Feedback from the Eighth “Living Strategy Stakeholder Dialogue”


October 28, 2003

Jacksonville, FL 

Jacksonville Section Hosted (12 participants) All participants were from the Section – members and Section leaders. 
Café Facilitated By Dan Sniezek and Arian Ward


Feedback – Categorized by Priority Strategic Themes
Theme 1: Support the quality profession in its efforts to grow in value in the workplace and community
1. Instead of expecting quality professionals to come to the local section meetings, what if the local section goes out to industry and services and makes a presentation  

Theme 2: Assure workplace value through the skills and tools we offer
1. Everyone should be a quality professional

2. Do we need professional certifications anymore?  

Theme 3:  Prove the economic case for quality

1. Six sigma has identifiable links to savings, but CQx does not translate to the bottom line.  CQx means almost nothing to mgmt.

2. Corporate Council ala PMI -- $10,000/year.  Mgmt buy-in: temporary vs. long-term

3. What is the value ($) of quality?

4. Bottom line impacts the role quality plays within an organization.  Good times = high visibility; Bad times = retreat into safety mode > job preservation

5. Economic justification tools for presentation for upper mgmt

6. Prove the value of ASQ membership & certification to exec level (performance metrics)

Theme 4:  Assure that a vital, growing Body of Knowledge is accessible to everyone
1. Objective:  Growing body of knowledge accessible to all.  If the body of knowledge grows those already certified will be left behind – they need to grow too!

2. Quality as a responsibility of every job function

Theme 5:  Re-create ASQ to become a “community” of choice.

1. Identify what makes a “good” community.  Then do those things that promote “good-ness”

2. Growth of ASQ vs. exclusiveness of ASQ

3. Software certificatoins .com

4. Industries?

a. manufacturing: concrete/redimix vs. automotive

5. We want it to be the standard (quality = $$)

6. Define community:

a. recognizable

b. tangible

7. Ways to do:

a. hold cafés with people outside

b. public ?? (unreadable)

c. quality stock index

8. ASQ has not promoted itself to people involved with Quality but w/o “Q” in their title

9. Change the name – remove focus on American
10. Community of choice was major topic at two (of the three) tables

Theme 6:  Make sure the world knows the importance and value of quality

1. Need reliable metrics that can be communicated easily and effectively

2. ASQ should promote itself outside the quality community (2)

3. Make ASQ as recognized as UL

4. Expand the role of ASQ but maintain common thread

Theme 7:  Support people who believe quality can make a difference in the world
1. Quality must be driven from the top down

2. Get executive involvement:  ASQ execs to Corporate execs

(Note:  Although this is where these comments were placed, they obviously didn’t understand this PST.  They probably should have been placed on #6)

Theme 8:  Grow the use and impact of quality in every segment of the economy
1. Who knows ASQ outside of the quality community?  Extend & expand outreach to education, health care, insurance, banking, etc.

Patterns, Connections, Deeper Questions, Other Themes

1. The alphabet soup of certifications has diluted the value of any single one certification:

a. But CPA means something

b. Black belt means something

c. What does CQE, CQA, ... mean?

2. Trends:

a. recognition

b. respect

c. who are we?

d. who knows us?

e. ASQ is playing in its own sandbox while other people are building a beach across the street

Full Group Sharing

1. Nobody knows ASQ outside the quality profession and ASQ members.  

a. What is ASQ doing about this?  

b. What is quality?  (for someone outside)

c. Quality is cross-functional, so not recognized as a functional expert

d. It’s also universal – across industries, so the message gets diluted

e. How do you turn a diluted message into something important?

f. Need “undercover marketing” of quality (e.g. have Bruce Willis portray a quality professional in one of his movies)m

2. Educate customer on what would be better (for products, environment, etc.)

3. Have to understand the wants and needs of the customer

4. Overriding themes – 3, 5, & 6 across all three tables

a. Why? -- all have to do with validating our profession 

5. There is no metric to prove the value of a professional certification

a. Execs see connection between six sigma and bottom line, but not between CQE, etc. and bottom line

b. Six sigma is a whole package and a buzz word (certifications aren’t)

c. Need a brand management consultant

d. No respect and reward for certifications other than black belt (some dialogue around this, with not everyone taking this same point of view) 

6. ASQ and Quality haven’t reached outside the traditional quality base to the quality “para-professionals” in mfg such as R&D, marketing, distribution, etc.

7. Why does a Black Belt certification cost so much more than a CQE?

a. Self-generating demand, marketing

b. Black belt has a “contract” associated with it; CQE doesn’t

8. What is a good community?

9. Should hold these cafés with non-quality professionals

a. Free advertising

b. Awareness of ASQ and Quality

c. Why would they want to come to an ASQ meeting? But they might want a green or a black belt to learn some quality tools – more useful to them.

10. Sell economic case to senior execs

a. Six sigma message works

b. ASQ/CQE message isn’t there – no metrics

c. Need value metrics ready for a 30 second “elevator message”

d. ASQ has the internal capabilities to get these value metrics

i. Look at overall performance of members’ companies vs. non-members

ii. Caution:  Must use good statistical methods to do this such as correlations, etc. so the message doesn’t appear biased – don’t beg the question!

11. Good example to use for bringing execs together around Quality – quarterly meetings of trustee level of the Chambers of Commerce

12. When something big happens that has a significant impact on the bottom line (e.g. Firestone), it enhances the prominence of Quality (such as having the head of Quality report directly to the CEO)

Mined from the Table Paper (Listed below by table, where the Theme listed is the PST selected by each table as their table theme.  *** designates the top 3 takeaways we asked them to select in Round 3):

Theme 5:  Re-create ASQ to become a “community” of choice.

Round 1:

2. Why don’t universities promote knowledge of ASQ?

a. Find out via workplace

b. ISO program reqmts

3. Promote internships at schools

4. Quality certifications don’t translate across industries like, say CPA’s

5. Want #5 to become the standard.  Need to equate quality with cost savings.

6. Can’t have respect for ASQ as a community of choice

7. Meaning – CQE, CQM, CQA are recognized like a CPA

8. Quality improvement = financial benefit

9. Industries?

a. manufacturing – concrete/redimix vs. automotive

10. How can you promote if no one cares?

Round 2:  

1. Define what is s “good” community?

a. easy to join

b. affordable

c. ***common interests

d. ***lucrative/beneficial

e. furthers development

f. ***respectable

g. common values

h. provides value to community

i. recognizable

j. tangible

k. gives back

l. standard

2. How to create community:

a. push ISO

b. hold Cafés with people outside Quality

c. public service

d. quality stock index

e. advertising outside of quality community

f. fluff? members ok?

Round 3

1. Connections

a. What is ASQ and where is it going?

b. Theme 5 ties in with #3

c. tangible
2. Change name of ASQ – remove focus on American
Theme 5 (see above) + Theme 3:  Prove the economic case for quality. (This table claimed these were inseparable, so they didn’t want to choose between them)

1. Reach out to senior management – ASQ to each company

2. What is the quality leadership model?

3. Sr. mgmt needs to see value to quality and support quality tools and people

4. When the support by upper mgmt disappears the programs go away

5. ***Cost standard

6. ***Upper mgmt value

7. ***Performance metrics
8. CEO-level Corporate council ala PMI -- $10K/year

9. PMI / ASQ / ASTD partnership?

10. Mgmt buy-in – temporary vs. long term

11. Upper mgmt education (GE – Jack, Motorola)

12. Positions?  QA vs, QC

13. Quality vs. cyclical economy

14. Systems perspective:

a. Lack of:

a. SSBB

c. CQx
d. Post-certification metrics

e. Organizational metrics > PMBoK

b. Develop a message that proves the value of certifications such as:  SSBB = $400K/project

c. Use ASQ member database to target executive mgmt (CEO, VP level) of all member companies

d. Communicate value of ASQ membership and certifications to those outside of ASQ

Theme 6:  Make sure the world knows the importance and value of quality.

Round 1:  Themes

1. # 6 & #8 sort of jump out

2. If #8 were “king”, the others might follow

3. *** #4 – disagree that “growing a BoK” is a good thing

a. Growing, not “mutate”?

b. Would ASQ.org pop out in a Google search (vs. isixsigma.com)?

c. Why is a 6-sigma debate occurring at the Board level?

d. BoK needs to be relevant and specializable

4. Why debate being the community of choice if indeed you want that to be your vision/strategy?

5. Why does ASQ seem to have so many certifications?

6. Choose #6

a. high energy

b. conviction (need a & b to communicate to the world)

c. what it is – picture of results.  Example of Pathfinder on Mars – support quality of people in Space, tied to Safety

d. make quality visible like blimps at ball games

a. take this idea and communicate to kindergarten teacher, principal, etc.

b. Koalaty Kid in health care – how?
e. cross-fertilization
a. have a person from mfg mentor someone from health care tangible
Round 2:

1. “Regime change begins at home”

2. Software certifications.com

3. licensing – “inspected by ASQ”

4. ***Trends: 

a. recognition

b. respect

c. Who are we? / Who knows us?

d. ASQ needs to provide value to people other than ASQ members (example of where it should go:  “Koalaty Kid” and other industries)

e. marketing, marketing, marketing
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