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Welcome to the
Winter 2003-2004
issue of Automotive
Excellence.  Great
news on vehicle
sales was on its way
in as we went to
press with this issue.
Reports were stating
that orders for new
vehicles were up in
December, com-

pared with a 1.3 percent drop in November
and overall for 2003, orders for durable
goods rose 2.8% from 2002, which marked
the largest increase since 2000.  All of us in
this industry look forward to such news of
continued improvements and in this issue
we feature an article from Larry Smith who
proposes the use of the same strategies we
use in the corporate world to generate
improvements to self improve.  

Improved relationships and improved
understanding between all parties in order
to provide a robust and respected certifica-
tion system benefiting all involved is the
position of Trevor Davies in his article
inside.  Finally, to meet readers’ needs, we
could not close this issue without an article
on improvement tools.  Therefore, please

find Matthew Hu’s review on improving
existing products and processes with Six
Sigma and Design for Six Sigma.   His arti-
cle has provided both a professional and
personal benefit to me as I am spending my
free time this season purchasing hardware
and fixtures to replace everything scrapped
after a recent pipe freeze and major plumb-
ing disaster at home.  I located a beautifully
crafted dual cross handled design for the
plumbing and was satisfied until I read
Matthew Hu’s article and his DFSS analysis
declaring the single handled faucet as the
superior design choice from an axiomatic
point of view.  As I head back to the plumb-
ing distributor to make changes to my order,
I wish all of you happy reading between
these covers.  Thank you to all contributors,
volunteers, advertisers and our publisher
who work together to make Automotive
Excellence happen. 

Very best wishes to all for a happy,
blessed, healthy, and successful 2004,

Editor’s Letter

Hope that your
holidays were good.
How are your new
year’s resolutions
and goals blossom-
ing?  If one of your
goals is to network
more, learn more,
get involved with
Quality promoting
activities, you’re
reading the right
magazine!

The ASQ Automotive Division had a
very active fall and has lots planned for
2004.

For the latest on activities, check our
website www.asqauto.org.

A couple of exciting activities will be the
SAE World Congress, where we are putting
on a presentation.  In March, the AICE
Conference (Agricultural, Industrial and
Construction Equipment) will be taking
place.

In April we’re putting on a Warranty
Data Analysis Workshop, which will
explore radical new ways to look at data fast
and be responsive to customers.

In May, the annual American Quality

Congress will have us very busy as we trek
to Toronto.

In June we’ll be having our annual
Awards Banquet, which is always a very spe-
cial event with some very high profile peo-
ple and excellent, inspiring speeches.

(Awards nomination are due in April, see
the website for all the awards that you can
nominate your fellow quality professional
and your leaders.)

In June we’ll also be putting on several
sessions at the Quality Expo Detroit.

If you’re interesting in networking please
register for any of our events.  If you’re
interested in networking and looking to vol-
unteer, even just as a networking contact,
let me know.  There’s a volunteer form on
the website www.asqauto.org that you can
fill out.  The more volunteers we have
around the country and world, the more we
can accomplish as an automotive industry
community.

Thanks,

Lou Ann Lathrop

Welcome to 2004
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anyone who has some knowledge or
experience with the standards may par-
ticipate. Where you indicate concerns,
participants will be prompted to sug-
gest inproved wording of the clauses, if
you wish to do so.

Since there is no linit to the number
of people who may respond from any
one organization, it is imperative that
actual US users of the standards take
the time to participate in order that all
US experiences are adequately respre-
sented in the evaluation

Your participation is vital and
your feedback goes directly to the
ISO!

When the survey is completed, the
results of the survey will be widely dis-
seminated; e.g. the ISO/TC176/SC 2
web site at www.bsi/org.uk/iso-tx176-
sc2. The results of the survey will play
a major role in guiding the next
amendment or revision of these stan-
dards.

For more information or assistance,
please contact:
Robin Gildersleeve
Director of Communications – ASQ 
Standards Group
Phone: 877-463-6769 or 919-317-1084
E-mail: Robin@The InformedOut-
look.com

Now is the time for US organizations to
register their experiences, comments
and/or concerns on the use of the year
2000 editions of ISO 9001:2000 and
ISO 9004:2000 standards – it is critical
that ISO get feedback on actual user
experiences on the applicaation of these
standards.

The International Organization for
Standardization (ISO) Technical Com-
mittee (TC) 176, Sub-committee
((SC)2, Quality Systems, has asked for
internationalparticipation in a survey of
user experience with ISO 9001:2000
and ISO 9004:2000. A website ques-
tionnaire has been designed to deter-
mine users’ concerns and recommenda-
tions with regard to these standards,
their suitability and their application.
Your website responseweill go directly to
the international ISO group responsible
for these standards.

This is an excellent means of provididng
your feedback to the international ISO
working group that developed the ISO
9000 standards. The results will provide
information on how well the current
standards meet your needs and provide
guidance on the future revisions of these
standards.

Since US organizations will be provid-
ing feedback along with all other ISO
member countries, it is essential that all
US experiences with the use of these
standards be recorded so that US inter-
ests are represented and protected. To be
represented, comments must be submit-
ted through ISO survey located on the
Internet at:

http://isotc.iso.ch/webquest/tc176intex.html

It should only take approximatley 15
minutes to complete the survey and

4 Automotive Excellence http://www.asqauto.org Winter  2004

This is that special time of year
when our thoughts turn to things other
than the usual.  We find time to enjoy our
extended family, to do a little catching up,
to reflect a bit on the past year, and to
make (or at least consider!) some resolu-
tions for the New Year.

Here at Oklahoma State Univer-
sity, things are winding down.  Finals have
been given.  Projects are complete.  Grades
are out.  Our faculty planning retreat has
been held.  I have been doing a few things
for Lynn (not enough, she says) that have
been on the list for months (years).  And,
nearly all of this week has been devoted to
ASQ, including some time to reflect.

Even after 33+ years of member-
ship in the ASQ, I continue to be sur-
prised, amazed, and very pleased at the
effort, emotion, caring, and yes - results -
that our Society garners from US, our vol-
unteer leaders.  We all know the tangible
pay isn't real good (how do you spell nega-
tive?); however, the intangible pay must be
clear off the positive end of the scale. 

As you know, we have been mak-
ing some dramatic changes in the ASQ to
better support Quality professionals and
practitioners, with the ultimate goal being
to make a real and discernible difference in
the world through Quality.  Through our
efforts, and those of the greatest staff in the
association world, we are making progress.
This ship is turning, and in the right direc-
tion for the future.

Please accept a big "THANK
YOU" for everything you do for the ASQ
and its extended family - members, poten-
tial members, and those touched by the
ASQ and the Quality movement. Even
though a "thank you" seems a bit hollow,
and you can't even buy a cup of coffee
with it, keep in mind that the real
"THANK YOU" comes to us every day
from those whose lives we make better due
to our efforts.

I hope you and yours have a wonderful
holiday season.

Ken Case
ASQ President

Letter from Ken Case President of ASQ

US Feedback Sought for ISO Survey on the
USE of ISO 9001-200 and ISO 9004:2000
Standards

Letter from Ken Case
President of ASQ



QUALITY STANDARDS

Sigma focuses on low hanging fruits
(reducing costs and improving existing
designs). DFSS concentrates its efforts on
developing new and better designs for the
engineer to exploit.   Design for Six Sigma
is the "What" and "How To" of the engi-
neering product development process.   Its
focus is to support the new product intro-
duction process across the industry that:

• Translates the Voice of the Customer
into an optimum design concept

• Quantifies and optimizes the design’s
performance and risk

A second example illustrates this well.
If your company's business is producing
and selling water faucet’s, a Six Sigma
approach would investigate the warranty
returns, and examine the process... This
examination would result in the discovery
that the quality of seals, ability to provide
consistent water flow and temperature and
water knobs were inadequate and replace
them.   A DFSS approach would come up
with a design strategy to preclude the prob-
lem from happening.

The faucet on Figure 1 (adopted from
[5]) has two design parameters (DP):  a hot
water knob and a cold water knob.  When
the hot water knob is turned, temperature
is affected but so is flow.  Turning of the
cold water knob also affects temperature
and flow.  If a consumer has optimized flow
rate, then turns
one of the knobs
to optimize tem-
perature, the
flow rate is
changed and is
no longer opti-
mal.  Designs of
this type can
eventually satisfy
customers only
by iterating
between the two
designs parame-
ters many times.
Customers may run out
of patience and are unsatisfied with this
type of design.

However, a Design for Six Sigma

approach would take one step further and
go beyond existing limited structure think-
ing- what can be done to improve a prod-
uct functional performance and the ulti-
mate customer satisfaction?  A team would
reconfirm the voice of customers (VOC)
and ensure proper translation of VOC into
design functional requirements.  In the
water faucet example, the functional
requirements (FR) of water faucet are:

FR1=Control flow rate     
FR2=Control temperature

The design parameters for the figure 1
are:

DP1=Hot water knob;   
DP2=Cold water knob

Obviously, both DP1 and DP2 in Figure
1 affect FR1 and FR2 at the same time.
This type of the design is known as cou-
pled and the functional requirements are
not independent ([3] & [6]) and, of course,
the customer may experience inconsistent
functional behavior and be unsatisfied.
Coupling is about two functions affected
by same one variable.

Consider the design on Figure 2 (adopt-
ed from [5]).  This faucet has one handle
and the design parameters are:  lift the
handle to adjust flow, and move the handle
from side-to-side to adjust temperature.  In

this design,
adjusting temper-
ature does not
affect flow, and
adjusting flow
does not affect
temperature.
From an
Axiomatic Design
point of view, this
design is superior
because it main-
tains the indepen-
dence of the func-
tional require-

ments.  Of course the
design needs to be further optimized to
desensitize the effects of user conditions
(variations).

by Matthew Hu

Think about making popcorn the old
fashioned way. What happened if the pop-
corn did not taste good or was burned?
The goal is to figure out the why and what
behind the failure to make good popcorn,
and attack those problems such as; the
sound of last pop, cooking time, the degree
of temperature and etc at its source.  As
soon as a better way was figured out, we
standardize the method for our popcorn
making experience.  However, such experi-
ence may not be easy to learn especially by
people who never had the exposure to pop-
corn making.  

Do things right – keep it consistent.
This is the idea behind Six Sigma.  Is it
simple?  Six Sigma does not address the
original design of the process or product; it
merely improves on the existing product or
process.  

Contrastingly, let's look at today's pop-
corn bag.  Making popcorn becomes much
easier. The quality of cooked popcorn out
of each bag today is much more consistent.
Anyone including kids who want to make
popcorn can put a bag of popcorn in a
microwave and turn on a switch.  There is
no need to worry about the sound of last
pop and the temperature.  In other words,
the quality of popcorn is not sensitive to
external factors, such as the popper’s age
and experiences.  This is the idea of robust
design which is a key element of DFSS.
DFSS is not simply a rehash of the lessons
learned in Six Sigma, but a fundamentally
different and proactive methodology.
DFSS complements the Six Sigma
improvement methodology, but takes it
one step further to address the design
robustness.  It seeks to overcome the tradi-
tional flaws of the product and the process
during the design stage: conceiving and
developing popcorn-making bag, rather
than in the production quality control
stage of preventing the burnt pot of pop-
corn.

"Do right things" is important for a
company to stay in business and develop
the right products to satisfy customer and
of course, make bottom line profits.  Six

Review of Six Sigma and Design for Six Sigma (DFSS)
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plan all development projects with the
right level and the right kind of develop-
ment to achieve maximum efficiency. It
has been estimated that 85 percent of the
problems with new products not working
as they should, taking too long to bring to
market, or costing too much is the result of
a poor design process (Ullman, 1997). A
good design process is supported by a set of
efficient methodologies.  It has been widely
accepted that the early phases of the engi-
neering design process are the most critical
to the technical and economical success of
a new product.  Therefore, the use of an
efficient methodology for this crucial stage
is most important.   DFSS is such an effi-
cient methodology – the What and How
to engineering product development
process to support a new product introduc-
tion process.   

DFSS also effectively supports redesign
and improvement of portions of a product
(e.g. fix chronic problems).  DFSS uses sta-
tistical tools to understand, optimize, and
control key factors that deliver critical cus-
tomer attributes robustly in the presence of
noise.  In quantifying risk, DFSS promotes
business discussions regarding product
delivery quality early in the product devel-
opment process, while the design can still
benefit from the VOC insights.

Traditionally companies accepted three
or four sigma performance levels as the
norm, despite the fact that theses created
between 6,200 and 67,000 problems per
million opportunities.  The Six Sigma
standard of 3.4 problems per million oppor-
tunities is a response to the increasing
expectations of customers and the
increased complexity of modern products
and process.  Most companies have not
taken the time or made the effort that is
required to:

•Learn what their customers really
want.

•Develop Critical-To-Satisfaction met-
rics in terms of desgin variables and the
scorecard for risk assessments.

•Assess field and desgin robustness for
testing strategy development.

Design for Six Sigma requires applying
resources to finding out what the cus-
tomers really want, and then devoting the
entire project to meeting the needs and
desires of these customers.  The result of
Design for Six Sigma implementation is
higher profits, increased customer satisfac-

QUALITY STANDARDS

Design 2 (Figure 2):
DP1 = Handle Lifting
DP2 = Handle Moving Side-to-Side

Just imagine while you are writing an
important report and need to be finished
in 30 minutes, and you have to answer an
important phone call at the same time.
The function of writing and the function
of answering phone call are fighting for
attention and conflict each other. Conflict
causes coupling effects.  Is it hard to con-
centrate?  In reality, the designer often
deals with more than two functional
requirements. Imagine what happens when
a designer is working in a situation with a
dozen or more functional requirements.  If
the design is coupled, then optimization of
one function may adversely impact several
other functions.  When these functions are
fixed, the original function no longer
works well.  The designer is always tuning
and band-aiding such a design and the cus-
tomer will never be completely happy.
However, if the design is created in such a
way that each of the functional require-
ments is handled independently by the
design parameters, then each function of
the design can easily be optimized. From
design structure standpoint, this kind of
design is better and more robust due the
fact of minimum coupling effect.  Taguchi's
additive model (reduction of interaction
effects by selecting proper system output
response) can help us to obtain further
information to reduce interaction effects
([3] and [4]).  Interaction pertains to two
design variables affecting same one func-
tion.  Functional independence (Suh) or
the interaction reduction (Taguchi’s addi-
tive model) provides the opportunity to
design and manufacture products that will
attenuate all forms of unwanted variation,
including variation due to conditions of
customer use.  

In order to be successful in today's busi-
ness, any company needs to strategically

tion and high levels of quality and reliabil-
ity.

The Need for Design for Six Sigma

Six Sigma succeeds by measuring defec-
tive processes, analyzing the causes of the
defectives and then improving them.
‘Design For Six Sigma’ is more proactive
by starting with the VOC and then doing
the right thing.  DFSS focuses on deliver-
ing the best product and developing the
best process at the same time. 
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FEATURE ARTICLE

Applying Quality Principles to 
Self-Improvement

By Larry R. Smith

The wind, one brilliant day,
called to my soul with an odor of jas-

mine.

"In return for the odor of my jasmine, 
I'd like all the odor of your roses."

"I have no roses; all the flowers
in my garden are dead."

"Well then, I'll take the withered
petals

and the yellow leaves and the waters
of the fountain."

The wind left. And I wept. And I
said to myself:

"What have you done with the gar-
den that was entrusted to you?"

Antonio Machado
Translated by Robert Bly (1)

Peter Jessup, then of The Ford Motor
Company, studied the audience, pointed at a
thermostat on the wall, and fired a question.
"If I adjust that thermostat so that the fur-
nace came on, and
the temperature in
this room climbed
steadily higher, how
hot would it have to
be before you felt
uncomfortable?"
Pete waited until
everyone wrote
down a number.
Then he asked, "If I
then turned down
the thermostat so
that the air conditioner came on, and the
temperature became cooler and cooler, how
cold would it have to be before you felt
uncomfortable?"  Again, everyone wrote
down a number.  Finally, using an overhead
slide and counting hands raised by audience
members, Peter began to plot the cumulative
number of unhappy people as a function of
temperature.  Such a graph is shown in Fig-
ure 1, where a red or solid line is associated
with people who are too warm, and the blue
or dashed line represents those who feel they
are about to turn blue from the cold.

And what do we learn from such a simple,
yet profound exercise?  Look closely at Figure
1.  First there is no temperature that will
simultaneously make everyone in the room
feel comfortable (proof of the old adage, that
you can't please all of the people all of the
time).  The best you can do is set the tem-
perature at a target that minimizes the num-
ber of unhappy people.  Second, the number
of unhappy people increases dramatically as
you move away from this target.  Most of the
characteristics that we deal with in our
everyday lives have curves associated with
them that are similar in shape to Figure 1.
Such a curve is called a loss function (2).  In
this article we will use the concept of a loss
function to examine three basic strategies for
system improvement, and then apply these
lessons to ourselves!

Estimating Loss

Building on the above analogy, suppose
we want to know what, exactly, is the tem-
perature in Peter's room.  We obtain a very
accurate digital thermometer, take a temper-

ature reading, and plot
this point.  Ten minutes
later we take another
reading.  This measure-
ment is different from
the last, and it too is
plotted.  Let's continue,
taking a reading every 10
minutes and plotting the
data.  Eventually this
data plot begins to
reflect the shape of a dis-
tribution, the distribu-

tion of temperature in Peter's room.  What is
the true temperature of the room?  We have
a signal.  We can estimate the temperature or
tell what the temperature is most likely to be.
We also know the range, the coldest and
warmest temperatures we measured, but
there is always noise with any signal and we
do not know the exact, true temperature of
the room.  

We can estimate the loss associated with
the heating/cooling system of the room.   Fig-
ure 2 shows a loss function (unhappy people

Winter 2004 http://www.asqauto.org Automotive Excellence 7



FEATURE ARTICLE

time to buy another product, not only do
they purchase ours, they bring their neigh-
bors with them.  One strategy for making
customers happy is to understand what char-
acteristics are important to them, establish
customer-driven targets, and then center the
process on these targets.

This same principle applies in our person-
al lives.  It begins with a personal vision of
our physical, mental, emotional, and spiritu-
al selves.  Where are we now with respect to
this vision?  Establish targets to close the gap
and then center what we do on these targets.
In order to improve himself, Benjamin
Franklin established standards to obtain
moral perfection.  He wanted to improve in:
temperance (not to overeat or over-drink),
silence (speak constructively or not at all),
order, resolution (walk the talk), frugality,
industry (waste no time), sincerity, justice
(never harm another), moderation, cleanli-
ness, tranquility (don’t sweat the small stuff),
chastity, and humility (3).  He focused on
one trait per week, keeping a tally of infrac-
tions, and would cycle through the entire set
four times a year.  (His greatest weakness was
order.  Ben was a sloppy man and eventually
decided that with his great memory he didn’t
need to be too orderly.  Humility was also an
issue -- he often caught himself boasting to
others about how humble he had become!)

When he was a Vice President at AT&T,
Bernard Sergesketter established the follow-
ing targets (4):  be on time for meetings,
answer the phone in two rings or less, return
phone calls the same or next business day,
respond to letters in five business days, clean
desk and keep only same-day paper on cre-
denza, never need a haircut, shoes always
shined and clothes always pressed, weight
below 190 pounds, and exercise at least three
times a week.  He found that a 68% reduc-
tion in annual defects was very attainable.

Harry Forsha recommends the following
process (5):  define your personal require-

as a function of temperature) and an associ-
ated distribution (temperature of Peter's
room over time).  From the distribution, we
learn that occasionally the room was rela-
tively cool.  It did not happen very often, but
when it did, quite a few people were unhap-
py.  Mostly the room was at a comfortable
temperature, and the number of unhappy
people at those times was minimal.  Some-
times the room became relatively warm.
This again did not happen very often, but
when it did, many people became unhappy.
We estimate loss by first breaking the tem-
perature range into segments, and then esti-
mating each segment loss (think proportion
of time multiplied by the number of unhappy
people at that time).  Finally, adding all the
segment losses together provides an estimate
of the total loss associated with the heat-
ing/cooling system of the room.

A Simple Strategy for Improvement

Suppose two companies produce ther-
mostats and they are called the "blue/dashed"
company and the "red/solid" company.  We
purchase the "blue/dashed" thermostat,
install it in Peter's room, set it at a target
temperature to give us the smallest loss, and
estimate the distribution over time.  Later,
we do the same thing with the "red/solid"
company thermostat.  The results are shown
in Figure 3.  Both thermostats performed
within the specification limits established by
the National Thermostat Association, but
we seem to get more complaints with one
thermostat in particular.  Which would you
prefer?  

The "red/solid" company thermostat is
the better choice because its distribution is
centered on the customer target.  Dr. Deming
used to say that the best thing we could do
for Ford Motor Company is to make our cus-
tomers so happy that they begin to brag
about our products to others.  When it comes

ments, list the items you want to change,
reduce the list to the most important items,
describe the intended results, establish the
indicators of success by which to measure the
results, and establish a commitment -- do it!
For example, Harry wanted to get in shape.
He visualized that as he walked down the

beach,  "women are amazed at the balance
and perfection of my beautiful body."  He
measured weight, waist measurement, and
muscle tone.  To be fair to Harry, we should
also mention that he wanted to feel useful to
others.  He visualized, "It is Thanksgiving
and I am cooking soup at the church kitchen,
so that we can feed the homeless people."
He measured days of service and contribu-
tions.

By establishing targets and then centering
what we do to these targets, we will make
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improvements and perhaps be ready to gain
even more benefits by considering another
quality strategy ….

The Importance of Variation Reduction

To continue with our analogy of Peter's

room, suppose we purchase another thermo-
stat.  This one, from the
"green/dashed" company, is
installed in Peter's room and set
to target.  Over time, we take
measurements and compare this
distribution with that of the
"red/solid" company as shown in
Figure 4.  In this situation, both
distributions meet specification
and both are centered on target,
but one has more width or varia-
tion than the other.  If you were
in Peter's classroom, which would you prefer?

We know the loss will be less with the
"red/solid" thermostat because the distribu-
tion associated with that product is more
often on target and does not reach the tem-
perature extremes of the "green/dashed"
design.  This improvement strategy of reduc-
ing variation around customer targets can
make huge differences in competitive perfor-
mance.  In the late 1970's, Sony discovered
that customers were much happier with tele-
visions manufactured in their Tokyo plant,
because the distribution of color set density
had less variation around target than televi-
sions manufactured in their San Diego plant
(even though the San Diego plant had made
all parts within specification and the Tokyo
plant had manufactured a few parts just out
of specification).   Ford had a similar learning
experience in the early 1980's in comparing
manufacturing variability and warranty costs
of identical transmissions manufactured by
Ford at Batavia, Ohio and by Toyo Kogyo
(Mazda) in Japan (6).    

This same strategy applies in our personal
lives.  We gain additional benefits by reduc-
ing variation around our personal targets.
Harry Roberts, a professor at the University
of Chicago, noticed that his time in running
marathons was much better in cold weather
than it was in hot weather (4).  In hot weath-
er, he often felt sluggish after drinking sub-
stantial amounts of fluid at aid stations dur-
ing the race, and thought there must be a
better way to keep cool while running.  So he
decided to not drink fluids while racing in
hot weather, but to drink large amounts of
fluids before the race and to soak his running
clothes before the start and at aid stations.
He found he felt fine and his running times
became consistent with what he could do in
cool weather.  Roberts also shares experi-
ences of students who improved health by
using run and/or control charts to reduce
variation in diet, smoking, blood pressure,

and blood sugar
level.

Let's return
to Peter's room
to consider a
third strategy for
improvement,
perhaps the
most profound
strategy of all …

Becoming Robust, Less Sensitive to
Variation

Imagine that Peter now begins to joke
about the room temperature and starts to
change the attitude of the people in the
room.  He takes them to a clothing store
where each person, free of charge, is able to
select a stylish outfit of light clothing to wear
along with a new sweater they may wear if
the room becomes cool.  When they return
to the room, Peter again goes through the
exercise to determine the loss function asso-
ciated with room temperature.  This newly
derived loss function, labeled "green/solid," is
shown next to the old loss function, labeled
"blue/dashed," in Figure 5.  If you were Peter
and wanted to make sure this group felt as
good as possible about their room experi-
ence, which loss function would you prefer?

Obviously, the preferred loss function is
the shallower, "green/solid," function
because this loss function is less sensitive to
variation associated with the distribution of
temperature in the room.  This brilliant strat-
egy for improvement is from Dr. Genichi
Taguchi, who reasoned that any system may
be improved by finding and changing a com-
bination of factors that can be controlled to
make the system less sensitive (or robust) to
variation that cannot be controlled.  Dr.
Taguchi is famous for applying this strategy
to the INAX Tile Company shortly after
World War II.  

The INAX Tile Company was rejecting a
significant percentage of their production
ceramic tiles because they could not meet
specifications associated with tile dimen-
sions.  They discovered the root cause for all
this scrap was temperature variation in their
tunnel kiln, but they could not afford a new
kiln – it was too expensive.  Dr. Taguchi
worked with them and designed an experi-
ment consisting of possible changes they
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already incor-porated environmental man-
agement and integrated system assessments
were being carried out.

Japanese manufacturers based in
the United Kingdom, who took a similar
approach to Rover, already had in place
effective systems based on sound processes.
When ISO 9001:2000 arrived, their
approach was to demonstrate how their
processes met the requirements, rather
than align their system with the standard.
With very few exceptions, the processes
already adequately met the require-ments
and, in many cases, were exceeding them.
For the Japanese, the main benefit of ISO
9000 was that it required discipline in
terms of consis-tency, documentation and
records.

Toyota Motor Manufacturing UK
is certified to ISO 9001:2000 and 
ISO 14001. Kirsty Allen, an engineer in
their Quality Assurance (QA) division,
comments: “The standards are important
sales assets. They provide another badge of
confidence for our customers. We are
impressed with the standard, which works
well for us, although in some areas, such as
process control, the ISO 9000:1994 series
was better, as it was less fragmented.” 

Effective results 

For manufacturers that have used
the ISO 9000 standard as their QMS struc-
ture, there have been excellent examples
of policy deployments and, in all cases,
very good, effective and measured results to
drive the business forward. Whilst these
results have usually been included in audits
since the 1994 version of the ISO 9000
series, there is greater emphasis on them in
ISO 9001:2000, although linking them to
key processes is chal-lenging both for man-
ufacturers and auditors. 

Jaguar took an interesting
approach to assessment and certifica-tion.
Although starting, like all other manufac-
turers, with ISO 9000, Jaguar quickly rec-
ognized the additional benefits of adopting
QS-9000 (the US automotive sector quali-

As the automotive manufacturers and sup-
pliers begin implementing the second edi-
tion of the technical specification ISO/TS
16949, ISO/TS 16949:2002, Quality man-
agement systems – Particular requirements
for the application of ISO 9001:2000 for
automotive production and relevant sevice
part organ-izations it is the right moment
to ask how well management system certi-
fication is serving the sector. We will begin
with the Original Equipment Manufactur-
ers (OEM’s) – OEM designates the manu-
facturers that actually supply the cars to
the market. Automotive manufacturers
have been subject to
external assessment since
the introduction of quali-
ty system standards. This
began with second party1)

audits to defence stan-
dards: the NATO AQAP
series or, in the United
Kingdom, the Defence
Standard 05 series, where
satisfactory results were
required in order to tender for new con-
tracts. 

Depending on the type of product
and the absence or not of design responsi-
bility, different levels of AQAP were appli-
ca-ble. Interestingly, most passenger car
manufacturers just needed to comply with
the final inspection requirements given in
AQAP 9, with only OEM’s such as Land
Rover and Foden needing to comply with
the highest level (AQAP 1) due to their
design responsibility. For OEM’s, it was a
change in the United Kingdom Ministry of
Defence (MoD) policy in the early 1990’s
that required them to seek third party cer-
tification1). At that time, the ISO
9000:1987 series comprised the applicable
quality management system standards.

Move to certification

This enforced move to certifica-
tion was readily accepted by the OEM’s
who, in the vast majority of cases where
they had design activities in Europe, chose
to seek certification, including of their
design activities, to ISO 9001. These certi-
fications have been maintained as the ISO
9000 series has evolved, with increases in

scope and additional operations in many
cases.

Both internal and external certifi-
cation costs are high. In addition, the
OEM’s need to meet contractual require-
ments that exceed the minimum require-
ments for certification. Their efforts there-
fore represent more than a mere “certifi-
cate on the wall”. It is also very important
to demonstrate to their own suppliers that
they are prepared to meet the rigours of
external assessment and certification. But
in all cases, they are seeking “value for
money”, through value-adding assessments

that help them maintain
disciplines and improve
their systems. 

In the experience of the
Vehicle Certification
Agency (VCA), which
has issued certifications to
the vast majority of Unit-
ed Kingdom-based vehicle
manufacturers, not all of
the latter structured their

quality man-agement systems (QMS)
around the ISO 9000 clauses. Those that
did so generally adapted their systems so
that most of the intent of the 2000 version
was already in place before the revised
standard was published. 

The system put in place in the
early 1990’s by Rover, for which the
compa-ny sought ISO 9001 certification,
was based around a one-page set of policy
statements which covered product, policy,
processes, people, customers, etc., with a
matrix giving policy deployment across the
organization. For each policy, there were
corporate owners responsible for the high
level procedures, with other relationships
given as either “Prime”, “Operational”,
“Functional” or “Support”, as appropriate.
Using the same philoso-phy, this “plan-on-
a-page” approach then cascaded down to
each of the operational and functional
areas of the company. 

The system presented a challenge
to VCA, Rover’s certification body, as it
required greater understanding of the com-
pany’s systems and a more flexible
approach to the assessment. The basics of
the system stayed in place until the pur-
chase of Rover by BMW. By then, it had

Is certification paying for automotive manufacturers?
by Trevor Davies
Head of System Certification Operations, VCA

Automotive manufacturers

have been subject to

external assessment

since the introduction of

quality system standards

1)“Second party ”refers to audits of suppliers
carried out by their customers.“Third party ”
audits are carried out by specialized inde-
pendent bodies.



ty system requirement that includes ISO
9001:1994) as their internal standard. In
particular, the company realized that
improvements were available through
adopting the QS-9000 core tools for quali-
ty planning and control plans, risk analysis,
measurement sys-tems and statistical con-
trol. In VCA’s experience, the extent to
which Jaguar implemented these tools was
unique among vehicle manufacturers.
Moreover, while still a new acqui-sition by
Ford and modest in size compared to other
parts of the American corporation, Jaguar
was well positioned to try out different
approaches compared to Ford's mainstream
operations. Jaguar was one of the first parts
of Ford to use the parent company’s latest
product development process, then known
as the “World Class Timing Process”. This
has now developed into the excellent Ford
Product Development System (FPDS).
This system identi-fies design and develop-
ment as being one of the main causes of
poor quality and, in particular, a source of
the reliability problems that can be so
harmful to the reputation of a vehicle
manufacturer. 

This is also an area that causes
difficulty for auditors, who are not helped
by the ISO 9000/QS-9000 requirements
that are still primarily focused on manufac-
turing. Jaguar, together with the later Ford
acquisi-tion, Land Rover, continues to see
benefits in management system stan-dards
and has recently been audited to ISO/TS
16949:2002, which it has implemented in
addition to existing ISO 14001-certified
environmental management systems.

John Hanson, Quality Strategy
and Audit Manager for Jaguar and Land
Rover says: “ISO/TS 16949 is not only
vital to us as an effec-tive global quality
standard, but has tan-gible and measurable
business benefits. For example, while it is
not an absolute prerequisite for goverment
procurement, it is looked upon very
favourably and, specifically, for United
Kingdom Ministry of Defence contracts.
Having said that, while it is essential for
our suppliers to have in place a QMS, I’m
not nec-essarily convinced of the necessity
to mandate them all, down to the second
and even third tiers, to the same standard.
At what point does it break the camel’s
back?”

Legal compliance

A quality management system worthy of

the name needs to address legal compli-
ance and, in the United Kingdom, quality
management system standards are part of
the mechanism for meeting legal require-
ments for vehicle systems and components.
These legal aspects are an integral part of
VCA’s responsibil-ities to the British Gov-
ernment for issuing vehicle approvals.

The first link between quality sys-
tem standards and legal requirements was
made in the 1970’s with the need for vehi-
cle and component manufacturers to
demonstrate they had in place satisfactory
quality systems. At that time, the defence
standards were used as guidance. Since
then, not only has the guidance kept in
step with quality management systems as
they have evolved, but ISO 9000 certifica-
tion has also become an option among the
approval requirements
specified in European
Directives. 

Ian Antill,
Manager, Quality Sys-
tems Assu-rance, at
Jaguar, comments: “We
have customers in
approximately 70
countries worldwide.
Every one has its own
relevant legislation, but ISO/TS 16949 is
now accepted global-ly and helps to
demonstrate conformity of production
(COP) to product legislation, which means
that our products maintain the necessary
approval to meet the legislative require-
ments of each country, for example in
exhaust emissions, brak-ing systems and
seat-belts.”

Some suppliers, such as manufac-
turers of seat belts, safety glass, tyres and
lamps, hold manage-ment system certifica-
tion in support of their product approvals.
In general, however, they seek certification
because one or more of their customers
require it. An early example of this was
when Rover required ISO 9000 certifica-
tion under its RG-2000 quality scheme for
monitoring and developing its suppliers.

Within the automotive industry,
there was a general consensus that the
generic ISO 9000 standards – the 1987 and
1994 versions – did not fully meet the sec-
tor’s specific requirements, par-ticularly in
respect of the component suppliers on
which the car manufactur-ers depend. This
point was emphasized by the US “Big
Three” – Daimler-Chrysler, Ford and Gen-
eral Motors – and led to their developing
QS-9000. Released in 1995, this included

ISO 9001:1994 and added specific inter-
pre-tations and tools required by the US
automotive industry. 

The stated objective of QS-9000
was to harmonize the fundamental supplier
quality system requirements and assessment
tools. The Big Three also intended to
reduce their own second party audits of
suppliers’ quality sys-tems by relying on the
assurance provided by third party audits
carried out by certification bodies, thus
enabling them to concentrate their
resources in other areas. 

Very prescriptive

QS-9000 consisted of three sec-tions: the
ISO 9001:1994 requirements, sector-specif-
ic requirements and customer-specific

requirements. In all
cases, the requirements
were very prescriptive,
describing not only
what was required but
also how it should be
applied. The specific
inter-pretations gave
the generic ISO 9000
an automotive slant
which, together with

the core tools contained in the related
manuals, provided a sound base for the
quality systems required by the industry. 

The same philosophies were car-
ried over into the third, and still current,
edition of QS-9000 where the (some-times
confusing) “Sanctioned Interpre-tations”
were incorporated. The standard also took
into consideration the requirements of the
parallel European automotive sector stan-
dards, VDA 6 (Germany), EAQF (France)
and AVSQ (Italy). This was done in antic-
ipation of the global automotive standard
published in 1999 as technical specifica-
tion ISO/TS 16949, of which approximate-
ly 90% was drawn from QS-9000 and 10%
from European standards – mostly VDA
6.1.

Through the evolution of the sep-
arate regional requirements (QS-9000,
VDA 6.1, EAQF, AVSQ), through ISO/TS
16949:1999 to the latest ISO/TS
16949:2002, there has been a move
towards concentrating on the desired
results and away from describing “how to
do it”. While this has allowed suppliers to
adopt a more flexible approach, it has also
led to the need for them to incorporate a
multitude of customer specific require-
ments in their QMS. Although this
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tomers, the OEM’s, already have detailed
lists of cus-tomer specific require-ments
which are over and above those in the
standard. The standard could reflect that.”
Customer specifics are not the only chal-
lenges when applying certification to auto-
motive suppliers. There are
a number of issues that are being tackled to
make the process more effective: 

Firstly, the accreditation bodies
that approve the certification bodies as
competent were not themselves seen to be
fully effective in the eyes of the OEM’s. As
a result, the International Automotive
Task Force (IATF) has taken overall con-

trol and appointed a
number of oversight
offices to fulfil this role
for ISO/TS 16949 certi-
fication.

Secondly, some
certification bodies
were also judged by the
OEM’s not to be fully
effective which, added
to a certain lack of con-

fidence in third party certification itself,
has led to differing levels adopted by
OEM’s, some of which require certifica-
tion, whilst others look for conformity
only. Variation in the competence of certi-
fication bodies was the main reason why
the OEM’s took direct control through the
appointed oversight offices. Their plans
now include a driving licence-type points
system being introduced to provide a meas-
ure for the performance of certification
bodies. 

Thirdly, there is also variation
among suppliers in respect of both the
understanding and application of core
tools. The situation has not been helped in
some cases by the OEM’s not working in
partnership. Examples are late design
changes and refusal to accept responsibility
after having “moved the goal posts”. 

Finally, the current rules on non-conformi-
ties by suppliers can auto-matically result
in probation and de-listing. This can lead
to suppliers showing a lack of transparency
in their dealings with certification bodies
and a tendency to take ineffective short-
term measures to deal with nonconfor-
mities, instead of developing robust solu-
tions to prevent recurrence. 

Another initiative to improve
supplier performance has been the Society

of Motor Manufacturers & Traders
(SMMT) Industry Forum that followed the
arrival in the United Kingdom of Japan’s
three automotive manufacturing giants to
supply the European market. Honda set up
its first plant in Swindon, Wiltshire, in
1985; Nissan began production in Sunder-
land, Tyne and Wear in 1986; and Toyota’s
operations commenced in Burnaston, Der-
byshire and Flintshire, North Wales, in
1992.

The arrival of the Japanese plants on
British soil was to have far-reaching conse-
quences for the British automotive indus-
try, whose image had not been helped by
years of industrial unrest and the unflatter-
ing parts per million (ppm) reject levels of
components from United Kingdom suppli-
ers, compared with those from Japan. But
against this backdrop, the Japanese original
equipment manufacturers were committed
to using a progressively higher level of
components and sub-systems being sourced
from within Europe.

Total business systems

Despite a measure of disagreement by both
OEM’s and suppliers on certain aspects of
certification, the common structure and
similar pur-poses of ISO 9001 and ISO
14001 are making it easier for total busi-
ness management systems to be devel-
oped, together with integrated audits. This
is meeting the increased demand from
clients, not only to reduce certi-fication
costs, but also their own internal costs to
support the audits.

Kirsty Allen, of Toyota, would
like to believe it possible for the two ISO
management system standards, ISO 9001
and ISO 14001, to merge eventually into
one joint standard, commenting, “The
environmental perspective will become
increasingly important. But we also believe
that the guidelines for improvement in
ISO 9004 will also become more impor-
tant.”

With an improved understanding
between all the parties involved, this will
lead to improved relationships being estab-
lished and a robust and respected certifica-
tion system that will benefit all stakehold-
ers.

reprinted from ISO Management Systems -
May-June 2003

need was always present to a lesser or
greater extent, and such requirements were
always liable to auditing by certification
bodies, there are still some difficulties in
understanding exactly what are the expec-
tations. ISO/TS 16949 rules that all cus-
tomer specific requirements must be cov-
ered by the initial audit. The expectation
is that these are therefore incorporated
into the suppliers’ QMS, which are then
subject to audit.

This is satisfactory for the likes of
the Big Three, whose Failure Mode and
Effects Analysis (FMEA) issued by the
Automotive Industry Action Group
(AIAG) is common to
Ford, General Motors
and DaimlerChrysler and
therefore applicable to
all their suppliers. How-
ever, German manufac-
turers specify a system
FMEA based on VDA 4,
which differs from the
AIAG document. These
matters are important,
not only for the audit p[rocess, but more
importantly for the suppliers, who need to
operate systems that meet the requirements
of all their cus-tomers.

The views of a major component
manufacturer like Visteon are also rele-
vant. Malcolm Neill, Visteon’s Quality
System Manager, Europe, is in no doubt
about the importance of the latest version
of ISO/TS 16949: “Quite simply, posses-
sion of ISO/TS 16949 is a pre-condition of
doing business – it’s really an operating sys-
tem. It gives us an opportunity to achieve a
level of capability in the eyes of our cus-
tomers, the vehicle manufacturers. The lat-
est standard really is forcing us to address
every aspect of our business.”

Cascading down

To emphasise the importance of the stan-
dard “cascading down” the supply tier
chain, Malcolm Neill confirms that Vis-
teon insists that its own suppliers also con-
form to ISO/TS 16949: “One standard for
our suppliers enables us to meet the multi-
plicity of requirements from the automo-
bile manufacturers.” 

His only reservation about the
standard, echoed by some of the other
commentators, is that it is sometimes over-
prescriptive. He points out: “Our cus-
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QUALITY STANDARDS

Contest Ends on April 1, 2004

Name of Company:
Address:
Contact Person:
E-mail:
Phone Number:
Company web link:

Please mark the category your company fall in

–– (1) Company with largest number of ASQ
Automotive Division Member

–– (2) Company with the largest percentage (%)
of employee members of ASQ Automotive
Division 
(companies with more than 100 employees)

–– (3) Company with the largest percentage (%)
of 
employee members of ASQ Automotive Divi-
sion 
(10-99 employees)

–– (4) Company with the largest percentage (%)
of employee members of ASQ Automotive
Division 
(1-9  employees)

–– (5) School with largest number of student
members of ASQ Automotive Division

For Categoryies 2-4, please provide the follow-
ing:

Number of employees:

Number of employees that are ASQ Automotive
Division Members: (Note: the final verifi-
cation will be as of March 31, 2004)

Names of employees that are ASQ Automotive
Division Members: (OK to attach list)
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Name:

Organization:

Title:

E-mail:

Phone Number:

Please check those items that you are interested in.
Please indicate priority (1st, 2nd, etc.)

–– Membership Team-Liaisons to sections8/9/10 Interna-
tional

–– Membership Liaison to a student section
–– Membership team-person to coordinate communicaa-

tions for a particular event
–– Coordinate meeting with agenda/learning of target sec-

tions
–– Someone to create list of university contacts (develop

excel list/and email list)
–– Develop/maintain list of business editors for PR oppor-

tunities
–– Developing/maintain Auto Division  Speaker lists
–– People to come up with plan approach UAW for mem-

bership growth
–– Plan/strategy to leverage ASQ Company members for

value-is there a contact person that we should be
sending info to that they can use to communicate
though their company?Arrange meetings with these
individuals to meet (have a standard communication
promo)

–– Develop a ‘what’s happening in the AUTO Division (i.e.
past/future events, benefits, achievements and volun-
teer opprtunities)

–– McDermond Coordinator
–– Help Track communication plan
–– Assist with Paper Symposium
–– Expand Symposium to “Spanish written section” work

with HQ, post paper to our web site
–– Learn about Kuality Kid/any participants in our target

regions?
–– Marketing materials that highlight the history and role

of Auto Division and ASQ
–– Coordinate Business Card Advertising on Website
–– Publications Team
–– Programs Team
–– Organizing Events
–– Public Relations development
–– Awards events
–– Organizing ASQ Events within your company
–– Attending meeting and doing work on events/task

teams
–– Scholarship Team
–– Standards Team-understanding Quality Standards,

bring interpretations to membership
–– Just want to get involved, give me a call to talk

about where I could best help

e-mail your responses to: louann.lathrop@gm.com

Volunteer Opportunities for the ASQ
Automotive Division

ASQ Automotive Dision Membership 
Contest 2003 - 2004 Application

Note to ASQ Staff:
The word “Contest” refers to someone win-
ning something. We need to expalin to the
readers the “contest rules, how to play,
where to send in their responses and tell
them what they might win



QUALITY EVENTS

Automotive Excellence Article for
Winter 2003

On June 24, 2003, the American Soci-
ety for Quality (ASQ) Automotive Divi-
sion 2003 Scholarship and Recognition
Banquet was held at the Walter P. Chrysler
Museum, in Auburn Hills, Michigan.  110
people toured the three floors of informa-
tive and appealing  Automotive History
exhibits, while appetites were satisfied
with a wonderful, savory buffet served by
caterer, Aramark.  

DaimlerChrysler’s Vice-President of
Quality, Donald W. Dees, presented the
keynote address to the group at the con-
clusion of the buffet and tour.  Mr. Dees
gave a very insightful presentation on per-
sonal success and motivational drivers,
that was well received by all.  He was very
astute to select a topic of personal interest,
as well as one that has industry implica-
tions. 

Automotive Division President, Harold
Brubaker, then assisted Awards Chairper-
sons in presenting awards to a number of
industry leaders.  These leaders were recog-
nized for their accomplishments during
2002, in contributing to the successes of
their various organizations.

Individuals receiving recognition were:

Lloyd D. Brumfield, MSX Internation-
al assigned to Ford Motor Company – Cus-
tomer Service Division in Livonia, Michi-
gan, was presented with the "Koth Award."
Lloyd has been a pillar of strength for the
division for many years, putting on confer-
ences, scheduling and providing exhibits,
acting as liaison to other organizations and
doing what ever odd jobs that needed to
be done.  The Koth Award recognizes a
currently active member of the ASQ
Automotive Division who has given out-
standing personal service for the promo-
tion of the division and the American
Society for Quality.  

Bryce Currie, Vice-President of Six
Sigma for TRW,  was honored as the
"Quality Leader of the Year" Award.  This
award recognizes the non-Quality Profes-
sional who provides a customer-focused
quality philosophy and a defect-prevention
vision in a leadership role in an organiza-

tion associated with the Automotive
Industry.  Mr. Currie introduced his team
from TRW who were responsible for help-
ing with his achievements.

Thomas I. Schoenfeldt, President of
Schoenfeldt Services, Inc. was named
"Quality Professional of the Year."  Mr.
Schoenfeldt has been involved in speaking
and training in the quality arena on an
International basis for 30 years. The Quali-
ty Professional of the Year award recog-
nizes an individual in the Automotive
Industry who has made significant contri-
butions in:  Leadership or Managerial skills
in implementing continuous improvement
in quality and  services provided to the
community towards furthering the under-
standing of quality systems and techniques.

Carolyn Haase, who operates her own
consulting and training firm in Iowa and
the Mid-West, was presented with the Jud-
son C. Jarvis Award for her outstanding
contributions to the success of the AICE
Quality Conference, in Bettendorf, Iowa.
The Jarvis award is presented to division
members who significantly contributed to
the success of an Automotive Division
Conference in the past year.  

"Superior" Cecil C. Craig Awards for
excellence in the development and publi-
cation of technical and managerial papers
were bestowed on the following Automo-
tive Division members:  

Mike R. Hill, Quality Systems Manag-
er for BASF Elastocell, a manufacturer of
microcellular polyurethane automotive and
NVH components.  Mike is a certified Six
Sigma Black Belt and has been a member
of the division since 2000.

Bharath Vijayendra, Vice-President
and Senior Statistical Consultant at
Research Data Analysis(RDA) Group,
Bloomfield Hills, Michigan.  Bharath is a
certified Six Sigma Black Belt and has 10
years of marketing research experience in
the automotive and transportation indus-
tries.

John Young, Director of Quality &
Loyalty for Research Data Analysis(RDA)
Group, in Bloomfield Hills, Michigan.
John has directed several major Quality
and Brand tracking studies in the automo-

tive and transportation industries.  John is
currently pursuing an MBA from Indiana
University.

TESTIMONIAL AWARDS for exem-
plary service to the American Society for
Quality and the Automotive Division were
bestowed upon:

Cheryl Franks- Denman of Deloitte &
Touche Quality Registrar, Inc.

Ken Zimmer of Delphi-Saginaw

THE JURAN SCHOLARSIP AWARD
was presented to Joshua Trudgeon, a B.S.
Product Design Engineering Technology
student- Ferris State University.

DEMING SCHOLARSHIP AWARDS
were bestowed upon Feiyi Jia and Jingian
Wu, both from Oakland University.

Our Sponsors of this event deserve
"SPECIAL RECOGNITION" for their
wonderful support of this banquet.  They
are:

Platinum- ASI Consulting Group, LLC
Cadillac Products Automotive Company
DaimlerChrysler Corporation
TRW Automotive
Gold- Costello Communications, Inc.

Silver- ASQ Greater Detroit Section
Deloitte & Touche Quality Registrar, Inc.
Global Validators, Inc.
Goebel Consulting Group, Inc.
Guardian Automotive- Warren Plant

Our thanks goes out to the Award
Chairpersons,

Jaynie Vize, Quality Professional Award
Ally Hamood, Koth Award
Carol Malone, Quality Leader Award
Mary Rowzee, Craig Awards
Josse Ven, Jarvis Award

for their dedication to the process of
selecting the award winners and for a job
well done!

We look forward to seeing you at the
Awards Banquet in June 2004!

Chuck Tomlinson,
Automotive Division of ASQ 
Awards Chair
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ASQ Automotive Division 2003 Scholarship 
and Award Banquet



ferent from actions.  Projects involve a plan
with goals, a schedule and resources.  Barry
says, "A list of action items seldom causes
anyone to do anything important.  Until an
action item is turned into a project, very lit-
tle gets done."  Practice is also vital.  "Doing
new things can be very daunting at first.
Practice is necessary to get good at anything.
It will take most of us considerable practice
to become truly robust against things that
normally irritate us.  Practice changes atti-
tudes, and attitudes change actions.  And
real actions only happen when they are
transformed into projects."

In the corporate world, business prospers
when products and services are robust and
delivered on target with little variation.
These same strategies may be used to create a
new and better reality in our personal lives.  
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QUALITY STANDARDS

could make in the process and in the materi-
al mixture used to make the tiles.  In just
eight experimental runs, they found a combi-
nation of factors that made the tiles insensi-
tive to temperature variation within the kiln.
Not only was the cost of a new kiln avoided,
scrap was virtually eliminated at a piece cost
savings, as the more robust mixture utilized
cheaper ingredients!

Can such a strategy apply to our personal
lives?  Stephen Covey (7) once shared a story
about riding a subway in New York City.  He
sat across from a father with three young
children who were disturbing everyone with
their wild, unruly behavior.  Stephen did not
think much of this father who literally did
nothing to discipline his children.  Finally
the father looked at Stephen and apologized.
He explained that he and his children had
been up all night in the hospital with his
wife, the children's mother.  She had died
very early that same morning.  Now the
behavior of these children did not bother
Stephen at all.  His heart was filled with love
and compassion.  It was Stephen who
changed -- not the father, not the children,
not the subway.

In any given situation, we can choose to
change, become less sensitive or more robust
to circumstances in which we have little
control.  Consider a diabetic whose body
chemistry is very sensitive to sugar.  With
weight loss and exercise, diabetics can often
make themselves much less sensitive to sugar
intake.  Our attitudes often make a huge dif-
ference in the way we respond to people and
circumstances (as well as our blood pressure).
I have a friend who never gets upset while
driving in traffic.  If someone suddenly cuts
in front of him, he just smiles and says, "good
move."  When I am tempted to feel "road
rage," I think of this and it makes me smile.
Can we examine our assumptions, the way
we think, and change our mental attitude?   

Putting It All Together

Peter Senge (8) describes personal mas-
tery as the ability to develop a personal
vision, understand where we are with respect
to that vision, and then do what it takes to
make that vision real.  Barry Bebb, retired
Vice President of Xerox (9), recommends
both projects and practice.  Projects are dif-
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QUALITY STANDARDS

Applying Quality Principles
to Self Improvement

continued on page 15 
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QUALITY EXPO DETROIT JUNE 9-10,2004
NOVI EXPO CENTER - NOVI, MICHIGAN USA

● FREE Panel Forum with Ford, Chrysler, AIAG and 
NIST discussing global harmonization efforts to
achieve metrology interoperability.

● FREE educational 
sessions on Six Sigma 
and Dimensional Metrology. 

● Conference sessions 
by the Automotive 
Division of the ASQ, 
ASM, APICS, and more! 

Quality Expo Detroit is time well spent, for the 
right tools to improve your productivity and reduce 
your costs!

Register today for FREE show admission and 
conference discounts at www.qualitydetroit.com.

Spend some quality time at Quality Expo Detroit–
the only area event exclusively dedicated to quality 
in manufacturing! 

Quality Expo Detroit in convenient Novi is your most
efficient place to get hands-on demonstrations and 
side-by-side comparisons to a full-range of the latest
quality solutions and techniques that can improve 
your manufacturing process. 

Don’t miss these incredible knowledge-building 
opportunities!

● See the very latest in CMMs, DMMs, software, gages,
data collection, calibration equipment, automatic 
gaging, and more from over 200 top suppliers. 

● FREE Keynote Address by the Dale Earnhardt, Inc. 
top engine development engineer. 

Sponsored by: Association Sponsor: Corporate Sponsors:Keynote Address by:

IT’S 
QUALITY

TIME.

Charles Jenckes
Dale Earnhardt, Inc.

Produced and managed by: Conference Sessions by:

Automotive Division
of ASQ


