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The Empire State Advantage Program Next dinner meeting
The Empire State Advantage (ESA) Excellence at Work program provides ~ January 21, 2004

New York State organizations an opportunity to receive assessments, Program: Customer Satisfaction
mentoring, and training in management systems and processes. The Measurement System

program is b_ased on the ESA Model for !Excellence. This model is Details on page 4

customized in detail for each sector: business, education, government,

health care, and not-for-profit. The overall model follows: Lead the Em ployment

organization > Create and deliver value > Achieve results and improve. .
Employers please send notices of

job openings to our Placement
chair, Mary Tyler,
mary.c.tyler@delphi.com.
Members, please ask Mary to
forward the notices to you. Find
additional Job Resources on

www.asqrs.org.

Volunteer opportunities

To volunteer to serve on a
committee, contact Volunteer chair
Kathy Bannon, 585-453-4629,
kbannon2@ocdus.jnj.com.

Organizations in all sectors are invited to participate. Once enrolled, Education and

participating organizations work with a team of expert ESA Advisors networking

selected to match each participating organization. The Advisors help Educational events and meetings in
customize the ESA program for each participant, and create a written Rochester and outside the area are
work plan. The Advisors also arrange for an external Review Team to listed on our web site. There is a
conduct a site visit and assess the participating organization. The Review |ink to the Joint Council of

Team writes an assessment to provide immediate feedback and professional groups.
recommendations for improvement. The Review Team also recommends .

the level of recognition to the judges. On our web site
Recognition includes Empire State Gold, Silver, and Bronze Certificates In addition to educational and

and the Governor's Award for Excellence. The ESA program is supported qetworking opportunities_, you will
by New York State grants, private contributions, and dedicated volunteers. ~find the schedule of section
Thus the program is offered to participating organizations at a modest fee. meetings, the schedule of

For detailed information including sector models and how to enroll visit certification exams for the year, and
www.empirestateadvantage.org. job information.
Y Thank you

r‘ To the conference committee for
th .
60" Annual ASQRS Quality Conference outstanding work in securing
The Many Facets of Quality opening, keynote, atgd closing
March 30, 2004 at the RIT Inn and Conference Center speakers for the 60" Annual Quality

Conference on March 30. For

If you would like to be an exhibitor please contact Bill Jackson, X
details see page 3.

wjackson@harris.com. To volunteer to be a host contact Kim Ludwig,
Kludwig@ultrafab.com, 585-924-2186. For Conference information see

page 3 and visit www.asqrs.org.
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Quality Audit

American Society for Quality Rochester
Section newsletter

Published monthly September to June.
Deadline is the 25" of the preceding month.
Send submissions to the editor,

ann@annlwiley.com. Contact information for

all section leaders is on the section web site,
WWW.asqrs.org.

OFFICERS

Chair: B.J. Coons BJ53@rochester.rr.com
Chair-elect: Eric Alden
eric.alden@usa.xerox.com

Treasurer: Michele Hansen
mhansen2@ocdus.jnj.com

Secretary: Deb Lydick
dlydick@ocdus.jnj.com

Region 2 Deputy Director: Mary C. Tyler
mary.c.tyler@delphi.com

Region 2 Director: Daniel Sniezek
daniel.sniezek@Imco.com

COMMITTEE CHAIRS

Audit and Planning and Policy: Ivan
Enstrom ienstrom@rochester.rr.com
Awards , Examining, Placement: Mary C.
Tyler mary.c.tyle@delphi.com
Certification and Education: Rich
Henderson rchender3@ocdus.jnj.com
Re-certification: Vince Vezza
vincevezza@prodigy.net
Communications and newsletter:
Ann L. Wiley ann@annlwiley.com
Conference: Carol Porteous
cporteou@ocdus.jnj.com

Database: Bob Stein bob@agcnow.com
Historian: Ed Grizer
575733@knotes.kodak.com
Membership: Mary Kane
mkane@ocdus.jnj.com

Nominations: Kathy Grimes
kathy.grimes@thompsonhealth.com
Programs: Jim Coates CoaJam@aol.com
Promotions Administrator: Kim Ludwig
kludwig@uiltrafab.com

RBA Liaison: Sue Bailey
sueb@rballiance.com

Scholarship and Student Branch RIT:
David Schreiber daschreiber@juno.com
Shareware administrator: Carmen
Longobardi clongoba@ocdus.jnj.com
Volunteers: Kathy Bannon
kbannon2@ocdus.jnj.com

Webmaster: Chuck Hardy
webmaster@asars.org

TASK GROUPS

Customer Service: Joyce Krieger
jkrieger@rochester.rr.com

Health Care: Dr. Rita Ratcliffe
drritamedex@aol.com

1SO 9000: Bob Stein bob@aqgcnow.com
Small Manufacturing: Chuck Hardy
webmaster@asqrs.org

Software QA: Trudy Howles tmh@cs.rit.edu

Letters from members

We welcome comments and ideas from members and will publish them.
Please write to the editor, ann@annlwiley.com.

Message from the chair
by B.J. Coons

Wow! Another year has passed. Typically many of us use this time to
reflect on last year and set goals for the new year. Too often these goals
fall by the wayside and are forgotten by mid year. | am proposing
something different this year.

With all of the excitement leading up to the holidays | found myself in the
hospital. Fortunately it was nothing too serious, but it made me realize
what is important. This realization seems to hit all of us once in a while. It
may only be temporary for some of us, only lasting during or slightly past a
minor crisis, and then we fall back on old habits and attitudes. However,
many of our ASQRS friends are still facing desperate times either
because of illness, or family who have fallen ill, or loss of employment.

My resolution is to remember our friends and colleagues who may need
our support and reassurance. It is so easy to get caught up in our own
lives that we forget about the problems of others, and sometimes it only
takes a kind word to help them through the day. Please join my efforts,
remember our friends and colleagues and support them whenever
possible. Happy New Year!!!

Message from the editor
by Ann L. Wiley

We appreciate the help of George Hansen and Jessica Capasso of the
Empire State Advantage program in preparing the feature article on the
front page. We welcome short articles about the quality program of your
organization, about not-for-profit programs available to members, and
about key ideas from academic programs and consultants. Please send
ideas to the editor, ann@annlwiley.com.

Membership database report

Chair-elect Eric Alden conducted a study of the membership database in
September. We are reporting the findings periodically. It was difficult to
determine the major job functions represented in our section, as there are
many variations of similar jobs listed. Based on logical groupings Eric
developed this chart showing 15 major job functions.

Membership by Job Function
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Dinner meeting report

At the December 18 meeting, 21 people heard Kay Schwartz, Regional
Quality Director of the Red Cross, describe the comprehensive quality
program of the Red Cross in the NY Penn Region. The Red Cross makes
products, various types of units of blood, and the quality program is
derived from manufacturing and includes lean methods. All of the recent
dinner meeting presentations have been excellent, and we encourage
members to attend.

Executive Committee report

The Executive Committee met on December 17 for the annual training
session for section leaders. All members are welcome to attend meetings
of the Executive Committee, which are now held in various locations.
Please contact the Chair, B.J. Coons, BJ53@rochester.rr.com.

Lt. Gov. Mary Donahue to keynote
60" Annual Quality Conference

Lieutenant Governor Mary Donohue has served as chair of the Governor’s
Task Force on Quality Communities. She now chairs the Quality
Communities Working Group, comprised of 25 state agencies working
together to implement the Task Force’s 41 recommendations. Ms.
Donohue’s address will detail her many initiatives and task forces aimed
at improving the quality of life for all New Yorkers.

Stevan Ramirez, Chief Quality Officer of Eastman Kodak Company, will
open the conference with “Lean and Six Sigma: Not Competing
Initiatives.”

Nancy Rees, Xerox Vice President and General Manager, Business
Group Lean Six Sigma Deployment, will close the conference with
“Turning the Many Facets of Quality into a Diamond.” The talk will reflect
on transforming a business into a “gem,” using quality as a means to an
end, not an end in itself.

The ASQRS Conference Committee has planned a full day of 60-minute
presentations in the lecture, tutorial, and case study format) on lean, Six
Sigma, Quality 101, the multidisciplinary employee, and design and
development quality. For details visit www.asqrs.org.

Last year as closing speaker Stevan Ramirez challenged those present to
attend again in 2004 and bring one or two people along. If everyone
does this, the size of the conference will at least double, resulting in more
learning and networking opportunities for everyone. Don’t miss the 60"
Annual Quality Conference at the RIT Inn and Conference Center on
March 30.

ASQRS Scholarships

There is still time to submit applications for the ASQRS scholarships.
January 15, 2004 is the cut off date. Sophomore and junior college
students who are children of ASQ Rochester Section members or
permanent residents of Genesee, Livingston, Monroe, Ontario, Orleans,
Seneca, Wayne, or Wyoming counties of New York State are eligible. To
obtain an application form visit the ASQRS web site at www.asqrs.org or
contact Brian Stimson by email, bstimson@ocdus.jnj.com, or by phone,
585-453-5070.

Membership report

As of mid-November the Rochester
Section had 719 members. Please
welcome our new members who
joined in November. They are listed
on our home page at

www.asqrs.org.

Section member Bob Meisel has
been named a Fellow of ASQ. We
will report more about this honor in
a future issue. We congratulate Bob
on this high honor.

SMP update

The Rochester Section has fulfilled
the 2003-2004 minimum
requirements for being in good
standing in the Society and has
achieved Level | Section Basics in
the Section Management Program
(SMP). This achievement is
signified by the Section Basics
mark of excellence.

Process

SECTION BASICS
2003-04

GRQC benefits for

members

ASQRS is a founding member of
the Greater Rochester Quality
Council (GRQC). We have a
representative on the GRQC board,
currently past Chair Vince Vezza.

We post notices of GRQC events
on the Special Events page of the
section web site. Since ASQRS has
a “Quality Supporter” level of
membership in GRQC, up to 5
members of ASQRS can attend
GRQC seminars and workshops at
no charge. It is necessary to
register and the contact information
to do so is always posted on the
section web site, www.asars.org.
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American Society for Quality
Rochester Section 0204

PO Box 30885

Rochester, New York 14603

Phone: 585-234-8630
Web: www.asqrs.org

ASQ

AMERICAN SCQCIETY
FOR QUALITY™
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ASQ Rochester Section

Night with the Rochester Americans
Saturday, January 17, 2004 at 7:00 PM
Tickets, Pizza and Wings $10.25

Details www.asqgrs.org

Non Profit Org
US Postage
PAID
Rochester NY
Permit No 216

January Dinner Meeting: Wednesday, January 21, 2004

Implementing a Customer Satisfaction Measurement System
Speakers: Judd Prozeller, VP of Quality and Nola Pearce, Director of Quality
Veeco Instrument’s Process Equipment Group

Program: Development of a customer satisfaction
measurement system for a medium-sized equipment
manufacturing company: various approaches to
customer satisfaction measurement and survey
design, the role of recognition and reward in creating
results, and how the approach has evolved during the
last two years.

Speakers: Judd Prozeller has led the Veeco
manufacturing and advanced research facilities to ISO
9001 registration and is currently leading
implementation of Six Sigma. Nola Pearce is

responsible for the Veeco quality management system.

You can earn recertification units by attending ASQ
dinner and task group meetings.

Location: Logan’s Party House, 1420 Scottsville
Road. 390 to the Scottsville Road exit and go south
one mile.

Customer Service Task Group: 5:00 PM
Registration: 5:30 PM

Dinner: 6:00 PM

Program: 7:00 PM

Reservations: Call 585-234-8630 by Tuesday,
January 20, 2004.

Cost: $15.00 ($5.00 for student members)
Payment: Cash, check or credit card

There is no charge to attend the program only. Walk-
ins and guests are welcome.

Certified Quality Manager Refresher Course
January 15, 22, 29 and February 5 and 12, 2004, 6:00 to 9:00 PM

Ortho Clinical Diagnostics, 100 Indigo Creek Drive, Rochester. Instructor: Deborah Lydick.
Details www.asqrs.org.
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