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WE WELCOME YOUR 
· . IDEA~REALLY! 

T·. · ··he Conduct ~f Oper(ltions ~ · 
. Quality Assurance team, 

COQA, wants ideas and propos(lls 
. _that will improve the quality of 

serviCe .we provide to o.ur cus:
tomers; the.quality 'of.life at t~e 
Laboratory, or our own Working 
conditions. We do not need for
mal proposais, butwould appreci- · 
ate estimates of the ·resources 

•. required and the be,nefits to be . 
derived. Because our budgetis. 
smail, we may not be able to fu'nd 

·. · all deserving proposals, butwe 
may provide seed money or nego- .. 

. tiate a ~est-sharing arrangement 
with the Departmentconcerned. 

. . 

. · ·T· here are rio constraints on . . 
. . proposals: anything of value . . . 
to a sing I~ individual or to the . 
whole Laboratory will be consiq-

. ered . Wewill consider each pro
posal within two meeting.s (nor- . 
mally one month); if tentatively 
approved, we will discu'ss its feasi~ 
biiitywith t~e Department Head 

Vol. ~(-- N o: 1 

N~W NAME FORNEWSLEITER ·· 
. . . . 

I. 
n the first issue of this ne\Vsletter We. invited readers to submitideasfor nam
ing our publication. The winning name is now in our masthead. Sirice .the 

responses were, confidentii:il,.the identity of the person . who suggested the 
arresting idea of a frog is unkr;10wn, and we wish that person would leap for~ 

· ward and let us know..who you are! To be recognized, please contact Sam 
Gibson, x4i34or ICSD_QPC@fbl.gov; . 

And remember-QPC is the ICS Division Office for 
Quality, Peitormanc~, ~ndCustomer. Service. 

THE COQA TEAJ1-1 

C ·. ~rrent team members are Cynthia C-ool~ han, Ma~k Durst, Sam 
· ·. . .· ·. Gibson, Harvard Holmes, Louise Millard, Sandy Merola, Russ· . 
~onteUo, Nora Onrofe, Sig Rogers, arid Dave Stevens. The Conduct 'of . 

· Operations & Quality Assurance team meets tWice mOnthly, on the 2nd an(:! 
4th Fridays. You can contact .ali'COQA team members simultaneously by using · 
the"e-maii address ICSDQuality@lbl.gov. · · · 

. QUALITY SUGGESTION $l)CCESS 

.c.
: . rystal ~tevenson, a Tt:io illustrator, sl!ggested a way_ to improve the quafi ,. · .· 
. ty ofthejobs other co-workers and hers~Jf: adding an optici:tl storage 

system to their computer network. The large files this group workswith cause 
delays in providing final products to customers.· Acting .on this quality sugges-

. tion; COQA allocated funding for a 128-megabyt:e APS read~write Optical. drive · 
·.and re-writable optical disks. Now in operation, this drive can easily. be moved · 
from one workstation to another. The syst~m is being used for back~up of large 
image fil~s and sending large publicati,ons out to service bureaus. Th~ medium 
enables the TEID 'illustrators to output higher quality images and eiiminates ·.tbs;..:..-
need to brea~ 'up and compress files on~o num~rous floppy disks.. ~ 

. or other managem;ent 1 and then 
.. · make a final decisionwithin two : 

more meetings. The submitter will 
be keptinformed of progress: 

Thank you, Crystal, for your quality suggestion! n .~ 
.-.. 0 1T1 . 

. . . ,. 

··P· ~oposalsfor qGality may be 
addressed to COQA at 

ICSDQuality@lbl.gov, · 
Sam Gibson 

. ICSD CUSTOMER· 
SERVI,CE. LIST-

-s 0 ::0 n m m 
.S:: VI Z _. (") 
Ill .z 1T1 
c-+0 . 

. ' . ·. . . . . . . .· . . ·• . . ' CD c+ g . H··. a~e you ever been st_umped when ~sked a question a b. out a resourcEtxf>rO·· ~ 
·· · . v1ded by som~body 1n .ICSD?You n()W have access to a searchtool·ttr ~ _ __:_ 
· help you connect our customers with the appropriate person. . · . 10 

Bill Benson and Marty Gelbaum are working to make this ~ 
. information (currently available inFileniaker Pro format) lSl (ICSD _ QPC@Ibl.gov; 

MS .SQB:-2258) oi 
Dave Steve.ns . 
(DFStevens@lbl.gov; 
M.S SOB-2239), 

,.~lliii....J accessible through the World Wi.de Web. To transfer ·. r 

· the Filemaker Pr:o file to your Apple MaCintosh· · ·- ~~_." ·b' "0 
c 
Ill 
I using Appi~Share; in LBL-Sel"iers zone, select .. ·. · ~ · ~ 

WKSG Server. Access IC'SD Aq:ess. The file "_ICSD '< ' •... ·· ....... 
List" is lOcated in the ICSD Cust. Serv. ·ust folder. The 

. . · 
. . 

...... 
·~ 

ID 



list will be updated frequently. If you 
.. have suggestions; . corre~tions, or 

comments, please send them to 
ICSD_QPC@Ibl.gov. lri addition to 
this ·resource ext. 7400 has been acti
vat~d to support ICSD Customer Ser-

. vice activities· such as requestS fo~ re- · 
· sourc;es, requests for infomiati.on, and 
compfaint resolution. If you have . 
ideas on how to publicize this ni,Jmber, 
please advise ICSDQuality @lbl.gov or 
call ext. 7400. . . 

WHAT IS TOTAL QUALITY 
.- MANAGEMENT? . 

T otal Quality Management · 
(TQM) incorporat.es strategic 

plimning; protess 'management, per- . 
formance improvement, and employ
. ee Involvement TQfV!uses·a system
atic approach of Plan (Quality Assur- · 
ance, Heaith & Safe:t)i, Division Self- · 
Assessment Plans),· Do (Function, 

·Facility, & Project Notebooks), Chec;k 
. ·(Self-Assessments, Contract Perform

ance Measures), and Act (Process and 
other Improvement-Teams, Corrective 
Action Plans). 

COQAFY94 
SELF-ASSESSMENT 

COQA dis.tributed a 7cquestion ques
tionnaire electronically to everybody 
.in ICSD to help us estimate the effec-

. tiveness.of qur efforts during ourfirst . 
·year. We received 34 responses to the 
following questions . .. 

1. Have you heard of COQA? 15 yes 
, responses. 

2; What can CbQ.A do to help you? . 
. 1 9 responded either "don't know" 
or with some degree of uncertainty., 

3. Have you heard the term "process 
improvement"? 1 7 _yes responses. 

· 4. Did you see the first issue of the 
ICSD Quality Newsletter? 1 8 yes 
responses . . 

5. Do you have a suggestion for the 
.name of this ne(,\lsletter? . 
The suggestion QPC Frog-ex Press 
was adopted. A future survey will 
reveal. if the attention-getting 
aspect of this name will improve . 
responses to question 4, above. : 

6. How do you know when you are 
doing a good/ quality job? · 
Most responses indicated that 
"satisfied cus'tomers" was the 
criterion of choice. 

7. Do you know what is being dohe 
in ICSD to improve th·c. quality of 

' our customer service/ work? · 
To sum up: "not really." 

. . .. . 

W e now have a baseline that . 
· . . appears to. be located in the 

basement. COQA'hopesto use the . 
Frog-ex Press venue to highlight our 
efforts in ·nurturing ICSD staff aware- · 
ness cit the concept of quality perfor..: · 
maf1ce. If you . would like: a copy of 

. the responses to this questionnaire, 
please contact Sam Gibson, ext. 7400 
or ICSD_QPC@Ibl.gov~ 

··QPC BPLLETIN BOARD 

T ~e QP~ bulletin board is evolv-
. mg. It IS located on the 2nd .. 
floor in SOB, directly across the hall 

· from the SOB elevator. Paula 
Laguna of TEID's Illustration Group 
has designed the displays, which tea~ · 
ture information about some Process 
Improvement Teams, ICSD perfor- · 
mance metrics, and numerous cus
tomer service and performance mate-
rial relating to ICSD staff. When the · 
plaques are removed, they are provid
:ed to the appropriate department 
head for display in the associated 

. group's w~::>rk area. If you have any 
suggestions for .infon:nation to post, 
or any comments about this board, 

. please advise ICSDQuality@lbl.gov or 
ICSD_QPC@ibl.gov, ext. 7400. 

ICSD COMPUTER SERVICES 
HELP DESK ACTIVATED 

G ary jung ha~ announced the 
activation of a Help Desk for 
hardware and software support · 

· of Apple Macintosh and IBM PC plat
forms. Instead of having to dial sepa
rate numbers for specific platfon:ris, a . 
single cal_l to 68S8 during business 

. hours will result in dispatch of the 
appropriate support. 

. . 360° PERFORMANCE 
APPRAISAL FIELD TRIAL 

W. ith the support of Zenger
Miller staff; ICSD has com

pleted ohe phase cit a field trial of a 
performance appraisal process where
in supervisors .are evaluated bytheir . 

·direct reports, their p·eers, and their 
stakehol.der~ as well as by their super

. visors. The definition of a stakeholder 
i~ somebody .Whose work .is directly · 
affected by the wqrk done by the 
person being evaluated: Thi.~een 
brave souls parti.cipated, inCluding 
Stu· Loken, Walter Blount of Human. 

·Resources, ICSo' Department Heads 
Bob Fink, Mar'V Atchley, and Sandy 
tvterola, and ali ofthe members of . 
COQA ZM staff is currently prepar- · 
ing the individual reports and the 
group repqrt. The. results of this 
experiment, along with COQA's · 
assessment of the Zenger~Miller 
process, w ill be revealedin the next 

· . issue .of the QPC Frog-ex Press. .· 

"Researc;h is to see what 
· · everybody else has seen 

. arTd to think. 
·what nobody efse 

has thought."· 
· ·(Albert Szent-Gyorgyi) 
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