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1 BACKGROUND

Claes Berlin, Quality Manager for RUAG Space Sweden held a presentation
about “Sustainable Process for Mission Success” at last year’s Supply
Chain Conference in NASA Goddard Space Flight Center and in spring 2010
at the NASA Quality Leadership Forum — QLF at Cape Canaveral in Florida.

Many of the topics that came up during these two previous conferences were
appreciated and created interest among the participants. During this year
conference Claes Berlin conducted the interactive seminar on “Making the
HOW a quality advantage” for companies and organizations.

This is an under title to the main paradigm shift that Claes communicates in
the global business and organization environment for the coming decades
“From WHAT To HOW” — going with the focus and perspective from what
we do — to how we do it.

2 PROGRAM

Seminar Agenda; the seminar employs a combination of presentations and
participatory exercises, and includes:

e Developing the company culture with customer focus and
empowerment in the organization
Using ISO 9001 and AS/EN 9100 standards as tools for change
Understanding the elements of process management
Exercises in Business Process Management
Case story presentation — “our BPM journey”
Discussion and reflections on the value of a process-oriented approach
and lessons learned
If you have any questions regarding the seminar performed, please contact
Claes Berlin claes.berlin@telia.com or Jonathan Root at NASA Goddard
Space Flight Center jonathan.root@nasa.gov

The seminar was conducted by Claes Berlin, see below the bio;

Claes Berlin serves as the Quality Manager for RUAG Space Sweden (previously SAAB
Space) and has over 35 years of experience within the international space business.
His extensive experience includes expertise in the areas of Quality Management,
Process Management, Change Management, Supply Chain Management, and
Leadership and Operational Excellence.

Claes is a certified lead assessor for ISO 9001 and 14001, AS/EN 9100, the Baldridge
Quality Award, EFQM — the European Quality Award and the Swedish Quality Award.
He began his career as a component engineer and previously served as a product
assurance manager on space projects. Claes has a Master of Science degree in
Electronic Engineering, graduating from Chalmers University of Technology in
Gothenburg, Sweden in 1975.
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3

PARTICIPANTS

Participants in the BPM-seminar;
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Gary Franko Sr. Quality Engineer GSFC / Mantech
Anne Hasselbrack Contracts Manager Sigma Space
Sonya Hopson Sr Engineering Manager ManTech International
ELIZABETH  IWANICKI PRESIDENT MICROTECH MACHINE CO.INC.
James Kalshoven Business manager Syneren Technologies
Michael Kelly Chief, Institutional Support Office Goddard
Joshua Krage Chief Information Security Officer NASA
Ronald Lang Mission Assurance Lead GOES-R Honeywell Technical Solutionsinc.
Director, Supplier Quality, Mission
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4 PRE-WORK BEFORE THE SEMINAR

Claes Berlin discusses the BPM roadmap with Olga Ceritelli, Jonathan Root and
Oliver Schiewe in Jonathans office the day before.

Olga and Oliver prepare the BPM tool box for the seminar.
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Jonathan and Olga agree — all prepared, we are ready for the BPM-seminar.

October 20th - 22nd M o e i ariana NA

Supply Chain 2010,
the 4th Annual NASA Supply Chain Quality Assurance conference
- the theme of this year’s conference

Innovation and Mission Success

Claes Berlin, Skogshyddevéagen 16, SE-443 51 Lerum, Sweden
Phone/Fax. + 46 302 125 58 = Mob. + 46 705 314 269 = e-mail: claes.berlin@telia.com




5 THE BPM PRESENTATION

Claes in front of building 34 at Goddard Space Flight Center and room W105
the place for the BPM seminar.

Great table of food and drinks — thanks to ManTech and Honeywell.
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Some photos from the morning lecture:
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Some slides from the morning lecture;

g‘lﬁgy %8 Business Process Management Seminar RUAG

Making the “How” a Quality Advantage

Program
+ Developing the company culture with customer focus and
empowerment in the organization

+ Using ISO 9001 and AS/EN 9100 standards as a tools for change
+ Understanding the elements of process management

+ Group Work in BPM - Business Process Management

+ Case story presentation — “our BPM journey”

+ Discussion and reflections on the value of a process-oriented
approach and lessons learned

3‘1111;?? ?8 Business Process Management Seminar RUAG

Model of a process-based
Quality Management System (ISO 9001:2008)

Continual Improvement of the

Quality Management System

Service

W =3 0 ~unc O
w=mm 30 ~0nc

The 8 Quality Management Principles
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QUALITY MANAGEMENT PRINCIPLES - QMP
THE 8 PRINCIPLES FROM ISO 9001:2008

Customer Focus

Leadership

Involvement of People

Process Approach

System Approach to Management
Continual Improvement

Factual Approach to Decision Making
Mutual Beneficial Supplier Relationships

ONoarON=
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Chain |10 Business Process Management Seminar RUAG

Customer Focus

o T >

Delighted
customer

Feedback

Feedback

"Next process is your customer”
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1 . .
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Functional Organization

CEO

| | | |
Eco. HR Dev. Sale Prod.
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But where is the customer?

gﬁgﬂy ?8 Business Process Management Seminar RU AG
Process view
Customer
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needs Service
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Definition of a Process

Objects
In

Objects

+ Develop In-Objects to Out-Objects

+ Create Added Value for the Customer

« Results and Productivity are Measured
« Deliver a Stable Result

+ Is Cross-Functional Customer

1 . .
gﬁgfny ?8 Business Process Management Seminar RU AG

Different kinds of processes

Management processes

Provides directions to other processes (visions, strategies, goals etc )

Core processes (operative processes)

Accomplish the mission of the organization, Customer

creating direct value to outside customers

4’¥

Support processes

Support the core processes,

creating in-direct value to outside customers
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Method of Business Process Management

Identify Establish —I—»M

+ Define the Main- + Training of the Process <+ Training of the Teams
Process Map of the Teams in Improvement and
company Problem Solving

+ Define the Process in
+ Define Process detail + ldentify areas for
Managers and . Improvements in the
+ Define models for

Process Teams different Processes
Measurements

+ Formulate Goals and + Define and Manage

Objectives !mplement the Pro_cess Improvement Projects
in the Functional line-

* Information and organization + Check the Results

Communication
+ Regular Process

Audits
g‘ﬁgﬂy ?8 Business Process Management Seminar RUAG
Process of Change
“To create motivation “To create stability
for change” by integrating the change”
Fixed Floating Flexible
Position of " Position in
Today s Transition [ Future
“Take Down” “Built Up”
“Creative Destruction”
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Change means
- a different way to think and act!

Project
Line
Process
3- dlmensmnal
'
Pr0|ect Line Process
Who  How
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“The Performance Platform”

Management System

Operational Skill Cultural

<:> system

— Customer Focus
— Leadership

’ , , ’ - Involvement of Peaple
— Process Approach
— System Approach to Management

— Continual Improvement
— Factual Approach to Decision Making

” B ran di ng " — Mutual Beneficial Supplier Relationships

Internal / External

A

Claes Berlin, Skogshyddevéagen 16, SE-443 51 Lerum, Sweden
Phone/Fax. + 46 302 125 58 = Mob. + 46 705 314 269 = e-mail: claes.berlin@telia.com




6 WORKSHOP IN BPM

Material used and produced during the morning Exercises in Business
Process Management in the 6 different groups with 6 different cases
nol, 3,5, 6, 8and 9 as below with 2, 4, 7 and 10 excluded.
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WELCOME TO THE BPM GROUP WORK
Making the “How” a Quality Advantage

October 22, 2010 at 08.15-noon
Location: Building 34, Room W105,
Goddard Space Flight Center
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Workshop - to be done in your groups

Please do the group work for the below commercial and public cases within both
types of service and product organizations.

McD is the real McD and for all others you create a fiction company yourself in your
groups using your creativity and entrepreneur skill. The case is your group number.

“The Performance Platform”

McD

H ote I Management System
H = Operational Skill

Airline —

Bank Sy

Oil Company
Hospital (public)
Business School /\
Medical Device Manufacturer

Helicopter Engine Manufacturer

0. Aerospace Company (prime contractor)

"Branding”

Internal I External

= el e e e
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To Do - Step 1!

Start the work and do the following 3 steps in your case;

1. Define the Mission & Vision!

Definitions: Mission — why are we here?
Vision - what do we want to be?

Business ldea — how do we do it?

2. Define the Business Idea and the Business Goals!

3. Define the 7 Success Factors and from them identify
3 Critical Success Factors!

Supply |20
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To Do - Step 2!

4. Establish via brainstorming in the group a Main
Process Map with Products, Customers, Customer
Needs, Core Processes, Support Processes &

Management Processes.

Use the attached format at page 9 of this handout and
doitinstepsof1 -2 -3 -4 -5 -6 as indicated!

5. Identify 5 measureable process measures that give
the effectiveness in the core processes!

6. Give Your own reflections and comments from the
group on what you have done using the BPM-method!
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ACTIVITIES DURING THE BPM EXERCISE
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GROUP 1 — Mc DONALDS - RESULTS
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GROUP 3 — AIRLINE - RESULTS
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GROUP 5 — OIL COMPANY - RESULTS
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GROUP 6 — HOSPITAL (PUBLIC) - RESULTS
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GROUP 8 — MEDICAL DEVICE MANUFACTURER - RESULTS
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GROUP 9 — HELICOPTER ENGINE MANUFACTURER - RESULTS
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SOME MORE ACTIVITIES DURING THE BPM EXERCISE
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7 MAIN PROCESS MAP APPLICATIONS

At the University of Boras in Sweden (www.hb.se) Claes Berlin conducts
yearly a course in “Integrated Management Systems in Practice - IMSP”
within a master program for Quality Management for international students.
Below you find the course outline, the students in the 2010 course and for
information some examples of Main Process Maps done by the students as
part of their examination program.

|§I§ HOGSKOLAN 1 BORAS
¥ SR

o

Quibe

Quality in Dimensions

“Integrated Management Systems in Practice - IMSP"”

Learning outcomes

This course gives an insight and knowledge to development and implementation of
management systems from a holistic view with respect to the demands of the
company, markets, customers, employees and rules in the society. It shows how
quality, project and environmental management systems can be developed and
implemented in order to provide improved products on demanding international
markets. The student, after this course, should have knowledge to actively participate
in projects with implementation of integrated management systems and participation
in projects that invest and improve processes in a company.

Contents

The basis for this course is practical implementation of management systems with
lectures and group work. Guest lectures will be presented in order to highlight through
benchmarking how different companies work with their implementation and application
of management systems. Standards like the international ISO-series in Quality,
Environmental and Assessments are presented and discussed. A focus in this course
will be practical implementation in both manufacturing and service sectors. An
important issue in the course is to show the breadth of existing management systems
and support tools as well as the great number of variations in implementation. The
content in the course is about how management systems are initiated, used,
maintained and improved for the benefit of the customers, the employees and the
society.

Claes with the students in the IMSP master course in Bords 2010
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Mc DONALDS — MAIN PROCESS MAP
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AIRLINE — MAIN PROCESS MAP
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BUSINESS SCHOOL — MAIN PROCESS MAP
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8 SOME FEEDBACK FROM THE PARTICIPANTS

Overall the feedbacks from this BPM seminar at the NASA Supply Chain
Conference 2010 were positive, some comments;

The

awareness of new approach

creative management, new ideas

understanding of processes

hands-on

interactive

mission vision, business idea and success factors MUST tie together

learn how to create a proper process map

brain storming is very important

define and design a good business model

know where you are & know how to get there

3-dimensional business model

take down to!!

listen, cooperate, team

real world examples of change management success

business example

stories delivered in person

the HOW

stay true to making change for the best outputs

continue to improve at the same time eliminate the waste

lead by example vs. lead by demanding

create processes directly to customer needs and product

individual projects/products need to develop, related processes to do this
keep the "big picture"” in mind, watching the system is vital

develop processes after identified product & customers need

apply verbs to core processes

customer needs may not always be measurable but can be subjective

team work

the 8 management principles

dialogue is very important

if the core & support processes work less management processes are needed
we need to survey customers

evaluate the relevance generated then evaluate efficiency of my department
very timely info for me as my organization is going through a reorganization
the RUAG Space story details, understanding of going from WHAT to HOW
linking the RUAG Space story to a model — ISO

stepping back from typical company’s detailed focus to customer perspective

evaluation from the BPM-seminar in a scale from 1-5;

content - 4,48

lecture style - 4,74

learning / knowledge gained - 4,30
logistic / administration - 4,30
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Keep it simple...

Everything should be made
as simple as possible,
but not simpler.

Albert Einstein

“

Many thanks for a nice seminar together and if you have any questions or
comments please contact me by e-mail. // Claes

“Personally I’ m alwaysready to learn, although | do nat alwayslike being taught” , Winston Churchill
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