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DCASR, CHICAGO CORPORATE PHILOSOPHY

Accomplishes its mission in the spirit of Total Quality Management by
ensuring quality service and products, and on time delivery at a fair
price by:

o Developing a fulfilled, responsive and customer-oriented
work force that is compensated commensurate with
accomplishment.

o Delegating Field Commanders and Directors of Primary Staff
Elements, the authority, resources and flexibility to manage,
and holding them accountable for the results.

o Constantly reviewing how functions are performed and striving
for continual process improvement.

o Encouraging innovation and automation in the workplace.

o Requiring a cooperative effort by all to mutually
accomplish the mission.
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What is TOM

Management

Continuous
Improvement

Enriched
Environment

CONCEPTS

TOM BASICS

Total Quality Management (TQM) is an initiative adopted by DoD to
continuously improve performance at every level, and in all areas of
responsibility. Within DLA and more specifically DCASR Chicago, the
basis for the adoption of the TQM philosophy is to provide improved
service to both internal and external customers. TQM combines funda-
mental management techniques, existing improvement efforts, and spe-
cialized technical skills under a rigorous, disciplined structure focused on
continuously improving all processes. Unlike the quality programs of the
past, TQMfocuses on the processes that create products, as well asthe end
productitself. Instead of placing the responsibility for quality solely on the
Quality Assurance workforce, TQM is to be applied at all levels of the
organization that are generating data and other administrative products
and services. It involves every individual in improving his/her own work
processes, and recognizes people as the most important resource. TQM
embodies a philosophy that says there is a realm of quality in the way we
think, act, conduct our business, and interact with others. TQM must
involve long term relationships, and commitment at all levels toward
continuous process improvement. Top management must be dedicated,
visible, and active toward TQM, and appropriate leadership principles
must be applied on a constant basis.

TOM IN DCASR CHICAGO

The DCASR Chicago TQM Master Plan will serve as the foundation for
the implementation of TQM within the Region. Top management
commitment and dedication to TQM is essential to successful implemen-
tation at DCASR Chicago. While the ultimate goal of our TQM effort is
continuous improvement in providing quality service to both internal and
external customers, it must be recognized that TQM is a mandate for
change in leadership philosophy. TQM requires dedication, commit-
ment, and participation from upper management, as well as the establish-
ment of an environment for disciplined organizational goal-setting
through training, team-building, and worklife enhancements.

CUSTOMER

The definition of internal and external customers is a basic fundamental




CONCEPTS

of TQM. Employees at all levels must learn the requirements of cowork-
ers, supervisors, organizations, and activities within DLLA/DCASR Chi-
cago that comprise internal customers, in addition to those of external
customers--the military services and contractors. Providing quality prod-
ucts or services on-time at a reasonable price requires that we know and
thoroughly understand each of our customer’s needs. Customers must
also understand the capabilities of the processes which we use to produce
products or services. Both parties in the customer/supplier relationship
must work together to ensure that needs and capabilities are correlated to
the maximum extent possible.

EMPLOYEES

DCASR Chicago’s largest and most valuable investment is in its employ-
ees, and people are our most important resource. Our employees provide
the knowledge and experience upon which DCASR relies, and they are the
most essential component in continuous process improvement. Since
process knowledge is crucial for positive change, which is primarily
created through process improvement ideas generated by those who work
within the process, all employees must thoroughly understand their
processes.

TOM TECHNIOUES AND TOOLS
SPC

TQM is not driven by Statistical Process Control (SPC), but instead is
supported by SPC and other analytic tools and group dynamic skillsaimed
at identifying issues and problems, structuring and analyzing data, ad-
dressing areas of specific concern, focusing problem-solving efforts, and
amplifying understanding of organizational processes.

Process Review

Since much of the high cost of poor quality comes from processes that are
allowed to be wasteful, structured problem-solving methodologies will be
used to identify opportunities for improvement. Critical points in the
process can be selected and measurements taken in order to determine the
most likely causes of the chronic waste of time, materials, and other
resources.

Satisfies Customer
Needs

| Recognizes the

Importance of
People

Process Analysis




CONCEPTS

Management Skills

The successful implementation of TQM _requires that managers learn to

change their focus from planning, organizing, assigning, controlling, and
enforcing in order to develop relationships with their subordinates as a
Top Level coach/mentor/teacher. Managers must begin to “manage by walking

op ~Eve around”, and utilize SPC as an analytical tool to measure progress while

Commitment continuously improving processes. Continuous process improvement
requires that people know and understand their jobs. Managers must also
bave an understanding of their employees’ jobs, and be sensitive to
“process blockers” that must be cleared in order that the full potential of
the workforce can be realized.




METHODOLOGY

HOWTO

Cultivating TQM as a way of life for DCASR Chicago will require
development of a TQM structure, identification of responsibilities, proc-
ess measurement, and establishment of accountability for results. It will
also require commitment by all levels of management to track implemen-
tation and progress. TQM will be translated into improved products and
services through the repetitive, continuous use of a process improvement
cycle which consists of:

o identification of work processes
o identification of relevant measurement points

o identification and prioritizing of opportunities
for improvement

o implementation of the best solutions
o monitoring effectiveness

o driving out the fear of the unknown

TOM STRUCTURE AND RESPONSIBILITIES

The DCASR Chicago TQM structure (Appendix A) will consist of an
Executive Steering Committee (ESC) comprised of heads of Primary Staff
Elements and Field Commanders, four (4) Executive Working Groups
based on the teams established for the Transition I meeting in Blooming-
ton, Indiana, and subordinate working groups within the SLFAs and
Primary Staff Elements. The composition of the subordinate working
groups will be determined by each Field Commander and head of a
Primary Staff Element. The subordinate working groups will consist of
workers across a field of disciplines who gather not only to solve problems
at the lowest level possible, but also to formulate new ways to achieve
continuous improvement. The Executive Steering Committee will report
to the Region Commander, and is chaired by the Director of the Office of
Policy and Plans, which is the focal point for TQM implementation at
DCASR, Chicago. However, the overall DCASR, Chicago TQM effort is
the responsibility of the Region Commander assisted by the ESC.

Upper Management
Involvement




Establish TOM
Philosophy

METHODOLOGY

The Executive Steering Committee will advise the Region TQM Facilita-
tor in the preparation of a TQM implementation plan which incorporates
the methodology and improvements established by the Headquarters
DLA ESC, and identified in the DLA PSE TQM plans. The DCASR,
Chicago TQM implementation plan will also contain the process improve-
ment philosophy established by the Region ESC in the areas of human re-
sources, acquisition, and improving internal operations and the image of
DCASR, Chicago, in addition to procedures for tracking progress toward
our improvements. Appendix Bincludesa list of DCASR, Chicago’slong-
range TQM improvements, and the related statements cf principle with
associated process improvement plans.




DCASR CHICAGO TGM PROCESS
IMPROVEMENT PHILOSOPHY

DEVELOP A TOM TRAINED WOKXFORCE

Initial TQM training will be directed at upper management, and a cadre
of employees who will serve as on-site instructors for the remainder of the
workforce, since it is not feasible to send all employees off-site to formal
TQM training classes. All employees will eventually be provided with
skill-building tools aimed at improving specific TQM capabilities. DCASR
Chicago’s TQM training will consist of six elements:

o orientation of upper managers and supervisors to
TQM concepts

o training of designated employees as TQM instructors
for the Region workforce

o training of the Region TQM Facilitator who will
serve as an in-house consultant in support of TQM
operations

o establishment of TQMNET between the Region and
Field Commanders and heads of PSEs to keep the
program and training opportunities in the forefront

o identification of continuing TQM training
opportunities for all employees

o establishment of the necessary processes to
administer the TQM training program

While training will be a continuous effort, a successful, organized ap-
proach to TQM requires that the highest levels of management receive
proper training as a priority in order to ensure that they understand,
demonstrate, and can teach TQM principles and practices before expect-
ing implementation from their subordinates. Once top managers are
trained in TQM principles and practices, the training of middle manage-
ment and other personnel requiring specialized training will commence.
Because of DLA’s emphasis on building TQM incentivesinto the procure-
ment process, ACO teams will also receive priority for training in SPC and
other analytical techniques. While DCASR CHI-Q does provide training
in SPC, additional training in other analytical tools will have to be secured.
The Region TQM Facilitator will work closely with DCASR CHI-KW to

Commitment
to Training

Continuous




Internal Barriers

Synchronize

Sensitize
Industry

DCASR CHICAGO TQM PROCESS
IMPROVEMENT PHILOSOPHY

identify additional training needs and resources.

IDENTIFICATION

OF
INTERNAL AND EXTERNAL OBSTACLES

DCASR Chicago, like any organization, operates under policies, guide-
lines, regulations, anc laws from both internal and external sources. If we
are to assure that TQM permeates our daily activities, and fosters im-
provements in our processes, inconsistencies within existing directives
must be corrected in order to eliminate barriers to success.

Managers must identify problem areas that are potential barriers to
quality (i.e., poor communication, lack of training, resistance to change),
because inconsistent signals can sabotage continuous improvement ef-
forts. The TQM philosophy aims at removing communication road-
blocks, promoting two-way communication between leaders and subordi-
nates, and rewarding appropriate behavior.

INTEGRATE EXISTING INITIATIVES

Existing quality improvement programs (i.e., quality circles, MIP, Sugges-
tion Program, etc.) which encompass the principles of continuous process
improvement will be defined and synchronized under the TQM umbrella.

A discussion of some ongoing initiatives or programs which fall under the
TQM umbrella is provided at Appendix C.

CAQ SPECIFIC TOM PROCESS
IMPROYEMENTS
o Use industry outreach network to emphasize the TQM
philosophy

o Reduce the potential for nonconforming materiel
entering the DoD logistics pipeline

o Encourage contractors to reduce costs associated
with production inefficiency and poor quality

o Enhance communications with corporate management




DCASR CHICAGO TQM PROCESS
IMPROVEMENT PHILOSOPHY

o Bvaluate effectiveness of contractor use of SPC and
other analytical techniques

o Eliminate poor performers during pre-award surveys

o Provide current information to buying and
specification control activities regarding
contractor progress and issues relating to
technical data which may require Government action

o Pursue quality producers which will allow reduction
in contract management oversight

INSTITUTIONALIZE TOM WITHIN DCASR CHICAGO

The ultimate measure of successful implementation is the incorporation of
TQM into the everyday activities of the Region. The principles, training
practices, and processes aimed at achieving continuous improvement will
become routine business for DCASR Chicago. The TQM label will |Way of Life
eventually fade from use when continuous improvement is ingrained
throughout the Region as the normal method of operation by all employ-
ees at all levels.
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APPENDIX B

DCASR, Chicago
Long-Range TOM Process Improvements

I. Develop state-of-the-art automation applications for DCAS opera-
tional functions.

[I. Utilize new technologies to maximize the Region’s operational
capabilities and optimize customer services provided.

II. Establish a comprehensive cross-training program for Region-
wide implementation.

IV. Provide extensive computer/telecommunications training to Re-
gion's work force.

V. Develop a comprehensive Region training plan to ensure ongo-
ing employee development and job skill attainment.

V1. Develop specialized recruitment programs for the Region
which are directed at attracting and retaining qualified personnel.

VII. Implement organizational realignments within the Region to
achieve increased operational flexibility and responsiveness.

VIII. Revise and streamline Region regulatory guidance, operational
procedures, and management practices to enhance overall decision
making authority to DCAS managers.

IX. Create a unified DCAS contract team approach to enhance
communication and coordination between buying activities and con-
tractors.

X. Develop and implement specialized programs within the Region
directed at improving productivity and cost effectiveness of DCAS
operations.

XI. Develop innovative mission capabilities directed at maximizing
the efficiency and effectiveness of resource utilization throughout the
Region.




APPENDIX B

XI1I. Direct special emphasis on fostering an atmosphere of creativity
among the entire Region DCAS work force.
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COBRAS MILESTONE CHART

DESIRED OUTCOME: FAIR AND ERUITABLE TREATMENT OF QUR EMPLOYEES

TASE DCASR OFI TIMEFRAME STATUS
Conduct Leadership CHI-FK BEGIN: Sep 89
Effectiveness Survey END: Dec %0
Revise Awards Program CHI-K BEGIN: Oct 89
END: Sep 20
a. Study peer based CHI-kK BEGIN: Oct 89
evaluation system END: Dec 89
b. Review evaluation ALL EBEGIN: Mar Q0
and survey results END: May QO

and other possible
applications in Region

c. Design new program CHI-K BEGIN: Jun 90
END: Aug 90

d. Implement program ALL Sep <90
Develop an Employee CHI-KE BEGIN: May Q0
of the RQuarter END: Jun Q0

Recognition Program

DESIRED OUTCOME: INCREASED EMPLOYEE DEVELOPMENT OPPORTUNITIES

Assure every employee ALL BEGIN: Oct 89
has a quality IDP END: Dec 89
Discuss IDP semi- ALL BEGIN: Jan <0
annually as part of END: Continuous

‘appraisal process

—— — > S — — —_ o T ————— —— - _— A — — —— ———— — T o S o T —— — " ———— — —— o s —— T —— — - ———— i — —

DESIRED OUTCOME: IMPROVED BQUALITY OF WORK LIFE THROUGHOUT THE REGION

Continue Quality of CHI-L EEGIN: May 89
Work Life Improvements END: Sep Q0

a. Mods to completed CHI-W BEGIN: May 89 EBegun
installations END: Aug 89

b. New items (GM,A,G, CHI-C/W Mar 90
Execs)

c. South Rend area CHI-L EEGIN: May 89 EBegun
consolidation END: Aug B89

d. Headquarters and CHI-L Jun 0 EBegun

DCASMA, Chicago move

e. BRBldg. 4 Rehab CHI-L Dec 92

B.5.




f. Fort Wayne office CHI-L May QO Eegun
consolidation '

g. SE/FW/other area CHI-W Oct 89 (design)
office and plant Sep 90 (install)
location systems
furniture

DESIRED OUTCOME: EFFECTIVE LEADERSHIP THROUGHOUT THE REGION

Conduct Leadership CHI-K BEGIN: Sep 89
Effectiveness Survey END: Dec %0
Devel op/conduct CHI-K BEGIN: Mar Q0O
training END: Mar 91
a. Design program CHI-E REGIN: Mar 90
END: Sep 90

b. Conduct training CHI-k BEGIN: 0QOct 90
END: Mar 91

DESIRED OUTCOME: EFFECTIVE INFORMATION DISTRIBUTION SYSTEM FOR
EMPLOYEES

Improve distribution ALL BEGIN: Dec 88
system END: Apr QO
a. Weekly Bulletin CHI-DE Nov 88 Completed

and Region Review
copies for all
employees

b. Mauimize stafef ALL Apr 89 Completed
minutes distribution
through E-Mail. Each
supervisor to open
communications with
employees

c. Identify areas for COBRA TEAM BEGIN: Dec 8%
further improvement END: Apr 90

B.6,
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EAGLES MILESTONE CHART

DESIRED OUTCOME: DECENTRALIZED OPERATIONS

TASK DCASR OF1I TIMEFRAME STATUS

Delegate Budgeting CHI-C 1 Jan 89 Completed
Responsibility

Delegate Resource Mgt. CHI-C 1 Jan 89 Completed
Responsibility

Delegate Position Mgt. CHI-L 1 Dec B9 Completed

Responsibiity

DESIRED OUTCOME: PROPER DISTRIBUTION OF RESOURCES

Baseline Review of CHI-L 1 Jan 89
Resource Distribution

Identify requirements ALL 31 Jul 89
and priorities

Region prioritization CHI-D 1S Aug 89
of all requests

—— i G e et . i . e e . s ot e Bt S S P e . e T — — . —— A o s A e o . — — " o i S T —————— T — - s —— ——— — —— —

DESIRED QUTCOME: AUTOMATION IN THE WORKPLACE

Develop Automation Plan CHI-L & Jan 89 Completed
Identify Equipment Needs ALL Continuous
Identify Training Needs CHI-K Continuous
Equipment Ordered CHI-W Continuous
Equipment Installed CHI-Z Continuous

s e S, G o . S —— ———————— (i Tt e e o —— ke o ——— ———— —_ o — { T ———— — — — S ——— —— " "

DESIRED OUTCOME: OVERHAUL REGULATIONS

List Regulations/ CHI-W 1 Jan 90
Supplements
Construct List of ALl Continuous

“Dumb Things"

Management Review ALL Continuous

DESIRED OQUTCOME: ENHANCE FIELD/STAFF RELATIONSHIP

Identify Skill Bank CHI~-A,8,C,L 29 Sep 89

Establish Procedures CHI-A,(Q,C,L 31 Oct 89

B.9.
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DESIRED OQUTCOME: TIMELY AND SUPPORTABLE PRICING REPORTS

KANGAROOS MILESTONE CHART

TASE

Standardize format
for Pricing Cases

a. Develop a strawman
incorporating DLAM
requirements

b. Solicit buying
activity and
field comments

C. Evaluate comments
and finalize
format

d. Implement format
in the field

e. Reevaluate and

change if necessary

Increase Receipt of
Price Negotiation
Memor andums

Establish policy

m

for exchanging FNMs

with DCAA

b. Order stamps for
retwn receipt
envelopes

c. Furnish return
envelopes to
FCOs/ACOSs

Financial Services
Branch Chiefs to
major customers

Negotiate timely FPRAs

DCASRKR CFI

CHI-AF

CHI-AF

CHI-AF

CHI-AF

CHI-AF/CAOs

CHI-AF

CHI-A

CHI-GID

CAQOs

CADs

CAOs

TIMEFRAME

BEGIN: Jun 89
END: Jun Q0O

Jun 89

Sep 89

Dec 89

Mar <0

Jun <O

Feb B9

Mar 89

Jul 89

EEGIN: Sep B89

END: Dec 89

Ongoing

STATUS

Eegqun

Completed

Completed

Begun

DESIRED OUTCOME: TEAM BUILDING WITH DCAA

Conduct joint meetings

with DCAA counterparts

Educate DCAA on
customer needs

CHI-A/CAOs

CHI-AF/CAO<

Guarterly

BEGIN: Mar 89
END: Sep 89

R 172

Begun

Eequn




Establish wide area CHI-A/CHI-L BEGIN: Jun 89 Begun
networks between END: Sep 89
DCAA and CAOs
DESIRED OUTCOME: IMPROVE PREAWARD RESPONSE TIME AND GUALITY OF
INFORMATION PROVIDED

Develop Expert System CHI-LO/AF Dec <90
for issuing preaward
surveys and collecting data

Train preaward monitors CHI-AF Mar <91
on use of system

DESIRED OUTCOME: EFFECTIVE LEADERSHIP THROUGHOUT THE REGION

Conduct Leadership CHI-K BEGIN: Sep 89
Effectiveness Survey END: Dec <90
Develop/conduct CHI-E BEGIN: Mar <90
training END: Mar <91
a. Design program CHI-H BEGIN: Mar 0
END: Sep 90

b. Conduct training CHI-E BEGIN: DOct <90
END: Mar 91

DESIRED DUTCOME: ON TIME DELIVERY OF A QUALITY PRODUCT

MOUs with top five CHI-AC REGIN: Mar 89
customers END: Sep 89
Establish and use CHI-A/Q Cuarterly Established

Region Contractor of
the Quarter Program

Use unilaterals to CAOs Continuous Folicy letter
establish new schedules issued
for adequate consideration
with uncooperative contractors

B.13.




3

. . . . 1o

[eARJ}u04 [eI13S 13RI swea) butljaysey SMATALBIU] ‘p
UDTIEN[EAT AAlRIIEN
[eARU}J04 (€D213513Pe35 I-1HD AaAaung Jawo3}sn) ¢
uot13en{eAa3 aaljeuueN
{eAeajiog [ed13siiels Na-IHI si(eJ aut] 304

UDIYENRAT SATIRLIEN
leAedjodd (ed13istiels
jewuo4 pazipJepuels I-1HD $340d9y UOL3DY Jaljpy/Siusoday drap g
1ndino 308N0S M3IA3Y

SSHOLVIIANI

*$}11STA JaWO3ISNI 3INpuod
03 sweaj butjayuey buipraoud Aq obedyy)y *ysvlg 0 abewtr reudsajxa ayy burtoueyua pue Butaosdwt ST INOILNO SS
I JI0US

1IX ‘Ix *Ix ‘111 $SON FONIYISIH 3AI1J3r60 IINVY-SNOT NOIIH

[eAeyyiog [ed13siiels 1-1HD AaAaung 103dea3uo] g
uotrien[ea3 aAtjeuueN
[eAe.djiogd [eatrystiels I-1HD Aaaung yssl °Z
uaTien(ea3 aAljeudeN
eAea3joud [earystiiels I-1H) Aaauang sdwo3lsn) °|
1ndino 3039N0s LEIGE ]
1SHOIVIIANI

~obe3tyy ‘ysylg #0 abewl jeuuaixa ay) Burdueyua pue ButAoudwt ST WODLNOD SS3ID0Ud

LIX “IX *XI ‘11 tSON FON3Y343N 3A11J3080 IONVY-SNOT NOISR

[eAes3iog 1PI13S13035 I-1HD suo13sabbng [e12143U33/Sd1d/SdIN *G
satjaed ajetudoadde

0} PaJEUIWISSIP UDIIPWIOSU] 80 ‘30-IHD 19 [ydwey uotjeJuatiyy

SUJODUO] UD §IPQpaady a-1IHd Isejyealsg ,beg umoug, °¢

AJewwng jedtjstiels A-1HD Aaaing (43049SpPO4) 6861 °C

Swaj] ueld uorlly A= 1HD Aaaung (333uutls) Z861 1

1ndino 334N0S M31A3Y
$SHOLVIIGNT

‘obed1y) *NSyaa #0 uotjdadsad feusajut ayy Butaoudwr st FJOILNO SSIJ0Ud

IIX “Ix ‘X1 ‘11 *SON 3DN3Y343Y4 3A1103060 IONVE-9NDT NOIS3

uvotjtsinboy  I3AI1L33080 TWH3INIG

sabue| 3e 21(Qnd 3yl JO 33403NJOM 4O ‘SI03IRIIUOD
4N0 'SJ3W03SND JNO Y3 TM UOTIEITUNWWED Ul JaAauaym obedtyy] ‘ySydq 403 abewr a(qrssod 3153Q YT $0 JUAWAAITYIY

$IVJIINI¥G 40 INBILIVIS SWNd

B.14.




uoT3enieAl aAtljeddeN
[vARUJILO04 [PIT1J3S TG
UOTIPNEAY puddy
uojenfeany puad]
Adewwng (edr13ysijels
uo1}IeN{eA] puddl

inding

O-1H3
H3Q-1HJ

3(q-1HI
3d-IHD

3AJYNOS

etpav—-t13 (W e butrdorasap Aq abedty]y *yGYId 0 abewr [euualxad ayl

IIX. *Ix *xI ‘II

SA3AULNG 4aAWOISND
SB®I3TAIIDY Suolie[ay d1igng SyYSudd 48430 °

ot

s3ybrvgubry -
SA DTy . SMIAN

-

LEIE ]
$SHOLVIIANI

rweuboud (PuOIPWIOSUTL
butaueyua pue Dutacudwt ST JWOJLNO SSIAD0UL

$SON 3JON3IHIH3Y 3AILI3ICA0 3INVH-9NOT NOI93Y

B.15.




PUMAS MILESTONE CHART

DESIRED OUTCOME: IMPROVING THE INTERNAL PERCEPTION OF DCASR,CHICAGO

TASE DCASR OFI

Implement an Image
Improvement Plan

a. Analyze 1982 Survey CHI-C

b. Establish baseline FUMA TEAM
to compare the 1982
employee attitude
survey with the 1969
survey

c. Contract for the CHI-FK
1989 survey and
conduct among
volunteers

d. Analyze the 1989 FUMA TEAM
survey and develop
an Image Improvement
Flan +or DCASKR CHI

e.. Test the Flan at FUMA TEAM
a specific location

f. Implement Flan CHI-D
Regionwide
g. Measure the results Fodsakoff
of the Flan Survey
Schedule Brown Bag CHI-D
Breakfasts

a. Hold breakfast
meetings with employees
and take notes about
concerns

b. Frovide feedback
to employees

Publish an Orientation

Pamphlet

a. Produce draft CHI-DE,DE
pamphlet

b. Froduce final CHI-DE,DE
pamphlet

TIMEFRAME

BEGIN:
END:

Feb 89

Apr 89

Oct 89

Jan 90

Feb QO

Apr 90

Jul 9O

BEGIN:
END:

BEGIN:
END:

Nov 89

Dec 89

B.16.

Feb B89
Jul 90

Sep 88
Aug 90

Apr 89
Aug 90

STATUS

Completed

Completed

In FProcess

In Frocess

In Frocess

In Frocess

In Frocess




DESIRED OUTCOME: IMPROVING AND ENHANCING THE EXTERNAL IMAGE OF
DCASR,CHICAGO

Conduct Customer CHI-L Jun 89 Final Report
Survey In Process
Conduct ISSA Survey CHI-L BEGIN: Aug 89
END: Sep 8%

a. Develop format

b. Conduct survey

Conduct Contractor CHI-L EBEGIN: 0Oct 89
Survey END: Mar <20
a. Develop format Oct-Nov 89
b. Administer instrument Nov 89-Jan 90
c. Analyze results Feb—-Mar <QQ
Develop Image Field Cmdrs BEGIN: Apr 90
Improvement Plan Heads of FSEs END: May QO
for DCASR CHI
Customers
Implement Image FUMA TEAM BEGIN: May Q0
Improvement Plan END: Sep 0

— e e s T i o o —— o — —— . . ot i ok T i e ke ot i S S A oL S s S S — T — " o —— ——— —— ——— 4 > e e i T

DESIRED OUTCOME: IMPROVING AND ENHANCING THE EXTERNAL IMAGE OF
DCASR,CHICAGO BY PROVIDING MARKETING TEAMS TO CONDUCT CUSTOMER VISITS

Develop Marketing Teams CHI-A,(0,C,D BEGIN: JUL 89
END: Oct 89
Q. Identify personnel Jul -Aug 89

available for teams

b. Develop functional Sep-0ct 89
marketing teams, including
training

Develop and implement CHI-L EEGIN: Nov 89
schedule for Marketing END: Mar <90
Team visits

a. Teams visit sites

b. Teams write reports

on standard formats

c. Teams follow—-up with sites

B.17.




Develop Hotline for CHI-DU BEGIN: JUL 89

Customer Calls END: AUG 89
a. Install answering
machine with standardized
message
b. Collect information and

answer calls or forward to

appropriate office
DESIRED OUTCOME: IMPROVING AND ENHANCING THE EXTERNAL IMAGE OF
DCASR,CHICAGO BY DEVELOPING A MULTI-MEDIA INFORMATIONAL PROGRAM

Analyze News Articles CHI-DE BEGIN: JUN 89
and other sources END: SEF 89
for useful information

a. Gather data
b. Analyze data

c. Make recommendations
on use of data

Develop multi-media FUMA TEAM EEGIN: GSep 89
plan END: Nov 89

&. Target audience

b. Develop material for
target audience

c. Disseminate information
(e.g., one article per
quarter in a Buying Command
paper/magazine)

Develop feedback FUMA TEAM BEGIN: Sep 89
mechanism END: Nov 89

a. Random sampling of
audience, using appropriate
techniques

b. Survey selected audience

c. Ask for specific response
from target audience
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APPENDIX C

1. Some of our initiatives to provide a good basis for a
successful TQM organization include:

a. Statistical Process Control. Since January, 1986, 107
QASs have gained a working knowledge of Statistical Process
Control (SPC) through completion of the QA S81 Course.

b. Reviewed the process of making contract payments.
Organized the Contract Accounting Operations Branches into
"cells" to provide for a totally integrated contract accounting
and reporting function. This set up multifunctionally-qualified
personnel who form a flexible workforce with the ability to
respond quickly to a fluctuating workload. 1Internal controls and
quality of work indicators have shown improvement, and misrouting
of contractual and payment documents has been significantly
reduced.

c. Quality Assurance Management. In two DCASMA's and one
PRO we have studied the management of our quality process. By
shifting and realigning management oversight, resources and
corresponding workload, an organizational structure was developed
that should raise the quality of our output. The processes for
review of work and the allocation and management of resources
have dramatically changed, and there are initial indicators of
increased efficiency.

d. Review of the Process of the Contractor's/QAR's quality
effectiveness. DCASR Chicago in cooperation with DLA Operations
Research Office (DORO) has developed QUEST (Quality Effectiveness
Sensing Technique), a performance data evaluation system using
existing previously uncorrelated QMIS reports. The test phase of
the system has been completed, and DLA has approved it for
nationwide implementation.

e. The Office of the Comptroller has a continuous
improvement project called CQUIP (Comptroller Quality Improvement
Project) which looks on a rolling basis at the numerous processes
within the primary 650 accounts. The following three areas have
been reviewed with resultant procedures emphasizing quality
output: the return of improper invoices, emphasis on gquality
product output in all performance standards, and
productivity/quality output competition between sections
competing for a yearly award. Currently under scrutiny are the
quality review procedures in the Finance and Accounting Office
with emphasis on streamlining and integration to ensure
management visibility/assessment of the entire Finance and
Accounting process.

c.1.




2. Recognizing that employee morale is an integral part of
achieving TQM we have taken the following actions:

a. Restructuring of the Office of Civilian Personnel into
multifunctional "teams" each responsible for certain
organizational elements in the Region. Emphasis here is one stop
for the customer with one section leader responsible for quality
to one customer,

b. Maintaining a high visibility Incentive Awards Program in
order to reward performance which promotes and achieves TQM, and
widely publicizing these achievements.

c. Review of the work environment with resultant changes to
reduce employee discomfort and promote an effective work
environment.

d. Review of our process in publishing information to our
employees through use of Desk Top Publishing computer software
has increased timeliness and efficiency of our products.

3. Activities addressing the need to remove communications
barriers to TQM and to focus the Region's organization culture in
that direction are:

a. Top management team meetings/workshops/seminars held
several times per year such as our DIRECTIONS '89 Seminar last
January with speakers from the President's Domestic Policy
Council, the DPSC Commander's Quality Management Staff and
several university professors who gave presentations on
demographics, organization culture, the Federal Government and
the Future, the Myers-Briggs (Personality) Type Indicator (MBTI),
EEO, communicating and listening, and the relationship between
attitudes, performance and leadership effectiveness. A
TRANSITION '89 meeting was held in February to cover strategic
planning, improving working relationships, and clarification of
organizational values. We are working hard to tear down
communications barriers.

b. Conducted 14 two-day workshops entitled "Working Together
- A Practical Application of the MBTI." Our people attended with
the objective of learning more about themselves and co-workers to
work together better.

c. We sent two employees to the "Investment in Excellence"
training-the trainer class. This class relates to the DoD
Posture on Quality statement that "Managers and personnel at all
levels must take responsibility for the quality of their
efforts."”

c.2.




d. Division Chiefs and above are getting together several
times a year on a Region basis to talk about Quality Assurance
and Contract Management procedures. Emphasis here is on
integration of the functions as well as improvement.

e, SLFA commanders and Staff Directors have been trained in
the uses and applications of SPC for quality improvement in the
administrative and managerial areas.

4, We are continually looking at how well the TQM process is
working in fulfilling our mission responsibilities. Some of our
methods are: Activity Effectiveness Reviews (AERs) which give
the Region and Field Commanders a periodic overall assessment of
how effective an SLFA's operations are in all functional areas;
what they are doing well, and what needs improvement. OQur Price
Analysts conduct Should Cost Reviews of contractor proposals to
validate that we will get the product or service at the lowest
possible cost while maintaining quality levels required by the
contract, and an annual Should Cost Review to verify a selected
contractor's overhead expenses. Systems Approach Assistance
Visits (SAAVs) are used by a team of Quality Assurance personnel
to ensure that necessary controls are in place for product
conformance to technical requirements. SAAVs are encouraged
whenever potential product quality problems are indicated, such
as new or problem contractors; excessive number of Material
Deficiency Reports/Records; and periodic findings of CQAP
deficiencies,

‘5. Future actions planned to integrate TQM into Region
processes:

a. We are using our Internal Review staff to ferret out
facets of quality resistance by training auditors to emphasize
productivity improvement in their recommendations, and expand the
scope of audit assignments when problems are identified,

b. A major emphasis on the communications process to include
equipment design, utilization and environmental improvements to
improve user efficiency, reduce equipment downtime and increase
customer satisfaction.

c. Looking at the process of how our people keep abreast of
continuing changes in technical requirements., One area is the
eventual elimination of all Contract Management numbkered letters
and consolidation of regulatory guidance into Region supplements
to DLARs. This will provide concise and convenient availability
of regulatory gquidance.
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