THE PROGRESSION TO EXCELLENCE

We do not have too much experience in observing how a company
moves from near bankruptcy to excellence. A few companies in
Japan went through the transformation and their stories are given
briefly in reference (15). In general, based on these
experiences, it appears that the transition tends to follow these
stages:

STAGE O:
THE MANAGEMENT EXPRESSES CONCERN ONLY OVER MARKET SHARE,
PROFITS AND RETURN ON INVESTMENT.

STAGE 1:

THE MANAGEMENT IS CONCERNED ABOUT QUALITY OF THE PRODUCT
BECAUSE OF IMPACT ON WARRANTY COST AND CUSTOMER
COMPLAINTS, LOSS OF MARKET SHARE. THE ACTION TAKEN IS
TO ADD MORE INSPECTORS.

STAGE 2:

MANAGEMENT RECOGNIZES THAT CONTROL OF THE PRODUCTION
PROCESS WILL LEAD TO LESS WASTE AND A LOWER COST TO
OBTAIN ACCEPTABLE PRODUCTS. Q.C. I5 ADDED TO
MANUFACTURING.

STAGE 3:

THE RESULTS OF Q.C. ARE LIMITED BY REACTIONS OF
PERSONNEL SO MANAGEMENT BEGINS TO EMPHASIZE QUALITY
MANAGEMENT. MANUFACTURING INTRODUCES STATISTICAL
QUALITY CONTROL.

STAGE 4:

MANAGEMENT ASKS THAT S.0.C. AND QUALITY MANAGEMENT
METHODS BE APPLIED TO ALL DEPARTMENTS WHICH BORDER ON
THE PRODUCTION DEPARTMENT. (PURCHASING, TRANSPORTATION,
WAREHOUSING, ETC.)

STAGE 5:
MANAGEMENT APPLIES QUALITY MANAGEMENT PRINCIPLES TO R&D,
AND TO ENGINEERING. (THERE IS CONSIDERABLE RESISTANCE

BECAUSE THESE DEPARTMENTS HAVE A HARD TIME BELIEVING
THEY HAVE ANYTHING TO DO WITH QUALITY PROBLEMS).

STAGE 6:

MANAGEMENT RECOGNIZES THAT QUALITY MANAGEMENT PRINCIPLES
WILL BE USEFUL 1IF APPLIED TO ALL DEPARTMENTS OF THE
ENTERPRISE.

STAGE 7:

MANAGEMENT PROCLAIMS (AND ACTS ACCORDINGLY) THAT “"CWQC
IS5 THE COMPANY POLICY".

SPECIFICALLY, THIS MEANS:

QUALITY IS FIRST PRIORITY
CUSTOMER ORIENTED DECISION CRITERIA
PERSONNEL POLICIES RESPECT HUMANITY
ALL DEPARTMENTS COORDINATE AND COOPERATE
ALL EMPLOYEES INVOLVED IN IMPROVEMENT
GOOD COMMUNICATION BASED ON

FACTUAL DATA

STATISTICAL QUALITY CONTROL
SOLID RELATIONS WITH SUPPLIERS




QUALITY DEFINED

Quality consists of freedom from deficien-
cies.

Quality consists of those product features
which meet the needs of customers and
thereby provide product satisfaction.

Quality is both a way of thinking and a way
of doing work. It is a way of thinking that
puts customer value in every part of a busi-
ness. It is a way of doing work that con-
tinuously eliminates waste from every
activity in a business.



QUALITY DEFINED

CONFORMANCE TO SPECIFICATION

CONFORMANCE TO REQUIREMENTS




Most Costly Less _ [} Costly

|
|
I
! 1
| I
| I

The customer finds defects in Defects are discovered and
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The company’s quality
management system is designed
and carried out o prevent
defects.

Comparative Cost Of Deflects
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SPC
Supplier Process Customer

Your job is a process.
Your department is a process.



PROCESSING SYSTEM

IDENTIFYING YOUR BASIC PROCESS IN A DIAGRAM IS A GOOD START TO
PLANNING FOR IMPROVEMENT. IT IS HELPFUL FOR FACILITATING
DEPARTMENTAL ACTIVITY ANALYSIS, AND FOR GETTING A SYSTEMS VEIWPOINT

FOR A MULTIFUNCTIONAL PROCESS.

Resources:

People &
Skills

Typist

Writing Skills
Technical Subject
Planning Skills
Graphic Artist

Suppliers

Provides
Inputs

- information
- reports

- data

- timecards
- invoices

Your process is
the customer of the
supplier's process!

$

Environment Material &
& Facilities Equipment
Lighting Telephone
Noise Level Copier

Work Climate Typewriter

Processes

Use of resources to
convert inputs to out-
puts that have value
to customer

write a computer program

supplying information

conducting a meeting
writing a report

For a department, there may
may be many processes -
prioritize which should be
improved first, second. etc.

Customers
User of
Qutputs

Methods &
Procedures

Instructions
Forms
Manuals
Policies
Precedents

- an individual
(e.g.. an accountant,
your boss)
- a department
(e.g.. data processing)
- another processing system
(e.q.. computer system)
- a market
(e.g.. telephone callers
to the switchboard)

The customer may also be
the supplier of inputs!




EXAMPLE - PROCESSING SYSTEM DIAGRAM

Description: Manufacturing Engineering Floor Support

Mission: Reduce the Need for Engineering Time on the Shop Floor by 30%
Resources:

People & Environment Material & Methods &

Skills & Facilities Equipment Procedures

Mfg. Engineers Plant Floor Conventional Machines Drawings
SPC Skills Tool Room N/C Machines Procedure Manual
Problem Solving Skills Calibration Lab Molding Equipment Routing Descriptions
Project Mgm't. Skills Engineering Office Presses Process Methods Sheets

Government Regs.

[~

of Resources
Suppliers Inputs to Convert the Outputs Customers
rrovtnders of lgems to be inputs to Outputs | | Services & gzers of
nputs roce t
P ocessed ProEeEsRE Products tputs
Value Adding
Activities
Machine Operators Trouble Analysis Rept. Tool Design Tooling Assembly Area
Supervisors Broken Toals Fixture Design Fuctures Primary Shop
Prod. Center Mgrs. Lot A Repent Gage Design Gages - Q.C. Inspectors
Operations Mgr. Lot B Report Capability Studies  Methods Trouble Analysts
Engineering Dept. Poor Part Quality Gage R&R Studies Procedures = Suppliers
Routing Dept. Quality Defect Report Process Concepts  Machining Cells Tool Vendors
Standards Dept. First PC Insp. Repon Problem Solving Layouts Purchasing
Marketing Material Review Bo. Methods Devel. Test Dept.
Q.C. Department Tool Tryout (vendor) Product Planners
Vendors Verbal Instructions Dev. Engineering
Standards Dept.
SUGCGESTIONS:

1. DESCRIBE THE PROCESS AND ITS PURPOSE FIRST. [IF ANALYZING A
DEPARTMENT, AGREE ON A ONE-LINE MISSION STATEMENT BEFORE
BEGINNING.

2. IDENTIFY CUSTOMERS OF THE PROCESS/DEPARTMENT, AND WORK
BACKWARDS THROUGH OUTPUTS, PROCESS, INPUTS, SUPPLIERS, THEN
RESOURCES LAST.

3. DISCUSS HOW WELL THE MISSION IS BEING ACCOMPLISHED, THINGS THAT GO
WRONG, PROBLEM AREAS, ROADBLOCKS, ETC.




PROCESSING SYSTEM

Description:
Mission:

People & Environment Material & Methods &

Skills & Facilities Equipment Procedures
. of Resources

Suppliers Inputs to Convert the Outputs Customers
Frovtlders of || Items to be Inputs to Outputs | | Services & 8sers of
nputs
P Processed ProREeEaE Products utputs

Value Adding
Activities

Sequence: Determine the mission, then work from customers back through the system to suppliers.
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INNOVATE

IMPROVE JOB TRAINING

LEARN THE NEW PHILOSOPHY

REDUCE NUMBER OF SUPPLIERS

TEACH STATISTICAL TECHNIQUES

ELIMINATE UNSUITABLE MATERIALS

EXAMINE IMPACT OF WORK STANDARDS
PROVIDE HIGHER LEVEL OF SUPERVISION

GET RID OF NUMERICAL GOALS, SLOGANS
ELIMINATE DEPENDENCE ON MASS INSPECTION

RECOGNIZE THE TWO SOURCES OF QUALITY
PROBLEMS: FAULTY SYSTEM AND THE WORKER

. INSTITUTE VIGOROUS TRAINING PROGRAMS IN NEW SKILLS
. MAKE MAXIMUM USE OF STATISTICAL KNOWLEDGE AND TALENT
. DRIVE OUT FEAR: ENCOURAGE OPEN, TWO-WAY COMMUNICATION




COMPANY WIDE QUALITY WITHIN TELEFLEX

A SYNTHESIS OF PHILOSOPHIES, SYSTEMS AND METHODS

CONTINUOUS
IMPROVEMENT

TEAMWORK

VALUES &
PHILOSOPHIES

TECHNOLOGY PEOPLE

QUALITY




TQM TECHNIQUES AND TOOLS
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Who Should Attend Workshops and Why

Managers, Trainers, Project Teams of Specialists

. Projec: Teams
- Preziem Solving
. SPC 4 Measurement System

Participants Customers and Suppliers
Acminis- Manutac-
Workshops trative Sales & | Procuct | Cuaiity «ton| Matertais
P Funetions | Marketing Engrg. |Assurance E";"rc‘?g Procuction Mgmt.

__ | Aermunustrative Process improve.
c | + Definng the Process * x * *® * x
™ i E‘:‘:m;in%”::gr:;nr;"ds improve cffice efficiency and desartment effezilveness
3| Training & Team Leacership .
= | + Presentation Skils x * i ol > * x
— | - Team Leacersnip Develcp and imgrove presentation skills and

- Traimnc Process local leacer effectiveness

SPC & Team Methoas * * -« * x -

Imaiement project teams, basic statisucal srocess central,
and measurement svsiem anamvsis

Manufac:uring Process Improve,
+ Agv. Process Control Capacbil.
- Short Runs/JIT
+ SPC Scttware

x x x

Utliize broader and more effective manufaciuring asgciications of SPC

Engineenng Statistics

- Regression/Carrelation
- Stausucal Companscns
- Comgcuter Apsoiicatiens

x x* *

Develco skills to apply metheds uSstream in engineering

Reliability Engineering

. Program Management
- Metnocs

. Software Reiiabillty

x x

Prevent design problems anc assure that srocuc:s are reliacle

Taguchi Methocs

- Parameter Design
- Tolerance Design

- Comouter Scttware

x = - x x

Qotimize procuc: performance and minimize Srocess variatizn

SMWYHISMW VI[SMW IV[SMWII[SMW II[SMW |

Agvance¢ Taguchi Metnhods
. Advanced Designs

« Analysis of Vanance

- Tolerance Design

x * x

Utillze advanced methods and dynamic acglications

an

Team Struciured Problem Solving
. Probiem Solving Process

- Eignt Discioiines

. Stausucal Tools

* x* x *

Integrate team problem solving with all the statistical methods

Total Sucoiier Cuality Assurance

0ro

- Procuc: Planning
- Procuc: Deveicoment Planning
. Process Development Planning

- Procucuien Plarning

é - Existing Procucts ® "

2 g;vs!:rg(:uc: ek Integrate effective supplier cuality througnout procuct cycle

o e e i * *

| gz:gfgifl;‘;:::t:és Provides overview of quality management ang sresaraticn for CCS Exam
OFD Project Mgmt. System * - - o~ * -

Utllize project systerm to smmultaneously achieve hign guality, low cost
and on ime




STATISTICAL METHODS APPLICATIONS
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. DESIGN/PROCESS TECHNOLOGY DEVELOPMENT

. PURCHASED MATERIAL & COMPONENTS

. PURCHASED PROCESS EQUIPMENT

. PROCESS SETUP APPROVAL

. MONITOR PROCESS PARAMETERS/CHARACTERISTICS
. OPERATOR/PROCESS EVALUATION

. TEST EQUIPMENT PRECISION/ACCURACY

. PRODUCT CHARACTERISTICS - OUTPUT RESULTS

(PRODUCT PERFORMANCES)

. ECR/DEVIATION CONTROL
. PRODUCT/PROCESS IMPROVEMENT
11.

OPTIMIZATION - RELIABILITY



QUALITY MANAGEMENT IMPLEMENTATION

e Quality Management Committee Formed
Include function managers
Evaluate situation and develop plan
Appoint Quality Projects Manager
e Management Overview Session
e Committee Finalizes Plan
Trainers identified and trained
Training materials identified and customized
Pilot projects identified
Develop key elements of Q.A. System
Customer requirements - improve quality
New products/processes from the beginning
Reduce costs of existing products
Improve productivity
e Form Teams
Start with pilot projects
Train Teams as needed
Develop project plans and identify obstacles
e Form Supplier Subcommittee/Teams
Train Supplier Project Teams
e Management Review of Alternative Solutions
e Implement Project Team Recommendations
e Measure Results
Quality Improvement
Productivity Improvement
Cost Reduction
Improve Reliability
Competitive Position Improvement
e Recognize Project Team Accomplishments, Awards
¢ Evaluate Progress and Adjust Strategy
e Expand Employee Awareness, Training Communication and QC Circles
e Form New Teams
e [nstitutionalize for Continuous Improvement



THINGS WE'VE LEARNED ALONG THE WAY

* MANAGEMENT PARTICIPATION IS VITAL.
e LINK SPC TO BUSINESS OBJECTIVES AND PLAN.

e THE FIRST BREAKTHROUGH IS IN LEARNING. TOP DOWN AT FIRST FOR
TRAINING IS BEST FOR SETTING THE EXAMPLE.

e PEOPLE LEARN BY FOLLOWING THE EXAMPLE OF THEIR BOSS. FOR
EXAMPLE, PARTICIPATE IN EVERY WORKSHOP.

 TRAIN, AS NEEDED, IN TEAMS. OTHERWISE PEOPLE FORGET IN 30 DAYS.

e IDENTIFYING THE CAUSES OF PROBLEMS IS DEFINITELY THE HARDEST
PART TO DO. TEAMS ARE THE KEY.

e LATER, THE INFORMATION AND IMPROVEMENT RECOMMENDATIONS
FLOW FROM THE BOTTOM UP.

» EXPAND THE SCOPE OF EMPLOYEES AND ISSUES.
e SYSTEMATIC USE BY TEAMS OFFERS THE BIGGEST ROI.

A RECENT ARTHUR ANDERSEN SURVEY OF INDUSTRY MANAGERS FOUND
THAT THE LACK OF UNDERSTANDING OF THIS QUALITY IMPROVEMENT
PROCESS IS A PRIMARY OBSTACLE TO IMPROVED COMPETITIVENESS.




Typical measures of Process Performance
By Department or Function

Marketing Sales/Service

e Time to process engineering changes
e Error in filling out dealer orders

e Customer complaints

e Time of transit of parts to customers

Engineering

e Time to process engineering changes
e Change requests

e Number of engineering design changes
e Failure time of product

Manufacturing

e Downtime

e Amount of scrap or rework

e Level of inventory

e Qutgoing quality

Administrative

e Time to process travel expense reports
e Computer downtime

e |dle time of company vehicles

e Time filling orders from stockroom

Management

e Number of accidents; related time loss
e Percent of overtime

e Wasted man-hours due to the system
e Training and educating employees




TYPICAL CRITERIA FOR
MEASURING IMPLEMENTATION

Statistical Methods Control o
®

L]
Supplier Quality Improvement e

Quality Training o

% Of measurement systems capable (repeat-
able & reproducible) for control characteristics

% Of identified characteristics that are in con-
trol and capable

Cpk for all identified characteristics
% Process properly charted

Cost reduction due to improvement projects or
ROI by project

Number of quality improvement projects com-
pleted and in-process

Number of problem solving teams

% Purchased parts with control characteristics
identified

% Suppliers using SPC

% Certified suppliers

% Reduction in supplier base

Cost of procurement reduction

Price versus total cost analysis

% Reduction in discrepant material received

Multidiscipline supplier rating system results

Number of local trainers by subject

% Of necessary people trained focused by
department and by subject




TYPICAL CRITERIA FOR
MEASURING IMPLEMENTATION

Control Characteristics e % Of all new and existing product/processes
reviewed for control characteristic identification

Cost of Poor Quality e |dentification and improvement in the cost of
poor quality as a percent of sales, manufactur-
ing costs or profits: appraisal, internal failure,
external failure, total costs including multiplier
effect and hidden costs

e Number of claims and litigations

Quality Management e Evaluate element development using the Plan-
ning Matrix
Overall Measures e Customer quality awards

e Long term contracts

e Improved market share
e Longer warranty periods
e R/100

e Things gone wrong



ORGANIZATION
TOP OBSESSION 1S
TaM MANAGEMENT WITH CUSTOMER CUSTOMER EMPLOYEE USE OF USE OF
CATEGORY COMMITMENT | EXCELLENCE DRIVEN SATISFACTION| TRAINING |INVOLVEMENT| INCENTIVES TOOLS
CONTINUOUS CONSTANT, CUSTOMER MORE TRAAMNING IN PEOPLE GAINSIARING BTATISTICS
BAPAOVE MENT RELANVE SANSFACTION CUSTOMERS 10M TOOLS HVOLVEMENT; (CROSS- 1S A COMMON
IS A NATURAL IMPROVEMENT 1S THE PRIMARY STATE INTEHNON| COMMON SELF DMIECTING | FUNCTIONAL LANGUAGE
5 BEMAVIOR IN QUALITY, GOAL 10 MAINTAIN ALIONG ALL WORK GROUPS | TEAMS) AMONG ALL
EVEN DUING COST, AND LONG TERM EMPLOYEES EMPIOYEES
AOUTINE TASKS | PRODUCTIVITY BUSINE 5S
AELATIONSIIP
z FOCUS IS USE OF CUSTOMER STRIVIHG TO 1op MANAGER MORE TEAM DESIGN
o CH WPAOVING | CROSS- FEEDBACK IMPROVE MANAGEMENT | DEFINES THAN INDIVIDUAL | AND OTHER
S ik SYSTEM FUNC TIONAL USED IN VALUE TO UNDERSTANDS| LiATS; ASKS INCENTIVES AND | DEPARTMENTS
4 IMPROVEMENT DECISION- CUSTOMERS AND APPLIEE | GROUP TO REWARDS USE SPC
';.‘:’ TEAMS MAKING 1S A ROUTINE ToM MAKE TECHNIOUES
o BEHAVIOR PIILOSOPHY | DECISION
3 ADEQUATE TOM TOOLS USED POSINIVE ONGOING MANAGER QUALITY- sPC*
o MOHE Y AND SUPPORT 10 INCLUDE CUSTOMER TRARING PRESENTS RELATED USED FOR
7] TIME ALLOCATED | GYSTEM WANTS AND FEEDBACK; PHROGRAMS PROBLEM, GETS | EMALOYEE VARIATION
ﬁ] 3 10 CONTINUOUS | SET UP AND HEEDS IH COMPLAINTS BUGGEBTIONS, | BELECTIONS AND| REDUCTION
(o] WAPROVE MENT IN USE DESIGN USED 1O MAKES DECISION | PROIMOTION
1‘ ANHD TRAINING IMPROVE CRITERIA
BAL ANCE EXECUNVE CuSTOMER CUSTOMER TRANING MANAGER EFFECTIVE sFC*
o OF LONG. STEERING NEEDS AND RATING OF PLAN PRESENTS IDEAS| EMPLOYEE USED IN
r4 2 TEAM GOM S COMMITTEE WANTS ARE COMPANY DEVELOPED AND INVITES BUGGESTION MANUF AC TURING
(=] wAli SHOAT- SETLP KNOWN 1S KNOWN QUESTIONS, PROGRAM
=z TEHM MAKES DECISION| USED
< CHIECTIVES
-
(1]
TRADITIONAL APPROACH TO QUALITY CONTROL
- INSPECTION IS PRIMARY TOOL (CONTROL OF DEFECTS, NOT PREVENTION)
1 - BETTER QUALITY = HIGHER COST
- SIGHIFICANT SCRAP AND REWORK ACTIVITY
- QUALITY CONTROL FOUND ONLY IN MANUFACTURING DEPARTMENTS
MBO IMPROPERLY USED FOR ALL DEPARTMENTS
*SPC USED AS AN EXAMA E

AN EXAMPLE OF A GUIDE TO ASSESS STATUS OF TQM IMPLEMENTATION
(Develop your own 1o suil your own needs)
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Planning for Quality: The Improvement Matrix

training, and implementation. An op-
eration depicts its status by identify-
ing the square on each row that
describes what methods and actions
they have initiated. The matrix fo-
cuses on manufacturing and sug-
gests a comprehensive plan for
initiating continuous improvement.

Division and plant management
staff and steering committees can
evaluate their current situation on qu-
ality using the Improvement Plan Ma-
trix. Each row presents one of 10
elements of modern quality. Each
column represents the next step in
the evolution of quality planning,

Base Lovel First Level Second Level Third Level Fourth Level Fifth Level
No PQA Oivision/ PQA Manager | Steering All gepartment | Product &
Management policy al Mgr. reportis 1o Commuitles mgrs., imple— ]
Responsibility, | gtatement has issued too facility functioning with |menting CSO/ Geveicoment
Support poilicy & manager charter ana SPC In their concurrent
and monitors objectives departments througn
Participation progress (C-50, sSMW I, | (APY) muititunctional
APY) tearmns (CFD)
Na PQA in Quality verbiage | Short=term Quantitative Multifunctional | Continuous
Strategic strategic plans | included, but quality Imprave— PQA goais PQA goals quality
Planning no speciflc ment project established estadlhished Improvernent
Quailty tasks/goais goais included | (MBQ) (C-50, MBQ) strategy used
Input (CQE) with measure—
maent criteria
[MBQ!
No unquality Accounting Traditional cost | Hidden costs Higden costs Continuous
cost report reports scrap of unguality being icentilied |used for |usti= | Improverment
Cost af and rework, recorted (SMwW 1, V) tying improve— | in the costs
Unquality No separate (CQE) ment actions of unquality
managemen (SMW I, W1,
regort. MBQ)
Na formai Overview for Local trainers | I0trocuciory Agv. Stat. Metr} All personnel
statistical management icentified, Statistical training trained In SM.
Tralning & methoas conducted trained, and methags underway Iin Programs In
Education training (ems) training others | Ifaining of teams nyumoerous placa for new
(TTL) completed functions empigyees.
(TTL, SMW I, | (SMW t=vT)
AP
Na contral Characteristics | Characteristics | Multifunctional |FMEA's used Control
enaracteristics | addea only as icentified at ID of ) to identify characteristics
Control identitiea problems occur | Cusiomer characteristics |control char. identified on ail
Characteristics request, by (SMW |, CCE) |4 process axisting & new
cusiomaer or pg::m-;«s procucts &
ra. ; w processe
engrg. & devel ( ) TR - Qe |
No formai Calibration of Recail system for Statistical caoa-{ Histories kept Overcue recall
systemn lor master or calibrating pro— | Dility (repeat- |of caubrations, | notices gener—
calibration or | metroiogy lab  |duction fixtures | ability & repairs and ateg. &
Measurement | capability equipment on a |and Measure— reproducibility) |capabilities staustically
Systems analysis regular basis, ment equipment | analyzed on con+ (CCE) capab'e
traceabie to traceadle to trol character= systems
rocogmz.e stas. [recognized stds. | istics measure—
(CCE) (CQE) ment equipment
(SMW 1)
No steering Steering Steering Steering SPC & team in control &
Committee Committee Committee Committee utilization capable
spPc Plan or SPC planning identifies pilot decides on expanding into ocCesses.
limplementation | coorginator underway and project, Initiates| aiternative all manulactur= aguch Meth.
coorginator teamn training solutions. Pilot |ing and otfice used for
assigned & coordinates project success={areas Continuous
actions fully completed, | (APY) Improverment
(TTL, SMW |, new leams (SMW W1, vil)
APY) formed (I, APY)
Producibility or | Producibility ana| Statistical Process FMEA |Statistical Existing & new
testability not | testaoility first |manufacturing required prior tolerancing of producis &
Manufacturing | considered consicered at capapility con= | to tinai control processes
Capability during design | Final Design sidered at esach | design release |characteristics | proven capable
Analysis Review stage of a new | (SMW m) utilized with periodic
(SMW V) product develoo— (SMwW m) audits & test
ment (SMW 1) (SMW V)
Cnly receving | System In place | Supolier Quality | Mutual O of Suooliers using | Only preferrec
Inspection to handie Function control charac- |Stat. Methods. | supphers used.
Supplier used supplier prob— | flormaiized, toristics. Team{minimal Improved
Controls lems, occasionalrating system for solving SUD=|receiving on=time
supplier survey |utilizea (TSQA| plier prodblems & |inspection delivery,
mace (TSCA) sourcing eval. (SMW |=v1) (TSQA)
(TSOCA)
Process not Traaitional Manufacturing Flow diagrams &| Project team Worker group
formaily (ronstatistical) |has responsi- cause/eflect instilutes prodiem—
Manufacturl controiled formal controls |Bility for onqoing| diagram preventive solving,
ki "3 | exceot wnen |but variadility |ooerator SPC & | gstadhished as a|maintenance & | fooioroofing &
c t’r’l‘ prodiemn Aot considered | seit-stooping of | pasis for stat, setups continuous
onire occurred (Process Instructorocess when | corrective WP inventory | Improvement
tions & stds.) oblemn Identi-| actions reduced (SMW 1)
ed (SMW ) 1SAMW N 1SAMW M
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Lﬂnmaﬁon Categories/Subcategories Maximum Points  of Total

1.0 LEADERSHIP

Malcolm Baldrige EXAMINATION

T o CATEGORIES,
hat}onal SUBCATEGORIES
QuahtY AND POINT
VALUES

Percent

120 12

YOUR OPERATION

Points

Total

Percent

1.1 Senior Management 30

12  Quality Values 20

1.3  Management System 50

1.4  Public Responsiility 20

2.1  Scope of Data and Information 25
for "Management by Fact”

22 Data Management 15

2.3  Analysis and Use of Data for Decision Making 20

150 15

3.1 Planning Process 30
3.2 Plans for Quality Leadership 50
40 HUMAN RESQURCE UTILIZATION

4.1  Management 25
42 Employee Invoivement 40
43  Quality Education and Training 30
44 Employee Reccgnition 20
4.5  Quality of Worklife 35
| 50 QUALITY ASSURANCEQO

5.1 Design and Introducton of New or 25

Improved Products and Services
5.2 Operation of Processes Which Produce 20

the Company’s Products and Services
5.3 Measurements and Standards for Products, 15
Processes and Services

150 15

|70 CUSTOMERSATSFACTON- 30 3. _______ |

54  Audt 20

5.5 Documentation 10

56 Quality Assurance of Operations and 25
Business Processes

5.7 Quality Assurance of External 25
Providers of Goods and Services

6.0- QUALITY RESULTS:

6.1  Quality of Products and Services 70

6.2 Operational and Business Process 60
Quality Improvement

6.3  Quality Improvement Applications 20

7.1 Knowledge of Customer Requirements 40
and Expectations

7.2  Customer Relationship Management 125

7.3  Customer Sausfacuon Methods 135

of Measurement and Results

TOTAL POINTS

1000




