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TOTAL QUALITY AWARD
2006-07

The Voice of the Pittsburgh Section of ASO

by Dick Kish

This past CQA class seating for the CQA exam on 12/1/07 resulted
in 100% pass rate . | am the long time CQA instructor for Pittsburgh
Chapter of ASQ which has an average pass rate of 85%. So what
does a 100% pass rate have to do with The Future is Now. It is not
the pass rating but the delivery tool for the CQA Refresher Course--
the first Pittsburgh’s Webinar for it certification class which are
offered twice a year for the major ASQ certifications.

I remember telling Robin Dudash (Education Chair) that | would
prefer to keep the class in the previous format of a live classroom
setting. After all, why change now after this format has been used
for the past 15 years, and | need face to face interaction for my case
studies and practice exams that | give to my students. But
traditional isn’'t always the best format, The future is now and
moving forward class offerings to the Webinar format will eliminate
the need local students to travel to Westinghouse Energy Center in
Monroeville where classes have been offered for now for many
years. Additionally, the Webinar format opens the class to those
Pittsburgh students whose jobs require them to travel and could not
attend the live training classes in Monroeville. In fact the new format
opens our market for ASQ Pittsburgh certification course up to
anyone with access to a computer and the internet.

| piloted our first course offering for Quality Auditing which is the
refresher for the Certified Quality Auditor (CQA) Examination. After
taking the course, students are prepared seat for the CQA exam,
and to comply with the internal auditing requirements of ISO-9001.
Once completed, students can lead quality systems compliance,
process and product audits.

So what were some of the challenges for this new Webinar format?
From my standpoint it was how to replace the classroom live
interface for case studies and practice exams. The approach used
(and it seemed to work out well) was to use a Round Robin
technique to ask each student to discuss one finding or good or bad
auditing technique in the case study that had to read for this week.
As the weeks went on both students and teacher all adapted to this
and would then have some good interactive discussions on the case
studies. The approach for reviewing various practice exams
throughout the ten week session was that each student would be
asked to discuss test questions they didn’t understand or maybe
disagreed with what was the “correct answer”. After a few weeks
everyone started to open up and for both the exams and case
studies and the students and teacher could learn from one another.
This interaction is very important because everyone sees how
others have or may approach a similar auditing situation.

The other problem was on sharing presentations and documents. A
PDF file if shared as a presentation would appear “fuzzy” on the
screen but then | learned to share my desk top then open the
PDF.file and it was fine. Another problem is sometimes myself and
the students would just randomly loose are phone connection and
have to dial back in. We will be offering VOIP (voice over the
internet) for the Spring 2008 courses which hopefully will solve this
problem.

(Continued on Page 4)
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All Programs:
JUST A 6PM — 6:30PM Social
NOTE: Time

6:45-7:20 PM Dinner

. 7:30-8:30PM  Program
If you would like J

to attend only For reservations, call the
the program, Engineer’s Society of
and not the Western Pennsylvania at

412-261-4300

dinner, that is

perfectly fine. The cost is $25 in

advance with a credit
The program card or at the door.
generally starts

Directions to the ESWP

at 7:3.0 PM on are on the ASQ
meeting night at Pittsburgh web site at
ESWP. www.asgpgh.org
Images: Upper left, below, beside, and center —Table captains giving their solutions to the root ¢ ause problem
they were given(Tom Bute watching in upper right). Bottom Left—Jack Hamilton speaking. Right Center—

Tom Bute receiving the certificate for speaking. B ottom Center—Connie Conboy speaking and Lower Right ——
Connie receiving her certificate for speaking.

February 13, 2008 Wrap-Up
Program 1: Practical Approaches to Root Cause Analy  sis — Interactive Workshop
Program 2: The ANSI-ASQ National Accreditation Boar  d (ANAB)

Program 1:

Corrective Action Plans and Root Cause Analysis are among the leading areas of frustration in managing your Quality Management
System. EAGLE Registrations (helping companies achieve registration to ISO 9001:2000, AS 9100:2004, ISO/TS 16949:2002, ISO
14001:2004, ISO 13485, and TL9000) Sales Manager Jack Hamilton gave an intro and presented Tom Bute (30 years of
experience in program management) who gave a comprehensive presentation on Root Cause Analysis. Simulated (and different)
audit findings were then passed out to each table of participants. The participants at each table were then to figure out the root
cause of their finding by using a specific tool---either 5 Whys, Fishbone Diagram, or 8D which is a requirement of a national auto
company (8D was explained in detail by Tom in his presentation).

Participants dove into the audit findings and worked hard to come up with a root cause. Photos of the captains giving their solutions
are above. Obviously, participants had only the finding and had no access to personnel involved. Therefore, they had to be very
creative in coming up with a root cause. Most groups did and in fact our group decided that the tool we were using was not correct
for the finding we were working on. Above there are photos of participants announcing their creative thinking! A great time was had
by all and as usual all were well educated by the presentation and the interactive portion of the program.

Program 2:

The ANSI-ASQ National Accreditation Board (ANAB) is the U.S. accreditation body for management systems. ANAB accredits
certification bodies for: ISO 9001 quality management systems; ISO 14001 environmental management systems; ISO 27001
information security management systems; 1SO 22000 food safety management systems; ANSI/AIHA Z10 occupational health and
safety management systems and numerous industry-specific requirements.

Connie Conboy is a representative of ASQ and also ANSI (the only dual representative) as well as the Chair of the Board of
Directors of ANAB. Ms. Conboy gave an interesting presentation about ANAB. There was a spirited discussion concerning the
acquisition of AClass Inc. by ANAB, which certifies laboratories. Ms. Conboy did well fielding the questions and promised to get
answers for the items which were still under discussion when the presentation was over.




#

March 12 Centers of Excellence in Career and Workforce Devel  opment , by Bill
Freed
and
FARO Coordinate Measurement Machine and Laser Scann  er
Demonstration & Education Session , by Dan Alred
Engineers’ Society of Western PA (downtown)
5:30pm Sign-in & Social, 6:00 1% Topic, 7:00 Dinner, 7:30-8:30pm 2"
Topic
Please register with advanced credit card payment through ESWP at 412.261.4300 or
m.gaetano@eswp.com .
About Program 1:
Trevor Murcko of FARO Technologies will demonstrate the application of CMM measurement, 3-D metrology, and
portable CMM. The demonstration will also include the use of laser scanning for 3-D inspection and fast detailed
reverse-engineering.
About FARO Technologies:
FARO Technologies (Lake Mary, FL) is the world leader in portable 3-D measurement.
About Trevor Murcko:
Trevor Murcko is the FARO Account Manager managing the Pennsylvania and Ohio region, specializing in sales,
training, and support of FARO Arm portable CMM systems and FARO laser-scanners for detailed inspection and
reverse engineering. Trevor holds a BS in Industrial Engineering from Penn State University and has worked as an
Industrial Engineer and Process Engineer prior to joining FARO in 2004.
About Program 2:
William J. Freed, President and CEO of The Freedlance Group, will present Workforce / Career Development High
Performance Centers of Excellence, to overview the need for and use of High Performance Career Development
(HPCD) standards for workforce/career development programs.

William J. Freed leads FREEJLANCE and has been involved in applying cutting-edge technology, systems
improvement, and quality management to career and workforce development initiatives for over a decade. He is a
regular speaker at national career and workforce development events and conferences.

Mr. Freed has worked in a range of private sector, government, and non-profit settings. These include; The lacocca
Institute/Discovery Center at Lehigh University in Bethlehem, PA (where he directed and managed $2 million in national
demonstration programs); the Private Industry Council of Lehigh Valley, Inc. as planning & quality improvement
manager where he managed and directed the planning, contracting, and quality improvement department of the $10
million organization and managed the PIC board of directors program planning and evaluation committee;

Associates for Research & Behavior (ARBOR) Inc. of Philadelphia as the director of program development where he
directed and managed the development of a nationwide chain of $8 million in private for-profit education and training
programs under contract with private sector employers, state, and local governments; Goodwill Industries of Pittsburgh
where he was promoted into several positions and led national best practice designated programs; and the Center for
Social & Public Policy at Duquesne University as an instructor and project manager.

He is an active member of: American Counseling Association; National Career Development Association; National
Alliance of Workforce Development Professionals; American Society for Quality (formerly ASQC); National Coalition of
Advanced Technology Centers; National Alliance of Business; Business Quality Partnership of the Manufacturers
Resource Center/NIST; Regional School-To-Work Joint Action Team; The National Employment Counseling
Association, and the 1997-1999 President of the United States Junior Chamber of Commerce, Bethlehem, PA Chapter.
In addition, Bill has recently served relevant leadership advisory roles with the: Allentown Economic Development
Corporation/Bidgeworks Enterprise Systems Center (Business Incubation Concern); Boy Scouts of America Exploring
Program; Pennsylvania Partners/ SDA Quality Improvement Group Designer and Coordinator; Community Services
Network/Even Start Family Program; and Two Rivers Area Chamber of Commerce Economic Development Committee.

As a team leader, he has spearheaded several initiatives resulting in national and local Malcolm Baldrige based quality
awards by The Enterprise and ASQC in career and workforce development, as well as best practice designations by
USDOL Reports.
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by Dick Kish
But overall it worked out very well and by the end of the ten week CQA sessions, even though it was a small class there was a 100%
pass rate of those seating for the CQA exam. We are excited about this new format, and so are my students to see opportunities for
improvement and testimonials provided by the students of the first webinar course offering. The Future is Now and ASQ Pittsburgh
Section is ready with our Webinar course offerings for the various certification exams. See course & contact information on the web
site or in the newsletter. To contact me on the CQA refresher course please call him on my Cell 724-448-4372 or email me at
rakishl13@aol.com.

Student’s comments on Opportunities for Improvement

“At times the telephone connection dropped.”

“PCG should send e-mail with link to meeting maybe a day before each class.”

“Better phone connections sometimes the phones would drop out.”

“Possibly, record the webinar for later access if you would like to review or miss a class. At least have it available for review for a
week.”

About the Instructor: Dick Kish

Dick Kish has forty years experience in the nuclear field. He is a Principal Quality Engineer with Westinghouse. He is a lead auditor within the nuclear
power industry and performs both national and international audits. He is a member of the ASQ and holds certifications as a ANAB Certified Quality
System - Lead Auditor (QS-LA) & AS9100 AA and is a Certified Quality Auditor (CQA).

Dick is a past Chair of the ASQ Pittsburgh Section and is the current chair of the ASQ ISO Auditing Focus Group, a member of the Education
committee and is the instructor for the Pittsburgh Section’s CQA refresher course for the past sixteen years. Dick has often held in house auditor
training for Pittsburgh area companies ranging from 8 —30 hours depending on the needs of the company.

Additionally, Dick has served as a guest lecturer at the University of Pittsburgh, and has presented various lectures on “Auditing Fundamentals” for
various Pittsburgh area groups. Some of his most recent papers were on ISO 9001 Certification Process as Keynote Speaker for the Iron and Steel
Chemists’ Association at David Lawrence Convention Center in Pittsburgh PA, and at the ASQ, AQC in Orlando, FL, Dick presented a paper on
“Pittsburgh Section 802 ISO Baseline Auditing Group”. At the ASQ 7" Quality Audit Conference in Louisville, Kentucky he presented a paper on “A
System For Qualifying Auditors For RAB Certification And Improving The Competitiveness Of Western Pennsylvania Businesses”.

At the ASQ 9" Quality Audit Conference in Reno, Nevada he presented a paper on ISO Auditing in the Healthcare Industry. The most recent

presentation was at the International conference on 1ISO-9000 in Orlando, FL were he presented a paper on Reducing Audit Cycle Time by Using The
Tools. Additionally, he is the author of the Study Guide for Certified Quality Auditor Course, which he has taught for ASQ since 1991.

Mr. Kish has a B.S. in Business Administration from University of Pittsburgh and an MBA from Indiana University of Pennsylvania.
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The Executive Guide to Understanding and Implementing Lean Six Sigma: The Financial Impact
Robert M. Meisel, Steven J. Babb, Steven F. Marsh, and James P. Schlichting

This book provides a fundamental introduction to the concepts of lean enterprise and Six Sigma to executives,
personnel new to quality, or organizations interested in introductory information on quality and process improvement.
Itis intended to be a helpful guide on implementing and optimizing an integrated Lean Six Sigma approach focused
on realizing return value and bottom-line impact.

The principles of lean and Six Sigma are introduced and discussed separately and through an integrated approach
across the book’s three chapters. Manufacturing and non-manufacturing firms who are just getting started or
contemplating a Lean Six Sigma initiative will find this book especially valuable.

To aid in illustrating the application of these principles to diverse and global businesses, various case studies have
been selected and included to demonstrate how the prescribed tools and techniques can accommodate and enhance
a wide variety of customer relationships throughout the value chain. Examples taken from manufacturing, banking,
and local government sectors demonstrate the broad spectrum across which Lean Six Sigma can be used as a
framework to foster improved performance and ensure continued customer satisfaction and loyalty.

%' -, - /o001
Read ASQ's latest case study, Prescription for Community-Based Healthcare Includes ISO 9001, to find out how the Community
Anticoagulation Therapy Clinic demonstrated how ISO 9001 principles can provide a framework for a community model of care
delivery and patient safety. Customer and provider surveys demonstrate 100 percent satisfaction with the clinic, which uses a
controlled document system based on ISO 9001, internal and external auditing, and preventive and corrective action plans. If you
have a quality success story to share, contact Noel Wilson at ASQ Headquarters, 414-298-8789 x7304 or nwilson@asq.org.
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The ASQ Pittsburgh Section has an outstanding progr am of education for the quality profession.
On-Line Certification Training Courses are now bein g offered to provide service for its busy
members and our members in the outlying areas.

Courses are still available to be customized and co  nducted on-site at your place of business.

For further questions on  webinar certification training __, including on-site training, please contact
Robin Dudash, iap s@aol.com.

67 *5' 5 5 3

On-Line Certification COST DATE TIME # DAY INSTRUCTOR BOOK**
Training

Quiality Engineer $595 03/17/08 6:00pm- 11 Mon N. Skovran $75
- 9:00pm

Quality Auditor $595 03/29/08  9:00am - 10 Sat R. Kish $75
noon

Software Quality $495 04/12/08 9:00am 8 Sat R. Dudash $75

Engineer -
noon

Quality Process $495 04/15/08  6:00pm- 8 Tue J. Caylor $75

Analyst — 8:30pm

Calibration Technician $495 04/17/08 6:00pm- 8 Thur J. Caylor $75
—8:30pm

**students are responsible for long distance telephon e charges & book.
Registration 412-261-4300
www.asgpgh.org/ed.html

For further information, contact R. Dudash, igps.@aol.com

How Do Webinars Work?
Webinar Certification Training is an instructor-led course which you can attend on-line at home, in the office, or in your hotel
room, any where you have internet access and a telephone . Students follow along on the screen and listen to audio on the
phone. Interaction with the Instructor and other students is welcomed!
New Cancellation Policy
Classes will be canceled 3 days before class start date if minimum have not registered. Planned participants will be contacted
and reimbursed in full. Individuals canceling registration will be entitled to a full refund up to 5 days before class start date and
then 50% refund up to, and including, the third class if more than 3 days scheduled. A charge of .05/minute charge will be
assessed out of this refund. No refunds after third class or first class if scheduled less than 3 days.
New Retake Policy
Individuals can retake a class at a cost of .05/minute for 2 years after completing course if they have not successfully passed
the certification exam or were unable to take it. If the text has changed, a new text will need to be purchased by the student.
What is the Cost?
Student is responsible for paying their long distance telephone charges and purchasing the text book for the course (see course
schedule for price).
What do | need to attend a meeting using Microsoft Windows?
No special software is required to be purchased as Cisco, formerly WebEYX, is the service provider. All platforms are supported
— Microsoft Windows, Mac OS, Solaris, Linux, and Citrix.
Minimum requirements to host or attend fully intera ctive meetings using Meeting Manager for Windows:
Windows 98, Me, NT, 2000, or XP
Intel x86 (Pentium 400MHZ +) or compatible processor
Microsoft Internet Explorer 5, 6, Mozilla 1.6 or later, or Netscape 4.7, 7.x
JavaScript and cookies enabled in the browser
56K or faster Internet connection
Information on other platforms is accessible at:
http://solutions.webex.com/solutions/docs/mc/support/fag.htm#windows_requirements
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“N ot only was the CQA course a great tool to prepare for the CQA exam but also helped me obtain the skills needed to become the lead
auditor for our company'’s internal audit program. The webinar process was simple to follow yet provided enough tools to convey the
instructors’ lessons effectively. Most importantly the webinar layout conveniently fit my busy lifestyle.” ~ Kevin Kweder, Schroeder Ind.LLC

“B eing more of a traditional classroom student, | found that the Certified Quality Auditor Webinar was an efficient and cost effective way for
me to prepare for the CQA exam. Having been performing audits for quite some time, the course reinforced my existing auditing
knowledge by refreshing my understanding and adding different perspectives. The practice exams were challenging but even more
importantly they helped me tune my test taking skills. These factors made a difference in giving me the confidence to pass the CQA exam.
| would recommend this course to an experienced auditor ready to pursue certification. Thanks, Dick for sharing your expertise with us.”
~Joe Petagno, Elliott Co.

“Dick Kish's Certified Quality Auditor exam preparation course was very informative. Dick Kish is a very qualified instructor with a wealth of
knowledge and experience. | felt that | was thoroughly prepared to sit for the exam, and had no problem passing the test. | look forward to

taking more courses through this training program.”
NDonna Henkel Siinnco Chemiecals

+ 9 4 : . ' by Doug Hagy
Editor's Note: This is a the second part of a two-part article—Lessons for the Trainer, the Organization and Payoffs

Lessons for Trainers

Consider the pool from which industrial trainers are frequently drawn. They are often your star subject matter experts. “We
need to teach the crew about the proper way to inspect a part. Let's get Anne to lead the training. She’s been doing this job
for 22 years.” Anne probably has substantial knowledge about this subject; which is to say she brings her know-how to the
challenge. Anne may be able to perform a task without even thinking about it; but may stumble as she sets out to equip
others with skills to do the same work.

Subject matter experts may simply present information about a topic; and perhaps encourage trainees to echo back what has
been presented. This develops declarative knowledge; equipping trainees to be conversant with the subject matter.
Alternatively, they may adopt a methodical step-by-step approach with opportunities for hands-on practice. This develops
procedural knowledge; impacting the physical performance of work.

So which is better, developing declarative knowledge or developing procedural knowledge? It depends on how we are
expecting trainees to apply what they have learned. If we're teaching sales people about product features and safety ratings,
we want to develop the declarative knowledge required to convey this information to prospects. If we are teaching service
people the proper technique for a hands-on repair of a complicated machine, we want to develop the procedural knowledge
required to do the work right every time.

Trainers should be cognizant of the distinction between declarative and procedural knowledge. They should tackle the
challenge of converting what they know into training formats that develop the right kind of knowledge.

Lessons for the Organization

1. Training is a methodically designed and delivered intervention deployed to produce desired behaviors.
2. Training program attendance does not mean competence.
3. The output of your training must be measured to affirm that it meets your requirements. Evaluation must be an

integral part of any training initiative.

4, Smaller organizations can achieve capabilities of dedicated training departments by forming training steering
committees. Representing interests of Human Resources, Senior Management, Operations, Quality, and other
functions affected by the training agenda, these committees provide oversight for...

Training strategy development.
Approval for new and modified training regimens.
Development and testing of training evaluation instruments.

Analysis of training impact.




1= 4 & ()
The Training Evaluation Payoff

1. What you learn from your evaluation equips you to pare down your training repertoire to only include programs
that produce behaviors that favorably impact important metrics.

Feedback from evaluation supports efforts to continuously improve training programs that have inherent merit.

3. Results of evaluation form a body of objective evidence that your training programs are effective. Provide your
auditors and business stakeholders with training performance reports. These reports should summarize
quantitative and qualitative data gathered about trainee satisfaction, learning, observed behavior, and impact on
key business metrics.

Final Points About Training

Trainees will appreciate opportunities you provide during training to practice required behaviors; whether through
performance demonstrations, role play, or interviews. They will leave the training session competent and confident
about their abilities. When trainees are confident about what they learned, they are far more likely to apply the desired
behaviors as opportunities arise.

Sustained success with training programs is achieved by support from the workplace environment. Conditions that
allow the old behaviors must be eradicated. | have seen that we can reinforce desired behaviors by creating barriers to
practicing the old behaviors. For example, if we're not supposed to use the long wrench to tighten the bolt, let’s put that
wrench away so that only the short wrench is used. Well designed job aids; including signage, work instructions, and
checklists, can also reinforce trained behaviors. Everyone must walk the talk to demonstrate that the trained behaviors
are the only acceptable behaviors in the work place.

Have questions about workplace learning and performance? Send them to askdoug@twinlakesconsulting.com.

Doug Hagy is an ASTD Certified Professional in Learning and Performance and an ASQ Certified Quality Auditor.
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(Courtesy Jeanne Cotter, Certification Chair)

2008
EXAM DATE APPLICATION DATE

CQE/CQA/CSQE/CQIA/CQT/CQPA/CSSGB  June 7" April 4"
CQT/CRE/CMI/CHA/CBA/ICMQ OE/CSSBB  October 18" August 15"
CQE/CQA/CSQE/CQIA/CCT/CQPA/CSSGB  December 6™ October 3"

2009
CQT/CRE/CMI/CHA/CBA/CMQ OE/CSSB March 7™ January 9" (Tentative)
CQE/CQA/CSQE/CQIA/ICQT/CQPA/CSSGB  June 6™ April 3" (Tentative)
CQT/CRE/CMI/CHA/CBA/ICMQ OE/CSSBB October 17" August 21* (Tentative)
CQE/CQA/CSQE/CQIA/ICCT/CQPA/CSSGB  December 5™ October 2™ (Tentative)
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ASQ is making attempts to contact member leaders in Tennessee, Alabama, Arkansas, Kentucky, and Mississippi, the
areas affected by tornadoes last week. "The devastation from these tornadoes has been significant,” said Mike Nichols,
ASQ president. "Our thoughts are with members and their families in this trying time." More information will be shared in
ASQ Weekly as it becomes available.
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Congratulations! The Section has achieved the Total Quality Level of the 2006-07 Section Management Process. By
achieving the highest level of the SMP, your section has proven its dedication and commitment to serving its members
and you should feel proud of your accomplishments. You and your fellow member leaders are making an invaluable
contribution to the Society through your service to your members and to your community. You have all helped make
ASQ what it is today.
The Total Quality Award Logo on the front page of the newsletter is now for 2006-7!
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ASQ's Pittsburgh section participated in the National Engineers week's program (Feb. 15 and 16,2008) at the Carnegie
Science Center. The mission of ASQ's exhibit was to demonstrate how quality is implemented in industry. A
demonstration was used to explain how important ISO 9000 work instruction are by having the participants try to do a
simple coin trick from memory after showing them how to do it.

Then to show how much easier it is to do the trick using the work instruction. Good procedures and work instructions are
a fundamental part of the ISO 9000 quality system. Approximately 200 visitors visited the ASQ booth manned by board
members: Sailesh Kapadia, Doug Hagy ,James Creiman, Hank Sobah and Cas Welch.
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The March issue of Quality Progress will feature articles on social responsibility, and a call to action for members to
submit their stories. ASQ wants to know how members and their businesses, organizations, and communities are using
quality to build business while building a better world. For details, read the Feb. 20 issue of ASQ Weekly, the March
issue of Quality Progress, or e-mail qualitysr@asqg.orqg.
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