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Overview

® What is it and how did it start?

® Features and trends?

® The Big 4 — Facebook, Instagram, LinkedIn, Twitter
® Issues and concerns

® Benefits

® Tips
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Social Networking:
What is it?
® Online service, platform or site
® Build social relationships
® Includes:

® User profiles

® Web-based

® Sharing ideas, activities, etc.

Social Networking:
Origins

Pre-Worldwide Web

® Bulletin boards and chat rooms
®* ARPANET
® Usenet
® ListServ

o

Personal webpages

® Commercial communities
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Social Networking:
Why so many sites!?

Social Networking:
Why so many sites!?

® Different interests
® Different interfaces
® Different levels of privacy

® Easy to start your own website
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Social Networking:
Typical Features

® User profiles

® Status update
® Photo sharing
® Application

® Discussions

Social Networking:
Emerging trends

® Use by corporations
® Marketing
® Customer interaction

® Connect employees

Work rules

More groups

Mobile access
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Social Networking:
Four for friends

® Popular to general public

® Facebook, Instagram, LinkedIn, and Twitter

Changes quickly — what will tomorrow bring!?

Social Networking:
Four for friends

Site U.S. Users Worldwide
Users
Facebook 214 million 2.3 billion
Instagram 100 million 1 billion
LinkedIn 150 million 560 million
Twitter 69 million 335 million
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Social Networking:
Facebook

® Most popular worldwide
® Connect to friends, relatives
® Groups for every topic

® Collects your information

Social Networking:
Facebook & Business

Requires regular updating
®  “Pull” users to website

® Feedback mechanism
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Social Networking:
Instagram

IMAILING & FULFILLMENT
5 R |

& B2

® Sharing photos, images

® Temporary “stories” (video)

®* “Mostly” positive, upbeat

® Celebrities and Instagram celebrities

® Marketing & Influencers

Social Networking:

Q search

Share an article, photo, video or idea

o

° ome  MyNetwork  Jobs Mess:
I n (e n RapidStart Crm - Move up from Outlook & Speadsheets! Powered by Dynamid

® Professional vs. personal network ... ~ (@) (owe)  EE

President, The Berkshire Company

Jeffrey Hilton likes this

ed your profile 187

® Industry connections —

2,39

B Seeall Premium features

[ J
Interest groups —

Army Veterans

PEX Network & IQPC - Lea... Barry Shepherd « 1t
CEO / Omni Commerce Partner

Sort by: Recent ¥

|

[ ) E d 0 k 9 =
xpanding your networ - >
Share an updal L
[ -
H o Jeff Bezos' Blue Origin makes a deal to build rocket servici i
. N etwo rkl ng IS a ve r.b e Vi F?orid:zos lue Origin makes a deal to build rocket servicing center in D
Groups ~ g
Postal Innovation e e
& Like & Commenf t A Sh
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Social Networking: =~ 8%

. '
President & CEO
n BERKSHIRE The Berkshire Company

Apr 2001 - Present - 17 yrs 7 mos
The Berkshire Company is an independent management consulting firm, specializing in improving
your business process, including analyzing your operation, developing and selecting solutions, and
providing project management.

® P rofe s s i O n a I P h oto We bring unmatched industry expertise along with a track record of successfully completing

projects.

Vice President

® “Online resume”

State Street Corporation

1996 - 2001 - 5 yrs

Manage the Document Technology and Delivery department, providing specialized services in:
- Computer output control

- Document services

® Recommendations

Claims Supervisor

Plymouth Rock Assurance

1995-1996 - 1yr

Oversaw Crashbusters, an automobile physical damage appraisal unit, for a property and casualty
insurance company. Assigned ten certified appraisers to service insureds and claimants throughout
Massachusetts. Developed software programs to improve automation for agents and employees
using Microsoft Access, Lotus for Windows, Mitchell Ultramate, Imaging and Robotics Pr... See more

® Link to correct company

First Lieutenant

US Army

1987 - 1990 - 3 yrs

Fort Carson, CO

Infantry officer, Airborne qualified.

Served on 4th Infantry (Mechanized) Division staff.

Assistant G-3 Training Officer responsible for developing training guidance and scheduling division
training assets. Commanded the 4th Infantry (Mech) Sniper School (1988)... See more

Your Groups

Social Networking:

L| n I(e d I N G rou P S B oA

PEX Network & IQPC - Lean Six Sigma & Process Excellence for Continuous Improvement

Standard group

m Postal Customer Council® Connection

® Professional associations

s Memphis Area Postal Customer Council
PG Standard g

® Colleges & Universities R 2o et

8 Alumni at Army ROTC

Standard group + 1,624 members

® Periodicals

Disabled American Veterans

Standard group + T

w  Going Postal

® Personal interest groups

US  USPS Innovation Discussion Group
PS

Unlisted group + 274 members

([ Be I O ngi ng i s n ’t n etwo rki ng —_ Dire \E?ir?:t‘l?/!ail | Pri‘n‘( Production Professionals
zllg\ Digital Mailbox Services - Mail & Postal Cloud Solutions

participating is network!

CIET -

Unlisted group » 1,265 members

i group « 1,877 members

MS  MSMA New England Manager
MA
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Social Networking:
LinkedIn Plans

InMail per month 0 3 15

Who viewed your profile? Last 5 Yes Yes
Job / salary insights No Yes Yes
LinkedIn Learning No Yes Yes
Business insights No Yes Yes

Advanced search / notes No Yes Yes

Premium Premium Sales
Career Business Navigator Pro

$29.99/mo $59.99/mo $79.99/mo

20

Yes
Yes
Yes
Yes

Yes

Twitter Q...

Tweets Following  Followers

4,639 365 305

Trends for you - change

.
® Micro-blogs Lokl
The scariest stories are true. Watch Lore

52 on 10/19 on @PrimeVideo.
Promoted by Lore

Khabib
A brawl erupted after Khabib Nurmagomedov

[ ] Text_ based defeated Conor McGregor at UFC 229

#UFC229
Abrawl erupted after Khabib Nurmagomedov
defeated Conor McGregor at UFC 229
#ChicagoMarathon

280 characters (“tweets”
David Price
27.5K Tweets

#SundayMorning
248K Tweets

° P2P,B2B,B2C
#tcmarathon

#PoliticsNation

#TC10Mile

® News links

O Home I Moments L) Notifications

Social Networking: gl

®

'

9 Messages 1" 4 Search
What's happening? 4
postalnews @postalnews - 65 v

Mail truck catches fire in Minnesota #USPS

Mail truck catches fire in Minnesota

An officer for the Elk River Police Department pulled over United States
Postal Service mail truck at about noon on Sept. 26 in western Elk River. T...

postalnews.com

Qo u Q 8

Amherst Black Cats @SSUS39 - 465 v
Getting back to his unit after his hospitalization for pleurisy was a bit of an
adventure for Black Cat Stoddard Lane (from his diary, October 1918): "After red-
tape with MP and RTO at Gare..finally left for no other place than far-distant
Calais."

(O] o Q 8
Show this thread
Amherst Black Cats @55U539 - 445 %

(Stoddard Lane diary, October 1918): "[one of the Navy men] also expounded on
the rank failure of our aviation program ~ and especially in the Fiat engines in
Caproni planes. They had brought some across the Alps + knew."

(SR n Q 8

Ambherst Black Cats @55U539 - 445 v
(Stoddard Lane diary, October 1918): "Whereupon the Frenchman stated that it
was just the same as France — ardent criticism of military affairs."

© ) < 8
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Social Networking:

Twitter

® No edit button
® “Deleted” tweets <> gone

® Retweet at your own risk

“No two persons
ever read the same book.”
-Edmund Wilson

Social Networking:
Network Intelligence

® The knowledge of your network
® Private knowledge, perspective
® Three categories

® Subject Matter Experts

® People who know you well

® Just really smart people
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Social Networking:
Issues and Concerns

®  Privacy

® Data collection

® Hacking

® Computer viruses

® Hoaxes and scams

Social Networking:
Managing Connections

®  Who is the person?

® How do you know them?

®  Why do they want to connect!

® Do you have business relationship (past, present, future)?

® What is their profile like?
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Social Networking:
Think Before You Post

Anyone and everyone may see your post
Why are you posting?

You can’t win an online argument
“What would my mother think?”

“What would my boss/customer think?”

The Internet is forever

Social Networking:
When Things Go Wrong

Delete post — request delete (if not your post)
Acknowledge the issue

State why the post was wrong

Re-check privacy settings

Reconsider network
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Social Networking:
Hiring Practices

® Internet is a public place

®* “Google” your own name

® Look at what you post

® Do you fit the company culture?

® Companies crossing the line — asking for login information

Social Networking:
Benefits

® Expand your network

® Reconnect with your existing network

® Build your personal brand

® Participate in industry/interest discussions

® Enjoy yourself
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Social Networking:
How Do You Network?

® Positive Attitude

® Seek Common Ground

® Be Interested, Not Interesting
® Be Polite

® Follow-up

NETWORKWITH ME

Mark M. Fallon, CMDSM
President & CEO, The Berkshire Company

Visit: www.berkshire-company.com | www.markfallon.com

Email: mmf@berkshire-company.com
Tweet: @MarkMFallon

Instagram: mmfallon62 |
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Workflow Management
and
Process Mapping

2018 Mailers Conference

Mark M. Fallon
The Berkshire Company

www.berkshire-company.com

What is “workflow management”?
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What is “process mapping”?

Thinking outside the box and
inside the loop.
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Messaging

Data File Print File Print Finish Post

THE

BERKSHIRE

COMPANY*®

www.berkshire-company.com

Company

>

Inbound MESSAGING oOutbound

Customer
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Who do you need to involve?

What information you need?
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How do you get the information you need?

Ask the right questions:

- What?
- Who?

- When?
- How?

- Where?
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The wrong question:

A really good question:

What if?
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How do you map out the process?

Company
o >

Inbound MESSAGING oOutbound

Customer l
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Receive = ‘ Application

THE
BERKSHIRE
COMPANY®
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USPS / .
Web Print
Customer Insert
Response
Deliver to Presort
Customer

\ Deliver

Sort _ to USPS

Examples: Definitions of Shapes

THE
BERKSHIRE
COMPANY®

www.berkshire-company.com

Scan into

PacTrac This shape means a process.

Overnight

ljcsfrier This shape means a predefined process.
ivery

Carrler Scan? This shape means a decision point.

Payoff
Bucket This shape means a preparation.

Deliver to

Payments This shape means a manual operation.

Log time &

# of packs This shape means a document.

e o
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1]
Cause and Effect Flowchart
THE [<Process Name>
BERKSHIRE
COMPANY®

www.berkshire-company.com

<Function>

<Function>

Cross-Functional Flowchart
(Swim Lane)
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THE .
BERKSHIRE  Basic Flowchart

www.berkshire-company.com

EDIFile Run CASS Updated Run Comparison Address
From & File Against Facets atch Facets? FACETS
Group NCOALink g !

Create New
Address and

Return Moves and Exceptions Append to
Errors to Group & Moves Member File

Examples
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Examples

Examples

Look for
Print File
CSCLPRT

Corporate Document Services Process - Print and Insert

Probably not
completed same
day

Insert Bills
(5,000 bph)

Insert Bills
(slow
machine)

Causes overtime
after 1.5 hrs

Print Job.

H
i

N
Call IBM
Repair
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ID Cards Processing — New Group

Pinton
Powerist
Wetacode DF 100
Upaate DJDE s S (Merge w
forms )

Printon

Process on
Selmar wregew
Server forms lib)

D Cards

Receive
Move to Mail Instruction Sheet Meter at

$0.308

rom
Output Table Documentation

Pack & Ship
Via UPS

Manual
Verty

Meter at
$0.39

Note retum on
ter

Intemal
Deliver to Call
Center

US Postal
Service

Retur to
Company change mail
code to #2

Deliver to
Member

THE
BERKSHIRE
COMPANY®

www.berkshire-company.com

What do you do next?
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What Next?

Corporate Document Services Process - Presort

Change
Date to
Next Day

Send to PSI
(surcharge)

Hold Bills Hold for
forCS Next Day

Process
Urgent C&C

Not completed
on same day

Not completed
on same day

Hold for
Next Day

Not completed
on same day

usPs
pickup

Delivered
to

Customer

What Next?

Meter Read / Customer Service

Retur to
Distrct
Office

Work rescheduied
Possible weskend

Appendto

includes

Comments: estmate

a. There are 20 billing cycles per month
b. Last 2 cycles may end on same day, causing double volume.

. Meters may be read on Saturdays to make up for lost days.

. AMR meters are read whenever a receiver drives by regardiess of schedule.
. Abill must be created within 9 days of the initial read request.

Upload
Meter Data
from Server

Readable
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What Next?

IT Operations / SAC / Bill Factory Process

What Next?

Revenue Generation Workflow
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www.berkshire-company.com

Critical Factors for Success

<Process Name>

www.berkshire-company.com

<Function>

<Function>

Cross-Functional Flowchart
(Swim Lane)
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THE
BERKSHIRE
COMPANY®

www.berkshire-company.com

Probably not
completed same
day

call SAC

Causes overtime
after 1.5 hrs.

call BM
Repair

Critical Factors for Success

authorization

Y [Have stock
Delivered
ASAP.
N
all Manager
er Release
job?

Critical Factors for Success

Corporate Document Services Process - Print and Insert

Insert Bills
(5,000 bph)
c

Insert Bills
(slow
machine)
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THE
BERKSHIRE
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Communication during the process.

Communication

Corporate Document Services Process - Print and Insert

Look for
Print File
CSCLPRT

Probably not
completed same

Stock
Condition

Call sAC

Causes overtime

after 1.5 hrs.
N

Locate
Stock in
cDs

machine)

stock
chine

call BM
Repair

Critical Factors for Success
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ID Cards Processing — New Group

Prnton
P 100

Powerlist
(by class)

Mock Up ID
Cardsin

Client
p Approval?
N

forms lib)

1D Cards

Prnton

Process on
Solimar
Server

forms lib)

Move to Mail Meter at

Receive
Instruction Sheet

Ps
Output Table Documentation

Pack & Ship
Via UPS

Meter at
5039

Now o on
ot
uS Postal Retm o oot
Sanis Compary petver o Cat hango i
Cossions

Deliver to
Member

Why?

ID Cards Processing — Nightly Batch

Nightly Printon

Compurision Wetacode Povert o 100 D 100
File WIDJDE p; avail? (Merge w/
(by class) forms fib)

ID Cards.

Process on Print on
Solimar oP 90
imar (Merge w/
forms i)
Viove to Mail Review
ps Mai Center Compuvision Meter at
Center Output g Y Screen for $0.308
Table roup Colateral
Meter at
$0.39
Note retum on
us st Retum o pelnemal oo
Sonien Compary hert cnamge o
code to #2

Deliver to
Member
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Why?

Provider List — Non-Personalized

Receive Powerlist N
Request from Run DVR Vetacode Queue DP 90 avail? Pt on
BA or AE I (by class)

Move to Mail Y | Move to Mail Instruction Sheet
Ops Stapled? Ops
Output Table Output Table
Documentation

Process on Print on
Solimar DP 90
Server (Staple)
Pack & Ship
Via UPS

Manual
Staple

Why?

EEH= <>

IIIE--- --=.--0'

&
= .
EHO G 1| == ; =

SEHEHEHE =S ---w-

III--O e
“I3ertee

AEH= B
------0-
RS =

<SERTS
Sheip <=}

GHE-O-EHEEHEOEHEE ERS{=H=-H=]

-----0- =]

S EHTEHH RO H=HE]
rIREEEE

SEE=EHEHE-EENEAHE

STEHEHEHE-CHEH=HE]
E
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Overcoming Barriers to Success

www.berkshire-company.com

What Now?
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THE A
BeRKSHIRE  \\/orkflow

- Outside the box and inside the loop.

- Ask the right questions to the right people.

- What if?
- Critical factors for Success.

- Communication during the process.

THE
BERKSHIRE
COMPANY®

www.berkshire-company.com

Questions?

Mark Fallon
The Berkshire Company
mmf@berkshire-company.com

www.berkshire-company.com

www.markfallon.com

Twitter: @MarkMFallon

Copyright ©2018 Mark Fallon
mmf@berkshire-company.com
The Berkshire Company

22



THE
BERKSHIRE
COMPANY®

www.berkshire-company.com
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About The
Berkshire Company

An independent management consulting firm, The Berkshire Company specializes in improving
your business process, including analyzing your operation, developing and selecting solutions,
and providing project management.

The Berkshire Company has helped more than 75 organizations improve their operations with:

Process Evaluations & Improvements
Strategy Development

Project Management

Outsource vs. Insource

Mail Center Security

New Technology

Learn more at: www.berkshire-company.com

www.markfallon.com
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Quality Control
in
Mail Center Operations

Presented to:
2018 Mailers Conference

Mark M. Fallon
President and CEO
The Berkshire Company

www.markfallon.com
www.berkshire-company.com

Overview

BERKSHIRE

AT compa e « What is Quality Control
« Why implement Quality Control
* Quality Control Team
« Establishing a Quality Control Program
* Quality Control and Quality Assurance
* Quality Control Tools
+ Measuring Success
« TQM, Six Sigma and ISO 9000
+ Roadblocks and Barriers

« Innovation and Quality Control

Copyright 2018
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REHRE  Quality Control: What is it?
e Process to review production
e Review includes:
— Controls
—-Job Management
- Performance

- Integrity

- Records

THE
BERKSHIRE
A
Why Quality is Important
e "Good enough” isn't good enough
e Meet customers’ expectations
e Help employees improve performance
Copyright 2018

The Berkshire Company
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Goals of Quality Control

e Ensure products or services meet standards
e Requirements are reviewed for:

- Dependability

- Acceptability

- Fiscal responsibility

Goals of Quality Control Team
e Identify products or services that don't
meet standards
e Additional responsibilities:
- Halt production
- Notify management

- Notify customer

Copyright 2018
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Quality Control Team Members

e Choose from multiple levels
(e.qg., line, management)
e Choose from multiple disciplines

(e.g., operations, customer service)

e Have desire and aptitude for improvement

e Can't test everything

e Identify key standards
- Past errors
— Customer complaints

- Automated tests

Copyright 2018

The Berkshire Company
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Correcting Errors

e NOT the responsibility of the QC team!
o Different levels to be corrected:

- Immediate error — Operator

— Training error — Supervisor

- Systematic error - Management

-85 Establishing a Quality Control

Program

e Document the existing process

e Establish policies and procedures

e Map out and validate the QC process

e Identify specific objectives of the program

Copyright 2018
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. Quality Control
and

Quality Assurance
e Quality Control - identify and detect errors
e Quality Assurance - evaluate and improve process

e Important that management team understands

the difference

Quality Control Tools

e Standard Operating Procedures (SOPs)

e Process maps

e Checklists

e Quality Control and Change Control documentation

e Reporting system

Copyright 2018
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Documenting Quality Control Results

e Measurements:
- Number and percentage of errors
— Operator productivity
- Costs

e Periodic Reviews

Bﬁﬁils‘a':;““
Quality Control — What's Acceptable
e 100% - Must be the goal
e Weigh goals, costs and results
¢ Risk and probability of “worst case”
Copyright 2018

The Berkshire Company
www.berkshire-company.com
www.markfallon.com



Quality Control and Testing

Establish standards and specifications

Develop test cases of probable errors

Test production process

Test quality control process and results

TQM, Six Sigma and ISO 9000

e Total Quality Management — TQM. Management philosophy on

continuous improvement.
e Six Sigma - TQM, with additional emphasis on project management.

e ISO 9000 - standards and guidelines for quality systems as set by

International Organization for Standardization

Copyright 2018
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THE
BERKSHIRE
COMPANY®

www.berkshire-company.com

Six Sigma, Projects and DMAIC

¢ Define - Your project

e Measure - Your current process

e Analyze - Gather data for determining causes
e Improve - Address and eliminate root causes

e Control — Develop ongoing monitoring program

THE
BERKSHIRE

COMPANY"®

www.berkshire-company.com

Implementing Quality Control

e Plan

e Execute

e Evaluate

e Measure and Monitor

e Adjust

Copyright 2018
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e Quality Control works anytime

— that there is a process
— that there is a measurable result

- that there is opportunity for error

THEA
BERKSHIRE
A
Quality Control Roadblocks
e “Error-free isn’t possible, so why try?”
e "“Quality Control costs too much.”
e "“Quality Controls slows down production.”
e “Nobody really cares.”
Copyright 2018
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Overcoming Roadblocks

e Explain competitive environment.
e Demonstrate true costs of errors.
e Measure “re-work” times.

e Share feedback from customers.

Quality Control & Innovation
¢ Quality Control is based on consistent output
through consistent practices
e Innovation is based on improving output by
changing practices
e Both are critical to long-term success
Copyright 2018

The Berkshire Company

www.berkshire-company.com

www.markfallon.com
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THE
BERKSHIRE
COMPANY®

www.berkshire-company.com

Quality Control & Innovation

Promote innovative ideas at all levels

Control changes through testing outside production

Document changes and train all employees

Celebrate successes!

THE
BERKSHIRE
COMPANY®

www.berkshire-company.com

Questions?

Mark Fallon
The Berkshire Company

www.berkshire-company.com

www.markfallon.com

mmf@berkshire-company.com
Twitter: @MarkMFallon
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