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ion Welcomes New Staff

Quality and Environmental Staff, AWP-8

Barry Brayer has been
named as the manager of a
newly-created office in the
Western-Pacific Region
the Quality and Environ-
mental Staff, AWP-8.

According to Brayer, the
office has two main func-
tions, as its title indicates -
quality management and
environmental concerns.
Here is an overview of the
staff's responsibilities:

Quality Management
AWP-8 is the focal pointfor
the region’s Total Quality
Management philosophy of
providing the best possible
services to our customers.
Brayer says that the region*
has several ongoing pro-
grams including Employee
Involvement in Airway Fa-
cilities and Quality Through
Partnership in Air Traffic.
These efforts, and others like
them, augment the agency'’s

Barry Brayer

What is Toted Quality Management

By Barry Brewer

j Think for a moment about the last
fame something impressed you as
feeing particularly well done. Per*
haps it was the service you received
at a restaurant or a courteous re-
sponse from a telephone operator.
Services that satisfy a customer

Total Quality Management Philosophy

don't $ust happen by accident, nor
excellence by design« Ittakesa lotof

mgte the customer, teamworkandin*
voivementc of everyone m the process
(from the topofanorganization tothe
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goal to enhance quality serv-
ice to both internal and ex-
ternal FAA customers.

One of the initial projects
the AWP-8 staff will under-
take isaseriesofsitevisits to
locations throughout the
region. Beginningin thefall,
a team will be visiting vari-
ous airports and meeting
with representatives from
airlines, airport manage-
ment, fixed base operators,
pilot organizations, repair
stations and airport conces-
sionaires. The information
gathered from these sources
will be conveyed to FAA of-
fices for their evaluation by
guality teams.

A second initiative under-
way is the training of the
regional division and staff
managers in a formal TQM
session. John Burt, Execu-
tive Director for Acquisition,
AXQ-1, will personally pro-
vide the leadership direction

See "AWP-8"page 2
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FAA’s Total Quality Management Executive Steering
Group has 16 members. In addition to Administrator
James Busey and Deputy Administrator Barry Harris,
they are:

Arnold Aquliano
Associate Administrator for Airway Facilities

Steve Bell
National President, National Air Traffic Controllers
Association

Tony Broderick
Associate Administrator for Regulation and Certification

John Burt
Executive Director for Acquisition

"AW P-8"from page 1

on July 18 and 19.

Environment

The staffhas been appointed as the regional contact point
for environmental issues. All environmental activities in
the region will be coordinated with the staffincluding en-
vironmental impact statements and environmental as-
sessments.

Brayer indicates that the office is notyetfully staffed, but
eventually one environmental specialist, one program
analyst and an administrative officer will join him on the
team.

Regional Administrator Carl Sehellenberg, who strongly
endorses service quality enhancement to FAA customers,
sees the creation of the new office as a celebration of the
history of the many successes already achieved.

“It seems that whenever we start a new effort like TQM,
itsomehow can imply we haven'tbeen doingagoodjob,” he
commented. “That’s simply notthe case.” He emphasized
that sharing the quality management successes enjoyed
by many of the region’s offices will benefit many other
FAAers.

“There’s no mystery to TQM,” Sehellenberg added. “We
need to be open to suggestions from fellow workers and the
people we service for new and better ways to do our
business,” Sehellenberg said of the TQM philosophy.

The Regional Administrator added that the environ-
mental function works well with quality management
since both areas focus on FAA customer concerns. “lItis a
matter of recognizing that there is more to our business
than building facilities or operating the air traffic control
system. Establishing a regional focal point for environ-
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Ted Criswell
Special Assistant for TQM

Joe Del Balzo
Executive Director for System Development

Arlene Feldman
New England Regional Administrator

Len Griggs
Assistant Administrator for Airports

Bruce Henry
National President, National
Association of Air Traffic Specialists

Howard Johannssen
National President, Professional Airways
Systems Specialists

Herb McLure
Associate Administrator for Human
Resource Management

Mike Moffet
Assistant Administrator for Policy, Planning and

International Aviation

Bill Pollard
Associate Administrator for Air Traffic

OJK. Steele
Assistant Administrator for Civil Aviation Security

Western*Ptaiflc

Regional Administrator.*.*.., > _**_ CarlSehellenberg

Public Affairs Officer*.**~*-*__ ... *** _ EllyBréfcké

INTERCOM is published weekly for the employeesof
the Western-Pacific Region by tbs Public Affairs Office
AWFGE*
questions, suggestions or submissions;, contactthe EdE~

address all correspondence to: Federal Aviation Ad-
mimstrationATTN: AWF-6, F A Box 92007, WWFC,
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TopManagers Focus on Total Quality Management

Working better, smarter and striving for continuous
improvementisone of FAA’stop goals as the agency forges
ahead with Total Quality Management.

Total Quality Management, TQM for short, received an
important boost from a special 16-member group formed
earlier this year. Called the Executive Steering Group, it
consists of top FAA managers, including Administrator
James Busey who chairs the group, and three union presi-
dents.

The steering group is accelerating TQM by:

= Developing long-and-short-range TQM goals.

= Demonstrating leadership.

= Providing resources for TQM education and training.

= Setting up and chartering quality management boards
to address broad areas for potential improvement.

= Providing guidance, authority and resources to foster
the continuous improvement in the quality of the work
environment and FAA's products and services to both
internal and external customers.

The group has met four times -- in January, April, May
and June -- and plans to continue to meet monthly.

One of the group’s most important goals is to provide
TQM “awareness” training to all FAAers. TQM *“tools”
trainingisalsobeing offered and will be provided on ajust-
in-time basis as employees become involved in quality
improvement projects. The FAA has decided to train
agency employees using in-house personnel.

Organizational Dynamics Inc. has been selected to pro-
vide “train-the-trainer” instruction to key FAAers. In
turn, these employees will help with in-house training for
their fellow employees.

To date, two train-the-trainer “awareness” and two
“tools” workshops have been held with additional courses
planned through the 1992 fiscal year.

Along with top-level commitment and involvement and
training, other initiatives are underway throughout the
agency.
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mental issues is a way to place greater emphasis on areas
impacted by FAA actions,” he added.

Barry Brayer managed the International Aviation Staff,
AWP-4, priortohis selection as manager ofthe Quality and
Environmental Staff. A 21-year veteran of the FAA,
Brayer has served at the FAA Technical Center, Los
Angeles Airway Facilities Sector (AFS), Buffalo AFS and
Western-Pacific Airway Facilities Division.

An informal quality network meets every other Tuesday
afternoon atHeadquarters to exchange information, share
ideas and experiences and promote TQM.

Regions and centers are included quarterly through
telephone hookups. Attendees at these meetings have
normally been mid-level FAAers, first- and second-level
managers, but all are welcome.

Network minutes are available to interested FAA em-
ployees. Many organizations have moved ahead with their
guality improvement plans —at Headquarters, regions
and centers -- but these efforts are just a beginning.

The TQM team stresses that the FAA is committed to
continuous improvement and is building on these experi-
ences by incorporating successful ideas and approaches
and identifying “lessons learned.”

As more training is provided, awareness increased and
more FAAers involved, the agency will provide a greater
focus on all customers. This will make quality an integral
part of all agency operations.

Ted Criswell, Special Assistantfor TQM, is the person to
contact if you are interested in joining the FAA Quality
Network, receiving the network’s minutes of meetings or
have TQM-related questions. HisnumberisFTS 267-7925
or 202/267-7925.

pagei

bottom). TQM also requires specialtraining systemati-
callyll 11 11] forl )11l u!n {1111 perform*
Prerer ettt 'wru ol
PECEEIELIT 1) feel i) )] -,m[;ﬂ
TQM'MHSM :hnu,as[hmf--‘,neensm:essu\
1aﬂﬂ uu Cirersir et v !
H:u uun-: HHH[H‘]Hiigd"i{:’?:’ﬂ[\%i}
RAREREE mi:wun
v der b ajer ity
1'!mnw[he‘f;iunin{\ud:[ﬂ Ll Ll et
BB ey Brvilitive e ::‘kmm'r N Hmn\ .h:
P T e 3t ;\niauwzf' Hf;uuH:n‘
Blob bbb ellerberp e ity [:H%SH%E'H[:’j
PEELEEL E wr Hk’www { "M‘sm Ciliey
['H..h[mh i MHH Pbre)trny il
R :’"\h nmuw\m\[n P o
IERREEN 1nw Fedyd -H TN e i
ARIRR AN HHh\'hm RN RRIIR RN
(NN nnlzaﬂfn,[{ 1-H!n\:u[w[,nmle
7‘\'7\%‘511\&\)[2!\ RN
nm:'w EREY ,kuw, bil
11 :Hmanz:H:.anm{iw'“ il
H ‘d\mlaand\siuH‘l'wexznmf':uwww
Prerrenp ol iy prverrr e biprnyg

INTERCOM

¥ 1\!310‘; RN



page 4 Western-Pacific July 8,1991

Total Quality Management Philosophy

Our mission is service to the nation by fostering a safe, secure and efficient aviation system which contributes
to national security and the promotion of U.S. aviation.

High quality is absolutely vital to our mission and requires total commitmentat all levels to sustain an efficient,
effective aviation system and reaffirm U.S. aviation, including industry, as the best in the world. The following
principles of continuous improvement embody our Total Quality Management (TQM) philosophy:

« Our mission should be reflected in all that we do. |fwe are doing things that don't support
our mission, let's change.

= Our employees are our most important asset. Provide an environment which assures the
dignity ofall our employees, encourages them to develop their skills, promotesjob pride
and satisfaction, and rewards initiative and improvement.

- Listen to your associates and subordinates. Encourage participation in decision making.
Promote and recognize team work in all our efforts.

- Don't be afraid ofchange. Look for better ways to do business. |fthe ways we are currently
doing ourjobs don't make sense, ask questions and make suggestions for improvement.

= Implement improvements to our products and procedures. Publicize the efforts to ensure
that the changes are implemented in all our activities. Identify the improvements to other
government agencies and private industry so we can all benefit.

= Provide educational and training opportunities. Actively promote participation by all
employees. Train your subordinates.

=« Encourage TQM implementation by our suppliers ofequipment and services. Reward
improved performance.

= Personally lead and reward improvement.

I am deeply committed to these principles and strongly encourage each member of the FAA to make them
part of our daily lives.
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