


scatter diagram

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

scrap

The loss in labor and materials resulting from defects that cannot be economically
repaired or used.

scribe

A person who writes inputs from a team on a pad or board.

Solution

A change that can successfuily eliminate or neutralize a cause of defects.
SPC

(See statistical process control.)

special cause

A cause of a variation in a process that is not a random or uncontrollable cause. (In
contrast to a common cause.)

specification limits
Limits established for a process that are determined by engineering, development

or the 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 a solution 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 data set or process. Itis
commonly represented by the lowercase Greek letter, "sigma” (s). In a normal
distribution, 68.26% of the data will be within 1 s from the mean, 95.44% within 2 s,
and 99.73% within 3 s. Mathematically, a standard deviation is equal to the square
root of the average squared differences between individual data values and the
data set average.

statistical process control (SPC)

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

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

steering committee

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

STP analysis (Situation, Target, Potential solution)

A method to organize information (perceptions) about a problem into three
categories: the way things are now (situation), what the group wants to accomplish
(target), and information about ways to get from the current situation to the desired
target or outcomes (potential solution).

subprocess

A group of tasks that together accomplish a significant portion of an overall process.
supplier

Anyone from whom the organization or individual receives goods or services.
surveys

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

symptom
A condition where evidence of a problem is manifested..
systematic diagram

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

systems audit

An evaluation of any activity that can affect final product quality.
task

Specific activity necessary in the function of an organization.
team leader

A person who leads a team through the problem-solving process.

team member

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

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

theory

An unproven assertion about the reason for the existence of defects and symptoms.
trend

A gradual change in a process or product away from a relatively constant average.
u-chart

Control chart for plotting data based on the number of nonconformances found in
each sample of varying size (defects per unit).

variable data

Data resulting from quantitative measurements.

variation

A concept that states that no two different items will be completely identical.
waste

Anything we expend resources on that does not add value to the final product.
WIIFM

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

TQM Courses
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Course Descriptions

Note: All numbers quoted below assume an organizational size of 125
employées. Requirements for different-sized organizations will increase or
decrease proportionately; e.g., an organization twice the size of this example will

require about twice the number of facilitators, training course sections, etc..
Train the Trainer Course

The author has developed several courses. The first course is the Train the
Trainer Course and requires 30 days of training. This course is to develop an
internal facilitator cadre to support future TQM training for the public sector
organization. The initial cadre of TQM trainers or facilitators, ten volunteers from
throughout the organization, réceives 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 be involved in other training opportunities and course development
to fulfill the organization's additional TQM requirements.

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

have an average of two 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 of facilitators has advantages and
disadvantages. In theory, the advantage is that the facilitator with specialization will
have more knowledge than a generalist facilitator. The theoretical disadvantage is
that the specialized facilitator may be called upon to train more classes than
originally planned. In either case, the skills of the organization-member facilitators

are necessary for a cost effective TQM program to take place.
Team Member Course

The first course the in-house facilitators will conduct is the basic Team Member
Course, which is mandatory for every employee. This cdurse provides a basic
knowledge of TQM principles and team development skills. The Team Member
Course is five days in length, and covers awareness of TQM principles and
application, and some of the basic TQM tools. In addition, team development skills
are taught through application of principles‘and hands-on team problem-solving

experience.
Process ldentification Course

The Process Identification Course is a follow-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 of flow charting, affinity diagrams,
root cause 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. The course length is five days. A total of 30 select

employees from various departments are provided this training.
Customer Identification Course

The Customer Identification Course is a follow-on course to the Team
Member Course and may be provided as an additional course to the Process
Identification Course, or as a separate curriculum item for cLstomer-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. The course is five days

in length.

92



Works Cited

. Kline, James, J., "State Governments' Growing Gains from TQM," National
Productivity Review, Spring 1993, 259-271.

. Hunt, V. Daniel, Quality Management for Government, A Guide to Federal, State
and Local implementation, Milwaukee, WI: ASQC Press, 1993, 12-13.

. Swiss, James E., "Adapting Total Quality Management (TQM) to Government,”
Public Administration Review, July/August 1992, Vol. 52, No. 4, 356-360.

. Perine, J., Quality Advisor, Federal Quality Institute, telephone interview,
January 27, 1995.

. Federal Quality Institute, Presidential Award for Quahty 1994 Criteria,
Washington, D.C., June 1993.

. Politi, John, Executive Director, State Quality Award Network, c/o Excellence in
Missouri Foundation, telephone interview, July 12, 1994.

. Kline, James, F., "State Government's Growing Gains from TQM," National
Productivity Review, Spring 1993.

10. Rubin, Caren, Governor's Office, State of California, Quality Coordinator,
telephone interview, July 11, 1994.

11. California. Executive Department State of California Executive Order,

W-47-93, June 10, 1993.

12. Rubin, Caren, Governor's Office, State of California, Quality Coordinator,

telephone interview, July 11, 1994.

13. Berman, Evan M., and West, Jonathan P., "Municipal Commitment to Total

Quality Management: A Survey of Recent Progress," Public Administration
Review, January/February 1995, Vol. 55, No. 1, 57-58.

14. Berman and West, 57-58.

93



15.

16.

17.
18.
19.
20.
21.

22.

23.

24.

25.

26.

27.

28.

Perez, Antonio, Ziapa, Jim, "Promoting a Total Quality Management Initiative
in the Community," The Quality Observer, (April 1992), 12.

Balles, Joe, Fisher, Tim, Hamilton, Lisa, Maslako, Carrianne, McCollum, Paul,
Stetson, Stephanie, City of Madison Police Department Overtime Project,
undated.

Chan, Amy, "Managing a Government Like a Business: The Sunnyvale
System," Government Financial Review, April, 1994, 7-11.

11.

Osborne, David, Gaebler, Ted, Reinventing The Government - How the
Entrepreneurial Spirit is Transforming the Public Sector. New York, NY:
Plume, 1993.

Hunt, V. Davis, Quality Management for Government, ASQC Press,
Milwaukee, WI, 1993, 10-15.

Scholtes, Peter R., et al., The Team Handbook, Joiner Associates, Inc.,
Madison, Wisconsin, November, 1989, 2-5.

Mosgaller, Thomas, Human Resources Division, City Of Madison, WI., and
Walluks, Marian C., "Applying Quality Cost Control Systems to
Government," Undated.

Wooldridge, Blue, "Overcoming Obstacles to Public-Sector Improvements
Efforts, National Productivity Review, Winter 1992/92, 62-67.

, 62-67.

Scherkenbach, William W., The Deming Route to Quality and Productivity --
Roadmaps and Roadblocks. Washington D.C.: Ceep Press, 1988, 1-21.

Beckhard, Richard, Harris, Rueben T., Organizational Transitions -- Managing
Complex Change -- Second Edition. Reading, MA: Addison-Wesley
Publishing Company, 1987, 29.

Zuckerman, Marilyn R., Hatala, Lewis J., Incredibly American -- Releasing the
Heart of Quality. Milwaukee, WI: ASQC Press, 1993, 200.

Perry, Robert L., American Society of Quality Control, Director, Technical
Activities, Telephone interview, May 16, 1994.

94



29. Carr, David K, Littman, lan D., Excellence in Government -- Total Quality
Management in the 1990s. Arlington, VA: Coopers-Lybrand, 1990.

30. , 208.
31. , 209
32. , 205-246.

33. City of Austin Issue Paper, "Quality/Efficiency of Customer Service", City Of
Austin Texas, March 1993, 21.

95



Bibliography

Balles, Joe, Fisher, Tim, Hamilton, Lisa, Maslako, Carrianne, McCollum, Paul,
Stetson, Stephanie, City of Madison Police Department Overtime Project,
undated.

Beckhard, Richard, Harris, Rueben T., Organizational Transitions -- Managing
Complex Change -- Second Edition. Reading, MA: Addison-Wesley
Publishing Company, 1987.

Berman, Evan M., and West, Jonathan P., "Municipal Commitment to Total
Quality Management: A Survey of Recent Progress,"” Public Administration
Review, January/February 1995, Vol. 55, No. 1, 57-66.

California. Executive Department State of Cahfornla Executive Order,
W-47-93, June 10, 1993.

Carr, David K, Littman, lan D., Excellence in Government -- Total Quality
Management in the 1990s. Arlington, VA: Coopers-Lybrand, 1990.

Chan, Amy, "Managing a Government Like a Business: The Sunnyvale
System, Government Financial Review, April, 1994, 7-11.

City of Austin Issue Paper, "Quality/Efficiency of Customer Service", City Of Austin
Texas, March 1993, 21.

Crosby, Philip B., Quality Without Tears -- The Art of Hassle-Free Management.
New York: New American Library, 1984.

- Federal Quality Institute, Presidential Award for Quality, 1994 Criteria,
Washington, D.C., June 1993.

Fossum, Lynn, Understanding Organizational Change -- Converting Theory to
Practice. Los Altos, CA: Crisp Publications, 1989.

Gehani, R. Ray, .The Tortoise vs. The Hare," Quality Progress, Volume 27,
Number 5, (May 1994). 93-97.

96



Goman, Carol Kinsey, Adapting to Change -- Making It Work For You.
Los Altos, CA: Crisp Publications, 1992.

Hammer, Michael, Champy, James, Reengineering the Corporation -- A
Manifesto for Business Revolution. New York, NY: Harper Business, 1993.

Hauser, Charles R, Clausing, Don, .The House of Quality," Harvard Business
Review Volume 66, Number 3 (May-June 1988). 63-73.

Hubbard, Dean L., .Can Higher Education Learn From Factories," Quality
Progress, Volume 27, Number 5, (May 1994). 93-97.

Hunt, V. Daniel, Quality Management for Government, A Guide to Federal, State
and Local implementation, Milwaukee, WI: ASQC Press, 1993, 12-13.

Kline, James, F., "State Government's Growing Gains from TQM", National
Productivity Review, Spring 1993, 259-271. ’

Milakovich, Michael E., "Total Quality Management in the Public Sector”,
National Productivity Review, Spring 1991, 203-205.

Mosgaller, Thomas, Human Resources Division, City Of Madison, WI., "Applying
Quality Cost Control Systems to Government,” Undated.

Osborne, David, Gaebler, Ted, Reinventing The Government - How the
Entrepreneurial Spirit is Transforming the Public Sector. New York, NY:
Plume, 1993. ‘

Perry, Robert L., American Society of Quality Control, Director, Technical
Activities, Telephone interview, May 16, 1994.

Perez, Antonio, Ziapa, Jim, .Promoting a Total Quality Management Initiative
in the Community," The Quality Observer, (April 1992), 11-14.

Perine, J., Federal Quality Institute, telephone interview, August 2, 1994.

~

Politi, John, State Quality Award Network, c/o Excellence in Missouri Foundation,
telephone interview, July 12, 1994.

Prowse, Mike .Flash", Total Quality Management -- Good Enough for Government
Work. Maxwell Air Force Base, AL. Air University Press, 1990.

Rubin, Caren, Governor's Office, State of California, Quality Coordinator,
telephone interview, July 11, 1994.

97



Scherkenbach, William W., The Deming Route to Quality and Productivity --
Roadmaps and Roadblocks. Washington D.C., Ceep Press, 1988.

Scholtes, Peter R., et al., The Team Handbook, Joiner Associates, Inc.,
Madison, Wisconsin, November, 1989.

Swiss, James E., "Adapting Total Quality Management (TQM) to Government”,
Public Administration Review, July/August 1992, Vol. 52, No. 4, 356-360.

Wooldridge, Blue, "Overcoming Obstacles to Public-Sector Improvements
Efforts, National Productivity Review, Winter 1992/93, 62-67.

Zuckerman, Marilyn R., Hatala, Lewis J., Incredibly American -- Releasing the
Heart of Quality. Milwaukee, WI: ASQC Press, 1993.

98



Suggested Readings

Total Quality/ Continuous Improvement

Amsden, Robert T., Butler and Amsden, SPC Simplified, White Plains, NY:
Unipub, 1986.

Beckhard, Richard, Harris, Rueben T., Organizational Transitions -- Managing
Complex Change -- Second Edition. Reading, MA: Addison-Wesley
Publishing Company, New York, NY: 1987

Brassard, Michael, The Memory Jogger Plus, Methuen, MA: GOAL/QPC, 1989.
Camp, Robert C., Benchmarking, White Plains, NY: ASQC Press, 1989.

Carlisle, John A. and Parker, Robert C., Beyond Negotiations, New York, NY: John
Wiley & Sons, 1988.

Carr, David K, Littman, lan D., Excellence in Government -- Total Quality
Management in the 1990s. Arlington, VA: Coopers-Lybrand, 1990

Crosby, Philip B., The Eternally Successful Organization, New York, NY: New
American Library, 1984.

, Quality Is Free, New York, NY: Mentor, 1980.
, Quality Without Tears, New York, NY: New American Library,

1984.

Deming, W. Edwards, Quality, Productivity, and Competitive Position, Cambridge,
MA: MIT, Center For Advanced Engineering Study, 1982.

Feigenbaum, Armand D., Total Quality Control. Third Edition, New York, NY: Mc
Graw-Hill, 1983.

Gehani, R. Ray, "The Tortoise vs. The Hare," Quality Progress, Volume 27,
Number 5, (May 1994). P. 93-97

Gitlow, H.S. and Gitlow, S.J., Demming Guide to Achieving Quality and Competitive
Position, Englewood Cliffs, NJ: Prentice-Hall, 1986.

Goldratt, Eliyahu M, The Haystack Syndrome, Croton-on-Hudson, NY: North River
Press, 1990.

99



Miller, James with Zemke, Ron, B., The Corporate Coach.' New York, NY: St.
Martin's Press, 1993

Roberts, Wess, Leadership Secrets of Attila the Hun, New York, NY: Doubleday,
1989.

, Victory Secrets of Attila the Hun, New York, NY: Doubleday, 1993.

Scherkenbach, William W., The Deming Route to Quality and Productivity --
Roadmaps and Roadblocks. Washington D.C., Ceep Press, 1988.

Team Building, Problem-Solving, and Communications

Covey, Steven, R., Seven Habits of Highly Effective People, New York NY: Simon
and Schuster, 1988.

, Quality Is Free, New York, NY: Mentor, 1980.
, Quality Without Tears, New York, NY: New American Library,

1984,

Doyle, Michael and Straus, David, How To Make Meetings Work, New York, NY:
Jove Books, 1992.

Frank, Milo O., How To Get Your Point Across in 30 Seconds or Less, New York,
NY Pocket Books, Division of Simon and Schuster, 1988.

Hamilton, Cheryl and Perker, Cordell, Communicating For Results, New York, NY:
Wadsworth, Inc., 1987.

Keifer, George David, Strategy of Meetings, New York, NY: Simon and Schuster,
1988.

Murphy, Kevin J., Effective Listening: Your Key to Success, New York, NY:
Bantam Books, 1989.

Parker, Glenn M., Team Players and Teamwork: The New Comeptitive Business
Strategy: San Francisco, CA: Jossey-Bass Publishers, 1990.

Scholtes, Peter R., The Team Handbook- How To Improve Quality Teams,
Madison, WI: Joiner Associates, Inc. 1988.

Swets, Paul W., The Art of Talking So That People Will Listen, New York, NY:
Prentice Hall Press, 1983.

104



