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–– A Brief HistoryA Brief History
1986 1986 –– Sell Excess Testing CapacitySell Excess Testing Capacity
Quality, Service and IT Innovation KeyQuality, Service and IT Innovation Key
Growth & Diversification Growth & Diversification -- 300 physician offices, 11 hospitals with outreach 300 physician offices, 11 hospitals with outreach 
programs, Mprograms, M--Care HMO ; Medical Campus Program GrowthCare HMO ; Medical Campus Program Growth

Bumps in the Road?…Bumps in the Road?…
Rapid growth outstrips capacityRapid growth outstrips capacity
Increasing sendouts cause slow or inconsistent turnaround timeIncreasing sendouts cause slow or inconsistent turnaround time
Limited growth resources causes inLimited growth resources causes in--fightingfighting
InIn--fighting injures service, quality and innovationfighting injures service, quality and innovation
Losing ClientsLosing Clients
Losing RFP’sLosing RFP’s
Losing RevenueLosing Revenue

…Or Impending Doom?…Or Impending Doom?

WHAT WOULD YOU DO?WHAT WOULD YOU DO?

http://www.pathology.med.umich.edu/mlabs/index.html


KanoKano Model ofModel of
Client SatisfactionClient Satisfaction

TIME

NOW WHAT WOULD YOU DO?NOW WHAT WOULD YOU DO?



ReRe--Commitment to our ClientsCommitment to our Clients

Decrease ErrorsDecrease Errors
Decrease CostsDecrease Costs
Improve Responsiveness Improve Responsiveness 
/ Service/ Service
Consistently Represent Consistently Represent 
the Voice of the Client to the Voice of the Client to 
Our Academic Our Academic 
DepartmentDepartment

Declare MLabs’ IdentityDeclare MLabs’ Identity

Six SigmaSix Sigma
LeanLean
Lean and Six SigmaLean and Six Sigma

Elevated Program to Division Elevated Program to Division 
StatusStatus
Created Board of DirectorsCreated Board of Directors
Needed a Quick and Easy Needed a Quick and Easy 
Survey ToolSurvey Tool

Strategic Planning / Strategic Planning / 
MarketingMarketing

PROBLEM SOLUTION



Programs & Products Implemented Programs & Products Implemented 
(1 Year)(1 Year)

HIPAA Compliant EHIPAA Compliant E--Mail SolutionsMail Solutions
Hilgraeve Hilgraeve HyperSendHyperSend

Data Analysis / InData Analysis / In--Sourcing Strategies / Account TrackingSourcing Strategies / Account Tracking
Microsoft AccessMicrosoft Access
Microsoft ExcelMicrosoft Excel

Workflow Analyses / Lean InitiativesWorkflow Analyses / Lean Initiatives
Microsoft VisioMicrosoft Visio
eVSMeVSM on Microsoft Visioon Microsoft Visio

Strategic PlanningStrategic Planning
Business Resource Software, Inc.Business Resource Software, Inc.

Client SurveysClient Surveys
AdvisorSurveyAdvisorSurvey--123123

Six Sigma InitiativesSix Sigma Initiatives
QE Tools on Microsoft ExcelQE Tools on Microsoft Excel

Problem Tracking / Resolution / Risk ManagementProblem Tracking / Resolution / Risk Management
RMProRMPro

Web Redesign / Form Submission on Web Redesign / Form Submission on FormiumFormium ServerServer
Microsoft VisioMicrosoft Visio
Acrobat ProfessionalAcrobat Professional



Highlighted ProductsHighlighted Products
A A FabFab 44

Lindsey LarkinLindsey Larkin
lindsey.larkin@123lindsey.larkin@123--survey.comsurvey.com
815815--477477--14991499
ImageCareImageCare Inc. (Advisor)Inc. (Advisor)
http://www.123http://www.123--survey.com/applications.aspsurvey.com/applications.asp

Patrick Hammett or Steve GeddesPatrick Hammett or Steve Geddes
www.qetools.comwww.qetools.com sales@qetools.comsales@qetools.com

QE TOOLS

Customer Surveys

Six Sigma

Business Resource Software

2013 Wells Branch Pkwy #206

Austin, Texas 78728

800-423-1228

http://www.brs-inc.com/

Marketing, Pricing and Strategic Planning

eVSM Support
support@evsm.com
http://www.evsm.com/training

Lean Value Stream Mapping

http://www.qetools.com/
mailto:sales@qetools.com


AdvisorAdvisor
Collaboration of designers, marketing and market Collaboration of designers, marketing and market 
research professionals, customer relations specialists research professionals, customer relations specialists 
and business consultants who have worked with Fortune and business consultants who have worked with Fortune 
500 companies500 companies

A webA web--based tool to build, design, launch and analyze based tool to build, design, launch and analyze 
surveys for strategic marketing and market researchsurveys for strategic marketing and market research

Provides data export to Microsoft Excel in table and Provides data export to Microsoft Excel in table and 
graphic formatgraphic format

Cost:  ~ $99/MonthCost:  ~ $99/Month











AdvisorAdvisor
Market ResearchMarket Research

Pricing AnalysisPricing Analysis
Marketing Campaign AnalysisMarketing Campaign Analysis
Market TrendsMarket Trends
Concept TestingConcept Testing

Customer SatisfactionCustomer Satisfaction
Competitive AnalysisCompetitive Analysis
Applicant / Resident / Fellow / Faculty EvaluationsApplicant / Resident / Fellow / Faculty Evaluations
RSVP Business / Social GatheringsRSVP Business / Social Gatherings
Inventory ReorderInventory Reorder
OnOn--Line Education / Proficiency TestingLine Education / Proficiency Testing
Remote Procedural Review and AuthorizationRemote Procedural Review and Authorization
Workload Surveys Workload Surveys –– Client Service CentersClient Service Centers



Reduce costs not just selling price 
Reduce TAT (60-90% not atypical)
Reduce waste:  time, energy, motion, effort on bad processes (LEAN)
Improve quality / Reduces errors and error potential / Reduces rework (6 SIGMA)
Improve service level
Increase customer satisfaction
Improve employee involvement, satisfaction, safety and work environment
Uses space more effectively (30-40%) (LEAN)
Improves workflow process
Solves staffing shortages

Decisions based on facts and data rather than opinion

Attack the high-hanging fruit (the hard stuff)

Provide a disciplined approach to problem solving and continuous improvement

Teach people to see waste, savings and opportunity

Industry demands it !!! (Automotives / Managed Care / Clinicians / Public)(Automotives / Managed Care / Clinicians / Public)

Lean and Six SigmaLean and Six Sigma
Why Healthcare Needs ThemWhy Healthcare Needs Them



Quality Costs and Process Quality Costs and Process 
ExcellenceExcellence
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Six Sigma  Six Sigma  -- ToolkitToolkit
Customer FocusCustomer Focus
LeadershipLeadership
Innovative and ProactiveInnovative and Proactive
BoundaryBoundary--lessless
World Class QualityWorld Class Quality
Fact DrivenFact Driven
Process ManagementProcess Management

Process MappingProcess Mapping
Tolerance AnalysisTolerance Analysis
Structure TreeStructure Tree
Components SearchComponents Search
Pareto AnalysisPareto Analysis
Hypothesis TestingHypothesis Testing
Gauge R & RGauge R & R
RegressionRegression
Rational Rational SubgroupingSubgrouping
Design of ExperimentDesign of Experiment
BaseliningBaselining
Statistical Process ControlStatistical Process Control

& Philosophy& Philosophy

Lean Lean -- ToolkitToolkit
Standardized TrainingStandardized Training
Rapid Lab AssessmentRapid Lab Assessment
Value Stream MappingValue Stream Mapping
Kaizen BurstsKaizen Bursts
Problem SolvingProblem Solving
Standardized WorkStandardized Work
Leveling/Balancing WorkloadLeveling/Balancing Workload
5S5S
Visual ManagementVisual Management
KanbanKanban SystemsSystems
Cellular DesignCellular Design
Error Proofing (Error Proofing (PokaPoka Yoke)Yoke)

Operate under a quality umbrellaOperate under a quality umbrella
Become a learning organizationBecome a learning organization
Management supports the valueManagement supports the value--added operatorsadded operators
Develop “Eyes” for WastesDevelop “Eyes” for Wastes
Standardization is the foundation to continuous improvementStandardization is the foundation to continuous improvement
You get what you expect and you deserve what you tolerateYou get what you expect and you deserve what you tolerate
Go and see for yourself to thoroughly understand the Go and see for yourself to thoroughly understand the 

situationsituation
Continuous singleContinuous single--piece flowpiece flow
If you cannot “flow” then “pull”If you cannot “flow” then “pull”
TaktTakt time time –– pace of customer demandpace of customer demand

&  Philosophy&  Philosophy
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eVSMeVSM
eVSMeVSM is an Excelis an Excel--based addbased add--in tool for Lean and Process in tool for Lean and Process 
Improvement Projects.Improvement Projects.

Developed for manufacturing industryDeveloped for manufacturing industry

Provides commonly used tools and data analysis techniques for Provides commonly used tools and data analysis techniques for 
implementing Lean and envisioning the Value Stream Mapimplementing Lean and envisioning the Value Stream Map

Value Stream Map = Process Map “on Steroids”Value Stream Map = Process Map “on Steroids”
A visual tool for identifying all activities of the planning, aA visual tool for identifying all activities of the planning, and production     nd production     

process to identify wasteprocess to identify waste
Provides a tool to visualize what is otherwise usually invisiblProvides a tool to visualize what is otherwise usually invisiblee
Develop a current state map before improvements are made so thaDevelop a current state map before improvements are made so that the t the 

efforts and benefits of the future state implementation can be qefforts and benefits of the future state implementation can be quantified uantified 

Cost ~ $350Cost ~ $350

Process Map















QEToolsQETools
Developed for Developed for The University of Michigan Center for The University of Michigan Center for 
Professional Development's Six Sigma programProfessional Development's Six Sigma program for for 
application in manufacturing industry. application in manufacturing industry. 

QEToolsQETools is an Excelis an Excel--based addbased add--in tool for Six Sigma and in tool for Six Sigma and 
Quality Improvement Projects.Quality Improvement Projects.

Provides commonly used problem solving tools and data Provides commonly used problem solving tools and data 
analysis techniques for Six Sigma Belts and Quality analysis techniques for Six Sigma Belts and Quality 
PractitionersPractitioners

Cost ~ $100Cost ~ $100 QE TOOLS

http://cpd.engin.umich.edu/
http://cpd.engin.umich.edu/
http://cpd.engin.umich.edu/


Six Sigma as a MetricSix Sigma as a Metric

Sigma = σ = Deviation
( Square root of variance )

-7 -6 -5 -4 -3 -2 -1 0 1 2 3 4 5 6 7

Axis graduated in Sigma

68.27 % result:  317300  ppm outside 
(deviation)

between + / - 1σ  

σ

between  + / - 2σ  95.45 %

99.73 %

99.9937 %

99.999943 %

99.9999998 %

45500  ppm

2700  ppm

63  ppm

0.57  ppm

0.002  ppm

between  + / - 3σ  

between  + / - 4σ  

between  + / - 5σ  

between  + / - 6σ  

Lab



Six Sigma as a PhilosophySix Sigma as a Philosophy

LSL USL

Off-Target / Low Accuracy
Low Variation / High Precision
High Potential Defects

LSL USL

On Target / High 
Accuracy
High Variation / Low 
Precision
High Potential DefectsLSL USL

On-Target
Low Variation
Low Potential Defects

Variation reduction coupled with 
process centering create less 
potential for defects.

The concept of defect reduction 
applies to ALL processes (not just 
manufacturing)

Variation reduction coupled with 
process centering create less 
potential for defects.

The concept of defect reduction 
applies to ALL processes (not just 
manufacturing)



Projects are worked through these 5 main phases 
of the Six Sigma methodology with tollgate 

reviews at each interval.

6 Sigma in Practice6 Sigma in Practice
DMAICDMAIC Problem SolvingProblem Solving

Breakthrough Strategy

Characterization Phase 2:

Measure

Phase 3:

Analyze

Optimization

Phase 4:

Improve

Phase 5:

Control

Phase 1:

Define



QEToolsQETools Walks the 6 Sigma RoadmapWalks the 6 Sigma Roadmap
Tools may be accessed from Tools may be accessed from QEToolsQETools Menu or using Menu or using 
the links from DMAIC Tool Road Map.the links from DMAIC Tool Road Map.
Raw Data may be analyzed directly from spreadsheet Raw Data may be analyzed directly from spreadsheet 
or using “or using “DataSheetDataSheet”.”.

DATA
SHEET



QE Tools FunctionalityQE Tools Functionality



MethodMachines

Management

Assignable Cause Assignable Cause –– Root Cause AnalysisRoot Cause Analysis
Outside influencesOutside influences
NoiseNoise
Potentially controllablePotentially controllable
How the process is actually performing over timeHow the process is actually performing over time

Fishbone
Ishikawa

Poor TAT

Materials Manpower (people)

Mother Nature

Flat jambs (edges rough)

Off shore pine

“A” splits inside step is
rough

Bowed wood

Short staffed

Sorting out flaws at printer corners is not
ergonomically sound

Corners require too much
attention, other things get

missed

Narrow applicator rolls transfer
ink incorrectly to rabbit

Printer splatters

Stick and rag method of
cleaning splatter

Lighting a feed station may
not lend itself to sorting out

potential rework

Leaky roof (cardboard
containment)

Viscosity variation in fan
coating when it rains

(humidity?)



Box and whisker plots help to see the data distribution

Box and Whisker

Pathologist

Surgical TAT Hours

96

72

48

24

Time

Historical Data

75%

50%

25%

DBP

109

104

99

94

UL

LL



Competitive Edge - Three Generic Strategies

Low-cost

Differentiation       

Focus -
niching

Client Education Customer
Service      

Flexible
Configurations       



BRSBRS
Business Resource Software for Market Analysis, Competitor Business Resource Software for Market Analysis, Competitor 
Analysis, Strategic Planning, Strategic PricingAnalysis, Strategic Planning, Strategic Pricing

Provides graphical and textual data analysis for enhanced Provides graphical and textual data analysis for enhanced 
comprehensioncomprehension

MBA Dialogue wizard (“TurboTax”) for business management and MBA Dialogue wizard (“TurboTax”) for business management and 
growthgrowth

Competitive Advantage  Competitive Advantage  Potential Generic StrategiesPotential Generic Strategies Strategic Factors  Strategic Factors  Environmental FactorsEnvironmental Factors

Environmental Risk Matrix  Environmental Risk Matrix  Tendency to BuyTendency to Buy Price Sensitivity  Price Sensitivity  Product & Market ChangeProduct & Market Change Market ForcesMarket Forces

Industrial Decision MakingIndustrial Decision Making Product Life CycleProduct Life Cycle Capacity & Propensity to AttackCapacity & Propensity to Attack Sales VolumeSales Volume

Product Market Profitability  Product Market Profitability  Boston Consulting Group MatrixBoston Consulting Group Matrix Product Competitive PositionProduct Competitive Position

Industry AttractivenessIndustry Attractiveness Business Strategy Matrix  Business Strategy Matrix  Directional Policy MatrixDirectional Policy Matrix Business Risk AnalysisBusiness Risk Analysis

http://www.brs-inc.com/models/model2.asp
http://www.brs-inc.com/models/model4.asp
http://www.brs-inc.com/models/model6.asp
http://www.brs-inc.com/models/model8.asp
http://www.brs-inc.com/models/model9.asp
http://www.brs-inc.com/models/model11.asp
http://www.brs-inc.com/models/model14.asp
http://www.brs-inc.com/models/model16.asp
http://www.brs-inc.com/models/model18.asp


Corporation
Competitor
Customer 

Image and 
Positioning

Objectives
and Commitment

Current and 
Past

Strategies

Organization 
and 

Culture

Cost 
Structure

Exit Barriers

Strengths 
and

Weaknesses

Size, Growth
and Profitability









Administrators

Administrators

Bruce Friedman, M.D.

QE TOOLS

“Will bring about more 
cooperation from 

administrators than all 
the yelling and pleading 

in the world.”
- Christian Science 

Monitor



Lab IT Tools Integration / EvolutionLab IT Tools Integration / Evolution

CORPORATIONSCORPORATIONS THINKING LEAN FOR THINKING LEAN FOR 
THE CLIENTTHE CLIENT
mTuitivemTuitive

–– Agile AuthorAgile Author
HBOCHBOC

–– Business Tools / ProfitabilityBusiness Tools / Profitability
–– PathFinderPathFinder AwardsAwards

CernerCerner
–– Bedrock “Turbo Tax” for ImplementationsBedrock “Turbo Tax” for Implementations
–– Lab Layout WizardLab Layout Wizard
–– Batch Work Routing WizardBatch Work Routing Wizard

CLIENTSCLIENTS THINKING LEAN FOR THE THINKING LEAN FOR THE 
CORPORATIONCORPORATION
FieldsFields
Client TableClient Table

Market SegmentMarket Segment
QAQA

Resolution / Root Cause / Follow up / Client Resolution / Root Cause / Follow up / Client 
ReportsReports

ToolsTools
Box and Whiskers PlotsBox and Whiskers Plots
Radar DiagramsRadar Diagrams
Web Surveys / EducationWeb Surveys / Education
Process Metrics in Greater GranularityProcess Metrics in Greater Granularity

StrategiesStrategies
Lean Six Sigma Corporate IntegrationLean Six Sigma Corporate Integration
Lean Six Sigma and Marketing Tools Product Lean Six Sigma and Marketing Tools Product 

IntegrationIntegration
Sales / Support StrategySales / Support Strategy
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