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 TQM, Six Sigma, Lean, ISO 9000:  

 All stand on the shoulders of Deming 

 Everything is a system 

 Systems have variations 

 Blame the system/process  
not the people 

 Joy of work 

 Intrinsic vs. extrinsic  
motivations 

Overview 

Dr. W. Edwards Deming 

“If you can't describe what you 
are doing as a process, you 
don't know what you're doing” 

“It is not enough to do your best; 
you must know what to do, and 
then do your best” 

“All anyone asks for is a chance 
to work with pride” 
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 Who are the villains in the TQM process? 

 Inertia 

 Anecdotes vs. data 

 Fear of the unknown 

 Time consuming process 

 Organizational culture and support from the top 
 

 Resources 

 TQM Role 

 

Challenges 
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 A systematic approach to reducing waste  

 Continuous improvement 

 Improving quality 

 Streamlining processes 

 

 

 The goal is not to eliminate jobs but to restore work/life 
balance 

 

What is Lean? 
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 VSM – Value Stream Mapping is the stepping stone to identifying 
where/what is waste; the perfect place to start 

 Based on findings, determine which tool should be used next 

 Change Management 
is the foundation – having  
a clear and supported  
approach is critical to the  
success of any of any  
program 

 Sheridan has used 
many of these to aid 
in the development of 
our TQM Program 

House of Lean 
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 5S 

 Sort – Eliminate the clutter 

 Set in Order – Organize and label, set boundaries and limits 

 Shine – Clean (inspection through cleaning) 

 Standardize – Ensure consistencies throughout  

 Sustain – Set plan to ensure system holds 

 PDCA 

 Plan, Do, Check, Act – steps used to work through process 
improvement activities 

 Kaizen 

 To make better through continuous improvement  

 Kaizen events are held for rapid improvement activities 

 

Terminology 

http://www.google.com/url?sa=i&rct=j&q=5S&source=images&cd=&cad=rja&docid=hdUEcjYWXZHrIM&tbnid=Iu94GTyrCyxscM:&ved=0CAUQjRw&url=http://www.niftysol.com/category/blog/5s/&ei=2ki3UYTcIqLB0gG2ioHgDg&bvm=bv.47534661,d.dmg&psig=AFQjCNEoKq6poH3BhxfUI1Kylohfg-5m3g&ust=1371052626776364
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 What is overage and why is it necessary 

 Just how much is enough 

 Challenging old norms 

 Taking risks 

 Using data  

 Engaging people 

 

 

Count Control – Our First Lean/6 Sigma Story 
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AREA IMPROVEMENT 

General housekeeping and safety  +84% 

(average)  

Distance traveled for set-ups Reduced by over a mile (5,400 ft) 

50% improvement (average) 

Usable space +1,500 sq. ft. 

Reduced Inventory 100 sq. ft. 

Reduced searching time  11 minutes/instance 

Involvement 20 events/137 employees 

GREAT IMPROVEMENTS! 





















 

 

 Areas 5S’d 
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 Reducing turnover 

 Improve training 

 Reducing recruitment/onboarding time 

 

Sheridan’s Projects 



23 23 

 Project Charter 

 Value Stream Mapping Event 

Where to start? 
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 Providing clear direction for an effort with targets is critical to 
identifying if the changes made result in improvement as 
well as keeping the project focused. 

Project Charter 

Business Case Goal Statement/Target/Impact

The lack of full staffing in finishing is resulting in production 

inefficiencies and high OT with no end in site.  As a result, we 

need to improve recruiting efforts and reduce turnover.  We are 

not currently getting a good selection of qualified candidates, 

both in number of applicants and quality.  On the flip side, we 

are also struggling with high turnover within the department.  

Both items result in significant cost in both lack of productivity, 

training time and administrative time.

Pool of quality applicants increased by 10%

Full staffing in Finishing by end of year

Reduce turnover by 10%

# of new hires that stay 30 days, 60 days, 90 days, 1yr

Increase referral bonuses given by 2% by end of year

All targets should be improved by the end of the year.

Opportunity/Problem Statement Project Scope

This team will identify why we are not consistently receiving 

good candidates and look at new potential sources.  

The team will also look at turnover to determine why 

employees are leaving and at what point in their employment.  

Trends will be highlighted and we will focus on improvement 

opportunities to reduce the current level of turnover, while 

improving retention.

This project will focus on the Finishing department, but the 

findings will likely prove helpful across all departments.
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 Method for analyzing the current state and designing a 
future state for the series of events that take a product or 
service from its beginning through to the customer.  

What is Value Stream Mapping (VSM) 
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 Identify area to focus on first 

 Determine best approach to complete  

 What tools to use? 

 Who to involve? 

 What is the end goal? 

 Assemble team 

 

Determine next steps 

Data:

Target Statement: Team Members:  

Current Situation: There is a lot of paperwork needed for a new hire binder spread across 14 folders.  There are multiple 

files within each folder, all of which need to printed.  In an effort to be more efficient, printing is currently done in batches 

of 5 and requires time to collate and put into binders.

Streamline the process by creating a single file to print so they can be printed 

on demand without the need to collate or batch.  Goal is to reduce the time to 

2 minutes by year end.

Michael Draper

Kelly Thorburn  

Changeover Elapsed  Time

 Element  Time Elemental 15 45 75 105 135 165 195 225 255 285 315

1 Get binders (5) 30

2 Get sleeves/inserts for binder 15

3
Open files in Critical Illness 

folder (4) and print
75

4
Collate material and put into 

sleeves
60

5
Open files in Hyatt Pre-Paid 

Legal Services folder (4) & print
75

6
Collate material and put into 

sleeves
60

7
Open files in Life LTD STD ADD 

folder (12) and print
195

8
Collate material and put into 

sleeves
180

9
Open files in Medco Rx folder 

(8) and print
135

10
Collate material and put into 

sleeves
120

11
Open files in Orientation 

Folder\printout (1) and print
30

12
Collate material and put into 

sleeves
15

13
Open files in Returns folder (1) 

and print
30

14
Collate material and put into 

sleeves
15

15
Open files in VSP & Hearing 

folder (9) and print
150

16
Collate material and put into 

sleeves
135

17
Open files in 401 K folder (5) 

and print
90

18
Collate material and put into 

sleeves
75

19
Open files in Businss Trvler & 

Identity Theft folder (7) & print
120

20
Collate material and put into 

sleeves
105

21
Open files Dental folder (5) 

and print
90

22
Collate material and put into 

sleeves
75

23
Open files in EAP folder (3) and 

print
60

24
Collate material and put into 

sleeves
45

25
Open files in FSA folder (12) 

and print
195

26
Collate material and put into 

sleeves
180

27
Open files in Medical folder 

(19) and print
300

28
Collate material and put into 

sleeves
285

29 Put sleeves into binders (5) VA 60

TOTAL TIME 50 min 50.0

Sequence

Number

Individual Elmental Times (in seconds)

Changeover Study  - Observation Sheet for Creating a New Hire Binders

Corporate

Materials/Equipment Management

TSG has added

Entry level has been adjusted  -Look at screening

 -Recognition/thank you

 for doing a good job

Working w/scheduling

  to get more time

 - Set crew ops

 - Check schedule 

 and try not to put new  

 -Recognition/thank you hires on difficult jobs

 for doing a good job

  -Journeymen status  - Unplanned treats

  -T-shirt when complete  -Use training manuals/checklists

 -Have ops train as  established

 mailhandlers first  -Informal ambassadors

 -Checklist for mail-  - Say "welcome" to new  -Inform ops if new person

  handlers to use for tasks  hires  is a temp or new hire

  -Operator onboarding   -Ask new hires what they 

 did before coming-small talk

  -Photos w/bios of new hires in area

 -Equal treatment across shifts

 -Brainstorming session held 

 and added incentives

 -Training will help

Future team

Process Environment People

Turnover >20%

Problem 

Statement

Temps-how 

much to train

Poor 

communication

Employees not 

motivated

Training
Lack of 

appreciation

No welcome 

process

Too much OT

Why can't ya 

expectations

Crew changes

People not caring

Lack of feedback

Machines not 

fixed timely

No time for PMs
Loss of benefits 

over the years

Pre-hire, ensure 

good fit for job

Make ee's feel 

good about job

Promote w/in vs 

outside hires

Lack of direction 

for new hires

TURNOVER CEDAC DIAGRAM

Paying debt 

down vs sharing 

Short job 

deadlines

Scheduling 

moving jobs 

No 401K match

OT practice (Sat 

time and 1/2)

No Profit Sharing

Want higher 

wages

Change in 

longevity benefit

Prefer to be paid 

weekly

2-2hr meetings planned to create a plan 
(Jason, Larry Hanks, Pearl, Cindy, Andrew 
A., Glen, Fred P., Jim C.

Operators to work on 
creating - laminate and 
incl. 5S checklists



28 28 

 Flow analysis done for new hire binder process 

 48 min/binder 
 Created new process for orientation 

 3 hours/new hire 
 

Recruitment Project 
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 Created a training process flow for supervisors to follow for new 
employees.  This ensures everyone is following the same process and 
is aware of the expectations. 

 

Recruitment Project 
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 Employees feel empowered to present ideas for change, 
even if radical 

 Confidence that when ideas are presented, follow up will 
take place, even if not accepted 

 Out of the box thinking, employees challenged to look at 
things differently based on exposure to tools 

 Training becomes a priority 

 Continuous improvement becomes an integral part of the 
culture 

Beyond the projects 
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In summary 

 Document your story and celebrate your successes! 

 Encourage continuous improvement 
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Thank You!  Questions? 

Paul Bozuwa and Kelly Thorburn 


