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FISHER HELPS IN THE DEVELOPMENT
OF A FEEDER SYSTEM FOR THE
THAILAND QUALITY AWARD (TQA)
Since its establishment in 2001, the Thailand Quality Award (TQA)
which is modeled after the U.S. Malcolm Baldrige National Quality
Award, has been progressing toward its objectives of promoting,
among Thai organizations, the understanding and implementation of
the requirements for performance excellence, recognizing world-class
quality achievement, and facilitating the sharing of best practices. In
this regard, TQA has now been recognized as the most prestigious
award in Thailand through continuous promotion and best practice
sharing from its winning organizations. Based on TQA research conducted in 2007 the award criteria has been perceived as a difficult
framework to implement and even more difficult for Thai organizations
to achieve the award. The research findings indicated that 90% of
almost 400 organizations participating in TQA related events/activities
have never applied for the award although more than half of them are
using the TQA criteria framework for organizational improvement.
Dr. Donald Fisher, Executive Director/CEO of MSQPC was recently
invited to lead a Pilot Study during June 28th through July 9, 2010, by
TQA to develop and create a different award category and process for
early and mid-adopter organizations who might be more encouraged
to apply for the TQA Award at a later date. Fisher had previously
worked with the Federal Thailand Productivity Institute (FTPI), that
oversees the TQA Award, in Bangkok during September 2009.
The Office of Thailand Quality Award (OTQA), a division of FTPI partnered with Fisher to pilot two Thai organizations to test out his newly
developed quality award assessment process for beginner and intermediate applicant's that were early adopters of the TQA framework.
Several experienced Baldrige-trained TQA National Assessors were
assigned to work with Fisher on these two pilot studies. The two
organizations that were piloted were NOK Precision Component
(Thailand) Co., LTD., an electronics Hard Disk Drive manufacturing
organization and True Lifestyle Retail Co., Ltd., a coffee and internet
café business, similar to Starbucks that has stores located throughout
Thailand. The approach is presently being reviewed by the National
Quality Award Committee for the TQA Award to explore if the “Feeder
System Award” can be used as the first step for early TQA framework
adopters to apply instead of directly going through the award process
for TQA.
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MSQPC appointed as Advisor to
The Urban Education Center Committee

THE URBAN EDUCATION CENTER
The overarching goal of the Urban Education Center is Student Achievement and Growth. The four
pillars are: 1) Forum for Innovative Leadership; 2) Executive Leadership Program; 3) Summer
Institutes; and 4) Teacher Effectiveness.
Located at The Memphis City Schools Teaching and Learning Academy (TLA), The
Urban Education Center takes a comprehensive approach to improving the
quality of education for students by developing a cadre of school leaders committed
to eliminating the achievement gap. The Executive Leadership Program is designed
to address the critical need for quality leaders in urban schools. The program is
closely aligned with Tennessee Instructional Leadership Standards (TILS) and the
Interstate School Leaders Licensure Consortium (ISLLC).
The Executive Leadership Program (ELP) develops quality administrators who are
prepared to address the unique challenges of urban schools. The inaugural cohort
will participate in a seven-month program designed to equip secondary school
leaders. Subsequent cohorts will
complete a 14-month program.

URBAN EDUCATION CENTER ADVISORY BOARD
CHAIR
Dr. Talana Vogel, Graduate Director Christian
Brothers University

VICE CHAIR
George Alvord, Chairman/CEO
Lenny’s Franchisor, LLC

SECRETARY/TREASURER
Charles D. Maxwell, CFO
Morgan Keegan & Company, Inc.

EX-OFFICIO
Dr. Kriner Cash, Superintendent
Memphis City Schools
Dr. Irving S. Hamer, Jr.,
Deputy Superintendent Memphis City Schools
Dr. Emma Bass, Director
Arkansas NCA CASI - AdvancEd
Larry Cox, President/CEO
Memphis/Shelby County Airport Authority
Dr. Beverly E. Cross, Moss Chair of Excellence in
Urban Education University of Memphis
Dr. Nate Essex, President
Southwest Tennessee Community College
William “Bill” Griffin, Senior VP of Global
Operations Wright Medical Technology
Dr. Jeff Howard, Founder and President
The Efficacy Institute, Inc.
Dr. Johnnie B. Watson, President
LeMoyne-Owen College
Dr. Freda Williams, Board Commissioner
Memphis City Schools
Myra I. Whitney, Associate Superintendent
Professional Development and Staff In-Service
LaVaughn Bridges, Director
The Teaching and Learning Academy

ADVISOR

TO THE

UEC

Dr. Donald C. Fisher, Executive Director/ CEO,
MSQPC - The Quality Center
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2010 Greater Memphis Chambe
Summit Level Winner:

Methodist Le Bonheur Healthcare - Reduction of Blood Waste: Expiring Products Team

From left to right:

Having an appropriate blood supply is crucial for Methodist Le Bonheur Healthcare to provide
care for acutely ill patients who require a blood transfusion and/or surgical procedures. Since
the blood supply is limited to human donors, inventory management is vital to ensure an adequate supply of blood. The MLH Six Sigma quality improvement team used a multi-disciplinary
team and approach to examine and address the critical causes of blood product expiration.
The scope of the project included inventory management, blood product procurement and distribution with a focus on reducing the number of expired units. Tracking expiring blood as
waste, the overall inventory levels of blood and the financial impact of the project effectively demonstrated the significance of the issue and the subsequent benefit of the improvement to the organization. Left, the
Methodist Le Bonheur Healthcare - Reduction of Blood Waste:
Expiring Products Team.

Summit Level Winner:
KTG USA LP- War on Waste Team

From left to right:

KTG USA is a manufacturer of tissue products (bath, facial,
towel) for the private label retail market. The overall objective of
the company is “to be the supplier and employer of choice,
excelling in everything we do” and “Ensure each consumer product and customer service experience is positive.” KTG declared
War on Waste to drive out waste and improve quality. A continuous
improvement team was assembled to diagnose the problem and
implement corrective actions utilizing six sigma methodologies. The
value the project brought to KTG USA LP included improved quality,
reduced manufacturing costs, and a substantial financial impact. This
project reinforced the company's overall objective. Left, the KTG USA
LP- War on Waste Team.

Progressive Level Winner:
KTG USA LP- Line 5 OEE Improvement

From left to right:

KTG USA is a manufacturer of tissue products (bath, facial, towel) for
the private label retail market. The Line 5 OEE Improvement Project
focused on reducing the number of defects by improving reliability of the
equipment on Line 5. The team followed Six Sigma DMAIC and Voice of the
Customer (VOC) methodologies to address the problem. Impact on the organization included improved product quality and equipment uptime. The organizational
impact exceeded the project's goal. Left, the KTG USA LP - Line 5 OEE
Improvement team

Progressive Level Winner:

Memphis Chemical & Janitorial Supply Co. - Operations Team

From left to right:

Memphis Chemical & Janitorial Supply Company is a distributor of
janitorial supplies, cleaning equipment, chemicals, paper goods,
and related products, The Operations Team was tasked with implementing performance measures that would enable the company to
monitor and improve key customer service areas. The team
selected Order Accuracy and Order Fill-Rate improvements as
their focus. By utilizing several quality tools and implementing
improvement changes, the team was able to maintain customer
loyalty while adding new customers, and improving profitability.
Left, the Memphis Chemical & Janitorial Supply Company Operations Team

The 2010 Grea
Chamber Quali

February
The Peabod

Fall 2010
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Progressive Level Winner:

Methodist Le Bonheur Healthcare - Sterilization Process Defect Reduction Team
Methodist Germantown Hospital, part of the Methodist Le Bonheur Healthcare system,
identified an opportunity for improvement in the sterilization of surgical instruments. A multidisciplinary team of stakeholders was assembled to determine causes of hole defects in
surgical trays. Using six sigma methodologies, the team was able to improve the hole-free
rate from 80% to a sustainable 98% and indirectly improve infection rates, employee satisfaction, and turnaround time. Results benefited the hospital, patients, and employees.
Right, the Methodist Le Bonheur Healthcare - Sterilization Process Defect Reduction Team.

Challenge Level Winner:
Le Bonheur Children's Medical Center
Hand Hygiene Improvement Project

Challenge Level Winner:
Memphis Shelby County Govt.
Code Enforcement Sign Team

Memphis and Shelby County Office of Code Enforcement
formed a multi-disciplinary team to improve the permitting
process and safety of electric signs. A system was
designed to inventory current signs, verify permits, and
update the sign renewal system. The team demonstrated
the use of continuous improvement tools to change internal processes which, in turn, resulted in reduced costs
and process cycle-time while increasing overall revenue.
Right, the Memphis Shelby County Government - Code
Enforcement Sign Team.

From left to right:

Challenge Level Winner:

Rhodes College - Design and Implementation Team - Student Services
The project team at Rhodes College addressed the structural, process-oriented, spatial, and cultural issues that prevented giving external and internal customers the service they needed and deserved. The team focused on structural reorganization,
process reengineering, and space reuse. A variety of critical measures were identified, and other organizations were benchmarked. Hoshin breakthrough planning
tools, change management skills, and additional focused training efforts uncovered
specific disconnects in service delivery that were negatively impacting customers.
The improvement process created a sequence of culture changes and operational
mind shifts from cooperating to coordinating to collaborating to co-locating.
Current and prospective students are benefiting from the improvement results
from student services reengineering. Right, Rhodes College - Design and
Implementation Team - Student Services.

ater Memphis
ity Cup Award
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From left to right:

Challenge Level Winner:

Southern College of Optometry - Management Team
Southern College of Optometry has a multi-dimensional mission
which encompasses the college's academic and clinical program-student recruitment, classroom and laboratory instruction,
the library, and a real world optometric practice environment supporting faculty, clinical interns, and patient care. Recognizing the
need for increased communication, the management team made
the improvement of intra-college communication quality a top priority. The project has resulted in improved internal communications and an increased participation rate in employee surveys.
Right, the Southern College of Optometry - Management Team.

From left to right:
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CORPORATE SUSTAINABILITY
ASSESSMENTS PROMOTE
MEMPHIS AND THE MID-SOUTH
AS AN ECONOMIC,
ENVIRONMENTAL, AND
SOCIALLY FRIENDLY REGION
The concept and scope of Corporate
Sustainability Planning as it relates to an
organization entails the corporate integration of economic, environmental, and
social issues that an organization impacts
in the community in which it operates.
Corporate Sustainability Planning has
risen in prominence over the past few
years among leading organizations as a
tool to achieve strategic dominance within
the global marketplace. Organizational
sustainability is being addressed in both
the Dow Jones Sustainability Group
Indexes and the Global 100 Most
Sustainable Corporations in the World
Recognition initiative that was launched in
2005 and is given annually at the World
Economic Forum in Davos, Switzerland.
MSQPC Executive Director/CEO, Dr.
Donald Fisher, has recently written a
book entitled: Corporate Sustainability
Planning Assessment Guide: A
Comprehensive Organizational
Assessment which was published by ASQ
Quality Press, Milwaukee, WI. The book
incorporates the use of the Global
Reporting Initiative (GRI) Index to assess
an organization's economic, environmental, and social sustainability practices.
The book is aligned with the Malcolm
Baldrige National Quality Award Criteria
and was recently used by MSQPC to conduct Baldrige-based Corporate
Sustainability Assessments for both
Methodist Le Bonheur Healthcare (March
2010) and the City of Germantown (June
2010).
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Dr. Loretta T. Dale Retiring

Dr. Donald C. Fisher announced: “It is with mixed emotions that I inform you
that Dr. Loretta Dale has decided to retire and will be leaving MSQPC on
June 30, 2010.
Loretta has served for 121/2 years as Director of Training for MSQPC and will
be missed for her excellent dedication to both this position and to our
Chamber and college families.
Loretta will be leaving us, but she has accepted a position as
President/CEO for West Memphis Christian School located in West
Memphis, Arkansas (Just across the river)! Loretta is going back to her
roots to the school in which she served as both a teacher and Principal for
25 years, in addition to, serving on their Board for several years.
We wish Loretta much success in her new education venture! MSQPC
hosted a retirement celebration for Loretta in the FedEx Conference Room
at the Greater Memphis Chamber on June 23, 2010. The event was attended by Chamber and Southwest Tennessee Community College staff as well
as by MSQPC consulting associates.

John R. West

Interim Director of Training
Dr. Donald C. Fisher announced that
John R. West will be filling in for Dr.
Loretta Dale for the months of July and
August, 2010, until Dr. Dale's
replacement is hired. John has been a
MSQPC consulting associate for
seventeen years and has worked on
many different consulting projects,
including with Memphis City Schools,
with Process Activated Training System
(PATS) customers, and most recently
Value Streaming with Buckman
Laboratories.
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November 1-5 and December 6-10, 2010
Lean Six Sigma
Two week Lean Six Sigma Green Belt class.
Green belt - Six Sigma
October 4, 5, 2010

What is Six Sigma?

ISO 9001:2008 Internal Auditor training
Cost $450.00 per person. Mark Weber (Instructor)
Register on-line at www.msqpc.com for the 2-day Internal Auditing
Workshop!
This two-day workshop provides the essential skills and know-how
needed in conducting internal quality system audits. Participants
are taught how to examine and evaluate the effectiveness of their
facility's quality assurance. Coverage focuses on the development
of auditor skills and the recommended conduct during an audit, as
well as taking the participant through every phase of the internal
quality audit cycle from planning through closure. The workshop
includes lectures, problem exercises, case studies, and group discussions. No prior audit experience is necessary.

From David Compton

Leadership Training Targeted for Your Team
Working together on key issues by your leaders can increase trust,
develop important goals, and enhance positive relationships. The
Quality Center staff can facilitate this growth by providing training onsite exclusively for your leaders. These can be formatted to meet your
needs by providing consultation of one-two hours, half or full day(s).
A sample of workshops include:
FranklinCovey Leadership Module: Inspiring Trust which draws from
the best- selling book, “The Speed of Trust”. Focus is on the economic impact and relationship of Trust/Cost/Speed. The 4 cores of credibility include: Integrity, Intent, Capabilities and Results and 13
Behaviors are skills applied to increase TRUST.
FranklinCovey seminar: The 4 Disciplines of Execution which is based
on principles in the book by Ram Charam and Larry Bossidy:
“Execution, The Discipline of Getting Things Done”. Discipline 1:
Focus on the Wildly Important; Discipline 2: Create a compelling
Scoreboard; Discipline 3: Translate Lofty Goals into Specific Actions;
Discipline 4: Hold Each Other Accountable-All of the Time.
Teams are the backbone of all organizations. Team Effectiveness is
increased using an on-line profile of 16 behavioral styles: DiSC Indra.
Individuals receive their own profile and the team profile of all members which aids in discussion of how best to work with others for
improved communication and collaboration for increased productivity.
Check the MSQPC web site under Leadership Development and
Covey for other topics to support your leadership for organizational
results.
Profiles for Self and Team Management
Insight for yourself. Self knowledge, self awareness, self management
and greater positive relationship with others on your team are acces-

In a simple explanation, Lean Six Sigma can be described as a statistical method to eliminate waste and improve efficiency in an organization's processes. Having a history dating back to Motorola and
being defined as eliminating defects, Lean Six Sigma has been
taken to an extraordinary level that spans across an array of industries beyond manufacturing.
Green Belts - Green Belts are at the level below Black Belts in their
role and responsibility level of the Lean Six Sigma strategy. They
operate utilizing basic statistics and soft skills to execute their projects as assigned by either Master Black or Black Belts. In addition,
they prepare the team leader to address the initial opportunities for
improvement. Register on-line at www.msqpc.com for this two week
class.

sible through a variety of profiles. These are available for individuals,
work teams, leadership groups. Some profiles are available in booklet format. Others are only available on-line. Some can be taken
either way. Here are some examples that you can use to gain insight
for effectiveness in your professional and personal life.
DiSC Classis: A 20 page assessment that enables you to identify your
preferred behavioral patterns, capitalize on your strengths, appreciate
others behaviors and minimize potential conflicts with others. The
Personal Profile System (DiSC) uses D (Dominance), I (Influence), S
(Steadiness), C (Conscientiousness) to help improve communication
skills.
DiSC Indra (In-depth Relationship Assessment): Only on-line.
Based on the DiSC but helps persons look at their sixteen behaviors
in relationship to others on their team. Available in individual, dyad and
group reports. Great for team building.
Diversity Profile: Available in paper and on-line assessments. Allows
individuals and teams to appreciate their workforce diversity. Eight
categories are reviewed: Stereotypes, Information, Awareness,
Empathy, Tolerance, Respect, Self-awareness and Interpersonal
Skills.
Emotional Competence Inventory: An on-line 360 survey instrument
taken by individuals, their boss, direct reports, customers and other
specific groups give feedback on 12 competencies. Results are in four
clusters: Self-Awareness, Self-Management, Social Awareness and
Relationship Management. Administration by the Hay Group.
Recommended by Daniel Goleman who is the author of Emotional
Intelligence.
Myers -Briggs Type Indicator: Over the past 50 years this profile has
been improved with its 140 statements that identifies a person's basic
personality type and behavior. Helps uncover new ways to work and
interact with others. Available on-line with personal in-depth feedback
from a certified coach.
Time Mastery: Twelve categories are used as aids to identify areas to
improve for effective use of time and improved life. Available in booklet format and on-line with immediate results to print off for review.
Contact The Quality Center to discuss your needs for one or more of
the above profiles. While all stand on their own, several are also part
of day long workshops: Time, Diversity, Team Effectiveness.
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CITY OF GERMANTOWN PLACES PATS
DOCUMENTATION ON-LINE TO MEET
CUSTOMER REQUIREMENTS
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The City of Germantown's most experienced personnel throughout city government, known as Subject Matter Experts (SMEs), within the Process Activated
Training System®(PATS) were selected to form a team of mentors/coaches
for newly hired employees and employees who would like to transfer to
other department's/work units throughout city government. A group of 70
employees were identified and selected as SME's during a 2-day PATS
training workshop held on July 20th / 21st, 2010. The Participant's in the
workshop represented personnel from various department's/work units
throughout City Government and included Financial Services,
Purchasing, Information Technology, Research and Budget, Fleet
Services, Facility Services, Economic and Community Development,
Planning, Engineering, Neighborhood Services, Solid Waste Collection,
Parks and Recreation, Great Hall, Library Services, Civic Support, Public
Services, Utilities, Fire, Police, Human Resources, Germantown Performing
Arts Center (GPAC) and Germantown Athletic Club.
This Team of experienced and knowledgeable SME employees are identifying
their most critical work tasks/processes within their individual departments. The 70
SMEs located in over 25 city departments and work areas are flowcharting, documenting
and developing Training Scripts and Observation Reports to expedite On-The-Job Training
(OJT) of key processes within their assigned work areas city-wide. All the city's key
processes being developed by the SMEs will be certified by an in-house Certification
Board made up of key city Administrators. The 70 Subject Matter Experts who are flowcharting and developing the scripts will be Certified to teach co-workers the certified
“Best Practices” city-wide.
An online PATS Database, utilizing the PATS Software has aided the City's SMEs in
flowcharting, documenting, and transforming their “Best Practice” knowledge into
Behavior-based training scripts that will be cataloged, numbered, dated, and downloadable on the city's password protected intranet website. The on-line database will
ultimately house thousands of scripts that can be downloaded and taught to employees. Germantown will be the first city government in the country that has selected a
group of Subject Matter Experts to identify, flowchart, and document their most critical
Standard Operating Procedures (SOPs) and to ensure consistent and improved city services are followed throughout the workforce. The ultimate goal according to Patrick Lawton,
City Administrator, is to…” use the city-wide scripting of “Best Practice” knowledge as part of City
of Germantown's Succession Planning Process for city employees and to ensure
the highest level of customer service for our citizens”.

To Learn More About PATS, Please Visit Our Website At:

ProcessActivatedTraining.com

