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PRG Background

The Product Realization Group (PRG) was
formed to address the Product
Development Gap (PDG) that started with
outsourcing in the 1980’s and has
accelerated to the present day

To bridge the gap, the PRG offers end-to-
end product realization solutions that
support start-up ramps and lower total cost
of ownership for established businesses




Industry Challenge

TRADITIONAL “OVER THE WALL" INTERFACE

ENGINEERING MANUFACTURING
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Impact to Business

Emails

Faxes

Product is not what customer wants

Costs are too high

Product is not Manufacturable or Supportable

Unable to achieve compliance (ISO, FDA, RoHS, etc.)
Loss of Tribal Knowledge
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PRG Benefits

Faster Time-to-Market

PRG’s one-stop shop & industry focus reduce
management time and deliver products to market faster

Higher Return on Investment

Flexible outsourced solutions allow you to focus on
core competencies, lower costs, and deliver higher
returns than dedicated internal resources

Proven Track Record

Companies have proven track records for delivering best-
In-class solutions -- individually or combined




Product Realization Group — Learn More

To learn more about the PRG go to:

www.productrealizationgroup.com

Join the LinkedIn:
Product Realization Group
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Lunch & Learn Series

This series offers a forum to:

e Advance the understanding of the Product
Realization Process (PRP)

« Highlight current best practices

* Provide a professional networking forum
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Introductory Cartoon




Introductory Questions

Are you directly involved In
the Quality processes for
your company?




Introductory Questions

Does your company have
established Quality systems
In-place (ISO, FDA, etc.)?




Introductory Questions

What Quality systems
changes have you
experienced in the past year?




Agenda

Speaker Introductions

Presentation

— Dan Orlando

— Larry Pennington
— Marieann Shovlin

Discussion and Questions
— Open Forum
— Email / Audience Questions

Lunch
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Introductions

Dan Orlando

President/CEQ, Solution Sources Programming (SSP)
“Your Test Strategist Partner”

SSP helps customers choose the correct test strategy to help them
bring products to market faster, with minimal headaches from Proto-
type to full Production builds, and the knowledge that their product
ha}s Beien built, tested, and shipped with the best quality and
reliability.

Dan has 30+ years of Production/Sales Management experience at
Memorex, Intel and his own company for the past 23 years.




Introductions
AQSN

A Quality Services Network

Larry E. Pennington, PE, CSSBB
Mobile Phone: 510-579-7890
Email: larrypenni@comcast.net
Website: _www.AQSN.com_

Larry Pennington is Director of Global Quality Asance for Spirent Communication.
He received his BSEE and MSEE from the Universitiassouri, Columbia, Missot
and is a licensed Professional Engineer. Larryivedehis reeertification for ASC
Certified Six Sigma Black Belt in 2008.

Prior to creating AQSNyww.AQSN.com Larry was instrumental in the early creation
of “The Quality Network”, a quality consulting compy which emphasized ISO 9000
implementation. He also was an independent carsultith Eclipse Group, Inc., a
supply chain management consulting firm. Througlsicareer, Larry hgsrovided his
quality leadership in various industries, includdefense, electro-mechanical equipment
manufacturing, networking products, semiconducapital equipment, and electronic
contract manufacturing, prior to his current raldhe performance analysis equipment
industry.




Introductions

Marieann Shovlin ....is the founder of Peak Process, a company
dedicated to optlmlzmg organizational performance through
collaboratively developing processes, implementing quality systems, and
achieving continuous improvement goals.

With over 30 years in high technology , her industry experience includes
start-ups to mid and larger in Internet infrastructure, biomedical devices,
microwave, telecommunications, distribution, and human resource
application software.

She helps organizations implement organizational change by designing
participative sessions to achieve company goals collaboratively, resulting
In more effective and efficient implementation.

She is ISO 9001:2000 RAB Certified Lead Auditor trained, is a ToP®
trainer in effective and collaborative facilitation methods and is certified In
Emotional Intelligence analysis.

She is an instructor in the Silicon Valley American Society for Quality
(ASQ) Biomedical Course program, a past Chair of the International
Association of Facilitators (IAF), and a Past Chair, and Vice Chair SV

ASQ.
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A Time to Reflect






The Choice was yours



The Choice was yours;
or was Iit?



It All Started Back...



10,000’ View

Marketing Eng?neering...._.

Input/Concepts Design & Quality
Quiality

Feedback..... Manufacturing....

Data from Mfg & Integration &

Field Returns Production



Product
Planning

Initial
Concept

Specification

Activities Timeline

Commit- Mfg.
Release

Prototype &
Validation
Testing

Pilot Volume
Production Production

Concept Detailed
Development Design

Customer

Worldwide
Distribution

Warranty
Service &
Repair



Process Overview

Creation

Research * Creation

* Research ® Meet/Exceed :gisall?t;
. i request
Customer inputs ® Needs d _ » Manufacturability
- Demand ® Engineer - Reliabilit
® Wants Manufacturability y

® Market potential

. ® Engineer Quality
® Efficientl iabili
Manufaciured, and Reliability
Reliable,
Customer

Product

® Set up process
Imotement © Track results
® Provide feedback

® Incorporate
Improvements

* Implementation & Feedback
* Prototype

* Production
* Warranty Return



Weakest Link




What does it cost?

Field

Mfg

Design



Cost of Quality Calculator

Monthly Yrl Yr 2 Yr3 Yr4 Yr5
Cost/unit $ =
Mo build gty 0
Yield 0%
Cum cost impact
Average sales price $ =

Cum revenue impact




Most Cause of Defects

Design errors
New products rushed to market
Insufficient testing

Poor Supplier Quality



Protect Your Brand

e |t doesn’t matter who:

— Builds the FAB

— Stuffs the board

— Writes the test program
— Tests the product

— Assembles the chassis
— Ships to the end user

e IT'S YOUR NAME ON THE PRODUCT
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QUALITY SYSTEM




Dissatisfied Customer
"Facts of Life"

Only 4% actually register a complaint.

The 96% 'silent majority' don't get mad, they gete  ven,
go elsewhere and they tell others.

The average dissatisfied customer tells an average of
9.5 people

Dissatisfied complainers are very likely to give re peat
business:

50-75% give repeat business if handled adequately,
95% if handled quickly.

Dissatisfied complainers who receive quick
resolution of a problem tell an average of 5 people



Why Retaill Businesses Lose Customers
According to US News and World Report

68% are dissatisfied with the personnel's
attitude (poor service quality).

14% are disappointed with the quality of the
products

9% find the price too high
5% adopt new habits

3% move

1% die



Product Quality Assurance



Product Quality

« Advanced Quality Engineering

— New Product Introduction (NPI) Project/Product Team
— PQA ECO/CCB Committee Representative

— Design Reviews, Gate Reviews

— Design Verification

e Product Quality Assurance
— Final Quality Assurance (FQA)

FQA Procedures, Checklists, Reporting, Trend
Charting

Material Audits, Process Audits, In-Line Audits,
Final Test, Final Quality Audits

Post-Pack, Shipping Document Validation

S



New Product Introduction

* Providing proper support during the product
design process.

- Engineering release of documentation to support pr oto
build.
- Change control during proto build
- Proto material management
with concurrent production supply chain planning.
- DfX — Design For mfg, supply chain, test, etc...
- Gated reviews to production release.

o |T systems review

- Difference in use during NPI vs. Production

- Material planning during NPI

- Business process review relative to ERP being used
- Other IT tools in use - recommendations



New Product Introduction

e Ensure Your Engineering Package is Ready for

Hand-off to Contract Manufacturers

Organize and Lead Project Meetings
Design Reviews

Gate Reviews

Design Verification

« Create And Implement A Strategic Plan For
Materials Supply
Supplier Selection Qualification And Agreements
AVL Suppliers For Prototype And Beta Build
Transition To Full Volume AVL Suppliers

 Manage Project For Efficient Transitioning of
Product Build To Contract Manufacturer



Supplier Quality



Supplier Quality

o Supplier Selection
— Supplier selection/ratings
— Supplier approval (ASL/AVL)
— Supplier Management
o Supplier Quality Requirements
o Supplier Quality Agreements
o Supplier Qualification (SSQA methodology)
— Supplier Self-assessments

— Supplier Site Validation Surveys
(Cross Functional Team)

— Supplier qualification/certification/DTS



Customer Quality
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Customer Quality

 Customer Requirements &
Expectations

— Customer Vs Internal Specifications
Defined/Verified

e Customer Satisfaction Measurement

— Field Installation Feedback:
 Out of Box Defects
» Functional Failures (first 90 days)

— Parts Replacement Tracking
— DOA/RMA Failure Analysis/NTF Analysis



Loyalty is cheap, not cheaper

Improving customer satisfaction is more than just a n ideal to strive

for. It's a critical, measurable commodity that can have a
disastrous impact on a company’s bottom line if it’ S missing.
Rocco Vicari, executive vice president with Macro | nternational Inc.’s research and consulting divisio n, offers

these reasons why:

« Tip of the iceberg - For every customer who lodges a complaint,
there can be as many as 26 complaints that are unre  ported.

« Sphere of influence - Negative word of mouth can be disastrous.
A customer who has experienced a negative encounter with a
company tells an average of 18 people about his or her
dissatisfaction.

« Low cost of loyalty - The costs of acquiring a new customer are
four to six times more than those of keeping an exi sting customer
loyal.

* Profit eaters - A single dissatisfied customer can negate the prof it

a company receives from five satisfied customers.

(Business Marketing, 740 N. Rush St., Chicago, IL, 60611-2590 as cited in Communications Briefings,
Briefings Publishing Group, 1101 King St., Suite 11 0, Alexandria, VA 22314.)




Bottom Line:

Do it right from the start and reduce the
“Cost of Quality” & warranty costs, by
eliminating product failures that can be
avoided through “reliability” designed In
“From the Start”.
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Organization Systems

“A company is not a machine but a living
organism, and, much like an individual, it can
have a collective sense of identity and
fundamental purpose...

Ikujiro Nonaka, management writer

PEAK PROCESS




PEAK PROCESS
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System

 W. E. Deming: series of functions or
activities within an organization that
work together to accomplish the aim of
the organization.

PEAK PROCESS




what happens when you remove a piece?

7
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Keys to Success In System
Implementation

e Clear mental model of quality

e Shared values and vision

« Commitment not compliance

* Involve all stakeholders

e Leaders with transformational skills
 Ability to learn collectively

BEAKN PROCESS









process

goals 7

INpUts

outputs Uwork (activity)
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Process Development Checklist

 What is the process goal?

 Where do you start - what is the trigger?
 What do you need to continue (inputs)?
« What happens to those inputs?
 Where are the decisions?

 What are the decisions?

 What are the outputs?

 Where are the outputs?

 How are they produced?

 Who is responsible for each input/output and
step

 Where do you make contact with customers,
staff, vendors in the process?

PEAK PROCESS




Process Mapping

What is the goal of the process?
Who owns Iit?

*\What triggers it?

*\What are the inputs?

*\What work is done?

*\Who does the work?

*\What are the outputs?

*\What happens to the outputs?
*\What are the interfaces?

*\What are the risks if it does not work
properly?

How are the risks mitigated?

PEAK PROCESS



What Is success?




Metrics



Metric Development
Guidelines

- What are the process goals?
- What is “success” for this process? Define it.

- How can it be measured? If it cannot be easily
measured, that measure may not be the right
one.

- What will be measured?

- How do these metrics support organizational
goals?

PEAK PROCESS




how Is your organizational system
helping you succeed?
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Questions and Answers?




Dan Orlando — President/CEO
(408)487-0270 x-1201 office
dano@ssprog.com
WWW.SSprog.com

Larry E. Pennington, PE, CSSBB
Director, Global Quality Assurance
Spirent Communications

(510) 579-7890 cell
larrypenni@comcast.net
WWW.aqsn.com

Marieann Shovlin, Founder

A 408.730.4646 office
N marieann@peak-process.com

WWWw.peak-process.com
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