The 23rd Symposium on QFD

December 3, 2011
Hard Rock Hotel San Diego, California USA

The Symposium on QFD continues the tradition of bringing innovative ideas in
product development, design and quality, business process and strategy to the
public, offering a place to exchange ideas in a supportive environment. People
of all levels of QFD knowledge are welcomed.

For 2011, we have carefully selected the papers listed on the following pages, to
represent today's state-of-the-art QFD applications and research that address
innovation and critical thinking for modern organizations—whether your focus
may be hardware, software, service or corporate governance. Audience
participation in Q&A is welcomed and encouraged.

Please join us on December 3 to learn about today's QFD best practices, new
and advanced tools that you will not yet find in books, network with QFD
leaders, and explore how you, too, might use Modern QFD in your current and
future projects.

Pre and post-workshops (right column) offer once a year opportunity to take
internationally acclaimed QFD Green Belt® and QFD Black Belt® in a single
trip. Past attendees are offered semi-private refresher courses.

To inquire, please contact QFD Institute: registration@qfdi.org | +1 734-995-0847

Events Schedule

Dec 1-2 Dec 3 Dec4 Dec 5-9
Th-F Sat Sun M-F
QFD Green Belt® The 23rd QFD Black Belt® QFD Green Belt® QFD Black Belt®
Course Symposium on QFD UPDATE UPDATE Course
7am —8am 7:15am —-8:15am 7am —7:30am T, 7am —8am
Registration Registration Registration CFIJassrooF:n Registration
Breakfast Breakfast Breakfast Breakfast
8am —4pm 8:15 am_4.:30 pm 7:30am —3:30pm 8am -5 pm
Symposium
Classroom X Classroom Classroom
Presentations
4:30 pm —5:30 Ppm Fr class ends 1:30pm
Reception Bonus session till 4pm

Revised: 11-8-2011

QFD Institute: www.qfdi.org | registration@qfdi.org | +734-995-0847
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DECEMBER 1-2

QFD Green Belt®

Certificate Course
www.qfdi.org/
gb_public_package.html

DECEMBER 3

The 23rd
Symposium on QFD
www.qfdi.org/
symposium.html

QFD Green Belt®
Update

www.qfdi.org/
gb_update.html

QFD Black Belt®
Update

www.qfdi.org/
bb_update.html

DECEMBER 5 -9

QFD Black Belt®

Certificate Course
www.gfdi.org/
bb_public.html
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7:15 am - 8:15am

Registration & Continental Breakfast for symposium attendees

8:15am -8:30 am

Opening Remarks

8:30 am —9:20 am

"QFD Applications for the Board of Directors”
Gregory H. Watson, chairman, International Academy for Quality; Glenn H. Mazur, QFD Red Belt®,
1998 Akao Prize® recipient, QFD Institute, USA; Yoji Akao, Ph.D., Yamagata University, Japan

QFD is not just a methodology that is useful for engineering or marketing — it is also helpful for
organizing the design and development of policy by the Board of Directors. The International
Academy for Quality (IAQ) has been developing the concept of "governance quality" over the past
15 years. Recently, IAQ has published an assessment methodology for Boards of Directors to
apply in assessing their level of maturity in application of quality in the practices of their activities.
This paper and presentation will extend this work by developing infrastructure for the leadership
initiatives of a Board in the encouragement of continuous improvement of the organization from
their level of executive oversight. The methodology for developing a strategic approach to quality
definition and deployment will be the "Voice of the Customer" as developed using QFD.

Keywords: Corporate Governance, QFD for Boards of Directors, policy development

9:20 am - 10:10 am

"Applying QFD Process, Tools and Techniques for Service Management:
Business and IT Service Management (BSM & ITSM)"
Rajesh Radhakrishnan, Senior Managing Consultant & IT Architect, IBM, USA

Quality Function Deployment and the House of Quality (HoQ) are tools that have relevance for
field of IT management, particularly architecture management (including requirements
management) and IT service management (including service quality management). This paper
provides a detailed method to use QFD and HoQ in the 1) Requirements Management Process; 2)
Architecture Development Management Process; as well as 3) Service Management Processes
such as: Availability Management, Continuity Management, and Incident Management, among
others. This paper focuses on the use of QFD and HoQ and their applications for enterprise
architecture domains and IT service management domains. Specific examples of applications of
QFD for IT enabled business services (such as CRM services) and IT services (such as messaging
services) will be discussed.

Keywords: Service Management, Six Sigma, QFD, Architecture Management, Requirements
Management

10:10 am - 10:30 am

Break

10:30 am - 11:20 am

"Using QFD to Design a Multi-Disciplinary Clinic"

Jim Grimm, Quality Coordinator, Center of Clinical Effectiveness, Children's Mercy Hospital; Deb
Denavs, consultant/ instructor, Johnson County Community College; Glenn Mazur, QFD Red Belt®
and recipient of 1998 Akao Prize® for Excellence, QFD Institute, USA

Pediatric patients and families have become discriminating shoppers for healthcare. Hospitals
must improve quality and attract and retain patients. This paper proposes Quality Function
Deployment (QFD) as a way to ensure focus on the vital few requirements, creating a structured
planning and decision making methodology for capturing and translating stakeholder
requirements into useful clinic language for the building of the Virtual Clinic. The QFD tools used
include Customer Segments Table, Customer Process Model, Customer Voice Table, Gemba Visit
Table, Customer Needs Hierarchy Diagram, Analytical Hierarchy Process, Customer Needs
Hierarchy Diagram With AHP Priorities.

Keywords: AHP, Multi-Disciplinary Clinic, Patient and Family Centered Care, Virtual Clinic, VOB,
VvoC
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11:20am —-12:10 pm

"Using QFD to Organize Design for Six Sigma"

Benson Tendler, VP Quality (ret.), Research In Motion, Canada; Gregory Watson, Business
Excellence Solutions, Ltd., Finland; and Camille DeYong, Associate Professor, Oklahoma State
University, USA

DFSS tools require organization using Product Line Management methods. QFD provides a means
to sequentially develop market features into engineering functions that are specified by
quantitative requirements which are testable. Understanding the Voice of the Customer and
using the Kano Model to characterize engineering functions that are integrated with QFD can
help to provide creative insights. This paper illustrates how to develop and deploy this approach
to DFSS using QFD as an organization method and using the Kano Model to focus on the
transition of market features into engineering functions.

Keywords: Design for Six Sigma (DFSS), QFD, Voice of the customer (Voc), Kano model

12:10 pm - 1:10 pm

Lunch

1:10 pm —2:00 pm

"Applying Dynamic Capability Theory to Understand the Kano Model for
Attractive Quality"”

Ali Masoudi, PostTech, South Korea; Gregory H. Watson, Chairman, IAQ; Camille De Yong,
Assistant Professor, Oklahoma State University, USA; Benson Tendler, VP Quality (ret.), RIM,
Canada

The concept of Dynamic Capability was proposed by David J. Teece as a means to explain certain
phenomena regarding innovation in new product development. The Theory of Attractive Quality
developed by Noriaki Kano explains the relationship between functional design capability and
customer satisfaction for three functional quality conditions. This paper links these two concepts.
A proposed scalar relationship between the Kano functions will be proposed based on the degree
of capability or incapability based on the Teece concept of Dynamic capability as a means to
better explain the erosion of quality functions over time.

Keywords: Dynamic Capability, Kano model, functional design capability, customer satisfaction

2:00 pm — 2:50 pm

"The QFD Process at Medtronic — Creating the Next Generation of Insulin
Pumps and Sensors"

Carey Hepler, QFD Black Belt® and 2010 recipient of Akao Prize, Medtronic; Carey Talbot, QFD
Black Belt®, Senior Marketing Product Planner, Medtronic, USA

Changes in technology and customer expectations are creating many new opportunities for
medical device organizations. As the oldest and most respected diabetic medical device
organization in the world, Medtronic MiniMed strives to stay ahead of the competition by quickly
responding to these changes with new and improved insulin pumps and continuous glucose
monitoring products. Recently, we have begun using QFD to discover the unspoken customer
needs for targeted portions of our population. QFD has allowed us to convert their needs into
new products, services, and features to delight and attract new customers as well as retain
current customers. This paper will describe some of the new opportunities we are facing, and
show step by step how we are addressing them by understanding the Voice of the Customer and
innovating and implementing exciting solutions..

Keywords: Voice of the customer (VoC), QFD, cross-functional teams, design, prioritization, AHP,
segments, medical device QFD

2:50 pm —3:10 pm

Break

3:10 pm —4:00 pm

"Systems Engineering (SE) and Quality Function Deployment (QFD): A SE
Perspective on Opportunities for Complementary Application in the
Development of Complex Systems”

Michael W. Grenn, PhD Candidate, The George Washington University (Deputy Director, DTSA);
Shahram Sarkani, Ph.D., P.E., Professor of Engineering Management and Systems Engineering,
The George Washington University; Thomas Mazzuchi, D.Sc., Professor of Operations Research,
The George Washington University, USA

Basic principles of SE are described with emphasis on the SE process and the challenges
associated with development of highly complex systems. SE and QFD are top-down, structured,
disciplined and tailorable problem-solving processes for identifying customer-focused system




page 4

solutions, and both processes typically start with an effort to fully understand customer needs. SE
can be generally characterized as a functional architecture-based analysis approach to embed
quality requirements into the system, and QFD can be generally characterized as a physical
architecture-based analysis approach to embed quality functions into business processes. The
different perspectives offer potential for complementary application to improve complex system
development.

Opportunities for complementary application of SE and QFD in the areas of problem
understanding, requirements engineering, quality management, cross-functional teamwork,
communication, risk management, value engineering, verification and validation, and integrated
life-cycle engineering are summarized. The relationship between SE and QFD is illustrated in
some cases using figures and diagrams generally accepted to represent best practices. A
generalized method for estimation of system complexity early in SE and QFD process is described
and a research framework for retrospective analysis of Department of Defense (DoD) Major
Defense Acquisition Programs (MDAPs) and commercial engineering projects is discussed.
Hypotheses of the relationship between system complexity, design effort, design review,
requirements stability, and program success are suggested to gain further insight into the
correlation between SE and QFD (comprehensive, 4-phase model, SE+QFD) design effort and
successful development of complex systems.

Keywords: systems engineering (SE); quality function deployment (QFD); complex systems; major
defense acquisition program (MDAP); customer needs; requirements; risk; lifecycle; design effort;
design review; requirements stability; project success; complexity estimation

4:00 pm —4:30 pm

Q&A, Discussions, Announcements, Closing Remarks

4:30 pm - 5:30 pm

Reception




Registration Form

www.gfdi.org/registration.html

1. Please circle the program that you wish to attend.

" . CEU . .
Progr am Selection You will attend Credits Registration Fees
Symposium Only 1 Day 1.0 $395
Dec 3
QFD Green Belt® Package
R 3 Days
QFD Green Belt Certificate Course Dec 1i 3 3.0 $1,995
+ Symposium
Facilitator's Package
FD Belt” Certifi o bays 8.0
Q Gree.n elt Certificate Course Dec 1i 3 . $6.500
+ Symposium Dec 51 9
+ QFD Black Belt” Certificate Course
QFD Black Belt® Package #1
Symposium oo 6.5 $5,505
o Dec 3i 9 : '
+ QFD Green Belt Update Course
+ QFD Black Belt” Certificate Course
®
QFD Black Belt® Package #2 6 Days
. 6.0 $5,195
Symposium Dec 3
+ QFD Black Belt” Certificate Course Dec 59
QFD Black Belt® Update Package
2 Days
QFD Black Belt Update Course Dec 3i 4 2.0 $1,395
+ Symposium
QFD Green Belt® Update Package
1.5 Days
Symposium + Dec 3i 4 2.0 $995
QFD Green Belt” Update Course
Reception Only ) $20 per companion
. . . Dec 3 Reception .
For your companion who is not attending onl na (nominal cost)
above programs Y How many?

QFD Belt® Course registration fees include the applicable course materials, MS Excel Modern QFD templates, select case studies, a
complete set of QFD Symposia Transactions from 1989 to 2011, a copy of the QFD Student Resource Pack, as well as daily continental
breakfast, lunch, and coffee breaks, and the Networking Reception on Dec. 3. (Exception: The half-day QFD Green Belt® Update Course
does not include lunch.)

"Symposium Only" registration fees include a copy of the 2011 symposium transactions, QFD Student Resource Pack, plus continental

breakfast, lunch, and coffee breaks on the Symposium day (Dec. 3), and the Networking Reception at the conclusion of the Symposium.

For questions, please Contact registration@qfdi.org ,TEL+1734 -995 -0847 (M-F9am-5pm U.S. Eastern Time)
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2011 Registration Form

2. Please provide the Attendee Information.

1 page 2

Your Name to be printed on Name Badge

Your Name to be printed on QFD Certificate

Job Title

Company

Mailing Address, inclu  ding Street Address, City,
State/Province, Postal Code and Country.

Industry

Work Email

Telephone

Alternative Email or Telephone

Food allergy, dietary or barrier free requirements if
any

How did you learn about this event?

A 1'would lik e CEU credits issued for the program(s) | attend. YES | NO

A 1 would like  Official Letter of Invitation issued for my visa application. YES | NO

3. Please select the Payment Method.

Your Total Fees: USS$: T o d a Pétes

A Pay by Credit Card (Visa, MasterCard or Amex)

Card Number
Expiration Date (month / year)

Name on the card

Billing Address of this Card, including
street address, city, postal code.

Cardhol deré6s Email Al

Cardhol derds Signatul

A Payby Check (Please see Terms & Conditions on the next page )

A wire Transfer (Please see Terms & Conditions on the next page.)

¢ small 3 digits on the back of Visa / MC;
CVC Code 4 digits on the front of AMEX

| agree to the credit card charge by the QFD | nstitute of the amount typed above.

Send 2-page Registration Form to:
FAX +1 2061 2031 3575  E-MAIL: registration@qfdi.org

QFD Institute, 1140 Morehead Ct., Ann Arbor, Ml 48103 USA

Online Registration: www.qfdi.org/registration.html

T T T Your registration will be acknowledged by e-mail within 24 hours. T T T

This email will accompany your receipt confirmation or invoice as a PDF attachment.



Registration Terms & Conditions
For 2011 QFD Symposium & Training

Cancellations notified by September 15, 2011 will be refunded in full minus a 10% card processing fee if a credit
card was used for payment, or minus the applicable bank fees if transactions were made by wire transfer. (No
processing fee if paid by company check.)

Substitutions are permitted without penalty any time, subject to course prerequisites. (No prerequisites for QFD
Green Belt® Package and Facilitator Package; QFD Black Belt® and Update Courses have prerequisites)

QFD Belt® Course registration fees include the applicable course materials, MS Excel Modern QFD templates,
select case studies, as well as QFD Student Resource Pack, and a complete set of QFD Symposia Transactions
(volumes 1989 —2011). Your registration fees also include daily continental breakfast, lunch, and coffee breaks,
your admission to the Symposium and Networking Reception on Dec 3. (Exception: The half-day QFD Green Belt®
Update Course does not include lunch)

"Symposium Only" registration fees include a copy of the 2011 symposium transactions, QFD Student Resource
Pack, plus continental breakfast, lunch, and coffee breaks on the Symposium day (Dec. 3), and the Networking
Reception at the conclusion of the Symposium.

Discounts:

1  QFD Green Belt® Package: USS$100 per person discount when three (3) or more people register from the same
company.

1 Facilitator's Package, QFD Black Belt® Package #1, QFD Black Belt® Package #2 : USS200 per person discount
when three (3) or more people register from the same company.

I  Other promotions may be also offered through QFD Institute Newsletters.

Walk-in registrations are accepted for the Symposium, with credit card payment. All QFD courses require pre-
registration; no walk-ins may be accepted for the QFD courses.

Late registrations for QFD courses after November 29, 2011 might be assessed a 20% surcharge due to extra cost
in material preparations.

Registration will be confirmed upon receipt of full payment. Early registration is recommended as class sizes are
limited.

For questions, please Contact The QFD Institute:
registration@qfdi.org

TEL +1 734-995-0847
(M-F 9 am - 5 pm U.S. Eastern Time)




2011 Venue & Hotel Reservation

All events will be held at Hard Rock Hotel San Diego. ﬂa@dg
Hotel reservations should be made directly with the hotel. %

Hard Rock Hotel San Diego

207 5th Ave., San Diego, California 92101 USA
Tel: +1 619-702-3000

Online Reservation Page: http://goo.gl/cjhju

Scan the code (right) with your mobile device
to go to the online hotel reservation page

The QFD Institute rates at this hotel are:

e Studio King $149 pus taxes per room/night (single or double occupancy)

* Studio with 2 Queen Beds $149 pus taxes per room/night (single - quad occupancy)

The above special rates are exclusively for QFD attendees (non-commissionable) and
available in a limited quantity until they sell out or November 13, 2011, whichever comes first.
We strongly recommend early hotel reservations, to avoid sell-out or rate hike.

Hotel Features:

Hard Rock Hotel San Diego is a 100% non-smoking hotel, located about 3 miles from San Diego International Airport and in
the heart of the downtown Gaslamp Quarter, where you can walk to over 130 restaurants and 80 shops.

Hotel amenities include Nobu restaurant, Pinkberry yogurt shop, Maryjane's (restaurant / cafe), 24-hr fitness center* and
business center*, spa*, roof-top swimming pool with cabana and a popular bar “207”.

* NOTE: For QFDI guests, the hotel will waive the normally mandatory $17 "In-Charge" fee which includes Internet
access, domestic calling, use of 24-hr fitness center and business center, and weekday edition of USA Today.
Should you find this charge on your hotel bill, please ask them to remove it, according to the QFD Institute group
contract, or contact QFDI staff for assistance.

Guest Room Features:

Wired and wireless Internet access*

Integrated 42" LG flat screen HDTV with plug-ins for iPod, computer,

camera, etc. L

“Sleep Like a Rock” bedding with 300-thread-count cotton linens

The extensive line-up of high definition programming, as well as 11 music channels and an extensive library of
on-demand films

Exclusives for Hard Rock Hotel Guests:

Complimentary music: Upon check-in, hotel guests receive a code redeemable at iTunes to
download one of three distinct ten-song playlists .

q

Complimentary access to a world class Gibson guitar, delivered to your room at no charge, a
along with the Pocket Pod Amps and high-def ‘Beats by Dr. Dre' headphones

VIP access for two into Hard Rock’s clubs, 207 and Float (except when private parties and major holidays)



Travel Information

By Air
Hard Rock Hotel San Diego is located 3 miles (4.8 km) from San Diego International Airport (airport code: SAN).
From this airport, we recommend you take a taxi or airport shuttle service. (about 10-15 minutes ride)

Taxi can be found at the airport Transportation Plaza, located a short walk across each terminal exit. Taxi fares to the venue
hotel (in downtown Gaslamp Quarter) cost about $12 each way (10-15 min. drive).

Airport Shuttle Service (shared ride) is available at the Transportation Plazas across from Terminals 1 and Terminal 2, and
costs about $8 per person each way to Hard Rock Hotel San Diego (venue hotel).

Rental Cars are also readily available at the airport. Keep in mind, however, valet parking at downtown hotels cost $30 or
more per day; public garages cost around $17 per day.

GPS Position: 117°9'36"W, 32°42'26"N

Directions from Airport: Head WEST to Airport Terminal Road. Stay on Airport Terminal Rd, keep RIGHT at the
fork. Turn LEFT onto N. Harbor Dr. Turn LEFT onto 5th Ave. Turn RIGHT onto L Street. (Hard Rock Hotel will be
on the left, TEL +1 619 702 3000)

Google Map: http://g.co/maps/68cks

By Car

Please see the above map and directions for rental cars.

By Train, Metro Bus, Trolley
Amtrak Intercity and Coaster commuter trains (www.san.org/sdia/transportation/public.aspx) link travelers from as far away as Los
Angeles and Orange Counties to downtown San Diego and coastal North County and, includes stops in Old Town, Sorrento Valley, Solana
Beach, Encinitas, Carlsbad and Oceanside.

To catch commuter trains, bus, and trolley from the airport, use Public Transit Planner at www.sdmts.com/Tripplanner.asp


http://g.co/maps/68cks

