Section IV, Define-
Teams and
Customers




Maslow’s Heiarchy

morality,
creativity,

' spontaneity,

Self-actualization

Esteem espect of others, respect by others)
/ friendship, family, sexual intimacy

/ security of body, ofemployment.ofm \
" of morality, of the family, of health, of property

Safety

Physiological
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Quality Function
Deployment

1 Key Steps in Constructing the First House of
Quality:
1. Customer r equwhatssome mtrse (b ai n
validated, and prioritized.
2. Design requihowsdne narse (r ai nst
analyzed.
3. Each customer requirement is compared to each

design requirement and the strength of each
relationship is determined.

4.  After completing a few simple calculations,

customer requirements and design requirements
are readily prioritized.

The
House Of Quality Correlations
Behwesn
design requirements
HOW
What can we measure or control to
Ensure CUShIMEer reguirements are
met?
Competitive
WHAT Relationships Assessment
the How do our proposed design How well dowe
— requirements relate to our and our
ant? customer requirements? competiors
v currently meet
theses
requirements?
How Much
What key design requirements do
we need to focus on? 3
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IPO Relationship Matrix
Example

1 Suppose our family is trying to decide where to go on
vacation.
BThe critical to customer oOoutputs
1 Low cost (8)
1 Lots of different things to do (10)
1 Educational experience (6)
i Offer Escape from Reality (9)
B Our family brainstorms the following vacation options
Oi nput so:
1 Disneyland, New York City, Colonial Williamsburg, Uncle
Joeds in Bowling Green Ohio

} As a class, discuss and complete the IPO matrix

From Air Academy Associates

*Input/Output relationships can be rated as:
Critical to Customer "Outputs”

Strong: 9 _
Moderate: 3 (Priority) .
Weak: 1 Lotsto |Educational | Escape

Nonexistent: Blank or 0 Low Cost Do Experience | Reality
(8) (10) (6) (9)

Weighted

Process "Inputs” Sum

Disneyland
MNew York City

Colonial Willamsburg

Uncle Joe's

4
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Reactions to Change

1 What reactions do you expect to
see from implementing changes®?

+ How will you deal with them?

Emotional Level

Time

™

QXA=E
(uallty of your Solution) X (Acceptance) = Effectiveness 5
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Education and
Communication

- Inform and educate people
about the change effort

- Communicate early and often

Facilitation and Support
- Be supportive

- Management support helps

members deal with their fear

and anxiety during a transition
period

Participation and
Involvement

- People involved in the change
effort are more likely to want
change rather than resist it

Negotiation and Agreement

- Offer incentives for positive
changes
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