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October Meeting

October 8, 2009 ( Thursday )

Arrival: 5:30- 6:00 PM
Dinner: 6:00 PM
Presentation: ~6:30 PM

Don Hall’'s Guest House
1313 West Washington Center Road
Fort Wayne, I N 46825

For reservationscontact JamesSmith ;
james.e.smith@baesystems.com
Telephone: 260-434-5464

“How to write an Internal Audit report”

This presentation will take you from the 30,000 ft level to ground
level and in the trenches of the auditors. You take an internal audit
class, and the very last item before the classis completed, isto
present your audit report. This report was created after
conducting arushed audit and very littletimeto writeit. Then, you
aregiven acertificate giving you the authority to conduct interna
audits. So, thisishow | write all my audit reports.

Rick Pettyjohn has over 15 years of auditing experiencein the
automotiveindustry with thefollowing certification: CQA,
QS9000 Lead Auditor, TS 16949, I SO 14001, and I SO 13485
Internal Auditor. A Lead Auditor at several companies, developing
internal auditor programsto improvetheir Quality Management
System, increase productivity, and reduce scrap.



Chairman’s Corner for October 2009

Asthe seasons shift from summer to fall, our thoughts return to our regular, non-summer activities. Our
section had itsfirst dinner meeting on September 10" with asmall turnout. Our next meeting will be held
soonand | inviteall of youto returnto your ‘old’ habit of attending. While our Warsaw web meetingsare
being missed, this should only betemporary through the remainder of this calendar year. Nathan Prieshoff,
who hasfaithfully hosted the Warsaw web meetingsin past years, hasthe opportunity to work adifferent
shift at thistime. If anyoneisinterested in acting as the Warsaw host for the November meeting, please | et
meknow. Theboard isinvestigating the possibility of having one of the monthly meetingsin ColumbiaCity,
amore centralized location.

Also, with the return of anew fiscal year, the section board has afew vacancies. Please let someone on the
leadership team know if you areinterested in serving your section in adifferent way. Our most urgent need
isfor aPrograms Chair. This committee chair plans and schedul es speakers and/or activitiesfor the
monthly section meetings. Not sure you want to take on the rest of the fiscal year?We are currently seeking
ideas and volunteersto help plan the November through May meetings. Pleaselet usknow if you havean
ideathat you would liketo try and what month you would beinterested in hosting. | welcomeall of you to
take an active roleto help this section succeed.

| would liketo thank all of the current board and committee membersfor all that you do. While our year has
started off abit rocky, | am confident that wewill gracefully fall back into step. | am proud to be amember
of thissection, with itsrich and long history, to serve you asyour Chair.

Thank you!
Megan M. Pape
Donor Recruitment Rep (Youth Market), Biomedical Services

ASQ Career Center

WWW.as0.0rg/career

Areyou looking for a job? ASQ’'s Career Center is here to help. Post your resume, search job
postings, get career advice, and explore career development opportunities.

Do you need to hire a quality professional? Post jobs and search resumes from the largest,
most qualified audience of quality professionals—ASQ members.

Job Seekers

ASQ's Career Center (powered by Boxwood Technology) is FREE to all job seekers and provides
you with access to the best employers and jobsin the quality industry:

Employers
The ASQ Career Center isthe premier electronic recruitment resource for the industry. Here,
employers and recruiters can access the most qualified talent pool with relevant work experience to

fulfill staffing needs. )
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BIGGOALS

QUALITY MATTERS!!

TheWall Street Journal featured on Page 1 that a
superior quality reputation hasalowed Hyundai to
penetrate the US auto market pushing aside Toyota,
Honda, Ford, and GM. In 2004, Hyundai tied
Hondainthe JD Powersinitial Quality Survey. By
2006, Hyundai carswerethetop-rated inthe non-
luxury classby JD Powers. In 2009, thefirst
Hyundai luxury vehiclewasvoted Car of the Year.

Hyundai entered the US marketin 1986. The
product quality demolished any chance of penetrating
theUS market.

Inthemid-1990's, Hyundai established aquality
control division, dubbed HQS, modeled onthe
origina Toyotamanufacturing methods. Thequdity-
control divisionwascharged with boosting reliability
and focused onfixingitssupply-chain.

Hyundai began mar ketingitsquality soon thereaf-
ter. A 10-year, 100,000 milewarranty backed up
that marketing.

Sofar, few quality professiona sor academicsseem
to be studying the efforts; making comparisons
between Hyundai and Toyota practicesor between
Hyundai and USautomotive methods. Why?

But, guesswho |Swatching, TataMotors, among

-HASCUSTOMER
SATISFACTION GONE WALK -
ABOUT?

-HYUNDAI QUALITY

DEPLOYMENT

Quality professionalsand 1 SO 9000 emphasize
customer satisfaction. But, customer satisfaction,
whileagood concept, issimply ameansto an end;
not theenditself. Thereisgtill seriousdebate about
whether customer satisfaction can drive market
performance.

Ananaogousissueformsthebasisof Goldratt's
TheGoal. It doesnogoodto*“six sigmato death”
aprocessstep unlessit isthe condtraint. Customer
satisfaction surveyshaverecently had difficulty
finding any nuanceto small to measure. Theques-
tionremains, “ Aretheanswerstruly consequential to
thebottomline?’

Oncetruly consequential metricsareachieved, the
execution of their usemay compound the problem.
What once was amethod to better satisfy acus-
tomer has morphed into an organi zationa perfor-
mancemeasure. Most of the current usesfor
performancearered ly about pointing out internal
heroesand finding scapegoats. When the customer
satisfaction metric lands on the corporate dash-
board, it isdoomed. Thegoa of customer satisfac-
tion hasgonewalk-about, directed away fromthe
serviceof pleasing the customer to serving the
persona goalsof morethan oneinsider.

Designed to handle customer issues, customer

others. Withthefailureof thar first car modd: Indica, setifaction management replaced the squeaky whes!

Tatare-did threekey businesspolicies, oneof which
wasQudlity Initiativesfor Clear and Visble Results.
Oneof thekey changesiscustomer relationship
management (CRM) using Customer Satisfaction
Surveys. Who eseiswatching?

NOVEMBER QPU:
QUALITY MATTERSWHENIT
SHOWSUPIN THE ODDEST PLACES




syndromefor organizinng customer i ssue response.
Naturally, these dataprovided asourcefor analysis.
“CreateaPareto chart, what arethe most common
customer problemsthat we have? Who istasked
withfixing them? What metrics should weuseto
gauge whether they arefixed? How about metrics
to gaugeif weareimproving over and abovethe
fix? Makethe customer supersatisfied on thisissue.
Yewho areresponsiblefor thisimprovement, ye
shall have aportion of your bonustied to being sure
that weawaysget a9 or 10inthefix’scategory.”
Soundtypica?

| have had alocal car dealership servicegroup tell
me, “You may be surveyed by the corporation, if
wedon’'t get a9 or 10rating, we havefailed.”
Even thelean manufacturing system has' t driven
fear out of theworkplacefor these service manag-
es.

Don’t track satisfaction to
Improve satisfaction, track
satisfaction to enhance sales.

But, arewelookingat correlation, not causation?
Can theattitude of thecollective customers
measurably and properly drivebehavior s, such as
sales?

Atfirst blush, theanswer isan obvious, “ Yes, of
course” But, what if the set of customersdelivering
the highest satisfaction scoresaretheleast-profitable
customers...and they drown out the voicesof thevery
profitable customers?

And, what metric actualy drivesthebehavior? Overall
staisfaction? Maybe. How about theindicators of
overal satisfaction: recommendtoafriend, planto
repurchase, or initia quality survey? Can't decide?
Make acomposite scorelikethe 3M score or Net
Satisfaction Scores. But, did that redlly provethat the
attitude caused the behavior? No.

Thebigger problem, and onefromwhichASQ's
own nationd surveyssuffer greetly, istheexecution
of thesurveys. Thequestionnairelengthisknown
to affect answers. Other questionnairedesign
issuesinclude question placement, typeof scale
used, aswell assubtlewording differences.

For example, ahigher score can be expectedif the
satisfaction questionispostionedinthemiddleof a
reasonablelength questionnaireversuswhen the
satidfaction questionisthefirst line after the
screener questions.

In another example, the polarity of thescaleswere
reversed (i.e lisbest or 5isbest), sureenoughthe
relative scoresdropped.

So what needsto be done?

(2) Identify and validatethat any issuedrivesthe
behavior.

(2) Deploy the metricsthat correspond to the
desiredissues, and do not retrofit the available data
to beasurrogatefor thereal measure.

(3) Don't tietheresultsto performance bonuses.
What gets measured gets manipul ated!

(4) Don't extend customer satisfactiontoofar. A
satisfaction gap may have other causes, especially
when comparing to competitors. For example,
Mac touts an ease-of -use score, and it isimportant
to Mac users. Studiesshow that ease-of-useis
relatively unimportant to most Windows PC users.
Who knew?

Use customer satisfaction
only for what it wasin-
tended: finding and solving
customer issues. Skip the

analytics.

Customer satisfaction can go walk-about, but only
if quality professionasallow it to happen.

Ft Wayne's New Tech High School considers Problem Solving in curriculum
AsA SQ Section 0905 has discussed many times, Problem Solving needstointegratedintheK-12

educational system sothat it issecond nature. New Tech High School, based in Wayne High School is
doingjustthat. It may even bedevel oping cutting-edge Problem Solving curriculum. Amazing. Support

theeffort any timeyour talking to teachersand adminstrators.




Advanced ASQ Membership

L eadership and professional achievement do not go unnoticed by ASQ. The Society offers
advanced levels of membership—Senior and Fellow—for individual members who represent the
upper echelon of the quality profession and serve as the backbone of the Society. ASQ Senior and
Fellow membership rewards members with enhanced benefit selections.

Senior membership status may be awarded to those individuals who have been ASQ membersin
good standing and meet thefollowing criteria

Have been an individual member for one year

Have 10 years of professional experience. Up to 4 years may be satisfied by graduation from an
accredited university.

Have qualified in one of thefollowing ways:
1. Conducting quality-related engineering, inspection, or statistical work, or applying quality
on thejob for at least 2 years.
2. Teaching quality or related arts or sciences at an accredited institution for at |east 2 years.
3. Being a Senior Member or comparable grade in an American Society for Association
Executives' list of recognized organizations.
4. Currently holding an ASQ certification that requires recertification.

To apply for Senior membership status log-in with your membership number and password at http://
www.asg.org, click on the Membership tab, scroll down to Senior, click on UPGRADE, and
download the application.

Refresher Course Schedule

Wor kforce& Economic Development of vy Tech Community College Northeast will be offering certification
refresher classeson thefollowing dates:

Therefresher classeswill meet on Saturdays, October 17" through November 21%

CQIAand SSGB - Classeswill meet from 8:00am to 12:00pm in Carroll Hall at thelvy Tech Community
College“North Campus’ (Sellhorn & S. Joe)

CQA and CQE —Classeswill meet from 9:00am to 1:00pm at the Peabody Library in Columbia City (1160 E.
Sate Rd. 205)

Cost is $279

For directionsand/or toregister, call Ann Travisat (260) 480-4118

For more information, contact ASQ 0905 Education Chair, James Teeple at (260) 480-4165 or
|teeple@ivytech.edu
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7 Mistakes Job-Seekers Over 50 Make

From: http://internsover40.blogspot.com
By: Michele Goodman

A good portion of the e-mail | receive is from readers over age 50 who are looking for work after a
layoff. Many tell me they found their last job more than a decade ago, in the classifieds of their local
newspaper. Many more say they’ re daunted — understandably so — by the foul job market, the
prospect of ageism and the likelihood of being interviewed by someone half their age.

All of them worry about the generalizations some short-sighted employers make about ol der
workers. Either they see you asoverqualified and overpriced, or they believeyou' reinflexible and
technologically challenged. Perhaps they suspect you' re just biding your time and taking up space
until retirement rollsaround.

We' ve all heard countless career experts (yourstruly included) offer the same old job hunting
solutions for workers over 50:

But platitudes will only get you so far. So let’stalk about the top mistakes that hopeful hires over age
50 make and how to avoid them.

Telling Yourself That No One Hires Older Workers

| hear alot of 50- and 60-somethings make this complaint. Yes, older candidates have to work harder
to overcome discrimination, and no, it’s not fair. But that doesn’t mean every employer is hell-bent
on shutting out all candidates over 35.

Example: The site RetirementJobs.com lists more than 30,000 full-time and part-time jobs nationwide
with “age-friendly employers.” Other job sites that cater to older workers: Jobs 4.0, Retired Brains,
Seniors4Hire and Workforce50.com. In addition, AARP offers this list of the best employers for
workers over 50.

S0, please, don't tell me no one's hiring older workers.
Putting an Expiration Date on Contacts

You' ve been on this crazy hamster wheel we call “work” for at least three decades now, so you
might aswell milk the vast contact list you' ve amassed for all itsworth. It's perfectly acceptableto
reach out to former employers, co-workers, vendors, classmates and other colleagues you haven't
corresponded with in a decade or two. (Searching sites like Linkedln and Facebook make finding
them asnap.) Not only will your peers understand, more of them are likely reaching out to their long-
lost contacts, too.




Doing a History Dump

The No. 1 mistake | see with older candidates isthey include too much information in their resume,”
said Cathy Severson, acareer coach who runsthe site Retirement Life Matters. “ Clear the clutter,
old-dated, irrelevant information from your resume.”

Instead, tailor your resume to the job you’ re applying for — each time. Two to three pages and 15
years of relevant experience is more than enough.

Likewise, be careful that you don’t turn an interview into a snooze-inducing laundry list of your top
100 achievements over the past 30 years, said Tom Mann of TR Mann Consulting, a marketing and
advertising firm specializing in boomers and older workers.

Experienced workers are so eager to show their skills off that they do a‘history dump,’” he said.
“Whileit'simportant to share your relevant skills, how you present is equally important. Show that
you are also fun. Remember, Gen'Y doesn’t want to feel like they’ re working with their mom or
dad.”

Copping an Attitude

Equally damaging is acting superior to an interviewer who's younger than you or showing up witha
chip on your shoulder the size of the national debt.

“It's not agood ideato tell the person how much you can teach them,” said Cynthia Metzler,
president and CEO of Experience Works, anational nonprofit that providesjob training to low-
income workersover 55. “But it isagood ideato tell them if you have any experience working or
volunteering inamultigenerational workplace.”

Winging the Interview
Not practicing for your interviewsis another no-no, especially if you haven’t been on one since the

Reagan administration. If you’ re not sure how your interview rap is coming across, Metzler suggests
enlisting a 20- or 30-something pal or colleague to do atest drive with you:

“1f you know you'’ re going to be interviewed by someone who's 25 and you' re 65, then find
someone who's 25 and have them interview you.”

Arthur Koff, the 70-something who runsthe job site Retired Brains, suggeststaking it one step
further:

“Try to get an interview with an employer you are not interested in working for as practice. You
don’t want to go to your first [important] interview in along time and make easily correctable
mistakes.”



Failing to Embrace Your Inner Geek

AsaGen Xer, | didn’t grow up making videos and blogging about my every burp and hiccup. I'm
actually one of the biggest Luddites| know. But like many of my tech-challenged peers, I’ ve learned
that blogging about my field and using the micro-blog Twitter are simple ways to get noticed by
potential employers (how do you think | got thisgig?).

Aslong asyou act like yourself and don’t show up squeezed into your kids' clothes, no one will
accuse of you being a 20-something wannabe. Instead, people will be impressed by your tech skills.

“1 have interviewed and hired people close to twice my age,” said Asher Adelman, founder and CEO
of the job site GreatPlaceJobs. “1 would highly recommend that older job seekers take advantage of
social media platforms, which happen to be very easy to use, even for technophobes, in order to
givetheimpression that they arein tunewith thelatest technological advances. Thiswill work
wondersfor convincing young interviewersthat you have the ability to work and relate with younger
co-workers and excel in today’s rapidly changing workplace.”

Ignoring the Overqualified Elephant in the Room

Aswe all know, when employers see candidates applying for ajob below their experiencelevel or
tax bracket, their hackles go up. So if you' re going for a position with less pay or responsibility than
you'’ ve been accustomed to, it's your job to explain in your cover letter and the interview why thisis.

“1t could be because they’ ve had avery stressful career life and now would enjoy having their hands
in something that is still part of ateam but doesn’t involve so many headaches,” said Judi Perkins, a
recruiter for 22 years who now works as a career coach. “1t could be they’ re willing to take acut in
pay because the amighty dollar just isn’'t asimportant to them anymore.”

Whatever rationaleyou give (no longer interested in climbing the ladder, done with working 14-hour
days, miss the hands-on tasks you did before joining management), be sure to let potential
employers know that you’ reinterested in them, rather than just ajob.

If you need more help getting up to speed with today’s brave new job hunt, visit your local career
center and check out AARP's excellent job hunting advice for older workers.

Whatever you do, don’t throw in the towel before you' ve even tried. Your tattooed, flip-flop wearing
counterparts need someone who's been around the block afew times to show them how this work
thing'sreally done.

Michelle Goodman isafreelance journalist, author and former cubicle dweller. Her books — “The
Anti 9-to-5 Guide: Practical Career Advice for Women Who Think Outside the Cube” and “My So-
Called Fredlance Life: How to Survive and Thrive as a Creative Professional for Hire” (October
2008) — offer an irreverent take on the traditional career guide. Moretips on career change, flex
work and the freelance life can be found on her blog, AntiSto5Guide.com
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