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GEN KLICK LOOKS
AT SSD VISION

You've all seen the SSD Vision
statement. Many organizations have
it framed and displayed in their work
areas. But with the continuous im-
provement concept, some people
have felt that perhaps the Vision
could be improved upon.

Vice Commander Brig Gen Jean
Klick has been holding meetings to
discuss improvements on the Vision
statement. The objective of these
meetings is to evaluate if the Vision
should be changed and what the
changes would be.

The aim is to assure the state-
ment is meaningful to all SSD per-
sonnel, as well as to reflect the
direction in which we intend to so.

GEiV TOUBINO SPEAKS
AT TQT| SETIIIUAB

Brig Gen Ralph Tourino, Com-
mander of the Ballistic Missile
Organization (BMO), participated in
a panel on TQM in DoD Acquisi-
tion at a recent TQM Seminar for
Aerospace and Defense.

Brig Gen Tourino explained the
important role of TQM in BMO
activities and his commitment to
excellence. He also answered ques-
tions from the floor on how TQM
can be applied in acquisition.

Other members of the panel
included the Mr Pat Malone, .dssis-
tant for TQM for the Under Secre-
tary of the Navy, Mr Jack Strickland,
of the Federal Quality Institute, and
Brig Gen Frank Watson, US$R.
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SDI PROGRAMS'TQM TO BE
EXPLAINED AT CONFERENCE

A paper explaining the concept
of implementing TQM within the
SDI Programs (CN) has been selec-
ted for presentation at the National
TQttt Conference in Washington
D.C. in July.

The paper will be the opening
presentation of the symposium, fol-
lowing a speech by Air Force Gen
(ret) Michael Dugan. The SDI pre-
sentation and one on TQM in the
Navy will be the only papers deli-
vered by DoD personnel. All others
will be presentations from industry.

This presentation will explain a

Three Phase Approach to imple-
ment TQM. An important part of
this approach is that it addresses the
motivations of managers and wor-
kers to implement TQM. This pers-
pective TQM is of interest to various
organizations and companies.

Examples of applications from
SDI program offices and from their
various contractors are also given.

This one hour presentation is
also available to interested SSD
organizations and their contractors.
It is appropriate for personnel at all
levels.

GEN CROMER
HOLDS OFF-SITE
SSD Commander  L t  Gen

Donald Cromer recently held an
off-site at Vandenberg AFB to re-
evaluate the direction of our Total
Quality efforts and to make the
proper improvements and correc-
tions. Participants consisted of the
2-lrtters and Staff.

Some of the topics covered were
the roles of the ssD TQM office
and the Corporate Council, the SSD
Vision statement, and the measure-
ments of improvements. Various
concerns in dealing with TQM im-
plementation were also addressed.

The session was facilitated by Lt
Col Dan Simek and Capt Tom
Geoghan. Results from the various
action items will be forthcoming.
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HOW DO YOU KNOW
THE CUSTOMER'S

SATISFIED?
TQM is concerned with custo-

mer satisfaction. But, how do you
know if the customer is satisfied
with the products or services pro-
vided?

How do you know if your boss is
happy with your work? How does
the program office know if their
customer. AFSPACECOM. is satis-
fied with the satellite acquired? How
does the Base Clinic know if they
are properly serving their custo-
mers? (see article on page 3).

One way you can tell is from
actions by the customer: repeat busi-
ness ,  compla in ts ,  p romot ions ,
bonuses, or letters of commendation.

But often the customer simply
doesn't say anything. In that case,
you must take action by asking,
"How are we doing?" This can be
done personally or by a survey.

Listening to the customer will
indicate if he is satisfied or not.

HAWTHOBNEPOLICE
GETHELP ON TQM
Methods used in implementing

TQM at Space Systems Division are
helping the City of Hawthorne
Police Department to start their own
TQM program.

Since they are a local govern-
ment agency, the Hawthorne Police
Department's efforts to implement
TQM and related problems are
somewhat similar to those of SSD.
They are concerned with how to
start TQM and how to measure
improvements.

Their program has been given
assistance from Air Force TQM
experts, and they are also being
helped by the Northrop TQM office.

AEROSPACE HOLDS
GONCURRENT

ENGINEERING SESSIONS

The Aerospace Corp. has been
holding regular meetings with guest
speakers to explain various aspects
of the important TQM development
tool, Concurren t Engineering.

Topics such as Taguchi Methods
and Benchmarking have or will be
covered. The understanding of these
tools is essential in dealing with
contractors and to encourage high
quality from them.

Although primarily for Aero-
space employees, these regualr edu-
cational sessions have been open to
SSD personnel. Lt Col James Dwyer,
at 336-7957, is the point of contact
concernins these sessions.

SMALL BUSINESS
ORGANIZATION
LOOKS AT TQM

by Charles R. Willett

The Directorate of Small Busi-
ness (BC) is stressing TQM in the
way we do our work. We have
participated in two off-site TQM
training sessions, sponsored by the
Chief of Staff (CS) and have also
arrended rhe MILSTAR sponsored
TQ workshop.

As a result of the training and
workshop, BC is currently reviewing
all of our processes for the purpose
of eliminating or improving those
processes that are inefficient or of
no value-added.

(Mr Wil,lett is the Depuy .for
Small Business)

CIVIL ENGINEERING ADVANCES IN TQ

by Col William G. Norton

The TQM initiative within the
Directorate of Aquisition Civil
Engineering (DE) has shown signifi-
cant advancement. This activity fol-
lows the establishment of our TQM
Goals:

"Erceln everylhing we do:

-- SatisQ customer needs,

-- Take care ofourpeople,

-- Improre workprocesses, and

-- Conply witt lhe /aw:"

During the past quarter we
established a "Continuous Improve-
ment Suggest ion Program" to
achieve process improvements and
quality of life improvements, as well
as to seek elimination of unnecess-
ary work. Suggestions are submitted
directly to the director or deputy
director for evaluation.

Thus far, six suggestions were

submitted of which five were appro-
ved. Ttvo suggestions have been
totally implemented or completed
and three are in progress.

We have developed matrices to
measure our progress toward meet-
ing our goals. The matrices address
meeting customer-need dates, pro-
cessing time standard, the suggestion
program, compliance with law, and
environmental concerns.

A quarterly environmental lec-
ture series for SSD and Aerospace
personnel was recently initiated. The
objective of the series is to provide
current information on and sensitize
personnel to environmental concerns
and the need to comply with law.
The first lecture, EnrtTonmenlal
Technologt, and tl{anagemenl, was
presented by Dr. Paul MacGready,
CEO of AeroVironment, Inc.

(Col Norton r llte Dtreclor of
A cq utuilbn Cluil Engin eenng)
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/allsvtB HAs /aANr
TQACNVITlES

by Anna L. Saunders

The Milstar Joint Program
Office (MSMJPO) has been very
involved with Total Quality. We
recently sponsored the first SSD
SPO/Industry seminar, with the
theme of People Etnpowerment and
received high praise from everyone
attending.

Program Director Col Dale
Condit is hosting a L5 session series
of Lessons in Leadenlup targeted
for - but not limited to - Captains
and civilian equivalents with 3 to 4
years of acquisition experience. The
lessons are in a participative group
format.

Hosted Teamwork Off-Sitc

MJPO recently hosted its second
teamwork off-site with l,ockheed.
The facilitator was Mr Dan Robin-
son from DSMC, and he led discus-
sions on team-building. This team-
work off-site proved to be a success,
as was the first, which was held in
July 199).

We have several Task Force
(Process Action) teams ongoing at
present, examining our processes for
communications, administrative acti-
vities, security, and contract incen-
tives. A new Task Force, looking at
the MJPO organizational structure,
will commence in May 1991. In
addition, we have several joint Task
Force teams with t ockheed. TRW
and the DPRO.

Our "Search for Opportunities"
box is now in residence at the MJPO
and our second (local) TQ informa-
tion newsletter has been published.

(Ms Saunden 6 ilie MS Con-
tnctrhg Offi'cer and TQM Process
Manager)

scheduled the rest of the Clinic
personnel for TQM awareness train-
ing. Additionally, several ad hoc
committees have been appointed to
review systems and programs at the
Fort MacArthur Clinic and within
the Pharmacy and Laboratory.

Although TQM is a relatively
new concept, the USAF Medical
Service including the Clinic, has had
an effective quality assuranc€ pro-
gram in place for several years. The
QA program is very customer orien-
ted and includes an extensive patient
satisfaction questionnaire and review
process.

(Maj Eanshaw r the Clinc
Admnrtrator)

ATLAS SPO STARTING
TOTAL QUALITY

by ZLt Tom l-ayne

Under the leadership of Lt Col
Mike l-acaillade, the Atlas SPO
(CLM) has started to implement the
Total Quality way of doing business.
To start with. the SPO has establ-
ished a Vision Statement and has set
down its Goals.

We conducted a survey among
CLM personnel to identi$ our cus-
tomers and providers. We are also
developing a TQM Implementation
Plan which is to be completed in
May.

CLM is in line to have their
TQM representative formally trained
in the SSD TQM Process Manage-
ment training. In the interim, the
SPO is being aided by the CLZ
Process Manager, Capt Tom Eide.

(2Lt l^ayne works on Atlas
Engtneering and r the CLM TQM
Process Manager)

CLINIC KICKS OFF TQM PROGRAM

by Maj Michael Earnshaw

On 25 March 1991, the SSD
Clinic (SGA) officially kicked-off its
TQM program with an off-site that
included the Commander, Col
Robert C. Armstrong, and fourteen
members of the executive staff and
middle-management. The day long
meeting was entitled Leadenltip and
Total Quality Managemenl and was
facilitated by Capt Tom Geoghan of
rhe ssD TQM office.

Since the meeting, the Clinic has
named 1Lt Ted Persinger as TQM
facilitator; has distributed magazine
articles on how TQM is imple-
mented within the medical profes-
sion and service industries: and has

Say, 'Ah . . . "

Say, 'Ah believe in TQMI"

EMPOWER BY
MOVING DECISIONS

Moving decisions to the lowest
possible level is the best way to
empower your people. Not only do
they feel part of the team, but it also
reduces the work vou must do.


