; also 6, 18.
XNP data accuracy. Chapter 6; also 4, 18.
Master Data Eovernance. Chapter 6; also 4.
Source-of-truth ownership. Chapter 6; also 18.
XNP transaction discipline. Chapter 18; also 4, 9.
De0nition of done in the XNP. Chapter 18.
MaLe-to-Install and last-mile transactions. Chapter 18.
Month-end and 0nancial-close pressure. Chapter 18; also 1q, q.
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Standard Operating Procedure (SOP) compliance. Chapter 1q; 
also 9, 16.
Eood Manufacturing Practice (EMP) and operational drift. 
Chapter 1q; also 2G.
Speci0cation setting and acceptance criteria. Chapter 19; also 12.
Change control. Chapter 9; also 6, 2G.
Food and Drug Administration (FDA) inspection response. 
Chapter 2G; also 1G.
FDA Warning Eetter remediation. Chapter 1G; also 2G.
Design controls. Chapter 2G; also 7.
51G(L) and post-marLet obligations. Chapter 2G.
Software validation. Chapter 2G.
Audit 0ndings and audit readiness. Chapter 1q; also 2G, 6.
Operator safety protocols. Chapter 1q.
Guality Systems and Negulatory Akairs. Chapter 2G; also 1G, 7.
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Push-bacL and dissent in leadership meetings. Chapter 2; also 9, 
14.
Silence as risL. Chapter 2; also q.
Fero culture and single points of failure. Chapter 17; also 1q, 
14.
Talent calibration and performance management. Chapter 14.
Discipline as the foundation of trust. Chapter 14; also 9, 1q.
Purpose-driven teams. Chapter 1G.
Cross-functional collaboration. Chapter 8; also 1, 5.
War-Noom behavior. Chapter 8; also 7.
Xthics and accountability in regulated industries. Chapter 2G; 
also 14.
Culture change during Mergers and Aczuisitions (M&A). 
Chapter 1G; also 11.
Eeadership accountability after a failure. Chapter 7; also 2G, 8.
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Full disclosure of relevant information. Chapter q; also 9.
Daily huddles, stand-ups, and status updates. Chapter q.
Terminology precision. Chapter 16.
Shift handoks. Chapter 16; also 1q.
Xscalation discipline. Chapter q; also 8.
The cost of silence. Chapter 2; also q.
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Eocal optima vs. system optimiQation. Chapter 11; also 1, 15.
Formal systems vs. informal worLarounds. Chapter 9; also 17, 
18.
BroLen windows and operational drift. Chapter 1q; also 19.
Noot cause vs. symptom management. Chapter 1; also 6, 12, 17.
Theory of Constraints concepts. Chapter 1G; also 11.
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The cost of silence. Chapter 2 ; also q, 14.
The patient as the ultimate staLeholder. Chapter 2G; also 7, 6, 5.
Class A vs. Class D operations and the Oliver Wight tradition. 
Chapter 1q; also 14, 5, 6.
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