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Audit Resource Network: Next Meeting; Don’t Forget:

Tuesday February 9th, 2010
5:30pm - Quantum Silicones
Plant Tour

We expect to have Section
1104‘s semi-annual Used Book

Starting in January 2010, the ARN
will be offering monthly one hour

training sessions for those interested Sale at the February meeting.
in improving their internal and _ Paperback books are 50¢ and
external quality management system hardback books are $1.00.
auditing skills. I Restock your library at a
-y B reasonable cost and/or donate
Additional information below D e books for re-sale. Proceeds go

See details below

have some prior QMS auditor designed to improve their
Tuesday February 9th training or significant auditing performance during ARN audits.
experience. Other current ASQ Section 1104

Section Meeting S5:30pm at
Quantum Silicones Plant

members can make reservations to
Sessions will be held at St. Josephs attend based on space availability. To

Topic: Plant Tour Villa on: reserve a spot, contact Terry Burns,
the ARN Chairperson, at
Where: 8021 Reycan Rd. Tuesday Jan 26, 2010 5:30-7:00 taburns@juno.com.
Richmond, VA 23237 Overview of the ISO 9001 Audit
Checklist St. Josephs Villa can provide a boxed

If you plan to attend, contact Luisa

White at Luisa.S.White@altria.com, . .
or 804.335.2452/304.398.0299. Tuesday Feb 23,2010 5:30-7:00

meal, including a drink, for $5.00. If
you want a boxed meal, specify this

Audit Interviewing Techniques when making your reservation. If
No Dinner. you reserve a meal and fail to attend,
Tuesday Mar 30, 2010 5:30-7:00 you will be billed for the box meal.
— How to Identify and Audit Meal options will be sent to those
From the Audit Resource Network Manufacturing & Service Processes with reservations.

(ARN):

Attendees at each session will receive  HURRY'!! The first session 1s on
0.3 RU's for use in re-certification. Tuesday January 26, 2010.

Starting in January 2010, the ARN L
The training is free.

will be offering monthly one hour
training sessions for those interested
in improving their internal and
external quality management system
auditing skills. Attendees should

A maximum of 20 people can attend
each session. Current ARN auditors
will have priority since the training is
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For those who were unable to
attend January’s Meeting:

Mike McDermott presented

A S Q - S ECT
¢ Customer Segmentation Worksheets
¢ CTQ Worksheets
*FMEA

"Customer Satisfaction: How Quality ®Process Flow Analysis

Professionals Can Facilitate

Customer Satisfaction And RetentionOther ways Quality Professionals help

Quality Professionals could and do
have a substantial effect upon
customer satisfaction and
organizational profitability. They:

e Help define customer requirements
e Establish measurement criteria and
measurement system

e Provide feedback on performance
and make recommendations for
improvements

Quality Tools and Organizational
Focus for Improving Customer
Satisfaction and Retention:

e Objectively defining and prioritizing
customer needs

e Know your competitors

e Understand the “Big Picture” and
clarifying it for others

e Understand the importance of
differentiation

eHelp create lifetime customers

e Enable customer satisfaction through
problem recovery

e Facilitate employee engagement

e Jugaad

Everything starts with the Voice of the
Customer (VOC). Technique that
gathers detailed stated and unstated,
qualitative and quantitative
information about customer wants and
requirements, then
organizes and prioritizes
them in terms of relative
importance.

VOC/other tools:
e Affinity Diagrams
¢ KANO Diagrams

the organization:

e Understanding the “Big Picture”
e Understanding the company’s
“business model” and “key success
factors”

*Measurement

¢] eading & Lagging Indicators

e Understanding your differentiation
e Understanding what creates
“Lifetime Customers.”

¢ Customer Satisfaction Problem
Recovery Program. Three best
practices: Quick, Personal, and
Customized.

eEmployee Engagement

e Communicate with People

QUALITY PROFESSIONALS
RULE!

To view the full presentation, please
visit Richmond ASQ website at
http://www.asqrichmond.org

Unemployment Member Dues
Program:

ASQ offers a reduce dues program for
members who have lost their jobs.
Participating members receive a
discount on their membership renewal
based on consecutive years of
membership. To enroll and to check
out resources available, visit

http://work.asqquality.org
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Upcoming meetings:

March 11, 2010 — Supplier Program
Auditing — Jake Eshler - The Italian
Kitchen

April 13, 2010 — Mainstream GS —
Disaster Management and Project
Level Quality Management — David
Roberts - Chadar Thai Restaurant

May 11, 2010 — Lean Six Sigma
application at the Alpaca Ranch —
Victor & Caroline Gray - Extra Billy’s
BBQ

If you want to become more
involved in Section activities or
have a member of the
Leadership Team contact you,
please email Jake Eshler at
jmeshler@comcast.net. We

welcome your input and
encourage you to volunteer.
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