Feedback from 10th “Future of Quality Café”


November 20, 2003

Auburn, MA (just outside Worcester) 

ASQ Worcester Section hosted this event.  It was also sponsored and well supported by NEQC.    

Participants:

· 47 for dinner and presentation (both member and non-members present)

· 39 at beginning of the Café 

Café Facilitated By Dan Sniezek and Arian Ward 



Content Feedback 

The groupings below represent the nine pages used during the gallery walk for posting the “golden nuggets” of each participant – the key take-away’s from the café for each participant.  These were what they recorded on multi-colored 3X5” Post-It Notes during the café plus what came to them and they created during the gallery walk itself.  The first eight are the Priority Strategic Themes (PST’s).  The ninth “outliers” group captures any patterns, connections, deeper questions, or additional themes that emerged during the gallery walk that didn’t fit within one of the 8 PST’s.  

Theme 1: Support the quality profession ...

1. Hearing common themes regarding future of Q

2. Q eliminates concrete silos

3. What does the Q dept offer if everybody is responsible for Q?

4. Market Q at all levels of the organization

5. Carry the banner upstream to government and education

6. Bring Q to our local schools and universities 

7. How do we convince U.S. society that the Q profession is of value?

8. Carry the banner upstream to gov’t and education

9. Fix the quality of healthcare

10. We are all worried about our profession!

11. Encourage evolution

a. Q means eventual change

12. Scaleable & desirable tool box

13. Trainer/coach 

14. Continuous improvement manager

15. Q professional to champion mgmt initiatives

16. Market ASQ & Q to all industries

17. Sr mgmt buy-in

a. “Blue belt”

18. Make Q a way of life

a. How do we make that happen?  Communication!

Theme 2: Assure workplace value ...

19. [Globalization] How do we keep technical expertise of basic mechanical inspection, etc. after all mfg has been moved overseas due to cheaper labor costs?

a. Response to this post:  Regarding the “risks” of globalization:  It is not ASQ’s mission to make sure the American Q professionals can retain a higher standard of living than the rest of the world, is it? 

20. A fool with a tool is still a fool!

21. How do we convince U.S. society that the Q profession is of value?

22. [Q in the information age]

a. How does it need to be structured?

b. Use technology

23. How do we get increased sr. mgmt buy-in to the Q BoK? 

a. Blue belt for sr. execs

24. Q is a function of all employees in all depts

Theme 3:  Prove the economic case for quality

25. Q needs to help add to the bottom line

26. Q professionals add value

a. impact on the bottom line

27. ASQ Nat’l provide [examples of economic success]

28. Change ASQ name to Global Society for Change

29. Vote with your feet

a. Avoid low quality organizations

30. Accountability and market to different areas

a. Show $ value of Q

31. Demonstrate value

a. Margin

· cost reduction

· yield improvement

· cycle time improvement

b. Sales

· product improvement

· customer loyalty

· customer generation

32. How do we add value and how does ASQ add value?

33. How do we market Q and how do we market ASQ?

34. How does Q improve the bottom line?

35. Voice of supplier

36. Sr. mgmt training – ASQ Nat’l

37. Q in Innovation

38. Bring case studies

39. References from other people – peer group

40. UTC Company Ace vs. 6-Sigma

41. Dr. Ito

a. Incremental tools

b. Benchmarking

42. How to convince mgmt that Q processes are really value added by showing decreases in cost of defects because they never occurred

Theme 4:  ... BoK ...

1. Q profession will disappear with other professions incorporating Q BoK into their requirements

2. [Q in healthcare]

3. [Introduce Q skills and awareness in education] 

a. Q in elem school curriculum

b. Q tools in college level curriculum (biz school)

c. This is a top priority!

4. BoK for other people in the company, not just Q people

5. Brown bag lunch training sessions

6. [The Q Professional of the Future] Trainers, coaches – this is [our new role] 

7. The Q manager’s job is being dispersed to other managers

8. Broaden appeal/visibility of ASQ seminars

9. BoK integrated with business plan

10. Add value to your job

11. Share Q tools with other organizations

12. Sell mgmt on value of Q BoK

13. Stdized BoK for Q and value

14. CEO presentation

15. Breakthrough improvements

16. Reengineering

17. Big picture


Theme 5:  Re-create ASQ to become a “community” of choice.

1. ASQ membership

a. Keep cost low

b. Reduce cost for more than one member in a company

2. Why ASQ?

3. Market Q & ASQ

4. Integrate Q with business plan

5. Testimonial
6. Peer group
Theme 6:  Make sure the world knows the importance and value of quality

1. ASQ should institute product Q ratings 

a. Should ASQ issue Q reports (like Consumers Union does with Consumer Reports) on specific products to give National Media exposure to Q results?

2. Promote awareness by providing training in schools

3. How do we train people taking over our profession?

4. How do non-members learn about ASQ?

5. Celebrate/market success

6. Quality needs to connect with people’s concerns:

a. economy/jobs

b. kids’ future

c. safety

d. peace

e. health

f. future opportunities

7. Standardize various int’l stds

8. Partner Q with large corps

9. Understand what business climate is like and position Q to be positioned to ensure value

Theme 7:  Support people who believe quality can make a difference ...

1. ASQ activities such as AQC need to be more affordable because companies are paying less

2. Help Q professionals keep their jobs

a. Tie Q to the bottom line and company strategies.

b. Improve name recognition

3. ASQ needs to help market the Q profession

a. ASQ market to major companies

4. Meet people in the industry and share knowledge

5. We must demonstrate the value of Q and the Q profession

Theme 8:  Grow the use & impact ...

1. ASQ going global

a. GSQ – Global Society for Quality

2. [Future of Quality in society]
3. Cultural characteristics of an effective organization

4. Provide training on foreign cultures before moving product lines offshore

5. Most of us in the quality profession share the same concerns, beliefs, and values

6. College degree --> Career planning

7. How many people know ASQ?

8. [Best Practice sharing on obtaining management buy-in] ID methods of obtaining Sr mgmt buy-in of Q tools

9. ID creative ways to get individuals interested in pursuing Q-related careers

10. All industries; all departments

11. Think outside mfg for Q

12. Should ASQ try to issue a Q rating system similar to Consumer Rpts?

13. Tie Q to the international innovation movement

14. Encourage training & education in all careers

15. Training on ISO Global stds

16. Start young!


Outliers:  Patterns, Connections, Deeper Questions, Multiple or Other Themes

7. ASQ Website:

a. Difficult to use

b. Hard to find things

c. Simplify

d. Put simple tools on the computer that people can pull off and use

8. Change mgmt structure at ASQ BoD:

a. Involve more officers

9. Celebrate the solutions

a. Then people will want to be involved in the next project

10. Concern over the global shifting of jobs from the U.S.

11. Pick something good and go with it

a. Bypass the buzz words

12. Not sure what the following are referring to, but they were all on one post-it note under Outliers:

a. part of solution

b. complication

c. achieving excellence (ACE)

Full Group Sharing

1. Need help marketing Q inside of companies

2. Marketing on how we can bring Q to the bottom line

a. Prove economic case for Q

3. ASQ needs to consider members now having to pay their own way when they set fees

4. Transcend different industries with Q career

a. “How does Q relate to X industry?”  

5. Foster Q by voting with your feet  

a. Don’t support companies, hospitals, etc. with poor Q

6. Bring Q to colleges, schools, hospitals, gov’t

7. Koalaty Kid – expand, more marketing

8. Basic problem solving tools that anyone can use

a. Make this an ASQ product offering

b. How?  

i. each RD donates a product

ii. have something like a brown bag lunch to teach these tools – volunteers or sections offer to do this

9. Mgmt needs to understand Q as a basic biz tool, not a set of buzz words

a. As basic and necessary as MRP

b. Also needs to understand who should be running Q

10. Globalization means not just for Americans

a. Change “American” to “Global” or “International Society for Quality”

Mined from the Table Paper (Listed below by table, where the Theme listed is the Question selected by each table as their table theme.  *** designates the top 3 takeaways we asked them to select in Round 3):

Why should people think of themselves as “Quality” people?

1. Eliminates cement silos

2. Helps bottom line.

3. How do you get non-Q people to think of themselves as Q people?

4. How can ASQ join the world of the non-Quality quality people?

5. Q = $

6. Economy -> jobs

7. Help people to give more value to customers

8. *** Send out Q tools to other societies, industries & departments

9. Involve members from other dept’s in the use to Q tools to solve problems

10. Invite a member from a dept outside Q to an ASQ meeting

11. *** Celebrate the solutions – then people will want to be involved in the next project

12. How does Q result in ... ?

a. Global peace

b. Future for our kids

c. Healthy society and individuals

d. Economic equality, opportunities, & success

e. security

13. Why do we want to be Q practitioners?

a. Networking

b. Gain more knowledge of organization

14. Q needs to be viewed not as an obstruction but means for success

15. Education!

a. Invite others to meetings/seminars

b. Brown bag lunch session

c. Broaden appeal/visibility of ASQ seminars

16. How do we show people “the way” (to Q)?

17. Why should they want to be “Q” people? (practitioners)

a. Gain/share knowledge

18. How to convince people to consider themselves as Q people?

a. Education of entire company personnel

b. ASQ seminars made available to everyone not just members

c. Reintroduce Q tools to org’n

19. How?

a. Identify the problem in the organization & the goal

b. Buy into the project

c. Be part of the plan/get training & tools

d. Solve with Q people & tools

e. Celebrate the solution/ respect

20. Why should people think of themselves as Q people?

a. Entré to others parts of org’n

b.  Reason to learn the Q BoK

21. Transcend industries

22. Economic value

How do you convince people of the economic value of quality?

1. Free information sharing from National

a. Like the Worchester section web page

2. Health care needs improvement

3. Social education

4. Be a proponent of the Q profession

a. Carry & demonstrate Q concepts/principles/ethics

5. We need to get our elected leaders involved in/aware of/committed to putting Q as one of the important reqm’ts in government, business, & educ.

6. ASQ National package of economic impact examples

7. ASQ National support classes for non-Q sr. mgmt level

8. Embed Q in education

9. Doers

10. Quick Fix/short term results

11. How do we show value?

a. How do we create customer loyalty (beyond satisfaction) and customer generation?
12. *** Demonstrate value – sales and margins

a. Margin

· cost reduction

· yield improvement

· cycle time improvement

b. Sales

· product improvement

· customer loyalty

13. *** Make the key data available and quickly understood by sr. execs
14. Involve sr mgmt in discussions.  Let them hear the issues first hand.  Let them get the big picture.  Communication!

15. $ = Q

16. Make 6-sigma available to small companies

17. Customer demands <partner with/both listen> voice of the supplier

18. Management buy-in is subjective

a. oriented toward the decision makers

19. 6-sigma talks in terms of $

20. *** Introduce Q early in education

a. tools, ethics & history

b. also at college level in B schools

21. Think big picture & outside the box

22. Blue belt for CEO

23. Sr. mgmt discussions & involvement

a. CEO breakfasts

b. Golf

c. Testimonials from peers – short term gains

24. $ savings integrated with business plan

25. How can we demonstrate the value to mgmt?

a. Collect/use data to show sr. mgmt that the Q organization is a valuable and necessary part of the business

b. If they can believe in and be visibly shown Q’s contributions, they will be more easily exposed to, agree to, be involved in, and learn more of the Q BoK?

c. Boiled down to a basic approach to Q

i. proper training

ii. proper tools and workforce

iii. leadership

iv. coaching/positive feedback

v. we just keep creating new names and acronyms for it.  We are always having new fads & buzzwords in the Q field.  Perhaps we over-expose sr. mgmt and others to these (vs. the basics)

How do we get increased senior management buy-in to the Quality BoK (Blue Belt for Sr. Mgmt)?

1. Voice of the Customer vs. Voice of the Supplier

2. More leadership and management training for companies’ senior mgmt

3. Blue Belt for senior execs

4. Voice of the Customer to Wall St.

a. Customer demands

b. But not sure on the other side, how do we keep the customer?

5. How do we get mgmt to want to buy-in?

a. Show $ savings

b. Time needed for basic knowledge and how to save money is lessened

c. Bring people in when discussing 6-sigma

d. Show savings and accomplishments

e. CEO presentations – breakthrough ideas

f. Service industry – how to get tools

6. 6-sigma has to be affordable

7. Fix the Q of healthcare

8. How does the Q organization add value?

a. It helps educate CEO’s

b. It helps motivate shop floor people

c. Helps Q professional keep their job

d. It ties Q to bottom line and company’s strategies

e. It builds support for Q

f. Improves name recognition

9. Document savings from Q projects

10. Since Q is changing, what is the career path of today’s Q professionals?

11. Boycott organizations that have poor Q

12. *** Where is ASQ?  They do not market Q.  They should be proactive and contact companies to show economic value of Q.
a. Show them the $ cost savings

b. CoQ

c. Fix health care system

i. Benefit of following protocol

ii. Get involved in hospital Q care

13. Manager’s job – How does ASQ serve Q managers?

14. Expanding Q worldwide

15. ASQ new members – Who are groups that would become new ASQ members?

16. Inspector’s role – what is the new Q role in the future?

17. Add value

18. How do we make Q important to people on the floor?

19. *** Website needs to be more user friendly – was easier to use prior to the “improvements”

20. *** Employers are showing less support for Q.  They are paying less and less of “ASQ related” costs such as membership fee, educational courses, and dinner meetings.  Need to keep dues costs down!

21. Need to show people the cost of poor Q.  Then they can see the real value of Q.

22. Tie Q to international innovation

23. Get Q involved in social, education, healthcare, etc. – beyond mfg
24. Continued sales to customer base
25. Increases sales potential – Quality name
How do we market Quality & ASQ in all industries at all levels?

1. Future of Quality:
a. Not only product Q -> process, system, & business

b. Traditional QA/QC -> adding value

c. Marketing Q & ASQ about what we do -> mktg beyond mfg to all business processes in all industries

d. Q is needed everywhere, at all levels

i.  focus where it’s most needed, most important

ii. Keep the Quality movement going

2. *** ASQ could partner with Consumer Reports or similar org’n to promote Q and give Q ratings of products

a. or at least develop similar product testing/rating approach
b. Gives national recognition
c. Readily visible and accessible
3.  Lack of buy-in by sr. mgmt.

a. Business process change?

b. show opportunities to reduce waste in all functions

c. examples of success & benchmarks

4. *** Senior buy-in to Q – blue belt

a. Raise the level of Q
b. Tie Q to goals
i. Goals – survival; life buoy theory
c. Deploy and support the goals
d. Look at really describing
i. Show the opportunities
ii. Tie Q into the system
5. ***Accountability

a. Market to different areas

b. Show the $ value

6. Why?

a. Because all levels have to be responsible for this or else!

7. Publish BoK

8. Tie to successful companies

9. Q professional champion the cause of the company

10. Marketing:

a. Important areas

i. HR

ii. IT/IS

iii. Acctg

iv. Mfg

b. Recognize tools

c.  All levels

d. Why important?

i. Competition

ii. Bottom line

How do we convince U.S. Society that the Quality profession is of value?

1. How can we convince industry that the Q profession is of value to them?

a. Prevention is more valuable than correction

b. Need to convince society that we need mfg – service only not the answere

2. Is mfg in ASQ’s future? ... U.S.’s future?

3. A fool with a tool is still a fool

4. Marketing of the practitioner/profession

a. We need to show that our skills add value to an org’n – any org’n

5. Q profession must recognize that the U.S. economy can no longer depend on U.S. mfg

6. *** ASQ should partner with large corporations to communicate the importance of the Q profession

7. Marketing ASQ local and national level

8. ASQ HQ should be in Wash, DC

9. Why didn’t we protect our profession?

10. Need to reach out to non-traditional professions

11. How do we keep some mfg expertise within U.S. instead of all in offshore suppliers?

12. The need for inspectors and technicians is going away as suppliers are being held responsible for Q

13. What’s in the tool box for Q?

a. People each learn Q tools that they find pertinent for their assignments

14. ASQ must change to service

15. Mfg must come back to U.S. for U.S. to survive

16. *** Breaking down barriers – how to make Q out of non-Q people

a. How do non-members learn about ASQ?

17. Will ASQ be here in 3 years?
a. How can we move from reactive (conservative) to proactive (liberal)?
How do we fit into a global economy?

1. How do we position ourselves to meet future business needs/themes?

2. What is ASQ doing to keep business here?

3. U.S. is becoming a service industry from a manufacturing industry

a. American industry will never be as it has been – we are becoming a service economy

4. Managing processes -> managing information

a. Turn of the century industrialization -> Mfg processes -> information

b. How do we handle all the info now available to us?

5. ISO connects Q to the bottom line through Q initiatives

6. *** How do we keep jobs in the U.S. or create them at a faster rate than they leave?

a. Component of job – economic Q

b. Beat at own game

c. Competitive advantage

d. Efficiency

e. How do we expand the skills of the workers?

f. Total economic costs of going abroad

7. Work culture in U.S. is different than other countries

8. Where will the Q profession be 10/20/25 years from now?

a. Will we become data managers?

9. Get gov’t grants and subsidies to make in-house processes cost equivalent to offshore low labor cost processes

10. Use gov’t depts to sell U.S processes to offshore gov’ts

Will Quality levels suffer as a result of globalization?

1. This question is a “yes or no” question.  Should be a more open question like:
How will ASQ address the risks of globalization (to Q and the Q profession)?
2. What is the global position of ASQ in the future?

a. --> Drive to globally accepted standards

3. ASQ culture training to address the globalization

4. How can we in the Q profession become more an integral part of the businesses/companies we work for/in?   Q should be part of top mgmt and not considered a separate function.

5. Affect on Q with work going global?

a. Especially to countries with low wages

b. Can Q remain high?

c. People are losing jobs more than in the past – layoffs, closings, etc.

6. What will global workplace be like in the future?

7. What is the effect of shifting industry and jobs out of the country?

8. How do social/economic cultures around the world affect Q?

9. How will political structures influence world commerce and Q of goods and services?

10. Will there be Q-focused education that keeps pace with changes in future industry/marketplace?

11. How is ASQ globally?  Are there Q societies in other countries?

12. Can other countries manufacture Q products making $1/hour?

a. Q is a function of social structure and organizational culture rather than pay

13. *** Will Q suffer under globalization?

a. *** No! Q levels will only improve with globalization

b. Total cost of ownership will force Q to increase or company will lost market share

14. *** Change name of ASQ to GSQ or ISQ (Global or International Society for Quality)

15. *** Market ASQ and Q 

16. *** Q means delivering given value & expectations to customer

17. Q needs to remain a given

18. Companies will demand high Q levels regardless of location.

a. Meeting applicable stds will be a must
19. Develop standardized training protocols for doing work in different countries 
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