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Your Presenter

Master Black Belt, Six Sigma
Quest Diagnostics Inc
1 Malcolm Avenue
Teterboro, NJ 07608
(w) 201-393-5965 (cell) 201-259-7314

2003 - Present  Master Black Belt, Quest Diagnostics

2002 Director of Quality, National Manufacturing
2000 - 2001 Process Engineering Mngr., Airtron, Northrop Grumman
1997 - 2000 Process Devel. Mngr., Amorphous Metals, AlliedSignal
1996 Sr. Process Eng. Amorphous Metals, AlliedSignal
1991- 1995 Process Eng. Amorphous Metals, AlliedSignal

One of AlliedSignal’s first wave of Black Belts - 1995
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Who is Quest Diagnhostics?

Leader in Providing Healthcare Insights and Solutions
Dedicated People Improving the Health of
Patients through Unsurpassed Diagnostic

Insights
*:* $5.3 B+ Revenue

% 38,500+ Employees

* 33 Regional Laboratories

*» 2 Esoteric Testing Centers

% 2,000 Patient Service Centers

“ 140 Rapid Response Laboratories

*» Serving 50% of US Hospitals & Physicians

e touching = 150 Million Patients Annually
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Our strategy and focus is simple

PATIENTS

GROWTH
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Our Unique Value Proposition

v Six Sigma Quality
v Unparalleled Access and Distribution
v Innovative Science & Medicine

v' Advanced Information Technology
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Why Quest Diagnostics Deployed Six Sigma

Our Strategic Intent:
To Be The Gold Standard in Healthcare Services

From a Survey by RW Johnson Foundation:
95% of physicians have witnessed a serious medical error...61%

of health care providers surveyed...say they accept common
errors as routine practice...

..“We want to see a Toyota in health care. That’s been one of the
barriers in health care. No one can point to a health system and
say ‘That’s how it ought to be done’...”

USA Today May 9, 2001

Virtual Perfection
e Is Demanded In Healthcare
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Does “Six Sigma” mean the same thing everywhere?

I ASSURE YOU THAT
SAME CONSULTANT THIS PROGRAM HAS
WHO 50LD US THE A TOTALLY, TOTALLY
WIORTHLESS TOM | DIFFERENT NAME.

PROGRAM A FEW |
YEARS AGO? |
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IMPLEMENT A

SIX SIGMA
PROGRAM OR ELSE
YOU'RE DOOMED.
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There is a difference between a
company that does Six Sigma and
a Six Sigma company.
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Our approach to driving
Six Sigma Cultural Change
within Quest Diagnostics
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The People Side of Cultural Change

Too often we spend all our time on the “technical”’ side of a change—
what has to happen by when, etc.

We ignore the people side of the change—how to help those who will
have to change make the transition

There are three elements of the people side:
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Five Influencing Strategies

« If you have authority over the stakeholder, or a
powerful sponsor, you may be able simply to tell
the stakeholder to support your efforts.

Reward and
Punishment

 If you have a compelling case, you may be able to

ASSGFUV_e convince the stakeholder to support your project.
Persuasion

 If you involve the stakeholder in designing or

Participation and implementing the change, they will be more likely
Trust to support it.
B * If you have or can do something of value for the
Negotiation stakeholder, you can offer it in exchange for their
agreement to support, or at least not oppose, your
project.

 If you appeal to the stakeholder’s ideals or higher
values, they may sacrifice their personal or
parochial interests for the greater good.

Creating a
common vision
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The Requirements for Results

Knowledge/Skills

Tools "Actions

Mindset

Appropriate Actions are the key to
Results
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Methods Quest used to drive Six Sigma

Quest
Py '5
@ Diagnostics

Confidential — Do not Copy or Distribute



Top Down: Communication, Education and Participation

Communication: Leaders:

“Create A Vision, Articulate the Vision,
Passionately Own that Vision, and
Relentlessly Drive It To Completion.”

- Jack Welch
Education Personal Examples by our CEOs:
and  Ken Freeman became a certified BB

Participation: e Surya Mohapatra a certified GB

Unwavering Top Level
Commitment to
@ %iliiegsri()stics Si X Si g m a -l-l
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Top Down: Education and Participation

Six Sigma demands learning and accountability
at all levels of the organization

Education eParticipation/Role

Business Leadership Team
Champions/Process Owners

2 weeks + 2 days

BB level + experience Master Black Belts

BB=4, GB =2 weeks Black/Green Belts

2-4 hrs. + w/in t Subject Matter
Experts
All Employees
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Top Down: Participation

Six Sigma project selection is key
*Projects in top tier of impact and priority
*Best project descriptors:
sstrategic need, chronic problem area,
scomplex cross-functional scope, high impact

Strategic . e
Drivers > Strategic Initiatives p :

Goals > Goals Goals Goals Goals Goals Goals Goals

L

Six Sigma
Strateqy

Project Project Project Project Project Project Project Project

Balanced
Scorecard
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Top Down: Education, Communication and Participation

First Phase Goals...

| e Educate/Engage Leadership

e Provide Six Sigma Foundation for All
Employees

e Establish Credible Project Results

e Create Improvement Foundation In
Strategic Arenas

e Current & Future Leaders Begin
Development as Black Belts

e Initiate All Regions/Major Business Units

Demonstrate Success
2000 - 2001

vy Ques Tiered Communication, Education and Participation for all
@ Diagnostics

Confidential — Do not Copy or Distribute



Start with DMAIC (Define, Measure,
Analyze Improve and Control)

q est
4 ) .
@ Diagnostics
Confidential — Do not Copy or Distribute



First Pass - Traditional DMAIC Deployment

Strategic

Classic DMAIC deployment Management
Full-time Black Belts T
Project productivity measured
Project ROl measured
2 year rotation

A e i

\
Define Measure Analyze Improve Control TEAMS
TEAMS

‘ “Standard” model to start

Maintain the

driving results,

| Process performance? | S:J:Z\S/e?the defect p artl C I p a-tl O n an d
education w/ Six Sigma

Customers and their | Causes of defects ? |
priorities ?
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DMAIIC First: Education, Communication & Participation

Our BBs receive the most education, communicate to the most
employees and engage the most participants in Six Sigma.

Learn/Become Expert In The Methodology and Approach

* In Class, In Application & Self-Directed Learning

Deliver Business Results Through High Impact Projects

o Jointly Accountable With Champion for Process
Improvement and Financial Results

 Well-Documented Projects and Solutions - Maximize
Benefit to Quest Diagnostics

Change Leadership: Ambassador For Six Sigma

« Demonstrate Success to the Organization

 Change Mindsets: Influence Business Unit/Functional
Leadership, Peers & Front Line

Quest

sl [he Black Belt Role: full-time for min. of 18 mo’s
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DMAIC First: Education and Communication of a New Vocabulary

& New Principles for All

o\
{\rz’,\\o 4. How do we
Improve?

1. What do customers
want?

2. How do we
deliver?
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DMAIC First: Communication and Education for all that:

“Six Sigma means Customer Focus”

Example: Draw to Test Report Process (datais for illustration and is not actual)

> §Q*_\ >
[j
Physician Specimen Specimen Specimen is Report is Report is sent Courier or Physician
collects Transported  accessioned at tested and created to physician Post receives
specimen by Courier lab result is Office report
A generated delivers .~

/ report  .”

. ) | Internal View: .-~
) Slgma s focus on Application on systém - average time to

the Customer test aspecim,e,n': 68 minutes
broadens " Client’s View:
perspective.

<l “ I fill out a requisition & collect the
specimen - 1to 4 days later
(sometimes more than 1 week) |
receive the test results”
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Tailor 1t to Our Situation,
then remember to:

Work on our

600
500
400
300

Behaviors as well
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Taillor 1t to our Situation: Communication & Education

NNOVATIVE
EFINE EASURE NALYZE MPROVEMENT ONTROL

Customer CTQs Identify, Solution Ongoing
CTQs Measured quantify & Design Measurement &
derived and Process verify root Cost/ Monitoring Plan
documented Capability causes Benefit Implemented
Process Benefits Analysis Process
Stability Estimated Pilot & Standardized
Baseline iImplement Benefits
Sigma and solution Validated
Financial
Opportunity
Qe DMAIIC: Tollgates at Quest Diagnostics

&
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Tailor it to our Situation: Participation

Critical Strategic Objectives, Clear Accountability...

Roadmap 2004: Build on Strength - Focus on Execution ° A feW “Six S|g ma”
Values: Objectives are on the

Quality, ntegrity, Innoeation, Lecourdsbility, Callaboration, Leaderzhip
scorecard of Top

vision:

Dedicated People Improving the Health of Patients 1 1
Through Unzurpaszed Diagnostc Insights C O rp O rate O bj e CtlveS
Hission: . . .
lle: vuill ke the Undisputed Leader in.Dia ghostic Testing, Information and Services L] S |X S | g m a P rOJ eCtS are
in the Eves of aur Custamers and Employees
aligned to detailed
Quality Satisfied Employees Profitable Grovrth Corporate ObJeCtlveS
" Mehe Medca Qudity a ™ Develop our Employees " |mprove Custom er " DB derate Denalopm ent = Grow Sdes
Com peiti e Advantege Satisfaction & Launch of Profilekle
. - : . °
" [rive Stardadzation g"amsti:]" Hoyes " Improve the Patient e Tess e M aSte r B I aC k B e ItS
o o Experierne " Marimize Dﬁe!ertidjon g =
L] H;eéfjlgma tothe = Bdwarce Diversity 1:112::?1 E sobetic Test faCI I Itate aI I g n m e nt Of
] E::ﬁ;l'r?fm“;:g:s p rOJ e CtS :

ooy Quest 1) to “our Roadmap”, and

& e 2) amongst our 35 BUs
34 metrics tied to these areas of focus.

Do atics Many are being driven by Six Sigma methods.
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Tailor it to our Situation: Education & Participation

Second Phase Goals...

I o Full Project Execution Capabilities

e Replicate/Standardize Demonstrated
Successes

Impact in Strategic Processes

Build On Foundation Training
Initiate Green Belt Deployment

Expand & Replicate
2001- 2002

Refresher training for all employees; GB training vision set

é’%&t for all management: top down approach at first
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Work on Behaviors as well: Communication, Education &
Participation

Behavior
A Six Sigma Company
- Behavioral Expectations

Results = f(Behaviors)

BEHAVIORS

To be a Six Sigma Company, both results AND

oo Qs appropriate behaviors are required
@ Diagnostics
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Add Lean and DFSS (Design for Six
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Add Lean & DFSS: Education of Black Belts, then

communication and participation thru projects

Foundation
Training

Green Belt
Training

Green Belt
Refresher
Training

I Initiate I Green
Belts
Quest
@ Diagnostics

DFSS
Fundamental
Training

Black Belt
DMAIIC
Training

Lean

Fundamental
Training

Balanced
Scorecard
Training

Black Belts

Master Black
Belt
Leadership
Training

Lean Supply
Chain
Training

Master Black
Belts
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Add Lean & DFSS: Education, communication & participation

Third Phase Goals...

1] e Train Green Belts
Institutionalize e Train Top 2000 Leaders as GBs
2002-2006+ e Initiate Design for Six Sigma (2005)
« Add Lean methods (2005)
* Initiate Process Management (2006)
(Balanced Scorecard)

Lean has blossomed thru the efforts of our new

- VP of Six Sigma: Denis Gallagher

ooy Quest
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Changing the Way We Do Business - Lean in the Lab

« Identify and Eliminate/Reduce Non-Value Added Steps

« Co-Locate Value Added Steps based upon ordering patterns
versus specialty. Create a working environment that forces all
process steps to be open and visible.

e Reduce/Optimize Batch Size

« Reduce Work in Process (Specimens Waiting)
« Decrease set-up time

e Reduce Complexity/Increase Flexibility

e Specimens arrive at Lab instrument ready

« Create a physical working environment that
complements/supports the flow of work and encourages the
efficient and timely flow of ideas and information.
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Some Control Mechanisms for our Program
and

Some Six Sigma Deployment Data
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Control mechanisms for our program: Driving Participation from

the Top Down

Six Sigma Certification

Six Sigma Requirement for Six Sigma Requirement for
Management Position Maintaining Certification

Drective 14

Vrmber mgaet by Pragaan O ol Diarective 12
e W i P TNk
FROGRAM DIRECTIVE FROGRAM DIRECTIVE
Diates: Effeccve Dare | Inscovity Tace | [ivue Diste | Toazer: Effacse Dacs | Inaceivier Daiw | Tzos Diase I
L2 | 1042005 | VLS | | |
Semsitivicy” (wiicr el | B Gemeral Fre—f——— ].-.-n.i‘:ll::.m]:-ui:i-n.ilzpi':-ukiﬂp;:'mr- CzaSdeatial
[ Limited to Decizion Handbesk: Holders' Comfdendal o T
Erocem Azea® Zod Sigra
Process Area* Six Sigme
F— Siz Sigma Reguirsmenn for Gosrn Bltz, Espatristed Elack Balts, and
Aaciver Black Esliz
q - " - " i e T Tha Hectter Seceailes T edubmnands P Demen B Faballsiedd BEleos B die!
Direcsive Tude® %ix Sigma Fequuremants for Memepsooent Posiions e YA TR —— -
— _ Dtcriptian® Towen Bali
Threcdwe * Than drecisg St 1o raguimmeshs hof cmagen, Saig iy diecsm and Siecias -
1o b it ont o et e ™ ik i
Descrption™
Applcabilary and Scome™ Croast Dragnestics Six Sigma
Tareeced Busimesses s targpoed brainees tabds Euapmtristed Black Brbt: and Mazver Biack Brla
Threctves Replaced
Fallcar Besponsibalices* | Locz] Masier Black Solt and Fumes Rovcurow
Process Cromer® Dignix Callaghor, Vics Prosider of Six Sigme
Delepated to Hhzom Rasozras
S0P and Ocher Movember 2004 Memoo regreding Grecn Bak Cartificesion 2nd Promsottions
Artnchanesty
Dhireribation List Al Emnployeeas
= By alniasfoim o Te down Skt vl b colrefil by e s o dred aogeoee o S
- - Tp-cdr Tacih by the Wie Paniderd of B S3ve 0 cordealdbon o cooos fed wfe o
Signanzres MBks Prorerd, Dorvid Toam i kst
Applicabditr aed Broga® | Cromt Dhagnealics Bix Biges
. N B - S S o LS FSE ] WEE VD0 TR doe 1
“.".f:.'s.'.'v.l_,'u.'..'.
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Control mechanisms for our program: Encouraging Sustained

Participation via annual goals

o
GE or Cert. Or Re-
Repatriated cert. Due
EB Mentor Date Project or Project Credit Status Proposed Six Sigma MBO for 2008
GEB# TED:
FHL2007 or 15t closed, 2nd credited for
later Reshape work 5B refresher training, and champion 1 moare Six Sigma projects by 12/31/08.

GB#

7H107 15t closed, 2nd needed (5B refresher training, and close 1 more GB projects in 2008
5B #4 JC 1st closed, plus earned GB project

credit for Reshape work, 2nd project

~8/20087 in lmprave Close PSC Biowaste Project by 4/29/08 thus achieving GB certification.
GEB#5 M3

110708 15t closed, started 2nd Cloge 1 or more GB projects by11/7/08 thus achieving GB cerification.
GB # JC

110708 15t closed, has a 2nd Cloge 1 or more GB projects by11/7/08 thus achieving GB cerification.
B # MS Complete measure phase (or mare) of his next GB project to position himself for re-

06/30/09 2 projects closed in 2007 cerification by B/30/09.
Repatriated |MS Championing 3 projects: PO
=]=] Dispatching, Eliminate Man. Reg's,

Reduce 1001s. Leading Match

06/30/09 Exceptions. Champion closure of 2 or more Six Sigma (GB or BE) projects in 2008.

GEB #
15t and 2nd re-cert. projects closed

123108 in 2006 Cloge 1 or maore GB projects by 12/31/4085.
Repatriated |MA 1 project open, Reshape project
=]=] 06/3009 credit earned 2007 re-cer. Cloge 1 more BB project by 12/31/08.
5B # Certified. 1 project open, Reshape

06/3009 project credit earned 2007 re-cert. Close 1 or maore 5B projects by 12/31/08.

Annual communication of certification and “re-certification”

performance encourages sustained participation

Confidential — Do not Copy or Distribute
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Where We Are

End of 2006 full-time Six Sigma staffing:

@%&t 32 MBBs, 114 BBs, 3 support staff
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Portfolio of Closed Projects

2000 - 2006 O GB Projects
Closed Project by BB/GB m BB Projects
1400 -
5 1200 |
(]
S 1000
S |
(%2}
2 800 -
2,
o
£ 600 |
IS
O 400
200 -
0 y
Q N 3% S
N\ Q O QO
2000 2001 2002 2003 2004 2005 2006 Total
BB Projects 7 61 203 364 296 300 315 1546
GB Projects 0 0 179 516 567 629 934 2825
Total 7 61 382 880 863 929 1249 4371
Quest
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Green Belt Certification

Trained and Certified Green Belts per Year
700 -
600 O Trained
500 - [ Certified
S 400 |
O
@)
s 300 -
o
|_
200 -
100 -
0 -
v & > & e
2> > P P P

Quest
Py '5
@ Diagnostics

Confidential — Do not Copy or Distribute



Six Sigma BB & MBB Repatriation

Repatriation by Year

mYes
| No

# of Repatriation
N
o

5
O!_'_—_'_.‘.‘—_'_-ﬁ

& ™ o ©
S S S
> P P > P

Year

87% Have Been Repatriated into a Manager & Above Positions
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Our Deployment Strategy

8 Years Into
The Journey...

Expand & Replicate

Demonstrate Success
2000 - 2001

Engage/Educate Leadership

Foundation For All Employees

Achieve Credible Project Results

Recruit/Develop Leaders as BB'’s

Get All BU’s/Functions in Game
Quest
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I
Institutionalize
2004-2006+

Launch Lean and DFSS
Customers Recognition of Effort
1 Six Sigma Behavior Assessments
BBs in Key Leadership Roles
Standard Metrics/Control Systems
2001- 2004 Comprehensive VOC Systems
Lean-in-the lab replication

Expand Black Belt Capacity
Replicate/Standardize Solutions

Achieve Positive ROI

Launch Green Belt: Drives Acceleration of
Results & Behavior Change
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An unsolicited gem | received w/ a re-assighment ...

.... “Prior to your arrival, | wasn't quite sure what benefit Six
Sigma was going to provide us, now I'm not sure how we'd
manage with out it.”

An anonymous Quest Diagnostics Director
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Lean In the Lab -5 Characteristics of a Best-in-Class Lab

1. Smooth Specimen arrival profile (level-loading).

2. Layout of Laboratory testing areas based on ordering patterns and
shared specimen type as well as an ‘open’ floor plan.

3. Consolidation of pre- and post-analytic steps (e.g. sorting,
aliquoting, load build, etc.) increasing efficiency and productivity.

4. Introduction of new technology (e.g. fully automated testing,
platform consolidation, sorting and aliquoting platforms, other
robotics).

5. Just-in-time delivery of all supplies to the various testing areas.

Quest
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