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Quality is never an accident ....... 
It is the result of Strategic Vision, 
Commitment to Process Improvement and the

Education & Training provided to create 
A Skilled and Empowered Workforce.
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Root Cause Analysis - Keys to Successful Deployment 

For large global corporations and government agencies; for mid-sized and small organizations in all industries and fields, these principles are the ones that will assure you of a successful deployment of root cause analysis for operations improvement.
Success Principles #2:     Select a root cause analysis system that meets your needs. This principle determines what quality of information about your operations problems you will have to work with. The other success principles detailed here will determine how well you work with that information. Assess your information needs for success, establish criteria that your root cause analysis system must meet and invest in the system that best meets your criteria. 
Do you need a quick and informal approach that seeks to get the operation up and running quickly and that does not require a lot of training? Do you need a method that supervisors can use to solve their own operations problems? Do you need a formal approach that will address critical issues and events and that will require more training? Do you need a system that provides all of these capabilities? Your expectations and needs will dictate the degree of formality, time and investment required to produce the kind of results that will meet your goals.

August will include, Root Cause Success Principle Number 3 of 9
Spotlight Article – “ROOT CAUSE ANALYSIS” - 5 Why’s – or 6 or 7 
How some specs seem live to forever………The U.S. standard railroad gauge (distance between the rails) is 4 feet, 8.5 inches.  That’s an exceedingly odd number.  
Why was that gauge used?  

Because that’s the way they built them in England, and the U.S. railroads were built by English expatriates.  

Why did the English people build them like that?  

Because the first rail lines were built by the same people who built the pre-railroad tramways, and that’s the gauge they used.

Why did “they” use that gauge then?  

Because the people who built the tramways used the same jigs and tools that they used for building wagons, which used that wheel spacing.  

Why did the wagons use that odd wheel spacing?  

Well, if they tried to use any other spacing the wagons would break on some of the old, long-distance roads, because that is the spacing of the old wheel ruts.

So who built these old rutted roads?  

The first long-distance roads in Europe were built by Imperial Rome for the benefit of their legions.  The roads have been used ever since.  

And the ruts? 

The initial ruts, which everyone else had to match for fear of destroying their wagons, were first made by Roman war chariots.  Since the chariots were made for or by Imperial Rome, they were all alike in the matter of wheel spacing.

Thus, we have the answer to the original questions.  The United States standard railroad gauge of 4 feet, 8.5 inches derives from the original specifications for an Imperial Roman army war chariot.  Specs and bureaucracies live forever.  So, the next time you are handed specifications and wonder what horse’s “arse” came up with them, you may be exactly right.  

Why did the Romans make them that way?  

Because the Imperial Roman chariots were made to be just wide enough to accommodate the back ends of two war horses.  

Source:  The Motivational Manager, Sample Issue, published by Ragan Communications, Inc.    www.ragan.com   {they note as reference that it was “Found on the Internet, source unknown”} 
Next month, another Spotlight Article that might just encourage improvement / change
Life Lessons Learned – “A Different Spin on Customer Service”
Setting the stage: I met Dale while attending a conference in Philadelphia a few years ago. He was one of the scheduled speakers for the day, but I had an opportunity to enjoy his company before his presentation. That experience provided me with a life lesson.

Figurative Dawn: Dale had recently returned from a long planned vacation with his family to a high end resort in Scottsdale, Arizona. He was pleased that his wife and two daughters really took to the resort, especially the Olympic sized pool. After two days at the pool, all the lotions and sun screens and bottled water products needed replacement, so his mission this day was to trek to the gift / sundries shop. 

Figurative Noon: As Dale crossed the lobby, a tall, large man wearing a black cowboy hat (not meant to sound gratuitous) and speaking with an easily recognized Texas accent said, “Grab my bags and follow me.” Confused, Dale grabbed the man’s bags – both heavy – each weighing as much as Dale and followed the Texan - out the lobby door and down the long pathway to an eventual townhouse. Dale had me smiling when he said the temperature was 120 degrees and that “dry heat stuff” was bunk because when he reached the destination, he was soaked with perspiration and drained of all his energy.
Yep Dusk: The Texan (Joe) reached into his inside jacket pocket for his billfold and pulled out $50.00 and stuffed it into Dale’s shirt pocket. With that, Dale said, “I don’t want your money”.  Joe responded with,”but I always tip the help”. Dale followed with, “but I am not the help”…...Really confused, Joe reviewed the facts – “OK, I asked you to get my bags and follow me from the lobby, toting two bags; each weighing 50-75 lbs. on a scorcher of a day with temps approaching 120 degrees and you refuse my tip – WHY?
Right on time, Sunset: Dale tried to explained, “That is very simple Joe. I am not an employee of this resort and in fact, my family and I have the townhouse next to you. I will be sure to bring my wife and daughters over after I rescue them from the pool. That reminds me, I need to purchase sun tan lotion for my family”. 

Hold the Sunset: Whoa, Whoa “If you don’t work here, then why on earth did you carry my bags in this awful heat”?  Dale answered, “Because you asked me to”. At the time of your request, you were a customer of this resort that needed assistance. The other regular resort employees were otherwise engaged and I was merely going to the gift shop. You asked and I responded. A customer is a customer and customers are perishable. So I helped you. No big thing and I do not need the $50, but thanks anyway.

Summary: I guess I should mention that Dale and Joe are very real persons. I should also point out that Joe (the Texan) was and still is the CEO of a very large oil company with offices and plants all over the world and Dale is a medical doctor from Tennessee with an affinity for motivational public speaking has been retained as the Global Corporate Trainer for the company as a result of this incident. 

Lesson:  “You can’t judge a book by its cover” or “It may not be your job – So what” or “A little kindness is richly rewarded” or “What does a gift horse look like anyway?
August will include, another Lessons Learned that may inspire improvement / change.

*******************************************************************
Deming Points
“It is not necessary to change. Survival is not mandatory.” - W. Edward Deming
As previously mentioned, most of us that work under the umbrella of Quality have heard of Deming. I happen to be a disciple of his body of work and as such, consider one of W. Edwards Deming’s major contributions to the field of quality and organizational development is his 14 points.  The 14 points provide management with a guide for modifying its process to create performance improvements within the organization. 

Deming’s Point 2 - Adopt the new philosophy

In today’s face-paced environment, the old ideas of conformance to specifications and top-down management must be replaced by the concepts of continuous and never-ending improvements, with involvement from all employees.

August will include, Deming point Number 3 of 14
*******************************************************************
Recommended Reading
I will repeat the fact that these days I migrate toward books and articles that inspire or motivate or provide purpose. One of my favorites from the past is Gung Ho! Turn On the People in Any Organization by Ken Blanchard & Sheldon Bowles. It reads quickly and provides a few thought provoking points, which will be shared with you over the next few months.
THE SPIRIT OF THE SQUIRREL

Worthwhile Work
B.
Everyone works toward a shared goal.

(
Goal sharing means buy-in, not announcing. Trust and putting team members first lead to support for goals.

(
The manager sets critical goals. The team can set the rest. (People support best that which they help create).

(
Goals are marker posts you drive into the future landscape between where you are and where you want to be. They focus attention productively.

August will include part 3 of 3 - the Spirit of the Squirrel
Lean Terms and Descriptions
Build to Schedule (BTS): A measure of how well a plant produces the correct volume, mix, and sequence according to customer requirements.

Cellular Manufacturing: Manufacturing by the use of cells
Changeover Time: The time between the last good piece off one production run and the first good piece off the next run

Current Reality Trees: Is a problem-analysis tool, aids to examine cause and effect logic behind our current situation

 Conflict Resolution Diagram: Also referred to as ‘evaporating cloud’ is used to resolve hidden conflicts that usually perpetuate chronic problems
******************************************************************* Friends of Quality
3. QUALITY DOES NOT TAKE TIME – IT SAVES TIME
4. WHAT GETS MEASURED – GETS MANAGED

Next month, Friends of Quality 5 and 6 and then stay tuned for Enemies of Quality
*******************************************************************
Quality Terms and Descriptions
Brainstorming: A technique used to generate a large number of ideas in a short period of time.  It helps to generate creative, original ideas with participation of the entire group.

Brain Writing: A nonverbal form of brainstorming.  Ideas are written on paper by team members then papers are exchanged and more ideas are written.

Cause and Effect Diagram: A diagram that relates causes and effects.  It sorts ideas into useful categories for determining root cause of a problem.
Check Sheet: A prepared form used for collecting and analyzing data.  It can also be used to record that steps to a process have been completed.

Contingency Diagram: A diagram that identifies and pictures what might go wrong in a process and ways that these problems may be avoided.
Lifting your Spirit - (hopefully)
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Next month, another picture to bring a smile to your face or to encourage a chuckle.
*************************************************************************
Shameless Plug
This newsletter is published monthly (© 2007 Michael T. Walsh) and distributed by the Quality Solutions Group (All rights reserved), PO Box 1001, West Yarmouth, MA  02673; Bus: 508.775.5479; Cell: 508.367.9257; Fax: 508.437.5580; www.QSG.net. 
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We encourage sharing our newsletter in whole or in part; by friends, family and fellow employees - provided copyright and attribution is included. Archived newsletters are available for download from the website. We hope that any and all of the Quality Tools, Tips, Terms, Techniques or other features contained herein will assist you with your education and training projects. Additionally, should In-House Education and Training services be required, please visit the website for a complete listing of course modules and series education, certifications programs and mentoring services and then contact us at your earliest convenience. To subscribe or to be removed from distribution, please visit www.QSG.net/newsletter.












QSG: Specializing in Lean Supply Chain Management/Strategic Quality Tools Education & Training


