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GEN CROMER
ENCOURAGES
EXCELLENCE

In a recent memo to all SSD
2-Letter Chiefs, Lt Gen Donald L.
Cromer, SSD Commander, praised
the excellent work many organiza-
tions were doing in implementing
TQM, improving customer satisfac-
tion, and improving the quality of
life in our working environment.

He encouraged the communica-
tion of these achievements through
the dissemination of new TQM pub-
lication, the 7osa/ Quality Report.

Gen Cromer also expressed his
desire to hear other success stories
and achievements throughout SSD.
Your input is welcome and desired.

PRES. BUSH GIVES
VIEWS ON QUALITY

President George Bush spoke to
leading industrialists recently at the
Baldrige National Quality Award
ceremony. IBM-Rochester, Cadillac,
Federal Express, and Wallace Co.
were the 1990 recipients of the
prestigious award.

In his speech, President Bush
explained that he wanted to promote
an awareness of quality in American
business and that giving these
awards allowed companies to share
successful management strategies
that could sharpen America’s lead in
the world marketplace.

(continued page 2)

PLANS FOR SSD
TQM EXPLAINED

by Barbara Van Dine

AMMs Van Dine is a Program
Manager ar Technology Exchange
Center, the consulling firm conlrac-
led to assist in mmplementing TOM
at Space Systems Division.)

Borrowing a quote from Aristo-
tle, "We are what we repeatedly do.
Excellence, then, is not an act, but a
habit."

As TQM moves toward the end
of its second year at SSD, it is time
to begine to focus on its incorpo-
ration into our everyday lives. Do we
insist on quality from ourselves?
What are we doing to constantly
improve the processes and quality of
life at SSD? Total Quality’s primary
focus is on each person making
small improvements in our way of
life.

TEC’s role during this next year
will be to focus on the steps necess-
ary for self-sufficiency in Total Qua-
lity implementation and training.
The training will focus on a con-
tinued upgrading of skills for the
Process Managers as well as more
seminars on tools and process skills
for Senior and Middle management.

We, at TEC, would be interested
in your overall feedback or any
questions you might have on any
area relative to TQM. You can
reach TEC on E-Mail using the
name TECHEX or by call me at the
office at (714) 648-0266.

GEN KLICK CHAIRS
METRIC STUDY

There is a saying in TQM that
goes, “What you measure, you im-
prove.” Although this implies that
the act of measurement will point
out areas to improve, it isn’t all that
casy. Meaningful metrics that will
monitor our improvements must be
found.

In order to seek out areas for
improvements within SSD, Brig Gen
Jean Klick is chairing a study on
Product Division Metrics. Partici-
pants at the 2-Letter level are inves-
tigating improvement measurements
that will enhance the way we do
business and satisfy our customers
and users.

Metrics that are being con-
sidered include improvements in
reducing costs, meeting schedules,
the number of SSD people winning
awards, and the type of training
offered. The results of these mea-
surements will help to determine
where bottlenecks occur, as well as
assist in monitoring our progress in
moving toward total quality.
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DSP OUTLINES
THEIR TQM PLAN

By Lt Col Richard S. Cheney

The DSP TQM effort is moving
forward and gaining speed. Our
3-Year Improvement Plan has been
an invaluable tool in keeping us on
schedule and showing the people
that continuous process improve-
ment is possible with their support
and dedicated efforts.

Equally important is that the
Plan was the product of the DSP
TQM Council (process owners) and
Steering Committee (SPO volun-
teers for process improvement),
assuring broad representation in its
development. The Plan authorizes
the formation of specific teams over
the next three years.

(continued page 3)
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PRES. BUSH (cont’d)

“These four companies learned
that quality can not be imposed from
top to bottom... They learned that
they are only as strong as the
intelligence, judgment, and character
of their employees... And when many
companies speak of quality changes,
they speak of improvement in
management... They proved that
even in tough times you can still
commit to long-term improvements
in quality,” explained the President.

The message given industrialists
by President Bush also applies to
Air Force. Every organization within
Space Systems Division should emu-
late the standard of excellence set by
these Quality Award winners. All of
our contractors and suppliers should
be aiming to win the Baldrige award
themselves. Our leadership, workers,
and support should all strive for
total quality in the work they pro-
duce.

BUICK’S QUALITY
SECRETS

Several years ago, Buick City
was known as GM’s worst manufac-
turing plant. It is now GM’s best,
and Buick is the only American car
rated in the top 10 of quality
automobiles.

The following six-step problem-
solving technique was adopted by
worker teams to help improve qua-
lity (From “Boardroom Keports
Newsletrer”1 Feb 91):

1. ldenuity the problem and set a
Loal,

2. Analyze the problem.

3 Come up with as many pofen-
al solutions as possrble.

4 Select what seems to be the
best solution.

3. Implement the solution.

6. 71y the solution for seven
weeks. If it works, the problem is
solved. It problems remain, go back
o step 1.

This may seem simplistic, but it
is a unified effort to improve pro-
cesses, from the worker-level. A
similar approach could be applied in
the various SSD organizations.

CN HOLDS OFF-SITE

Col Bill O’Brien, Director of the
SDI Programs (CN), recently held
an off-site with his program direc-
tors and their deputies at Ft.
MacArthur. Lt Col Jim Ledbetter
facilitated the meeting, which inclu-
ded a brainstorming session to
update CN objectives along with
their metrics.

Col O’Brien announced the for-
mation of a Quality Council, consist-
ing of the 3-Letter deputies. This
group will meet regularly to work
TQM issues.

LOGISTICS USES
BENCHMARKING

by Ms Jackie Saxer

Under Col Joseph O’Neill’s lea-
dership, Acquisition Logistics (AL)
is taking a major steps in the
commitment of resources to change
to a quality culture and environ-
ment. He is committing key person-
nel to be the TQM Point of Con-
tract and Process Managers, and he
is also applying benchmarking tech-
niques to the planning and measure-
ment of progress towards AL’s goals.

These benchmarking techniques
were used at the recent AL Quality
Council Meeting. The group found
the benchmarking tool to be a
catalyst for arriving at a group
consensus of what the AL goals
should be, in determining where we
are now, and envisioning where we
want to be. We can begin to “see”
what steps and actions are required
to reach these levels and ultimately
our goals.

Free Flow of Information

Participants of this meeting felt
it had the freest flow of information
and opinions that had been seen in
such meetings. It was also observed
that developing the benchmarking
matrix helped focus efforts on what
we really do for a living. In general,
the group wished to proceed im-
mediately on action items and not
wait for the next scheduled meeting
to follow-up.

To assist as a tool in the cultural
change, AL is also investigating the
adoption of an automated Search
For Opportunities (SFO) system
similar to that developed by PK.
This effort is being considered to
gain impetus to AL’s People’s Idea
Program.

(Ms Saxer has recently been
appointed ALS new TOM Focal
Pornt)
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DSP PLAN (cont’d)

Teams are the key to our
success. We use four different types:
Process Action Teams (PATs), Im-
plementation Teams, Working
Groups and Task Teams. Each type
of team has a separate role that
supports our total improvement
effort and has been identified in our
Improvement Plan.

PATSs Chartered

The PATs are chartered to in-
vestigate specific processes and deve-
lop a process improvement plan.
The plan is then given to the process
owner who then puts it in place
using an Implementation Team. This
team works all the details of the
plan, develops measurements to
check its progress and reports
directly to the process owner. These
two teams work when the processes
are defined and the areas of oppor-
tunities can be easily identified.

When this is not the case we use
a Working Group to identify, define
and prioritize processes. The output
from the working groups is a recom-
mendation to the Council on the
formation of PATSs to improve speci-
fic processes. Task Teams are for-
med to look at specific problems
that need to be rapidly fixed. Task
teams solve only these problems and
implement the changes themselves.

Our first teams have been out-
standing:

Training PAT

The Training PAT, was led by
Paul Leuthauser, with team mem-
bers Beverly Godshall, Kevin Panet,
Joe Coniglio, Melinda Eddington, Al
Ducnas, Linda Jeter and facilitated
by Kim Hurd. The team met nine
times in December 1990 and January
1991 to define and develop the DSP
training process.
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MILSTAR WORKS WITH LOCKHEED
ON TOTAL QUALITY

by Maj Meloney J. Stone

The Milstar Joint Program
Office (MJPO) has been working
with their prime contractor,
Lockheed Missile & Space Center
(LMSC) to develop a strong custo-
mer/supplier relationship. The way
we have been doing this is by hosting
joint off-sites and joint Process
Action/Improvement Teams (PA/
IT).

Our first off-site was held last
summer with Program Director Col
Dale Condit, the 3- and 4-Letter
Chiefs, and their LMSC counter-
parts. The main focus was communi-
cations and teamwork. As a result of
the session, we established a number
of action items to enhance the
contractor/government relationship.
A follow-up off-site is planned for
April 1991.

The LMSC Continuous Quality
Improvement (CQI) focal point, Mr
Dennis McNulty, and the MIJPO

One of the tragic results of
using a Contractor that doesn’t
quite understand how to use
TQM principles.

focal point recently developed a two
day off-site for PA/IT team leaders.
During this off-site, the team leaders
learned more about the processes
they need to follow, team leader
skills, meeting skills, and informa-
tion on other teams were accom-
plishing. This was a very successful
event, and the participants were
enthusiastic about applying what
they had learned.

The actual joint PA/IT activities
include subjects like Engineering
Change Proposal processing, sche-
duling, funding, Mission Control ele-
ment test procedures, Requirements
Verification, and Work Breakdown
Structure. We continually interface
to update each other on the events
which have joint impacts.

We have found that teamwork is
necessary to continually improve our
processes.

(Maj Stone is the TOM Focal
Porat for MJPO)

PROCESS MANAGER
CLASS SCHEDULED

The next session of Process
Manager training will be held at
SSD during the weeks of 15 April
and 22 April. The class will be
taught by the Technology Exchange
Center (TEC) and coordinated
through the SSD TQM office, SDD.

This training is designed to pro-
vide the first level of skill necessary
for an individual to coach Process
Action Teams (PATS) and to assist
with the TQM implementation
effort in their organization.

For more information concern-
ing this training, contact Capt Tom
Geoghan at x33035.



