
quality Improvement� 

Asystematic method for Improving processes to better meet customer needs and� 
expectations.� 

quality planning� 

Launching new products, processes, etc., in which continuous quality improvement� 
is built-in.� 

R-chart� 

Acontrol chart of the range of variables as a function of time, lot number or similar� 
chronological variable.� 

random cause� 

(See commoncause or change cause.)� 

random sample� 

The number of units chosen from a lot by a method that gives each unit an equal� 
chance of being selected.� 

recorder� 

The person who takes minutes for meetings.� 

remedy� 

(See solution.)� 

rework� 

To correct defects which a process has produced,� 

root cause� 

The basic reason creating an undesired condition or problem. In many cases, the� 
root cause mayconsist of several smaller causes.� 

run chart� 

Agraphic plot versus time, of a measurable characteristic of a process,� 

sample size� 

Number of units to be selected for the random samples,� 

sampling� 

Technique of obtaining information about a large group (population) from a smaller,� 
representative group (sample).� 

85� 



scatter diagram
 

Chart in which one variable is plotted againstanother to determine if there is a
 
correlation between the two variables.
 

scrap
 

The loss in labor and materials resulting from defects thatcannot be economically
 
repaired or used.
 

scribe
 

A person who writes inputsfrom ateam on a pad or board,
 

solution
 

Achange thatcan successfully eliminate or neutralize a cause of defects.
 

SPG
 

(See statistical process control.)
 

special cause
 

A cause ofa variation in a process that is nota random or uncontrollable cause. (In
 
contrastto acommon cause.)
 

specification limits
 

Limits established for a process that are determined by engineering,development
 
orthe customer. Specification limits are applied to individual occurrences and are
 
not related to natural tolerance limits.
 

sporadic problem
 

A sudden adverse change in status quo,requiring asolution that returns the
 
condition to the original state.
 

stable process
 

A process which is in statistical control,
 

standard deviation
 

A mathematical term to express the variability in a datasetor process. It is
 
commonly represented by the lowercase Greek letter,"sigma"(s). In a normal
 
distribution,68.26% ofthe data will be within 1 sfrom the mean,95.44% within2s,
 
and 99.73% within 3s. Mathematically,a standard deviation is equal to the square
 
root ofthe average squared differences between individual data values and the
 
data setaverage.
 

statistical processcontrol(SRC)
 

The application of statistical methodsto monitor variations in a process over time.
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steering arm
 

Term used by Juran that refers to a person or personsfrom various departments
 
who give direction and advice on an improvement program.
 

steering committee
 

Thegroup of individuals that establishes the direction, principles and policies for the
 
continuous improvement process.
 

STP anaiysis(Situation,Target,Potentiai soiution)
 

A method to organize information(perceptions)abouta problem into three
 
categories:the way things are now(situation),whatthe group wants to accomplish
 
(target),and information aboutwaysto getfrom the currentsituation to the desired
 
target or outcomes(potential solution).
 

subprocess
 

A group of tasks thattogether accomplish asignificant portion ofan overall process,
 

suppiier
 

Anyonefrom whom the organization or individual receives goods or services,
 

surveys
 

A means of gathering data on the opinions,feelings,impressions or satisfaction ofa
 
group.
 

symptom
 

A condition where evidence ofa problem is manifested,
 

systematic diagram
 

A management planning tool used to break down issues,statements or ideas until
 
actionable items are generated.
 

systemsaudit
 

An evaluation ofany activity thatcan affect final product quality,
 

task
 

Specific activity necessary in the function of an organization,
 

team leader
 

A person who leadsateam through the problem-solving process,
 

team member
 

A person trained in identifying,analyzing and solving chronicsystem problems and
 
identifying improvement opportunities.
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3P's(Purpose,Process and Payoff)
 

Key areas to discuss atthe start of a meeting or presentation are the purpose ofthe
 
meeting,the process that will be allowed,and the payoff to the group.
 

theory
 

An unproven assertion aboutthe reason for the existence of defects and symptoms,
 

trend
 

A gradual change in a process or productawayfrom a relatively constant average,
 

u-chart
 

Control chartfor plotting data based on the number of nonconformancesfound in
 
each sample of varying size(defects per unit).
 

variable data
 

Data resulting from quantitative measurements,
 

variation
 

A conceptthatstates that notwo different items will be completely identical,
 

waste
 

Anything weexpend resources on thatdoes notadd value to the final product.
 

WIIFM
 

"What's in it for me?"
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Appendix 4
 

TQM Courses
 



Course Descriptions
 

Note: All numbers quoted below assume an organizational size of 125
 

employees. Requirementsfor different-sized organizations will increase or
 

decrease proportionately;e.g.,an organization twice the size of this example will
 

require abouttwice the number offacilitators, training course sections,etc..
 

Train the Trainer Course
 

The author has developed several courses. Thefirst course is the Train the
 

Trainer Course and requires 30days of training. This course is to develop an
 

internal facilitator cadre to supportfuture TQM training for the public sector
 

organization. The initial cadre ofTQM trainers or facilitators, ten volunteersfrom
 

throughoutthe organization, receives training from an outside consultant if an in-


house capability is not available. The course is composed of facilitator skills,team
 

building,customer identification, process identification and in-depth study of quality
 

tools such as competitive benchmarking,statistical process control, quality auditing
 

and meeting skills. Once the facilitators are trained,each takes on training
 

responsibilities for the public sector organization. To keep this cadre current,the
 

facilitators may beinvolved in other training opportunities and course development
 

to fulfill the organization's additionalTQM requirements.
 

Forthe purposes of this illustration,the ten in-house facilitators will each
 

have an average oftwo courses to teach. The facilitators may decide to specialize
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in a particular area and may have more than two courses to teach. Some may wish
 

to specialize in team member training, while others specialize in customer or
 

process identification. This specialization offacilitators has advantages and
 

disadvantages. In theory,the advantage is thatthe facilitator with specialization will
 

have more knowledge than a generalistfacilitator. The theoretical disadvantage is
 

thatthe specialized facilitator may be called upon to train more classes than
 

originally planned. In either case,the skills ofthe organization-member facilitators
 

are necessary for a costeffectiveTQM program to take place.
 

Team Member Course
 

Thefirst course the in-house facilitators will conductis the basic Team Member
 

Course,which is mandatory for every employee.This course providesa basic
 

knowledge ofTQM principles and team development skills. TheTeam Member
 

Course is five days in length,and covers awareness ofTQM principles and
 

application,and some ofthe basicTQM tools. In addition,team development skills
 

are taughtthrough application of principles and hands-on team problem-solving
 

experience.
 

ProcessIdentification Course
 

The Process Identification Course is afollow-on to the Team Member
 

Course. The purpose of this course is to provide the principles and application
 

skills in process identification through the use offlow charting, affinity diagrams,
 

rootcause analysis, histograms,Ishikawa (fishbone)diagrams,Pareto charting,
 

and problem-solving techniques(for definitions,see Appendix 3). The students
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then return to their respective departments to provide these additional skills to the
 

TQM team. The Process Identification Course provides basic statistical process
 

control tools and techniques. Thecourse length is five days. A total of30select
 

employeesfrom various departments are provided this training.
 

Customer Identification Course
 

The Customer Identification Course is afollow-on course to theTeam
 

MemberCourse and may be provided as an additional course to the Process
 

Identification Course,or asaseparate curriculum item for customer-based public
 

sector organization functions. The purpose of this course is to provide principles
 

and application skills in customer identification,customer satisfaction,customer
 

needs identification, problem solving and customer service. Thecourse is five days
 

in length.
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