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 2004 QuEST Forum 5th Annual Best Practices Conference – September 21-22 
 
  AGENDA  
  rev.2004Sep15-c 
 

 
For Registration and Additional Information please visit the QuEST Forum website: 

http://www.questforum.org/ 
 

Conference Dress Code is Business Attire 
 
CONFERENCE SUMMARY (Subject to Change):   
 
7:00 a.m. – 7:50 a.m. – Continental Breakfast Included (Tuesday 21 and Wednesday 22) 
 
7:00 a.m. – 5:00 p.m. - Registration (Tuesday 21 and Wednesday 22) 
 
8:00 a.m. – 5:15 p.m. – Concurrent Sessions (Tuesday 21 and Wednesday 22) – Lunch included 
 
5:30 – 9:30 p.m.  Evening Social Event (Tuesday 21):  Ticket is required.   
 

Please note the following optional sessions, open to all conference participants: 
 
Tuesday, Sept 21 
   Please pre-register or arrive early for on-site registration to avoid lines 
TL 9000 Overview        7:00 a.m. – 7:45 a.m.  
 
The TL 9000 Overview session is for conference attendees who have no prior experience of TL 9000. 
Providing basic information on the objectives, principles and key characteristics of the TL 9000 Requirements 
and Measurements, this briefing will enable attendees to understand references to TL 9000 in the conference 
presentations. The session will be conducted by Patrick Dey from Excel Partnership, Inc., a provider of TL 
9000 Training sanctioned by the QuEST Forum.   
 
 
Wednesday, Sept 22 
 
QuEST Forum Web & Repository System Overview  7:00 a.m. – 7:45 a.m.  
 

·  New, QuEST Forum Website preview 
·  Registration and Measurements Repository Systems (RRS and MRS) Demonstration 

 
The QuEST Forum is in the process of redesigning the overall look, design and content of the QuEST 
Forum Website.  Attendees to this demonstration will see test examples of the new content and navigation, 
scheduled to be released in late September. 
 
Attendees to this demonstration will also see features and functions of the MRS and RRS, which support 
the TL 9000 registration and measurements submission process.  The workshop will cover the system 
fundamentals including web-based summary reports, registration summaries, certification statistics and 
much more.  Both current users and prospective users of the QuEST Forum Website will benefit. 
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DAY 1 – Tuesday, September 21, 2004 

 
8:00-8:05a ± Conference Welcome ± Kevin Calhoun ± Corning Cable Systems 
8:05-8:20a ± Chairman’s Remarks ± Everett McNair ± Corning Cable Systems 
 
8:20-8:50a KEYNOTE SPEAKER – Steve Welch – Senior Executive Vice President, 

Sales and Customer Experience - SBC 
 

Public/Private Partnerships James G. Brunke ± The 
Boeing Company 

The Impact of Outsourcing on Quality Dominic Nocera ± Lucent 
Technologies  

9:00 -10:20a 
Session 1:  Managing the 
Extended Supply Chain 
Moderator:   
Nick Addante ± Bell Canada 
 

Web-based Tools for Evaluating 
Prospective Suppliers 

Rachel Buckley - SBC 

10:20-10:45a Refreshment Break with Sponsors 
 

A  Measurement System that Drives 
Performance Excellence 

Kay Hunn ± Lockheed Martin 

Integrating TL 9000 with a Malcolm 
Baldrige-based Quality System 

John Ressler - Sprint North 
Supply 
Bob Clancy ± BIZPHYX 

10:50 -12:10a 
Session 2:  Measuring and 
Managing for Quality 
Improvement 
Moderator:  Tim Houghton - 
BellSouth Balanced Scorecard and TL 9000  Dwarak Subbarao ± Lucent 

Technologies 
12:10-1:15p HOSTED LUNCH 
 
1:15-1:45p KEYNOTE SPEAKER ± Raghu Rau ± Corporate Vice President and Director of 

Global Marketing, Wireless Systems ± Motorola, Inc. 
 

S y m p h o n y  B a l l r o o m  1  S y m p h o n y  B a l l r o o m  4  
 

A Quality 
Management System 
for Core Global 
Functions 

Oliver Chan ± 
Nortel Networks 

Ensuring a Unique 
and Exceptional 
Employee 
Environment 

Geoff Teeter ±  
Genentech 
Dr. Robert 
Berrier ± 
Berrier 
Associates 

Benefits of Enterprise 
Level TL 9000 
Registration 

Bob Nickerson ± 
Lucent 
Technologies 

exCITE! Project 
Discipline vs. 
Creativity: Striking the 
Right Balance 

Serge Oligny - 
Bell Canada 

2:00-3:20p 
Session 3:    
TL 9000 Experience 
and Benefits  
Moderator:   
Dennis Huber - 
Sprint North Supply  
 

Automating TL 9000 
Data Collection and 
Submission 

Sue Zanner  ± 
Cisco Systems 

2:00-3:20p 
Session 4:   
Innovative 
Business Solutions 
Moderator:  
Pat Rhodes  ±  
Nortel Networks 

TL 9000 Auditor 
Independence in 
Small Organizations 

Dave Drovetta - 
Sprint 

3:20-3:45p Refreshment Break with Sponsors 

5:10 ± 5:15p Closing Remarks: George Dowell   5:10-5:15 Closing Remarks: Don Pickens 
 

5:30 ± 9:30p Evening Event (Ticket Required) 

Managing Strategic 
Projects at T-Mobile 

Denis Gautheret ±  
T-Mobile 
International AG & 
Co KG 

SBC Fleet 
Operations:  
Maximizing Warranty 
Recovery 

Sherry 
Montgomery ± 
SBC Services 
Inc. 

Remote/Virtual 
Audits:  Process and 
Attributes 

Cindy Nadler ± 
Nortel Networks 

Web-based Solutions 
for Managing Surplus 
Inventory 

Robert Monroe -  
BellSouth  

3:50-5:10p 
Session 5:    
Tools for Operating 
in a Global 
Environment 
Moderator: 
George Dowell - 
Verizon 
   
 

“Excellence 2005” ± A 
Business Excellence 
Model 

Don Hoffert ±  
Stora Enso North 
America 

3:50-5:10p 
Session 6: 
Case Studies in 
Operational 
Excellence 
Moderator:  
Don Pickens - 
QuEST Forum 
 

Improved Fleet 
Operations through 
Consolidation and 
Standardization 

Marilyn Meders -
BellSouth  
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DAY 2 - Wednesday, September 22, 2004 

 

8:00a - 8:05 ± Morning Welcome ± Brendan Pelan ± Verizon Communications 
8:05-8:35a KEYNOTE SPEAKER ± Nick Adamo ± Vice President of US Service Provider Sales, Cisco Systems  

 

10:05-10:30a Refreshment Break with Sponsors 

11:55 -1:00p HOSTED LUNCH 
1:00-1:30p KEYNOTE SPEAKER ± Ed Curran ± Executive Director, Network Purchasing - Verizon Wireless 
1:30-1:35p Conference Update - Brendan Pelan 
 

Virtual Operations 
System Improves 
Product Development 
and Decision Making 

Jeff Marr ±  
Cisco Systems 

Improving Response 
to Problem Reports 

Tom Yohe - 
Alcatel 

Producing World Class 
Cost and Cycle Time 
Productivity in Test 

Paul McNamara ±  
The Sente Group 

TL 9000 Registration 
Success Strategies 

Jim Johnston ± 
Ulticom 

1:45 ± 3:05p 
Session 11:  
Emerging 
Technology 
Management 
Moderator:  
Lynn Mercer ± 
Lucent 
Technologies 
 

Improving Systems Test 
and Release Process to 
Lower Field Software 
Defects 

Steve Shipley - 
ADTRAN 

1:45 ± 3:05p 
Session 12:  
TL 9000 
Experience and 
Benefits 
Moderator:   
Everett McNair ± 
Corning Cable 
Systems 

A Best Practice for 
Providing Field 
Performance Data to 
Suppliers 

Archie McCain ±  
BellSouth  

3:05 ± 3:30p Refreshment Break with Sponsors 
 

Using Competition to 
Lower Software 
Development Costs  

David Paul Taylor 
± TeleSynthesis, 
Inc. 

Project Post Mortem 
Reviews ± Key to 
Continuous 
Improvement 

William Greenlee 
± Fujitsu  

Reducing Time to Market 
through Product 
Development Innovation 

Srinivas Vunnava - 
Fujitsu 

Leveraging Employee 
Suggestions for 
Process Excellence 

Cherry Hudson ± 
Corning Cable 
Systems 

3:35± 4:55p 
Session 13:  
Software and 
Product 
Development 
Moderator:   
Don Pickens - 
QuEST Forum  

Architecture Integration: 
a method to improve 
software defect removal 
efficiency 

Omar Alsaied ±  
Nortel Networks 

3:35± 4:55p 
Session 14:   
Quality 
Improvement  and 
Employee 
Involvement 
Moderator:   
Kevin Calhoun - 
Corning Cable 
Systems 
 

Implementing TL 9000 
Across Products 
Utilizing OEM 
Components 

Darren E. Metcalf 
± Nortel 
Networks.  

4:55 ± 5:00p Adjourn- Don Pickens    4:55 ± 5:00p Adjourn- Kevin Calhoun

S y m p h o n y  B a l l r o o m  1  S y m p h o n y  B a l l r o o m  4  

The Basics of 
Sarbanes-Oxley 

Sandy 
Liebesman ± 
Sandford 
Liebesman & 
Assoc. 

How ISO and TL 
9000 Support 
Sarbanes-Oxley 
Compliance 

John Walz ± 
Endure 
Partnership 

8:45-10:05a 
Session 7:   
Integrating Diversity 
Suppliers into the 
Telecom Supply 
Chain 
Moderator : Lynn 
Mercer ± Lucent 
Technologies 
 

A Case Study on 
Minority, Women and 
Disabled Veteran 
Owned Businesses 

Joan Kerr ±  
SBC 
 
Albert Chen ± 
Telamon 
 
Bob Clancy ± 
BIZPHYX 

8:45-10:05a 
Session 8:   
Sarbanes-Oxley 
Law:  Using Quality 
and Environmental 
Management 
Systems to Reduce 
Business Risk 
Moderator:   
Ashok Dandekar ± 
Fujitsu  

SOX Case Study and 
Results: Northern 
Pipe Products 

Paul Palmes ± 
Northern Pipe 
Products Inc. 

Integrating the Voice of 
the Customer into New 
Product Design Using 
Quality Function 
Deployment 

Mike Paruszkiewicz 
± COBASYS 

Aligning Customer 
Satisfaction with Six 
Sigma 

Pam Thompson - 
Motorola 

netRx:  A Value Added 
Network Management 
Tool 

Rachelle Verge ± 
Nortel Networks 

Improving Customer 
Experience in Call 
Center Operations 

Emilia Brad ± 
Satmetrix 
Systems 

10:35-11:55a 
Session 9:    
Optimizing Network 
Performance and 
New Product 
Design  
 Moderator:   
Nick Addante ± Bell 
Canada 
 

Ensuring Integrity of 
Network Inventory and 
Configuration Data 

David Mongeau ± 
Lucent 
Technologies 

10:35-11:55a 
Session 10: 
Driving Customer 
Satisfaction: Case 
Studies 
Moderator:  
Raghu Rau - 
Motorola 
 

Beyond Surveys: 
Keys to a Successful 
Customer Satisfaction 
Program 

Diane Faglon ± 
Lucent 
Technologies 
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SESSION SUMMARIES 
Session # 1 
 
Public/Private Partnerships.  Presented by James G. Brunke representing The Boeing Company 
 
The discussion will focus on better integration of service supply chains through partnerships and 
collaboration.  Partnerships are moving away from the transactional “part by part” buy and sell relationship to 
a value-added relationship where speed and cost reductions are important.  The results are lower delivery 
cycle time, reduced inventory, improved availability, lower costs resulting in business growth. 
 
 
The Impact of Outsourcing on Quality.  Presented by Dominic Nocera representing Lucent Technologies 
 
The presentation will provide a broad overview of impacts and experiences related to globalization trends, 
including the effects of outsourcing to low cost regions.  Both hardware and software efforts will be discussed.    
Key insights and actual supplier management practices used to prevent quality issues from affecting 
customer satisfaction levels will be shared.  Data sources and continuous improvement practices will be 
provided for purposes of replication. 
 
 
Web-based Tools for Evaluating Prospective Suppliers.  Presented by Rachel Buckley representing SBC 
 
SBC has automated the process for registering prospective suppliers into an online database. Supplier 
product and company information is then utilized by contract managers to assist in commodity research, new 
technology evaluation and the RFP process.  This presentation will demonstrate how a manual process was 
automated, and show the features and functions of the Supplier Registration process.  The new process has 
resulted in greater supply chain visibility for SBC, enhanced communication with suppliers and improved 
research capabilities that can be leveraged in the contracting process.  
. 
 

Session # 2 
 
A Measurement System that Drives Performance Excellence.  Presented by Kay Hunn representing 
Lockheed Martin 
 
Presented will be an innovative, unique, refined and highly effective system of color-coded instrument sets to 
incorporate measures of core competencies, goals and benchmarks.  Use of aggregated color-coded graphs, 
accompanied by improvement plan details makes organization performance readily apparent.  An essential 
design component is the development and accountability for the “return to green” improvement plans. 
 
 
Integrating TL 9000 with a Malcolm Baldrige-based Quality System.  Presented by John Ressler 
representing Sprint North Supply and Bob Clancy representing BIZPHYX 
 
Companies may not immediately see benefits to TL 9000 if they have a system such as Malcolm Baldridge.  
This presentation will focus the benefits of integrating quality systems, techniques to meld them and the 
results based on experience of Sprint North Supply.  How to facilitate the process of gaining management 
support, produce meaningful measurements and explain TL requirements in familiar terms will be described. 
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Balanced Scorecard and TL 9000.  Presented by Dwarak Subbarao representing Lucent Technologies 
 
The Balanced Scorecard is a management tool used by many companies.  Lucent has expanded the 
functionality to encompass the key elements of the TL process and metrics.   The Lucent Balanced Scorecard 
process is key to tracking ongoing performance in areas critical to the business and customers by 
establishing action plans to address root cause analyses of issues.  This, in turn, drives the ability to 
continuously improve customer satisfaction, strategic alignment and the overall performance of the 
corporation.   
 
 

Session # 3 
 
A Quality Management System for Core Global Functions.  Presented by Oliver Chan  representing Nortel 
Networks  
 
Nortel Networks will share how their Asia Pacific Region covering 10 countries established an implemented a 
Global Operation Process and Quality System.  TL 9000 registration was obtained within 12 months using 
cross functional virtual teams.  The key challenge was to work and develop a consistent regional quality 
process/system across the different cultural backgrounds and teams.  The key to the overall success was in 
implementing the formal internal quality audits. 
 
 
Benefits of Enterprise Level TL 9000 Registration.  Presented by Bob Nickerson representing Lucent 
Technologies 
 
The presentation explores the cost and quality advantages to an enterprise-wide multi-site TL 9000 
registration.  The focus is the real and perceived benefits of a single Quality Management System 
implemented globally for a large telecommunications supplier.  The presentation is not a recipe for 
implementation but to quantify the return on investment to the organization by improved financial and 
customer value performance by describing the phased implementation of the Lucent Management System. 
 
 
Automating TL 9000 Data Collection and Submission.  Presented by Sue Zanner representing Cisco 
Systems 
 
Cisco implemented a TL 9000 Measurement System that is unique, scalable and state-of-art for data 
collection, processing, review and approval.   The presentation will focus on the analysis and implementation 
of the automated TL 9000 Measurement System while utilizing existing business processes and data sources.  
The concepts identified in the presentation are intended to scale to any organization seeking methods to 
reduce time and resources in order to submit TL 9000 measurement data for the purpose of TL 9000 
registration. 
 
 

Session # 4 
 
Ensuring a Unique and Exceptional Employee Environment.  Presented by Geoff Teeter representing 
Genentech and  Dr. Robert Berrier representing Berrier Associates 
 
Genentech’s founders created a culture where great things could happen because great thoughts were 
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nurtured and cultivated in a unique and exceptional environment.  But can a Company remain an outstanding 
place to work as it experiences significant growth?  Because Genentech is committed to open 
communication, an all employee survey was conducted to evaluate whether Genentech provided this working 
environment that was exciting and fun yet maximized productivity.  Key learnings will be shared during this 
presentation. 
 
 
exCITE!TM  Project Discipline vs. Creativity:  Striking the Right Balance.  Presented by Serge Oligny 
representing Bell Canada 
 
The presentation will review how the custom mix of technology and human resource management techniques 
lead to a successful balance between discipline and creativity.  Bell Canada’s exCITE!TM methodology was 
born from that need.  exCITE has been used to achieve accelerated project delivery, reduced project costs 
and increased project quality. 
 
 
TL 9000 Auditor Independence in Small Organizations.  Presented by Dave Drovetta representing Sprint 
 
In small organizations it is difficult to assemble a team of auditors who are truly independent of the processes 
being audited. The presentation will discuss the process used to recruit, train and utilize another company’s 
auditors with no direct cost to either organization.   This practice could be of particular importance to those 
companies of relatively small size and medium size.   
 
 

Session # 5 
 
Managing Strategic Projects at T-Mobile.  Presented by Dennis Gautheret representing T-Mobile 
International AG & Co KG 
 
T-Mobile’s Platform guides management by encouraging the use of shared/common prioritization and 
assessment tools and standard professional Project Management principles.  This interactive Platform 
enables know-how transfer, reduces double-work and makes disalignment or gaps between functional areas 
visible for Strategic Projects within the T-Mobile Group. 
 
 
Remote / Virtual Audits:  Process and Attributes.  Presented by Cindy Nadler representing Nortel 
Networks 
 
This presentation will describe the evolution of audit techniques provided through technology and demanded 
by global business practices.  By employing a Remote/Virtual audit technique, Nortel Networks’ Internal 
Auditing teams have been able to expand its geographic reach and scope while reducing the travel expense 
associated with conducting audits. 
 
 
“ Excellence 2005”  ± A Business Excellence Model.  Presented by Don Hoffert representing Stora Enso 
North America 
 
Companies that adopt practices such as those included in ªExcellence 2005º will increase market share, 
improve customer satisfaction, increase employee satisfaction, and improve financial results and shareholder 
value.  Think of ªExcellence 2005º as a coaching principle—a comprehensive approach that ensures 
continuous improvement.  This presentation will share the success  Stora Enso has achieved towards their 
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vision to be the Leading Forest Products Company in the World through their ªExcellence 2005º model. 

 

Session # 6 
 
SBC Fleet Operations:  Maximizing Warranty Recovery.  Presented by Sherry Montgomery representing 
SBC Services, Inc. 
 
SBC©s procedure for submitting warranty claims for vehicles and trucks was inconsistent and lacked a robust 
tracking process.  In an effort to take full advantage of available vehicle warranties, a 13-state team 
developed a centralized process, and tracks it in a way that reduces cost per vehicle under warranty.  Cost 
savings are maximized and service to clients is not diminished.  Attendees will learn how this team 
approached this operational problem and used the seven step Quality Story to deliver solid results.  
 

 
Web-based Solutions for Managing Surplus Inventory.  Presented by Robert Monroe representing 
BellSouth 
 
BellSouth will discuss their intranet inventory system for surplus products.  The key to their success was the 
development of a user-friendly system that includes real-time inventory, a system development life cycle 
(software plan) and a system roll-out with a focus towards operations. 
 

 
Improved Fleet Operations through Consolidation and Standardization.  Presented by Marilyn Meders 
representing BellSouth Telecommunications, Inc. 
 
Learn how BellSouth Telecommunications has consolidated motor vehicle control centers and administrative 
work into one centralized work center throughout a nine state territory.  The presentation will show how 
BellSouth achieved a substantial decrease in operational expense, an increase in operational efficiency and 
decrease in headcount while maintaining a high level of customer satisfaction. 
 
 

Session # 7 
 
A Case Study on Minority, Women and Disabled Veteran Owned Businesses.  Presented by Joan Kerr 
representing SBC, Albert Chen representing Telamon and Bob Clancy representing BIZPHYX 
 
A panel of 3 executives will explore the value TL 9000 registration and active participation in QuEST brings to 
diversity suppliers and to their large telecom customers.  The SBC presentation will focus on why special 
emphasis is placed on having diversity suppliers become TL 9000 registered.  Telemon, a minority-owned 
business, will speak on how TL 9000 registration has created value and ROI to their organization.  BIZPHYX, 
a women-owned business, will describe their experience in training, helping to certify many MWDV 
businesses and the favorable impact TL 9000 has had on those enterprises. 
 
 

Session # 8 
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The Basics of Sarbanes-Oxley.  Presented by Sandy Liebesman representing Sanford Liebesman & Assoc. 
 
What is the Sarbanes-Oxley Law?   The presentation will explore the legal requirements for CEOs and CFOs 
of public companies who must attest to the accuracy of their financial statements and their system of internal 
controls.  Effective operational controls can help mitigate these risks.   
 
 
How ISO and TL 9000 Support Sarbanes-Oxley Compliance.  Presented by John Walz representing 
Endure Partnership 
 
This presentation will focus on the best practice for using quality and environmental management systems to 
reduce business risk and increase the effectiveness of corporate governance with linkage to ISO 9000 and TL 
9000.   
 
 
SOX Case Study and Results:  Northern Pipe Products.  Presented by Paul Palmes representing Northern 
Pipe Products, Inc. 
 
This presentation will offer Case Studies and results on Sarbanes-Oxley compliance.  A panel discussion will 
close this three part session.   
 

Session # 9 
 
Integrating the Voice of the Customer into New Product Design using Quality Function Deployment.   
Presented by Mike Paruszkiewicz representing COBASYS 
 
When customers are not able to clearly define their needs and priorities, critical requirements may be wrong 
or missing.  The Voice of Customer and QFD methods have specific quantitative and qualitative tools to 
analyze customer needs based on verbal, behavioral and documented data.  Development teams can 
translate these into product specifications and build process parameters for manufactured products, service 
or transactional products and software. 
 
 
netRX:  A Value Added Network Management Tool.  Presented by Rachelle Verge representing Nortel 
Networks 
 
Nortel's main objective with the netRX project was to build a proactive polling tool to provide accurate 
topology information about Nortel's customer networks.  Although conceived as an internal support tool, 
netRX has expanded to be a valuable tool for customers.  netRX was used to gather crash data information 
over time and this information was consolidated in an Oracle database with web browsers trending data and 
presenting potential problems.   
 
 
Ensuring Integrity of Network Inventory and Configuration Data.  Presented by David Mongeau 
representing Lucent Technologies 
 
This presentation offers a best practice for collecting data about physical assets in today's heterogeneous 
networks.  Methodology and software technology will be presented that has been used successfully to create 
correct, complete records.  This best practice builds a ªrealityº view of multi-vendor networks by extracting 
inventory and configuration data from in-service networks without degrading performance.   
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Session # 10 
 
Aligning Customer Satisfaction with Six Sigma.  Presented by Pam Thompson representing Motorola 
 
Is it possible to align customer satisfaction data to Six Sigma?  Yes, and the results can be significant.  This 
presentation will describe how Motorola's teams were aligned, what data was used, what the teams 
accomplished, and how Motorola truly focused on their customers.  Aligning customer satisfaction and Six 
Sigma provides a strong linkage to attaining appropriate action plans. 
 

 
Improving Customer Experience in Call Center Operations.  Presented by Emilia Brad representing 
Satmetrix Systems 
 
This presentation describes how customer experience management provides actionable information to drive 
change and increase satisfaction levels while saving organizational money through call center productivity 
gains.  A continuous customer experience management solution is required to measure satisfaction levels as 
actions are taken to improve customer experience. 
 
 
Beyond Surveys:  Keys to a Successful Customer Satisfaction Program.  Presented by Diane Faglon 
representing Lucent Technologies 
 
What are the three most important aspects of a customer satisfaction program?  What does it really mean to 
close the loop?  Why are meeting customer satisfaction targets and even being the best-in-class sometimes 
not good enough?  Why is it important to link a customer satisfaction program with balanced scorecards, 
internal metrics and other listening posts?  These topics will be addressed in this session along with a brief 
description of Lucent's Customer Satisfaction Program. 
 
 

Session # 11 
 
Virtual Operations System Improves Product Development and Decision Making.  Presented by Jeff 
Marr representing Cisco Systems 
 
Cisco's Virtual Operations (V-Ops) system is an automated, hyper-linked, report generation vehicle for inter-
connected status, quality, risk and staffing information.  The V-Ops system provides reports for managing 
daily work flow, for proactive planning, as well as for executive and customer briefings, providing a cohesive 
top to bottom view of the project.  Examples will be used as illustration during this presentation. 
 

 
Producing World Class Cost and Cycle Time Productivity in Test.  Presented by Paul McNamara 
representing The Sente Group 
 
Various test environments distributed through large companies do not get the focus and attention they need.  
Inadequately managed test processes add costs, cycle time and complexity to enterprise critical processes, 
thwarting innovation and keeping utilization low.  Closed loop customer satisfaction and technology alignment 
processes along with a life cycle management process mapped to product plans ensure that users of 
equipment have what they need when they need it.     
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Improving Systems Test and Release Process to Lower Field Software Defects.  Presented by Steve 
Shipley representing ADTRAN 
 
Several external and internal factors required ADTRAN to reevaluate their system test and release process 
including the requirement for TL 9000 SW and GR-282 compliance from several customers.  ADTRAN will 
show that test automation in the correct areas pays big dividends. 
  
 

Session # 12 
 
Improving Response to Problem Reports.  Presented by Tom Yohe representing Alcatel 
 
Alcatel has designed a system in response to customer problem reports with TL 9000 
FRT and OFR measurement to improve response time and reduce overdue issues.   The system integrates a 
customer problem report database with other internal systems and databases.   Tracking final closure with the 
customer is often overlooked in the overall customer problem report resolution process. 
 

 
TL 9000 Registration Success Strategies.  Presented by Jim Johnston representing Ulticom 
 
The objective of this presentation is to share Ulticom's roadmap to TL 9000 registration, as well as the 
quantitative and qualitative benefits Ulticom has realized from implementation of a comprehensive quality 
management system.  This presentation is derived from the article ªA Software Company's TL 9000 Success 
Storyº that appeared in the March 2004 issue of the Quality Progress Magazine.  Benefits/quantitative results 
will be further amplified for this presentation. 
 

 
A Best Practice for Providing Field Performance Data to Suppliers.  Presented by Archie McCain 
representing BellSouth 
 
This session discusses QuEST Forum's SOTS system which reports field performance data to suppliers not 
only vital to the TL 9000 registration process but is a Best Practice that provides benefits to service providers.  
This system was developed as a low cost method whereby Service Providers control the reporting of field 
performance data to Suppliers. 
 
 

Session # 13 
 
Using Competition to Lower Software Development Costs.  Presented by David Paul Taylor representing 
TeleSynthesis, Inc. 
 
The presentation explores the essential organizational and process changes to leverage a competitive 
environment in the software development lifecycle with emphasis on outsourcing.  Also addressed will be 
cultural, social schedule/timing and intellectual property issues associated with a competitive model. 
 
 
Reducing Time to Market through Product Development Innovation.  Presented by Srinivas Vunnava 
representing Fujitsu 
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Fujitsu will share their innovative process changes and tool development that was employed to reduce the 
time to market for their telecom transport products.  The methods employed include cross-functional teams for 
design reviews, parallel automated testing process, defining internal quality criteria, tools for internal quality 
checks and alerting developers when subsystems were not meeting quality criteria, etc.  This process has 
been used repeatedly by Fujitsu with significantly improved results. 
 
 
Architecture Integration:  A Method to Improve  Software Defect Removal Efficiency.  Presented by 
Omar Alsaied representing Nortel Networks 
 
What is Architecture Integration (AIT)?  This presentation will include the business impacts of not performing 
ªproperº software integration.  Actual results will be presented on how good integration can reduce overhead 
and how poor software quality can be measured. 
 
 

Session # 14 
 
Project Post Mortem Reviews ± Key to Continuous Improvement.  Presented by William Greenlee 
representing Fujitsu 
 
The Fujitsu Network Communications, Inc. will share their formal post mortem reviews process which is an 
integral part of their product development process.  This tool confirms project completion, objectively 
assesses product quality as well as quantifies future process improvement.   
 
 

 
Leveraging Employee Suggestions for Process Excellence.  Presented by Cherry Hudson representing 
Corning Cable Systems 
 
Participants will see how Corning Hardware and Equipment Division deployed a powerful industry-recognized 
employee suggestion plan to identify cost reductions, improve quality and safety as well as strengthen 
employee morale.  This ªContinuous Improvement Suggestion Programº (CISP) is now a part of their 
Division's culture. 
 

 
Implementing TL 9000 Across Products Utilizing OEM Components.  Presented by Darren E. Metcalf 
representing Nortel Networks 
 
The presentation will describe how embracing core quality principles resulted in processes that improved the 
overall quality of one of Nortel's crucial products, the MLC.  This product delivers FCC mandated E911 
location based services to telecommunication providers.  The MLC was a product of Nortel's Australian R&D 
team and highlights how customer focused best practice processes are being delivered within the global 
operating environment. 
 
 
 


