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The Editor’s Corner By Eric STERN, CQA,

Newsdletter Editor, eric@cam.org

SATISFACTION: MEASURE IT, EXPRESSIT

C ustomer satisfaction is a key element of quality. 1SO 9001:2000 makes its
measurement mandatory. Y ou will have an opportunity to learn from and dis-
cuss with Louis Gialloreto some of the means for measuring satisfaction. Exceptionally, the meeting will be held a
Tuesday, March 5. Make your reservation if you have not done it yet.

It is aso the timein the cycle of the section development to ask you, the readers, how satisfied you are with this
Newsletter. Please take a few minutes to answer our survey; as quality professionals you do know how valuable
this feedback is.

A new executive has been elected and functions on the committee need to be filled. Some current members will
continue on their jobs, others positions will be available. Come to our meetings, talk to our officers and discover all
the opportunities for self-development, contribution to the community and shear fun in interacting with a neat
group of professionals.

We notice a strong drop in the number of paid membersin our section. There is no recession in Canada, but we
all know someone who lost ajob or a contract because of economical conditions. In times like these, active partici-
pation in a strong network like the one provided by our association is an effective tool for advancing in our profes-
sional and business projects. There are aso those left behind who now need to put in large numbers of extra hours
to compensate for the loss of manpower in their organizations. Constructive ideas from our community may assist
them in more effectively using their resources and access the power of the association. We asked those who |eft us:

why did they leave and what would bring them back? Y our comments on the subject are al welcome.

This month we have information for members who retire and would like to continue their membership and even

maintain their certification.
It's YOUR Newdletter. Q

Coaching and quality

By Eric STERN

The Newsletter Editor, Eric Stern, is a chemist, MBA,
CQA, who lately has taken on coaching as a part-time
activity and career interest. He has coached participants
in "Self-Expression and Leadership"”, "Communication
Access to Power" and "Communication Power and Per-
formance" courses, people with interest in personal
growth and entrepreneurs committed to breakthroughs in
their business. This article is the third in a series of short
bulletins on what coaching is and how it fits in the field of
quality activities.

A review

Thefirst article in this series "What is coaching” (in
Vol. 50, Issue 6) distinguished coaching as a new profes-
sion directed at discovering the strengths of people, the
facilitation of choices, the enhancement of their produc-
tivity. Some of the tools used by coaches were men-
tioned.
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The second, "Coaching Operating Principles’ (in Vol.
51, Issue 1) described some essentials of coaching: mu-
tual respect, trust, freedom of expression between the
coach and the coaching client, pragmatism, constant
learning by the coach as well as the client, matching of
the interactions to the current condition of the client and,
last but not least, credtivity. A pardle to the Plan/ Do/
Study / Act cycle of continuous improvement was sug-
gested.

Another parallel with quality

tools

Some of the most important tools for quality profes-
gonasinclude fact based, analytical, statistically struc-

(Continued on page5)
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Upcoming Events

By Branimir TODOROV, Program Chair 2001-2002 pms

L earn to measure customer satisfaction and brand loyalty!
Dear ASQ Members,

| am delighted to invite you to the next upcoming activity at March 5, 2002 on Customer satis-
faction and Brand Loyalty. Why customer satisfaction? 5% increase of customer retention can result in 50% profit-
ability increase in the long-term. Exceed customer expectations, enhance employee motivation and decrease cost of
customer dissatisfaction — these are a few key benefits that the customer focused organization enjoys.

Louis Gidloreto, Professor and Director Programming from McGill Executive Ingtitute, will present the evolution
of balanced scorecard measurement and the link between the Customer satisfaction, Brand loyalty and Profitability. A
longtime in the ”brand front” with different multinational organizations, Louis is acting professor, consultant and in-
vited broadcasting speaker. Don't miss this exclusive specia event! Join us! Q

SECTION NOTICE

The following officers have been elected in the General Assembly for the 2002-2003 Executive.

Section Chair: | sabelle Lemieux Vice Chair : Inteaz Alli
Secretary : Martin Gagné Treasurer: Raymond Dyer

The following positions and committee chairs must be filled :

* Examining * Recertification * Newdetter * Koalaty Kid * Education
* DataChar * Membership * Awards * Internet Liaison  * Programs
* Historian

To volunteer for arole on the various committee of the Section, or to obtain further information, please contact: Ber-

nard Doiron at (450) 653-4879. NOTE: To apply for any of the positions above, you must be a member of the Sec-
tion in good standing. The Examining and Recertification chairs must hold avalid ASQ Certification and will not be

able to apply for ASQ Certifications for a period of two years. Q

Looking for a New Career or for a Career Change

By Norman DICKINSON, CQA, Internet Liaison

ead over to www.asgmontreal.qc.ca and from this service.

check out Career Opportunities New quaity- Note to Employers
related positions are being added all of the time. Better Do you have a quality related position that you want

yet why not get an e-bulletin mailed to your In-basket : e .
eech time a new opportunity is posted, 1; I(I)ﬁgl lcs)’y)/ one of ASQ Montred's highly qualified profes-

To sub.scr! be to the serv ICE, just send an ema ! r?qu&t Head over to www.asgmontreal.qc.ca and follow
to n.dickinson@alumni.concordia.ca with "Add . i, e
thelink to Career Opportunities There are specific in-

to Job List" in the Subject Line. The address that you structions on the page. Y ou can also send the relevant

send the request from must be the address that the e- ) . .
bulletins will be sent to. You MUST be amember in information to me & n.dickinson@asqnet.org. Q

good standing of the ASQ Montreal Section to benefit
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ASQ Montreal Section Education Program 2001-2002

The Montreal Section is offering the following courses in 2001-2002. In the past the section has had to can-
cel courses due to the small number of people registering. The more people who register the more courses we can
put on. Five isthe minimum number of people to have a course.

People who take the section-sponsored courses, and spend at least the same amount of time as spent in the
classroom on self-study, have an 80% chance of passing the examination on the first or second attempt.

Certified Quality Engineer
The course covers cost of quality, human resources, inspection, metrology, sampling, reliability, quality au-
dit, statistics, design of experiments, process improvement and modern management methods for improving quality.
The intensive CQE refresher course gives the student a thorough preparation for the exam.

Certified Quality Auditor
The course covers the same genera topics as the 1SO 9001 with the addition of basic Satistics. Students are
expected to do case studies during the course. Topics covered include: audit objectives, audit preparation, audit
conduct, audit reporting and basic statistics.

Certified M echanical | nspector

The candidate will require basic knowledge in: geometry, instrumentation, reading drawings, mechanical proc-
esses, ingpection, sampling, probability and statistics. The refresher course covers these topics.

If there is sufficient interest, other courses can be run since the section has the resources to support them. Call or
e-mail for information.

Course Sart Duration (minimum) | Member Fee | Nonmember Fee
Certified Quality Auditor 28 March 2002 | 7 weeks $649 $749
Certified Quality Engineer 5 March 2002 10 weeks $399 $999
Certified Mechanica Inspector| 28 March 2002 | 7 weeks $649 $749

ASQ Course Registration Form

Course: CQE CQA cwMmI Fee:

Name: Company:

Address: Home Address:

City: Province/State: Home City: Province/State:
Country: Postal Code/ZIP: Country: Postal Code/ZIP:
Send form and cheque to: Questions?

David Tozer (514) 697-3831

ASQ Education Chairman tozerdd@sympatico.ca

159 chemin Stillview,
Pointe-Claire, Québec HIR 2Y1




(Continued from page 2)

tured modes of information collection, analysis, and in-
terpretation and objective models for structuring systems
and processes for optimal results.

Coaching deals with human phenomena, where facts
are often secondary to emotions, interpretations, moods,
and habits. Those who have experience in organizations
have long realized that our choices are influenced not
only by facts and objective understanding of phenomena,
but also by many other factors going much deeper in de-
termining our behaviour.

An essentia tool in coaching is the examination of the
interpretations of the facts. A coach can help individuas
discover how ingrained interpretations can be miseading
and limiting their power. As the root cause analysis helps
discover better tools for dealing with objective problems,
an anaysis of the interpretation of situations can get peo-
ple to redlize that aternative explanations are possible
for specific situations. Those coaching conversations
help discover possibilities never considered before. Rela-
tionships can be easily made more productive when par-
ticipants stop to look at aternative modes of interaction.

Resistance to change is a well-known factor in the field
of quality. It dows advances, reduces productivity and
competitivity. Coaching of key individuals can smooth
interactions, help find the positive interactions that re-
spect the values of participants and generate positive

contributions to al of them.

The manifestation of the effects of coaching can then
be measured by fact-based assessments that quality pro-
fessionals have traditionally used and constantly develop.

Benefits / The practice

The National Association of Business Coaches quotes
an article published in the Public Personnel Management
Journal, discussing the study of 31 managers who under-
went a " conventional" management-training program.
This was followed by eight weeks of one-to-one execu-
tive coaching. The training program itself increased pro-
ductivity by 22.4%. (Public Personnel Management;
Washington; Winter 1997; Gerad Olivero)

The executive coaching, accompanied by the usual
methodologies of goal setting, collaborative problem
solving and other skills, found that the added coaching
increased overal productivity by 88% - a significantly
greater gain compared to the training alone.

The literature is more and more abundant with success
stories, establishing relationships between business, per-
sonal successes and the coaching that supports these suc-
cesses. While the contribution of education and training
to quality has been long well established, coaching, asan
activity that supports the development of individuals and
organizations, starts to be recognized as a significant tool
of improvement.

You can reach Eric at eric@cam.org. Q

Retired or Planning to:

Did you know that the ASQ has "retired" status for its members. Just because you are fully retired does-
n't mean that you have to give up your ASQ membership. Plus, depending on your continuous years as a
member, there is a dues reduction right down to nothing at all on basic dues under the right conditions.

Do you have certifications? They can aso be "retired” as well either in conjunction with your member-

ship of independent from it.

An application form in PDF format is available from our web-site.
For more information call the ASQ at 1-800-248-1946.

Correction:

The easy way to access the Montreal Quality discussion group is at

http://groups.yahoo.com/group/Quality_Montreal/
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Schedule of the executive meetings and events organized for the 2001-2002 season

Date Title Description

March 5, 2002 Customer setisfaction and Louis Gialoreto, Professor and Director of Programming
brand loyalty measurement McGill Executive Ingtitute talks about the balanced score-
card approach to measurement

March 20, 2002 Executive meeting

April 10, 2002 Organization evaluation Pierre I’ Espérance, Qualiso SO 9004:2001 expert and
using 1SO 9004:2000 and the | Nathalie Lecours, senior Quality Manager Nortel Networks
Malcolm Baldrige Award overview their policies for implementation and use.

May 22, 2002 TBA
May 29, 2002 Executive meeting
June 2002 Executive meeting

WE ALWAYS HAVE SPACE FOR YOUR ADS
Please contact Eric Stern at (514) 483-6264, or eric@cam.org

ASQ Certification Exam Dates

D3
fw19) 2002 EXAM DATES APPLICATION DEADLINE
N 5
(Q;(é CQT/CRE/CMI/HACCP/
N~ Certified Quality M anager/Six March 2 January 11

Sigma Black Belt

Please bear in mind

that these exam dates CQE/CQA/CSQE/CQIA June 1 April 5
were correct at thetime
of posting. They may be || CQT/CRE/CMI/HACCP/
revised by ASQ at any ||Certified Quality Manager/Six October 19 August 23
time. Sigma Black Belt

For the |atest dates
) CQE/CQA/CSQE/CQIA December 7 October 4
please contact ASQ di- QE/CQA/CSQEICQ

rectly at 2003

1-800-248-1946. Q ' co1/CRE/ICMI/HACCP
Biomedical/Cer tified Quality

M anager / Six Sigma Black March 1 January 10
Belt
CQE/CQA/CSQE/CQIA June 7 April 4

A repeated request from Norman Dickinson, Recertification Chair: “members who may be interested in
preparing their journalsfor recertification, please let me know”.
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Bernard Doiron, member ship chair, extracted the following data regarding membership and certifications in our
Section 401. Please note that we keep mailing this Newsdletter to former members who are still listed by ASQ for
several months after their paid membership expires.

MEMBER TYPE CERTIFICATIONS

Quality Auditor 36
STUDENT 12 Quality Engineer 24
MEMBER 319 Quality Manager 9
SENIOR 16 Reliability Engineer 4
FELLOW 4 Software Quality Engineer 3
HONORARY Improvement Associate 3
SUSTAINING 3 Mechanical Inspector 2
TOTAL 354 Quality Technician 2

HACCP Auditor 1
Primary 346
Secondary 5 TOTAL 84

Members with more than 1 certification 7
WOMEN 86 Women with certification 10
MEN 265 Men with certification 67

Sustaining Membersin the Montreal Section:

Bombardier, Hydro-Québec and Novaxa Consulting.

Welcome to our new members;

Ms. Carolee M. Cosgrove, Mr. B.A.S. Dammers, Ms. Melanie Dunnigan,
Mr. Luc Lemieux, Dr. Jeff D. McLaughlin, Mr. Carlos Eduardo Perez Alv-
arez, Ms. Linda Plat, Mr. Krishnan Ramanathan, Ms. Maria Rodriguez
Coutino, Mrs. Elena Serysheva

Congratulations to members on
their certification:

Certified Quality Auditors: Mr. Dominic Rivard, Mrs. Linda Reid,
Mr. Charles J. Blair, Ms. Jo-Anne Hodges

Certified Quality Engineers: Mr. Douglas A. Mason, Ms. Jennifer

Finlayson, Mr. Krishnan Ramanathan, Mr. Michel Archambault

Certified Software Quality Engineer: Mr. Carlo Fraticelli




‘@\ SES SGS ICS North America Grou
g P

Meet Today’s Challenges - Exceed Tomorrow’s Expectations
SGSICS Training Setsthe Standard for Excellence

SO 9001:2000 Lead Auditor Course -$1,595.00
(ANSI-RAB NAP Approved)

March 11 - 15
April 22 - 26

Montreal in English
Montreal in French

ISO 9001 : 2000 Internal Auditor Course - $795

March 27 — 28 Montreal in English
April 2 -3 Montreal in French
May 2 - 3 Montreal in English

ISO 9002:2000 Seminar - $295

April 12 English Montreal

May 7 French Montreal
ISO 9001 Internal Auditor - $795

March 25 — 26 Montreal in English

April 17 — 18 Montreal in French

ISO 14001 Lead Auditor Course -$1,795.00
(ANSI-RAB NAP Approved)

April 29 — May 9 Mississauga

One-Day 1994 Internal Auditor Tune Up
To ISO 9001:2000 - $395.00

Montreal in French
Montreal in English

March 18
April 22

SO 9001:2000 Lead Auditor Transition Course - $895

Montreal in French
Montreal in English

April 4-5
May 10- 11

OHSAS 18001 Health & Safety
Internal Auditor - $795

March 20 — 21 Montreal in English

For Information on all training courses and seminars you may call or e-mail
Nicole Auger-Riley in our Montreal office
Phone: 514-695-3310 or 1-888-695-4769 E-mail: nariley@sgs.com

Elligiblefor
SQDM Credit
in Quebec

Early Bird Discounts : enroll more than 30 days in advance

and Receive a 10% discount

All of the above courses can also be provided at your own location.




The Montreal Section Newsletter is prepared he American Society for Quality (ASQ) isanot for profit Soci-

e el e e ety incorporated in 1946 as the American Society for Quality Con-
members and friends. . . . .

Postal addr ess of the Section : trol. In 1997, the Society changed its name to the American Society for
PO Box 39, Céte Saint-Luc Station, Quality (ASQ) to better reflect itsmission " ...(to) advanceindividual
Cote Saint-Luc, Qc, H4V 1H8 and organizational performance excellence worldwide by providing op-

Sl el e il el e portunities for learning, quality improvement, and knowledge ex-

n.dickinson@alumni.concor dia.ca. change "
Editorial team: .
E. STERN, K. FORCIER, JP AMIEL, B. ASQ’sVision Statement :

TODOROV, N. DICKINSON, R. MALLOUH ; . . -
Newsletter Editor : Eric STERN, COA A World of I mprovement Through the American Society for Quality” .

Phone: (514) 4836264 Fax: (514) 4836264 ASQ isasociety of individual and organizational members dedicated
Sielle EIEEEEINIT to the ongoing development, advancement, and promotion of Quality
The opinions expressed in the Newsletter are | concepts;, principles, and techniques. With a network of over 133,000

those of the authors and not those of A SQ. . e s . .
Articles may be reproduced if the source is members in 64 countries, it's initiatives focus on enhancing the quality

Stated. profession and on quality's role in the marketplace. Leading people with
a commitment to quality into action is ASQ's mandate, stemming from

OFFICERS 2001-2002 the belief that the best way to improve quality is by helping people im-

Chai d & SMP:

K th FORGIER prove themselves.

(ﬁ% gggf_ig?og TheMontreal Section, was accepted as the 43rd Section of the Ameri-

Vice-Chair - can Society for Quality in 1950 and designated Section 0401. Q

Dr. Inteaz ALLI, CQA . . .

McGill University The Montreal Section Mission

(514) 398-7920 ) ) )

Secretary: « To promote and enhance the quality profession by provid-

Isabelle LEMIEUX ing support to our Section membership, offering information,

(514) 818-2937 . .

Treasurer: educational programs and events, and promoting the aware-

Raymond DYER, CQA, CQM, ness and value of quality in the community. »

(514) 483-5001

Program & Arrangements:
Branimir TODOROV

BTA Inc.

(514) 843-5115

Member ship:

Bernard DOIRON, CQA
KAYI

(450) 653-4879

Newsletter, Publicity: - -
Eric STERN, CQA Come visit at www.ASQMontreal.qc.ca
Expertech CMSC

(514) 483-6264
Awards & Historian:
Jean-Pierre AMIEL, CQA

i I 2 ates apply for plac-
514) 280-5412 : . .
St Adsze ASQ Non- ing an ad in one

Dr David TOZER (8%2x 11 page) Member Member News etter issue only. Dis-

(514) 697-3831 :
Internet Liaison, Recertification, counted rates are available

Certification & Examining: 1/6 page $55 $75 for the same ad in multiple
Norman DICKINSON, CQA issues,
(514) 334-6102 :

Student Branch: 1/4 page $75 $100 Contact Eric STERN,

Kevin LAFRAMBOISE .
C::cr(])rdiaUniversity Newdetter Editor & Pub-

Gl 88208 1/2 page $135 $165 | icity at (514) 483-6264 or
Thvironmental committes e-mail a eric@cam.org.
(514) 272-4048 3/4 page $175 $210
Directors:
Sam WEISSFELNER, CSQE, CQA

Region 4: Robert D. FISHER 1 page $ 200 $ ZL
Regional : Emilio FALQUERO
STUDENT SECTION: 2 pages $330 $380
Chair: Todd JOHNSON
Johnson@mercato.concordia.ca .
Vice-chair: Harry COIFMAN Sponsoring the $150 $200
Secretary: Victor MIHAIL Newsl etter
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READER SURVEY

Please give us your opinion. We' d like to know if you find this Newdletter interesting and informative. Y our input
will help us make it more valuable to you. Complete and mail this survey by March 15 to our section: Newsl etter
Survey, P.O.B. 39, Cote Saint-Luc Station, Cote Saint-Luc, QC, H4V 1H8. If you prefer to e-mail back a Word-
document ask for the survey form from eric@cam.org. Alternatively fax it to Inteaz Alli at (514) 398-7977.

1. How many stories do you read in each issue?

O All or amost all O More than half
[ Less than half [0 None

2. Rank the following story subjects as.
1. Veryinteresting, 2. Somewhat interesting, 3. Sightly interesting, 4. Not at all interesting
O Details about events

[J Book review notices

O Member certifications and new members

O Leadership, coaching, standards, environment, trends in quality

g Other

3. Rate the newdletter on the following:

Excellent Good Fair Poor

Overall opinion

Writing

Ease of reading

Appearance

4. Stories are generally: O Too long n Too short 0 Just right

5.1 have astory idea:

Comments:




