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The Quality Process
A quality process is based on the belief that a company needs a
 plan in order to provide excellent customer service. The plan
includes several related processes and is ongoing.

The Critical Elements in a Quality System
q the needs of the customer (inside and
    outside an organization) are the priority
q the quality process is supported by all levels

of management
q employees have the knowledge and
    responsibility to improve their work processes
    and make decisions
q a company's products or services are analyzed and continuously

improved

Hmmmm….

"Quality … is never an accident. It is always the result of
intelligent effort. It is the will to produce a superior thing."

John Ruskin

Reflection

Expressions such as "seal of approval" or "stamp of excellence" or
"award winning" or "the people's choice" are often used to describe the
products or services we use or purchase. In your experience, has the
description been accurate?
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The Deming Cycle or Universal Sequence

The key to any quality process is the Deming Cycle or the Universal
Sequence. Notice that it is never-ending.

      Act     Plan
Clarify and normalize Analyze the
the change.

Check Do
Check results.       Make the change.
Was it effective?

process
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Case Study

The management of the Black Cat Diner analyzed the way it served its
customers. They looked at customer comments and observed the
staff. Some things were done well þþ and others things needed
improvement ýý . The following things were observed and rated:

þ diners are treated politely
ý food always arrives at the table hot
ý the buffet table is always clean
þ the service is fast
þ  customers receive their bill quickly
þ the restaurant is well lit and comfortable
ý the washrooms are always clean and
         fresh
   

Refer back to the Deming Cycle and help out the Black Cat
management.

This will lead to the "plan" part of the cycle.

What would come next? And after that?

After all the changes had been checked and normalized, does anything
happen next?

Where do you use the Deming Cycle in your life? Do you use a Deming
Cycle in the class? How do you approach a class assignment? Do you
follow the same process alone as you would do in a group?
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Quality is meeting or surpassing customer expectations or
requirements. It means pleasing customers, patients, patrons, clients,
students; the end users of a product or service.

Measuring Quality

How does an organization or an individual know that they have met or
exceeded customer expectations? What internal tools do organizations
use to ensure that products and services meet set standards?

Have you ever filled in a customer service card? What kind of
organization was it? Have you ever filled in an evaluation form after a
class or workshop? Have you ever been asked to complete a survey or
questionnaire about products or service? These are common methods
organizations use to get feedback from their customers or clients.

Inside an organization, there are basic tools that are used in planning
for, checking and measuring quality.
These are:

q Pareto Charts*
q Fishbone or Cause and Effect Diagrams
q Histograms
q Scatter Diagrams
q Checksheet
q Control Charts
q Flow Charts

There are other tools, but these are the basic ones that track
information.

*See Continuous Improvement Process on page 154 for examples of these tools and the
glossary at the end of the unit for descriptions.
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Catchy Phrases

The only constant in life is change.

What gets measured gets
  managed.

A Day in My Life

Think of yourself as a
customer in every situation you
experience during a day. Track your
experiences. Develop a chart to record your data.
Decide if your needs were met as a customer.
Remember that you can be an internal and an
external customer. Brainstorm the types of
interactions that happen daily. Who do you
interact with? Partner? Trainer? Co-worker? Bus
driver?

When you have collected your data for a day,
choose one of the interactions
you were involved in. An example

could be your experience taking the
bus to work. Now track just this
experience for a week. Fill in a

chart daily. Analyze the kind of
service you received. You may find that the
service was not consistent. Think of reasons that
this could happen?

Deming Home
Page
http://www.deming
.org

National
Quality
Institute
http://www.nqi.ca/
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The Quality Process: Instructor
Notes

Useful Quality Tools

§ Explain the different parts of a bar graph using the one
titled, “# of Days of Rain”

§ Check for understanding by asking questions about this
chart such as, “How many days of rain were in June?”

§ Have learners conduct a class survey to collect some
information

§ Check for their understanding of how to draw a correct
bar graph by asking learners to chart the results of the
class survey

§ Introduce learners to the basic principles of Pareto
Diagrams

§ Have learners work in small groups to go through the
sample to ensure understanding

§ Put learners into small groups and give them the
absenteeism problem at Don’t Worry Home Care Ltd.

§ Ask learners to draw a Pareto Diagram showing the
absenteeism situation at the Home Care

Skills to Practice
q work with bar graphs

and Pareto Diagrams
q develop surveys
q collect and organize

information
q collaborate with

group members
q problem solve
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Tips for Level 5

§ Ask learners to collect some customer service cards or
surveys from various sources – restaurants, stores, etc.

§ Discuss the different ways of collecting information
§ Suggest that learners collect customer service cards or

surveys from a single source such as fast food
restaurants, but from competing restaurants

§ Discuss any differences and/or similarities
§ Ask learners to write their own survey on a topic of

their choice – how students spend their free time, T.V.
watching habits, and so on

Skills to Practice
q work with a variety

of forms with a
variety of purposes

q develop a survey
and collect
information

q compare and
contrast sector
information

Related Benchmarks

Speaking
LINC 4: request, accept or reject
LINC 5: give simple informational advice

Reading
LINC 4: find information in formatted texts: forms,

tables, schedules, directories
LINC 5: identify factual details and some inferred

meanings in moderately complex formatted
text

Writing
LINC 4: fill out simple forms
LINC 5: fill out forms
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Useful Quality Tools

Bar Charts

A bar chart is made up of many parts.  Here are the terms you will
need to know:

1. Legend = the title or name of the chart
In this bar graph, the legend tells us that the chart is about the
number of days of rain.

2. Horizontal Axis = horizontal means from side to side or from left to
right
In this bar graph, the horizontal axis shows us four months of the
year: June, July, August, and September

3. Vertical Axis = vertical means up and down
The vertical axis shows us numbers.  We want to make sure that we
number the axis sensibly.  In our bar graph, it makes sense to show
the numbers by two’s.  It would be difficult to read the graph if the
vertical axis was written by ten’s.

4. Bar = what you draw to show the different amounts

0

2

4
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8

10

12
14

16

June July Aug. Sept.

# Days of Rain
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Collecting Information

Let’s collect some information about the people in your class or even
the people who attend classes at your learning location. We can use the
information to draw a bar graph. For each eye colour listed, find out
how many people have that particular eye colour.

Eye Colour Number of People
brown
green
hazel
grey

Title:  ______________________________________________

Take the information that you collected and show it on the bar graph
above. Make sure you give the chart a title. Also, make sure you label
the horizontal axis and vertical axis.
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Pareto Diagrams
Pareto Diagrams were developed in the 1800s by an economist named
Vilfredo Pareto.  He studied who had the most money in Italy.  He
found that 20% of the families had 80% of the wealth in the country.
This rule was called the 80-20 principle.  This means that there are
often just a few people or things (20%) that make most of the things
(80%) happen.

So, for example, at the ABC Company, 80% of the absences from work
come from just 20% of the employees.  Many companies use the Pareto
principle to look at many reasons for a quality problem and then find
the most critical (important) cause or reason.

A Pareto Diagram is a bar graph with a line graph added to show us if
one category has more data than another.  If it does, then we have
found the most critical reason for the problem.  Let’s use an example
to help us understand.

The owners of the Black Cat Diner asked their customers to fill out
Customer Service Cards.  After three months, they looked at all the
cards.  This is what they found:

Comment Number of Negative Responses
Diners are treated politely. 5
Food always arrives at the table hot. 32
The buffet table is always clean. 19
The service is fast. 3
The customers receive their bills
quickly

2

The restaurant is well-lit and
comfortable.

1

The washrooms are always clean and
fresh.

15
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Worksheet: Poor Customer Service Data
Category Poor Service

Frequency
Cumulative Frequency Cumulative

Percentage
Hot Food 32 32 42
Clean Buffet 19 51 66
Clean Washrooms 15 66 86
Politeness 5 71 92
Fast Service 3 74 96
Bills Received 2 76 99
Comfort 1 77 100
TOTAL NEGATIVE
COMMENTS

77

How to fill out the Worksheet:

1. Write the Comments in the Category column.  Feel free to re-
write them so that they are shorter!  Make sure you list the
comments starting from the one with the most negative
responses (Hot Food = 32) to the one with the least (Comfort =
1).  Add up the total number of negative responses (77).

2. To calculate the Cumulative Frequency, notice that the
cumulative frequency for Hot Food is the same as the number
the Poor Service Frequency column. To calculate the others,
add the number for Hot Food to the number for Clean Buffet
(32 + 19 = 51) So, 51 is the cumulative frequency number for
Clean Buffet.  Clean Washrooms = 32 + 19 + 15 = 66.  Continue
until you reach the last category, Comfort.  The cumulative
frequency for Comfort should be the same as the total.  (77)

Remember to list the items from the most
to the least.
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3. To calculate the Cumulative Percentage, follow these steps.
It’s a good idea to use a calculator for this!

Cumulative Frequency ÷ Total Negative Comments × 100  

So, for Hot Food…
32 ÷ 77   × 100 = 42%

Let’s look at how the Pareto Diagram would look for the Black Cat
Diner.

A Pareto Diagram will show you whether one item is causing a lot
of the problems.  In this case, a lot of the data is in one category
– Hot Food.  So, if the restaurant focuses on the Hot Food
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Hot Food Clean Buffet Clean
Washrooms

Politeness Fast Service Bills Received Comfort

Poor Service
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problem, it will bring about the most change in how customers
feel about the Black Cat Diner’s customer service.

Now, it’s your turn!

Don’t Worry Home Care Ltd. is worried about their customer
service.  They are not sure what the main problem is, so they
have started to look at many areas of their service.  Absenteeism
is one problem area.  They decided to look at the absenteeism at
their 5 locations over the past year.  This is what they found.

Location Number of Absent Days
1 22
2 61
3 94
4 14
5 19

Worksheet: Absenteeism at Don’t Worry Home Care Ltd.
Location Absenteeism

Frequency
Cumulative
Frequency

Cumulative
Percentage

Total Absent
Days
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Charting Absenteeism

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

Checklist:

q Legend
q Horizontal axis
q Vertical axis
q Bars

Have you remembered all of these parts to make up your chart?
What can you conclude from this information?
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Customer Service

What is Customer Service?

It is any contact between a customer and an employee. With good
customer service, the contact results in a positive experience.

Customers want good customer service or even excellent service. They
want an employee to listen to them politely with full attention. They
want a quick response, but a thoughtful one. They do not want to be
ignored or made to wait while the employee is speaking on the
telephone.

They want to be helped to reach their goal: buying a new
car, dinner, medical treatment, getting off the
bus at the right stop or buying an ice-cream cone.
As you can see by these examples, customer
service is an element in every business and
service delivery.

What is an Internal Customer?

Organizations now refer to the internal and the external customer.
The external customer is one from outside the organization. The
internal customer is someone you work with in an organization. Think of
a production line of workers putting labels on boxes. Each person on
the line has a customer/employee relationship with the person on
either side of him/her. The whole line has a customer/employee
relationship with the packing department, the sales department, the
quality assurance department and every other department in the
organization.



CanadaWorks    WTS Workplace Training and Services

140

Why is it important to have positive interactions between internal
customers? Without positive, productive contacts among all employees,
profit is affected. The same result occurs when an employee offers
poor customer service to an external client or customer.

Think about customer service in the health care professions. If you
were a doctor, your internal customers would be everyone you need to
successfully treat your external customer, the patient. Internal
customers could include nursing teams, specialists, aids, lab
technicians, kitchen staff, office staff, porters, cleaning staff, etc.
The positive action resulting from excellent customer service may be a
patient's good health.

What about education? Are there internal and external customers?

Reflection

As you go through a day, how many times are you in a customer service
relationship?  Are the experiences positive or negative? What makes
them work?

Person (s) Internal or External Positive or Negative Result
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Hmmmmm……

Why do we leave a tip when the service we receive at a restaurant is
lousy?

Do the math…

q 98% of unhappy customers, patients or clients never complain about
rude behaviour but

q 90% will never come back
q each will tell their story to nine or more people

How does this affect a company or service?

Do you have a story about good or excellent customer service?
Or bad customer service?

What do you think about this comment?

"If you like our service, tell your friends.
If you don't, tell us."



CanadaWorks    WTS Workplace Training and Services

142

Catchy Phrases
The customer is always
right.

Service with a smile.

Attitude + Knowledge = Good Customer Service

the right attitude          the right knowledge
þþ positive outlook þþ knows available
þþ neat, tidy in     goods and services
   appearance     þþ knows organization
þþ welcomes customers þþ knows current prices
þþ listens actively       policies

  

Customer Service and
Communication

q face-to-face
q telephone
q fax
q e-mail
q e-commerce
q memos
q letters
q 

q 

Can you think of others?

Customer Service
Handbook
http://www.fastcompany.co
m/fc/service/text.html

Lots of articles on
customer service
http://www.epinc.com/CUS
T/custtip1.htm
or
http://www.phonepro.org

Better Business Bureau
http://www.bbb.com

Customer Service and
telephones have a unique
relationship. There is a
wealth of material related
to providing customer
service by telephone. Some
resources are listed in
Resources.  As e-commerce
(buying/selling via the
internet) grows, customer
service will become an issue
for both customers and
organizations.
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Customer Service:
Instructor Notes

The Learning Chain

§ Brainstorm (with the group) the internal
customers in their learning environment by asking
the following question: Who are the people who
help us learn?

§ Print a list of job titles rather than individuals’
names on a flip chart, whiteboard or blackboard
and ask learners to copy the list

§ Make sure learners include individuals such as:
federal government, LINC Assessment Centre
school board/community agency, volunteer,
program co-ordinator, daycare workers, a family
member, transit system, etc.

§ Have each learner print one job title in large
letters on a flash card

§ Ask the whole group to arrange and tape the flash
cards on the whiteboard or blackboard starting
from where the learning process begins (i.e.
federal government) and where the process ends
(learner)

§ Explain that everyone in The Learning Chain is
connected and that learning happens when the
members of the chain do their jobs (which means
provide good customer service)

§ Brainstorm different problems that can stop the
internal customers from providing good customer
service

§ List potential problems below the appropriate
flash card and discuss effects

Skills to Practice
o propose suggestions
o copy text
o follow instructions
o give opinions
o arrive at consensus
o describe potential
   problems and effects
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Tips for Level 5

§ Ask learners to put the brainstormed job titles
into a basic flow chart to show the learning
process

§ Ask each learner to write about the effects of
the potential problems

§ Ask learners to write about either a good or bad
customer service experience with regard to their
learning

Skills to Practice
o write basic flow chart
o write effects of potential
   problems
o write a brief report (100
   words) about a personal
   experience

Related Benchmarks

Speaking
LINC 4: relate common daily routines and activities
LINC 5: ask for and give information
             (e.g. educational and employment)

Writing
LINC 4: copy short texts to record information
LINC 5: reduce a page of information to a list of

important points

Writing
LINC 4: fill out simple forms
LINC 5: fill out forms
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The Learning Chain ''

The People in Our Learning Process

1.     _________________________________

2.     _________________________________

3.     _________________________________

4.     _________________________________

5.     _________________________________

6.     _________________________________

7.     _________________________________

8.     _________________________________

9.     ______________________________________

10. ______________________________________

Don’t forget… These people are our internal customers!

Breaks in the Chain
§ ___________________________________________

§ ___________________________________________

§ ___________________________________________
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Continuous Improvement

Continuous Process Improvement (CPI), Continuous Improvement
Process (CIP), Continuous Quality Improvement (CQI) all mean the
same thing. For clarity, we will use CIP.

What is Continuous Improvement Process?

It is a philosophy, a methodology or system, and a way of doing
business. It is a methodology applied to every step in a business or
service and is used in every sector. Every organization faces three
common problems: waste, low productivity and high costs. Using a
variety of tools and methods, an organization can examine and improve
every aspect of its business or service delivery.

Police departments, health care systems, food services, manufacturing,
and educational institutions are some of the sectors using the
continuous improvement process to improve customer satisfaction and
improve the bottom line.

For examples on how some sectors are
accomplishing this:

Manufacturing
http://www.willowcnc.com/improvement/

Public Service
http://www.tbssct.gc.ca/pubs_pol/opepubs/otherpubs/cqcps1_e.html
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The CIP Team
There are two types of skills
required…technical and problem solving
skills.
Members must know team building skills,
be familiar with the process being
looked at and understand problem-
solving strategies.

CIP is an approach based on the active involvement of teams and is
aimed at increasing customer satisfaction, improving product quality,
and improving employee performance, company productivity and
profitability.  One of the key components in a CIP is identifying a clear
system for problem solving.

Problem Solving
System

1. Recognize the problem
2. Label the problem
3. Analyze the problem
4. Find possible solutions
5. Make decisions
6. Take action

Hmmmmm……

There once was a beautiful hotel. It was new and comfortable. But
there were many complaints about the elevator service.  People said
they had to wait for it and the waiting time was too long. The hotel
found out that to put in high speed elevators would cost too much
money. So they hired someone to listen to customers and spend time
waiting for and riding the elevators. He suggested that the hotel put
mirrors in the elevators and in the area around the elevators. The
hotel did this and there were no more complaints. People were bored
when they waited or rode the elevators. Now they had someone to look
at! This person followed each of the problem solving steps.
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Reflection

What kind of strategies do you use to solve your problems? What kind
of problems need solving in the classroom.? Could teams be set up to
agree on and define the problem, then come up with solutions?
Use the Problem Solving Strategies on the previous page to work
through a problem. Try it alone and as part of a team. Did you like
working alone or with a team? What was harder and what was easier?

Problem Strategy Solution
Team 1

Team 2

Case Study

Remember that CIP wants to identify and reduce waste and
inefficiencies.

I stopped at a deli for a bagel and cream cheese. It was very busy and
I had to stand in line for a long time. I noticed that the bagels were at
one end of the counter and the cream cheese was at the other end. It
was a very long counter! Many people were ordering bagels and cream
cheese. There were two people working. They would pick up a bagel
then walk to the other end of the counter. Sometimes they bumped
into each other.

As a member of a CIP team, what do you think the problem is? How
would your team solve it?
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See page 154 for
examples of
these charts.

There are seven tools and methods used in

the Continuous Improvement
Process:

q Flow Chart
q Pareto
q Cause and Effect (Fish Bone) Chart
q Check Sheet
q Histogram
q Control Chart
q Scatter Diagram

Catchy Phrases

There is always room for
improvement.

Quality, Quality, Quality = Customer Satisfaction

CIP is the commitment to constantly improve
operations, process, and activities in order to
meet customer requirements in an efficient,
consistent and cost effective manner.

For descriptions of
these tools go to:
http://strategis.ic.gc.ca/SS
G/sv00037e.html

National Quality
Institute
http://www.nqi.ca/
Check their FAQ site.

How to carry out a
Continuous
Improvement project:
http://www.eagle.ca/~mikehick
/continue.html

Charting Examples
http://deming.eng.clemson.e
du/
click on CQI Tutorials
click on  QC Tools
click on synopsis
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Continuous Improvement:
Instructor Notes

Charting Your Morning Coffee

§ Use the flow chart symbols found in the activity
§ Explain the symbols
§ Check for understanding by asking learners to

think about the steps in a task such as using the
bank machine to withdraw money or getting gas at
a self-serve gas station

§ List the steps and then put the steps into a
flowchart

§ Read the “scrambled” steps involved in a person
buying her morning cup of coffee

§ Put the learners into small groups and ask them to
unscramble the steps

§ Ask each group to chart the steps in a flowchart
§ Have learners do a “gallery walk” to see all

flowcharts and then discuss any differences and
steps which could be improved

§ Decide on a final, correct flowchart and give
learners time to copy the flowchart into their
notebooks

§ As a group, learners could also chart the steps
involved in “Joseph’s Spring Cleaning” and decide
which steps could be eliminated, simplified, or
modified to improve the efficiency and quality of
Joseph’s Spring Cleaning

Skills to Practice
o generate suggestions
o comprehend symbols
o relate text to
   symbols
o read point-form
   text
o work in small groups
o arrive at consensus
o identify and suggest
   improvements
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Tips for LINC Level 5

§ Ask learners to research the steps involved in a
specific task in a job that they may be interested
in

§ Have learners produce flowcharts outlining the
steps

§ Ask learners to present their flowcharts to the
group

§ Also, the group could go and observe a job or jobs
that interest them; notes could be taken; and a
flowchart of the job steps could be produced

Skills to Practice

o research
o make notes
o produce presentation
   materials
o make group presentation
o take notes based on
   observations

Related Benchmarks

Speaking
LINC 4: express preference, satisfaction or

dissatisfaction
LINC 5: indicate non-comprehension

give an extended set of sequentially
presented instructions

Speaking
LINC 4: relate information about an every day

activity
LINC 5: give simple informational advice

Writing
LINC 4:  fill out simple forms
LINC 5.:  fill out forms
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Charting Your Morning Coffee

Flowchart Symbols

Unscramble the Steps!

• Input order on terminal
• Get mug
• Greet customer
• Fill order
• “Is this for here or to go?”
• Ask customer for order
• Ring in order on terminal
• Get paper cup
• Collect payment
• Fill order
• Thank customer

• Is exact change given?
• Give customer coffee
• Give correct change

The oval shows the beginning or end of a process.  The
word “start” or “end” is written inside this symbol.

An arrow shows the movement and direction of
information, paper, material, or product.

The rectangle shows an activity that doesn’t involve a
decision.  Inside the symbol, write the activity.  More
than one arrow can go into a rectangle, but only one
arrow can leave the symbol.

The diamond is used to show choices or decisions.  Write
the choice or decision inside the diamond.  Only one
arrow can go into this symbol, but two or more arrows
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How My Coffee Gets To Me
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ü ____
ü ____
ü ____

____
Checklist

Receive Order

In Stock?

Print Invoice To Shipping

Distributor Not Available
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Teams

What is a team?
A team is a small number of people who have a shared commitment to a
common goal or outcome

Three Types of Teams
Functional Teams include people who have the same skill and do the
same kind of job. Team members assist each other in improving how
they work.  An example would be the housekeeping team in a hotel.

Cross-functional Teams include people who perform different jobs
and have different skills but are working towards the same result. An
example would be the health care practitioners who work to improve
the health of a patient. These teams come together as needed.

Multi-functional Teams are permanent teams. The team has all the
skills to complete a project. All team members have been cross-
trained. A production team could be a multi-functional team. All
members could perform all of the steps in the process.

Now and the future
The Conference Board of Canada describes three
critical skill areas required by Canadian Employers.
One of the three was teamwork. Teamwork skills are
those skills needed to work with others on a job
and to achieve the best results.
What does a team do?
q it adds to the continuous improvement process
q it looks for creative ways to solve problems
q it helps keep people motivated
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Brief History of Teams

Century Work done in small groups
18th-19th (master and apprentice)

1940's documented increase in
productivity when teams used

1960's General Motors finds work teams
equals higher quality product and
increased job satisfaction

1970's Saab and Volvo find 25% reduction
in production costs and improved
morale. By 1972, 5 million workers
in U.S. in Quality Circles or teams.

1980's Honeywell, Xerox, Cheseborough,
Pond's, Volvo (defects reduced
90%), Westinghouse finds
productivity increased 74% in 3
years

1990's 1/4 of all organizations in North
America are experimenting with
self-directed work teams

2000’s Teams exist across a broad range
of organizations

Catchy Phrases
A house divided against itself
cannot stand. (Abe Lincoln)

Conference Board of
Canada
http://www2.conferenceboa
rd.ca/



CanadaWorks WTS Workplace Training and Services

157

Teams:
Instructor Notes
We Can Do Anything…Together!

§ Ask class members to think of their class as a
team

§ Brainstorm the goals of their class team—make
sure learners are specific about their goals

§ Explain the different types of teams in
workplaces

§ Explain that teams in a workplace often work
together to solve problems and that the class will
be divided into teams and asked to solve a
problem

§ Make sure learners have a good understanding of
what skills would be involved in each role a team
member plays (speaking, writing, presenting, etc.)

§ Put the learners into groups of 4 or 5. Assign a
team leader

§ Make sure that learners know that everyone on
the team must participate—this is something that
the instructor should monitor and give feedback
on

§ Note that the class teams will be practising only
some of the basic team skills in a rather
structured setting—depending on the learners’
skills and interest, you could research and try out
the many other team techniques

§ Read the problem as a group; check for
understanding

§ Go through the steps that the teams will follow to
make sure everyone understands key vocabulary
and concepts

§ Consider using a “feedback” form for learners on
their participation

Skills to Practice

o goal-setting
o making verbal
   suggestions
o read text for
   instruction
o agree/disagree
o offer opinions
o rate ideas
o write point form
   notes
o share ideas
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Tips for Level 5

§ Present other team problem-solving techniques
for learners to practise

§ Integrate presentations as a final step in the
process

Related Benchmarks

Speaking
LINC 4: express preference, satisfaction or

dissatisfaction
LINC 5: encourage others in conversa tion by showing

interest
                        relate a sequence of events in the present, past
                        or future

Reading
LINC 4: find information in short texts
LINC 5: demonstrate comprehension of a two or three

            paragraph moderately complex text

Writing
LINC 4: write a short text about a personal or familiar

situation, event, personal experience, future
plans

LINC 5: write down information received in person
                        write a brief report to relate a procedure or
                        routine

Skills to Practice
o read unfamiliar text
o make oral presentations
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We Can Do
Anything…Together!

The Problem:
Last week, the supervisor talked to the
patient care team about everyone’s poor performance and bad attitude.
For almost one month, there have been problems in their department.
More and more of the workers arrive late for their shift because they
are unhappy about the changes in health care and their workload.  The
employees do their work, but it is sloppy and some tasks are not
completed.  Some workers whisper and point at others when they
answer a question, or do something extra for a patient or other staff.
No one volunteers anymore.  How can we solve this problem?

Step One: Talk about and list all the problems.  Then, talk about
and decide what the key or main problem is.

Step Two: Have your team write one sentence to express how
things in the department are different from the way
they should be.

Step Three: Work as a team to find the root of the problem.  That
is, find the one thing that has caused the problem.  To
do this, ask each other, “Why did ______ happen?” or
“Why is ____ a problem?”  Keep asking “Why” until you
find the root.

Step Four: Use the Bouncing Ball -technique to brainstorm a
solution for the root of the problem.  To do this, one
person gives a suggestion for a solution, then throws
the ball to another team member who gives another
suggestion, and so on.  Make sure the recorder writes
all the suggestions on a flip chart.
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Step Five: Make a decision.  Have each team member rate each
suggestion using a number scale (0 = won’t work; 1 =
might work; 2 = good chance of working; 3 = best
choice).  Check everyone’s vote and compromise if
necessary.

You can use the following chart to record your ideas. Choose
appropriate headings to organize your thoughts.
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ISO 9000
What is ISO 9000?
ISO 9000 is a set of five universal standards for a quality assurance
system that is accepted around the world. It is concerned with "quality
management". It focuses on the features of a service or product that
are required by the customer. It refers to what the organization does
to ensure that a product or service conforms to the customer's
requirements. In other words, every product is made the same way
every time.

What ISO isn't
Certification does not guarantee that the quality of the product or the
service is any good. All it promises is that a company or service does
exactly what it says it does.

What is the International Organization for
Standardization?
It is a world-wide federation of over 90 nations. It was founded in
1946 to promote world standards for manufacturing, trade and
communication. It develops standards in all industries except electrical
and electronic engineering. The ISO 9000 series was first published in
1987. Canada adopted them and as of 1994. Canada's Q 9000 is
identical to ISO 9000.

Hmmmm…..

Document what you do; do what you document; and produce the quality
of product you say you will.

Is this a good thing? Think of how it might work in health care,
education or childcare.
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What Needs to Be in Place

Documentation and Data
q Policies
q Procedures
q Forms and Records
q Work Instructions

The Registration Process
q Desk Audit ( policies and

procedures are compared to
standards)

q Site Audit (activities and
records are compared to
policies and procedures

q Registration (certificate good
for 3 years)

The ISO 9000 Series

ISO 9001
It is used by manufacturers that design their own
products and build them.
Key words: design, develop, produce, install, service

ISO 9002
It is used by organizations that provide goods or services consistent
with designs or specifications given by the customer.

ISO 9003
This refers to final inspection and test procedures only and is the least
detailed of the series.

The only difference between ISO 9001 and ISO 9002 is design. ISO
9001 companies have an engineering group or research and development
department.

Many service organizations achieve ISO 9002 registration, including
colleges and hotels.
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Why are companies spending so much time and
money to be ISO certified?

q Access to global markets
q Specifies quality requirements of customers
q Improves internal quality control
q Improves productivity
q Reduces costs

What is QS 9000? Is it the same as ISO 9000?

QS 9000 is the automotive industry standard and includes all of ISO
9001 and ISO 9002 plus industry and customer specific requirements.
It was developed by GM, Ford, Daimler Chrysler and heavy truck
manufacturers. Companies that supply car makers with parts also have
to be QS 9000 certified.

Once you know about ISO 9000, you begin to see signs everywhere.
When you are driving or riding the bus, what kind of companies do you
see with ISO 9000 signs? What kind of products do they make? What
kind of service do they offer?

Look at the things in your house. Is anything in your house ISO 9000
certified?  If you have a camera, look at your film. Film has an ISO
standard. Credit cards and phone cards can be used anywhere because
ISO says that all of these cards must be no thicker than .75mm.

Do you think ISO 9000 and QS 9000 are good things for
organizations? Are they good for the consumer?
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Catchy Phrases

They don't make them like
they used to!

ISO is a Greek word meaning equal. It does
not stand for International Standards
Organization. The International Organization
for Standardization (Geneva) is a worldwide
federation of over 90
countries.

Team Project

Each team
chooses a sector and
researches the
standards associated
with it. The team
prepares a presentation
to share that
information with the
rest of the class.

ISO Web Site
http://www.iso.ch

Standards Council of
Canada
http://www.scc.ca

The ISO 9000 Pizza
http://www.mgmt14k.com/9
kslice8.htm

ISO 9000 Translated
into Plain Language
http://praxiom.com/
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ISO 9000:
Instructor Notes

Follow the Steps

§ First, brainstorm any products or services that
people expect to be made or done the same way
every time (buses arrive and depart on schedule
and with the same stops in between; McDonald’s
hamburgers; your grandmother’s cookies)

§ Explain the basic principles of ISO 9000
§ Explain that one of the key elements is to

document what you do; do what you document; and
produce the quality product or service that you
say you will

§ Using an example that is meaningful to the group,
talk about how, for example, your grandmother’s
cookies always taste the same

§ As a group, read the scenarios and talk about the
fact that there are many steps involved in each
one

§ Inform learners that they will work in groups to
document or write down ALL of the steps involved
in producing the product or service

§ Ask each learner to choose a scenario that
interests them and have the learners form small
groups on that basis

§ Tell the learners that the step-by-step they
create will be reviewed by another group to make
sure that no steps have been missed!

§ After groups trade their documents, everyone
should share their recommendations for changes

Skills to Practice
o brainstorming
o make oral suggestions
o agree/disagree
o arrive at consensus
o write procedures
o check logistics
o edit writing
o make recommendations
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Tips for Level 5

§ As a follow-up, ask learners to select a product or
service of their choice and document the steps
involved

§ Have learners present their documents to the
group

§ As a group or individually, research which
companies are ISO 9000 registered

Skills to Practice
o make appropriate personal
   choice
o make an oral presentation
o collect information
o take notes
o relate information

Related Benchmarks

Speaking
LINC 4: give sets of everyday instructions and

directions
LINC 5: ask for and provide information related to

routine activities

Speaking
LINC 4: request, accept or reject
LINC 5: give simple informal advice.

Writing
LINC 4: write a short text about a familiar situation
LINC 5: write a paragraph to relate a sequence of

events.



CanadaWorks WTS Workplace Training and Services

167

    Follow the Steps

What are all the steps involved in making a GREAT-
tasting cup of brewed coffee?

What are all the steps involved in building a good
fire, that will last for three hours, in the fireplace?

What are all the steps involved in planting a rose
bush in your garden so that the plant will produce
many beautiful, healthy blooms?

What are all the steps involved in taking good care
(at home) of someone who has the flu?

What are all the steps involved in changing a flat
tire quickly, safely, and correctly?
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Just in Time (JIT)

Just in Time is a systems approach used by companies to get rid of all
wasted time and resources in their business process. It is based on the
total elimination of waste.

The key elements in JIT:

1. JIT doesn't stop. It is not a project but an ongoing process. It has
no end.

2. JIT is planned. Everything that is done makes things run better.

3. JIT is controlled. Things should be done at
the right time, at the right place, and by the
right person.

JIT originated in the industrial manufacturing sector.  It was a
Japanese innovation. Companies found that they could eliminate
warehouse costs by filling orders as they arrived and shipping them
immediately. This eliminated time taken to store goods, find goods
again when filling an order and the cost of stockpiling goods that were
never again ordered!
Two terms that are associated with JIT are Kanban System and Pull
System. These are only part of the whole and are related to control
and inventory portions of JIT. JIT has become much more than was
originally intended. Other sectors including service sectors
(hospitality, police, health care) have adapted the goals and objectives
of JIT to their own sector.
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The next time you visit a Tim Horton's , look at the computer screen
above the person making the sandwiches. Each order appears with a
countdown to when it should be completed. Continuous improvement,
total quality control and on demand order filling are essential to the
JIT system. The organization and the individual strive to improve. How
does a customer or patient or student benefit from a JIT system?

How does learning fit a JIT model for adult learners? Does it? If it
does, what are the benefits to the customer or student? What is the
benefit to the organization or instructor?

Reflection

Do you "brown bag" it? Is this a JIT process? Why or why not? Do you
shop for groceries just in time? Do people in other countries buy food
just in time? Why would some people shop "just in time"?

What else do we do in our lives "just in time"?

Have you heard of learning "just in time"? What do you think it means?
Is it something you have done?

Case Study

Xu went to the eye doctor. She wanted to try the new
contact lenses.  She was fitted with a sample pair to try. She

bought solution to clean her new lenses. The next day, after using the
solution, her eyes hurt. The solution was too old. Did the doctor use a
Just in Time system for his or her inventory control?

What strategies could the doctor use to offer his or her customers
better service?
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Although JIT started as a manufacturing process, it has spread to
many other sectors. JIT affects the way a business or service does
business and it affects the expectations of a customer or consumer.

Example: What guests expect Just in Time
Area of Service Some customer expectations

Check-in q my car was met and baggage
delivered to my room

q I didn't have to stand in line
q Check-in was very fast
q 

Accommodations q the coffee maker in my room
meant saving time

q all the staff wore headsets
    WOW! Things happened quickly
q only the towels I put in the tub

were replaced
q 

Room Service q I was able to order when I
needed food

q the food arrived quickly. It was
fresh and hot

q 

Check out q the bill arrived at my door
before check-out

q check-out was fast. They were
ready with receipts

q the taxi was waiting to take us
to the airport
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Goals of JIT

Zero defects
Zero set-up time
Zero handling
Zero breakdowns
Zero lead time

The philosophy says: produce the required
items, at the required quality, and in the

required quantities, at the
precise time they are
required.

JIT has moved out of
manufacturing to
become part of many
systems including
nursing, education,

hospitality, food services, and retail.

Catchy Phrases

Do it right the first
time,  every time.

Zero tolerance. (Think about how often
 you see this)

Just in Time
Workforce
http://worksearch.gc.ca/
english/index.pl?tid=32

Just in Time
Production
http://www.ashland.edu/
~rjacobs/m503jit.html
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Just in Time:
Instructor Notes
Find a Better Way

§ Ask learners to read the narrative about “Spring Cleaning”
§ Explain key words and check for pronunciation and

comprehension
§ Explain that there are different types of waste: scrap

(something we can’t use); re-work (doing the job again);
downtime (delays or waiting); over-production (making too
much); unnecessary steps (taking too many steps to do the
task); transportation (having the product travel too far
from place to place); and unnecessary movements (making
too many movements to get the task done)

§ Brainstorm to identify and discuss where the waste is—
record results on a chart or board

§ Ask the group to put the type of waste into the correct
category—results can be noted on the worksheet

§ In one large or several small groups, brainstorm ways to do
the task more effectively by getting rid of the waste

§ Have small groups present findings or discuss suggestions
as a large group

§ Make lists of the “savings” in terms of time, money,
materials, etc.

Skills to Practice
o identify details in narrative
o understand the concept of
   categories
o copy information
o categorize items
o make suggestions
o determine the effects of
   certain actions
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Tips for Level 5

§ After reading; checking vocabulary and comprehension;
and explaining different types of waste, put learners
into small groups

§ Assign a discussion leader, recorder, and presenter
§ Ask groups to identify the waste, categorize it, and

make suggestions about ways to get rid of it
§ Have groups make presentations
§ As a group, determine the “savings” as above

Skills to Practice

o work in groups
o give suggestions
o arrive at consensus
o record group
   decisions
o relate group’s
   findings to whole
   class

Related Benchmarks

Speaking
LINC 4: request, accept or reject
LINC 5: participate in a small group discussion

Reading
LINC 4: get the gist, key information

and important detail in a two to three
paragraph texts

LINC 5: demonstrate comprhension of two-
three paragraph texts

Writing
LINC 4: copy short texts to record information
LINC 5: take notes in a meeting
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Find a Better Way

It was the first warm day of spring.  Joseph decided to do his
spring cleaning.  He found a bucket and filled it with warm water.
Oh no!  He forgot to put the floor cleaning solution in the bucket,
so he emptied the bucket and poured in the solution.  He filled
the bucket again with warm water.  Joseph was ready to clean.

Where was his mop?  He couldn’t remember where it was, so he
started to search.  About 20 minutes later, he had the mop.  Now,
the water in the bucket was cold, so he poured it out, put in more
solution, and filled the bucket again.  When he started mopping
the floor, Joseph saw a lot of “dust bunnies.”  He stopped
mopping and decided to sweep the floor first.  The broom he used
was old, so it made the floor dirtier!  Joseph was really
frustrated.  Angrily, he went out and bought a new broom.

When he came home, he swept the floor.  Finally, he was ready to
mop.  The water in the bucket was really cold, but Joseph didn’t
care.  He just wanted the job done, so he quickly mopped the
floor.  Joseph had enough spring cleaning for one day.

The Waste in Joseph’s Spring
Cleaning

Type of Waste
(Re-Work? Downtime? Over-Production?

Unnecessary Steps? Transportation?
Unnecessary Movements?)

Spring Cleaning!
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Workplace Processes ,,, A Glossary

Continuous
Improvement
Process

Control Charts

Customer/client

Customer
Satisfaction

Fishbone Diagrams
(also called cause
and effect)

Flowchart

Histograms

ISO 9000

Management

There is always room for improvement. An improvement in
operations, processes, and activities equals an
improvement in the delivery of customer service (more
consistent, efficient and cost effective).

These charts are used to track variations in the
production process. They show normal and abnormal
changes. It shows if the process is working or if there is
a problem.

An individual or group that receives the benefit of the
product or service. External customers pay for the
product or service.

A measurement of how happy a customer or client is with
the product or service.

These are used to look at root causes of problems.
Continue to ask why? The causes of the problem are then
grouped or categorized. The technique is also used in
planning.

This tool uses symbols and connecting lines to show a
step-by-step progression of a procedure, a process.

These are bar charts. They measure the frequency with
which something occurs or a system.

This is a series of three international standards on
quality management. They were first published in 1987
and are used in manufacturing and service organizations.

A team or individuals that manage resources in an
organization. It also refers to the ideas, tools and
processes that help a company achieve their goals.
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Mission Statement

Organization

Pareto Charts

Performance
Evaluation

PDCA

Procedure

Process

Quality

Quality Assurance
(QA)

An organization uses a mission statement to identify
its customers, processes and level of performance.

This can describe a company, a corporation, a firm,
an enterprise, an association. The organization can be
public or private; incorporated or not.

These are simple bar charts. After data is collected,
it is charted to display problems or issues. They are
used to identify priorities. Have you heard the 80-20
rule? 20% of things or people make most (80%)
happen.

This is a process that evaluates an employee's
success in meeting the requirements of their job.

This stands for Plan/Do/Check/Act. The process is
used to eliminate differences in production or
delivery of a service.

A sequence of steps taken to meet a goal. It is
chronological. It can also mean a document that
describes a purpose and the steps needed to be
taken.

A process is an activity or group of activities that
uses information, adds to it and has a definite result.

Degree of consistency in production and service
delivery .

This is a planned process to ensure consistent
quality.
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Quality Circles

Quality Control
(Total Quality
Control)

Run Charts
(Trend charts)

Scatter Diagrams

Standards

Statistical Process
Control

Total Quality
Management

Vision Statement

Teams. Also called cells.

Organizations try to maintain standards in products
and services. They do this by inspection, testing,
charting, and measuring.

This chart tracks data over a period of time. They
indicate trends, cycles and patterns.

These diagrams show the relationship between two
variables.

These are the measures used to evaluate products
and services. We measure what we do against
established benchmarks or criteria.

Also referred to as SPC. It is used to measure on-
going processes. Charts are used to track change and
identify variations.

It is a system used by organizations to increase
customer satisfaction. All employees become involved
in TQM.

An organization states where it wants to be in the
future.


