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AMERICAN SOCIETY
FOR QUALITY™

Serving Southern Minnesota and Northern lowa

Process

. Secti h
Hia ha lon 1214 - Our 201 Y GOLD EXCELLENCE AWARD
2005-06

Location: South Central College, Heritage Hall- NOTE: Different Location

North Mankato Campus
1920 Lee Boulevard
North Mankato, MN 56003

Date: March 13th 2008 (Thursday)
Schedule 5:30pm — Registration & Networking
5:45 — Meal
6:30 - Program:
Menu Buffet
Cost $20

Registration: Please contact Lee Andersdreeander50@mac.com by Monday, March 10, 2008

Directions

=f1sE From Highway 14,

— Exit at Lookout Drive / CR 13,
South on Lookout Dr approx %2 Milg
Left on Lee Blvd approx ¥ mile

Tower Bhad

j North Mankato
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ACHIEVING EXCELLENCE THROUGH CUSTOMER SERVICE

A customer service strategy is imperative in todayipetitive marketplace. The importance of service musebegnized
and addressed by everyone within an organization. Becoasgyvice driven organization requires a commitmentopy
management, proper training for each and every employdearaempowered work force with customer friendly systemas a
procedures built around Speed. The following is a synopstiadi the major topics covered in Service Strategidin Jo
Tschohl'sAchieving Excellence Through Customer Serpiesentation.

Customer Service: A Strategic Weapon

Creating A Highly Motivated Workforce

The Service Strategy With Speed

e-Service Competition

Eight Major Steps to Becoming Customer Service Driven
Customer Service Role Models

Building a Legendary Brand

Don’t Hire Employees Who Hate Customers
Empowerment

Training Leaders and Employees

Service Recovery — Loyal for life

About the Speaker:

John Tschohl, called the “guru of customer service” Bime andEntrepreneur magazines, is a best selling author,
service strategist and president of Service Quality Utstithe global leader in customer service. John was born in
Mankato and spent the first 19 years of his life here.

For the last 28 years he has solely focused on helpingipagj@ns drive a service culture through his state oathe
research and ability to emotionally communicate the paivire service strategy. As a service strategist heshow
firms how to crush the competition, rapidly build market slaene build a legendary brand. He will help you
develop a detailed and aggressive strategy to keep your customgusevent them from defecting to your
competition.

Tschohl is dynamic, hard hitting, and inspirational. ekperience and “guru” status provide the credibility altic

to get management buy-in. He will create an emotibaglin using measurable data that CEO’s respond to. He will
provide visionary leadership and help you create a customer fdeas,and visible values and strategies, systems
and methods for developing a high performance workfododan’s message is based on common sense built around
his 36 years in speaking, designing training programs, and gawegla high performance workforce.

He is the author of five best selling books:
Loyal for Life: How to take Unhappy Customers from Hell to Hesavin 60 Seconds or Less

Achieving Excellence Through Customer Servidée bible for organizations who want to learn
how and why to implement a service strategy

e-Service: Speed, Technology & Price Built Around Service

Cashing In: Make More Money, Get A Promotion, Love Your Jobill help you overcome
adversity and reach your potential.

The Customer Is Boss hard hitting book that teaches you how to get and deneavides

www.asq1214.org www.asgl1214.org www.asgl1214.org www.asg1214.org
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2007-08 Section Dinner Meetings:
Unless noted, Section Meetings are

held at Cabela’s in Owatonna.
Registration at 5:30 PM

Dinner at 5:45 PM

Program at 7:00 PM

September 13, 2007 — Calibration — Tour of
North Star Calibration

October 11, 2007 — LEAN — Charles Skinner

November 8, 2007 — Tim Schweizer, Ph.D
from Luther College will speak on TRIZ

December 13, 2007 — Member Appreciation -
Kit Welchlin:

Communication Across the Generations at
Work: Traditionals, Boomers, Xers, and the
Millennials

January 10, 2008 — Michele Hoover: Value
Stream Mapping

February 14, 2008 — Change Management,
Tom Partridge

March 13, 2008 — Customer
Service, John Tschohl
(Mankato event)

April 16, 2008 — Seminar
John Lindland: Process Based
Management

May 8, 2008 — tbd

March Sponsor:

g TRUT

. HARDWARE

March Highlights

The Inside Story:

March Dinner Program

Section Officer Nominations

Spring Seminar Announcement

Job Posting

Minnesota Council for Quality News
Area Quality Events / Events of Interest

New Class Schedule — Spring 2007
South Central and Ridgewater Colleges
Course Revisions / Updates

New Certification Exam Schedule/Fees
Section Leadership Committee

Application deadlineJanuary 11, 200®ast

Exam date:March 1, 2008
Biomedical Auditor Certification
HACCP Auditor Certification
Manager of Quality/Organizational Excellence Certifioati
Quality Inspector Certification
Quality Technician Certification
Reliability Engineer Certification
Six Sigma Black Belt Certification

www.asgl214.org

www.asgl1214.org

www.asgl1214.org
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http://cl.exct.net/?ju=fe3a15757d65067f751472&ls=fde8117670620d7c7711787d&m=ff2f17797766&l=fea016707764067d7c&s=fde51579776d0d7a7d137376&jb=ffcf14&t=
http://cl.exct.net/?ju=fe3915757d65067f751473&ls=fde8117670620d7c7711787d&m=ff2f17797766&l=fea016707764067d7c&s=fde51579776d0d7a7d137376&jb=ffcf14&t=
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Sponsors

August
OPEN

September
QC Inspection Services

October
OPEN

November
Malt - O - Meal

December

Northstar Calibration, Inc.

NORTHSTAR C}QLIBRAHGN-! —

Gaging and Calibration Services

January
Cummins Filtration

ﬁ Filtration

February
Wenger

March
Truth Hardware

TRUTH
. HARDWARE

April
Kato Engineering

Engineering Inc.

Leroy Somer North America
May
OPEN

June
OPEN

July
Northstar Quality, Inc.

NORTHSTAR QUALI’

Your Guide To Success

Ill"

TRUTH

. HARDWARE

Since our beginning in 1914, and more recently since 1955 when we entered the
window hardware marketplace, Truth Hardware people have built a tradition of quality
and innovation, which has placed us in the leadership position we hold today in the
window and door industry.

As the needs of our markets have grown and changed over the years, we too have
changed. Truth Hardware now serves the wood, vinyl, and metal window and door
markets for both residential and commercial applications. Whether it is for standard
order items or those of custom-design, Truth Hardware's commitment to quality and
customer service has earned us a lasting reputation for dependability and reliability in
all that we do.

Currently, Truth Hardware is the largest designer and manufacturer of high quality
operating hardware for windows, skylights and patio doors in North America. Our full
line of products now ranges from simple or complex hinges, operators and multi-point
locking systems, to the sophistication of remote-controlled, motorized systems for
windows and skylights.

Truth Hardware is an ISO 9001 Quality System Certified Company

Interested in being a Section 1214 Spor

We currently have several months available for spahges. If you

think your company would like one of these spots, cdlhddoorhoust
at 507-279-3513 or email him jahn@northstarquality.com

www.asgl214.org
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John L. Lindland, is the Founder and
CTO of QualSAT International, Inc. has a
long history of widespread involvement in

the consulting/ training arena. He has
worked with some of the world’s largest
companies, and is widely recognized as an
influential leader.

John Lindland developed methods and
techniques that are the cornerstone of
QualSAT technology, and have been used by
companies worldwide to achieve
unprecedented success. Lindland was
instrumental in developing the
training/consulting program for Eastern
Michigan University’'s Center for Quality,

and his proprietary methods are still taught in
all of their classes. Aside from QualSAT
International, John Lindland is involved in
publishing and software development, and his
groundbreaking new book called The Seven
Failure Modes (7FM™) has been hailed as
“the missing link” in performing Failure

Mode and Effects Analysis. John has a
Bachelor of Science in Electrical Engineering
from Michigan Technological University, A
Masters of Science in Manufacturing Systems
Engineering from the University of

Michigan, and a Master of Science in
Industrial Engineering from Wayne State
University. He was an engineer for Ford
Motor Company, a director of quality for a
multi-plant automotive supplier, and has been
consulting and training around the world

Process Based Managemer Overview

The Macro Flow Diagram
*  Workshop: Macro Flow Diagram: Documenting
Conditions for Success and Expected Outputs

Defining the Conditions for Success — Adjective Noun
*  Workshop: Conditions for Success

Documenting the Macro Operation Functions — Verb
Noun, Intended Outputs, and Output Requirements
*  Workshop: Documenting the Operating Functions

Documenting the Unintended Outputs (Internal and
External Effects) to the Seven Failure Modes of each
Operating Function
» Workshop: Mapping the Unintended Output to the
Seven Failure Mode Matrix

Documenting the Current Process Controls
*  Workshop: Documenting Current and Possible
Process Controls

Documenting the Current Process Noise Factors

*  Workshop: Documenting Noise Factors on the Noise
Factor Matrix

*  Workshop: Completing the Process Definition Matrix

Discussions during the seming
- Adding the PFMEA Severity, Occurrence, and

Detections risk numbers to the Process Definition
Matrix
Developing improvement plans that improve
preventions and reduce occurrence
Improving product monitoring strategies and product
inspection strategies to reduce the risk of escape

Two Sessions Schedule d: April 16 or 17, 2008

Registration Deadline April 11, 2008
Early Bird RegistrationMarch 27, 2008
(eligible for $50 Cabela’s Gift Card)
Cost:$295Including all Materials
Quality Partners get a 10% discount

www.asgl214.org

www.asgl1214.org
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Position:

Calibration Technician

Description:

The Calibration Technician provides gage calibration, refaservicing on our customers' gaging and
measuring devices, including dimensional, electronic, tofqueg, pressure, mass, and hard gaging. Work
is performed in our accredited laboratory in Owatomsayell as on-site at our customers' manufacturing
locations through out southern Minnesota and the upper Midwes

Key Responsibilities:

1.

w

N o ok

Follow the requirements of the quality management syatehrcontinually improve to meet the
customer and certification requirements.

Perform calibrations, on-site and internally, per compzaipration procedures. Create and file records.

Monitor the performance of calibration standards, coitgadata when directed by procedures, as well
as daily observations of equipment and results to ensilyeaffectiveness. Report deficiencies to
management, and take action to correct deficiencies.

Interface with customers on technical needs and concerns.
Train staff members on calibration activities and praocesl
Participate in and/or implement uncertainty analysismoéiciency testing.

Back-up other operational areas when needed to ensurgveffetlow through for customer
satisfaction.

Knowledge, Skills, & Abilities:

1.

No ok~ wbd

Technical knowledge and experience in calibration operatisgrtainty analysis, proficiency testing,
and general metrology. (desired)

ASQ Certified Calibration Technician certificate. (ded)

Knowledge and hands-on calibration experience. (desired)
Knowledgeable on the quality requirements of calibration ¢ipesa (desired)
Communication, computer, interaction, planning, & organizintisskrequired)
Attention to detail and accuracy of work. (required)

Physical abilities to lift, stand/maneuver, take reaslimfc, related to conducting calibration & repair
activities, both in the lab and on-site in the fieldeq(rired)

If Interested, Send Resume to:

John Moorhouse, President
Northstar Calibration, Inc.
3325 9" St. NW

Owatonna, MN 55060
507-444-9111
john@northstarcalibration.com

www. nhorthstarcalibration.com

www.asq1214.org www.asgl1214.org www.asgl1214.org www.asg1214.org
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BIOMEDICAL FOCUSconference & exposition
March 17 & 18, 2008
Earle Brown Center
Brooklyn Center, Minnesota

MONDAY: MARCH 17

CONCURRENT ONE HOUR SESSION TOPICS:
Regulatory
ISO Certification
Quality System Regulation
Orthopedics
QSR
TUESDAY: MARCH 18

WORKSHOP TOPICS:
BIOMEDICAL AUDITINGwith Dennis Arter
DESIGN VALIDATION AND CONTROLWhat Works
Ways to MINIMIZE AND ASSESS RISK OR PERFORM FMEAS
A short TECHNICAL WRITINGvorkshop
How to handle the changing global REGULATIONS
QSR

Chair — John Moorhouse

Vice Chair — Minnie Dunbar

Treasurer — Lee Anderson

Non-elected — Secretary — Lorraine Morris

If you are interested in being nominated for one of iheet elected positions, contact Lorrai
Morris by Monday March 10, 2008. Nominations will be presgtbethe membership at the
March 13 Section Dinner meeting. If there are more dmnomination for any position,
elections will be held in April.

www.asq1214.org www.asgl1214.org www.asgl1214.org www.asg1214.org
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Spring 2008 Customized Training
Quality & Performance Improvement Courses

www.asgl214.org www.asgl214.org www.asgl214.org www.asgl214.org
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Exam Site Reqistration (2 sites available)

The section has two exam site locations; Owatonna located at Truth, Inc., and Hutchinson located at Ridgewater
College. The default exam site is in Owatonna. It is the site any person taking an exam is automatically assigned
when they register and pay to take an exam. The Hutchinson site is an alternate site. Currently, ASQ can only
register people for one default site. If a person taking an exam wants to be assigned to the alternate Hutchinson site,
they must CALL ASQ at (800) 248-1946 and speak to Ms. Venita Johnson. She is responsible for helping
administrate certification exams for Section 1214, Hiawatha Section. This needs to be done as soon as possible
after registering and paying for an exam. Ms. Johnson will assist anyone who calls with getting transferred to the
Hutchinson site.

www.asq1214.org www.asgl1214.org www.asgl1214.org www.asg1214.org
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Stand out as a quality leader in your organization witAS@ certification next to your name. Enjoy the benefits of
your membership* in ASQ — save $150 on the registration fegnfpiof our certification exams. That's more than
the cost of the annual membership f&ah now. (Click on the Certification name to view more infotroa.)

ASQ
Certification Member

Fee
Biomedical Auditor - CBA $360 $210
Calibration Technician - CCT $305** $155
HACCP Auditor - CHA $360 $210
Manager of Quality/Organizational Excellence - CMQIOE $420 $270
Quality Inspector - CQI $305 $155
Quality Auditor - CQA $360 $210
Quality Engineer - CQE $360 $210
Quality Improvement Associate - COIA $305 $155
Quality Process Analyst - COPA $305 $155
Quality Technician - CQT $305 $155
Reliability Engineer - CRE $360 $210
Six Sigma Black Belt - CSSBB $390 $240
Six Sigma Green Belt - CSSGB $305 $155
Software Quality Engineer - CSQE $360 $210

*Regular, Associate, Student, Senior, and Fellow Memigersive the discount. Discounts are not available omexa
retakes.

**Military fee is $105.00. You must be an active member ofut®. or Canadian military and submit a copy of your
military identification with your application.

Payment: You must include payment with your re-certification journal. Do not send cash. ASQ will
accept check, money order, bank draft, electronic wire transfer of funds, and credit card (VISA,
MasterCard, or American Express).

Please Note: $50.00 of your fee is an application fee and is not refundable.

www.asq1214.org www.asgl1214.org www.asgl1214.org www.asg1214.org
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Name

Contact Information

Committee Position

Lee Anderson
Partners for Change
PO Box 293
Owatonna, MN 55060

Email: Leeander50@mac.com
Phone: 612-963-2399

Chairperson

John Moorhouse
Northstar Quality, Inc.
45526 Linda Lane
Kilkenny, MN 56052

Email: john@northstarquality.com
Phone: 507-279-3513

Vice Chairperson

Lorraine Morris Email: Imorris@goact.net Secretary
Advanced Components Tech, Inc. Phone : 641-324-4262

91 16th Street South Fax: 641-324-3170

P.0.Box 168, Northwood, 1A 50459

Minnie Dunbar Minnie.dunbar@cummins.com Treasurer

Cummins Filtration
311 North Park, Lake Mills, 1A 50450

Phone: 641-592-7395
Fax: 641-592-1315

Lisa Krause

Northland Community & Technical College
1101 Hwy One East, Thief River Falls, MN
56701

Lisa.krause@northlandcollege.edu
Phone: 218-686-8092
Fax: 218-681-0821

Marketing & Public
Relations, Historian,
Internet Liaison Chair

Andy Kollengode
Mayo Health Systems
2012 26th St SE, Rochester, MN 55904

Email: akollengode@yahoo.com
Phone: 507-433-6623
Fax: 507-433-9717

Membership Chair

Brian Knutson
South Central Technical College
1225 3 St SW, Faribault, MN 55021

BRIAN.KNUTSON@southcentral.edu
Phone: 507-334-3965
Fax: 507-332-5888

Education Chair

Michael Oliszczak
Cummins Filtration
311 North Park, Lake Mills, 1A 50450

Email: Michael.oliszczak@cummins.com

Phone: 641-592-7295
Fax: 641-592-1315

Certification Chair
Recertification Chair

Russell Scheller
Kato Engineering

Email: Russell.Scheller@LSUSA.com
Phone : 507-345-2720

Program Chair
Seminar Chair

PO Box 8447 Fax: 507-345-2809

2075 Howard Drive, Mankato, MN 56003

Bill Harris Email: bharris@holmindustries.com Newsletter Editor
Holm Industries Phone: 507-354-3191 Audit Chair

PO Box 187 Fax: 507-354-3193

2523 South Bridge St, New Ulm, MN
56073

www.asgl214.org
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