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The Median (page 100).


Meaning.

The median is one measure of the typical value of a set of data. [1]  A good measure of the typical value is important because it provides the customer of the data with a quick snapshot of the data, without having to read and understand all of the individual data points.  The median is defined as the center value of a sorted list (high value to low, or low value to high) of data points.  For example, if there are an odd number of data points like below, the median is the middle value, or 15.

3, 7, 11, 15, 17, 25, 31

If there are an odd number of data points, like below, then the median is defined as the average of the center two values, or 13.

3, 7, 11, 15, 17, 25


Use in Personal or Professional Life.

In the fast food business, customer service time is a critical performance measure.  Short service times are much more preferable than long service times.  However, there are some situations where valued customers want special orders which take significantly longer to prepare, or valued customers may bring in larger than normal orders which also take significantly longer to prepare.  The Restaurant Manager should be encouraged to serve these special customers without having to be penalized for realizing the resulting longer than average service times.

Suppose the “average” is the performance metric [2], and the standard is 140 second average service time.  Using a simple example, suppose that the following service times for 6 customers.







	Customer #
	Service Time
	

	1
	142
	

	2
	96
	

	3
	163
	

	4
	117
	

	5
	45
	

	6
	202
	

	
	
	

	
	125
	

	
	average service time



The average service time is calculated at 125 seconds.

Now suppose Customer 6 had arrived with a special order which took a significantly longer time to prepare, taking an additional two minutes.  This boosts the average service time to 145 seconds, which is outside of performance standard limits.

	Customer #
	Service Time
	

	1
	142
	

	2
	96
	

	3
	163
	

	4
	117
	

	5
	45
	

	6
	306
	

	
	
	

	
	145
	

	
	average service time




If the median was chosen as the performance metric instead of the average, however, the median of the first data set would have been 129.5 seconds.  The median of the second data set would also have been 129.5 seconds.  The median of the second data set was not affected by the 6th customer’s longer service time, which fairly represents the fact that the underlying food servicing process was not degraded in the second instance – only that it experienced an outlier customer.

The median is a preferred performance metric when there are outliers in the data which are reasonable aspects of the nature of the business, and managers should not be penalized for servicing these outlier customers.
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