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Presenter
Presentation Notes
The purpose of this presentation is to give brief overview of six sigma, touch on the topic of lean, further identify how these two methodologies can be used together. 

At the end of the presentation, we will provide you will the resources to pursue a white belt certification  if you’re interested in exploring six sigma even further.  


What is Six Sigma?

» ‘Sigma’ (o) is a Greek letter used to represent
the statistical term ‘standard deviation’

» Standard deviation is a numerical value that
represents the measure of the average
variability between the mean (average) of a
sample or population and the individual data
points that make up the total sample.

»  Six Sigma measures the deviations from
average in a particular business process



Presenter
Presentation Notes
Simply put, this quality management system results in near perfect products and services that meet and/or exceed the expectations of customers or end users, while simultaneously reducing the amount of time, money, and resources put in. 



What is Six Sigma?

» As a quality management methodology, uses
different theories and tools to improve upon
business processes

» 6 Sigma process produces only 3.4 defects per
million opportunities.

3 Sigma 6 Sigma
Lower Upper Lower Upper
Spec Target Spec Spec Target Spec

Limit Limit Limit Limit

Source: Affiliated Services Group, Ltd.,
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Presentation Notes
Instead of using the trial and error method of problem solving, the goal of Six Sigma is to turn production into a process that uses statistics, solutions, and data to solve problems. 

By first gathering data and statistics, any process can be made more cost effective, efficient, less time consuming and simply put, all around ‘smarter’ than before. 

For illustrative purposes, most people compare the improvement they can see with 6 Sigma to the improvement that they see with 3 sigma. As you can see, the use of standard deviation is an inverse relationship in which you would see a broader margin of error further from the target mean under lesser sigmas (or unimproved processes) vs the 6 sigma approach which produces smaller areas of margin or defect while hitting the mean target level 


http://www.operationalexcellence.net/six-sigma/

History of Six Sigma

» (1777- 1855)- Carl Frederick first scientist to
introduce the concept of the normal curve

» (1920)- Walter Shewhart used same concept to
demonstrate that once a manufacturing process
deviates three standard deviations away from the
mean (or average), the product must then be
remade or it will not pass quality inspection
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Presentation Notes
The term Six Sigma is now symbolic with high standards. The the word 'sigma‘ has become a popular ‘buzz word’ even in the field of healthcare .


History of Six Sigma

» (1980s)-Motorola engineer, Bill Smith, coined
the term “Six Sigma.”

- Motorola became the first corporation to create and
implement this methodology (reported $16 billion in savings)

> 1987- launched Sigma Quality Program
- 1989- Six Sigma Research Institute;

» (1990’s) - Other companies, such as GE, were
using the Six Sigma Control method
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Presentation Notes
-In 1972 a Japanese firm took over a Motorola factory that produced televisions. Over a short period of time, the televisions produced by this plant had 1/20th the amount of defects than before the Japanese firm took it over. News of this prompted Bob Galvin, CEO of Motorola, to improve the company by 10 times, over the next five years


-Large diversified corporations, such as GE, which produces everything from small appliances to large pieces of healthcare equipment, utilize the six sigma practices.  


-Even though the history of Six Sigma has only spanned over a few decades, it is considered a vital quality development and efficiency in the top corporations of the world today



Goals of Six Sigma

» Discover all of the problems within an
organization that may or may not be
apparent through research & data
collection

» To take appropriate action to reduce the
number of errors and reworks which are
known to cost time, opportunities,
money and clients.



Presenter
Presentation Notes
We all know that you can’t fix a problem you don’t know about. Therefore the first goal of the Six Sigma is identify all issues that may or may not be obvious. 

An example of this in the healthcare realm is patient wait times.  Research and data may tell you that there is a problem within the organization as it relates to extended wait times, but Six Sigma can help determine why. Once the root cause is identified, the appropriate steps can be taken to reduce the inefficiency.  

Oftentimes, more than one problem is found through 6 Sigma Implementation… in this case, there are tools within the methodology that make it easier to choose which project is most important to tackle first 



Six Sigma Characteristics

» As a management system, it is reported to:
- Ensure improvements are sustained

> Bring production teams together to
maximize their efforts

> Bring business strategies in line with
improvement efforts

- Accelerate results
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Presentation Notes
Moving on to the Six Sigma characteristics, it is important to note that six sigma is does not rely on quick-fix  programs to mask a business model, but rather it is a systematic methodology of hard work that is fused with disciplined, factual, data-based and statistical problem solving 

As a management system, Six Sigma is reported to:
Ensure improvements are sustained 
Bring production teams together to maximize their efforts 
Bring business strategies in line with improvement efforts 
Accelerate results 

This process is deeply rooted in teamwork, and every employee should know the “why” behind the change in order for everyone to be a success 



Six Sigma Characteristics

» As a metric systemnn.
- Used as a scale of quality and refers to the goal of
‘6 sigma’ or 3.4 defects per million
- Started as a means to reduce defects, but then
principals carried over to other areas of business
development

» As a methodology:
- Used to keep main focus of company on
understanding needs of customer
- Develop process to meet consumer needs using

data and statistics to minimize variation in
production, and create sustainable business models

A
........


Presenter
Presentation Notes
As a metric system, the term, sigma, is used as a scale of quality and in this case, it refers to the goal of ‘6 sigma’ or 3.4 defects per million. Six Sigma started as a means to reduce defects, but then the principals of it were carried over to other areas of business development.

As a methodology, Six Sigma  it is used to keep the main focus of the company. This is done by understanding the needs of the customer, then developing the process to meet those needs by using data and statistics to minimize variation in production, and create sustainable business models.

It is important to note that the customer is the quality officer in the Six Sigma practice  and they determine whether or not a product is satisfactory. 



Why use Six Sigma?
Let’s compare....

» 3 Sigma process 6 Sigma process
- Produces 6.7 DPMO mmmm=) - produces only 3.4 DPMO
- 5,000 incorrect surgical - > 2 incorrect surgical procedures/
procedures/week week

> 200,000 wrong prescriptions/ - ° 68 wrong prescriptions/ year
year
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As mentioned earlier in the presentation, 6 sigma improvement is often compared to 3 sigma. To illustrate, the standard deviation of three,  produces 6.7 defects per million opportunities to six sigma’s 3.4.  In practical application, this is the difference between: 

5,0000 incorrect surgical procedures/ week vs. 2 incorrect surgical procedures/week
And 200,000 wrong prescriptions per wee/ vs. 68 wrong prescriptions per year 

As you can see, going up or down just a few sigma levels can have a tremendous impact on the outcome of your organization 





Defects Per Million Opportunities

» ‘2 sigma’ process produces 308,538 DPMO (31% defective)
» ‘3 sigma’ process produces 66,807 DPMO (6.7% defective)
» ‘4 sigma’ process produces 6,210 DPMO (0.62% defective)
» ‘5 sigma’ process produces 233 DPMO (0.023% defective)

» ‘6 sigma’ process produces 3.4 DPMO (0.00034% defective)
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Presentation Notes
This slide shows us how sigma processes differ. As mentioned earlier, this is an inverse relationship; therefore the higher the sigma score, the lower the defects per million and thus the more efficient the process is and the higher the quality. 


Many studies have indicated that for every $1 spent on Six Sigma projects, you save $4 to your bottom line 



Six Sigma Processes

» Two types of Six Sigma “Processes”:

- DMAIC: Improve an existing system or process
- Define-Measure-Analyze-Improve-Control

- DMADV: Create new system or process
- Define-Measure-Analyze-Design-Verify



Presenter
Presentation Notes
There are two common models used by business executives and Six Sigma professionals to advance and improve quality levels within a company. Of the two levels, DMAIC is most common. Each phase has a significant purpose and different procedures that are used to make sure results are correct. 

The purpose of the DMAIC Sigma process is to improve an existing system or process. The five phases of this process are : define, measure, analyze, improve, and control

The second six sigma process listed, is used when an organization is looking to create and perfect brand new products or services:
The five phases of this process are : define, measure, analyze, design, and verify


We are going to talk about each of these phases in more detail in the following slide. 







Presenter
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The first process, DMAIC, is a systematic Six Sigma Process used to perfect business processes already in place :

The first step in the process is to define the goal of the project and the requirements of both internal and external customers. 
The second step, the measure phase, is where all pertinent data is collected and carefully stored for future reference 
In the analyze phase, professionals will go over the collected data and perform statistical tests and apply various Six Sigma Tools
The improve phase allows the team to implement solutions that have been created based on the data that was received while identifying issues and brainstorming for usable solutions. 
Final stage, the control stage, is where any obstacles that come up are taken care of properly and promptly 



DMADV
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With the second method, you follow the initial DMAIC steps and then the fourth and fifth steps are different. 

Once the first three steps have been completed,  the fourth step, design of new processes, will provide stronger support and problem preventing and solving measures. This step will deal with the correction or elimination of the identified error at its root to help bring the business model into alignment with the targeted specifications or goals set forth in step one. 

The verify process, the fifth step, is part monitoring and part simulation. If the plan or process has yet to be implemented, then one must try to simulate it to ensure that the error or errors have been eliminated. If the project is in place, then monitoring the changes must be done in order to  determine its effectiveness or the necessity to make further changes. 

As you can see, both of these processes are all-encompassing and very logically progressive.


Three Holders of Quality

Employee

Customer £ M Process
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As we mentioned in a previous slide, customers are the quality officers in the Six Sigma practice and they determine whether or not a product is satisfactory. 

 Customers define the quality of the product or service, as they are they key decision makers.  In the healthcare field, the customers are our patients and even other providers. 

Employees interact most often with the customers and they are often the face of quality to the customers 

The business process is another component of quality- the various steps that go into making  a product or providing a service can make it or break it… there are a million opportunities for mistakes 



Teamwork: Levels of Six Sigma

Levels of
Six Sigma
Training & Certification

Green Belt

Yellow Belt

White Belt


Presenter
Presentation Notes
Initially when 6 sigma was introduced by Motorola, it was most popularly used at the project level with the least number of highly- trained individuals at the top and the most number of individuals at the bottom with the most basic Six Sigma knowledge.  

Lower levels of the hierarchy posses some training, and then are tested on what they have learned. 

The higher levels of certification require that an individual demonstrate his or her knowledge through an individual Six Sigma project.

Individuals can seek certifications at the various levels and can utilize Six Sigma methodologies in even smaller focus areas. 


Teamwork: Roles & Responsibilities

» White Belt

> Intro to the most basic foundation of Six Sigma

knowledge (**may not be fully recognized by some
members in Six Sigma community)

» Yellow Belt

> Overall insight to the techniques of Six Sigma,
its metrics, and basic improvement

methodologies (** traditionally seen as most basic
intro by Six Sigma community)
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The white belt was created out of need for a less rigorous training course than the yellow belt . The White belt is the foundation of Six Sigma knowledge for those who may be unsure if the program will work for them or for those who want an introduction to its most basic principles 

Six Sigma Yellow Belt (YB) certification provides an overall insight to the techniques of Six Sigma, its metrics, and basic improvement methodologies. A yellow belt must know how to integrate Six Sigma methodologies for the improvement of production and transactional systems to better meet customer expectations and bottom-line objectives of their organization. A Yellow Belt typically has a basic knowledge of Six Sigma, but does not lead projects on their own. They are often responsible for the development of process maps to support Six Sigma projects. 

In addition, Yellow Belts may often be responsible for running smaller process improvement projects using the PDSA (Plan, Do, Study, Act) methodology. 


Teamwork: Roles & Responsibilities

» Green Belt
- Enhanced problem-solving skills
- Emphasis on the DMAIC model
> Incorporate quality language and tools in
daily operations
- Help deploy Six Sigma techniques in
organization

- Lead small-scale improvement projects in
employee’s focus area
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The Green belt  has two primary tasks:
1. to help successfully deploy Six Sigma techniques, and 
to lead small-scale improvement projects within their respective areas. As a support population, Green Belts can do much of the legwork in gathering data and executing experiments in support of a Black Belt project. 

Green belts are practitioners who are very much ‘team players’, and they focus most of their Six Sigma work-time on projects of their own or in support of Black Belt projects. People within the level are spread throughout the organization; they incorporate quality language and tools in the daily operations. 



.

Teamwork: Roles & Responsibilities

» Black Belt

- Embodies a thorough knowledge of Six Sigma
philosophies and principles (including
supporting systems and tools)

- Complete understanding of DMAIC/DMADV
models in accordance with Six Sigma principles

- Have a basic knowledge of lean enterprise
concepts

- Can quickly identify "non-value-added"
activities

- CHANGE AGENT
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A Six Sigma Black Belt (BB) embodies a thorough knowledge of Six Sigma philosophies and principles (including supporting systems and tools). A certified Black Belt exhibits team leadership, understands team dynamics, and assigns their team members with roles and responsibilities. They have a complete understanding of the DMAIC/DMADV  models in accordance with the Six Sigma principles, have a basic knowledge of lean enterprise concepts, and they can quickly identify "non-value-added" activities. Black Belts are ‘change agents’ who primarily focus on project execution.

A Black Belt’s role within a company includes being the project team leader, allowing them to be directly responsible for projects within their organization.  Black belt are held accountable for the results of the project implementation.   


Teamwork: Roles & Responsibilities

» Master Black Belt

- Black Belt with additional training and
experience

- Renowned for leadership skills and ability to
handle situations

- Apply appropriate methodologies to attain
tangible results

- Expertise in identification of project
deployment opportunities

- Level of skill ranges from communication,
coaching, and project management to

statistical analysis
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The Master Black belt is at the top of the Six Sigma hierarchy. He or she also helps the Six Sigma Leaders and Champions keep the entire initiative on track. Master Black Belts are renowned for their situation handling ability and leadership skills. They are also able to train and certify others in the Six Sigma Methodology. 



Team

work: Roles & Responsibilities

» Six Si

gma Champions

> Senior or middle level executive

0ro
> Res
Oro
goa

- Role is choosing and sponsoring specific

ects
oonsible for ensuring that whatever

jects are undertaken mesh well with the

Is and intentions of the business or

corporation overall
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A champion is the person on the team who knows the business model inside and out as well as the Six Sigma Methodology. They are responsible for ensuring that whatever projects are undertaken integrate well with the goals and intentions of the business or corporation overall. 

Removing Roadblocks is also a role that this individual will be responsible for. One of the biggest roadblocks to success includes employee resistance to change. In this case, the Six Sigma Champion will work closely with a Six Sigma Black Belt to create a plan for ‘change management’ within their organization. 

The speed at which a project is deployed is also the responsibility of a Champion, as well as its implementation in the long term. In other words, a Champion is responsible for the overall Six Sigma Picture within an organization.  



What is Lean?

» Methodology that focuses on maximizing
customer value while minimizing waste

» Eliminating waste creates a process that
requires less human effort, less space, less
capital, and less time



Presenter
Presentation Notes
Now that we have covered the basic overview of 6 sigma, many of you may be wondering about the topic of lean and lean six sigma. Lean is actually a separate methodology. Similar to Six Sigma, Lean works from the perspective of the customer,  who consumes a product or service.  

The "value" is defined as any action or process that a customer would be willing to pay for.

Lean’s primary focus is to maximize customer value while minimizing waste, which in turn, creates a process that requires less human effort, less space, less capital, and less time.  

Although  lean is commonly associated with manufacturing, it applies to many other fields and industries, such as healthcare. Whether you’re dealing with 15,000 parts, or providing a service to patients , the lean methodology can be used. It’s is a way of thinking, and it’s a  whole systems philosophy. Techniques aside, lean thinking gives you a broad perspective on providing goods and services that goes beyond the bottom line. It is a human system, customer focused, customer driven; wherein employees within and outside the workplace are also customers."



History of Lean

» (1890s)- Fredrick W. Taylor was the first to study
work management scientifically

» (1910)- Henry Ford’s vision of mass production

inspired ideas about continuous assembly lines and
flow systems

» (1930s)- Taiichi Ohno of Toyota implemented Lean
methodologies to reduce inefficiencies and
improve overall value to customers. Toyota is the
leading lean exemplar in the world
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In the 1890’s Fredrick Taylor was the first to study work managing scientifically. 

Shortly thereafter, Henry Ford’s vision of interchangeable parts became widely applied across manufacturing. This interchangeability allows easy assembly of new devices, and easier repair of existing devices, while minimizing both the time and skill required of the person doing the assembly or repair. 

In the 1930’s Toyota implemented lean methodologies to reduce inefficiencies and improve overall value to customers. As a result, Toyota has become the leading lean exemplar in the world. 

It is a common misconception that lean is only used for manufacturing, however lean is centered on preserving value with less work which can be applied to many fields and industries. 






Lean Value Stream

1. Identify S 2.Map

the Value
Value
Stream
5. Seek 3. Create
Perfection Flow

Establish

Pull
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The value stream includes all of the activities, materials, people, and information that must flow and come together to provide your customer the value they want, when they want it and how they want it

We are going to talk about each component of the value steam in more detail in the following slides. 


5 Lean Principles

1. Specify value from the standpoint of the end
customer by product family

2. ldentify all the steps in the value stream for each
product family, eliminating whenever possible
those steps that do not create value

3. Make the value-creating steps occur in tight
sequence so the product will flow smoothly
toward the customer
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The five-step thought process for guiding the implementation of lean techniques is easy to remember, but not always easy to achieve:

The first lean principle is to specify value from the standpoint of the end customer by product family.

2. Identify all the steps in the value stream for each product family, eliminating 
whenever possible, those steps that do not create value.

3. The third lean principle illustrated in the stream is to make the value-creating steps occur in tight sequence so the product will flow smoothly toward the customer.





5 Lean Principles

4. As flow is introduced, let customers pull value
from the next upstream activity

5. As value is specified, value streams are identified,
wasted steps are removed, and flow and pull are
introduced, begin the process again and continue
it until a state of perfection is reached in which
perfect value is created with no waste
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4.  As flow is introduced, let customers pull value from the next upstream activity.


5. As value is specified, value streams are identified, wasted steps are removed, and flow and pull are introduced. This step  will  allow the process to begin again and continue it until a state of perfection is reached in which perfect value is created with no waste. 



Lean Six Sigma

» Managerial concept that combines the two
methodologies of Lean & Six Sigma

» Results in the elimination of 8 kinds of wastes

and improved capability of performance
Program Six Sigma Lean thinking
Theory Reduce variation Remove waste
Application | 1. Define. 1. Identify value.
guidelines | 2. Measure. 2. |dentify value stream.
3. Analyze. 3. Flow.
4. Improve. 4. Pull.
5. Control. 5. Perfection.
Focus Problem focused Flow focused

Source: Nave, Dave. (2002).

. Quality Progress March. pp.73-78.
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As we mentioned previously, Lean methodology is flow focused with the goal to reduce waste and  the Six Sigma goal is problem focused with the goal to reduce variation. These two combined methodologies result in a hybrid managerial concept that utilizes  the strengths of both disciplines and aims to eliminate 8 kinds of waste: 

The 8 types of waste that are eliminated are identified as: 

Overproduction and early production – producing more than the customer has asked
Waiting - Idle time created when material, information, people, or equipment is not ready time when no value is added to the product/service.
3. Transportation- Movement of information, people, or materials that does not add value
4. Non–Value-Added Processing-  Efforts that add no value from the customer’s viewpoint
5. Excess Inventory (and/or Work Waiting)-  More information, projects, material on hand/waiting than can be worked on or
the customer needs right now.
6. Errors- Work that contains errors, becomes re-work, or lacks something necessary –
errors that turn into “defects” if they reach the customer.
7.  Excess people motion-  Movement of people that does not add value to the service/product.
8. Underutilized people- People that are needed, but not enough work to keep busy all day – could behelping others – unbalanced workloads.


http://www.lean.org/Admin/KM/documents/76dc2bfb-33cd-4ef2-bcc8-792c5b4ef6a6-ASQStoryonQualitySigmaAndLean.pdf
http://www.lean.org/Admin/KM/documents/76dc2bfb-33cd-4ef2-bcc8-792c5b4ef6a6-ASQStoryonQualitySigmaAndLean.pdf

Applying Six Sigma to Healthcare

» Four indicators to define performance level
> Service level
> Service cost
- Customer satisfaction
> Clinical excellence

» Challenges of implementation

> Patient care involves human elements as opposed to
manufacturing

> Levering Six Sigma data to drive human behavior

Bandyopadhyaya, J. & Coppen, K. “Six Sigma Approach to Healthcare Quality and Productivity Management.”
aternational Journal of Quality & Productivity Management 5.1 (2005): 2-1.


Presenter
Presentation Notes
Applying Six Sigma to the healthcare industry involves applying four metrics that can be used singly or in combination to define level of performance
Service Level
Service costs
Customer Satisfaction
Clinical excellence 


Patient care involves human interaction- patients are the customers in healthcare and keeping them satisfied is a top priority

Despite the challenges to Six Sigma implementation in healthcare, many providers are using this methodology to improve patient satisfaction 



Applying Six Sigma to Healthcare:
Measuring the patient’s perspective

» Determine patient’s preference

» Patient’s evaluation of the services

» Measure patient’s perspective through
reports of objective observations

Bandyopadhyaya, J. & Coppen, K. “Six Sigma Approach to Healthcare Quality and Productivity Management.”
International Journal of Quality & Productivity Management 5.1 (2005): 2-1.
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It is important to measure the patient’s perspective to healthcare. This can be done utilizing the following methods:

Determine patient’s preference- this method involves qualitative measures to determine patient’s desires and expectations about various healthcare services


Patient’s evaluation of the services- this method involves a questionnaire survey to measure satisfaction levels 


Measure patient’s perspective through reports of objective observations-  complete reports that identify how many times a patient was seen by a doctor, or how long their wait time was. 



.

Applying Six Sigma in Healthcare
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This diagram provides a visual illustrating how Six Sigma can be applied in a healthcare setting. 

The first stage of the diagram illustrates one of the first steps in the DMAIC model which is to measure or collect baseline data for the educational program. 

The second step of the diagram illustrates the process change, where steps are being taken to analyze the implemented educational program that is being provided to the nurses. 

Once the process is in place and data is analyzed, steps are taken to improve or make alterations to the program.

The line graph illustrates that there are changes taking place as a result of the program implementation. The last stage in the diagram is illustrating the control portion of the DMAIC model in which the program is further analyzed and obstacles within the program are addressed. 

http://www.slideshare.net/Vijay_Bijaj/successfully-applying-six-sigma-in-a-healthcare-organization

Applying Six Sigma to Healthcare

Develop metrics/indicators of
performance measure

'

Continuously monitor the performance data
against the Six Sigma Performance
Control Chart

Develop the Six Sigma Upper and Lower
limits of performance indicator from
performance data

'

When the performance goes out of control,
Then, find the root cause of the problem,
Remove the root cause of the problem and
Implement the Six Sigma project solution

v

Evaluate performance results

Figure 1. A model of Six Sigma approach to health care quality improvement
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Using the previous example, we can identify the appropriate steps to apply Six Sigma. 

Develop metrics- Collecting baseline data on the current education given to nurses about heart failure will allow you to compare and track progress on the results of the program. 

Monitor performance data- Continuously monitor performance and collect performance related data. In this example, we can see the impact of program through the discharge summary information that is collected and also through the follow up with individual nurses. 

Develop upper and lower limits- Identifying the upper and lower control limits will allow you to see the average performance level or impact of the program 

Find root cause of the problem- If the data is showing low expectation or there is a no impact on the results of the education program,  then the root cause must be identified. 

Evaluate performance results- Results should be communicated to the entire team. 


Using Six Sigma Approach

» Define the goal and scope of the project
» Create a performance baseline

» Monitor performance and collect performance
related data

» If performance goes below expected level, analyze
the root causes of the problem

» Implement procedures to remove root cause

» Evaluate performance of the system before and
after implementation




Experience Six Sigma for Yourself

» Get White Belt Certified

- Most basic level of understanding of the Six Sigma
Methodology

- Provides basic definition, history, and structure of the
discipline

» Why Get White Belt Certified?

> Provides a solid understanding of who is involved in
the actual implementation within an organization

- Resume builder & conversation starter
> You can do it for FREE!



Presenter
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That concludes our overview of six sigma! We understand that this method is a very complicated improvement methodology centered around standard deviation. If you are interested in learning more about six sigma, we would like to make you aware of an opportunity to receive the white belt certification and  experience six sigma for yourself.

As mentioned, this is the most basic level of six sigma and may not be recognized by some members of the community. This is a way for you to explore six sigma a little more and to see if this is something you would like to look in to even further.  


White Belt Certification

» For a limited time, Aveta Business Institute is
offering Free Six Sigma White Belt Certification

» Visit the Aveta website for more information and to
complete the Six Sigma White Belt Certification



http://www.sixsigmaonline.org/six-sigma-white-belt-training/

Collaborative Discussion

» Six Sigma use among Regional Stakeholders
- Do you currently use Six Sigma within your
organization?
- If yes, have you found it easy to implement and how
has it impacted quality?
- If no, do you have plans to start using Six Sigma within
your organization?

» Open Q&A
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