



Washington DC Section 509

Proudly Presents

Dr. Andrew H. (Jack) West 
Former ASQ President
Consultant, Six Sigma Adventures
“American Customer Satisfaction Index”

Thursday, April 20, 2006
at the 

The Golden Bull Restaurant 

in

Gaithersburg, Maryland
EXTRA! 
Rick Litts, Regional Director of ASQ Region 5, will talk briefly on the role of the regional director, Region 5, and ASQ’s strategic themes.
Registration & Networking: 
6:00 p.m.
Program 
8:15 p.m.
Dinner 



7:00 p.m.
Adjourn
9:15 p.m.

General Announcements

8:00 p.m.

The cost is $10.00 for members and students or $20.00 for non-members.

Please register through our website at http://www.asq509.org or by contacting Aubrey Hamilton at 703 938 6848 or via e-mail at anhamilton@cox.net.
Program Summary

The American Customer Satisfaction Index (ACSI) was established by the American Society for Quality and the University of Michigan in 1994. Over the last 12 years it has developed a national reputation as the best macroeconomic indicator of the quality of the goods and services Americans purchase and use. Dr. West’s presentation will describe the methods and models the ACSI uses to measure customer satisfaction as well as the ACSI results. The presentation will also show the predictive ability of the ACSI with respect to customer expenditures as well as other macroeconomic indicators. 

Dr. Andrew H. West
Dr. Andrew H. (Jack) West is a Six Sigma Master Black Belt instructor and consultant. He developed the Six Sigma training curriculum for the American Society for Quality including all of the Executive, Champion, and Master Black Belt, as well as the majority of the Black Belt, instructional materials.

From 1968-90, West held various engineering and management positions in the quality assurance department of Westinghouse Electric Corporation. From 1990-2002, he served as manager of management systems assessments for Northrop Grumman were he was responsible for obtaining and maintaining ISO-9001 registrations. He also served as a Six Sigma Master Black Belt for Northrop Grumman from 1999-2002, where he established Six Sigma within the organization, trained 100 Black Belts and Champions, and accounted for more than $15 million in validated savings. He retired from Northrop Grumman in 2002.

West holds a doctorate in business administration and a master’s degree in management from The George Washington University. He earned his bachelor of science degree in chemistry from Marion College. In addition, he was presented an honorary doctorate from the University of Ecuador.

He has been a member of ASQ since 1972 and was president of the Society from 1993-94 and was elected a Fellow in 1999. He also served as an examiner for the Malcolm Baldrige National Quality Award from 1995-2000.  

DIRECTIONS TO THE GOLDEN BULL 

From Rt. 495. Go N. Rt. I-270 (in Maryland). Take Exit 11 off of I-270 East onto Route 124 (Montgomery Village Avenue). Make the first right at the intersection of Route#355 (Frederick Avenue). Go South on Frederick Avenue 0.5 miles. Make right turn onto Dalamar Street to #7 Dalamar Street.

From intersection of Shady Grove Road and Frederick Avenue (Rt. 355) (in Maryland). Go North on Frederick Avenue about seven miles. Crossover Overpass. Continue North to Dalamar Street, then turn left to #7 Dalamar Street. Ample parking is available at restaurant.

