
Proven, practical 
management techniques 

you can use now to develop 
your own plan for total 

quality improvement. 

This workshop is based 
on the powerful approach 

developed by Chuck Harwood 
and Gerry Pieters, who as 

president and vice president 
of a $700 million company 

installed and managed a 
quality improvement effort 

that saved $35 million 
in four years. 

The Quality Improvement Company 



Our powerful approach 
OUf approach, different in powerful ways from others, 
accomplishes the following: 

• Focuses on building ways of operating that treat 
quality the way you treat other most imponanl tasks 

• Guides the design of your plan lor Quality improve
ment within a framework to fit the unique style aod 
culture of your organization. 

• Stresses the importance of assessing where your or
ganization is and developing a clear picture of wtIere 
it can De. This provides the impetus to get slimed 
and the energy to sustain the quality Improvement 
effort. 

• Explains why everyone in your organization must 
participate in relentless daily improvement-why 
involvement 
cannot be 

Achieving success 
Successful quality improvement is dependent on the 
following: 

• A clear assessment of why change is needed 

• A clear understanding and vision of where tOe Of

ganizatlon IS 901119· 

• An understanding of the areas where change is 
needed to anain the future vision 

• A change process uniquely tailored to the organiza
tion's style and culture. 

• Active involvement of senior management in 
managing the change process. 

• Ways to involve everyone in relentless daily 
Improvement 

optional or 
voluntary and 
be successful. 

• Focuses manage
ment attention 
on establishing 
clear direction 
and oblectives. 

·Our initial eHorts with leclures on quality and 
statistical process control training didn'l gel us very 
far. We didn 't make gianl strides until our 
management leam implemented a forma' eHort using 
the system and materials provided by The Duality 
Improvement Company, • - Jim Springgale. President 
Monsanto Electronic Materials Company 

• Mechanisms 
that perma
nenttyembed 
the process in 
the organiza
tion's ways of 
operating 

• Early results 
that reinforce 
the effort 

• Establishes quality improvement accoontability and We offer the Quality Improvement System to help you 
control mechanisms achieve these outcomes The System IS a framework 

• Provides critical-how to- tips for success around which you build your quality improvement effon 

• Identifies pitfalls and potential problem areas to The Quality Improvement System has three p(lncipal 

avoid parts 

Supplies a maMgement reference manual that 1 Core Concepts - a set of ideas that everyone applies • 
supports both your short- and long-term efforts. and to his or her own work and the way they operate 

is filled with ideas from successful quality improve- 2 Cycle of Quality Improvement - a process used to 
ment processes identify and eliminate defects and errors. 

• Makes use of your existing structure as the vehicle 3 Managing Elements - areas management must 
for managing quality improvement address to install and manage a successful quality 

• Gets managers and supervisors to lead the effort at improvemem effort. 

every level 
What you will learn • Builds on sound principles for managing ocganization 

change and establishes mechanisms that protect the 
Some of the ImjXlrtant information you will take away new quality improvement effort from the overpower-

ing pressures of the day-tCHlay operation. from this wortshop 

• How to I1"IOV1! beyond quality awareness to action. • Develops quality improvement as a conllnuing and 
self-sustaining process • How to guarantee you will gel results. 

• Presents and shares inSights critical to suctess from • What your organization needs to be able to change 
the perSpectIVe of a CEO and other senior executIVes the way quality is managed 
wtlo have made quality happen in their own • How to apply qualifY management techniques to ad-
organizations. ministrative. technical. and service functions 

• Incorporates existing quality efforts Into a compre- • Simple methods and forms for communicating and 
hensive new approach. tracking quality improvement status. 

• Gets spectacular results when fully applied in ways • How to build on, improve. and coordinate existing 
that fit your organization and environment qualifY efforts in your organization. 



G) • How 10 avoid the most common pitfalls of quality im- • leaders who interact with you in the learning 
provement. pl"ocess, presenting relevant ideas and examples-

= • How to make quality a number-one priority in your not lecturing, preaching. or prescribing what's right 

organization. for you. 

=- • How 10 use your existing organizational structure for • A short, real·life video of people celebrating success 

quality improvement. and describing what their involvement in quality .- improvement has meant to them and to their • How to create cooperative customer-supplier 

C relationships in your organization. 
organization. 

=» • How to collect quality improvement results from alt 
pans of your organizatiort---quickly aod painlessly Who attends 

• How to establish accountability for specific quality 
• results . 

As a senior-level manager, you should attellCl this work-
shop if you are: 

• How to effectively recognize and reward quality • Responsible for installing and managing quality 
achievement. 

• improvement 
• How to prevent your quality improvement effort from • Seeking ideas to enhance your current quality 

becoming just another short-lived "program.· improvement effort. 
• How to use the quality improvement process to get • Evaluating available options to begin quality im-

results. provement 
• Insights from senior managers who have success- • Consulting alld supporting management groups 

fully implemented quality impt'ovement. engaged in quality improvement. 

• A new member of a management team already 

This workshop is unique involved in quality improvement. 

Compare these features with other quality workshops' 
Additional benefit is obtained when a management 
team attends as a group and builds a plan together 

• A comprehensive 256-page reference manual 
available only to workshop attendees including 

Insights you will gain - 49 cautions and pitfalls you may encounter and 
can avoid In addilion. you will gain these insights 

- 44 suggested actions in areas you must address • HO'N to cope With the fact that people "watch your 
for successful quality improvement. feet, not your lips· to evaluate your commitment 

- 51 outcome scales you can use to assess • HO'N to minimize the resistance caused by inconsis-
progress. tencies in management actions. 

• How to make your message to others believable 

• Why training is not a substitute for planned 
Ml've never looked in the manual for an management action 
answer and not found what I needed- • The importance of accepting management responsj-
either an example that fits or a strategy blhty for defects 
that applies. - - Juan Sanchez. Puerto Rico • How the lack of clear direction and goals from 
Plant Manager, Raychem Corporation 

management can stagnate improvement efforts 

• HO'N to avoid the self·fulfilling expectation that a 
long-term Quality improvement effort means the 

• A Duality Improvement System Plans Booklet for absence of rapid. meaningful results 

capturing and prioritizing initial actions for quality • The importance of making quality improvement a 
improvement line-management role rather than a staff-support 

• One-on-one consultation with workshop leaders who function. 

have installed and managed successful quality im· • HO'N to build ownership at all levels without 
provement efforts abdicating management's role in setting specifiC 

• The opportunity to share your concerns and test your direction. 

ideas with colleagues in small group discussions • The importance of aligning Quality responsibility 

• High intensity focus and support for applying With other key management responsibilities 

workshop materials and learnings to your specific • How to make quality improvement activities 
organization. legitimate and ongoing 
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Day One 
• Introduction and overview {8:00). 

• Identifying forces helping and hindering your quality 
improvement effort 

• Issues motivating change. 

• INhaI results are possible? 

• A framework for managing quality improvement 

• Sill Core Concepts for effective quality improvement 

• Defining quality requirements for everyone 

• Recognizing defects. 

• Understanding your customers' cost of ownership 

• Idemifying internal customers. 

• Differences between internal and eKternat custom-
ers. 

• Internal impact of quality. 

• Key components of the cost of quality. 

• What '(OtJr organization's formal systems say aoout 
the relative importance of quality. 

• How cullural and environmental messages can 
convey mixed signals about quality. 

• What is needed to make Quality a #1 priority. 

• Eight areas for management focus and change 

Reception and Social (5:00--6:30) 
Your opportunity to meet informally with your workshop 
leaders and other participams to discuss your situation. 
Complimentary drinks and hOfS d'oeLMes 

Evening Assignment 
Working individually, you Will be asked to complete a 
short reading assignment aoo an analysis of one of the 
key Elements related to the management of Quality 
Improvement 

• How quality costs may be buried and 
accepted in your organization. 

• INhat are your probable quality costs 
today' What's possible' 

• Key features of the quality improve-
men! process, 

·Compared to the other consultants we looked at. 
the comprehensive materials and training provided 
by The Quality Improvement Company arB far more 
useful to our managers. .. - AI Castilow, auality 
Improvement Manager, Mobay Corporation 

• The role of inspection and prevemlOO 
In Quality improvemem 

• How different improvement strategies vary in cost 
and results Day Two 

• Establishing responsibility IOf Quality. 
• Review Day l/Overview Day 2 (8:00). • 15 reasons why people act as if they are not 

responsible fOf Quality. • What does commitment to Quality mean? 

• Management's responsibility for where things are • Six steps for establishing management commitment. 

today • Sustaining commitment in your organization. 

• VVhy everyone must be part of Quality improvement • Why a Quality assessment is critical. 

• Assessing the status of Quality in your orlJ8nization. 
• Break for lunch (1200 -1:30). • Testing management's Apparent Interest Index for 

Quality 

• Establishing a realistic and non-punitive perfOfm· • Actions that relnfOfce commitment to Quality. 
aoce standard • What It takes for people to believe in management's 

• What is good enough? commitment 

• Avoiding negative messages about Quality • Making effective use of a Quality policy. 

• What management and others should expect when a • Building Quality awareness in every employee. 
performance standard is set • Bnnglng others Into Quality improvement 

• T'NO cnlleal conditions for progress. • The importance of edLlCatrng everyone in your 
• Four steps to eliminating defects and Quality organization 

problems • Selecting rralning for the major roles in Quality im· 
• A tr~hart to guide systematic problem solving provemenl. 

• A model for establishing Quality requirements. • Developing internal resources to support your 

• Management's role in solving Quality problems. management team. 

• The problem-solving process at work in administra· • Communications that support your Quality effort. 
live areas. • How to keep people informed of status and progress. 
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Communicating to customers-what and when 

Break for lunch (12:00 - 1:30). 

Expecting and getting early results in Quality 
improvement. 

Creating focus and expectations for results al all 
levels. 
Focusing for results-picking the top five areas. 

Managing for results versus doing it all yourself. 

Tracking your defect reductions and savings. 

Organizing your management quality team. 

Assigning specific roles to team members 

Using your current organization to get 100% 
involvement. 

Selecting a Quality improvement manager to support 
your effort. 

Selting up problem-solving groups. 

Establishing guidelines for participation. 

Using your professional quality organization most 
effectively 

Reception and Social (5:00-6301. 

Evening assignment. 

• Self·tracking and reporting devices to maximize ac· 
countability. 

• Recognizing Quality performance and contributions. 

• Four major pitfalls of effective recognition. 

• Multiple sources for recognizing achievement. 

• Creating conditions for real·time recognition. 

• linking quality performance to formal organizational 
rewards. 

• Self·renewing approaches to quality improvement. 

• Using critiQue to strengthen your quality improve
ment process. 

• How celebration helps sustain your quality eHort. 

• Conveying serious messages through the fun and 
excitement of celebration. 

• Making your quality improvement effort a continuous 
process, not just another quality "program" 

• Break for lunch (12:00 - t :301. 

• Addressing celebration as part of your quality 
improvement effort 

• Celebration in action-a video tape of how ooe 
organizatlOn celebrated success. 

• PUtting your implementation plan together 

This workshop addresses the quality management 
practices that wil/allow you to more effectively 
compete for the Malcolm Baldrige National Duality 
Award IJnd meet the Total Quality Management 
requirements for the U.S. Department of Defense. 

• Using '(OUr Quality Improvement 
System Plans Booklet 

• Where to begin' Deciding how to 
start. 

• Insights and ideas you will use 
immediately. 

• Reviewing individual plans 

DavThree 
• Communicating individual plans to your management 

team 

• Review Day 2/0verview Day 3 (8:001. 

• Planning for implementation. 

• Making 'fOOr plan viable and avoiding rigidity. 

• Sening a realistic time frame for implementation, 

• Making the plan fit your organization, 

• ManaglOg to achieve your plan. 

• Communicating management plans 

• Establishing accountability for improvement 

• Accountability-the role of goals, plans, and reo 
QUirements. 

• Top management accountability 

• Weighting Quality as a key factor in performance 
evaluation 

• A simple method for tracking and reporting results, 

• Creating accountability-the importance of formal 
reviews, 

• What's next? Continuing the learning process. 

• Recognition of individual achievement 

• Workshop summary and evaluation, 

• Workshop Close )300). 

You leave with ... 
AI the coocluslOn of the woo:shop, you will leave with 
the following 

• A preliminary plan lor how you can build a quality 
improvement process into your organization or 
improve your existing one. 

• A list of specific actions relating to your inillal 
objectives for anending this woO:shop. 

• A reference manual that provides the answers to 
most every question you will have about managing 
quality improvement 
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Workshop leaders 
The Quality Improvement Company coosults with client 
organizations in a broad range of industries ircluding 
chemical, garment, defense. white goods. tran~rta· 
lion. utility, steel. paper, plastics, electronics and~
maceulical. 

One of The Quality Improvement Ccmpany founders, 
CIu::k Harwood or Gerry Pieters. co-leads each wort· 
sh~ with another experienced professional frOOI The 
Duality Improvement Company. 

Charles C. Harwood. found ing partner. Chu::k is the 
tooner 15-year president of Signetics Corpaalion, a 
$700 million integrated circuits maoofaclurer. Prior to 
thal he was a vice president al Coming Glassworks. He 
is an internationally experienced workshop leader and 
has served as a keynote or featlKed speaker at numer· 
ous quality cooferences and industry associations. He 
has co-authored articles and monthly colooms on 
quality improvement. Chock ooids NI M.BA from 
Harvard lkliversity. 

Gerald R. Pieters, founding parmer. Gerry is the 
fooner vice president of mcmgement irld IYganizatioo 
development at Signetics Caporatial. He is the ~imary 
arttlitect of the Oualiry Improvement System and brings 
over 20 years' industry experience III the pr.tCtire of 
managing qualiry ifT"C)fOvemeflt. Gerry has consulted 
internationally with a tread range of clients m strate
gies for crganizatioo change and im~ovement. He has 
a Ph.D. in Organizational Behavior from Southern illinoiS 
University. 

Thomas A. McLaullhlin. partner. Tom isa fanner 
quality director at Cooper Tire & Rubber CollYf)any and 
at National Steel. He has an additional six years of 
quality consulting experience as a vice ~esident at 
Philip Cmsby Associates and as ~esident of Ihe LEADS 
Corpora tim. Tom holds a B.S. in Engineering and an 
M$. in Management Science. He heads DIS PittsblSgJ 
office. 

Don Prentice. senior consultant Don has over 25 
years' experience in management team wilding, 
seminar leadership, prn~am development and strategic 
planning. He has WOIte<l wilh Saga, NCR, IBM, OCA. 
Prudential and other ccrpooItioos in senict·level 
corrmunications and plamiog ftJlctioos. He holds 
degrees in Jililo5q)hy Mid mathematics from Hope 
College, Michigan, and San Jose State. 

Terry L Ner~ associale. T8'TY has over eight years' 
consulting and training experiEn::e in the fields of 
quality improvement, perfonnar.:e management, aod 
organization change. All experienced worksoop leader, 
she has trained managers to lead in·house quality im· 
provement wonshops dv"ou~oot the United States and 
ElSope. Terry holds a SA in Ps',dlology and an MPA 
in Management. 

The Quality 
Improvement Company 

The Quality Improvement Company was founded by 
Gerry Pieters and Chuck. Harwood to help manufacturing 
and selVice organizations improve quality. reduce 
waste, and Increase customer satisfaction by employing 
an aggressive quality improvement process-the 
Quality Improvement System. 

The Quality Improvement System was developed from 
firsthand eKpeneoce in senior management at Signetics 
Corporation. a $700 million electromcs company. where 
Chuck. Harwood was president and Gerry Pieters was 
vice president of organization development In 1979, 
Chuck. implemented a Quality improvement effort, based 
on the teachings of the leaders in the Quality field After 
struggling for a couple of years-and achieving little 
success-Gerry deSigned and developed a new Quality 
Improvement process for Signetics This process got 
results $7 was saved for every $1 they invested In four 
years, they saved $35 million 

The Qualrty Improvement System grew out of this work. 
at Signehcs, and It has continued 10 evolve through sys· 
tematlC learmng and a relentless pursUit of a practical. 
-how to- approach to Quality improvement The result IS 
a System that LS effective in both product and service 
OfganlzatLQ'lS and IS Widely recognized as the most 
highly developed and up-to-date quality management 
process 

The Quality Improvement Company supports chents WITh 
in·house workshops, detailed reference manuals. 
sophisticated training materials. and consulllng The 
Quality Improvement Company has offices in Cupertll"lO, 
CaliforOia and Pittsburgh. Pennsylvania-and supports 
client organizations worldwide. 

Other products and 
services 
We provide the follOWlng superior products and services 
for our customers 

• Consulting support to senior management teams as 
they explore their organizauon·s needs and strategic 
direction in Quality improvement. prepare plans. and 
manage the installatIon of their Quality Improvement 
process 

• In·house training for the start·up and support of 
management teams Installing their own Quality 1m· 
provement effort. 

• Duality Improvement Workshops for people who will 
apply the Cycle of Quality Improvement to their 
ongoing work. 

• Trainer Certi fication Programs to develop internal 
trainers and Quality improvement resources 
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How to register 
To Register: Due to the interactive nature of the 
wcrl:shop, etYollmeot is limited. Ftlooe The Quality 1m· 
provement Company at 408/257-9800, or ccrnplete and 
mail the form below. Written confirmation and pre
workshop material will be sent upon receipt of registra· 
tion. Substitutions may be made at any time . 

Fees: $995 per person . 

Fees Include: T uilion, all workshop materials. detailed 
reference maroal, advance reading and J:1ewort 
material, continental breakfast each day, morning and 
afternoon coffee breaks, and social hours on the first 
and second days. Lunch is not provided. 

Schedule: The W{lrkshop begins each day 818:00 a.m. 
and eods al 5:00 p.m., except on the third day when the 
woO:shop closes at 3:00 p.rn. lunch break is from 12:00-
1:30 p_m. The evening receptionS/socials are from 5:00-
6:30 p.m. on the first and second days. 

HOlel Accommodations; A block of rooms is reserved 
al each of the wortshop locations. You may make your 
reservations diroctly with the hotel. Identifying yourself 
as a panicipant in The IlJaliry Improvement Company 

wcnshop assures you will receive preferential rates. In 
San Francisco, the wurkshop is cooducted at the 
Embassy Suites Hotel, South San Francisco, (415) 589-
3400. In PittsOOrgh, the locatioo is the Sheraton Hotel, 
Statioo Square, (412) 261-2000. Shuttle or limo service 
is available from each airport to the hotel. 

Join over 19,000 others 
A partial list of participating cornpaoies includes: Alliant 
Computer, AlIa, AMD, American President Unes. Ander
son Company, krr1W. ASC Communications, American 
Television & Communications, Bayer USA. Black & 
Decker, British Aerospace, Brunswick, Colonial Rubber, 
Delco, Dialog Information Services, Fel-Pro, Ferranti 
Defense Systems, Fisher, Flo-Con, GE, Hanover Shoe, 
Hussey, IBM, lnfomag, Intel, ISC Defense, James River, 
Kaiser Hospitals, KLA Instruments, leach, Levi Strauss. 
Matthews, MCI. Measurex. Mellon Bank, Microsource, 
Miles, Mcbay, fIAonsanto, fIAotorola, Northrop, Orcon, 
PML Microbiologicals, Press Democrat, Raychem, 
Roadway, Shell Oil. Sola/Bames-Hind, SynteJ[, TRW, 
Ultratoch Stepper, UTMC, Varian, VlSI. Wad::ins Motor 
Unes. 'Nhirlpool, Westinghouse, and Wolverine. 

Mail to: The Quality Improvement Company 
2D310Town Center Lane. Suite 252. Cupertino, CA 95014 
Cupertino - 408/251-9800; Pittsburgh - 411/443-4066 

,-------------------------- ----, 
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Registration/Order Form 
Name ________ -,---______ Mail Label Code ____ _ 

Title'~~~~~~~~~~~~~~~~~~~Or~ga~ni~za~tion;;;~~~i~~~~~~~~= Address 
City State Zip 
Teleillooe,.cl_ ---'-_________ fpj( _________ _ 

I'd li ke to register for the following workshop (please check one): 
o Janl6-18.1990 Pittsblrgh~She<alonSta'ionSquare 
o Feb 12-14, 199) South San Francisco - Embassy Suites Hotel 
o Mar 20-22. 1990 Pittsblxgh - Sheratoo Statim ~e 
o April 24-26, 1990 South Sao Francisco - Embassy Suites Hotel 

Please check one: 
o Check enclosed lpayab~ 10 The Oualil'( Impr""""",' CompanyJ 
o 8i11co,"",",~ POI _______ _ 

I cannot attend one of the above workshops. but please send me free of charge: 
o Yoor ¥tide rep-int -Monsanto Quality T lI1'\aroond-
o Your 14-page guide -Managing Ouality ImJ)"ovemerll-
o Information about in-house workshops offered by The Duality Improvement 

Company 

I 0 Keep me on your mailing list and send me your next 'Mlrkshop brochure al the I 
: address listed above. I 
L ______________________________ ~ 



What others say about this workshop and the 
Quality Improvement System 

"We realized savings at an annual rate of S20 million in our first 
nvo years. "-President 

/his courss is an excellent stalTlng {JOlfIt (01 deve/opmg a quality 
improvement process "-caporale Quality Director 

"We achieved zero defects in our operation for 32 ct:.IfISeCUfIV8 
weeks. "-Payroll Manager 

We completed over 150 qualfty improvement projects in the first 
18 months" -(Jeneral Manager 

'" learned how to f1)(M! our quafJt,; improvement process from two 
years of planning to resvlts by the end of this yeM-I wish f had 
anetried this workshop when we sraneci our ilnplementalion .. 
-QualIty Manager 

-, have learned more about managing quality in these three days 
than I have previously by reading the books by today's quality 
gurus --Director 

-This is a well·thought-our system. "-Training Manager 

"We reduced customer returns by SO$ in the first year-anci ~ 
in the second. "-CUStomer Setvica DIf8CtOl 

The Quality Improvement Company 
20370 Town Center lane, Suite 252 
Cupenino. CA 95014 

Bulk Rate 
U.S I'lls\age 

PAID 
Cupertino. CA 

PermIt 196 

AttentJM MatIroom If 1.IlCIer....etable to Iddresaee, pleat reroute 
Ill" dated nICUIC8ITIII'II to yo.r orpIIlItJOn's Imuly D.rector 



Th. nullity Improvtm. nt Company 

Quality Workshop 40 
Executive Overview Workshop 

This is a four-hour workshop that introduces 
the basic themes of quality improvement. 

Purpose of the Workshop 

• To have top managers begin to examine 
their own costs of having defects and 
errors. 

• To envision what it would be like if these 
errors were eliminated. 

• To be introduced to a systematic method 
of quality improvement. 

• To begin to understand the top manage
ment role in improving quality. 

Far Whom 

Top and upper management,. usually the top 3% 
to 5% of the people in the organization. 
It is most effective when the top person and 
all people reporting directly to him or her 
attend at once. 

How Many Attend 

An optimum workshop siz, is up to 12 managers, 
However, up to 20 managers can be accom
modated. 

Where 

At a sh' olth, client's choosing. It is preferable 
to have a site where interruptions are not 
possible and there can be an informal 
environment. 

20370 Town Center line, Suite 252 
Cupertino. C&lifomil 95014 
408/257-9800 FAX 4081257-1969 

Workshop Methodology 

Short presentatioll$ and focused discussons 
around specific issues. Top managers apply 
their own data, knowledge, and experience 
to new concepts in quailty improvement. In 
discussions with their associates they 
develop their own learning. This moves them 
towards the decision of making the changes 
necessary for permanent quality improve
ment. 

Workshop Leaders 

A partner or senior consultant of The Quality 
Improvement Company_ 

Support Material 

A copy of the presentation material is 
provided to each participant. 

Roles and Actions Expected After the 
Workshop 

Top management meets to decide the next 
steps, 

lover) 



Quality Workshop 40 
Executive Overview Workshop 

1. Introduction 

What is the problem 7 
What are the benefits? 
What are other organizations doing 
about quality? 

2. Exploring the clienfs situation 

A discussion of the client's cost of 
having defects and errors 
A vision of what it would be like if 
these errors were fixed 

3. The Quality Improvement System 

The Core Concepts 

Definition of Duality - Meeting Require-
ments 

Customer Impact· Cost of Ownership 
Operating Impact· Cost of Quality 
Improvement Process - Defect Prevention 
Responsibility for Quality - Each Employee 
Performance Standard - Zero Defects 

4. The Cycle of Quality Improvement 

The method 
The kinds of problems attacked 
Additional learning opportuntiies 

5. The Managing Elements 

Commitment 
- The process needed to establish 

management commitment 
Awareness 

- How to educate people 
- Methods of communicating progress 

Resufts 
- The importance of setting specific 

goals 
Organization 

• How to organize so everyone is ill
volved 

Planning 
• The plans to install and maintain a 

quality improvement effort 
Accounrability 

• The method to establish reviews of 
progress and results 

Recognition 
• Methods to recognize performance 

and involvement 
Renewal 

Effective use of critique to continually 
enhance the effort 

6. Quality Improvement Success 

Brief presentations of what others have 
accomplished 

7. Next Steps 

Top management meets to decide on 
the next steps towards installing a first· 
class quality improvement effort 





Why Attend This 
Workshop? 

If you're going to attend a 
seminar on quality improve
ment, choose this one. It 
wil] change the way you 
look at what you're cur
rently doin~ and it will 
show you how to achieve 
the results you' re looking 
for. You'll also get the bene
fit of working with the peo
ple who actually developed 
the system and who share 
many of the same experi
ences and concerns about 
quality improvement that 
you have. 

Our Approach 
BenefIls All Levels 
Of Management 

Whether you'realready 
involved in quality improve
ment o r just conSidering 
what to do, this workshop 
benefits various levelsof 
senior management respon
sible for installing and man
aging quality improvement, 
as well as those supporting 
and consulting manag~· 
ment groups engaged In 

quality improvemen t. 

Dtis unique workshop 
supports those 
interested ill competing 
fo r TI,e Malcolm 
Baldrige Natioual 
Quality Award or 
striv ing to meet 
requirements of the 
U. S. Departmeut of 
Defellse Total Quality 
Ma1lagemeut. 

We Bring Hands-On 
Experience To The 
Workshops 

Others talk about quality 
improvement; we've 
actually done it. And, the 
workshop introducing you 
to the Quality Improvement 
System is based on the pow· 
erful approach developed 
by Chuck Harwood and 
Gerry Pieters, who as presi
dent and vice president of 
a $700 million company 
installed and managed a 
quality improvement e ffort 
that saved $35 million in just 
four years. The Quality 
Improvement System is cur
rently working for a variety 
of companies around the 
world, and it can work for 
you and your company, 
as well. 

Our System Can 
Beneftt Your 
Organization ... Now 

The Quality Improvemen t 
System is unique in that it 
is a system that recognizes 
quality improvement as 
part of a cultural change for 
organizations. It uses your 
current organization's 
structure, and it holds 
everyone in the company 
accountable for quality. We 
offer no gimmicks o r special 
programs-just a method 
that will allow you to 
involve everyone in your 
company, efficiently and 
with results that are 
permanent. 

Public Workshops· Consulting· In-Ht 



Compare These 
Features With Other 
Quality Workshops 

• A comprehensive 
256-page reference manual 
which includes 49 cautions 
a nd pitfalls to avoid, 44 
suggested action areas to 
address and 51 ou tcome 
scales you ca n use to assess 
progress. 

• A Quality Improvement 
System Plans Booklet for 
~ap~urin~ and prioritizing 
~mtia l actIOns for quality 
Improvement. 

• Leaders w ho interact 
with you in the learning 
proc.ess. You'll actually 
receIve one-on-one consul
tation with workshop lead
ers who have installed and 
~anaged successful quality 
Improveme nt efforts . 

• The opportunity to inler
act with colleagues in small 
group discussions. 

• Time to apply what 
y~u 're learning 10 your spe
oficorga nization. You'll 
actually leave wit h a p lan 
thai you ca n use in your 
~ew or on-going quality 
Improvement effort . 

• A real-life v ideo of people 
celebrating success and 
describing w hat thei r 
involvement in quality 
improvement has meant 
to them a nd to theirorgani
zation. It's proof that the 
Quality Improvement 
System works! 

ouse Training 

Join over 21,000 
others 

A partial list of partici
pating companies: Alliant 
Computer, Alza, AMD, 
American President Lines 
Anderson Company, ' 
Arrow, ASC Communica
tions, America n Television 
& Com munications, 
Ava ntek, Bayer USA, Black 
& Decke.r, British Aerospace, 
BrunSWick, Colonia l 
Rubber, Delco, Dialog Infor
mation Services, Fel-Pro, 
Ferranti Defense Systems 
Fisher, Flo-Con, GE, ' 
HanovNShoe, Hussey, 
IBM, Infomag, Intel, ISC 
Defense, James Ri ver, Kai
ser Hospitals, KLA Ins tru
me~ts, LSI Logic, Leach, 
leVI Strauss, Matthews, 
MCI , Measurex, Mellon 
Bank, Microsource, Miles, 
Mobay. Monsanto, Moto
rola, Northrop, Orcon, 
PM L Microbiologica ls, 
Press Democrat, Raychem, 
Ray theon Semiconductor, 
Ro..1dway, Shell Oi l, Sola! 
Barnes-Hind , Southern 
Pacific, Syntex, TRW, Ultra
~ech Stepper, UTMC, Var
mn , VLSI. Walkins Motor 
Lines, Whirlpool , Westing
house, and Wolverine. 



How To Manage Quality 
Workshop Content 
"OJlrqunlity effort has bu" 
in pIau lor tillt yrars, bllt 
fue're always !ooki"g for 
ways to i"'IJrove U. Maybe 
I'll/earn sOllie 1If''W tlrillgs 
herf' .... " 

Day One 

You' ll be introduced to the 
Quality Improveme nt Sys· 
tern, given an overview of 
how it can be adapted 10 
any organizatio n and look 
at what might hinder your 
effort. We' ll analyze how 
d irrerent improvement 
s trategies vary in cost a nd 
results. You'll learn how to 
make quality a "# 1 priority 
in your company. You' ll see 
what results are possible, 
s tudy a practical Oowchart 
to guide systematic problem 
solving, and use a model for 
establishing q uali ty require· 
ments. By working in 
groups and on yourown 
plan each day, you'll lea rn 
just how practical the Qual
ity Improvement System is. 

"/ rtally do,,', k."ow "",el, 
about /'OW to do quality 
illt/Jrovelltellt; aliI know 
is tllat we really tleed it .... " 

"l'cm knou~ 1 tI,;"k there are 
some really good ideas here, 
a"dwe don't hlwe to scrap 
what we're doing already. I 
like the idea Orat this sys· 
te", fits our eurre"t orga,,;· 
::atiotlal stn/eture .... " 

Day Two 

We'll discuss s teps for 
establishing a nd sustaining 
manageme nt commitment 
to quality improvement, 
assessing the status of qual· 
ity in your organiza tion and 
reinfo rcing the commitment 
to q uality. You'Ulearn how 
to build quali ty awareness 
in every em ployee, develop 
internal resou rces and com
munica tions programs to 
keep people info rmed o f 
achievements a nd p rogress, 
focus on results, organ ize 
your management quality 
tea m, use your p ro fessional 
quality orga nization most 
effectively, a nd involve your 
cu rren t organization to get 
tOO% participation. 

"I did,,', k"ow llrat we 
could lise Oltroum orga"i::a· 
tio"al s'rtlcture; It/IOI/glrt 
we llad to set up special 
grollps who were respollsi· 
ble for qllality mId tlmt they 
ted liS •••• " 

Quality Improvement System 

""""-, -...... 
Orgll'lOllbon 

""""" Accoo,onIMliliTv ...... ~ ......... 

The Qllality Improvemmt System is a powt'rful 

/tImmgem""t tool which provides met/.ods to mal/age 
a comprehells;w, yet flexible quality improvem""t effort. 

"Tlris really blows me aWlly. 
We'N' bu" tryitlg to do 
t/ri"gs olltside lire normal 
way we do bllsilless, alld 
tlrat's 1/01 goitrg to work 
over tI.e [ollg·ter",. I em, set! 
how tI,,'s system will 1('ork 
110 matter wlro's here 10 
dirt'ct it. It drit,t's itse[f." 

Day Three 

This is the day you' ll com· 
plete an initial plan spOOfi· 
cally designed to fi t your 
company's organi7..a tion 
a nd cultu re. You' ll look at 
accountability in yourorga· 
niza tion, develop a s imple 
method for tracking and 
reporting results, lea rn 
how to commun icate plans 
and results of your qu ali ty 
im provemen t effort to 
management, and develop 
self-renewing approaches 
to quali ty improvemen t 
through recognition and 
rewa rds. Finally, you' ll 
view a video tape of how 
one o rga ni za tion celebrated 
its success. Above all, you 
will learn how to make 
your quality improvement 
effort a continuous process, 
not just another quality 
" program." 

'" did,,'t blOW l'ltgo home 
wit/I a "Iall for seltillg Ill' 
Ollr quality ;mprollemettt 
effort; tlris workshop is 
IIIIlClr more IJractica[ thall 
I et'l'r thought, {/tul, you 
k"oll~ 1 lI,i"k I really under
sla"d how m1/eo"'l'lltIy 
eatt imp[ement Its quality 
improt'elllt!tlt effort 1I0U~ 
1I0t si, mo",lrs from /lOW." 

I" quality improvement 
YOIl eliminate errors 
and raise perfon1Jance. 
What you get is higher 
c"stomer satisfaction, 
increased market share, 
lower costs, better 
commtmicah'oll, better 
employee morale and 
managers who have 
more time to ",mlage. 

Workshop leaders 

One o f The Quality 
Impro vement Company 
founders, Chuck Hanvood 
or Gerry Pieters, generally 
co--Ieads each workshop 
with ano ther experienced 
professional from The Qual· 
ity Improveme nt Company. 

Charles C. Harwood, 
founding partner. Chuck 
is the former lS·year 
president o f Signetics Cor· 
poratio n, a $700 million 
manufacture r of in tegrated 
circuits. Prior to that, he 
was a vice p resident at 
Corning Glassworks. He is 
an inte rnationa lly experi
enced workshop leader and 
has served as a keynote or 
featured speaker at numer
ous quality confe rences and 
industry associations. 

Gerald R. Pieters, founding 
partner. Gerry is the forml'r 
vice p resident of manage
ment a nd organization 
development at Signetics 
Corporation. He is the pri· 
mary a rchitect of the Qual
ity Improvement System 
and brings over 20 years' 
industry experience to the 
practice o f managing qual· 
ity improvemen t. 

Thomas A. McLaug hlin, 
partner. Tom is a former 
quality d irector at Cooper 
Tire & Rubber Company 
and at Na tional Steel. He 
has an additional s ix years 
of quality consulting experi
ence as a vice president at 
Philip CrOSby Associates 
and as presiden t of the 
LEADS Corporation. 

Don Prentice, partner. Don 
has over 25 yea rs' experi
ence in ma nagement leam 
building, seminar leader· 
ship. program development 
and stra tegic pla nn ing. He 
has worked w ith the Saga 
Corporation , NCR, IBM, 

alional Semicond uctor, 
RCA, Prude ntia l and o ther 
corpo rtions in senior level 
communications and 
planning functio ns and as 
a consultant. 



Terry L. Neri, associate . 
Terry has over len years' 
consulting and training 
experience in the fields 
of quality improvement, 
performance management, 
and organization change. 
An experienced workshop 
leader, she has trained 
managers to lead in-house 
quality improvement 
workshops throughout 
the United States and 
Europe . 

he Q uality 
I nprovement 
ro npany 

The Quality Improvement 
Company was founded in 
1985 by Chuck Harwood 
and Gerry Pieters to help 
manufacturing and service 
organizations improve 
quality, reduce costs, and 
increase customer satis
faction by employing an 
aggressive quality improve
ment process, The Quality 
Improvement System, in 
their everyday operations. 

This system was developed 
as a result of their initial 
experiences at Signetics 
Corporation where Chuck 
wa!> president and Gerry 
was vice president of orga
nization developme nt. They 
struggled for a few years 
with a qua lity improvement 
effort based on the teach
ings of leaders in the quality 
field, achieving limited suc
cess. Ultimately, they devel
oped a system of their own 
which paid off, saving 
Signetics S35 million in 
just fou r yea rs. In fact , 
57 was saved for every 
$1 the.,. invested. 

Today, the Quality Improve
ment Company works in a 
consulti ng and training 
capacity wit h a broad range 
of clients and supports 
them with on-site consult
ing, in-house training and 
workshops, detailed refer
ence manuals and sophisti
cated training materials. 
Public workshops, held 
throughout the year, serve 
as an introduction to the 
Quality Improvement System 

How to register 

To Register: Due to the 
interactive nature of the 
workshop, enrollment is 
limited. Phone The Quality 
Improvement Company at 
4081257-9800, or complete 
and mail our registration 
form. Written con firmation 
and preworkshop material 
will be sent upon receipt of 
registration. Substitutions 
may be made al any time. 

Fees: $995 per person. 

Fees Include: Tuition, 
al! workshop materials, 
detailed reference manual. 
advance reading and pre
work material, cont inental 
breakfast each day, morning 
and afternoon coffee breaks, 
and social hours on the first 
and second days. Lunch is 
not provided. 

Schedule: The workshop 
begins each day at 8:00a.m. 
and ends at 5:00 p.m. , 
except on the third day 
when the workshop closes 
aI3:00 p.m. Lunch break 
is from 12:00- 1:30 p.m. 
Evening receptions/socials 
are from 5:00-6:30 p.m. on 
the first and second days. 

Hotel Accommodations: 
A block of rooms is reserved 
at each workshop location. 
You may make your 
reservations directly with 
the hotel. Identifying 
yourself as a participant in 
The Quality Improvement 
Company workshop 
assures you will receive 
preferential rates. In San 
Francisco, the workshop is 
conducted at the Embassy 
Suites Hotel, South San 
Francisco, (415) 589-3400. In 
Pittsburgh, the location is 
the Sheraton Hotel, Station 
Squ",e, (4l2) 26l·2000. 
Shuttle or limo service is 
available from each airport 
to the hotel. 

QunlihJ menus meeting 
the requiremellts, 
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The QUIlily ImprO'ftllllnl Compl", 

20370 Town Ctrltei" Lane. Suite 252 
Cupertino, CalilOlnili 95014 
408/257·9800 

200 TVburn Woods Drive 
Gibsonia, PA 15044 
4121443-4066 



The Quality Improvement Company 
20370 Town Cente r L." ne, Suite 252 
Cupertino, Ca lifornia 95014 

In tlrree days you will 
leam /row to manage 
quality improvement, 
and you'll/eave with a 
preliminary plan tltat 
willlrelp you solve 
quality problems in 
your compall}p "ow. 

Bulk Rate 
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Why Attend This 
Workshop? 

If you're going to attend a 
seminar on quality improve
ment, choose thisooe. It 
will change the way you 
look at what you' re CU T

rently doing. and it will 
show you how to achieve 
the results you're looking 
for. You'll also get the bene
fit of working with the peo
ple who actually developed 
the system and who share 
many of the same experi
ences and concerns about 
quality improvement that 
you have. 

Our Approach 
Benefits All Levels 
Of Management 

Whether you ' re already 
involved in quality improve
ment o r just considering 
what to do, this workshop 
benefits various levels of 
senior management respon
sible for installing and man
aging quality improvement. 
as well as those supporting 
and consulting manage
ment groups engaged in 
quality improvement. 

77tis unique 'Workshop 
supports those 
interested ill competing 
for 11rt Malcolm 
Baldnge National 
Quality Award or 
striving to meet 
requirements of tire 
u.s. Departmelltot 
Detellse Total Qllality 
Ma1lagemellt. 

We Bring Hands-On 
Experience To The 
Workshops 

Others talk abou t quality 
improvement; we've 
actually done it. And, the 
workshop introducing you 
to the Quality Improvement 
System is based on the pow
erful approach developed 
by Chuck Harwood and 
Gerry Pieters, who as presi
dent and vice president o f 
a $700 million company 
insta lled and managed a 
quality improvement effort 
that saved $35 million in just 
four years. The Quality 
Improvement System is cur
rently working for a variety 
of companies around the 
world , and it can work for 
you and your company, 
as well. 

Our System Can 
BenehtYour 
Organization ... Now 

The Quality Improvement 
System is unique in that it 
is a system that recognizes 
quality improvement as 
part of a cultural change for 
orga nizations. It uses your 
current organization's 
structure, and it holds 
everyone in the company 
accountable for quality. We 
offer no gimmicks or special 
programs-just a method 
that will allow you to 
involve everyone in your 
company, efficiently and 
with results that are 
permanent. 

Public Workshops' Consulting· In-H 



Compare These 
Features With Other 
Quality Workshops 

• A comprehensive 
256-page reference manual 
which inc1udes 49cautions 
and pitfalls to avoid, 44 
suggested attion areas to 
address and 51 outcome 
sca les you ca n use to assess 
progress. 

• A Quality Improvement 
System Plans Booklet (or 
capturing and prioritizing 
initial actions for quality 
improvement . 

• Leaders who interact 
with you in the learning 
process. You'll actually 
receive o ne-on-one consul
tation w ith workshop lead
ers who ha ve installed and 
managed successful quality 
improvement e fforts. 

• Theopporlunity to inter
act with colleagues in small 
group discussions. 

• Time to apply what 
you're learning to you r spe
cificorganization. You'll 
actually leave with a plan 
that you can use in your 
new or on-going quality 
improvement cHart. 

• A real-life video of people 
celebrating success and 
describing wha t their 
involvement in quality 
improvement has meant 
to them and to theirorgani
zation. It' s proof that the 
Quality Improvement 
System works! 

louse Training 

Join over 19,000 
others 

A partia l lis t of partici
pating compa nies: Alliant 
Computer, Alza, AMD, 
American President Lines. 
Anderson Company. 
Arrow, ASC Communica
tions, American Television 
& Communications, Bayer 
USA, Black & Decker. Brit
ish Aerospace. Brunswick, 
Colo nial Rubber, Delco. 
Dialog Info rmation Ser
vices, Fel-Pro. Ferranti 
Defense Systems, Fisher, 
Flo-Con, GE, Hanover 
Shoe, Hussey, IBM, 
(nfomag. Intel, ISC 
Defense, James River. Kai
ser Hospitals, KLA Instru
ments, Leach, Levi Strau ss, 
Matthews, MCI. Measurex, 
Mellon Bank, Microsou rce. 
Miles. Mobay, Monsanto, 
Motorola, Northrop, 
O rcon, PML Microbiologi
ca ls. Press Democrat, Ray
che m, Roadway, Shell O il. 
Sola/Barnes-Hind, Syntex, 
TRW, Ultratech Stepper, 
UTMC, Varian. VLSI, Wat
kins Motor Lines, Whi rl
pool, Westinghouse, and 
Wolverine. 

----
~ 



How To Manage Quality 
Workshop Content 
"Ollr qllality effort has beell 
;11 place for five years, bllt 
we're always looki"gfor 
ways to improve it. Maybe 
I'll !t'am some I/('iV things 
here .... " 

Day One 

You'll be introduced to the 
Quality Improvement Sys
tem, given an overview of 
how it can be adapted to 
any organization and look 
at what might hind er your 
efforl. We'l! analyze how 
different improveme nt 
strategies vary in cost and 
results. You'tllcarn how to 
make quality a #1 priority 
in you r company. You'll sec 
what results are possible, 
s tudy a practical nowchart 
to gUide systematic problem 
solving, and use a model for 
establishing quality requi re
ments. By working in 
groups and on your own 
plan each day. you' lIlcarn 
just how practical the Qual
ity Improvement System is. 

" I really dOIl 't k"ow muelf 
about how to (10 quality 
improvement; aliI know 
is that we rl'nfly /Iced it .... " 

" You kllOll~ I think ,here are 
some really good ideas Itere, 
allfl we do,, 't hflve to scrap 
what we're doing already. I 
like tlfe idea tltat tlt is sys
tem fits our current orgalli
zatiOllalstnlcture .... " 

Day Two 

We'll discuss steps for 
establishing and susta ining 
management commitment 
to quality improvement, 
assessing the sta tus of qual
ity in you r organization and 
reinforcing the commitment 
to quality. You ' ll learn how 
to build quality awa reness 
in every employee, develop 
internal resources and com
munications programs to 
keep people informed o f 
achievements and progress, 
focus on results, organi7e 
your management quality 
team, use your professiona l 
quality organization most 
effectively, and involve your 
cu rrent organization to get 
IOOll participation. 

" I did,, 't blOW that wt! 
could use O/lr OW" orgm,;za
tionaf structure; I thollgltt 
we had to set lip special 
grolil's who were respOtlsi
ble for quality a"d tlrat they 
led us .... " 

Quality Improvement System 

Man.,ing Et.m.nlS 

"""""'_. A __ sa 

....... 
Orgenilll.iDll ....... 
Acc:o.of\tlibololY ........... , ...... 

laMlllolI .. 

1 , -,,, .. 
77,e Quality Improvement System is a powerflll 

ma1/agemi!ftt tool Wlticlf provides methods to mallage 

a compreltellsive, yet flexible quality improvemelltef/ort. 

"Tllis really blows lIIe away. 
We've beell trying to do 
things outside tile IIorlllal 
w ay we 11o business, mId 
tltat's IIOt going to work 
over the 10Ilg- term. I call see 
"ow this system will work 
110 lIIatterluho's here to 
direct it. It drivcs itself. " 

Day Three 

This is the day you ' ll com
plete an initial plan s peci fi
ca lly desig ned to fit your 
company's organ ization 
a nd culture. You'll look at 
accoun ta bility in your orga
niza tion, dev('lop a si mple 
method for tracking and 
re porting resulis, learn 
how to commu nicate plans 
and results of your quality 
improvement cfforlto 
management , and develop 
self-renewing approaches 
to quality improvement 
thro ugh recognition and 
reward s. Finally, you'll 
view a video tape of how 
one organization celebrated 
its success. Above all, vou 
will learn how to make 
your qua lity improvement 
effort a continuous process, 
not just anotherqua lity 
"program. " 

"1 (Iitfll 't blOW I'd go home 
w ith a plall for settillg lip 
ollr qlltlWy improvemellt 
effort; this worksltop is 
11IIIClt more practical thml 
I ever tllOllglrt, alld, yml 
k"ou~ I tltillk I really I",der
s tand I,OW my compmly 
call implellle"t its quality 
i"'provelllfmt effort /tow, 
nol six mOllths from "ow. " 

III quality improvement 
you eliminate e"ors 
and raise perfonnauce. 

What you get isltiglter 
customer sa tis/action, 
illcreased market sltare, 
lower costs, better 
cOlwmmicatiou, better 
employee morale fl lld 
mallagers who have 
more time to manage, 

Workshop leaders 

O neofTheQual ity 
Improvement Company 
founders, Chuck l-Ic1fwood 
or Gerry Pieters, co-Ieads 
each workshop with 
another experienced pro
fessional from The Quality 
Improvement Comp.lny. 

Charles C. Harwood, 
fo unding partner. Chuck 
is the former IS-yea r 
president of Signetics Cor
poration, a 5700 million 
manufacturer of integrated 
circuits. Prior to that , he 
was a vice president .11 
Corning Glassworb. He is 
an internationally experi
enced workshop le" derand 
has served as a keynote or 
featured spea ker at numer
ous quality conferences and 
industry associations. 

Gerald R. Pieters, founding 
partner. Gerry is the former 
vice president of manage
ment and org,lnizalion 
development at Signdics 
Corporation. He is the pri
mary architect of the Qual
ity Improvement System 
and brings over 20 years' 
industry experience to the 
practice of managingqual
ity improvement. 

Thomas A. Mclaughlin , 
partner. Tom is a former 
quality director ,1t Cooper 
Tire & Rubber Compan)' 
and at National Steel. I-Ie 
has an addition"I six years 
of quality consulting experi
ence as a vice president at 
Philip Crosby Associates 
and as president of thl' 
LEADS Corpor,llion. 

Don Prentice, partner. Don 
has O\'er 25 )'ea~' e:o.pcri
ence in management team 
building, seminar leader
ship, program den·lopmenl 
and strategic planning. He 
has worked with the Saga 
Corporation, NCR, IBM, 
National Semiconductor, 
RCA, Prudential and other 
corportions in senior le\'el 
com mun ications and pl.,n
ning functions and as a 
consultant. 



Terry L. Neri, associate. 
Terry has over eight years' 
consulting and training 
experience in the fields 
of quality improvement, 
performance management. 
and organization ch.lnge. 
An experienced workshop 
leader, she has trained 
managers to le.ld in· house 
quality improvement 
workshops throughout 
the Unitt,>d States ,lnd 
Europe. 

The Quality 
Improvement 
Company 

The Quality Improvement 
Company was founded in 
1985 by Chuck Ilarwood 
and Gerry Pieters to help 
manufacturing and <;ervice 
organizations impmw 
quality, rcduccrosts, and 
increase customer o;,ati'i
faction by employing an 
aggres<;i\'equality improve-
ment process. The Qualit\' 
Improvement SY'item. in . 
their everyday operations. 

Thi .. "y<;tem wa!'> developed 
as a result of their initial 
experience!> at Signetics 
Corporation where Chuck 
was president and Cerr)" 
was vice president of orga
nization development. They 
struggkoJ for a few yeM!> 
with a quality improvement 
effort based on th(' t('ach
ings of leaders in the yuality 
field, achieving limited suc· 
cess. Ultimately. they de .... el· 
oped a system of their own 
which paid off. SOlving 
Signetics 535 million in 
just four \'ears. In fact, 
S7 was scived for every 
S I they Invested. 

Today. the Quality Improve· 
ment Company \\'orks in a 
consulting and training 
capaaty with a broad range 
of clients and 'iupports 
them w~th on-site consult
ing. in-hou<;e training and 
workshops. detailed refer· 
ence manuals and sophi,>ti
cated training materials. 
Public workshops, held 
throughout the year, serve 
as an introduction to the 
Quality Improvement System 

How to register 

To Register: Due to the 
interactive nature of the 
workshop. enrollment is 
limited. Phone The Quality 
Improvement Company at 
..J08i 257-9800, or complete 
and mail our registration 
form. \Vritten confirmation 
and preworkshop material 
will be sent upon receipt of 
registration. Substitu tions 
may be made at any time. 

Fees: $995 per person. 

Fees Include: Tuition, 
all workshop materials, 
detailed reft'rence manua l, 
advance reading and pre
work material. cont inenta l 
brt"'akfast ('ach day. morning 
and afternoon coffee breaks. 
and .. Od.ll hours on the first 
and second days. Lunch is 
not provided. 

Schedule: The workshop 
begin., each day at 8:00 a.m. 
and ends at 5:00 p.m., 
e:\cept on the third d'l)" 
when the workshop doses 
at 3:00 p.m. Lunch break 
is from 12:00-I:30p.m. 
[n'ning rt'CCptionSlsociais 
arc from 5:00-6:30 p.m. on 
the fir .. t and second days. 

Ilote l Accommodat ions: 
A block of rooms is reserved 
at each work'ohop location. 
You may make you r 
ri..· ... ervations directly with 
the hotel. Identifying 
yourself as a participant in 
The Quality Improvement 
Company workshop 
a<;sure,> \"ou will receive 
preferential rates. In San 
Francisco, the workshop is 
conducted at the Embassy 
Suites Hotel. South San 
FranciSCO. (415) 589-3400. In 
Pittsburgh, the location is 
the Sheraton t lotel. Station 
Square, (412) 261-2000. 
Shuttle or limo service is 
available from each airport 
to the hotel. 

Qua!ihj means meeting 
the requiremeuts. 
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The Duality Improvement System 

The Quality Improvement System is a powerful manage

ment tool that can virtually eliminate costly errors and 

defects in your organization. By using the Quality Improve

ment System you will lower costs, do things faster. and 

improve your market share through more satisfied cus

tomers. It's management's most effective strategic tool for 

making quality happen. The Quality Improvement System 

provides the technique, the "how to" of actually managing 

a comprehensive but flexible quality improvement effort. 

It guides everyone in the organization in the relentless task 

of finding and permanently fixing defects and errors. 

The Quality Improvement System is made up of three 

parts: Core Concepts, Cycle of Quality Improvement, and 

Managing Elements. Here's an overview. 



Core Concepts 

The Quality Improvement System is like a powerful wheel 

that drives the quality improvement effort forward. At the 

hub of the wheel are the Core Concepts, the center of the 

Quality Improvement System. The Core Concepts are basic 

beliefs, principles. and definitions that give an exciting sense 

of purpose to the effort. They are used by everyone in the 

organization in the drive for quality improvement results. 

Definition Of Quality - Meeting The Requirements 

The definition of quality is Meeting the Requirements of 

the customer or the internat person who receives your 

work. This definition allows you to measure your quality 

performance exactly. 

Customer Impact - The Cost Of Ownership 

When you don't meet customer's requirements. they 

incur the added costs of finding and then dealing with the 

defects and errors in your product or service. In today's 

marketplace, people and organizations are calculating this 

often substantial Cost of Ownership and using it as a 

basis for buying from you. 



Operating Impact - The Cost Of Quality 

Your operation incurs the costs of doing things wrong 

(failure costs), the costs of finding defects and errors 

(inspection costs), and the costs of taking actions to elim

inate defect causes (prevention costs). This Cost of Quality 

typically runs from 20% to 35% of sales in manufacturing 

companies, from 25% to 40% of operating costs in ser

vice organizations, and adds absolutely no value to your 

product or service. 

Improvement Process - Defect Prevention 

Defects and errors are only prevented when the root causes 

are found and eliminated. With the Quality Improvement 

System, everyone in the organization is charged with 

identifying and permanently correcting the basic causes 

of defects and errors. 

Responsibility For Quality - Each Employee 

No one likes to make mistakes and people relish the 

opportunity to do things right the first time. When organi

zations require and enable everyone to be responsible for 

the quality of their own work. tremendous amounts of un

tapped energy become available for quality improvement. 

Performance Standard - Zero Defects 

No one wants defects and errors. Yet, all too often, they are 

tolerated or accepted as inevitable. With Zero Defects, 

management establishes an objective, reliable standard 

against which to measure performance and allows no 

deviations from requirements. Efforts to improve contin

ually drive toward Zero Defects. 



Cycle Of Quality Improvement 

Most of the people in your concern focus their attention 

on the Cycle of Quality Improvement. They are involved in 

finding and correcting specific defects and errors encoun

tered on a daily basis. In addition. up-front clarification of 

requirements prevents defects so the right things get done 

right the first time. This Cycle of Quality Improvement is a 

continuous process that operates as follows: 

Identification 

First. Identification is undertaken as each work unit clarifies 

requ irements with customers, recognizes errors and 

defects, and selects problems to address. 

Monitoring 

Then. through Monitoring. error and defect data is 

observed and collected. 

Analysis 

The next step, Analysis. uses diagnostic processes where 

the root causes of problems are identified and reviewed. 

Corrective Action 

Finally, through Corrective Action, specific improvement 

plans are developed and executed. 
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Then the cycle repeats as further causes are found and elim

inated, or new quality problems are identified and solved 

in the relentless pursuit of quality improvement and zero 

defects. 

We recommend that people meet with their supervisors 

for one hour each week to work on permanently fixing 

defects and errors. 



Managing Elements 

The Managing Elements constitute the third part of the 

Quality Improvement System. Upper management's job is 

to drive the quality improvement process forward and to 

create conditions for the Cycle of Quality Improvement to 

get results quickly and effectively. Management does this 

by implementing these Elements. 

Managing E1ementJ 

• Commitment • Planning 

• Awareness • Accountability 

• Results • Recognition 

• Organization • Renewal 

Managing Elements are the critical areas where changes 

are needed to make quality improvement a top priority 

issue. The Quality Improvement System cannot operate 

successfully and at peak efficiency unless all of these 

Elements are addressed in ways that make quality as 

important as other key tasks of the organization. 

Commitment 

For Commitment. management establishes a committed 

position on quality and communicates that position to 

the rest of the organization. They must work diligently to 

make their actions consistent with that commitment. 

Nothing will impede quality improvement efforts more 

than employees' perceptions that management puts qual

ity below other important issues in the drive for success. 

Awareness 

Employee AW8reness is developed. Through a series of 

Quality Improvement Workshops at art levels in your organ

ization, everyone develops a high degree of knowledge of 

quality improvement. Management develops ways for 

keeping everyone informed through talks. bulletin boards, 

newsletters. and meetings. 



Results 

Key areas for Results are identified that allow the.organ

ization to understand the expectations of management. 

Management, at each level, selects about five major qual

ity problems they want fixed. They set specific quality 

improvement objectives with completion dates. 

Organization 

Each Organization unit (supervisor and direct reports) 

holds regularly scheduled quality improvement meetings. 

Roles and responsibilities are determined and the ways 

that individuals and units attack quality improvement are 

set. Some ad hoc groups are formed to manage the 

reduction of defects in work that involves three or 

more departments. 

Planning 

Units Plan how they will instal', manage, and track their 

quality improvement activities. 

Accountability 

Properly structuri ng the effort also requires the important 

element of .4ccountability. Each organizational unit and 

each individual is held accountable for the development 

of, and performance to, quality plans and objectives. 

Recognition 

Recognition is the element that gives reinforcement to indi 

viduals and groups for quality contribut ions and achieve

ments. Success and recognition breed more success. 

Renewal 

The Renewal element insures learning from your experi

ence that will revitalize the quality improvement process 

with excitement and energy year after year. This is accom

plished in part by critique and in part by the members of 

your organization celebrating the quality achievements 

they have reached together. 

And the process goes on and on. 



Design Of 
The Quality Improvement System 

The Quality Improvement System is designed with flex

ibility so that it can be molded by each organization to its 

own style and culture. The system presents a battery of 

specific and detailed actions which each client organiza

t ion may select from and shape to satisfy its own unique 

quality needs. The ideas and the specifical ly recommended 

actions are sophisticated, but straightforward and easy to 

use by either selViee or manufacturing organizations. 

Delivery Of 
The Quality Improvement System 

The management techniques that make up the Quality 

Improvement System are acquired through a practical 

workshop structure, easy-ta -use support materials. and 

applicable consulting assistance. 

The Workshops 

Through a series of short. one-time Quality Improvement 

Workshops. your managers and employees work together 

to examine their own quality problems and develop spe

cific strategies for driving the quality improvement process 

forward. At the top and mid-management levels. the 

Workshops emphasize the "how to" of managing your 

company-wide quality improvement efforts. Below the 

management level. the emphasis is on finding and per

manently fixing defects and errors. 



The Support Matlrill 

The Quality Improvement Manuals answer virtually any 

questions you may have about your quality improvement 

effort. The M anuals are complete reference texts, not 

merely outlines or summaries of lectures or slide presen 

tations. They provide all the information you need to get 

the quality job done. 

The Consulting Assistance 

All quality improvement efforts encounter occasional rough 

spots. We're dedicated to providing Consult ing Assistance 

and not leaving our clients on their own or without sup· 

port. We help assess progress and we bring our ongoing 

learning and new experiences to clients whose efforts are 

already underway. Our support is built on the recognition 

that your success is vital to our success. 

Duality Improvement: 
A Continuous Course Of Action 

The Quality Improvement System is designed to create 

an ongoing, long-term quality improvement effort. And 

like other processes such as budgeting, performance 

appraisal, product development, etc., the Quality Improve

ment System is shaped to accommodate your unique 

quality problems and opportunities. Once the system is 

implem ented, your management will continually monitor. 

eva luate, reshape, and improve the way it functions so 

that quality improvement becomes a way of life for every· 

one in your organization. 

The Quality Improvement System : making quality happen. 




