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A
accept/reject protocols, 18
accountable form, 74
adhesive labels, 20
after-the-sale follow-up, 134
alcohol policy, 94
American Society for Testing
and Materials (ASTM), 14
ANSI/ASQC Z1.4/1993, 18, 92
antidiscrimination policy, 169
apprenticeship, 160
approval authority, 104
approval status, 96
approved supplier list, 1.2
approved vendor Jist,. 122
as-needed priciig, 117
ASTM. See American Society for
Testing and Materials
(ASTM)
audit(s), 25, 66
findings, 67
periodic, 81
protocols, 81
of service provider, 116
team, 71, 145
of work instructions, 70
authorization signature, 76
authorizing agent, 76

B
back-up plan, 117
bar-coded labels, 20
batch number, 20, 28, 30
batch sheet, 74
bell curve, 21
benchmeork, 143
bencfit package, 169-70
bectpractices
approach, 3
of customer service, 125
documentation and control
systems, 81
document control, 82
document management, 75
document retention time, 48
improvement goals, 98-99
inspection plan, 35
inspection system, 48
to maintain equipment and
organize work areas, 151
management style, 175
manufacturing, 95
process and document
control, 98
for process control, 85, 92
process control plan, 88
quality philosophy, 12

187
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quality system, 18
for raw materials, 104
safety, 147-48
bidirectional flow of
information, 95
body hazards, 24
body of knowledge, 10
bonuses, 165
bottom-line profitability, 6
brainstorming, 70
exercise, 65
browser-based portal, 47
buying habits, tracking, 134

C
CAD drawings, 75
calibration, 6

about, 49-50

date, 54

defined, 50

event, 56

events, historical records of,

56

frequency, 54,27

methods and standards, 50

plan, 54

procedures, 55

process, 55

system, 22, 51, 54

system, robust, 50, 58
cardiovascular workouts, 167
certificate

of compliance, 30, 112, 118

of conformity, 119
certified inspectors, 33
certified test report, 30
chain-of-custody, 20-21

change
request, 96, 100
uncontrolled, 105
undocumented process, 94
cheat sheets, 75
checks, 37
chemical characteristics, 180
chicken-gun, 11
cleanliness and order, 145-47
cleanup time, 146
closed flag, 103
commissions, 165
company seniority,-173
compensation of lab technicians,
14
compliacnce
certificate, 118
to design expectations, 5
determination, 25-26
rules, 26
testing, 19
test results, 29
computer
software, 45
storage cost, 43
computerized
storage, 44
system, 20, 28, 43
conforming product, 27
construction methods, 107
consumer’s expectations, 4
Contact Us webpage, 126
continuous-line assembly, 140
control files for computer
controlled machines, 75
controlled copies, 79
control plan, 87-88



corrective action
about, 6, 59-60, 67, 69-71, 94
effectiveness follow-up, 63
error proofing, 67-69
investigating, 63—66
plan, 69
procedures, 117
requests, 60
resolution, 66-67
status, 62
system, 61, 72
system, requirements for,
62-63
tracking system, 70
when is it required?, 61-62
cost effectiveness, 116
cost reduction, 102
Cpk statistics, 90-91
Cp statistics, 90
culture of quality, 7
customer
base, 124, 134, 136
care, 130-33
complaint departnent, 60
complaint pratecels, 117
confidence, 130
demands, 84
dissatisfaction, 12
expectations, 74
experience, 3, 124, 134
feedback, 127
focused, 3
follow-up, 130
inquiries, 127
mailing address, 69
management, 124
needs, 7
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philosophy, 131, 133
purchasing experience, 136
recruitment and retention,
135-36
relationships, 134
representative, 128
requirements, 92
returns, 146
satisfaction, 3, 128, 133-36
satisfaction scores, 135
service, 124-26, 128-30, 132,
134-35
service best practices, 125
support teams, 128
customer-is-urimary philosophy,
1%
custoiner-is-primary rule, 129
cuciemer service
exceptional, 130
experience, 177
philosophy, 124, 128-29
representatives, 27
Customer’s Purchase Order
number, 30
cycle time, 103
cycle time reduction, 104

D

data
collection, 44, 47
description, 31
driven business, 48
entry options, 44-45
handling, 43
silos, 47
storage, 33, 47
warehouses, 47
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database, 7
backup, 46
design of, 101
electronic, 87
for evaluation process, 103
preventative actions in, 72
quality control, 9
retention, 48
review, 8
system, 95
system creation, 105
utilization and extraction,

46-48

data-check-and-verify routine,

45

date of request, 62
daycare, 168
defective material, 62
defective products plan, 18
defect(s)

cosmetic, 39

definitions, 37-38

grading scale for, 35,39

list, 37

maps, 42

marking, 42

tagging of, 42
delivery date, 139
delivery schedules, 8
departmental protocols, 142
design

bench, 3

engineers, 4

of experiments, 88
destructive testing, 17
die stamp press, 68
digital watch, 1-2

dimensional characteristics

checklist, 179

direct-to-consumer market, 131
disaster recovery plan, 46
disposition protocol, 17
diversity, 170

document

control box, 76

control system, 74

distribution, 76

management best practices,
75

scanning, 45

documentation:

about, 33,37, 63, 95
meti:ods, 75
of nieventative actions, 70

iecument control

about, 67, 73-74, 80, 82

best practices, 82

distribution control, 82

document distribution,
76-79

electronically based systems,
80-81

electronic distribution, 82

guidelines and audits, 81

paper-based systems, 75-76

retrieval/replacement system,
77

revision control, 76

uncontrolled copies, 79-80

why do to all this effort?,
74-75

domestic partners, 169
domestic sourcing, 111
downtime, 146



E
education, 3, 155-57
electronic distribution, 82
electronic standards, 53
emergencies, 117
emergency, 24, 140
employee
accident, 147
assistance, 166
benefits, 164-75
counseling, 63
injury, 68, 147
motivation, 174
safety, 61
empowerment, 162—-64
end-use customer specifications,
86
environmental
changes, 22-23
impact, 138, 151
regulations, 111
equipment
monitoring, 91-92
physical characterisics, 121
repair and niaintenance, 113
selection, 3
error-proofing, 67-70
plan, 68
principles of, 70
evaluation, postservice, 120
external
customers, 61, 86
procedure, 15
request identification number,
62
specifications, 5
specifications checklist, 180
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F

face-to-face review of
requirements, 87

face-to-face visit, 131

Fast Press Printing Company,
83-814

feedback from process
improvement teams, 70

teedback system, 91

final assembly, 16

final reporting to external
customer, 184

financial compensation, 165-66

financial securivy, 165

first-pass vicids, 84

follow-up after-the-sale, 134

follow-1ip evaluation, 103

functional range, 22

G

gauge calibration, 52

gauge identification, 51-54

get it right the first time, 10

go/no go inspection, 4041,
4113.1

Goodnight, Dr. Jim, 153

good quality, 4

good run, 4

go-to person, 47

green label, 28, 119

H
handwritten notes, 82
hazardous
chemicals, 147
material exposure, 142
materials information, 24
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health-care benefit, 167
HelpUComp (HUC), 123-24
higher education degrees, 13
hiring, 3
hiring process, 129, 156
histogram, 91
historical
archive, 105
experience, 88
records, 102, 140
records of calibration events,
56
Holdfast Nut and Bolt Company,
49-50
housekeeping, 145
housekeeping programs, 146
human resources, 154, 165

I
identification
about, 143-45
gauge, 51-53
information, 21-22
labeling, 52
markings, 21
marks, 51
number, 51
physical, 145
product-in-process, 144
recycling of, 51
tags, 52
terminology, 51
impact footprint, 150
improvement goals, 98-99
incident identification number,
62
inclusions, 37

indelible markers, 20
index, 78-80
industrial pollutants, 23
information, bidirectional flow
of, 95
Information Technology group,
47
in-house
education, 156
fitness room, 166—67
nurse practitioner, 166
sampling plans, 17
testing for compliance, 118
testing of samples, 118
training, '3
traizing system, 15
video, 159
inout and setup requirement,
86
inspection
about, 33-34
area, 44
checklist, 181
compliance, determination of,
42-43
data handling, 43-48
defect levels, allowable,
42-43
defect location, proximity and
size, 39-40
defect maps and marking, 42
defect or attribute definitions,
37-38
defects, inspection list of, 37
defects or attributes, grading
scale for, 38
defined, 34



equipment, automated, 40
go/no go inspection, 4041,
4113.1
investment dollars, 40
by outside agency, 41
plan, best practices, 35, 48
plans and procedures,
34-35
procedural requirements, 35
procedure, written, 39
procedures, 8, 33, 35, 39,
41-43
sampling plan, 36
teams, 38
third-party, 41
visual, 36
instrument calibration, 113
insurance plan, 164
interior packaging checklist,
182
internal
audit, 70
customers, 86
document, 14-17
procedures, i6
specificatioris, 5
investigation paths, 64
ISO 9000, 6, 111

J

JIT. See Just in Time (JIT)

job
descriptions, 170-71
related task, 157
responsibilities, 141
stress, 167

Just in Time (JIT), 109
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K

keying errors, 45

key process characteristics, 10

key process variables (KPVs), 7,
17, 85-87, 92

key product characteristics, 7

KPVs. See key process variables
(KPVs)

L
labeling checklist, 183
labels, 8-9
adhesive, 20
bar-coded, 2¢
green, 26,119
red warning, 27
reiection, 120
stick-on, 51
le boratory environment,
controlled, 21
laboratory technicians, 13
labor disputes, 111
landfill costs, 151
lean manufacturing, 140-41
legal issues, 7, 147
lockout procedures, 24
loss of business, 12
lost productivity, 139, 147

M

machine operator, 4

machine settings, 4
maintenance planning, 140
maintenance schedule, 139
management silos, 175

manual paper-driven system, 28
manual/procedure updates, 80
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manual system, 21
manufacturer’s
manuals, 24
serial number, 52
warranty information, 135
manufacturing
best practices, 95
methods, 132
operation, 101
Maslow’s Hierarchy of Needs,
154
master manual, 79, 81
master standard, 53
material
disposition, 119
handling, 142
suppliers, 104
material safety data sheets
(MSDS), 24, 180
medical bills, 147
mentoring, 160-62, 173-74
metal tags, 51
micro-climate, 23
mindset-of-excellence, 3
minority grougs, 169
mirrored system, 46
mirrored transactions, 46
misreading error, 45
MSDS. See material safety data
sheets (MSDS)
Myers Briggs, 154

N
NASA, 11
National Institute of Standards

and Technology (NIST), 53

NIST. See National Institute of
Standards and Technology
(NIST)

noncompliant, 57

product, 26-27
test results, 29

nonconforming issue, 28

nonconforming materials, 57

“Nonconformity Protocols and
Disposition,” 17

nondestructive testing, 17

nonstandard conditicns, 23

(0]
offshore

jobs, 111

raw - materials, 110
otisite training, 13
“100 Best Companies to Work

For,” 153

online forums, 135
on-time deliveries, 140
open door policy, 174-75
open flag, 103
operational efficiency, 116
operational procedures, 116
organization, 141-43
original requester, 97-98
out-of-tolerance

condition, 56

plan, 58

situation, 57
outsourced

computer services, 115

human resources, 115

operations, 114



parts, 113
services, 113

P
packaging, 112
packaging checklist, 182-83
palletization checklist, 183
paper-driven systems, 80
paperwork, 70-72
pass/fail examination, 40
pass-or-fail outcome, 42
payment terms, 8
PDF attachments, 75
pending document updates,
103
performance
appraisals, 170-72
characteristics, 8
criteria, 86
requirements, 4
review, 122
periodic audits, 81
personal experiences, 135
personal protectiori, 142
PHMSA. See Piveline and
Hazardous Materials Safety
Administration (PHMSA)
phone help, live, 127
physical identification, 145
physical standards, 53-54
Pipeline and Hazardous
Materials Safety
Administration (PHMSA),
59
plus-or-minus tolerance, 41
policies and procedures, 175
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policy
alcohol, 94
antidiscrimination, 169
open door, 174-75
postservice evaluation, 120
preventative
action, 69-72
maintenance, 138-39
measures, 71
primary supplier, 117
principles of error proofing,
70
probationary periog, 121
procedures mart.als, 77-79
process
feedbeock, 29
flavw, 27
mprovements, 69, 102
improvement teams, 70
performance, 89
review, 28
shutdown, 26
steps, 143
process and document control,
98
process capability, 89-91
Process Change Control system,
94-96, 101, 105
process changes, 63
about, 93-95
areas or departments affected,
98
change, complete details of
the, 99
change, dates of the,
103-4
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change, effective date of,
101-2

change, external
communication of, 104

change, goal of, 98-99

change, notification of the,
102

change, reason for the,
99-100

change, training requirements
resulting from, 102

change, who actually makes
the, 101

change, who needs to
approve the, 100-101

change and follow-up actions,
102-3

change request, completion
status of, 103

tollow-up actions, results of,
103

process, procedure,
documents or'materials
affected by change, 98

request, apuroval status of
the, 100

requester, name and time of,
97

request initiator, name and
time of, 97-98

request submission, 96-97

unique identification, 97

process control, 6, 84-85

about, 83-84

area, 13

authority, 101

best practices, 85, 92

control plan, 87-88
documentation and
verification, 88-89
equipment setup, 88—89
how do I do It?, 85
key process variables (KPVs),
85-87
monitoring, 91-92
plan, 88
process capability, 89-91
product
failures, 17
improvement, 4
profitability,-138
quality, 57, 61, 121, 138
queaity-and consistency, 85
stecitication, 90
specifications, 104, 111
testing, 14, 37
variations, 84
product-in-process identification,
144
production
equipment, high-speed, 40
rates, 89, 121
schedule, 115
profitability goals, 147
profit margins, 112
programmable logic controller
(PLC)-type controls, 92
promotion, 173-74
proof of compliance, 121
protective measures, 19
protocols
accept/reject, 18
audit, 81
customer complaint, 117



departmental, 142
disposition, 17
nonconformance testing,
26-28
safety, 121
sampling, 18
testing, 12, 88
proximity rules, 42
purchase
order for materials or services,
122
order number, 31
purchasing specifications, 112,
120

Q
QA. See quality assurance (QA)
QC. See quality control (QC)
QRs. See quality requirements
(QRs)
qualification checklist, 182
quality
about, 3-5, 102
check, 61
complaints, i4¢
conformance determination,
44
focused mindset, 3
improvements, 69
inspection point, 74
of products, 108
of services, 116
shifts, 16
system, 3, 67
system structure, 117
quality assurance (QA), 3, 6, 10,
79
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quality control
engineer, 4
group, 5, 12, 119
procedures, 132
representatives, 27
quality control (QC)
about, 3, 5-6, 27, 60
approval/reject date, 8
authority of, ultimate, 13
custody link for, 29
laboratory, 12-13
laboratory techni<ians, 14-15
lab testing, 28
role of, 10
sampling, &3
quality-iequirements (QRs)
apeu, 7-10
<hecklist, 175-84
guantity break minimum, 113
quarantine
area, 120
hold status, 28
material, 57

R

raises, 165

randomized checks, 34

raw data, 24

raw materials, 3
alternate sources of, 151
audit, openness to, 111-12
auditing and pricing of,

116-17

availability of, 108-9, 114
batch or lot numbers, 112
best practices, 104
certificate of compliance, 112
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checklist, 179 recycling of identification, 51
consumption rate, 108 recycling program, 151
decision time about, 117 red warning labels, 27
delivery of, 109-10 reference manuals, 25
delivery requirements, 111 references, 8

domestic sourcing, 111 reference tool, 55

1SO 9000, 111 rejected material, 12

Just in Time (JIT) approach, rejection labels, 120

109 reject rates, 18
lead time from order, 108 replacement inventory, 140
location, provider’s, 115-16 re-sampling, 18
material source location, resolution planning, 47

domestic or offshore, response time, 2%

110-11 retirement plaaring, 165-66
offshore, 110 retrieval/zcplacement system, 77
on-time delivery, 114-15 returp-on-mvestment, 85
price of, 112-13 reteins/complaints, 134
product specifications, 111 icvision control, 73, 76
purchase price, 113 ~evision control block, 78
quality of, 112 revision verification, 74
quality of services, 116 rework costs, 12
quantity break mininmiuin, 113 risk of contamination, 146
services, verificaticn of, root cause, 63-66, 132

120-21 root cause analysis, 64
sourcing of:\19s5-13 routine maintenance, 138-39
sourcing secrvices, 113-14 rule of thumb, 53
specification, 118
specification requirements S

checklist, 120-21 safety
specifications, 112 about, 68, 102, 138, 142,
suppliers, 117 147-49,
supplier’s authorized quality best practices, 147-48

agent, 112 culture, 149
vendor-supplier relationship, director, 148

118-20 education, 148-49

recall system, 54 employee, 61

recycled materials, 151 equipment, 68



hazards, 148
manager, 148
measures, 68
procedures and protection,
147
program, 148
protocols, 121, 148
shields, 24
sample damage, 19
sampling
checklist, 182
frequency, 17
plan, 17, 19, 26, 28, 57, 119
plan for testing, 92
protocol, 18
scanning documents, 45
scheduling time, 146
scorecards, 66, 116, 135
scrap rates, 84
screening tools, 155
senior
machinist, 50
managers, 5
QC manager, 5-<C
service
contract cos:s, 117
mentality, 150
priority guarantee, 114
provider auditing, 116
purchase agreement, 121
setup document, 88
setup sequence, 88
shelf-life expiration, 31
shipment documentation, 119
shop order, 74
sick days, 167
sick leave, 169
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sign-off-as-completed approach,
88
single contact point, 129
Six Sigma, 18
skilled trades, 160
SKU, 30-31
small-group meetings, 87
specification, 8
document, 7
requirements, 12
requirements checklist,
120-21
review, 7-9
review cycle, £
review o1 documents, 87
standaraized practices, 95
standords of practice, 95
stare of being, 145
siatistical analysis, 8, 47
statistical software, 91
stewardship, 150-51
stick-on labels, 51
supplier relationship, 117-18
supplier’s authorized quality
agent, 112
supplier’s documentation, 119
sustainability, 149-50

T

Take Off Pounds Sensibly
(TOPS), 166

talents, 174

telecommuting, 170

telephone answering systems,
automated, 126

telephone system, office-based,
126
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testing
about, 3, 8
area, 44

calculations, 24-25

checklist, 180-81

compliance, 19

compliance, determination of,
25-26

conditions, 23

data reporting, final, 28-29

defined, 12

lab environment conditions,
22-23

machine requirements, 21-22

machine setup, 22

nonconformance protocols
and disposition, 26-28

number of tests to perform,
23-24

outside, 181

procedural details, 24

procedures, 14-16, 20-21

process control, 12

process feedbacdiz. .29

product, 37

protocols, 12, 88

quarantined material, 57

safety, 24

sample conditioning and
preparation, 21

samples, 19

sampling plans, 16-18, 92

selection, 19-21

specifications, 25

test results and certifications,
29-31

what is it?, 11-12

textile company, 137-38
thermal resistance test, 59
third-party
inspection, 41
management, 95
regulation, 94
tire company, 93-94
tolerance, plus-or-minus, 41
tolerances, 4, 8
top-down
leadership, 10
leadership guidanee, 3
quality apprcacts, 5
TOPS. See Take -Off Pounds
Sensiniy (TOPS)
toxic cirernicals, 23
tracking identification, 97
iwwde magazines, 135
‘rainers, 157
training, 3, 6, 157-60
plans, 67, 157, 159
skill assessment, 158
system, 158, 160
transparency, 174
transposition error, 45
trial and error, 84
TS16949, 6
tuition, 156
tuition refunds, 157

U
uncontrolled
change, 105
copies, 79-80
copy, 80
undocumented process changes,
94



unique identification, 97
universal weightlifting stations,
167

\'%
vacation, 167-68
ValuJet flight 592 crash, 59
vendor
list, approved, 122
performance review,
122
selection, 66
supplier relationship,
118
verification
about, 25, 33, 89, 122
of all agreed-upon
requirements, 111
checklist, 122
checklist findings, 122
method for organized,
120
procedure, 121
of product, 12
purposes, 18
real-time, 121
of services, 120
visual
defect, 37
examination, 34, 36
inspection, 36
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voicemail, 126
voicemail greeting, 126
voter list, 100-102

W
waste removal, 151
Web-based documents, 80-81
Web-based systems, 80-81
website for customer inquiries,
126

websites, 135
Weight Watchers, 146
win-win situation, 117
wired tags, 20
word of mouth, 135
work

are2,140-41

<thics, 170

flow, 138

instructions, 70, 160
workplace-related employee

injury, 147

worksheets, 21
written procedures, 23

Y
yes-or-no flag, 102

V4
zero defects, 18, 42
Zip Codes, 69












