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THE WHITE HOUSE

WASHINGTON

December 11, 1990

MEMORANDUM FOR THE PRESIDENT

* THROUGH: . CHRISS WINSTON()’
_FROM: " MARK DAVIS MD

SUBJECT: MALCOLM BALDRIDGE NATIONAL QUALITY AWARDS

on Thursday, Decmeber 13, at-11:15 a.m., you will address
the attendees of the Malcolm Baldridge National Quality Awards at
the Department of Commerce. Secretary Mosbacher will .introduce
you, and your remarks, 8-10 minutes in length, will be on cards.
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Davis/Blymire
Title: Award

Date: Dec. 11, 1990
Draft: Two

PRESIDENTIAL REMARKS: MALCOLM BALDRIGE NATIONAL QUALITY AWARDS
' S * GRAND HALL, DEPARTMENT OF COMMERCE
11:15 A.M., THURSDAY, DECEMBER 13, 1990

. ((Secretary Mosbacher, beputy Secretary Murrin, Secretaries
Brady and Lujan} Cadillac General Manager John Gretténberger,

John Akers ~- IBM's Chairman of the Board, Frederick Smith -—-

CEO, President, and Chairman of the Board of Federal Express, and

John Wallace -- CEO of the Wallace Cdmpany. Welcome and
congratulations.))

We are here'today to presént four awards named for a man

‘dedicated to quality -- quality in'public service as a Secretary

of Commerce, and quality as a good friend to so many of us in
thisArdom. . o ' - ,
Mglcolm Baldrige was also a:leadgf in business. -And when it
came to business, he knew that quality cannot be assured with a
slogan or an ad campaigh. It begins with winning and keeping

business. It beginé with the understanding that only customers

can define quality. In short, it bégins and ends with the

" unsentimental judgment of the market. -

Once, quality separated winning firms from sluggish ones.
That time has long since passed. With the fierce competition of
the international market, quality means survival --.nothing.less.

The renewed commitment by America to quality can be seen in

the explosion of applications to receive the Baldridge Award. In
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just a few years, the National Quality Award -has literelly become
the standard of business excellence. |

The renewed epirif of excellence in business -- of making
quality an integral part.of America's corporate strateéy -- has
truly made us more competitive in the international arena.
Exbortevhave'already increased neafly 8 percent from year ago
levels and the figures keep rising.

To compete and win in the international arena, U.S.
companies are simply going to have to offer products and services
that are world-class. That is the purposeibehind this award --
and it is a national purpose.

So we are here today not only to honor four firms, but to
premote an awareness of quality in American business, and to
" share successfui management.strategiee --_strategiee that can
sharpen America's lead in the world marketplace.

. Each of these companies offers unique lessons. But these
four companies also found success.in a few basic principles.

They learned that "quality control" cannot be imposed from
top to bottom. -

They understand fhat quality management must cut through
oréanization charts, across departments and offices. A "qnality
culture" does not depend on titles and job descriptions.

Finally, these winning companies alee realize that they are
" only as strong as fhe intelligence, judgment,~and character of

their employees.
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This year the ﬁaicolm Baidrige National Quaiity Award is
going to all three award categories:'manufacturing} small .
business and’ for -the first time -- service.

The winners'with us todaY were selected from a population of
American organlzatlons that requested more than 180,000
app;lcatlon guidelines this year. What I sa1d of last year S,
honorees applies today: Most companies catch hell from the
competition.. But these companies are in the lead because no
~ competitor gave'them a tougher time than they gave themselves.

Three of our winners are household names. Let me start with
IBM Rochester -- a company that proves that quality coupled with
employee training and education is good business. 1In fact, IBM |
Rochester spends five times the national average on education and
training.v-Just-one reason .why iBM Rochester is globally
competitiye; | . )

. The next recipient is another household name, the first
. automotive eompany to earn this award -- Cadillac. When many
companies speak of quality changes, they speak of improvements in
management. This company speaks of a "culture change“ -- a-clear
recognition that Cadillac_knows.that quality begins with the
moralevand ideasiof_its people. Cadillae executives, plant
managers, and union representatives all have worked together to.
help win this award. -Quality'councils are at work at each of the
companles seven major fac111t1es,.supported by hundreds of
- company teams. Cadillac shows that labor-management cooperation

yields Quality'results.
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The next recipieht.is Federal Express -- the first large
service company to earn thls award. This is a critical
recognltlon, because so much of our work force and our natlonal
wealth comes from the service sectorg And Federal Express is
simply nothiug less thau a:model fqr all other service
cofporations.

From ground,zero in 1973, Federa14Ex§ress has shot up to-onee
of the worid's largest transportation companies, with more than
éo,ooo employees making one-and-a-half millien shipments daily.

As with IBM Rochester and Cadillac, the secret of success
for Federal Express is its training and reliance on its |
employees. With a no-layoff~philosophy and extensive tfaining;

Federal Express ettracts top-noteh, motivated people. 1In fact,

. during the last five years, nearly 100 percent of Federal Express

'employees surveyed responded that they were proud to be a part of -

" their company.‘

That is why Federal Express delivers. All American workers
should feel they are as much a part of their companies.

»Which brings me to the Watlaee Company of Houston, the first
small service business to be recoguized This family-owned firm
extends 1ts famlly approach to all of Wallace's 280 skilled and
well-trained employees - people who think of themselves as
"assoclates."

The Wallace Company proves that quality is not just for the
Fortune Five'Huhdred;' ThiS'small'distributor of industrial goods

not only,sufvived the recent rough economic times in Houston. It
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proved that even in.tough times you can still commit to long-
term improvéménts in'qqality._ |

In business, success is‘its'own.reward. But the men and
. women of these four firms have'givén all Ameficahs a standard §f
.excellence. A standard to emulate. A standard to surpass.

They have proven that.quality management is not just a
strategy: it must be a new style of workihg, even a new style of
'thinking. A deaication to quality and excellence is more than
good business. It is a way of life -- giving sbmething béck to
society, offering youf best to others.

For that, you-have my adﬁiration, and'my heartiest
congfatﬁlations’to every single Aﬁerican workér yéu.represent._

Thank you and may God bless you all.
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MARKS: BALDRIDGE QUALITY AWARD
suBJECT: PRESIDENTIAL REMA

ACTION FYI ACTION  FYI
VICE PRESIDENT O / _MCCLURE  VIU ( -
SUNUNU O O NEWMAN o o
~"SCOWCROFT # O __PORTER d -
/DARMAN d O ROGICH = A
CARD o o UNTERMEYER o O
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REMARKS:

Please forward any comments directly to Chriss Winston, Rm. 122,
x2930, no later than 2:00 PM, Tuesday, December 11, with a copy
to my office. Thank you.

RESPONSE:

James W. Cicconi
Assistant to the President
- and Deputy to the Chief of Staff
Ext. 2702
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Davis/Blymire
) . Title: Award
goCEC 10 Pl L= 18 Date: Dec. 5, 1990
Draft: One

PRESIDENTIAL REMARKS: MALCOLM BALDRIGE NATIONAL QUALITY AWARDS
DEPARTMENT OF COMMERCE
11:15 A.M., THURSDAY, DECEMBER 13, 1990

((Acknowledgements -- Secretary Mosbacher, Midge-Baldrige))

We are here today to present i%ugwarq;named for a man
dedicated to quality -- quality in public service as a Secretary
of Commerce, and quality as a good friend to so many of us in
this room.

Malcolm Baldrige was also a leader in business. And when it

came to business, he knew that quality cannot be assured with a

"slogan or an ad campaign. It begins with winning and keeping

business. It begins with the understanding that 6nly customers
can define quality. In short, it begins and ends with the
unsentimental judgment of the market.

Once, quality separated winning firms from sluggish ones.
That time has long since passed. With the fierce competition of
the international market, quality means survival -- nothing less.

In the 1950s, American companies generally competed only
against each other. Today, American companies may face a dozen
competitors from a dozen countries. Some would turn their backs
on this challenge. But we cannot beat the competition by
ignoring them or hiding behind the moats and heavy walls of an

economic Fortress America. We must compete and we must win. A\
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To win, U.S. companies are simply going to have to offer
products and services that are world-class. That is the purpose
behind this award -- and it is a national purpose.

Dot only 'J-d'

So we are moet here todayAto-oa4¥ honor four flrmsJ )k$1nnrﬂ
here to promote an awareness of quality in American business, and
to share successful management strategies -- strategies that can
sharpen America's lead in the world marketplace.

Each of these companies offers unique lessons. But these
four companies also found success in a few basic principles.

They learned that "quality control" cannot be imposed from

top to bottom.

They understand that quality management must cut through

.organlzatlon charts, across departments and offices. It must

(O\\O df¢ff\ 3‘)"((,'1/7 P
often ignore titles and ‘status.

Finally, these winning companies also realize that-modern

industry requires more than- usclempower'4;4mhfebot-itke—wcrkéf§‘
fvw43aAM$444ﬂ&{

Today's—industries, are only as strong as the intelligence,
judgment and character of }zé employees.

This year,&forwthé“firstmtime1‘the Malcolm Baldrige National
Quality Award is going to all three award categories:

a»¢($ﬂ~#u4bbmf+omau SendiC €

manufacturing, sesv&ee~and—small business, Our—feﬁf%h—heae;ee-;s~

”TEhe flrst small service business to be recogn;zed::?

The winners with us today were selected from a population of
6 ¢ a auanattdno
American Gempankgs that requested more than 180,000 application
guidelines this year. What I said of last year's honorees

applies today: Most companies catch hell from the competition.
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But these companies are in the lead because no competitor gave

them a tougher time than they gave themselves.

Three of our winners are household names. Let me start with
?,-wa,u:af Coup)ed xR

IBM, Rochester -- a company that proves thatqemployee training
and education is good business. In fact, IB%:gg;nds five times
the national average on education and training. And IBM puts-its.
own products to good use;“giving“its“empioyeeSMaeeesswtemxlraaa,
terminals and worldwide informatien, Just one reason why IBM is
globally competitive.

The next recipient is another household name, the first ear ab&fama{ e
company to earn this award -- cadillac. When many companies
speak of quality changes, they speak of improvements in
" management. This company speaks of a "culture change" -- a clear
recognltlon that cadillac knows that quality beglns with the
morale and ideas of its people. 1In faect, Cadlllac has so much
confidence in what its employees can produce, it ngexpand*ng its

o\ of 52,009,
warranty from 1 year and 12,000 miles, to 4 years and 112,000
miles.

Sounds expensive, but it isn't. Cadillac canafford to-be
gene:eus~thh~its -customers because guallty improvement has led
to a é@f;;:;éﬁ:jérop in warranty-related costs. Some managers
think of quality improvement as costly. cadillac proves that
quality saves money and yields an immediate return.

The next recipient is the Federal Express Company -- the

first large service company to earn this award. This is a

critical recognition, because sO much of our work force and our
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national wealth comes from the service sector. And Federal

Express is simply nothing less than a model for all other service

corporations.

From ground zero in 1973, Federal Express has shot up to

\ of Yo won leto [M‘W \%Mpmfm}:d\r\ AN 8

e re%sgztune—soomstatus}#i’W1fﬁl§ﬁTﬁb0 employees making one-and-a-
/ [

half million shipments daily. S v o

Yobhectorr

As with IBMAand Cadillac, the secret of success for Federal

- e mployees
Express is its training and reliance on 1ts workers. With a no-

layoff philosophy and extensive training, Federal Express
attracts top-notch, motivated people. 1In fact, during the last
five years, é:zg;ggtfgi percent of Federal Express employees
surveyed responded that they were proud to be a part of their
company. N

That is why Federal Ekpress delivers. All American workers
should feel they are as much a part of their companie;,Am

Which brings me to the Wallace Company of Housto%D;/This
family-owned firm extends its family approach to all of Wallace's
28; skilled and well-trained employees -- people who think of

(o = |
themselves as "associates." (&./ |

The Wallace Company proves that quality is not just for the
Fortune Five Hundred. This small distributor of industrial goods
not only survived the recent rough economic times in Houston.

It Cj COCA—
They toeok-the-chanee—to- prove' that,in tough times you can make
S+l
the opportunity to commit to long-term improvements in quality.
In business, success is its own reward. But the men and

women of these four firms have given all Americans a standard of
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excellence. A standard to-study. A standard to emulate. A
standard to surpass.

They have proven that quality management is not just a
strategy: it must be a new style of working, even a new style of

and ey ctllerec

thinking. A dedication to quality,is more than business. It is
a way of life -- giving something back to society, offering your
best to others.

For that, you have my admiration, and my heartiest

congratulations to every single American worker YOou represent.

Thank you and may God bless you all.
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cT: PRESIDENTIAL REMARKS: BALDRIDGE QUALITY AWARD
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ACTION FYI ACTION  FYI
VICE PRESIDENT O MCCLURE 4
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DARMAN d O ROGICH 7 O
CARD o o UNTERMEYER =
CICCONI o o ROCEES O {
 DEMAREST / o L o, o
FITZWATER - J PINKERTON [{ 0
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REMARKS:

Please forward any comments directly to Chriss Winston, Rm. 122,
x2930, no later than 2:00 PM, Tuesday, December 11, with a cony
to my office. Thank you.

RESPONSE: December 13, 1990

TO: CHRISS WINSTON

The NSC concurs with the attached.

A

Brent(|Scowcroft James W. Cicconi
Assistant to the President
cC: James Cicconi - and Deputytothe Chief of Staff
Ext. 2702
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Davis/Blymire
I . Title: Award ‘
goDEC 10 PH W I8 ‘ Date: Dec. 5, 1990
‘ ' Draft: One

PRESIDEﬁTIAL REMARKS: MALCOLM BALDRIGE NATIONAL QUALITY AWARDS
» DEPARTMENT OF COMMERCE
11:15 A.M., THURSDAY, DECEMBER 13, 1990

((Acknowledgements - Secretary'Mosbacher, Midge Baldrige))

We are here today to present an award named'for a man

_dedicated to quality -- quality in public service as a Secretary

of Commerce, and quality'as a good friend to so many of us in
this room.

Malcolm Baldrige was also.a leadet in business. - And when it

~came to business, he knew ‘that quality cannot be aseured with a-

" slogan or an ad campalgn._ It begins with winning and keeping

bn51ness. It beglns with the understanding that only customers
can define quality. In short, it begins and ends with the
unsent1menta1 judgment of the market. |

Once, quality separated w1nn1ng firms from slugglsh ones.
That time has long since passed. With the fierce competition of-
the international market, quality means survival -- nothing less.

In the 1950s, American companles generally competed only

~ agalnst each other. Today, Amerlcan companles may face a dozen

competitors from a dozen countries. Some would turn their backs
on this challenge. But we cannot beat the competiticn by
ignoring them or hiding behind the moats and,heavy walls of an

economic Fortress America. We must compete and we must win. \\\
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To win;tﬁ.s.-companies'are simply going to’have to offer

products and services.that'are world-class. That‘is the purpose

"behind this award -- and it is a national purpose.

So we are not here today to only honor four firms. We are

" here to promote an awareness of quality'in.American business, and

" to share successful management strategles - strategles that can

sharpen Amerlca's lead in the world marketplace.
Each of these companles offers unlque lessons. But these
four companles also found success in a few basxc pr1nc1ples.‘ |
They learned that "quality control" cannot be 1mposed from
top to bottom.

hey understand that quality management must cut- through

' organlzatlon charts, across departments and offices. It must

often'ignore-titles and status.

Finally, these w1nn1ng companles also reallse that modern
1ndustry requlres more than muscle-power from robot-llke workers.
‘Today's industries are only as strong as the 1nte111gence,

" judgment and character of its. employees.

This year, for the f1rst time, the Malcolm Baldrige National

Quallty Award 1s g01ng to all three award categorles-

manufacturing, serv1ce.and small business. Our fourth honoree is

the firstssmall service business to be recognlzedo

:The winners with us tOday were selected from a population of
American companles ‘that reguested more than 180,000 appllcatlon
guidelines this year.: What I sald of last year's honorees

applies today: Most companies catch hell from the competltlon.
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But these companies are in the lead because no competitor gave

them”a tougher time than they gave themselves.

Three of.our winners are household names. Let me start with

: IBM, Rochester -- a company that proves that employee tra1n1ng

and education is good bu51ness. In fact, 'IBM spends five times

‘the national average on education and training. And IBM puts its

own products to good use, giving 1ts employees access to 11,000
termlnals and worldwide lnformatlon. Just one reason why IBM is
globally competitive.

vThe next recipient is another household name, the first car
company to earn this award -- Ccadillac. When'many companies.

speak of quality changes, they speak of 1mprovements in

~management. ThlS company speaks of a "culture change" -- a clear

recognltlon that Ccadillac knows that quallty beglns with the
morale and ideas of its people.. In fact, Cadlllac has so much
confidence.in what its employees can produce, it is expanding its
warranty'from 1 year and 12,000 miles, to 4 years and 115,000
miles. | | |

Sounds expensive, but it isn't. 'Cadillac can afford to be .
generous with its customers because quallty 1mprovement has led
to a 29 percent drop in warranty-related costs. Some managers
think of quallty 1mprovement as costly. Cadlllac proves that
quallty saves money and ylelds an immediate return.

The ‘next re01p1ent is the Federal Express Company _l the -

first large service company to earn this award. This is a

critical recognition, because so much of our work force and our
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national wealth comes from the serv1ce sector. " And Federal
Express is 51mply nothlng less than a model for all other service

corporatlons.
From ground zero in 1973, Federal Express has shot up to .

((Fortune 500 status)), with 90,000 employees maklng one-and-a-

: half mllllon shipments daily.

As w1th IBM and Cadlllac, the secret of . success for Federal‘
Express is its tra1n1ng and reliance on its workers. With a no-
layoff philosophy and extensiveitraining, Federal Express
attracts top-notch motivated people. In fact, during the last
five years, at least 91 percent of Federal Express employees
surveyed'responded that they were proud to be a part of their
company . :

That is why Federal Express dellvers. all American'workers
should feel they are as much a part of their companles°

Which brlngs me to the Wallace Company of Houston. This

famlly-owned firm extends its famlly approach ‘to all of Wallace's

‘288 skilled and well-trained employees -- people who think of

themselves as "associates." .

The Wallace cOmpany proves that quallty 1s not just for the
Fortune FivetHundred. This small distributor of industrial goods
not only survived the recent rough economic times in Houston.
They took the chance to prove that in tough times you can make . .~
the opportunlty to commit to long-term 1mprovements in quallty

" In business, success is its own reward. But the men and

" women of these four firms have given all Americans a standard of
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excellenée. A standard to study. A standard to emulate. a ]
standard to surpass.

They have pfoven that quélity management is not ﬁust é
Sstrategy: itrmust be a new stYle of working, even a new étylerf'
thinking. A dedlcatlon to quallty is more than bu51ness. It is
a way of 11fe - g1v1ng somethlng back to society, offering your
best to others. '

E For that, you have my admlratlon, and my heartiest
congratulatlons to every single Amerlcan worker you represeﬁt.

. Thank you and may God bless you a11
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CARD 0 P/ UNTERMEYER O O
CICCONI O { AOGERS O {
' DEMAREST O B/ WIRGTON
EANATER - y PINKERTON g ¢
GRAY . O / PETERSMEY&IR | J.
HAGIN O O 0 O
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FIQIEMARKS:

The attached has been forwarded to the President.

RESPONSE:

James W. Cicconi
Assistant to the President
and Deputy to the Chief of Staff
Ext. 2702
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December 11, 1990

MEMORANDUM FOR THE PRf.SIDENT

THROUGH: - . CHRISS WINSTON(M
FROM: MARK DAVIS M
SUBJECT: MALCOLM BALDRIDGE NATIONAL QUALITY AWARDS

on Thursday, Decmeber 13, at 11:15 a.m., you will address
the attendees of the Malcolm Baldridge National Quality Awards at
the Department of Commerce. Secretary Mosbacher will introduce
you, and your remarks, 8-10 minutes in length, will be on cards.
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Davis/Blymire

Title: Award .
Date: Dec. 11, 1990
Draft: Two ) :

PREBIDENTIAL REMARKS' MALCOLM BALDRIGE NATIONAL QUALITY AWARDS
GRAND HALL, DEPARTMENT OF COMMERCE
"11:15 A. H., THURSDAY, DECEMBER 13, 1990

((Secretary Mosbacher, Deputy Secretary Murrin, Secretaries .
Brady and Lujan, cadillac General Manager John Grettenberger,

John Akers --'IBM's Chairman of the Board, Frederlck Smlth -

: CEO, President, and Chalrman of the Board of Federal Express, and -

John Wallace -- CEO of the;Wallace Company. Welcome and

congratulations.)).

We are here today to present four awards'named for a nan
dedlcated to quallty - qua11ty in publlc serv1ce as a Secretary
of Commerce, and quallty as a good friend to o) many of us 1n

thls.room.'

"Malcolm Baldrige was also a leader in.business. And when it
came to business, he knew that quality cannot be assured with a

slogan or an ad campaign. It begins with winning and keeping

_ business. It begins with the understanding that oniy customers

can define quality. In short, it begins and ends with the

"unsentimental judgment of the market.

: Once, quality separated winning firms from sluggish ones. -

That time has long since passed. With the fierce competition of

the international market, quality means survival -- nothing less.

The renewed commltment by America to quality can be seen in

- the explosion of appllcatlons to recelve the Baldrldge Award. In
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just-a few years, the_National Quality Award has literally become
the standard of business excellence. | .

The renewed spirit of excellence in business -- of making
quality an integral part of America's corporate<strategy - has'
truly made us more competitive in the 1nternationa1 arena. |
Exports - have ‘already 1ncreased nearly 8. percent from year ago
levels and the figures keep rising.

To compete and win in the international arena, U.S.
oompanies are simply going to have to offer products and services
that are world-class. That is the purpose behind this award --
and it is a national purpose.

" So we are here today not only to honor four firms, but to
promote an awareness of quality in American bu51ness, and to
ﬂ"share successful management strategies -— strategles that can
sharpen America's lead in the world marketplace.

Each of these companies offers unique lessons. But these
four companies also found success in a‘few basic principles.

They learned that "quality control" cannot be imposed from
" top to bottom.

They understand that quality management must cut through
organization charts, across departments and offices. A "quality
. culture" does not depend on titles and job-descriptions;v
Finally, these winning'companies also realiZe that they are
'.only.as strong as the intellioence, judgment,'and character of

'their.empioyees.‘
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This’year the Malcolm Baldrige National Quality Award is.
| going to all three award categories: manufacturing, small
bu51ness ‘and for the ‘first time -- service.

The winners w1th us today were selected from a population of
American organizations that requested more than 180,000
application guidelines this year. What I said of last year's
honorees applies today: Most companies catch hell from the
competition. But these companies are in the lead because no
competitor gave them a tougher time than they gave themselves.

Three of our winners are household names. Let me start with
IBM Rochester -- a company that proves that quality coupled with
‘employee training and education is good business. In fact, IBM

Rochester spends five times the national average on education and
'.training. Just .one reason why IBM Rochester is- globally
competitive.

The next rec1p1ent is another household name, the first
automotive company to earn this award -- Cadillac. When many
companies speak of quality changes, they speak of improvements in
- management. This company speaks of-a "culture<change“ --'a clear .
recognition that Cadillac knows that quality begins-with the
morale and 1deas of its people. Cadillac “executives, plant
managers, and union representatives all have worked together to
help win this award. Quality councils are at work at each of the
companies seven major facilities, supported by hundreds of
company teams; Cadillac shows.that laborfmanagement cooperation

yields quality~resu1ts.
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The next recipient is Federal ﬁxpress --sfhe first large
service company to earﬁ this award. This is a critical
recogniéion, because so much of our work force and our national
wealth comes from the service sectof. And Federal Express is_
'simply nothing less than a model for all other service
_corporaﬁions.

| From ground zero in 1973{ Federal Express has shot up to one
of the world's largest.transportatién cﬁmpanies, ﬁith moré than
90,006 employees making one-and-a-half million shipments daily.

As with IBM Rochester and Cadillac, the secret of success
for Federal Express is its training and reliance on its
N employees. With a ho?layoff philosophy and extensive training[

Federél Express attracts top-notch, ﬁétivated people. 1In fact;
during the last five years, nearly 100 percent of.ngerél Express
emplojées.surveyed responded that they were proudfto‘be a part of
their company.

. That is why Fede:al'Expréss deiivers, All American workers
should feel they'are as much a part of their companies.

Which brings me to the Wallace'Company of Houston, the first
;small service business to be recogniéed. This family-owned firm .
-'extehdS'its family approach to éll of Wallace's 280.skilled and
-well-trained employees -- people who think of themselves as
-"associates."

The Wallace Company proves that quality is not jugt-for the
Fortune Five Hﬁhdred. This small distributor of industrial goods

not only survived the recent rough economic times in Houston. It
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proved that even in tough times you can still commit to long-
term impfovements in quality.

In bﬁéineés;'success is its own reward. But the men and
women of these four firms have given all Americans a standard of
exéellence. A standard to emﬁlate. A standard to surpass.

-'They‘have proven that qua;ity'management is not just a
.  stfategy: it must be a new style of working, even a new style of
thinkihg. A dedication to quality and excellence iﬁ more than
good businéss. it is a way of life -- giving something back to
society, offering your pest to ofﬁers.

1For that, you have my admiration,-ana my heartiest
congratulations to every single American worker you repreéent.

, Thank'you and may God bless you.all.
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Cadillac executives, plant managers, and union representarives all
haire worked together to halp win this award, Quality councils are
et work at each of the companies seven major facilities, supported
by hundreds of company teams. Cadillac shows ﬁhat lahor-management
cooperat‘ion vields quality results.
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PRESIDENTIAL REMARKS: MALCOLM BALDRIGE NATIONAL QUALITY AWARD

We are here today to present an award named for a man
dedicated to quality ... guality in public service as a Sacretary
of commerce, and guality as a good friend to so many of us in this
room.

Malcolm Baldrige was also a leader in business. And when it
came to business, he knew that gquality cannot be assured with a
slogan or an ad campaign. It begins with winning and keeping
pusiness. It begins with the understanding that only customers can
define guality. In short, it begins and ends with the unsentimental
judgement of the market.

B § o

- American industry has finally woken up to the fact that
guality must become a priority in everything it manufactures,
markete or services if it is to survive in today's fiercely
competitive international markets. Quality means survival ...
nothing less. And America)k has heard the clarion call.

The renewed commitment by America to quality can been seen in
x/ the explosion of applications to receive the Baldrige Award. In
just a few years, the National Quality Award has literally become

the standard of business excellence.

Tt has stimulated all of our companies and firms ... from the

giant U.S. multinationals SiliFnesmmmibo . . . to e small ks

iy -pumed : A ... to reach new heights in quality
2:}"“!h!”“"55’»-""awarene;sss and management.

The renewed spirit of excellence in business ... of making
quality an integral part of America's corporate strategy ... has
1& truly made us more competitive in the international arena. Exports
%/ have already increased nearly 8 pfrcent from year ago levels and
the figures keep rising. Av
g P 9 P s wr upp"i'b’
To remain competitivepa U.S. companlies are going to have to
continue to offer products and services that are world-class. That
is the purpose behind this award ... and it is a national purpose.

(x>OtL{A ke TO Cﬁ‘“\%g, )C?fg>/:> (7CLL6¥3kaﬁ>k N flgffi 7HAA9



THE WHITE HOUSE

30.0cr jg P§

WASHINGTON

¢ 26
December 11, 1990

MEMORANDUM TO CHRISS WINSTON

FROM: JIM PINKERT@

SUBJECT: Baldrige Quality Award

We suggest that this is an opportunity to make a point
about government as well as business, viz.,

"...in a world where the pace and scope of change has
intensified, these companies have responded. Government
is no less immmune to change. Government too must
respond. Quality must be government's byword. The
taxpayers too must get their money's worth. Government
does not feel as keenly the feedback that the market sends
to private enterprises like these. Since government is so
often deprived of the market's instantaneous feedback, we
must either inject government with a greater reliance on
the market, or, where that is not possible, we must serve
our customers too under continuously improving standards
of quality."
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eritionl resognition, because so much of our. work foxse ang out

£Q°d B1299sPeec CL abd ISIN  WOad PSidT  @68T-7T~03d

——

e st e+ s bma w8



SENT BY:THE WHITE HOUSE

Suceenses achieved by SE eegfils were the springboard
o complere transfonnasica-Hlwdilag
shartnosskaswich the Unired Auto Wor
W\teen a catalyst in this transformation. Alang wit

Niillac executives and plant managers, union leaders,,

the UAW/GM Qualiry Network, At Cadillac, the
Quality Network also Includes plant councils at each of
izs seven major facilicles, which are supported by the
efforts of nearly 600 wark teams and cross-funcrional
reams, each composed of berween 10 and 15 hourly wad
smaried employees. T

S roaxglys its employees “in the puaedfig of
the busitiess,” Cadillac SoNcTE ThE views of all employee
reams during the preparation of its annual business pians,

which smbody short: and long-term quality improvement
goals, The open, yet disclplined, planning process, guided
by analyses of informatlon in more than 50 darabases,
culrainares with the completion of derailed quality plans
for plants and staff units, These plans translate business
objectives into discrere measurable actions carried out by
reams and individuals, Progress is closely monitored, and
feadback is provided in weekly tearn meetings. Feedback
is also provided through individual and team recognition
awgrds, ’

A comprehenslve program of compesisive analyses—of

products; produce features; services; and planning, devel-
opment, and manufacturing processes—provides Cadillae
managemaent and employees with a clear pletute of what
the division must do to maintain or achieve world-class
sratus in esch category.

Thotough planalng is also 8 hallmark of Cadillac’s
“peaple strategy” for improving the effectiveness and job
satistaczion of hourly and salaried emsloyees’ efforts.
Especially close attention is pald to educational needs.
Fach plant and staff unic has a Training Priotities Com-
imittee to decermine what skills and knowledge workers
must have 1o accomplish quality goals, and training
programs are crafted to individual needs. In 1990, for
example, skilled hourly personnel will receive a minbnum
of 80 hours of formal insteuction in such areas as quality

b o A T TR ALy vy

112=11=~80 ; 5:58PM
s qualicy culture.
: A

serve on the Divistonal Quality Counail, which is part of Y,

2024566218~ 4562883:% 4
Arep PobuEs]
itaproverment, leadership skills, process modeling, searist-
cal methods, and health and safery.

Suppliers and dealers also are fully inzegrated into
Cadillac’s eustomer-focused qualizy Improvemen efforts.
Three-fourths of the division’s 33 Product Development
and Improvement Teams have suppliers 25 members.
Extemal suppliers must demonstrate conrinuous improve-
ment in meeting “rargets for excellence” in five key areas:
quality, cost, delivery, technology, and management. A
well-develaped assassment and part qualification process
assures conformance, eliminaring the need for regular
inapaction of shipments.

In reliabiliey and durabllity tests equivalent t2 100,000
miles of customar use and 10 years of corroslon exposure,
all models have improved markedly, as determined from
measures of the “number of things gone wrong” during
the test. For all nine models, the nuraber of such prob-
lems decreased between 27 percent and 71 percent since
1986 or, for new models, since production began. In rests
of 1990 and 1991 cas, neatly all models mer or exceeded
world-class levals for reliabiliey and durabilicy.

. For the customer, these product improvements and
Cadillac’s commitmane to improving service have re-
sulted in expanded warranty coveragamara a minimum of
faur years or 50,000 miles, as compared with ona year or
12,000 rilss in 1988. Improved product qualicy, however,
has resulted in & 20-percent drop In warranty-related costs
during the first vear or 12,000 miles, from 1986 to 1989.

In stap with service and produse qualicy, customer
satisfaceion has visen, a5 measured chrough axrensive
survays and analyses of complaints hand ed by its 24-hour
Customer Relations Center, for Instance, On three key
measuras=—sarisfaction with cass, service, and rotal
ownership experience=-1985 customers rared Cadillac ac
zbout 70 percent. In 1989, Cadillac's scores In all three
categories ware 86 percent or better.

For more information, conat!
Roserea M. Riley

Director, Customer Satisfaction
Cadillac Motor Car Cornpany
2860 Clark St.

Detrolt, M 48232

Phone: 313-554.5700
Fax: 313.584.7789

ot
Bill O'Neilil
Director of Public Relations
Cadillac Motor Car Company
25860 Clask St.
Detroir, MI 48232
Phone: 313-534.5045
Fax: 313.354.5074
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THE WHITE HOUSE

WASHINGTON

December 11, 1990

MEMORANDUM FOR CHRISS WINSTON

FROM:

SUBJECT:

CAROL BLYMIRE w—

FACT-CHECKING SUGGESTIONS/CHANGES

Chriss, below please find suggested changes for the Malcolm
Baldridge National Quality Awards:

Page 1, para.l, sent.l; delete the word "an" (there are

four awards, not one), and make "award" plural.

Page 1, para.l, sent.l; omit the word "also".

Page 2, para.2, sent.l; delete entire first sentence._~[7

Rework to read "In honoring these four companies, we
are also here to promote ..."

Page 2, para.7, sent.2; sentence may confuse people.

There are 4 awards in 3 categories. This makes it
sound as if there are 4 categories. Maybe just move
that sentence about the first small business service to
the section about the Wallace Co.

Page 3, para.2; IBM Rochester must be referred to as that

and not just IBM. Paul Bergevin, Director of Media
Relations, would like us to cut the sentence about
11,000 terminals because it's not unique to IBM
Rochester. He prefers the following: (to be inserted
before "a company that proves...") "Quality is nothing
new to IBM Rochester. It started with their founder,
Thomas Watson, Sr. who believed a business could be
successful only if it maintained the highest level of
quality. IBM Rochester has re-energized that vision so
that the company now stands in the vanguard of
quality."

-- Page 3, para.3, sent.l; change "car" to "automotive".

In sentence 4, change "it is expanding" to "has
expanded", and change "112,000 miles" to "50,000

$i12a"-0) 190 g

-- Page 3, para.5, sent.l; omit "the".



-- Page 4, para.2; omit " ((Fortune 500 status))" and insert
"one of the world's largest transportation companies".
Insert "more than" before "90,000".

-- Page 4, para.3, sent.l; change "workers" to "employees".
In sentence 3, omit "at least 91%" and insert "nearly
100%".

-- Page 4,para.5, sent.2; change "288" to "280", and put
"associates" in boldface.

©0 Acknowledgements to come tomorrow.



THE WHITE HOUSE

WASHINGTON

December 11, 1990

MEMORANDUM FOR CHRISS WINSTON

FROM: ROGER B. PORTER %/

SUBJECT: Presidential Remarks: Baldridge Quality Award
The remarks express the importance of striving for quality

and excellence in everything we do. We have noted comments on

pages two and five of the attached draft which we believe could

improve the President's message.

I have also attached a copy of a speech I recently
delivered in Boston on this subject.

If you have any questions, please let me know.

cc: James W. Cicconi
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Document No.

WHITE HOUSE STAFFING MEMORANDUM

12/11/90 2:00 PM

DATE: 12./10/9‘_0 ' Acnomcouéuansncslcommsﬁtoue BY:
SUNECT:‘PRE-SIDENTIAL_ REMARKS: BALDRIDGE QUALITY AWARD
ACTION FYI | | ACTION FvI
VICE PRESIDENT o o “MCCLURE | O
SUNUNU o O NEWMAN _ a a
SCOWCROFT o o PORTE“—'—-—% |
~ DARMAN d O ROGICH o o
‘A ~ CARD o o UNTERMEYER = = O
’ CICCONI o ROGERS in) J
. DEMAREST ' n{ o WINSTON . | O | {
FITZWATER | o f PINKERTON ' l{ uf
anay o G poremswevenof
HAGIN a, g O O
HOLIDAY J 0 o o

REMARKS:

Please forward any comments directly to Chriss Winston, Rm. 122,
xX2930, no later than 2:00 PM, Tuesday, December 11, with a copy
to my office. Thank you.

RESPONSE:

James W. Cicconi
. Assistant to the President

- and Deputy to the Chief of Staff .
- Ext, 2702 I
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. ' Title: Award
90!3 IO . |l--.= 13 Date: Dec. 5, 1990
' ‘Draft: One

PRESIDENTIAL REMARKS: MALCOLM BALDRIGE NATIONAL QUALITY ANIRDQ
' DEPARTMENT OF COMMERCE
11:15 A.M., THURSDAY, DECEMBER 13, 1990

((Ackndwledgements --“ggpretary Mosbacher, Midge Baldrige))

ﬁe are:heré today to:present an a&ard named for a man h
dedicgted-fo quality -- quality in public sérvicé as'a'Secretary N
of Commerce, and quality as a good friend to so many of us in
this room. ; | |

Malcoln Baldfige was also a leader in business. And when iﬁ.
_ came to business, he knew that qualify cannot be assured with a
slogan or an adﬁcampaign. It begins with winning and keeping
business. . It beginé with the understandihg fhat~6nly customers
can define quality. 1In shorf, it beginé and ends with the
unsentimental judgment of the market.

Oonce, quality separated winning firms from sluggish ones;
That time has long since passed. With the fierce competition of .
the internatibnal market, quality means survival -- nothing less.

| In the:19505,>American companies generally competed only

- against each other. Today, American companies may face a dozen
competitors ffom a dézen countries. Some would turn their backs
on Ehis‘cﬁallenge. But we cannot beat the competltlon by
ignoring them or hiding behind'the moats and heavy walls of an

economic Fortress America. We must compete and we must win. \\Y
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To win, U.S. companies are simply going to have to offer
products and services that are world-class. That is the purpose
behind this award -- and it is a national purpose.

So we are not here today to only honor four firms. We are
here to promote an awareness of quality in American business, and
to share successful management strategies -- strategies that can
sharpen America's lead in the world marketplace.

Each of these companies offérs unique lessons. But these
four companies also found success in a few basic principles.

They learned that "quality control" cannot be imposed from
top to bottom.

They understand that quality management must cut through

organlzatlon charts, across departments and offices. Itfmust}

pgeen_%gﬁore—ti—t—}es—a-nd—sta-tue"ﬁ ’@UAL/T)/ CUCTVBF ‘Zk’)aéfj
C s 7ees AVD ToR DESCRIPTIoVS |
Finally,—these winming-ecompanies—also—realize that—modern

' e y 7

ComPAN ES = \V
Today's industries are only as strong as the intelligence, R}p - i
3
judgment and character of its employees. Uﬁﬁa

This year, for the first time, the Malcolm Baldrige National @
Quality Award is going to all three award categories: O(te
manufacturing, service and small business. Our fourth honoree is
the first small service business to be recognized.

The winners with us today were selected from a population ot
American companies that requested more than 180,000 application

guidelines this year. What I said of last year's honorees

applies today: Most companies catch hell from the competition.
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But these companies are in the lead because no competitor gave
them a tougher time than they gave themselves.

Three of our winners are household names. Let me start with
IBM, Rochester -- a company that proves that employee training
and education is good business. In fact, IBM spends five times
the national average on education and training. And IBM puts its
own products to good use, giving its employees access to 11,000
terminals and worldwide information. Just one reason why IBM is
globally competitive.

The next recipient is another household name, the first car
company to earn this award -- Ccadillac. When many companies
speak of quality changes, they speak of improvements in
management. This company speaks of a "culture changeﬂ -=- a clear
recognition that Cadillac knows that quaiity-beginé with the
morale and ideas of its people. 1In fact, Cadillaé has so much ,
confidence in what its employees can produce, it is expanding its
warranty from 1 year and 12,000 miles, to 4 years and 112,000
miles.

Sounds expensive, but it isn't. Cadillac can afford to be
generous with its customers because quality improvement has led
to a 29.percent drop in warranty-related costs. Some managers
think of quality improvement as costly. Ccadillac proves that
quality m and yields an immediate return. ol
The next recipient is the Federal Express Company == the

first large service company to earn this award. This is a

critical recognition, because so much of our work force and our
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national wealth comes from the service sector. And Federal
Express is simply nothing less than a model for all other service
corporations.

- From ground zero in 1973, Federal Express has shot up to
((Fortune 500 status)), with 90,000 employees making one-and-a-
half million shlpments daily. o e

As with IBM and Cadillac,-the secret of success for Federal .
-Express is its training and reliahce on its workers. With,a‘nth
layoff phllosophy and extensive tralnlng, Federal Express |
~attracts top-notch, motlvated people. 1In fact during the last
f1ve years, at least 91 percent of Federal Express employees :
surveyed'responded that they were proud to be a part of thelr
companf. | _ (

That is whf Federal Eipress delivers. _Ail American workers
shou;d feel they are as much a part of their companies.

Which brings me to the Wallace Company of Houston. This
family—owned firm extends its family aéproach to all of Wallace's
288 skilled and well-trained employees -- people who think of
themselves as "associates." | : |

| The Wallace Company proves that quality is not just for the
Fortune Five Hundred _ This small distributor of industrial goods
not only survived. the recent rough economlc times in Houston
They took the chance to prove that in tough times you can make
the opportunity to commit to long-term improvements in quality.
| In business, success is its own reward. But the men and

women of these four firms have given all Americans a standard of
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excellence. A standard to study. A standard to emulate. A
standard to surpass.

They have proven that quality management is not just a
strategy: if must be a new style of working, even a new style of

THE QUES T fpl Exctilebct bwo

thinking. -4 dedication—te—guality is more than,. business. It is
a way of life -- giving something back to society, offering yoﬁr
best to others. N

For that, you have my admiration, and my heartiest
congratulations to every single American worker you represent.

Thank you and may God bless you all.

M
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Document No.

WHITE HOUSE STAFFING MEMORANDUM

: 12/11/90 2:00 PM
DATE:___12/10/90 ACTION/CONCURRENCE/COMMENT DUE BY: rLla0 fie B

MARKS: BALDRIDGE QUALITY AWARD
SUBJECT: PRESIDENTIAL REMA

ACTION FYI ACTION FYI
VICE PRESIDENT O MCCLURE { O
SUNUNU o O NEWMAN 0 O
SCOWCROFT # O PORTER d O
DARMAN d O ROGICH 7 O
CARD o o UNTERMEYER O o
CICCONI O [/ ROGERS 0 J
'DEMAREST J O WINSTON . O i(
FITZZWATER O J FINEERTON [{ O
GRAY l{ 0 PETERSMEYER% 0
HAGIN O, O | O |
HOLIDAY J O O o
REMARKS:

Please forward any comments directly to Chriss Winston, Rm. 122,
x2930, no later than 2:00 PM, Tuesday, December 11, with a copy
to my office. Thank you.

RESPONSE:

BC s llv 01 100 06

James W. Cicconi
Assistant to the President
~ and Deputy to the Chief of Staff
Ext. 2702
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Davis/Blymire
. , Title: Award
988Lb|0 PiL 18 . pate: Dec. 5, 1990
: Draft: One

PRESIDENTIAL REMARKS: MALCOLM BALDRIGE NATIONAL QUALITY AWARDS |
: . - DEPARTMENT OF COMMERCE :
11:15 A.M., THURSDAY, DECEMBER 13, 1990

((Acknowledgements -- Secretary Mosbacher, Midge Baldrige))
We are here today to present an award named for -a man
dedicated to quality - quallty in public serv1ce as a Secretary

of Commerce, and quality as a good friend to so many of us in

this room.

Malcolm Baldrige was also a leader in bu51ness.- And when it

~came to bus1ness, he knew that quallty cannot be’ assured ‘with a
'.slogan or an ad campaign._ It begins w1th w1nn1ng and keeping
.bu51ness. It begins with the understanding that only customers-
~can define quality. In short, it begins and ends with the

‘unsentimental judgment of the market.

Once, quality separated w1nn1ng firms from. sluggish ones.-
That time has long 51nce passed. With the fierce competition of
the international market quality means surv1val - nothing less.

In the 19505, American companies generally competed only

against each other. Today, American companies may face a dozen

-competitors from a dozen countries. Some would turn their backs

on this-challenge. But we cannot beat the competition by

1gnor1ng them or h1d1ng behind the moats and heavy walls of an
I

’ economic Fortress America. We must compete and we must w1n. \\\-

I
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To win, U.S. companies are simply going to have to offer
products and services that are world-class. That is the purpose
behind this award -- and it is a national purpose.

So we are not here today to only honor four firms. We are
here to promote an awareness of quality in American business, and
to share successful management strategies -- strategies that can
sharpen America's lead in the world marketplace.

Each of these companies offers unique lessons. But these
four companies also found success in a few basic principles.

They learned that "quality control" cannot be imposed from
top to bottom.

They understand that quality management must cut through
organization charts, across departments and offices. It must
often ignore titles and status.

Finally, these winning companies also reali;e that modern
industry requires more than muscle-power from robot-likevworkers.
Today's industries are only as strong as the intelligence,
judgment and character of its employees.

This year, for the first time, the Malcolm Baldrige National
Quality Award is going to all three award categories:
manufacturing, service and small business. Our fourth honoree is
the first small service business to be recognized.

The winners with us today were selected from a population of
American companies that requested more than 180,000 application
guidelines this year. What I said of last year's honorees

11 fxaem the competition.
# oheal Y

e ('

applies today: Most companies
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But these companies are in the lead because no competitor gave
them a tougher time than they gave themselves.

Three of our winners are household names. Let me start with
IBM, Rochester -- a company that proves that employee training
and education is good business. In fact, IBM spends five times
the national average on education and training. And IBM puts its
own products to good use, giving its employees access to 11,000

terminals and worldwide information. Just one reason why IBM is

globally competitive. @
The next recipient is another household name, the firs

company to earn this award -- cadillac. When many companies
speak of quality changes, they speak of improvements in
management. This companyvspeaks of a "culture change" -- a clear
recognition that Cadillac knows that quality begins with the
morale and ideas of its people. In fact, Cadillaé has so much
confidence in what its employees can produce, it is expanding its
warranty from 1 year and 12,000 miles, to 4 years and 112,000
miles.

Sounds expensive, but it isn't. cadillac can afford to be
generous with its customers because quality improvement has led
to a 29 percent drop in warranty-related costs. Some managers
think of quality improvement as costly. Cadillac proves that
quality saves money and yields an immediate return.

The next recipient is the Federal Express Company == the
first large service company to earn this award. This is a

critical recognition, because so much of our work force and our
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national wealth comes from the service sector. And Federal
Express is simply nothing less than a model for all other service
corporations.

From ground zero in 1973, Federal Express has shot up to
((Fortune 500 status)), with 90,000 employees making one-and-a-
half million shipments daily.

As with IBM and Cadillac, the secret of success for Federal
Express is its training and reliance on its workers. With a no-
layoff philosophy and extensive training, Federal Express
attracts top-notch, motivated people. In fact, during the last
five years, at least 91 percent of Federal Express employees
surveyed responded that they were proud to be a part of their
company. |

That is why Federal Eipress delivers. All American workers
should feel they are as much a part of their companies.

Which brings me to the Wallace Company of Houston. This
family-owned firm extends its family approach to all of Wallace's
288 skilled and well-trained employees -- people who think of
themselves as "associates."

The Wallace Company proves that quality is not just for the
Fortune Five Hundred. This small distributor of industrial goods
not only survived the recent rough economic times in Houston.

1ayey took the chance to prove that in tough times you can make—

commit to long-term improvements in quality.

/ In busihess, success is its own reward. But the men and

/;EE;Ei/ " women off these four firms have given all Americans a standard of
\\yyv;ﬂ/



excellence. A standard to emulate. A

standard to surpass.
They have proven that lity management is not just a

strategy: it must be a new style of working, e a new style of

thinking. A dedication to quality is more than fusiness. It is

a way of life -- givin 'something back to society, offering your

best to others. 4/
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PRESIDENTTAL REMARKS: MALCOLM BALDRIGE NATIONAL QUALITY AWARDS‘-
DEPARTMENT OF COMMERCE
11:15 A.M., THURSDAY, DECEMBER 13, 1990

'((Ackhowledgements - Secretary‘Mosbacher, Mldge Baldrlge))

We are here today to present an award named for a man
dedlcated to quality -- quallty 1n publlc service as a Secretary
of Commerce, and quality as a.good friend to so many_of us in
this room. ‘ |

Malcolm Baldrige was also a leader 1n bu51ness. vAnd,when it '
'came to bus1ness, he. knew that quality cannot be assured w1th a
' slogan or an ad campalgn.' It beglns with winning- and keeping:
. business. It beglns with the understandlng that only customers

_can-define quality. In short, it begins and encs with the

_unsentimental judgment of the market.

Once, quallty separated winning- f1rms from slugglsh ones.
That time has long since passed. With the flerce competltlon of
the interhational market, quality means survival -- nothing less.

Inlthe 1950s, Ameérican companies generally-competed only
"agaihst each other."Today; Americaﬁ companies may face a dozen
competitors from a dozen COuntries. Some would turn their backs
on thls challenge. But we cannot beat the competition by
1gnor1ng ‘them or hiding behind the moats and heavy walls of an

" economic Fortress America. We must compete and we must win. \\\
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To w1n, U.S. ompanies are simply going_to have to offer
products and serv1ces that are world-class. That is the purpose‘

-behlnd thls award - and it is a natlonal purpose. |

| So we are not here today to only honor four flrms. We are
here to promote an awareness of quality in American bu51ness,iand
. to share successful management strategies -- strategies that can
sharpen America's lead in the world marketplace. |

. Each of these companles offers unique lessons. But these
four companles also found success in a few ba51c principles.

They 1earned that "quallty control" cannot be imposed from
: top to bottom. '

They understand that quallty management must cut through
organization charts, across departments and offices. It must
often ignore t1t1es and status. | '

Flnally, these w1nn1ng companies also reallze that modern
_industry requires more than muscle-power from robot-llke workers.
Today's industries are only as-strong.aS'the intelligence,
judgment and character of 1ts employees.

: Thls year, for the flrst time," the Malcolm Baldrlge National
Quallty Award is going to all three award categorles:
manufacturing, service and small business. Our fourth honoree is
the flrst small service bu51ness to be recognized.

The w1nners with us today were. selected from a populatlon of-
American companles that requested more than 180,000 application
guidellnes this year. What'I said of last year's honorees-

applies today: Most companies catch hell from the competition.
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But these companles are 1n the lead because no competitor gave
: them a tougher time than they gave themselves.

Three of our w1nners are household nanes.. Let me start with
IBM, Rochester -- a company that proves that employee tra1n1ng
and education is good business. In fact, IBM spends five tlmes
‘the natlonal average on education and tralnlng. And IBM puts its
own products to good use, giving its employees access to 11, 000
1term1nals and worldw1de,1nformatlon._ Just one reason why IBM is
globally competltlve.‘ |

The next rec1p1ent is another household name, the first car
company'to earn this award -—gCadlllac. When many companies:
speak:of'quality‘Changes, they speak Of improvements in :
_-management. Thls company speaks of a "culture change" -- a clear
recognltlon that Cadillac knows that quallty begins with the'
morale and ideas of 1ts people. In fact, Cadlllac has s0 much
confidence in'what its employees can produce, it is expandlng its
warranty“from 1 year and 12,600 miles, to 4 years and 112,000:
miles. |

Sounds expensive, but it isn't. cadillac can afford to be
generous.with its customers because quality improvement has led
to a 29 percent drop in warranty-related costs. Some managers
th1nk of quallty_lmprovement as costly. Cadlllac proves that
quallty saves money and y1e1ds an 1mmed1ate return.

The next rec1p1ent is the Federal Express Company -- the
first large service company.to earn this award. . This is a

critical recognition, because so much of our work force and our
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national wealth comes from the service sector.. And Federal
'Express is 51mp1y nothlng less than a model for all other service
cerporations. _

From ground'iero in 1973; Federal~Express has shot.ﬁp to
((Fortune 500 status)), with 90,060_employees making one—and-afi'
half million shipments daily.

As with IBM and Cadillac, the secret of success for Federal
- Exprees is its training and reliance on its workers. With a no-
layoff‘philosophyland extensive training, Federal Express
attracts top-noteh, motivated people. In fact, during the last |
five years, at least 91 percent of Federal Express employees
‘surveyed‘responded that they were proud to be a part.of their
;company. | . |

hat is why Federal Express delivers. Ail American~workers}
should feel they are as much a part of their companies. |

Which brings me to the Wallace Company of Houston; This
family-owned firm extends its family apptroach to all of Wallace's
288 skilled and well-trained employees - people who think of
themselves as "associates."

The Wallace Company proves that quality is not just for the
Fortune_Flve Hundred. This small distributor of industrial goods
not enly survived the recent rough economic times in Houston. |
They took the chance to prove that in tough times you can make
the opportunlty to commlt to long-term 1mprovements in quality.

_In busxness, success is 1ts own reward. But the men and

women of these four firms have given all Americans a standard of
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excelience. A standard to study. A standard to emulate. 2 )
standard to surpass. - - |

They have proven that qﬁaiity management is not just a
strategy° it must be a new style of worklng, even a new style of
thlnklng. A dedication to quality-is more than bu51ness. It is
a way of life -- glVlng somethlng back to soc1ety, offering your
best to others. |

.For that' yeu have my admiration, and my heartiest
congratulatlons to every 51ng1e American worker you represent.

Thank you and may God bless you a11.
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PRESIDENTIAL REMARKS: MALCOLM BALDRIGE NATIONAL QUALITY AWARDS
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((Acknowlédgements.-- Secfetary»nosbachér, M%Eﬁ@EBsiasigesz’Ezr
‘ﬁe'are here today to pre$ent an award named for a man - - {ﬁ&u')
dedicated to quality =-- quality in publié service as a Secretary
of Commerée; and_qualitf as a Qood friend to so many of us in |
"this room.
" Malcolm Baldrige_was als§ a leader iﬁ business. - And whenAit
~came to business, he knew that quality cannot be assured with a
.sloQan or an ad campaign. It begins with winning and keepinqA
busingss; It begins with the understanding that éniy qustomefs_'
can define quality. In short, it begins and énds with the
unsentimental jﬁdgﬁent of the market.
bnce, qualitj separated winning firms from sluggish ones..
That time has ldng since passed.l With the fierce competition of
" the intefnétional'market, guality means survival -- nothing less.
| In'thé 19505, American companies génerally coﬁpeted only -
agaiﬁst each other. 'Tpdéy, AmeriCan companies may face a dozen
competitors from.a dozen countries. Some w0ulduturn'their backs
§n this challenge. But we:cannot beat the ¢ompetiti6n by
’ignorihg'thgm'or hiding behind'thé.moats and heavy walls.of an

economic Fortress America. We must compete and we muét win. \W\\
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To win, UAS. companies are simply gOing to have to offer
products and serVices that are world-class. That 1s the purpose -
behind this award -- and 1t is a national purpose.
‘So we are not here today to only honor four firms. We'are
‘here to promote an awareness of quality in American business, and
to share successful management strategies -- strategies that can

sharpen America s lead in the world marketplace.

Each of these companies offers unique lessons. But these

‘four companies also found success in a few basic principles.

They learned that "quality control" cannot be imposed from

.top to bottom.

They understand_that_quality.management must cut through

‘ organization charts, across departments and offices. It must

often ignore titles and status.
Finally,-these winning companies also realize that modern U/(
industry requires more than muscle-power.f1gmr:ebeﬁ—ééke—n@g$§anrfL’
- (Covnmunt
Today's industries are only as strong as’ the 1nte111gence,

judgment and character of its employees.

This year,afor=tﬁﬁ'§éae£=temd?/the Malcolm Baldrige National - :gf

Quality Award is going to all three award categories: \7
and for e First Fime Sarvite. 'S
manufacturing, seru*ae—and small bu51ness/\ Gur—fourth=honeree=xS —
the?@iEs%rsmaiésser#éce;busiﬁesiate—beefeeﬁgﬁééed?EL—i
'The winners with us today were selected from a population of
: or@w?ﬂﬁ'g}:ﬁ’g . ‘ o
Americanhs _ hat requested more than 180,000 application

guidelines_this year."What I said of last year's honorees .

applies today: Most companiesrcatch hell from the competition.
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But these companies are in the lead because'no competitor gave
them- a tougher time than they gave thenselves. |

Three of our winners are household names. Let me start with
IBM, Rochester -- a company that proves that employee training l//
and education_is good business. In fact, IBM spends five times (a»wmaal
the national average on education and training.¢ And IBM puts its
own .products to good use, giVing its employees access to 11, 000
terminals and worldwide 1nformation. Just one reason why IBM is
globally competitive.

The next recipient is another household name, the first car

company to earn this award -- Cadillac. When many companies

'speak of quality changes, they speak of 1mprovements in '

-management. Thls company speaks of a "culture change“ -- a clear

recognition that cadillac knows that quality begins with the

~

' morale and ideas of its people. In fact, Cadillac has so much

05 :
" confidence in what its employees can produce, it gs-expandi:g its V/ :

warranty from 1 year e 12,000 miles, to 4 years and 1E==57060

LA

QMMww

nmiles.

Sounds expensive, but it isn't.

sug _with—iteo—custemers beemuse quality 1mprovement has led
ﬁcbnf :
aespeaeeﬁfparop in warranty-related costs.' Some managers
think of quality improvement as costly. cadillac proves that
quality saves money'and yields an immediate return. '

The next recipient is the Federal Express Company =-- the

first large service company to earn this award. This is a

critical recognition, because soO much of .our. work force and our
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natlonal wealth comes from the service sector. And Federal
Express is s1mp1y nothing less than a model for all other service
corporatlons. ‘
From ground zero in 1973, Federal Express has shot up to
((Fortune 500 status)), with 90, 000 employees making one-and-a-
half mllllon shipments daily.

l// As with IBMMémd Cadillac,'the secret of success_for éederal'
Uﬁwwww;xpress is 1ts tralnlng and re11ance on its workers. with a no-
layoff philosophy and extensive training, Federal Express

attracts top-notch, motivated people. In_fact, durlng the last
five;years}_at least 91 percent of Federal Express employees
surveved responded-that thev were proud to be a part of their
company. A |
That is why Federal Express delivers. All American workers
should feel they are as much a part of their companies.
Which brlngs me to the Wallace Company of Houston. This
: famlly-owned firm extends its family approach to a11 of Wallace s -
/i) 3252
skllled and well- tralned employees - people who th1nk of
" themselves as "associates." '
The Wallace Company proves that quality is not just for the
Fortune Flve Hundred. This small distributor of industrial goods
not only surv1ved the recent rough economlc times in Houston} (0@4)
ﬁ%ey took the chance to prove that in tough times you can make
the opportunity to commlt to long-term 1mprovements in quality.
~In_bu51ness, success- is 1ts own reward. But the men and

women of these four firms have given all Americans a standard of
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excellence. A standard_fo study. A stan&érd>to emulate, A
standard to surﬁass. _ | |
~They have proven that quality management is not just a
strategy- it must be a new style of worklng, even a new style of
thlnklng. A dedication to quallty is more than bu51ness. It is
a way of life -- giving somethiné back to society, offering your
best to others._ - .
For that, you have my admlratlon, and my heartlest
| congratulatlons to every single Amerlcan worker you represent.

_Thank you ‘and may God bless you all.

U/WSJ @MWWW Are qpases
__,,_Tr~ / | bgﬂik’ HQLMQ fD 5. It TAMm ﬂ@CAb4$6V
THn ommece.)
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PRESIDENTIAL REMARKS: MALCOLM BALDRIGE NATIONAL QUALITY hWﬁRDB
Room 450
B-% ¥ 15 A.M., THURBDAY, DEURMBER i3, 1990

((Acknowledgements ~~ Saecretary Mosbacher, Midge Baldrige))
We are here today to present an award named for a man

dedicated to quality ~- quality in public service as a Secretary

et 741 ey ¢ ez G0 Yetiy
of Commerce, and quality as qurlend *——a—@s&end_oiaExgéggggggm
il
-and_cnwbeysaa%ike
M

B D

- Malcolm Baldrlqe was also a leader in business. And when it
_came to business, he knew that guality cannot be assured with a
slogan or an ad campaign. It begins with winning and keeping
buginesg. It begins with the understanding that only customers

llfine.
can —aakakri-eh—wiat quath.,fé—mﬁ—whm—ﬁ. In short, it

begins and ends with the unsentimental judgment of the market.
:::::::ii:if e
Once, quality separated blde-chip firmsy from-€luggish ories.
_ ' ' : N
That time has long since passed. With the fierce competition of

the international market, quality means survival fofg@ig:and

e ™ :
¢ small firms alike -- nothing less.
N . :

Co
In the 19508, Américah companiesghg;gzged only against each
other. Today, American companies may face a dozen competitors
from a dozen countries. Some would turn the;r backs on this
challenge. But we cénﬁbt beat the competition by ignoring them
or hiding behind the moéts and heavy walls of an egononmic

Fortress america. We must compete and we must win. \\\
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To win, U.S._Compahies are simply going to have to offer
pro@uctg and services thét'are world-class. That is the purpose
behind this'awardl—ﬁ and it is a national purpose.

So we are not here today to only honor four firms. We are
here to promote anlaﬁafenéss of quality in American business, and
to share successfﬁlfmanagement strategles -- strategies that can
sharpen America's lead in the world marketplace.

Each of thesé éohpanies offers unique lessons. But these
four companies also found success in a few basic principles.

They learned that ﬁéuality control” cannot be imposed fronm
top to bottom.

They understand thé@iquality management must cut through
organization charts;'acrdés departments and offices. It must
often ignore titles and hgnorifigs. o

Finally, these'winﬁing companies also realize that modern
industry requires more ﬁhan muécle~power from robot-like workers.
Today's industries are oniy as strong as the intelligence,
judgment and character of its employees. _ ‘

This'year, for the first time, the Malcolm Baldrige National
Quality Award is going}to all three award categories:
manufacturing, service and small business; Our fourth honoree is
the first small service business to be recognized.

The winners w;th us t§day wvere selected from a population of
American companiés that réquested more than 180,000 application
guidelines this year. ‘What I said of last year's honorees

applies today: Most companies catch hell from the competition.
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But these companies are in the lead because no competitor gave
them a ﬁougher time than they gave themselves.

Three of our winners are householdlnames} Lat me start with
IBM, Rochester -- a dompanyAthat proves that employee training
and education is good pusiness. In fact, IBM gpends five times
the'national average on education and training. And IBH puts its
own products to QOod'use, giving its employees access to 11,000
terminals and wofld{’!ide'information° Just one reason why IBM is
globally competitivea. '

The next recipient is another household nane, the first car
company to earn-tﬁis award —-- Cadillac. When many companies
speak of guality changes, they epeak of improvements in
managenent. This company speaks of a "culture change" =- & clear
rocognition théﬁ dadillac knows that quality vegins with the
morale and ideas of its people. In fact, cadillac has so wuch
confidence in what.ifs employees can produce, 1t ie expanding 1its
warranty from 1.yeér and 12,000 miles, to 4 Yyears and 112,000
milEs. o | |

Sounds expenSiv;y bu;-it isnt't. Cadillac can gfford to be
generous with its cﬁstbmers because quality\imﬁrové@gnt has led
to a 29 percent dro? in warranty-related costs. Some@ managers
think of quality improvement as coétly. cadillac proves that
quality saves money and yields an immediate return.

The next reciplent is the Federal Express Company == the
first large service company to earn this award. This is a

eritical recognition, pecause ((percent)) of ofir national wealth
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and ((percent)) of our work force come from the service sector.
And Federal Express is simply nothing less than a model for all
other service corporations.
| From ground zero in 1973, Federal Express has shot up to
((Fortune 500 status)), with 90,000 employees making one~and-a~
half million shipments daily.

As with IBM and Cadillac, the gecret of success for Federal
Express is its training and reliance on its workers. With a no-
layoff philosophy §nd extensive training, Federal EXpress
attracts top-notch, motivated people. In fact, during the last
five years, at leasﬁ 9i percent of .Federal Express employees
surveyed.respondedlthat they were proud to be a part of their
company. - |

That is whijédefai Express delivers. All American workers
should feel they are as much a part of their companlies.

Which brings ne to the Wallace Company of Houston. This
family-owned firm extends jits family approach to all of Wallace's
288 skilled and we;l—trained employees -~ people who think of
themselves as "associates.” _

The Wallace Compan; proves that quality is not just for .the
Fortune Five Hund:ed., This small distributor of industrial goods
not 6n1y survived the recent rough economic times in‘Houston.
They took the chance to prove that in tough times you can make
the opportunity tb éommit to long-term improvements in quality.

in business, success is its own reward. But the men and

women of these four firms have given all Americans a standard of
&
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excellence. A standard to stﬁdy. A standard to emulate. A
standard to surpass. -

They have proven that quality management is not just a
strategy: it must belg new style of working, even a new style of
thinking. A dedication%to qﬁality is mofétghéﬁ business. Tt is
a way of lifé al §1ving some€hing back to society, offééing your
best to others. » |

For that, you havelmy admiration, and my heartiest
congratulations to évery single American worker you represent.

Thank you and may God bless you all.

L)
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( (Acknowledgements -- Secretary-Mosbacher,-Midge Baldrige))
~ We areyhere today to present an award named for a man
' dedicated to quality -- quality in public service as a Secretary

of Commerce, and quality as a good friend to'soomany of us in

" this room.

Malcolm Baldrige was also a leader in business. And when it
came to business, he knew thatfquaiityecannot be assured with_a
r_slogan or‘an ad campaigh, It begins with winning and keeping
business. It begins with the understanding that omly customers
can define quality. 1In short, it begins_and ends with the
unsent1menta1 judgment of the market.

Once, quallty separated winning flrme from sluggish ones.
That time has long since passed; Wlth‘the fierce competltlon of
»the ihternational market, quality means surv1va1 - nothlng less.

. In the 1950s, American companles generally competed only
, 'against-each other. Today, Amerlcan companles may face a dozen'
competitors from a dozen countries. Some would turn their backs
on this challenge. But we cannot beat the competition by
ignoring them or hiding'behind thelmoats and heavy walls of an

economic Fortresé Anmerica. We must compete and we must win. \\\
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fTo'win; U.S. companies_are simply going to have to offer

products and services that are world-class. That is the purpose

' behind this award -- and it is a national purpose.

So we. are not here today to only honor four firms.. We are
here to promote an awareness of quallty in American bu51ness, and

to share successful management strategies -- strategles that can -

'sharpen America's lead in the ‘world marketplace.

Each of these companles offers unique lessons. But these

four companles also found success in a few basic principles.

They learned that "quality control" cannot be imposed from.
top to bottom. |

They understand that quality management must cut through
organization charts, across departments and offlces. It must
- often ignore t1tles and status. .

Flnally, these winning companles also reallze that modern
1ndustry requlres more than muscle-power from robot-1like workers;
Today's industries are only as strong as' the 1nte111gence,
judgment and character of its employees.

This year, for the flrst time, the Malcolm Baldrlge National
Quality Award is g01ng to all three award categor1e5°
manufacturlng, service and small business. Our fourth honoree ish
the first:small servlce business to be'recognlzed.

t_ The winners with us today were selected from a population of
Amerlcan companles that requested more than 180, 000 appllcatlon
gu1de11nes this_year. What I sa1d of last year s honorees

applies today: Most companies catch hell from the competition.A
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But these companies are in the lead because no competitor gave
them a tougher time than they gave themselves. |
Three of our winners are household names. Let me start with
IBM, Rochester -- a company that proves that employee tralnlng
and educatlon is good bus1ness. In fact IBM spends five tlmes

the national average on education and training. And IBM puts its

own products to good use, giving its employees access to 11,000 -

,terninals and worldwide information. Just one reason why IBM is

: giobaliydcompetitive.

The next recipient is. another household name, the first car

company to earn this award -- Cadillac. When many companles

) speak of quallty changes, they speak of 1mprovements in

-management. This company speaks of a "culture change" =-- a clear

recognltlon that Cadlllac knows that quallty beglns with’ the
morale and ideas of its people. In fact, Cadlllac has so much

confidence in what its employees can produce, .it is expanding its

~ warranty from 1 year and 12,000 miles, to'4 years and 112,000

miles.

Sounds expensive, but it isn't. Cadillac can afford to be

generous with its customers because quality improvement has led

to a 29 percent.drop in warranty-related costs. Some managers
think of quality improvement as'costly. Cadillac proves that
quality saves money'and yields an immediate‘return.'

The next recipient3is the Federal Express Company -- the

first large service company to earn this award. This is a -

"critical recognition, because so much of our work force and our
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natioﬁal wealth comes f:om'the'seryice sector; And Federal
Express is simply nothing less than a model for all other sérvice'
corporatiéns. “ .

From ground zero in 1973, Federal Express haé shoﬁ uéAto‘
((Fortune 500 stétus)), with 96,000 employees-making one-and-a-
half million shipﬁents daily. o |

.As"with'IBM and Cadillac, the secret of success for Federal
- Express.is its training and reliance on'itsAworkers. With a no-
1ayoff.philosophy and é#tensive t:ainihg, Federal Express
attracts top-notch, motivated people. In fact, during the 1a§t~
| five yeafs, at least 91 percent of ngeral Expfess employees
.:sp;veyed responded that fhey were proud to be a part of their
-coqpahy. | | | '

fhat is whf Federal Eﬁpress deliQers, All American workers
should féel they are as much a part of'their companies. |

‘Which brings me to the Wallace Company of Houston. This
family-owned firm extends its famiiy‘approach to all of Wallace's
258 skilled and well-trained employees -- peoplé who think:of
themselves as "associates." ' |

The Wal;ace Cémpany proves . that quality.ié not just for the
Fortune Five Hundred. This small distributor of industrial goods
not only sﬁrvived the recent rough economic times in Houston.
They took the chance to prove that in tough times you can make
the opportunity to.cbmmit to long-term iméroveﬁénts in quality.'

In Buéiness, su¢ééss is its own rewafd._ But the men and

women of these four firms have given all Americans a standard of
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excellence. AA.standard to study, A standard to emulate. A )
standard to surpass., |

o They nave proven that quality management is not just a
- strategy: it must be a nen style of working, even a new style of
thinking. A dedication to quality is more than bu51ness. It is
a way of life -~ giving something back to soc1ety, offering your
best to others.
For that, you have my admiration, and my heartiest .
congratulations to every single American worker you represent.

Thank You and may God bless you all.
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((AckhoWledgements - Secretary Mosbacher,‘Midge Baldrige)) -

We are here today-to present an award named for a man
dedicated to quality -- quality in public service as a Secretary
of Commerce, and quality as a good friend to so many of us in
this room.

Malcolm-Baldrige was also a leader in business. And when it

L'came to business, he knew that quality cannot- be’ assured with a

- slogan or an ad campaign. S It begins w1th winning and keeping

bu51ness. It begins with the understanding that only customers
can define quality. In short, it begins and ends with the
unsentimental judgment of the market.

Once, quality separated Winning firms from sluggish ones.
That time has long.since passed. With the fierce competition of
the international market, quality means survival -- nothing less.

Injthe 19505, American companies generally competed only |
against each other. Today, American companies may face a dozen
competitors from a dozen countries. Some would turn their backs

on this challenge.. But we cannot beat the competition by

ignoring them or hidlng behind the moats and heavy walls of an

‘economic Fortress America._ We must compete and we must win. \\\
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To win, U.S. companies are simply going to have to offer
products and services that are world-class. That is the purpose
behind this award -- and it is a national purpose.

So we are not here today to only honor four firms. We are
here to promote an awareness of quality in American business, and
to share successful management strategies -- strategies that can
sharpen America's lead in the world marketplace.

Each of these companies offers unique lessons. But these
four companies also found success in a few basic principles.

They learned that "quality control" cannot be imposed from
top to bottom.

They understand that quality management must cut through
organization charts, across departments and offices. It must
often ignore titles and status.

Finally, these winning companies also realize that modern ‘
industry requires more than muscle-power from robot-like.workers.
Today's industries are only as strong as the intelligence,
judgment and character of its employees.

This year, for the first time, the Malcolm Baldrige National
Quality Award is going to all three award categories:
manufacturing, service and small business. Our fourth honoree is
the first small service business to be recognized.

The winners with us today were selected from a population of
American companies that requested more than 180,000 application

guidelines this year. What I said of last year's honorees

applies today: Most companies catch hell) from the competition.
7 ¥ o)
: : W x ¥/

z\

T
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But these companies are in the lead because no competitor gave
" them a tougher time than they gave themselves. | '

Three of our winners are household names. Let me start with
IBM, Rochester -- a company that proves that employee training
and education'is good business. In fact, IBM spends ‘five times
the national average on education and training. And IBM puts its
'own products to good use, giving its employees acceSS‘to.ll,ooo
fterminals and worldwide information. - Just one reason why IBM is
globally competltlve. | ’ |

The next recipient is another household name, the flrst car
company to earn .this award -- Cadlllac. ‘When many companles
- gpeak of quallty changes, they speak of 1mprovements in
';management. Thls company speaks of a "culture change" -- a clear
recognltlon that cadillac knows that quality begins with the
morale and ideas of its people. In fact, Cadlllac has so much
confidence in what its employees can produce, it is expanding its
warranty from 1 year and 12,000 miles, to 4 yearsvand'llz,ooo |
miles._ | '

Sounds expensive,‘but it isn't. Cadiliac can afford to be
generous w1th its customers because quality improvement has led
to a 29 percent drop in warranty-related costs.; Some managers
| think of quality 1mprovement as costly. Cadlllac,proyes'that
quality saves money and yields an immediate Yeturn.

The next rec1p1ent is the Federal Express Company - the
flrst large service company to earn this award. This is a

critical recognltlon, because so much of our work force and our
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‘natlonal wealth comes from the service sector. Ano Federal
Express is 51mply nothlng less than a model for all other service
~corporatlons. '

From ground zero in 1973, Federal Express has shot up. to
((Fortune 590 status)), with 90,000 employees'maklng one-and-a-.
half milllon'shipments daily. |

_As with IBM and Cedillec, the secret of success for Federal
Express-is its traihingfand feliahce’on its workers. With a no-
layoff philosophy'end extensive training, Federal Express’
ettracts-topenotch, motivated people. In fact, ouring the last
.five,years;'at leastt9l percent of Federal Exprees employeee
surveyed.reSponded that they were ptoud to be a part”of their
.company. | o ’

That'is‘ﬁhf.FederaI.Eﬁprees delivete. AIl American workers"
should~feel'they are as much a patt of their companies; v

Which brlngs me to. the Wallace Company of Houston. This
famlly-owned firm extends its family approach to all of Wallace S
288 skilled and well-tralned employees —-- people who think of
themselves as. "a55001ates." |

The Wallace Company proves that quality is not Jjust for the
'Fortune Five Hundred. This small distributor of 1ndustr1al.goods
not only survived the recent rough economic tlmes in Houston. |
They took the chance to prove that in tough tlmes you can make-
the opportunlty to commit to long-term improvements in quallty

In.bu51ness,.success is its own reward. But the men and

women of these four firms have given all Americans a standard of



_excellence. A standard to study. A standard to emulate. A
' standard to surpass. | | |
They have- proven that quality management is not just a
strategy: 1t must be a new style of worklng, even a new style of
thlnklng. A dedlcatlon to quallty is more than bu51ness. It is
a way of llfe == giving somethlng back to soclety, offering your
best to others. - | | ‘
For that, you have my admiration, and my heartlest
congratulatlons to every single Amerlcan worker You represent.

Thank you and may God bless you all.



MALCOLM BALDRIGE NATIONAL QUALITY AWARDS
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DEPUTY SECRETARY MURRIN, SECRETARIES BRADY, LuJaN,
AND SKINNER. ACTING SECRETARY AT LABOR -- RoD
DEARMENT, ALLAN BROMLEY, RICHARD TRULY, CADILLAC
GENERAL MANAGER JOHN GRETTENBERGER; IBM CHAIRMAN OF THE
BoARD -- JOHN AKERS; CEO, PRESIDENT, AND CHAIRMAN OF
THE BoARD OF FEDERAL EXPRESS -- FREDERICK SMITH; JQHN
WALLACE -- CEO oF THE WALLACE CoMPANY, MEMBERS OF
CONGRESS AND MEMBERS OF THE BALDRIDGE FAMILY. WELCOME
AND CONGRATULATIONS.

e |}
| -2 -

I WANT TO SINGLE OUT SECRETARY MosBACHER. BoB, You
ARE DOING A SPLENDID JOB AS OUR COMMERCE SECRETARY -- A
QUALITY JOB FOR OUR ADMINISTRATION AND ALL AMERICANS.
WE ARE HERE TODAY TO PRESENT FOUR AWARDS NAMED FOR
ANOTHER MAN DEDICATED TO QUALITY -- QUALITY IN PUBLIC
SERVICE AS A SECRETARY OF COMMERCE, AND QUALITY AS A
GOOD FRIEND TO SO MANY OF US IN THIS ROOM.

MALcoLM BALDRIGE WAS ALSO A LEADER IN BUSINESS.

AND WHEN IT CAME TO BUSINESS, HE KNEW THAT QUALITY
CANNOT BE ASSURED WITH A SLOGAN OR AN AD CAMPAIGN.
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IT BEGINS WITH WINNING AND KEEPING BUSINESS. IT BEGINS
WITH THE UNDERSTANDING THAT ONLY CUSTOMERS CAN DEFINE
QUALITY. IN SHORT, IT BEGINS AND ENDS WITH THE
UNSENTIMENTAL JUDGMENT OF THE MARKET.

ONCE, QUALITY SEPARATED WINNING FIRMS FROM SLUGGISH
ONES. THAT TIME HAS LONG SINCE PASSED. WITH THE
FIERCE COMPETITION OF THE INTERNATIONAL MARKET, QUALITY
MEANS SURVIVAL -- NOTHING LESS.

-4 -
| THE RENEWED COMMITMENT BY AMERICA TO QUALITY.CAN BE
SEEN IN THE EXPLOSION OF APPLICATIONS TO RECEIVE THE
BALDRIDGE AWARD. IN JUST A FEW YEARS, THE NATIONAL
QUALITY AWARD HAS LITERALLY BECOME THE STANDARD OF
BUSINESS EXCELLENCE.

THE RENEWED SPIRIT OF EXCELLENCE IN BUSINESS -- OF
MAKING QUALITY AN INTEGRAL PART OF AMERICA’'S CORPORATE
" STRATEGY -- HAS TRULY MADE US MORE COMPETITIVE IN THE
INTERNATIONAL ARENA.
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EXPORTS HAVE ALREADY INCREASED NEARLY 8 PERCENT FROM
YEAR AGO LEVELS AND THE FIGURES KEEP RISING.
To COMPETE AND WIN IN THE INTERNATIONAL ARENA, U.S.
COMPANIES ARE SIMPLY GOING TO HAVE TO OFFER PRODUCTS

AND SERVICES THAT ARE WORLD-CLASS. THAT IS THE PURPOSE.
BEHIND THIS AWARD -- AND IT IS A NATIONAL PURPOSE.

T T T T
-6 -

SO WE ARE HERE TODAY NOT ONLY TO HONOR FOUR FIRMS,
BUT TO PROMOTE AN AWARENESS OF QUALITY IN AMERICAN
BUSINESS, AND TO SHARE SUCCESSFUL MANAGEMENT STRATEGIES
-~ STRATEGIES THAT CAN SHARPEN AMERICA'S LEAD IN THE
WORLD MARKETPLACE.

EACH OF THESE COMPANIES OFFERS UNIQUE LESSONS. BUT
THESE FOUR COMPANIES ALSO FOUND SUCCESS IN A FEW BASIC
PRINCIPLES. |
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THEY LEARNED THAT "QUALITY CONTROL" CANNOT BE
IMPOSED FROM TOP TO BOTTOM.

THEY UNDERSTAND THAT QUALITY MANAGEMENT MUST CUT
THROUGH ORGANIZATION CHARTS, ACROSS DEPARTMENTS AND
OFFICES. A "QUALITY CULTURE" DOES NOT DEPEND ON TITLES
AND JOB DESCRIPTIONS. | |

FINALLY, THESE WINNING COMPANIES ALSO REALIZE THAT
THEY ARE ONLY AS STRONG AS THE INTELLIGENCE, JUDGMENT,
AND CHARACTER OF THEIR EMPLOYEES.

-8 -
THIS YEAR THE MaLcoLM BALDRIGE NATIONAL QUALITY
.AWARD IS GOING TO ALL THREE AWARD CATEGORIES: |
MANUFACTURING, SMALL BUSINESS AND FOR THE FIRST TIME
-- SERVICE.

THE WINNERS WITH US TODAY WERE SELECTED FROM A
POPULATION OF AMERICAN ORGANIZATIONS THAT REQUESTED
MORE THAN 180,000 APPLICATION GUIDELINES THIS YEAR.
WHAT I SAID OF LAST YEAR'S HONOREES APPLIES TODAY: MosT
COMPANIES CATCH HELL FROM THE COMPETITION.
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BUT THESE COMPANIES ARE IN THE LEAD BECAUSE NO
COMPETITOR GAVE THEM A TOUGHER TIME THAN THEY GAVE
THEMSELVES.

THREE OF OUR WINNERS ARE HOUSEHOLD NAMES. LET ME
START WITH IBM ROCHESTER -- A COMPANY THAT PROVES THAT
QUALITY COUPLED WITH EMPLOYEE TRAINING AND EDUCATION IS
GoOD BUSINESS. IN FACT, IBM ROCHESTER SPENDS FIVE
TIMES THE NATIONAL AVERAGE ON EDUCATION AND TRAINING.

| - 10 -
JUST ONE REASON WHY IBM ROCHESTER IS GLOBALLY
COM#ETITIVE. :

THE NEXT RECIPIENT IS ANOTHER HOUSEHOLD NAME, THE
FIRST AUTOMOTIVE COMPANY TO EARN THIS AWARD -~
CADILLAC. WHEN MANY COMPANIES SPEAK OF QUALITY
CHANGES, THEY SPEAK OF IMPROVEMENTS IN MANAGEMENT.
THIS COMPANY SPEAKS OF A "CULTURE CHANGE" -- A CLEAR
RECOGNITION THAT CADILLAC KNOWS THAT QUALITY BEGINS
WITH THE MORALE AND IDEAS OF ITS PEOPLE.
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CADILLAC EXECUTIVES, PLANT MANAGERS, AND UNION
REPRESENTATIVES ALL HAVE WORKED TOGETHER TO HELP WIN
THIS AWARD. QUALITY COUNCILS ARE AT WORK AT EACH OF
THE COMPANIES SEVEN MAJOR FACILITIES, SUPPORTED BY
HUNDREDS OF COMPANY TEAMS. CADILLAC SHOWS THAT LABOR-
MANAGEMENT COOPERATION YIELDS QUALITY RESULTS.

THE NEXT RECIPIENT IS FEDERAL EXPRESS -- THE FIRST
LARGE SERVICE COMPANY TO EARN THIS AWARD.

- 12 -

THIS IS A CRITICAL RECOGNITION, BECAUSE SO MUCH OF OUR
WORK FORCE AND OUR NATIONAL WEALTH COMES FROM THE
SERVICE SECTOR. AND FEDERAL EXPRESS IS SIMPLY NOTHING
LESS THAN A MODEL FOR ALL OTHER SERVICE CORPORATIONS.

FROM GROUND ZERO IN 1973, FEDERAL EXPRESS HAS SHOT
UP TO ONE OF THE WORLD'S LARGEST TRANSPORTATION
COMPANIES, WITH MORE THAN 90,000 EMPLOYEES MAKING ONE-
AND-A-HALF MILLION SHIPMENTS DAILY.
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As wiTH IBM ROCHESTER AND CADILLAC, THE SECRET OF
success FOR FEDERAL EXPRESS IS ITS??RAINING AND
RELIANCE ON ITS EMPLOYEES. WITH A NO-LAYOFF PHILOSOPHY
AND EXTENSIVE TRAINING, FEDERAL EXPRESS ATTRACTS TOP-
NOTCH, MOTIVATED PEOPLE. IN FACT, DURING THE LAST FIVE
'YEARS, NEARLY 100 PERCENT oF FEDERAL EXPRESS EMPLOYEES
SURVEYED RESPONDED THAT THEY WERE PROUD TO BE A PART OF
THEIR COMPANY.

- 14 -
THAT IS WHY FEDERAL EXPRESS DELIVERS. ALL AMERICAN
" WORKERS SHOULD FEEL THEY ARE AS MUCH A PART OF THEIR
COMPANIES.
WHICH BRINGS ME TO THE WALLACE CoMPANY OF HOUSTON,
THE FIRST SMALL SERVICE BUSINESS TO BE RECOGNIZED.
THIS FAMILY-OWNED FIRM EXTENDS ITS FAMILY APPROACH TO
ALL OF WALLACE'S 280 SKILLED AND WELL-TRAINED EMPLOYEES
-- PEOPLE WHO THINK OF THEMSELVES AS "“ASSOCIATES."
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THE WALLACE COMPANY PROVES THAT QUALITY IS NOT JUST
FOR THE FORTUNE FIVE HuNDRED. THIS SMALL DISTRIBUTOR
OF INDUSTRIAL GOODS NOT ONLY SURVIVED THE RECENT ROUGH
ECONOMIC TIMES IN HOUSTON. IT PROVED THAT EVEN IN
TOUGH TIMES YOU CAN STILL COMMIT TO LONG-TERM

IMPROVEMENTS IN QUALITY.
IN BUSINESS, SUCCESS IS ITS OWN REWARD.

YT T ER—
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BUT THE MEN AND WOMEN OF THESE FOUR FIRMS HAVE GIVEN
ALL AMERICANS A STANDARD OF EXCELLENCE. A STANDARD TO
EMULATE. A STANDARD TO SURPASS.

THEY HAVE PROVEN THAT QUALITY MANAGEMENT IS NOT
JUST A STRATEGY: IT MUST BE A NEW STYLE OF WORKING,
"EVEN A NEW STYLE OF THINKING. A DEDICATION TO QUALITY
AND EXCELLENCE IS MORE THAN GOOD BUSINESS. IT IS A WAY
OF LIFE -- GIVING SOMETHING BACK TO SOCIETY, oFFERING
YOUR BEST TO OTHERS. -
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FOR THAT, YOU HAVE MY ADMIRATION, AND MY HEARTIEST

CONGRATULATIONS TO EVERY SINGLE AMERICAN WORKER YOU

REPRESENT. THANK YOU AND MAY GOD BLESS YOU ALL.
# # #




