Principles of Quality Leadership:
Customer focus; Obsession with Quality; Effective work structure; Balance of control & freedom; Unity of purpose; Process defect identification; Team work; Education & Training; Elimination of barriers & distrust to create an Org culture that fosters teamwork

Manager Responsibilities:
Defining, fully supporting & providing leadership of Quality policies; Motivating subordinates
Developing & maintaining peer relationships
Establishing networks for the dissemination of Quality & other information; Carrying out negotiations; Resolving conflicts; Securing & allocating resources; Making decisions

8 stages of change:
Establishing a sense of urgency (Awakening)
Forming a powerful guiding coalition
Creating a vision; Communicating the vision
Empowering other to act on the vision
Planning for & creating short term wins
Consolidating improvements & producing still more change; Institutionalizing new approaches

Business Scorecard: Fin; Internal Bus process; Learning & growth; Customers./**Bus.Perf.metrics; Fin metrics; Strategic mgmt; Stakeholder interests.

Technical assessment of an Org undertaken to:
Identify strengths & weaknesses; Establish a baseline of selected business processes; Evaluate safety programs & potential risks & liability losses.

Strategic planning:
Develop a vision for the company; Gather data on environment; Assess the Co’s strength & weaknesses; Implement the plan

LT Quality objectives:
May be grouped into stages of maturity of the quality system; Include conformance with external quality system requirements; Delegation of responsibility & authority to lower levels of the org.

11 Elements of strategic deployment
Establish the vision; Agree on the mission; Develop key strategies; Develop strategic goals; Establish values; Communicate company policies; Upper mgmt leadership; Deploy goals; Measure progress with KPIs; Reviewing progress; Business audits

Benchmarking steps:
Understand your own processes; Identify improvement criteria; Measure competitive performance; Implement significant improvements
**Determine current practices; Identify/ Analyze/ Model (IAM) best practices & share results; Repeat the cycle

TQM Effort: Establish a Quality Council; Develop a Mission Statement/Quality Policy; Establish Strategic Quality Goals; Train for Internal audits

Transforming a Culture: 5 Breakthroughs (Juran 280) Leadership & Mgmt; Org & structure
Current performance; Culture; Adaptability & Sustainability

Quality Planning Process (Juran 88)
Establish a project & design goals; Identify the customers; Discover customer needs; Develop the product & service features; Develop the process features; Develop process controls & transfer to operations

RCCA (Juran 391)
Identify a problem; Diagnose the cause
Remedy the cause; Hold the gains
**Assignment of responsibility (Primer VI-39)
Evaluation of potential importance; Investigation of possible cause; Analysis of the problem; Preventive action; Follow up to ensure that preventive action is effective

Measuring COPQ (Juran 163)
Identify activities resulting from poor quality; Decide how to estimate costs; Collect data & estimate costs; Analyze results & decide on next steps

Quality plans include:
The reqs that an Org must include; The Co resources needed to satisfy an org need; The method the org must apply to satisfy the org need

Quality fn of an Org:
Satisfy the needs of the customer; Reducing defects & increasing reliability of co outputs; Involving all employees in process improvement; Interacting with suppliers to control purchased products/services

Philip Crosby’s 4 absolutes of Quality Mgmt:
Quality means conformance to reqs
Quality comes from prevention
The Quality performance std is 0 defects
Quality measurement is the price of non-conformance

TQC- Armand Feigenbaum defines TQC as an effective system for integrating the Quality development, Quality maintenance & Quality improvement efforts of the various groups in an org so as to enable marketing, engineering, prod & service at the most economical levels which allow for full customer satisfaction.

Project Planning sequence:
Project Objective; SOW; WBS; Budgets

Professional Growth:
Establishing written individual career life goals by the employee; Assessing where the employee is now including accomplishments; Developing an implementation plan to achieve the goals

Training Program Sequence:
Confirm training needs in general; Identify specific training objectives; Develop training curriculum
Communicate the need; Conduct training; Measure training effectiveness; Adjust curriculum as needed

Training Program Design - ADDIE:
Instructional design model: Analysis-Design-Development-Implementation (Training delivery)-Evaluation: Verification of the design (Subject content & delivery); Applicability of facilities, equipment, tools etc; Qualification of trainers; Selection of participants; Measures to be used to assess training effectiveness (validation); Measures to be used to assess outcomes resulting from training (validation)

Training Planning – consideration of 6 issues:
The quality problems & challenges faced by the Org; The knowledge & skills needed to solve these problems & meet these challenges; The knowledge & skills actually possessed by the jobholders; The training facilities & processes already in existence; The prevailing climate for training in the org, based on the record of past programs; What needs to be done differently to achieve the desired quality

Training needs assessment techniques:
Review of existing records for training deficiency; Exemplary performer interviews for KESAA factors; Focus groups; Org diagnosis to examine relationships & communication; Job analysis; Task analysis; Front end analysis-competency analysis; Data collection instruments; Needs analysis by walking around; Qualitative data analysis; Critical-incident analysis

Team Problem solving (IDIASC):
Become aware of a problem or needed action
Define the problem; Consider alternatives & their consequences; Select an approach; Implement the approach; Provide feedback

Strategy for improving Supplier performance:
How the supplier will receive performance feedback; How effective is supplier’s corrective& preventive action system; Whether the supplier’s QMS is certified to be industry pertinent standard; How much of the Org’s resources will be needed to assist suppliers in improving performance
 
Business partnering:
Determine if the need, time & resources exist
Commit to develop the partnership
Prepare the org & identify key people
Set up a meeting with key people & establish a core team to develop the opportunity
Write a statement of purpose & develop principles
Generate an opportunity list & select work items

Strategic sequence for win-win agreements:
Confirm each party’s goals; Verify the areas of agreement; Consider alternative solutions; Resolve any differences

Supplier Certification process criteria:
Customer & Supplier agreed upon Specs; No product related lot rejects for 1 yr/20; non-product related rejections for 3/5; no negative non-product related incidents for 6/10; The supplier shall have a fully doc quality system like ISO9001; The supplier shall have passed on-site evaluation; The supplier must conduct inspections & tests (Lab results for batch & SPC for piece parts); Ability to provide timely inspection & test data.

Developing a Customer driven service Co:
Gather data/Market & customer research-Strategy formulation-Training-Process Improvement-CS measurement& feedback
**Create a customer serving vision; Define a service strategy; know your customer - Listen to customers; Study other good companies; Set stds of performance; Help employees do their job to help customers - Select & train employees; Recognize & reward accomplishment; Improve services & processes; Measure performance; Top management commitment

Risk Management: Performance, cost & schedule risk can be segmented into 5 risk areas: Tech perf; Supportability risk; Env risk; Cost & Schedule risk.
Risk Identification: Doc review; Info gathering techniques; Interviewing key experts; Assumptions analysis.
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