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AUDIO DESCRIPTION TRANSCRIPT 
 
Speaker 1: An opening sequence of the title screen reads, PG&E Supply Chain Responsibility 
Department presents this; Technical Assistance Program, Business Tune-up Workshop, Root 
Cause Analysis. The speaker is Bob Clancy, Senior Vice President, Biz Fix, Incorporated. Mr. 
Clancy is a middle-aged, balding man with a close cropped gray beard and mustache. He's 
wearing a light blue button down shirt and black pants. He talks in front of a small audience in a 
conference room. 
 Behind him on the wall is a projector screen that displays PowerPoint slides. The 
audience sits at long tables listening. A PowerPoint slide appears with the heading, problem 
solving process. The bullet points are highlighted in yellow as the speaker reads them. Find the 
root cause of the problem. Come to grips with the set of problems. Essentials of root cause 
analysis. 
 A PowerPoint slide has the header, identify the problem. In a blue rectangular box 
below the heading it says, skit, sorry I'm late. The speaker reads from a paper in his hand. A 
semi-opaque blue screen appears over the speaker and the text reads, find the root cause of 
the problem. A semi-opaque blue screen appears over the speaker and the text reads, come to 
grips with the set of problems. 
 As the speaker discusses the first three bullet points, they are highlighted in yellow. The 
first bullet point is highlighted. It says, the purpose of root cause analysis is to prevent a 
problem from happening again. The next bullet point is highlighted. It says, the first step is to 
define the problem. The next bullet point is highlighted. The notion of root cause is important 
because too often we jump to what we think is the cause only to find the problem happens 
again. 
 A PowerPoint slide appears with the heading, common problem solving mistakes. As the 
speaker discusses the bullet points, they are highlighted in yellow. A semi-opaque blue screen 
appears over the speaker and the text reads, people closest to you are the ones that will help 
you be the most effective. A PowerPoint slide has the header, identify the problem. As the 
speaker discusses the bullet points, they are highlighted in yellow. 
 A PowerPoint slide has the header, problem example. As he reads off the slide, it is 
highlighted in yellow. A PowerPoint slide has the header, problem statement. As he reads the 
statement off the slide, it is highlighted in yellow. A semi-opaque blue screen appears over the 
speaker and the text reads, there are many problem solving tools. A PowerPoint slide has the 
header, problem solving tools. As the speaker discusses the bullet points, they are highlighted 
in yellow. 
 A PowerPoint slide has the header, timeline ZYZ Ice Cream Melting. The slide shows a 
table. Sections of it are highlighted as he discusses them. A PowerPoint slide appears with the 
heading, analyze idea state. The slide shows a table. Sections of it are highlighted as he 
discusses them. There are three columns; steps, what should happen, and was the step 
completed as expected. 



 A PowerPoint slide has the header, ZYZ Ice Cream Company discussion. The bullet points 
are highlighted in yellow as the speaker reads them. A PowerPoint slide has the header, new 
problem statement. We lost sales in two stores in the same week due to melted product. One 
store was previously involved in a similar incident. 
 A PowerPoint slide has the header, ZYZ, it happened again discussion. The bullet points 
are highlighted in yellow as the speaker reads them. The next PowerPoint slide appears on the 
projector screen behind the speaker. The heading reads, possibilities. The bullet points are 
highlighted in yellow as the speaker reads them. A PowerPoint slide has the header, summary. 
The bullet points are highlighted in yellow as the speaker reads them. The PGE logo fades in. 
The screen reads, together building a better California. 
 
 
 
 
 
VIDEO TRANCRIPT 
 
- Speaker 2 -  
What we're going to do is take a look at as part of the workshop, what are some problem 
solving steps? What are the key things we need to do? What are some tools and we're going to 
talk through how those tools are used and we're going to do an exercise or this skit, we have a 
skit. An exercise, couple of things I think you'll find fun. So first thing we want to look at is 
obviously is how do we identify actually real problem. Then we want to analyze some different 
solutions. See if we've come up with the right solution and then we want to decide what's going 
to be done? What's the thing that we're going to do. So I have this little skit that I'd like to use. 
So Jenna has an appointment with her friend, Maria, for lunch. Jenna works from home and 
lives 30 or so miles from her appointment. Traffic would normally be light but there's a 
construction zone that Jenna's unaware of. Jenna gets in her car to drive to the appointment. 
And there's a low tire alarm. She looks the tires over, they appear to be okay but she decides 
she better stop and put some air in them. Jenna runs into the construction zone on the way 
causing another delay. Jenna arrives 20 minutes late for the appointment with her restless 
friends. There are several things going on here, I think the point of the whole exercise is just to 
illustrate that you can't just say, you can't blame the tire. The tendency would be, and you saw 
this in the exercise. Well you, I had a tire that was out. Okay well you could have accounted for 
me. And then I ran into this road construction where you could have accounted for that. Those 
are more symptoms and events then they are the root cause of the problem, which is you 
didn't find it important enough to leave earlier, is probably you get right down to it. So a couple 
of things to think about and I want to just build on that. To say that the importance of doing a 
true root cause analysis is really to come to grips with what the actually set of problem are, 
instead of just jumping to conclusion. So the purpose is forced to prevent a problem from 
happening again. The first step of it is defining the problem. But the idea of doing a root cause 
and it's importance simply said is because we tend to be a little lazy in our problem solving and 
we tend to jump to the first thing that we see and think that it could be the problem. When it 
turns out it's probably on the symptom of the problem. Couple of things if you think about it, 



mistakes are getting made on root cause analysis or problem analysis. It's really the tendency to 
blame people and individuals instead of looking at the process and trying to figure out what 
went wrong. Another common mistake is just overall problem analysis. Think there's only one 
cause of a problem. This is pretty common as people redoing a description of the problem 
versus an analysis. Early key things is having a kind of incomplete or inaccurate problem 
statement. Another one is not focusing on things we can control. That a focus on things that are 
in our control in order to solve problems. Okay, so not involving people closest to the work. 
People who are involved in the processes that you're attempting to work on and the problems 
you're attempting to solve. People closest to them are the ones who are going to help you be 
the most effective in your problem solving. What's the objective or what's the outcome that 
was missed when individuals seem to see symptoms as problems. We see the problem but we 
don't see how it prevents us from achieving our objectives if you will. In this situation we have 
an ice cream company here that's, store manager comes in, in the morning and finds all of the 
ice cream has melted on Monday. So problem statement, they get a team together and they 
decide to begin to do some resolution of this problem. So a good statement is a pretty simple 
one says the ice cream is all melted on Monday. But a better problem statement is gonna be, 
we lost a whole day of sales because guess why, we came in on Monday morning, the ice cream 
was all melted. So it's a big issue for the corporation. There's a few problem solving tools, 
there's a lot of different ones. And you can use these tools depending on what makes the most 
sense. One of them is a timeline. Timeline's gonna sort of record the events that took place up 
unto the problem happening. Other one is a map of the ideal state. Other tools that we can use, 
analysis of that actual state. Testing, testing is a tool that we can use to follow up on and see if 
our solutions make sense. Based on what we say in the problem itself. 5 Why's, which we're 
gonna take a little bit more of an in depth look at. But we can use any of all of these tools based 
on our judgment and based on the complexity of the problem. If you look at the example that 
we gave, the timeline here shows the night before on the 23rd at 5:00 the manager left the 
store and the next day on the 24th. And early in the morning the power meter goes off. 24th at 
6:40 in the morning, the manager comes in finds the ice cream melted. The team could get 
together. We could take a look and analyze the idea state and in this case we look at it and we 
say, all right from, in this case from top to bottom, the reserve power is the ideal step is for it to 
switch on. What should happen, the manager should switch it on. So did that take place? No, it 
didn't take place best we can tell. Back up power is the next step it comes on. Back up power, 
did it come on? No. So you go right down the list and look at these and analyze the steps and 
find out if they took place as you expected them to. It's useful from a standpoint of the timeline 
it's kind of useful. It tells us when things occurred and when the power went off. But it doesn't 
tell us too much more than that. The ideal state it tells us we can examine the possible points of 
failure if we know what's supposed to happen, we can go back and look at it. So the manager 
forgetting to flip the switch, the alarm didn't work. Those kinds of things. And we've come up 
with this new problem statement. So we had two stores that lost their product in the same day, 
not just one store. As you recall in part one, XYZ Company store manger arrived on the next 
business morning to find all of the ice cream melted at the store. Since then the event was 
investigated and it was determined that the manager forgot to switch on the battery backup 
and that the electronic alarm had failed. So the investigation determined that it was a 
combination of these events that caused the reserve power not to come on and the notice not 



to go to the store manager. So ultimately causing an extended power failure and melted 
product. As a result, the store manager attended training, that's usually the first thing right. 
Battery system was redesigned so that it switches on automatically if the power fails and the 
alarm was replaced with a new one of the same manufacturer and type. However, there's a 
small problem. The identical event happened several weeks later and involved the same store 
and an additional store. Both stores used the identical battery backup and alarm systems. 
Company executives have brought in a consultant to help determine what the problems are 
and prevent them from recurring. So what conclusions can we draw? Well, battery still failed to 
come on. The alarm still failed to go. The conclusions that we can draw is that unfortunately 
there are probably causes that you've all started to come up with that were probably present in 
the first incident, we didn't go far enough. So, we'll continue to go through and we categorized, 
list these ideas. Continue to ask various questions about what happened. Possibilities, I mean it 
could be the batteries. Was it installed properly? Did people put this system in properly? Were 
there any recalls on the battery and so forth? Why did the alarm fail to go? Again, was it 
installed properly? Wireless, if it was wireless. Did the hub work if it was wired? Was the wire 
cut? I mean a lot of things. So again these are just examples but I think the greater point here 
was when we charted out these you could see there's a whole list of possibilities over and 
beyond what we have on those slides. So, to kind of just pull things together. We want to use 
root cause analysis to find the actual problem and prevent problems from recurring. Thorough 
analysis can involve different tools. Make sure we have the problem defined correctly. We're 
liable to have more than one cause. That's it, so we're going to be having a followup session as I 
said just to go ahead and give you time to answer questions or ask questions. Share your use of 
the tools so forth and it'd be a web-based session. So we'll be sending out an invitation here 
soon. 


