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Discovering a clear view into Engineering Conversations

 Discover - What gets in the way
─ In the context of Quality/Engineering 

Management; Understanding and clarifying 
customer requirements and expectations

 Experience the domains of Opinions vs. Facts,  
Expectations vs. Commitments

 See and feel the power of a clear Request

 Bring these together with Engineering 
Conversations for Action Examples
─ Leading to Understanding and Clarifying 

Customer Requirement/Project/Any/Our Own 
Requests
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Setting the Context of Generating and Coordinating Action 

 We generate and coordinate actions of many types. 
─ Conversations are with others and ourselves to fulfill what needs to get done.  
─ In other words, something is missing and generating actions to fill the void is my job.
─ This is especially valuable at the beginning of a project and during changes

 My ability to have clear conversations tarnished over time with my technical expertise, 
having me struggle with
─ Requests and commitments are not clear, often open-ended; resulting in varied coordination 

of action diminishing trust
─ Complexity and overwhelm resulting in lost line of sight to the overall strategy and promise
─ People are reluctant to have conversations when team members do not deliver

http://www.google.com/imgres?imgurl=http://blogs.msdn.com/blogfiles/willy-peter_schaub/WindowsLiveWriter/CanyoutellmeaboutTFSandVSTSin5minutesthe_14B43/CLIPART_OF_26862_SMJPG_2.jpg&imgrefurl=https://blogs.msdn.com/b/willy-peter_schaub/archive/2009/06/27/can-you-tell-me-about-tfs-and-vsts-in-5-minutes-the-steven-scenario.aspx&usg=__DLcm_X9Z5fl62YgxorNRT-fOGP0=&h=480&w=600&sz=30&hl=en&start=32&itbs=1&tbnid=q_tXZYAx5v6bUM:&tbnh=108&tbnw=135&prev=/images?q=Setting+the+Context&start=20&hl=en&sa=N&gbv=2&ndsp=20&tbs=isch:1�
http://www.google.com/imgres?imgurl=http://blogs.msdn.com/blogfiles/willy-peter_schaub/WindowsLiveWriter/CanyoutellmeaboutTFSandVSTSin5minutesthe_14B43/CLIPART_OF_26862_SMJPG_2.jpg&imgrefurl=https://blogs.msdn.com/b/willy-peter_schaub/archive/2009/06/27/can-you-tell-me-about-tfs-and-vsts-in-5-minutes-the-steven-scenario.aspx&usg=__DLcm_X9Z5fl62YgxorNRT-fOGP0=&h=480&w=600&sz=30&hl=en&start=32&itbs=1&tbnid=q_tXZYAx5v6bUM:&tbnh=108&tbnw=135&prev=/images?q=Setting+the+Context&start=20&hl=en&sa=N&gbv=2&ndsp=20&tbs=isch:1�
http://www.google.com/imgres?imgurl=http://blogs.msdn.com/blogfiles/willy-peter_schaub/WindowsLiveWriter/CanyoutellmeaboutTFSandVSTSin5minutesthe_14B43/CLIPART_OF_26862_SMJPG_2.jpg&imgrefurl=https://blogs.msdn.com/b/willy-peter_schaub/archive/2009/06/27/can-you-tell-me-about-tfs-and-vsts-in-5-minutes-the-steven-scenario.aspx&usg=__DLcm_X9Z5fl62YgxorNRT-fOGP0=&h=480&w=600&sz=30&hl=en&start=32&itbs=1&tbnid=q_tXZYAx5v6bUM:&tbnh=108&tbnw=135&prev=/images?q=Setting+the+Context&start=20&hl=en&sa=N&gbv=2&ndsp=20&tbs=isch:1�
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Managing Our Expectations

 Commitments un-kept are not equal to expectations unmet1

 “I learned it this way: Expectations are free. We can have all the expectations we want.”1

─ Notice that expectations are our own, personal and private
 Expectations live as internal conversations and narratives

Big Impedance – When we treat our expectations as if they were commitments that 
other people have made to us

1.“Language and the Pursuit of Happiness”, Chalmers Brothers, New Possibilities Press 2005, ISBN 978-0-9749487-0-6

Opposite Opportunity – Speak Up, lodge a responsible complaint only when a 
commitment is not met verses an unspoken expectation being unmet.
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Assessments/Opinions are Tricky –
Getting in the way of Understanding and Clarifying

 What gets in the way of Understanding? 
─ How long does it take for an opinion to form?
─ How long does it take to trade up and ground an opinion?
─ Accelerating understanding is founded in Who, What, When, Where and How

 Not using Why moves us quickly to facts and away from opinions

Observer
Listening

Interpreting

Opinions

Facts

Who?
What ?
When ?
Where?
How?

Actions Results

Big impedance - Holding an opinion long enough it becomes the truth to us

The most 
powerful 

speech act is 
a Request

Opposite Opportunity – Intentionally trading up an opinion



Page_6Page_6

Quality/Engineering Management — Understanding and 
clarifying customer requirement and expectations requests
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The Payoff  - Managing Commitments of Timeliness
With 50% Fewer Clarification Meetings

Clear requests and actively 
managing conversations for action 

has virtually eliminated overdue 
corrective actions.
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Managing Engineering Conversation Examples

 Continuous Improvement Opportunity: It is DCMA's impression that Ball could improve upon their current 
process for tracking CDRL approvals and the maintenance of that documentation. DCMA would recommend 
adding all CDRL approvals from customers as an attachment to the PDM document suite.

(Good example of context, speaker, listener, future action. Could and Would diminishes impact)

 ……This process occurs but is not documented, and inclusion in the process document will support accuracy 
and efficiency. 

(Good example of opinions held as fact)


	Engineering Conversations �for Action��Goddard Space Flight Center 4th Annual �NASA Supply Chain Quality Assurance Conference�20 October  2010��Dan Berry  �Director Quality Management Resources�Graduate – Newfield’s Certified Coach Training Program ��
	Discovering a clear view into Engineering Conversations
	Setting the Context of Generating and Coordinating Action 
	Managing Our Expectations
	Assessments/Opinions are Tricky – �Getting in the way of Understanding and Clarifying
	Quality/Engineering Management — Understanding and clarifying customer requirement and expectations  requests
	The Payoff  - Managing Commitments of Timeliness�With 50% Fewer Clarification Meetings
	Managing Engineering Conversation Examples

