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I AM STEVE COLIN.
I AM WITH FLORIDA, VR.
WE HAVE A COUPLE OF HOUSEKEEPING THINGS TO LET EVERYBODY IN THE AUDIENCE KNOW ABOUT.
YOUR CONFERENCE PACKAGE HANDED TO YOU AT THE REGISTRATION INCLUDING AGENDA, CRC FORM IF YOU WANT CREDITS, TAKE THEM TO EACH SESSION AND HAVE YOUR FICILITATOR/SPEAKER INITIAL IT AND REGISTRATION DESK TO RECEIVE YOUR CRC VERIFICATION FORM.
ALSO IN YOUR PACKETS, AN OVERALL CONFERENCE EVALUATION FORM IN YOUR PACKET.
LIVE IT IN YOUR SEATS ON THE LAST DAY OF THE CONFERENCE.
EACH PRESENTATION HAS ITS OWN EVALUATION FORM.
TURN IT IN AT THE END OF THE SESSION.
YOUR FICILITATORS FOR EACH OF THE SESSIONS WILL HAVE A PACKET WITH THE FORMS ON THEM.
THEY'LL HAND THEM OUT AT THE SESSIONS.
FICILITATORS, PLEASE DON'T FORGET AND MAKE SURE THAT YOU SHOW UP AT THE SESSION APPROXIMATELY 10 MINUTES IN ADVANCE.
IN ADDITION TO THAT, RESTROOMS AND RESTAURANTS, PD BROWNS, OYSTER TRAILS OUT BACK.
RESTROOM DOWN THIS HALL AT ABOUT 100 FEET ON THE RIGHT‑HAND SIDE RIGHT NEXT TO THE RIGHT IBIS WHICH IS IN ADDITION AND WE ARE IN AUTO BAUN AND THE CULLMERRANT AND THAT IS THE THIRD ROOM ON THE RIGHT.
SIGN IF YOU HAVE NOT ALREADY DONE SO.
THE ROSTERS ARE AT THE REGISTRATION DESK.
IN ADDITION TO THAT, YOU'LL NOTICE THERE IS NOT A WHOLE LOT OF HANDOUTS IN YOUR PACKAGE.
WE DID THAT ON PURPOSE SO WE COULD KEEP THIS AS GREEN OF A CONFERENCE AS WE COULD.
THE NATIONAL CLEARINGHOUSE IS GOING TO HAVE ALL OF THE HANDOUTS PLUS AUDIO FILES OF THE PRESENTATIONS.
WHEN YOU GO BACK TO YOUR OFFICES, YOU CAN CHECK THE NATIONAL CLEARINGHOUSE AND DOWNLOAD ALL THE PRESENTATIONS.
WITH THAT I WOULD LIKE TO TURN IT OVER TO SCOTT SABELA AND SCOTT IS GOING TO INTRODUCE OUR KEYNOTE SPEAKER.

>> GOOD MORNING EVERYONE.
>> GOOD MORNING.

>> IT IS GREAT TO SEE ALL THE FAMILIAR FACES I GET TO SEE ONCE A YEAR FOR THE PAST FOUR YEARS, I AM SCOTT SEBELA AT THE TASTE REGION EIGHT.
THIS IS A LITTLE EMBARRASSING, WE HANDED OUT THE EVALUATIONS W ALONG WITH DR. FOSTER'S BIO.
IF YOU HAVE DR. FOSTER'S BIO RAISE YOUR HAND.
I AM PARTIALLY RESPONSIBLE FOR BRINGING DR. FOSTER TO FLORIDA.
IN 2007 WE HAD A SURGE OF QUALITY ASSURANCE.
AROUND THAT TIME I WENT THROUGH THE LITERATURE AND TRYING TO FIGURE OUT WHAT THE QUALITY ASSURANCE EXPERTS, WHAT THEY WERE TEACHING.
WE HAVE AT THE UNIVERSITY OF NORTHERN COLORADO WE HAVE THE AWARDING, MONFORD SCHOOL OF BUSINESS.
I WANTED TO FIND OUT WHAT TEXT THEY WERE TEACHING FROM.
FIRST WAS MANAGING QUALITY BY DR. FOSER.
FIRST QUALITY ASSURANCE FOR GOING TO REFERENCE.
I JUST MET HIM A FEW MINUTES EARLIER BUT I HAVE READ A LOT OF HIS WORK AND HIGHLY VALUE IT.
I ALSO WANT TO THANK MICHAEL SHOE MAKER FOR CALLING HIS ALMA MATER AND HAVING A DISCUSSION THAT LED TO HIM COMING HERE.
DR. TOM FOSTER IS A PROFES SER, RESEARCHER AND CONSULTANT IN AREA MANAGMENT.
STRATEGIC QUALITY PLANNING, SIX SIGMA, GOVERNMENT QUALITY, ROLE OF GOVERNMENT TECHNOLOGY AND IMPROVING QUALITY.
TOM IS A PROFESS SOR AT BYU.
HE RECEIVED PHD FROM UNIVERSITY COLUMBIA.
ON THE BOARD FOR OVERSERS FOR THE MALCOM BALDRIDGE BOARD.
LET'S PUT OUR HANDS TOGETHER FOR DR. S. THOMAS FOSTER.
[APPLAUSE] 
>> THANKS SCOTT FOR THAT NICE INTRODUCTION.
IT IS INTERESTING WHEN YOU COME TO THE EAST COAST TO SPEAK.
I AM FROM PROVO, UTAH.
IT IS 50 MILES FROM SALT LAKE.
USUALLY I TEACH AN 8:00 A.M. CLASS, RARE THAT I HAVE A 6:45 A.M. CLASS.
USUALLY THE SPEECH I GIVE AT 6:45 GOES LIKE THIS:  HEY SON, GET OUT OF BED.
YOU HAVE GO TO SCHOOL.
IF YOU DON'T GET UP NOW YOU ARE WALKING.
IT IS QUITE A DISTANCE.
I AM HAPPY TO BE HERE.
I AM HAPPY FOR THE WORK YOU DO.
I HAVE SPENT MY CAREER WORKING ON QUALITY MANAGEMENT.
I WAS QUALITY BEFORE QUALITY WAS COOL.
I HAVE CONTINUED TO BE SO SENSE.
I WANT TO THANK MICHAEL SHOE MAKER AND STEVE COLLINS FOR INVITING ME AND SCOTT IN HIS HAND.
SCOTT MENTIONED I AM ON THE BOARD OF OVERSEERS FOR THE BALDRIDGE.
I THOUGHT I WOULD GIVE A MINUTE OR TWO ON THE FUTURE OF BALDRIDGE.
IT IS A LITTLE UNSURE.
AS YOU KNOW, MANY OR ALL OF YOU RECEIVE FEDERAL FUNDING.
WE ARE AT THE TIME WHERE GOVERNMENT IS MAKING A LOT OF DEEP CUTS.
SO IT IS A DIFFICULT TIME FOR THE MALCOM BALDRIDGE NATIONAL QUALITY AWARD.
THIS IS LIKE THE AFTER DINNER SNACK FOR THE FEDERAL GOVERNMENT, ONLY 15 MILLION DOLLAR BUDGET A YEAR ITEM.
IT IS ON THE TABLE FOR BEING CUT 100 PERCENT.
 THOSE OF US WHO KNOW THE BALDRIDGE AND I HAVE DONE RESEARCH SOME OF MY RESEARCH HAS SHOWN ADHERENCE TO THE CORE VALUES OF THE MALCOM BALDRIDGE WILL LEAD TO PERFORMANCE IN FIRMS ORGANIZATIONS, THAT IS BEFORE YOU GET TO THE CRITERIA OF BEING EVALUATED AND JUDGED AND ALL THE OTHER THINGS GOING ON.
THE OVERALL BUDGET IS ABOUT 50 PERCENT HIGHER, WELL ABOUT 100 PERCENT HIGHER, 30 MILLION DOLLARS TOTAL.
OTHER 15 MILL IS DONATED BY WONDERFUL ASSESSORS AND THE PANEL AND JUDGES AND THE OTHER PEOPLE THAT WORK IN THE BALDRIDGE PROSESZ.
THAT IS MY UPDATE ON THE BALDRIDGE IF YOU ARE BEST FRIENDS WITH CONGRESS PERSONS OR SENATORS, TALK TO THEM AND TELL THEM THIS IS OF VALUE IF YOU USE THE BALDRIDGE IN YOUR ORGANIZATIONS.
IT IS A KEY THAT HAS HELPED US AS A NATION IN THE LAST 20 YEARS OR SO.
I AM HAPPY TO BE HERE, THE TALK HAS TO DO WITH REENERGIZING QUALITY.
I HAVE BEEN VISITING 20 OR SO FIRMS, ONE OF THE THINGS I HAVE NOTICED IN THE FIRMS I HAVE VISITED, THIS IS A TIME, THE QUALITY MOVEMENT IS ABOUT 30 YEARS OLD.
REALLY, HARKENS BACK TO THE EARLY 1980S IN THIS COUNTRY WHEN IT REALLY GOT GOING.
THERE WERE THINGS THAT HAPPENED BEFORE THAT.
IT WAS IN THE '80S THAT WE STARTED FEELING COMPETITION FROM JAPAN AND FELT THE NEED TO IMPROVE OUR QUALITY EFFORTS.
AT 30 YEARS, I THINK, AS I VISIT FIRMS AND AS I HAVE WORKED WITH FIRMS, I THINK IT IS A REAL TIME TO SIT BACK, SORT OF TAKE STOCK OF WHERE WE ARE, AND WHAT I HAVE NOTICED IS, A LOT OF FIRMS, AND ORGANIZATIONS THAT HAVE IMPLEMENTED QUALITY MANAGEMENT, THEY HAVE DONE A LOT OF THINGS, THEY HAVE LOST MOMENTUM THEY INITIALLY HAD.
MAYBE SOME OF YOUR ORGANIZATIONS ARE EXPERIENCING THIS.
ALTHOUGH, IF THIS STARTED IN 2007, YOU ARE STILL PRETTY EARLY.
THE CONCEPTS AND POINTS ARE USEFUL FOR ERN{LEFT} EVERYONE TO SIT BACK AND TAKE STOCK IN YOUR PARTICULAR PROGRAMS, WHERE YOU ARE AND HOW YOU SHOULD IMPROVE.
I AM AN ACADEMIC.
IN ACADEMIA, YOU ARE THOUGHT TO THINK CRITICALLY.
I AM GOING TO ENCOURAGE YOU TO THINK CRITICALLY TO RE‑EVALUATE AND REENERGIZE THEM.
WE ARE GOING TO TAKE A STEP BACK AND LOOK AT THIS FROM MAYBE ABOUT A 10,000‑FOOT VIEW.
WE ARE GOING TO ASK OURSELVES, WHERE ARE WE AS A FIELD?
AND HOW CAN WE IMPROVE?
ONE OF THE THINGS THAT HAS HAPPENED IS, NOTICE HERE, THERE IS A PICTURE OF SOME ROSES AND THEY ARE NOT LOOKING TOO GOOD.
IN TERMS OF QUALITY MANAGEMENT NATIONWIDE, THE BLOOMS OFF THE ROSE A LITTLE BIT.
QUALITY MANAGEMENT WAS PROBABLY THE BIGGEST FAD IF YOU WILL, IN THE 1980S GOING INTO THE 1990S AND A LOT OF MANAGERS AND DIRECTOR OS OF ORGANIZATIONS OF ORGANIZATIONS HAVE SAID, WE HAVE BEEN THERE, DONE THAT.
OKAY.
AND REALLY, AS WE ALL KNOW, IT IS NOT A BEEN THERE DONE THAT THING.
QUALITY MANAGEMENT IS NOT A PILL YOU TAKE THAT MAKES YOU BETTER, OKAY?
QUALITY MANAGEMENT IS MORE LIKE A JOURNEY.
IT IS A LONG JOURNEY, A LIFE‑TIME JOURNEY.
THIS NOTION OF CONTINUAL NEVER ENDING IMPROVEMENT.
THIS NOTION WE CAN ALWAYS DOING THINGS BETTER.
I TELL MY STUDENTS THIS EVERYDAY.
I TELL THEM IT IS A WONDERFUL THING TO HAVE A CAREER AND A JOB WHERE WHAT YOU DO IS YOU GO TO WORK EVERYDAY TRYING TO SAY HOW DO WE DO THINGS BETTER HERE?
I DON'T MEAN IN A NEGATIVE BURN OUT WAY, EVERYTHING HERE REALLY SUCKS, [LAUGHTER], WE HAVE GOT TO JUST DO THINGS BETTER?
PARDEN THE USE OF THE WORD "SUCKS" THAT IS THE KIND OF CULTURE I WANT TO WORK IN, I THINK THAT IS THE CULTURE ALL OF US WANT TO WORK IN, TOO.
I AM GOING TO TALK ABOUT 10 POINTS.
THESE ARE 10 POINTS THAT I WOULD LIKE DWROU YOU TO CONSIDER.
I AM NOT GOING TO TALK ABOUT STANDARD DEVIATIONS OR SIGMAS, TOO MUCH.
LIKE I SAID I AM GOING TO LOOK AT THIS FROM A STRATEGIC POINT OF VIEW AND A POINT OF VIEW HELP FOR YOUR ORGANIZATIONS.
I AM GOING TO COUNT DOWN FROM TEN DOWN TO ONE, THESE ARE NOT NECESSARILY IN ORDER OF THE MOST IMPORTANT THINGS.
THE FIRST ONE IS, THIS IS A PICTURE OF THAT I FOUND THAT I THOUGHT REPRESENTED THE NOTION OF COMMUNITY.
AS QUALITY SPECIALISTS, OUR JOB IS TO CREATE A SENSE OF COMMUNITY WITH THE PEOPLE WITH WHOM WE WORK.
OKAY?
WHAT I MEAN BY THE SENSE OF COMMUNITY IS, WE BUILD RELATIONSHIPS, WE BUILD UNDERSTANDING WITH OTHER PEOPLE.
WE DON'T DO LIKE THE DA VINCI.
IT IS A BOOK BY DAN BROWN.
IN THAT BOOK, BASICALLY THERE ARE A LOT OF DIFFERENT SECRETS HELD, AND THE RESEARCHER, WHICH IN THIS CASE, THE PROTAGONIST IS THE COLLEGE PROFESSOR.
I AM ALWAYS DOWN WITH MOVIES WHERE THE COLLEGE PROFESSOR IS A PROTAGONIST.
INDIANA JONES, PAPER CHASE FOR THOSE THAT GO BACK A WAYS.
IN THE DA VINCI CODE THERE ARE SECRETS.
WE HAVE THIS HIDDEN KNOWLEDGE WE ARE WILLING TO SHARE BITS AND PIECES.
IF WE CAN HOLD THIS KNOWLEDGE  TO OURSELVES AND TALK IN THE LANGUAGE OF SIGMAS AND STANDARD DEVIATIONS AND THINGS LIKE THAT IN OUR SQUARE VALUES, THEN PROBABLY WE WILL HAVE VALUE TO THE ORGANIZATION.
I AM SAYING WE OUGHT TO NOT DO THOO.
REALLY, ONE OF OUR JOBS AS A, AS A QUALITY SPECIALIST OR AS A PERSON WHO IS FAMILIAR WITH QUALITY IS TO SORT OF SHARE THE MESSAGE AND ALLOW OTHERS IN ON WHAT THE SECRETS ARE.
TO CONSTANTLY BE SHARING AND TEACHING ABOUT QUALITY MANAGEMENT.
BECAUSE THE MORE WE DO THAT, THE MORE WE'LL PROVIDE VALUE TO OUR ORGANIZATIONS AND THE MORE WE'LL DO THAT.
SEE, QUALITY MANAGEMENT, THE FIELD, IF WE REALLY TAKE THE 10,000‑FOOT VIEW AT THE AMERICAN SOCIETY FOR QUALITY LEVEL, REALLY, THE FIELD FALLS INTO THREE CAMPS.
THREE CAMPS:  ENGINEERS AND STATISTICIANS, THEN THE BEHAVIORALISTS, WHICH THEY BELIEVE IN TEAMS AND THINGS LIKE THAT.
THE ENGINEERS AND STATISTICIANS FOCUS ON SIX SIGMA.
AND THEN THE THIRD CAMP, THE ASSESSORS, FOLKS IN ISO 9,000 AND BALDRIDGE WORK.
IT IS IMPORTANT THAT THESE THREE CAMPS GET TOGETHER.
IF YOU HAVE TWO CAMPS YOU CAN BE AM BAH DEXTEROUS.
WE HAVE TO HAVE OUR FEET IN ALL THREE CAMPS.
WE HAVE TO UNDERSTAND THE PLACE IN ALL THREE OF THINGS.
SOME OF THESE MAY SEEM A LITTLE BIT HERETICAL.
THAT IS OKAY.
I DON'T MIND.
MOST OF YOU WORK IN A SERVICES ENVIRONMENT.
OKAY.
I CONSULTED WITH MANY, MANY SERVICES FIRMS, A LOT OF HOSPITALS.
I WORKED WITH COMPANIES LIKE HEALTH CARE THAT PROVIDES HEALTH‑RELATED INFORMATION.
ONE OF THE THINGS IN MY OWN JOURNEY, I BECAME GOOD AT WORKING WITH SERVICES ORGANIZATIONS WHEN I STOPPED SHOVING STATISTICAL QUALITY DOWN THEIR THROATS.
SQC WORKS WELL IN MANUFACTURING SO IT OUGHT TO WORK WELL IN SERVICES.
SERVICES ARE HIGHLY INTANGIBLE.
YOU CAN'T INVENTORY THEM.
THE MOST COMMONLY MEASURED IS CYCLED TIMES AND RESPONSIVENESS AND THINGS LIKE THAT.
BUT STATISTICAL QUALITY CONTROL HAS BEEN SHOWN TO WORK WELL.
MOST INSTANTS IT DOESN'T APPLY VERY WELL.
LIKE I SAY DON'T BE SECRETIVE, KEEP THAT KNOWLEDGE TO YOURSELF, LET'S BUILD A SENSE OF COMMUNITY.
HOW DO WE DO THAT?
ONE THING IS MY POINT NINE.
THINK CRITICALLY.
WE HAVE TO THINK CRITICALLY ABOUT THE TOOLS, IF PHILOSOPHIES WE ADOPT, TECHNIQUES WE USE AND THINGS LIKE THAT.
BECAUSE IT IS NOT GOOD ENOUGH TO SAY OKAY, I AM GOING TO GET MY BLACK BELT AND DO BLACK BELT STUFF IN AN ORGANIZATION.
YOU KNOW, THAT'S, YOU HAVE TO ADAPT THAT.
YOU HAVE TO THINK CRITICALLY AND BE CAREFUL OF CERTAIN TYPES OF INDIVIDUALS, WHO IS THAT?
THAT IS THE SHAM WOW GUY.
I DON'T THINK HI HAS A NAME.
I HAVE SHOWN THIS TO MY STUDENTS AND THEY SAY THE SHAM WOW GUY.
THERE ARE TONS OF BOOKS WRITTEN ON QUALITY MANAGEMENT AND QUALITY CONTROL.
TONS OF CONSULTANTS.
YOU HAVE TO BE CAREFUL.
ALL RIGHT.
WE CAN'T READ THE MOST CURRENT ISSUE OF QUALITY PROGRESS AND SAY WOW, THAT IS WHAT WE HAVE TO DO.
NO, YOU HAVE TO THINK CRITICALLY, THINK ABOUT YOUR ORGANIZATION AND SO FORTH.
SIX SIGMA HAS HAD AN INTERESTING JOURNEY OF ITS OWN.
I LIKE SIX SIGMA.
I THINK LIKE A LOT OF THING, I THINK IT FAILS MORE THAN IT WORKS.
SIX SIGMA STARTED OUT WHERE?
WHO KNOWS?
STARTED OUT IN MOTOROLA.
LATER IT WAS ADOPTED BY GE AND I ALL TALK WANT THEY DID WHEN THEY GOT IT.
SIX SIGMA, I GOT A CALL IN ABOUT 1993.
FROM THE CEO OF ONE OF THE BIGGEST CONSULTING FIRMS IN THE WORLD.
HE SAID TOM, WHERE DO YOU THINK THE FIELD IS GOING?
THE TRAINING, THE SALES WERE DROPPING.
THEY SAID WE ARE HAVING A TRAINING MEETING UP IN VERMONT, INDIVIDUALS IN THE LEADING CONSULTING FIRMS, WOULD YOU LIKE TO COME AND BE PART OF THAT?
I WAS BUSY.
I COULDN'T GO.
WHAT WAS DETERMINED WAS THE NEXT BIG THING WOULD BE SIX SIGMA.
IT IS A BANANZA FOR CONSULTS, ISN'T IT?
YOU GET TO TRAIN BLACK BELTS AND GREEN AND YELLOW AND MASTER BLACK BELTS AND BRING IN CHAMPIONS AND GIVE THEM SHORT TRAINING.
THERE IS ALL THIS TRAINING THAT CAN HAPPEN WITH SIX SIGMA THAT DRIVES A LOT OF REVENUES.
I AM GIVING YOU A PEEK BACK BEHIND THE CURTAIN IF YOU WILL ON SOME OF THESE THINGS.
THAT HAS BEEN THE JOURNEY OF SIX SIGMA SALES.
THEY HAVE BEEN DROPPING AND TRYING TO FIGURE OUT WHAT IS NEXT.
CREATIVITY AND TRAINING.
BUT REALLY, YOU HAVE TO KIND OF UNDERSTAND WHERE THESE THINGS COME FROM AND BE CRITICAL AND REALLY ANALYZE, DO WE THINK THIS WILL FIT IN OUR ORGANIZATION?
I AM GOING TO SHOW YOU HOW TO DO THAT IN A LITTLE BIT.
OKAY.
MY EIGHTH POINT.
WE HAVE A PICTURE OF A FELLA IN A WORKOUT FACILITY.
I AM GOING GUESS HE SPENDS A LOT OF TIME AND IT IS NOT GOING WELL.
WE CAN'T CONFUSE ACTIVITY WITH EFFECTIVENESS.
A LOT OF TALK ABOUT METRICS.
A LOT OF TIMES, ORGANIZATIONS WANT TO KNOW, HOW DO YOU MEASURE PERFORMANCE FOR A QUALITY ASSURANCE GROUP?
METRICS PUT IN PLACE BECOME THINGS LIKE THE NUMBER OF PEOPLE TRAINED.
NUMBER OF BLACK BELTS WE HAVE FOR OUR ORGANIZATIONS AND THESE TYPES OF THINGS.
AS WITH A LOT OF THINGS, WE ARE MEASURING THE WRONG THINGS, OKAY.
THOSE TYPES OF MEASUREMENTS REWARD ACTIVITY.
THEY DON'T REWARD EFFECTIVENESS, OKAY.
WE HAVE TO FIGURE OUT HOW DO WE MEASURE EFFECTIVENESS BETTER?
THE ANSWER I AM GOING TO GIVE YOU IS, AND THIS IS THE, YOU KNOW, I TELL MY STUDENTS AT THE UNIVERSITY, THIS IS THE ALL‑PURPOSE, MBA ANSWER TO ANYTHING AND IT IS OF COURSE, WHO KNOWS, IT DEPENDS.
[LAUGHTER].
DEPENDS ON YOUR ORGANIZATION.
IT DEPENDS ON REALLY WHAT THE KEY GOALS OF YOUR ORGANIZATION ARE AND THINGS LIKE THAT.
INSTEAD OF PLAYING HARD, WE HAVE GOT TO PLAY SMART.
OKAY.
WE HAVE TO USE OUR BRAINS.
HERE IS A PICTURE OF A CRANIUM, OF A BRAIN.
SO UM, WE HAVE GOT TO BE REAL SMART ABOUT THAT.
LET ME TELL YOU A STORY OF ONE ORGANIZATION I VISITED.
THIS IS MAP OF THE STATE OF TENNESSEE.
BUT I WAS ASKED BY A COMPANY I WAS CONSULTING WITH.
THIS PLANT HAS 54 PLANTS AROUND THE WORLD.
I WON'T NAME THEM BECAUSE I HAVE A NON DISCLOSURE AGREEMENT BUT I CAN TALK ABOUT THEM.
IT WAS IN ONE OF THOSE CITIES ON THE MAP.
I WON'T MENTION IT, CHATTANOOGA, [LAUGHTER].
I WENT AND VISITED THE PLANT.
THE PLANT MANAGER, GREETED, HELLO, HOW ARE YOU?
THEN WE WENT ON A TOUR OF THE PLANT.
WE WENT BACK TO HIS OFFICE.
WELL, WHAT DID YOU SEE?
WHAT KINDS OF THINGS DID YOU NOTICE?
I STARTED TALKING ABOUT THE PLANT AND IT APPEARS YOUR PROCESSES ARE TOO SPREAD OUT, WORK INVENTORY ON YOUR FLOOR TDYES AND SO FORTH WEREN'T LOCATED CLOSE TO THE MACHINES.
I DON'T WANT TO BORE YOU TOO MUCH, NONE OF YOU HAVE DYES, I DON'T THINK.
THE KICKER TO THE STORY.
I WENT THROUGH THIS LITANY OF THREE‑FOUR THINGS HE NOTICED.
HE SAID YOU KNOW, I KNOW ALL THAT STUFF.
WE ARE SO BUSY WITH THE DICTATES FROM OUR CENTRAL MANAGEMENT RELATIVE TO QUALIFY MANAGEMENT, WE ARE HAVING TO DO ISO 9,000 AND BALDRIDGE, AND I WENT BACK TO THE HEADQUARTERS UP IN THE NORTHEAST.
I WAS INTRIGUED BY THIS, THIS CONVERSATION I HAD WITH THIS PLANT MANAGER.
I GOT TOGETHER WITH THE HEADS OF THEIR QUALITY AND THEY HAVE VICE PRESIDENT QUALITY IN THIS ORGANIZATION.
BIG INTO IT IN A BIG WAY.
WHAT I FOUND WAS, I SAID LET'S REVIEW YOUR HISTORY RELATIVE TO QUALITY MANAGEMENT.
IN THE LAST 25 YEARS, THEY HAD IMPLEMENTED MORE THAN 50 DIFFERENT MAJOR QUALITY EMPHASES.
THAT IS LIKE ONE EVERY SIX MONTHS.
OKAY.
SO IF THAT HAPPENS, YOU ARE DOING THIS, YOU HAVE SOMETHING COMING DOWN, THEY DID EVERYTHING.
I AM GOING TO SHOW YOU A BIG LIST OF QUALITY TOOLS.
THEY WERE DOING JUST ABOUT ALL THOSE.
THEY WERE DOING ALOT OF STUFF AND WEREN'T NECESSARILY THAT EFFECTIVE.
I SAID DO YOU THINK WE NEED TO SIMPLIFY?
[LAUGHTER] THE HEAD OF QUALITY SAYS NOW THAT I LOOK AT IT, PERHAPS SO.
WE DID SURVEYING OF PLANT QUALITY ASSURANCE PEOPLE AND OF PLANT MANAGERS.
WE FOUND OUT, OUT OF THOSE 50 PLUS DIFFERENT MAJOR QUALITY EMPHASES THEY HAD, THERE WERE ONLY ABOUT, THIS IS TALL 80/20 RULES IF YOU HAVE 50 THINGS, 10 THAT ARE HAVING A MAJOR EFFECT.
IT WAS LESS THEN THAT.
WE FOUND FOUR DIFFERENT APPROACHES PEOPLE WERE ADOPTING WIDELY THAT THOUGHT THEY WERE USEFUL.
IT WAS LIKE CLEANING THE ATTIC.
WE CLEANED OUT A LOT OF THE DIFFERENT QUALITY THINGS AND DICTATES AND SIMPLIFIED IT TO THESE MAJOR FOUR.
AND THE COMPANY REALLY HAD A CHANCE TO IMPROVE AFTER THAT AND DID SEE VERY SIGNIFICANT IMPROVEMENTS IN THE NEXT COUPLE OF YEARS.
WE ARE TALKING REDUCTIONS AT 20 PERCENT AND THINGS LIKE THAT AS A RESULT OF SIMPLIFYING.
OKAY.
JUST BECAUSE WE ARE DOING A LOT OF STUFF DOESN'T MEAN WE ARE EFFECTIVE, ALL RIGHT.
SO REALLY, I GUESS ONE OF THE KEY WORDS I WOULD LIKE TO SHARE WITH YOU HERE IS, SIMPLIFY.
SIMPLIFY, TAKE STOCK OF WHAT YOU ARE DOING, WHERE ARE YOU SPENDING YOUR TIME?
OUT OF THE THING THAT IS YOU DO, WHAT IS THE MOST EFFECTIVE?
I WANT TO BE A LITTLE CAREFUL.
I AM STARTING TO SOUND LIKE ONE OF MY COLLEAGUES THAT TAUGHT AT MY UNIVERSITY WHO DIDN'T GET TENNIER AND WENT ON TO ANOTHER BUSINESS AT SEVEN CUBBIE HE WAS A PROFESSOR, HE DIDN'T PUBLIC ENOUGH RESEARCH.
[LAUGHTER].
HE HAS MADE A LOT MORE MONEY SINCE THEN DOING OTHER THINGS.
GETTING TENNIER ISN'T ALWAYS THE BEST.
NOW HE SITS ON OUR ADVISORY BOARD FOR OUR COLLEGE.
SO YOU KNOW IT IS KIND OF FUNNY.
HE HAS DONATED QUITE A BIT OF MONEY SO HE SHOULD HAVE A SEAT ON TO ADVISORY BOARD.
DOING THIS WE SIMPLIFIED.
POINT SEVEN, IT IS FOCUS ON CREATIVE SOLUTIONS.
I WANT YOU TO FOCUS ON BEING CREATIVE, DON'T ALWAYS LOOK TO OTHERS FOR THE RIGHT ANSWERS.
YOU KNOW SIX SIGMA MAY NOT BE THE THING FOR YOU.
THE BALDRIDGE MAY NOT BE THE THING FOR YOU.
YOU HAVE TO LOOK CAREFULLY AT WHAT DO I THINK?
WHAT DOES MY GUT TELL ME WE NEED TO DO TO IMPROVE AS AN ORGANIZATION?
WHAT I TELL MY STUDENTS IN THE FIELD OF QUALITY MANAGEMENT, DON'T FOCUS ON TOOLS.
FOCUS ON THE OUTCOMES OF YOUR BUSINESS AND GET AN IDEA, IN OUR WORLD WHAT IS SUCCESS?
OKAY.
AN THEN WHAT ARE THE ANTECEDENTS TO THAT SUCCESS?
HOW ARE WE GOING TO FOCUS OWN THOSE ANTECEDENTS, CONTEXTUAL VARIABLES I WILL REFER TO THEM AS.
WHAT ARE THE CONTEXTUAL VARIABLES THAT HELP DRIVE OUR ORGANIZATION?
YOU MAY ALL BE IN VR, MAYBE NOT.
YOU KNOW WHAT, THE DEFINITION OF SUCCESS IS DIFFERENT FOR EACH ONE OF YOU.
 AND SO FORTH.
I GO BACK A LONG WAYS AS YOU CAN TELL BY MY GRAY HAIR.
ALTHOUGH, I WAS PREMATURELY GRAY, TURNED GRAY AT 26 AND RAISING 5 TEENAGERS, IT HAS BECOME MORE AND MORE GRAY OVER TIME.
BACK IN THE LATE 70S, THEY HAD THESE ROWS OF THREE DOTS, LIKE A BOX.
WE WANT YOU TO CONNECT ALL THE CAN DOTS WITHOUT LIFTING YOUR PEN.
YOU ALL KNOW THAT.
YOU HAVE TO THINK OUTSIDE THE BOX.
WOW.
WHAT A WONDERFUL METAPHOR FOR IMPROVEMENT.
THAT HAS BEEN 30 SOME YEARS I HEARD ABOUT IT.
YOU HEAR ON TV AND COMMERCIALS, YOU HEAR PEOPLE SAY THINK OUTSIDE THE BOX.
IF SOMEONE AFTER 30 SOME YEARS IS USING THE METAPHOR THINK OUTSIDE THE BOX, THEY PROBABLY NEVER HAD AN ORIGINAL THOUGHT IN THEIR LIFE.
[LAUGHTER].
I HOPE I DIDN'T OFFEND ALMOST ALL OF US HERE.
[LAUGHTER].
YOU KNOW, THINK OUTSIDE THE LIGHTBULB.
THINK OUTSIDE THIS ROOM.
BE A LITTLE CAREFUL.
WE HAVE TO TRULY THINK CREATIVELY AND LOOK FOR NEW SOLUTIONS.
HERE IS A PICTURE OF A BOOK HERE.
THIS BOOK CRACKED ME UP.
IT IS LEAN SIX SIGMA FOR SUPPLY CHANGE MANAGEMENT.
YOU GOT JUST ABOUT EVERY CLICHE YOU COULD IN THERE.
I WAS THINKING WOW, THIS MUST BE AN INTERESTING BOOK.
I READ IT.
IT WAS OKAY.
WE CAN'T JUST THINK OF CLICHES AND THINGS LIKE THAT.
IN THE QUALITY MANAGEMENT MOVEMENT BACK WHEN WE WERE YOUNG IN OUR ORGANIZATIONS WE WERE ALL RADICALS!
RIGHT?
WE HAD THIS NEW THING, QUALITY MANAGEMENT AND TRYING TO ENCOURAGE EVERYONE, LISTEN, THIS IS A NEW GOSPEL.
YOU HAVE TO HEAR THIS NEW GOSPEL AND WE WERE EVANGELICALS FOR THE QUALITY MANAGEMENT MOVEMENT, YOU KNOW, WHAT HAPPENS OVER TIME IS, YOU GO FROM BEING THAT RADICAL AND THEN WIDELY ADOPTED AND YOU BECOME PART OF THE SYSTEM.
GOING BACK TO WHEN I WAS YOUNG IN THE 60S, IT IS NOT GROOVY TO BE PART OF THE SYSTEM, IS IT?
WE ALWAYS WANT TO AVOID THAT.
LET'S RADICALLY LOOK AT WHAT WE ARE DOING, RE‑EVALUATE IT, TURN IT ON ITS HEAD AND REINVENT OUR EFFORTS.
REENERGIZE OUR EFFORTS.
LET'S MAKE IT YOUNG AGAIN.
IT IS NOT PUTTING NEW WINE IN OLD BOTTLES.
BEST QUALITY APPROACHES FOR YOUR GROUPS HAVEN'T BEEN INVENTED YET.
NOT EVERYTHING HAS BEEN INVENTED YET.
WHAT WAS IT?
THE THIRD PRESIDENT OF THE UNITED STATES THAT WANTED TO GET RID OF THE PATTEN BUREAU BECAUSE HE THOUGHT EVERYTHING HAD BEEN INVENTED ALREADY.
WE HAVE TO AVOID THE CLICHES.
WE HAVE TO BE CREATIVE IN OUR OWN ORGANIZATIONS.
IT CAN'T BE PUTTING OLD WINE IN BOTTLES.
THE OLDEST GOES TO YOU LOOKING TO OTHERS FOR GUIDANCE AND KNOWLEDGE AND ON EACH OF US TO THINK ABOUT OUR OWN JOBS AND ORGANIZATIONS AND COME UP WITH CREATIVE SOLUTIONS FOR OURSELVES.
ISN'T THAT A FUN ENVIRONMENT TO WORK?
YOU KNOW, I LIVED IN KANSAS CITY FOR A NUMBER OF YEARS, HALLMARK CARDS IS A MAJOR COMPANY IN KANSAS CITY.
THEY USED TO TALK ABOUT THOSE DESIGN PEOPLE AS IF THEY ARE REALLY WEIRD.
THE ONES THAT COME UP WITH THE DESIGNS AND WE THINK HALLMARK CARDS, BUT ACTUALLY THEY ARE REALLY CREATIVE.
WE NEED TO BE KIND OF WEIRD AND CREATIVE AND DO THINGS.
 OKAY.
IF YOU ARE BEING CREATIVE, THEN YOU ARE AVOIDING FADS.
[LAUGHTER].
I HAVE HERE A PICTURE OF A VA RYE TY OF DIFFERENT FADS HAVE THA HAVE COME AND GONE.
WE HAVE MULLET GUY IN THE RIGHT‑HAND CORNER.
BUSINESS IN THE FRONT, PARTY IN THE BACK.
[LAUGHTER].
THEN WE HAVE THE 80S HAIR UP HERE ON THE LEFT.
DOES ANYBODY REMEMBER THOSE TOMAGOOCHIE?
MY KIDS HAD TO HAVE ONE.
IT LASTED, I THINK, TWO DAYS.
MY DAUGHTER CARRYING THIS AROUND, CARING FOR THE TOM MA GOCHY, WHATEVER THAT IS.
IT QUICKLY WENT AWAY.
THE MIDDLE ONE IS THE MOST IMPORTANT FAD.
THAT COMES FROM MY YOUNG CHILDHOOD BACK IN THE 70S.
THAT IS A PET ROCK.
HOW MANY PEOPLE, RAISE YOUR HANDS IF YOU REMEMBER PET ROCKS.
ALL RIGHT.
YEAH, GOOD.
THE PET ROCK COMES.
YOU HAVE THE BOX.
YOU HAVE THE ROCK, YOU GET A BOOKLET ON HOW TO CARE FOR YOUR PET ROCK.
SOME  IS PERSONALITY CHARACTERISTICS AND SO FORTH.
IT HAD TO BE INCREDIBLY PROFITABLE, DON'T YOU THINK?
[LAUGHTER] FOR THE MAKERS OF THE PET ROCK AT THE TIME.
IT WAS A GREAT IDEA.
WE HAVE HAD A LOT OF FADS OVER THE YEARS.
BY A RAISE OF HANDS, HOW MANY OF US SURVIVED REENGINEERING?
A COUPLE OF YA SURVIVED.
ALL THE REST WERE CASUALTIES.
[LAUGHTER].
REENGINEERING FAILS, FAILED, I DON'T KNOW ANYBODY THAT IS STILL DOING IT.
REENGINEERING FAILED 90 PLUS PERCENT.
EVEN JAMES CHAMPY, THE AUTHORS RECANTED LATER ON IN AN ARTICLE IN THE WALL STREET JOURNAL.
HE SAID BASICALLY THEY FORGOT THE HUMAN FACTOR.
WELL DUH.
THE IDEA BEHIND REENGINEERING WAS THE CEO OF AN ORGANIZATION WOULD GO AND WRITE A BUSINESS CASE ABOUT THEIR ORGANIZATION, THEN EVALUATE THE BUSINESS CASE, COME UP WITH RECOMMENDATIONS, JUST LIKE AT HARVARD AND PUT OTHERS IN CHARGE OF IMPLEMENTING IT.
LARGE SCALE BUSINESS CHANGE REQUIRES A LOT OF DETAILED WORK, YOU HAVE TO DOT YOUR I'S AND CROSS YOUR T'S OR ELSE YOUR GOING TO BLOW UP YOUR COMPANY.
THAT IS WHAT HAPPENED WITH A LOT OF ORGANIZATIONS.
I WAS IN A TALK WHEN THE WHOLE REENGINEERING PHASE STARTED.
I WAS IN A ROOM FILLED WITH CEO'S.
I WAS LOOKING AROUND TO ALL THESE CEO'S.
JAMES CHAMPION SAID IF YOU DON'T DO THIS, YOU ARE GOING TO FAIL BECAUSE YOUR COMPETITORS ARE DOING THIS.
ALL THE CEO'S ARE SAYING YES‑TYPE THING.
I WAS LOOKING AROUND GOING THIS IS GOING TO BE A MESS AND IT WAS.
WE HAVE HAD LOTS OF ACRONYMS, TOTAL QUALITY MANAGEMENT, TQM, SQC, ERP,MRP.
LOTS OF CTQ'S, EVERYTHING.
THOSE ACRONYMS COME/GO.
BUT THE THING THAT DOESN'T COME/GO IS THE SCIENCE BENEATH ALL OF THOSE THINGS.
OKAY.
HUMAN BEHAVIOR DOESN'T CHANGE.
ONE OF THE POINTS THAT I LIKE TO MAKE TO MY STUDENTS IS, I DON'T REALLY WANT THEM TO BECOME EXPERTS ABOUT THE ACRONYMS.
WHAT I WANT THEM TO BECOME EXPERTS IN IS HUMAN BEHAVIOR.
IF YOU TRULY UNDERSTAND HUE MAN BEHAVIOR, YOU CAN UNDERSTAND HOW TO MOTIVATE PEOPLE, HOW TO WORK BETTER AND UNDERSTAND HOW TO CREATE CHANGE IN AN ORGANIZATION.
DON'T FOCUS ON THE FADS OR YOU END UP LIKE MULLET DUDE.
YOU CAN HIDE BEHIND THE ACRONYMS, THAT CAN BECOME PART OF THE VA VINCI CODE.
IT IS FUN TO BECOME PART OF SECRET SOCIETIES.
IF YOU DON'T WANT A SPECIAL ON YOUR NATIONAL GEOGRAPHIC SOCIETY, START OPENING UP AND DON'T HIDE BEHIND AM NICKS.
POINT FIVE IS WE NEED TO UNDERSTAND ONE SIZE DOES NOT FIT ALL.
WE HAVE A GUY THAT IS THE AFTER PICTURE IN ONE OF THOSE BEFORE AND AFTER WEIGHT LOSS THINGS HERE.
ONE SIZE DOES NOT FIT ALL.
I WANT YOU TO THINK ABOUT A WORD, THAT WORD IS "CONTINGENCIES." SO GENERALLY SPEAKING, WE THINK CONTINGENCIES MEAN BACKUP PLANS.
THE ORIGINAL MEANING OF THE WORD WAS MORE LIKE DIFFERENT ALTERNATIVES.
SEE THERE IS A TENSION BETWEEN STANDARDIZATION AND TRYING TO DO THINGS IN A STANDARD WAY.
EVERYONE HAS ITS OWN STRENGTHS.
EVERYONE HAS THINGS IT DOES VERY, VERY WELL AND AREAS WHERE IT NEEDS TO IMPROVE.
ONE OF YOUR FUNCTIONS IF YOU ARE IN A QUALITY ROLE IN AN ORGANIZATION IS TO IDENTIFY, WHAT ARE THE KEY AREAS WE NEED TO IMPROVE?
WHEN YOU SAY THAT, IT IS NOT THAT WE TYPICALLY HAVE TO DO SIX SIGMA BETTER OR BETTER CONTROL CHARTS OR WHATEVER, THE FOCUS HAS TO BE ON OUR BUSINESS, WHERE ARE OUR COSTS TOO HIGH?
WHERE ARE WE EXPERIENCING DEFECTS AND WHAT EFFECTS ARE THOSE HAVING ON OUR CUSTOMERS OR PATIENTS OR WHOEVER IT IS?
IF YOU DO THAT, THAT ALLOWS YOU TO DO THE OTHER THINGS, YOU CAN GET CREATIVE.
YOU CAN FIND THE NEW APPROACHES AND THINGS LIKE THAT.
ONE SIZE DOES NOT FIT ALL.
REMEMBER BEFORE I SAID I GOT GOOD WORKING WITH SERVICES FORMS.
I STOPPED SHOVING QUALITY CONTROL DOWN THEIR THROATS.
AT THAT POINT IN MY LIFE I WAS LEARNING THIS.
AS FAR AS I KNOW NONE OF YOU WORK IN MANUFACTURING COMPANIES.
YOU MAY, BUT I DOUBT IT.
DON'T THINK YOU ARE JUST LIKE THEM.
YOU ARE NOT.
YOU ARE DIFFERENT.
AND YOUR CUSTOMERS ARE DIFFERENT AND YOUR ORGANIZATIONS ARE DIFFERENT.
THEY RUN DIFFERENTLY.
SO AGAIN CREATIVE IN DOING WHAT YOU ARE DOING.
THE NEXT POINT IS NO. FOUR, IT IS ENCOURAGE LONG‑TERM THINKING.
I HAVE HERE A PICTURE OF BUGS BUNNY AND ELMER FUD.
THE REASON BUGS BUNNY DID BETTER THAN ELMER FUD IN EVERY CIRCUMSTANCE WHERE THEY MET UP IS BUGS BUNNY LOOKED A COUPLE OF STEPS AHEAD AND ELMER WAS NOT CAPABLE.
THEY DID A STUDY OF FIRMS IMPLEMENTING QUALITY MANAGEMENT APPROACHES.
ON AVERAGE, 3.5 YEARS BEFORE ANY OF THOSE FIRMS SAW ANY SIGNIFICANT RESULTS FROM THE QUALITY IMPROVEMENT EFFORTS, THREE AND A HALF YEARS.
THAT IS IF YOU ARE VERY FOCUSSED ON IT AND MAKE LARGE INVESTMENTS.
A CHIEF ARCHITECT OF TOYOTA INVESTMENT IT TOOK THEM 25 YEARS TO PERFECT THEIR SYSTEM.
HE THOUGHT OTHERS COULD DO IT IN 10.
THE AMERICAN AUTO INDUSTRY COMPARED TO JAPANESE, IT TOOK AMERICAN AUTO INDUSTRY ABOUT 10 YEARS.
HE WAS PRETTY RIGHT ABOUT THAT.
I HAVE FRIENDS AT MICHIGAN STATE UNIVERSITY DID INTERESTING RESEARCH.
THEY FOUND A STUDY IN THE AUTO INDUSTRY.
CONSUMER REPORTS OF CAR QUALITY FOR DIFFERENT CARS AND REGRESSED THAT AGAINST SALES FOR THOSE SAME AUTOMOBILES.
SO I AM STARTING TO USE STATISTICAL WORDS, REGRESS.
DON'T WORRY ABOUT THAT TOO MUCH.
THERE WAS A SIGNIFICANT RELATIONSHIP BETWEEN IMPROVEMENTS IN QUALITY, DELTAS, CHANGES IN QUALITY AND REGRESSED THAT AGAINST SALES.
BUT THEY FOUND THE STRONGEST EXPLAINED VARIATION WHEN THEY LAGGED SALES BY 2.24 YEARS.
WHAT DOES THAT MEAN?
WHAT THAT MEANS IS, YOU MAYBE WORK ING YOUR TAIL OFF TRYING TO IMPROVE QUALITY.
IF YOU ARE IN SOMETHING AS VISIBLE AS THE AUTO INDUSTRY, IT IS GOING TO TAKE OVER TWO YEARS FOR YOUR CUSTOMERS TO FIGURE IT OUT.
GO TO YOUR BOSS, WE WANT TO IMPROVE QUALITY MANAGEMENT EFFORTS.
IT IS GOING TAKE THREE‑FIVE YEARS TO SEE SIGNIFICANT IMPROVEMENTS AND TAKE CUSTOMERS TO TAKE A FEW MORE YEARS TO FIND OUT WE HAVE DONE ANYTHING.
HOW IS THAT FOR A BUSINESS PROPOSITION?
THAT IS WHAT WE ARE FACED WITH, THE WEAKNESSES OF QUALITY MANAGEMENT IS IT TAKES TIME.
I WISH WE COULD DO IT IN A WEEK BUT WE CAN'T.
MANAGEMENT CHANGE, IMPLEMENTING CHANGE, ALL IS HARD WORK AND TAKES TIME.
WE ARE ALL FOCUSSED ON METRICS.
IF YOU ARE NOT SEEING YOUR METRICS GO IN THE RIGHT DIRECTION, DON'T GET DISCOURAGED, IT TAKES TIME.
OKAY.
WE HAVE TO THINK LONG TERM.
WE HAVE TO THINK STRATEGICALLY.
WE CAN'T BE IN THE HERE AND NOW AND REALLY THINK WE ARE GOING TO ACCOMPLISH ANYTHING.
WE ARE TALKING ABOUT LONG‑TERM JOURNEYS.
MAYBE TEN YEARS BEFORE WE ARE REALLY WHERE WE WANT TO BE AND EVEN AT THAT POINT, YOU ARE NOT WHERE YOU WANT TO BE.
LOOK AT THE COST PER SAVINGS CURVES WITH QUALITY MANAGEMENT.
THERE IS A LAW OF DIMINISHING MARGINAL RETURNS.
THAT IS WHERE A LOT OF ORGANIZATIONS ARE.
YOU HAVE TO BE CAREFUL.
THIS GETS BACK TO THE DA VINCI CODE, MY THIRD POINT IS, WE HAVE TO AVOID CONFUSION.
I HAVE A PICTURE IN THE RIGHT‑HAND CORNER OF SOMEONE LOOKING SERIOUSLY CONFUSED ABOUT THE WORLD AND NOT SURE OF WHAT HE IS GOING TO ACCOMPLISH.
MAYBE WE FEEL LIKE THIS SOMETIMES.
NOW I HAVE A SLIDE HERE.
IT IS OKAY IF YOU CAN'T SEE IT.
THE PRINT IS SMALL.
THIS IS AS ABOUT AS SMALL AS I COULD GET IT AND SOME WHAT VISIBLE.
I WENT THROUGH, ALL WE ALL FAMILIAR WITH AMERICAN SOCIETY FOR QUALITY AND MAGAZINE QUALITY PROGRESS?
I GOT TO QUALITY PROGRESS AND PUT TOGETHER A LIST OF QUALITY TOOLS OVER THE LAST 20 YEARS.
OKAY?
I GOT TO P, I DIDN'T THINK TWO SLIDES HELPED OUT WITH THIS.
THIS IS A LONG LIST, IF YOU ARE A DIRECTOR  OR A CEO OF AN ORGANIZATION OR COMPANY AND SOMEONE SHOWS YOU THIS LIST, WHAT ARE YOU GOING TO THINK?
IS IT PRETTY CONFUSING?
REMEMBER I SAID ONE WEEK OF THE QUALITY MOVEMENT, IT TAKES A LOT OF TIME, ANOTHER PROBLEM WITH OUR MOVEMENT.
WE ARE ALL RADICALS.
ANOTHER PROBLEM WITH THE MOVEMENT IS WE HAVEN'T BEEN CLEAR ON OUR MESSAGING.
THERE HAVE BEEN A LOT OF DIFFERENT TOOLS AND APPROACHES AND THINGS LIKE THAT, THAT HAVE COME OUT.
SO IF YOU ARE A LEADER OF AN ORGANIZATION, YOU LOOK AT THIS LIST, YOU GO, I CAN'T GET MY HEAD AROUND ALL THAT STUFF.
THAT IS A LOT THERE.
THERE IS A BIG BODY OF KNOWLEDGE OR THE AMERICAN SOCIETY FOR QUALITY CALL IT THE QBOK.
QUALITY BODY OF KNOWLEDGE.
THOSE ARE THE THINGS IN THE QBOK, IF YOU WILL.
 YOU CAN'T KNOW ALL THAT STUFF.
AHEAD OF AN ORGANIZATION, WE HAVE REAL QUALITY PROBLEMS, FIRST OF ALL, THEY AREN'T VERY SOPHISTICATED IN HOW THEY DEFINE QUALITY SOMETIMES.
YOU LOOK AT THIS BODY OF KNOWLEDGE, THAT IS PRETTY DAUNTING.
WHAT IT LEADS YOU TO DO IS, HIRE A CONSULTANT, RIGHT?
YOU BRING IN CONSULTANTS AND YOU ALL THOUGH THAT WORKS OUT WELL.
CONSULTANTS HAVE A BAG OF TRICKS, THEY ARE NOT AWARE OF THESE THINGS, SOMETIMES THERE ARE PEOPLE VERY FAMILIAR WITH A LOT OF THINGS.
CONSULTANTS HAVE THEIR PARTICULAR PRODUCTS.
PROBABLY THE WORST I SAW WAS EARLY IN MY CAREER, I WAS CONSULTING WITH A PROPERTY AND CASUALTY INSURANCE COMPANY IN KANSAS CITY.
THIS PROPERTY INSURANCE COMPANY WAS APPROACHED BY FOLKS FROM IBM.
WE WOULD LIKE TO OFFER YOU THREE CONSULTANTS TO LOOK AT YOUR PROCESSES.
MANAGEMENT SAID WELL, YEP, IF IT IS FREE.
THAT'S GOOD.
THEY DID IT.
FORCE SO THE CEO SAID WE ARE GOING TO GO TO THIS PRESENTATION, WHY DON'T YOU COME BECAUSE I HAVE DONE SOME WORK WITH THEM.
WHAT DO YOU SUPPOSE THE IBM CONSULTANTS RECOMMENDED?
THEY RECOMMENDED THE NEWEST GENERATION OF THEIR MICRO ENTERPRISING SOFTWARE.
PRESENTATION WAS SLICK, REALLY GOOD AND SO WHEN I WAS WALK OUT, I WAS WALKING OUT WITH THE PRESENTATION OF THE COMPANY.
SHE SAID TOM, THAT LOOKS REALLY GOOD.
I SAID YOU REALIZED WHAT JUST HAPPENED, DON'T YOU?
WE TALKED THROUGH IT AND SHE GOES OH YEAH.
[LAUGHTER].
ALL RIGHT.
SO THEY ENDED UP NOT BUYING THE ENTERPRISE RESOURCE SYSTEM.
WE SAVED A FEW MILLION DOLLARS.
THAT IS IN THE SOFTWARE AND IMPLEMENTATIONS.
A LOT OF ORGANIZATIONS HAVE A QUALITY STEERING COMMITTEE AT THE TOP.
IF YOU GO INTO AN ORGANIZATION AND OFF QUALITY STEERING COMMITTEE, CROSBY AND ASSOCIATES WORKED WITH THEM.
I HAVE NEVER FOUND A FIRM DO WELL WHEN THEY USED CROSBY AND ASSOCIATES.
I REALLY RELISH A LOT OF THINGS THAT PHILIP KROZ CROSBY TAUGHT AND LIKED HIM AS A PERSON.
HAVE TO BE CAREFUL WITH THE CONTINGENCIES.
WE ARE DIFFERENT AND HAVE TO UNDERSTAND HOW OUR FIRM IS DIFFERENT AND MANAGE ACCORDINGLY.
I AM GOING TO REFER TO THIS AS A QBOK, QUALITY BODY OF KNOWLEDGE.
HOW DO WE ORGANIZE QUALITY?
THIS IS ONE OF THOSE THINGS, DEMI TALKED ABOUT QUALITY SYSTEMS THINKING.
HE NEVER DEFINED WHAT IT IS.
I THINK THIS GETS OUT WHAT THAT QUALITY SYSTEM IS.
IT INVOLVES SOME INTERACTION BETWEEN QUALITY CONTROL WHICH IS, DOESN'T HAVE TO INCLUDE STATISTICAL QUALITY CONTROL BUT CAN AND MANY TIMES DOES.
BASICALLY GETTING FEEDBACK RELATIVE TO PROCESS.
NEXT IS QUALITY ASSURANCE.
QUALITY ASSURANCE, DEFINITION I AM GOING TO GIVE THAT IS A FOCUS ON DESIGN OF PROCESSES, OUR SERVICES AND PRODUCTS AND MAKING SURE THOSE ARE DONE RIGHT SO THAT YOU ASSURE QUALITY.
YOU CAN'T INSPECT END QUALITY.
WE ALL KNOW THAT.
WE CAN ASSURE QUALITY PROACTIVELY THROUGH DESIGN.
I LIKED ASSURANCE A LOT BETTER THAN CONTROL.
CONTROL IS REACTIVE ASSURANCE IS INHERENTLY PROACTIVE.
THE OTHER PART TROYKA IS QUALITY MANAGEMENT.
QUALITY MANAGEMENT HAS TO DO WITH PLANNING AND ORGANIZING AND SORT OF INFRASTRUCTURE WE PLACE AROUND OUR QUALITY THING AND AGAIN, ALL OF THAT EFFORT AND ALL OF THOSE SYSTEMS WERE FOCUSSED ON THE CUSTOMER.
THAT IS PART OF THE BODY OF KNOWLEDGE.
I AM GOING PUT THOSE TOGETHER.
THAT QBOK, QUALITY BODY OF KNOWLEDGE AND SYSTEMS ON THE ONE HAND.
ON THE OTHER HAND, I AM GOING TO PUT OUT THIS SLIDE.
THIS SLIDE IS BUSY AND I APOLOGIZE FOR THAT, NOT TOO MUCH.
THIS IS THE ORGANIZATION, WE HAVE A BUSINESS MODEL.
WE HAVE TO UNDERSTAND OUR BUSINESS MODEL.
WE HAVE OUR PARTICULAR ORGANIZATIONAL CONTEXT, THEN ALL THE THINGS, PROCESSES, PEOPLE, FINANCES, ORGANIZATIONAL LEARNING AND KNOWLEDGE, CULTURE INFRASTRUCTURE.
ALL OF THESE THINGS THAT INTERACT TOGETHER.
OVER ON THE RIGHT SIDE, WE HAVE TWO STATES OF BEING, YOU HAVE YOUR CURRENT STATE, AND YOUR DESIRED STATE.
IF THERE IS A GAP BETWEEN WE CURRENTLY ARE AND WOULD REALLY LIKE TO BE, THEN THAT IS WHERE WE FOCUS OUR CHANGE.
THAT IS WHY IT IS A JOURNEY.
QUALITY MANAGEMENT IS NOT ABOUT ACRONYMS AND TOOLS.
WHAT QUALITY MANAGEMENT IS ABOUT UNDERSTANDING WHERE WE ARE CURRENTLY ARE.
WHO ARE OUR CUSTOMERS?
WHO ARE OUR COMPETITORS?
WHAT DO WE DO PARTICULARLY WELL?
WHAT ARE AREAS WE NEED TO IMPROVE?
UNDERSTANDING WHERE WE ARE.
WHY DO CUSTOMERS CHOOSE COMPETITORS AND NOT US?
THAT IS POWERFUL INFORMATION.
IF WE UNDERSTAND WHERE WE ARE, WHAT DO WE NEED TO IMPROVE?
WE HAVE A GOOD, SOMETIMES VAGUE, GOOD UNDERSTANDING OF WHERE WOULD WE LIKE TO BE?
QUALITY MANAGEMENT IS MOVING FROM THAT EXISTING STATE TO THAT DESIRED STATE.
IT IS ABOUT THAT JOURNEY FROM WHERE WE ARE TO WHERE WE WOULD LIKE TO BE.
THAT BECOMES YOUR EXISTING STATE AND HAVE TO IMAGINE A NEW DESIRED STATE AND SAY OKAY, HOW DO WE MOVE TO THAT LEVEL AND THINGS LIKE THAT?
THAT IS WHY THIS IS A JOURNEY.
SO IF ON THE UPPER LEFT‑HAND SIDE, BUSINESS MODEL THE QUALITY BODY OF KNOWLEDGE.
WHAT WE HAVE TO UNDERSTAND IS OUR BUSINESS MODEL AND WHERE DO WE NEED TO IMPROVE?
WHERE ARE OUR WEAKNESSES?
WE CAN DRAW FROM THAT BODY OF KNOWLEDGE, IDEAS, CONCEPTS, PHILOSOPHIES THAT WE THINK WILL HELP US IMPROVE.
THAT IS WHAT JACK WELSH DID AT GENERAL ELECTRIC.
WE ARE LOSING A LOT OF MONEY DUE TO THESE QUALITY ISSUES.
THE MOST PROFITABLE COMPANY.
I SEE THE SIX SIGMA THING, THAT LOOKS PRETTY GOOD.
IT IS NOT QUITE IN THE FORM THAT WOULD BE EFFECTIVE FOR OUR COMPANY.
LET'S TAKE IT AND MORPH IT INTO A FORM THAT WOULD BE EFFECTIVE FOR OUR ORGANIZATION?
I WOULD LIKE YOU TO LOOK AT THE BODY OF KNOWLEDGE, TOOLS, TECHNIQUES, SYSTEMS, UNDERSTAND YOUR BUSINESS MODEL AND DRAW FROM THAT BODY OF KNOWLEDGE IN LASER‑LIKE FASHION SO YOU CAN MAKE IMPROVEMENT.
WHICH BRINGS US TO POINT TWO, DON'T BE A BUREAUCRAT.
[LAUGHTER].
ALL OF THIS STUFF WE HAVE BEEN TALKING ABOUT SO FAR HAS BEEN LEADING UP TO THIS CONCEPT.
THIS PERSON CLIMBING UP THIS MOUNTAIN OF PAPERWORK.
IT SHOULDN'T BE THE FOCUS.
SIMPLIFY, SIMPLIFY, SIMPLIFY.
FOCUS ON YOUR APPROACHES THAT CAN HELP YOUR PARTICULAR ORGANIZATION THE BEST.
 THERE IS A PICTURE OF A LASER.
TAKE THOSE TOOLS, TAKE THOSE APPROACHES AND FOCUS THEM IN A LASER‑LIKE FASHION SO THAT YOU CAN IMPROVE.
FORCE HOW DO YOU DO THAT?
ONE OF THE THINGS YOU HAVE TO DO IS LOOK THROUGH LITERATURE.
THE SINGLE MOST IMPORTANT CORE VARIABLE IS LEADERSHIP.
THIS IS DEMI'S POINT SEVEN IS{INSERT}INSTITUTE LEADERSHIP.
HE TALKS ABOUT LEADERSHIP.
WE HAVE TO RE‑EVALUATE, SHARPEN, FOCUS, AND WE HAVE TO SIMPLIFY.
THAT TAKES LEADERSHIP.
I LIKE WHAT DRUKER SAYS ABOUT LEADERS.
I AM NOT JUST TALKING ABOUT LEADERS OF THE QUALITY INSURANCE AREA.
I AM TALKING ABOUT LEADERS IN YOUR ORGANIZATION.
YOU MAYBE EXCITED TO DO THINGS.
IF YOU ARE NOT IN THAT KIND OF CXO SUITE, YOU ARE NOT GOING TO HAVE THE POSITION AL AUTHORITY, THE LEGITIMATE AUTHORITY OR MONETARY AUTHORITY TO MAKE THINGS HAPPEN.
YOU HAVE TO HAVE GOOD LEADERS.
PETER DRUKER SAYS THE ONLY WAY TO GET RID OF A BAD LEADER IS A HEART ATTACK.
HE SAYS IT IS RELIABLE.
THE GOOD LEADERS HAVE HEART ATTACKS, THEY UNDERSTAND WHAT THE PROBLEMS ARE AND SO FORTH.
WHAT HAPPENS, THO, IF YOU HAVE GOOD LEADERSHIP AND HAVE REAL SUPPORT.
YOU HAVE TO GIVE SUPPORT.
IT GOES BACK TO WHERE YOU STARTED.
IT IS BUILDING THAT COMMUNITY.
OKAY.
IT IS BY SHARING OUR KNOWLEDGE, NOT HOLDING IT CLOSE TO THE BEST.
SO IN A NUTSHELL TODAY, I WANT TO BRING THIS UP AND OPEN THIS UP FOR QUESTIONS.
I'LL REVERT BACK, RALPH EMERSON WAS QUOTED EARLIER, HE SAID THAT WHICH WE PERSIST IN DOING BECOMES EASIER.
NOT THE THING HAS CHANGED BUT OUR POWER TO DO HAS INCREASED.
FOLKS, THAT IS WHAT WE ARE ABOUT IN THIS MOVEMENT.
IT IS ABOUT HELPING PEOPLE AND GIVING THEM AND OURSELVES THE POWER TO DO.
THE POWER TO IMPROVE, THE POWER TO BECOME BETTER.
IT IS AN ETERNAL QUEST.
IT IS SOMETHING THAT LIGHTS MY FIRE WHEN I GET UP IN THE MORNING.
I HOPE IT LIGHTS YOUR FIRE, TOO.
AND THANK YOU.
[APPLAUSE] 
>> YOU HAVE PANELIST, CAROL, SUZANNE AND MARY ANNE.
WE ARE GOING TO OPEN THIS UP FOR DISCUSSION AND QUESTIONS FROM TOM.
THEY'LL JUST STIMULATE SOME DISCUSSION.
>> IF ANYONE WANTS TO USE A MICROPHONE, WE HAVE MONITORS HERE HANDLING THE MICS, IT IS OPEN FOR QUESTIONS.

>> I HAVE A QUESTION:  HOW DO YOU TAKE INTO ACCOUNT THE ORGANIZATION AL CULTURE AND INTANGIBLES SUCH AS PERSONALITY WHEN YOU ARE MOVING TOWARDS QUALITY AND CHANGE?
>> OKAY.
[LAUGHTER].
BOY THAT IS AN EASY THING, ISN'T IT?
IF YOU ASK ANYONE ABOUT THEIR QUALITY IMPROVEMENT EFFORTS, WHAT ARE PROBLEMS IN YOUR ORGANIZATIONS, NO. 1 PROBLEM THAT GETS MENTIONED IS COMMUNICATION.
COMMUNICATION IS BAD IN AN ORGANIZATION.
I REMEMBER WORKING WITH A TEAM AND COMPANY AND WANT TO IMPROVE ON COMMUNICATION, THAT IS UNSOLVEABLE.
EVERYONE IS TRYING TO SOLVE THAT ONE.
NOTION OF CULTURE, SOME TIMES IT IS VERY DIFFICULT, CULTURE, WHAT THAT CREATES IS ORGANIZATIONAL INERTIA.
THEY ARE A LITTLE BIT LIKE ICEBERGS, THEY ARE CULTURES MOVING SLOWLY THROUGH THE WATER.
IF YOU HAVE A BAD CULTURE, THAT IS REALLY HARD TO OVERCOME.
THE NO. ONE POINT, LEADERSHIP, YOU CAN'T CHANGE YOUR CULTURE UNLESS YOU HAVE STRONG LEADERSHIP.
STRONG LEADERSHIP HAS TO DO THAT.
AS FAR AS PERSONALITIES, PROBABLY THE PERSONALITY TYPE THAT IS MOST DIFFICULT, SOMEONE THAT IS NOT SUPPORTIVE OF WHAT YOU ARE DOING, BUT OPPOSED TO WHAT YOU ARE DOING FROM A QUALITY MANAGEMENT SENSE AND THINK IT IS A WASTE OF TIME.
THOSE FOLKS ARE THE MOST DIFFICULT TO WORK WITH BUT ALSO THEY ARE THE MOST PASSIONATE.
WHAT YOU NEED TO TRY TO DO.
EVERY PROJECT HAS CHAMPIONS AND ASSASSINS.
[LAUGHTER].
OKAY.
AND THIS IS NO DIFFERENT.
SO THE ASSASSINS.
WHAT YOU HAVE TO DO, ONE IS YOU CAN NEUTRALIZE THEM POLITICALLY, THAT IS NOT AS MUCH FUN BECAUSE THEN THEY LASH OUT.
ANOTHER THING IS YOU CAN CO‑OP THEM.
IF THEY HAVE THAT MUCH PASSION, IF THE IDEAS BECOME THEIR IDEAS, THAT IS VERY POWERFUL.
THEN THEY BECOME VERY SUPPORTIVE OF WHAT IT IS YOU ARE TRYING TO DO.
I HAVE SEEN THAT WORK VERY WELL IN A LOT OF ORGANIZATIONS.
CULTURE TAKES A LOT, LEADERSHIP, REAL SUPPORT.
I HAD LUNCH WITH THE HEAD OF QUALITY MANAGEMENT AT MOTOROLA.
HE WAS A BALDRIDGE EXAMINER.
HE SAID TOM, AT OUR PEAK WE HAD 40 PERCENT BUY IN.
THAT IS OKAY.
YOU HAVE TO RECOGNIZE NOT EVERYONE IS GOING TO BUY IN.
YOU HAVE TO GET THOSE FOLKS INVOLVED IN A POSITIVE WAY AND MAKE THE IDEAS THEIR IDEAS AND IF THEY CAN DO THAT THEY BECOME JUST AS PASSIONATE IN YOUR FAVOR AS THEY WERE BEFORE.
>> WE TALKED ABOUT IF ORGANIZATION WITH THE DICTATE ‑‑ THEY CAN'T LOOK FORWARD, HOW CAN YOU LOOK FORWARD.
>> YOU HAVE TO GET LESS BUSY.
I AM A HEAD OF MY GROUP, THERE ARE MEETINGS AND ACCREDITATION AND ALL THESE DIFFERENT TYPES OF THINGS.
WHAT I FOUND I GOT GOOD AT DELEGATING A LOT OF THAT STUFF AND DOING THINGS I HAVE TO.
ONE OF THE THINGS FOR IMPROVEMENT AND ORGANIZATION, YOU HAVE TO HAVE ORGANIZATIONAL SLACK.
YOU HAVE TO BE ABLE TO CREATE SLACK FOR YOURSELF.
I DON'T KNOW IF YOU ARE LIKE ME.
I AM A MULLER.
WHAT THAT MEANS IS, SOMETIMES I'LL BE WORK WITH A PARTICULARLY DIFFICULT PROBLEM AND MIGHT BE IN RESEARCH OR WRITING OR SOMETHING LIKE THAT.
IT IS JUST LIKE OH MAN, I CAN'T GET THIS.
USUALLY SOMETIME I WAKE UP IN THE MORNING AND IT IS CLEAR TO ME.
MAYBE A FEW DAYS OR WEEKS LATER, SOMETIMES.
BUT I FOUND THAT IT IS NOT GOOD FOR ME IN MY WRITEING TO KEEP WRITING.
I HAVE TO MULL OVER IT AND LET IT PERCOLATE AND THE IDEAS COME OUT AND IT BECOMES CLEAR.
YOU CAN'T DO THAT IF YOU ARE BUSY.
SIMPLIFY, GET RID OF THE THINGS YOU CAN.
DELEGATE IF YOU CAN.
IF YOU ARE A ONE‑PERSON SHOP THAT IS HARD TO DO.
YOU HAVE TO HAVE THAT FREEDOM AND THAT FREE TIME TO THINK THROUGH THINGS.
>> I WAS THINKING, IN OUR COUNSELORS, WE HAVE LARGE CASE LOADS AND THEY TRY IMPLEMENT CHANGES, ONE MORE THING TO DO.
>> THAT'S RIGHT.
AND YOU KNOW, MORE POWER TO THEM.
IF YOU ARE BUSY 100 PERCENT OF THE TIME AND HAVE A CASE LOAD THAT DOESN'T ALLOW YOU TO THINK, IT IS GOING TO BE DIFFICULT.
PEOPLE FATIGUE.
>> MY QUESTION WAS YOU WERE THINKING, NOT PUT OLD WINE INTO NEW BOTTLES.
>> IT IS OKAY TO UNDERSTAND THAT OLD WINE, ALL RIGHT.
YOU REMEMBER THAT GRAPHIC I PUT UP, LET'S SEE ‑‑ THAT ONE THERE?
UP IN THE UPPER RIGHT‑HAND CORNER, THAT IS THE OLD WINE.
I AM SUGGESTING YOU NEED TO FAMILIARIZE YOURSELF WITH THE BODY OF KNOWLEDGE.
BUT I ALWAYS TELL THIS TO MY STUDENTS, EVERY SEMESTER I WILL GET SOMEBODY WHO IS A BLACK BELT.
THE BLACK BELTS COME IN THINKING THE WORLD IS DMAIC, DEFINE MEASURE OF ANALYZE AND CONTROL.
DO YOU HAVE PROBLEMS YOU CAN SOLVE QUICKLY?
OTHER THAT IS REQUIRE STEPS.
I HAVE TO GET THEM TO BREAK OUT OF THAT ARE SORT OF BOX.
I GUESS WHAT I WOULD SUGGEST TO YOU, YES, BE FAMILIAR WITH THE OLD WINE.
BUT AT THE SAME TIME, BE WILLING TO MAKE IT NEW.
BE WILLING TO ADAPT IT, CHANGE IT IN A WAY AND FOCUS IN A LASER‑LIKE FASHION ON YOUR ORGANIZATION AND REALLY FOCUS ON WHAT YOUR PARTICULAR NEEDS ARE.
MAYBE YOU DON'T ADOPT THE WHOLE THING.
YES, THAT FAMILIARITY.
I AM NOT SAYING DON'T STUDY.
I AM SAYING BE WILLING TO TAYLOR IT IN A LASER‑LIKE FASHION.
>> ANOTHER QUESTION?
>> WAY IN THE BACK.
>> THIS IS FOR DR. FOSTER AND PANEL.
IF THE PANEL MEMBERS COULD SPEAK INTO THE MICROPHONE, WE CAN'T HEAR THOSE PEOPLE BACK HERE.
I AM WONDERING HOW YOU HAVE TACK{END}ELED SILO EFFECTS AND DISTANCE IN AGENCIES, LEADERSHIP, DATA, QUALITY ASSURANCE AND DIRECT SERVICE?
>> YOU WANT ME TO START THAT OR DO YOU GUYS WANT TO GO?
I'LL ADDRESS THAT, YOU ARE GOING BACK TO ONE OF DEMI'S OTHER POINTS BREAKING BARRIERS BETWEEN DEPARTMENTS.
WE HAVE BEEN TALKING ABOUT THIS SINCE THE 60S, RIGHT?
THERE IS A STRONG RESISTANCE, YOU WORK IN A UNIVERSITY AS I DO, NOTHING MORE TERRITORIAL OR SILOY‑LIKE THAN A UNIVERSITY.
IT IS VERY DIFFICULT TO BREAK DOWN.
THAT WAS THE REASON CROSBY TALKS ABOUT THOSE STEERING COMMITTEES.
YOU CAN GET ALL THE DIVISIONS AND DEPARTMENTS WORKING ON THE PROBLEMS.
I GUESS WHAT I AM GOING TO SAY IS, THAT IS NOT AN EASY ONE.
THE ANSWER MAYBE THE TYPICAL MBA ANSWER, IT DEPENDS.
YOU HAVE TO FIND WAYS, AGAIN THE LEADERSHIP PROVIDES THAT STRONG SUPPORT FOR WHAT YOU ARE DOING AND SOME COMPANIES, THEY CHANGE ORGANIZATIONS SO THEY ARE ORGANIZING AROUND PRODUCTS, AROUND REGIONS, AROUND OTHER THINGS AND MULTIDISCIPLINARY GROUPS.
MOST ORGANIZATIONS ARE RESISTANT OF THAT.
THEY ARE IN SILOS FOR A REASON.
YOU AS QUALITY MANAGEMENT PROFESSIONALS HAVE TO COMMUNICATE BETTER.
YOU HAVE TO INVOLVE PEOPLE FROM ALL THOSE DIFFERENT SILOS, IF YOU WILL, ALL THE DIFFERENT PARTS OF YOUR ORGANIZATION WHERE APPROPRIATE AND CREATE THAT COMMUNITY ACROSS THOSE DIFFERENT ORGANIZATIONS AND GET PEOPLE INVOLVED.
IF YOU DON'T, YOU BECOME A SILO AND WE ARE BACK TO THE DA VINCI CODE.
>> I WOULD LIKE TO SHARE A RECENT EXAMPLE, A SMALL STATE WAS TWO DISTRICTS, NORTH AND SOUTH.
AS A RESULT OF A RECENT CASE REVIEW THE QUALITY CONTROL GROUP DID.
OUR QUALITY CONTROL TEAM LOCATED IN THE SOUTH.
THEY SAID HEY, COME TO TALK ABOUT THE CASE REVIEW.
THE DISTRICT MANAGER SAID BECAUSE OF THIS WE ARE GOING TO DO THIS AND THIS.
THEY SENT OUT AN E‑MAIL AND WE HAD AN IN‑SERVICE.
THEY WERE MAKING COMMENTS ABOUT THIS NEW PROPROCEDURE.
I REALIZED THE DIFFERENCE BETWEEN THE NORTH AND SOUTH.
THEY COMMUNITIED TO THE SOUTH IN A STAFF MEETING.
WE WEREN'T THERE OR INVITED.
WE NEED TO GO TO THE DISTRICT MANAGER AND HEY, LET US PRESENT THIS BEFORE THE NEW POLICY IS GOING TO BE.
>> I WOULD LIKE TO SHARE A LITTLE BIT IN MY EXPERIENCE, I AM WITH THE STATE OF COLORADO DOING QUALITY INSURANCE.
WHEN I STARTED FIVE YEARS AGO THERE WAS THAT SECRETIVE THING ABOUT NEGATIVE AND PUNITIVE.
I TOOK IT OUT FOR SUPERVISORS AND STAFF TO MAKE IT MORE TRAINING AND LEARNING‑ENVIRONMENT RATHER THAN THE PUNITIVE AND NEGATIVE CONNOTATION.
WE HAVE BEEN DOING THAT QUITE A FEW YEARS AND LOOKING FOR NEW WAYS TO DO THINGS AND CONTINUING TO IMPROVE.
IT WAS THAT NEGATIVE SECRETIVE EVENT WHEN QA WAS DONE.
I TRY TO DEBUNK L OUT OF THAT.
>> I WOULD LIKE TO COMMENT A LITTLE BIT ABOUT LEADERSHIP AND PERFORMANCE.
I WORK IN NEW ENGLAND.
I AM A TASTE COORDINATOR FOR NEW ENGLAND.
WE HAVE BEEN DOING TECHNICAL ASSISTANCE WITH THE STATE OF CONNECTICUT OVER THE LAST TEN MONTHS.
THEY WANT TO LOOK AT THE RELATIONSHIPS BETWEEN LEADERSHIP AND PERFORMANCE.
I REALLY APPLAUD THEM THERE BECAUSE I HAVE A STRONG LEADER THAT SAID HEY, I CAN LEARN FROM MY STAFF.
I HAVE A LOT OF GREAT PEOPLE HERE.
THERE HAS BEEN SO MUCH TURN OVER LATELY, SO MANY PEOPLE MOVING INTO NEW ROLES.
WE NEED TO SIT DOWN AND EXAM WHERE WE HAVE BEEN, WHERE WE ARE AND WHERE WE WANT TO GO.
THEY DEVELOPED, THIS TOOK 15‑16 MEETINGS.
THEY DEVELOPED DIFFERENT TEAMS, SENIOR MANAGEMENT, ALL THE WAY DOWN TO SUPPORT STAFF AND IN BETWEEN THERE, AREA MANAGEMENTS AND AREA SUPERVISORS.
THEY LOOKED AT THE PERSPECTIVE WHERE EACH OF THESE GROUPS SAT.
COMMUNICATION FLOW.
I THINK THAT IS SOMETHING WE ARE ADDRESSING, I HEAR TO DATE, THERE HAS TO BE COMMUNICATION TO BUILD THE COLLABORATION AND THAT SENSE OF COMMUNITY.
SOME OF THE EXAMPLES OF, AND THESE ARE CLASSIC, I THINK, TO BOTH REHAB AGENCIES, I WORK ED FOR THE MASS REUP COMMISSION FOR 20 YEARS.
I HAD A REAL GOOD DOSE OF THAT I MIGHT SAY.
HOWEVER TRUST GAPS BETWEEN FIELD OPERATIONS AND CENTRAL OFFICE, BLAME VERSES ACCOUNTABILITY, DYNAMIC RELATED TO PERFORMANCE.
ABILITY TO LEARN FROM SUCCESS.
SOMETIMES WE DON'T STOP.
THAT IS WHAT WE ARE DOING WELL.
SOMETIMES FOCUS ON PROBLEMS OUTSIDE OUR CONTROL.
>> I LIKED DISTRICT PLANNING DAYS IN WHICH EACH DISTRICT INVOLVING ALL MEMBERS IN THAT DISTRICT WILL DEVELOP A THEORY OF SUCCESS IS BASED UPON UNIQUE NEEDS AND RESOURCES FOR THE DISTRICT.
BEING A FORMER SOCIOLOGY MAJOR, ONE OF THE THINGS THAT STUCK WITH ME IS THAT YOU CAN PUT BAND AIDS ON PROBLEMS.
IF YOU WANT TO SOLVE THE PROBLEM, YOU HAVE TO DIG DEEPER.
CONNECTICUT TOOK A BOLD STEP AND LOOK ON TAKING THE DEEPER LOOK TO FIND OUT WHAT ARE THE PROBLEMS AND HOW CAN WE ADDRESS THEM FOR SUCCESS?
