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We Invite You...
Being a QuEST Forum member is a truly rewarding experience. Nowhere else do you find service providers,
suppliers and certification bodies, many who are fierce competitors, come together in concert to improve the ICT Information and Communication Technologies industry. Members not only receive significant benefits from QuEST
Forum, but have the opportunity to actively impact the direction of the organization. Members learn and share
best practices with ICT industry leaders, gain insight in to current trends, earn continuing education units (CEUs)
and discover first-hand insights on performance measures and benchmarking. QuEST Forum provides thoughtprovoking research, collaborative meetings, best practices and hands-on events. There are opportunities for
everyone: be a speaker at one of our international conferences, host a QuEST Forum Academy webinar, or head
a work group that creates and maintains standards. Connect with us at www.questforum.org or via

About QuEST FORUM
QuEST Forum is an ICT trade association whose membership consists of Service Providers, Suppliers, quality
certification bodies and liaison organizations. These organizations work together to provide innovative solutions
to global industry issues. QuEST Forum unifies the ICT community through its TL 9000 Quality Management
System (Built on ISO 9001:2015 and specializing on ICT), performance benchmarking and special initiatives
addressing current industry needs such as sustainability, customer centricity and NFV/SDN. This year, as part of
ensuring continued member value, QuEST Forum released two of these services: QuEST Assessor, an on-line
sustainability assessment model that enables companies to self-assess and benchmark their sustainability and
social responsibility programs and QuEST WCX, a strategic partnership with P3 and Metrinomics that provides
customer experience management services to the rapidly expanding wireless industry.

Value Proposition
QuEST Forum is a global association of companies dedicated to impacting the quality and sustainability of
products and services in the ICT industry. Our data and insights are used to de-risk technology introduction,
improve business performance and customer satisfaction.
As the voice of the industry, QuEST Forum provides forward-thinking companies a collaborative environment to
positively impact business results and customer experience through:
• Tools that simultaneously improve speed-to-market and ensure quality
• Benchmarking Data to make informed purchase decisions and improve performance
• Best practice sharing, networking and education

Acknowledgements
The 2017 edition of Insights and Intents offers a concise and meaningful look into QuEST Forum’s
current operations, leadership, organizational outlook, initiatives and successes. Our members power the
organization and we would like to thank the many volunteers and industry leaders for contributing their
invaluable time, experience and advocacy in 2016.

MESSAGE FROM THE CHAIRS
As a direct result of the tireless work from our volunteers, staff and CEO, it has been
a fantastic year for QuEST Forum. In 2016, numerous cutting-edge technologies have
been introduced in response to the shifting priorities within the industry. These shifts
have created a demand for better living, new environmental efficiencies and increased customer satisfaction. With ICT
shifting toward an intelligent, socially responsible, customer-centric, virtualized world, QuEST Forum approached 2016
with a conscious focus on next-generation networks, the end-user experience and environmental sustainability. This
focus reflects our dedication to driving efficiencies and constantly evolving as an organization well-equipped for the
future of the ICT industry. The momentum we have built in these areas is critical to our continued success in 2017.
The commodification of services in ICT and other technological industries is occurring rapidly. ICT companies, suppliers
and service providers alike, are now refocusing their attention on the intangible qualities that set them apart in the
marketplace. Improving efficiencies and reducing operational expenses in several crucial, vertical market segments are
all examples of ways to achieve this. Through the efforts of the TL 9000 roadmap team, we were able to uncover such
findings. In addition, with the TL 9000:2016 (R6) handbook, QuEST Forum became the first to adapt to the changes of
ISO by updating our standard. Yet another way our organization shows its dedication to staying on top of the needs of
our industry.
In 2016, QuEST Forum continued to contribute significantly in the area of conserving natural resources through
numerous avenues. One way we did so was the launch of QuEST Assessor, an online tool that takes a company’s
sustainability program past the point of compliance and in to the realm of world-class. QuEST Assessor reviews your
current sustainability program, identifies gaps and aids in filling them. This, in addition to our sustainability initiative and
TL 9000 quality measures, all reflect our commitment to care for the well-being and safety of the ICT industry. QuEST
Forum continues to promote innovation and corporate responsibility through our annual conferences in EMEA, APAC
and the Americas as well as platforms provided by speaking and presenting at other industry events across the globe.
Despite industry headwinds, we’ve continued to see worldwide growth of the QuEST Forum brand. This year, we
collaborated with member companies Metrinomics and P3 to launch QuEST WCX. We created a subjective quality
benchmark that serves as a reference and guideline on how to improve wireless customer experience (WCX). This
unique approach focuses on the “vital few”, real indicators of customer experience from an objective and subjective
point of view pinpointing how to optimize networks and reduce customer churn. In addition, the continued success of
many of our existing initiatives, like the Cost of Poor Quality, have resulted in rapid engagement and quick results that
will be beneficial in all facets of business operations.
We remain on-track and more committed than ever to our mission of delivering quality measurements, standards and
solutions to the industry. We are expanding our services and solutions to better serve this diverse and ever-evolving
industry, collaborating with other organizations and continuously building toward the 2020 vision of QuEST Forum.
Collaboration and sharing of best practices is going to be more critical than ever as we continue our development of
high-quality products and the delivery of a superior customer experience in order to further elevate ICT to the world.
We want to thank you all for your hard work, determination and support. The future of QuEST Forum has never been
brighter. Given the way we are quickly responding to this ever-changing industry and the needs of our members, we will,
without a doubt, continue to illuminate the path forward for our industry.
Sincerely,
Sankaran “Ram” Ramanathan
Verizon
2016 Chair

Deepti Arora
NOKIA
2017 Chair
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2016 OPERATIONS REPORT
QuEST Forum’s Vision 2020
Today’s ICT- Information and Communication Technologies is experiencing significant growth, uncertainty and
change. In response to this shift, QuEST Forum created the “QuEST Forum 2020 Vision” early in 2015 to position
itself to support this rapid change.

Some Of The Drivers Of This Change Are:

Stream Two Collaboration –

•

New minds at the table

•

•

Shift of end-user requirements and usage of ICT
services

Vetted many organizations and chose a shortlist
with which to collaborate

•

“Test-drove” collaborative conferences with TIA in
Dallas in June and TM Forum in September

•

Made significant progress with TM Forum
resulting in a Strategic Alliance announcement
(September in Nashville) and plans for joint
conferences in 2017 as well as benchmarking
support for their Smart (x) platforms

•

Many new players (companies)

•

Amalgamation of Telecom and IT

•

A trend in the industry to consolidate

•

A plethora of organizations driving a variety of
standards

•

Varied needs and wants by geography; market
maturity

•

Release of ISO 9001:2015, enabling us to
“renovate” TL 9000

•

The industry is in flux (huge focus on wireless,
broadband, software and reduced emphasis
on voice and traditional supply chain)

The first step of this plan was to create an updated
Value Proposition, found in the inside cover of this
booklet. There were 5 major areas identified and
designated as streams to help fulfill the strategy.
These streams were set up to address specific areas,
but they are very inter-related. Since the launch
of our 2020 Vision plan, these streams have been
developing their strategic initiatives and executing
plans to position us for 2020. Our 2020 Vision
strategy was conceived and planned in 2015, with full
execution starting in 2016.

Stream Three Emerging technologies -

•

Participated in Multi-SDO (Standards
Development Organizations) effort around SDN/
NFV working with TM Forum, NIST, ETSI and
others

•

Recognized as best-in-class at measures and
benchmarking

•

Added Virtual Network Element aspects to
TL 9000

Stream Four TL 9000 Evolution and Development -

•

Made significant progress in developing a TL 9000
product roadmap

•

Evaluated a tiered approach with service provider
input

•

Developed and
launched a “point
release” process
for more agile and
frequent TL 9000
development

•

Delivered
TL 9000:2016 (R6)
the FIRST global
standard compliant
with ISO

Significant progress has been made in all streams of
QuEST Forum 2020 Vision:
Stream One Overall strategy and vision, coordination
between the other streams -
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•

Provided strategic direction as well as process
support for the strategic renewal effort

•

Provided communications and oversight for all
strategic efforts

Stream Five Service Provider Engagement -

•

Achieved extensive involvement in
understanding the needs of the service provider
community and how suppliers can help in the
transition to software-driven and orchestrated
environments

•

Held a face-to-face workshop with service
providers at ADTRAN Headquarters

•

Held a very successful service providers Summit
in Nashville

QuEST Forum is working to add more services to
the benefit of our members and the ICT industry at
large. The intent is to not only increase our value,
but to also provide additional resources in order to
fund our growth and development.

Business Development:
•

Purchased and launched the QuEST Assessor
(Sustainability Assessment Tool)

•

Developed a ready-to-trial Wireless Customer
Experience service (QuEST WCX) offering with
P3 and Metrinomics (presented to operators and
regulators around the world)

•

Developed our BAAS (benchmarking as a
service) product (along with UTD) and worked
with TM Forum and others on potential
opportunities

QuEST Forum had a strong focus on our core
functions in 2016 making enhancements and
improvements while maintaining our member and
conference attendee satisfaction.

Business As Usual:
•

Held three regional conferences with world-class
survey scores. All three conferences more than
covered their costs

•

Awarded our second annual Global
Sustainability Awards at the TIA 2016 Network of
the Future event in Dallas, where QuEST Forum
was a partner

•

Managed the finances and adjusted costs to
come in on budget

•

Engaged several rural service provider
companies in a benchmarking study on network
performance

•

Grew and maintained membership at 200
even though there have been several mergers,
acquisitions and market pressures across ICT

•

Delivered our first industry benchmarks on the
Costs of Poor Quality (CoPQ)

Summary:
These are truly exciting times for ICT and, by
extension, for QuEST Forum as we evolve and
change course to best serve our industry. We have
made significant investments and gains in the areas
of sustainability and customer experience as we
increase the value we bring to our constituents.
These investments build on our core strengths and
deliver additional value and competencies and will
ensure we continue to be relevant. Our 2020 Vision
strategy has plotted a course and continues to drive
us forward. The ICT industry has never needed us
more than it does now as ICT continues to play a
more prominent role in our daily lives.
QuEST Forum enjoys the support and effort of
approximately 800 of the most dedicated member
volunteers of any similar association. This, coupled
with a high-performance staff and deeply engaged
board of directors, creates a truly unique and
powerful force for the industry. The future is bright
and exciting for all those who participate and enjoy
the benefits of QuEST Forum.
QuEST Forum delivered on our plans for 2016
with strong financial results, new services for our
members and great progress on our strategy. We
are well positioned for another great year in 2017.
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AMERICAS

The Americas region seeks to advance QuEST Forum’s strategic objectives, services and
products in the United States, Canada, Central America, South America and the Caribbean.
We continually promote participation in QuEST Forum Work Groups and Strategic Initiatives.
Ed Bryan
ADTRAN
Co-Chair

•

Conducted the Americas Service
Providers Summit in Nashville,
Tennessee in September

•

Plan and conduct the Americas second
Service Providers Summit in conjunction
with TM Forum in November

•

Hosted the first strategic planning
meeting at ADTRAN facilities in
Huntsville, Alabama to establish a
TL 9000 Roadmap proposal

•

Deliver QuEST Forum education targeted
to newly certified non-members

•

Organized and identified companies
that support QuEST Forum’s strategic
goals to participate in the global C-level
networking meetings

Continue to explore growth of
memberships in the Caribbean and South
America by leveraging CANTO partnership

•

Incorporate Member Satisfaction Survey
data into improvements for increased
regional value

•

Strengthened new member participation
in targeted work groups and sub-teams

•

•

Grew membership in the Caribbean and
South America by leveraging member
relationships

Continue to build on the TL 9000 Roadmap
plans in conjunction with global regional
groups

•

Restart activities to increase TL 9000
awareness and grow QuEST Forum
membership in Brazil

Ben Jernigan
NOKIA
Co-Chair

Beth Ford

AT&T
North America Secretary

Rodolfo Stecco

Quality Austria
Latin America Secretary

•

Stephen Choy

Infinera
Americas Conference Chair

2017 Initiatives

2016 Accomplishments

EMEA
QuEST Forum’s EMEA regional team works to facilitate activity and engagement in Europe,
the Middle East, and Africa. This regional team delivers distinctive value by connecting the
TL 9000 implementation and QuEST Forum value proposition to its business environments.
Helena O’Malley
Cisco
Chair

Michaela Feiertag

2016 Accomplishments
•

NOKIA
EMEA Regional
Conference Chair

– Updated and presented Enduser Experience Application
Quality (AQ)-KPI Whitepaper
Measurement Framework
– Defined KPI measurements
for Web Browsing and defined
KPI measurements for Video
– Prepared the development
sandbox for Web-Browsing
measurement benchmarking

Alan Rutterford
BywaterExcel UK
Secretary

Mark Barnes

KGP Logistics
TL 9000 Advocate

•
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Consolidated effort from key
KPI team members from across
the globe and multiple ICT
organizations

Conducted the EMEA Regional
Conference in Barcelona, Spain,
20-22 June

2017 Initiatives
•

Strengthen liaisons with strategic partners

•

Pursue the EMEA KPI team’s top priorities
– Obtain the agreement for the New Framework
inclusion in the Measurements Handbook
– Finalize the definition of the Video KPI
measurements for Application Quality

•

Managed Services KPIs in TL 9000
– Amend TL 9000 Measurement Handbook
product categories based on benchmarking
results
– Develop Managed Services KPI
measurements for the Virtualized Environment

•

Conduct EMEA Regional Conference in Nice,
France, 18 May 2017 in collaboration with
TM Forum Live!, 15-18 May

APAC

QuEST Forum’s Asia-Pacific region continues to support rapid regional growth with
operational hubs in Greater China, India and Japan, as well as participation in Korea
and other countries in the Association of Southeast Asian Nations.

APAC Region
Masahiro Shimbashi
Fujitsu
Co-Chair

CHINA
2016 Accomplishments

Yao Cuifeng

•

Conducted the APAC Best Practices
Conference in Shenzhen in April

Ashok Dandekar

•

Hosted Membership Recruitment Meetings
to promote QuEST Forum and TL 9000

•

Hosted training on the Sustainability
Assessor Tool (SAT) Mandarin Version

•

Launched Work Team to translate TL 9000
Requirements Handbook (R6) into
Mandarin

ZTE Corporation
Co-Chair
Fujitsu
Secretary

APAC - Greater China Hub
Yao Cuifeng
ZTE Corporation
Chair

Jack Pompeo

Huawei Technologies Co. Ltd.
Executive Director, APAC Region

Ying XU (Stephanie)

Shenzhen Association for Quality
Secretary

APAC - India Hub
Raju Wadalkar

INDIA
2016 Accomplishments

•

NEC
Co-Vice Chair

Hisahiro Yoshizaki

Technofer
Secretary & Oversight Leader

Yasuhiro Fujikura

Executive Contributor

JAPAN
2016 Accomplishments
•

•

Yasushi Kojima

Executive Contributor

APAC - Korea Hub
Junil Song
KQA
Secretary

Publish TL 9000 Requirements
Handbook (R6) in Mandarin

•

New Initiative to Pilot TL 9000 Tiered
Approach

2017 Initiatives
•

Motivate companies to support
sustainability initiative
Enhance QuEST Forum membership
in India
Change awareness from Quality
Management to Business Management
Conduct business conclave to engage
business heads and select best
practices for rewards
Share India Hub activity in E Magazine
Conduct India Hub conclave in Tier 2
city like Cochin, Pune or Hyderabad
Collaborate initiatives with other
countries or regions

...........................................

JQA
Secretary & Oversight Leader

Shunichi Fujii

•

•
Meetings held with Vodafone CTO, CII
Director, NSN Director, TQMI President,
•
COAI Director General, Airtel CEO,
Reliance Jio CTO, Idea MD, TCIL Director
•
Technical, Telecom Skill Development
Council Director General at Delhi and
Mumbai
•
Face-to-face leadership meeting and
•
conclave conducted at Bangalore in
November. Theme of conclave was
•
IOT Measurements and Requirements
Brainstorming

Ichiro Kawatsu

Technofer
Co-Vice Chair

Host Membership Recruitment
Meetings to promote QuEST Forum
and TL 9000

•

Tech Mahindra Limited
Secretary

Isao Uchida

•

India Hub QuEST Forum conclave
hosted by NOKIA at NCR, Delhi

Kavita Choure

Fujitsu
Chair

Conduct the APAC Service Providers
& Suppliers Summit in Shenzhen in
March in partnership with TM Forum
and Shenzhen Association for Quality

•

Vodafone
Co-Chair

APAC - Japan Hub
Masahiro Shimbashi

•

...........................................

Tech Mahindra Limited
Co-Chair

Satish Mittal

2017 Initiatives

•
•
•
•

Completed Japanese translations of
TL 9000 Requirements Handbook (R6)
and published
Held two successful TL 9000 seminars in
July and November
Held five face-to-face hub meetings
Supported APAC Regional Conference
Followed up the translation of Alerts and
QuEST Forum Newsletters
Submitted the comments on Tiered
Approach and TL 9000 Roadmap

2017 Initiatives
•
•
•

•
•
•
•

Hold two TL 9000 seminars
Hold five face-to-face hub meetings
Complete Japanese translation of
TL 9000 Measurements Handbook
R5.5
Support APAC Regional Conference
Engage additional Service Providers
and Suppliers
Follow up the translation of Alerts and
QuEST Forum Newsletters
Support new TL 9000 registration in
Japan
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OVERSIGHT WORK GROUP
John Wronka
NOKIA
Co-Chair

Karen Rawson

The DESARA Group
Co-Chair

The charter of the Oversight Work Group (OSWG) is to ensure the integrity of the TL 9000
certification program and the effectiveness of QuEST Forum operations, communications
and member services.
2016 Accomplishments

2017 Initiatives

KGP Logistics
Co-Secretary

To ensure the integrity of the TL 9000
certification program:

•

Randy Kile

•

Oversee and continually improve the
3rd Party Effectiveness Verification
Program, and determine actions to take
as a result of feedback

•

Continue to manage Strategic
Relationships (IAF, ISO CASCO STAR,
ISO/TC 176) and participate in global
meetings to ensure ICT members
needs are championed

•

Manage production of TL 9000
revisions (Measurements Handbook
5.5 and Requirements Handbook 6.1)

•

Launch mandatory supplementary
CB training to improve CB auditor
effectiveness

•

Define and execute a strategy for
refreshing and maintaining sanctioned
training courses (instructor led and on
line) in coordination with the TL 9000
roadmap

•

Create and publish optional resources
to support auditor effectiveness,
such as question lists to encourage
appropriate depth when auditing
technical processes

•

Offer webinars to support auditor
effectiveness and the use of resources
and revised documents

•

Update the FAQs on TL9000.org
and maintain both TL9000.org and
questforum.org

•

Update QuEST Forum documents
as required to support internal and
external changes

•

Continue ongoing operations,
communications, and member services
activities such as surveys, translations,
alerts, Jumpstart, bylaws review, UTD
scorecard, peer guides, etc.

Cheryl Riggle

Vertiv
Co-Secretary

•

Implemented the 3rd Party Effectiveness
Verification Program (3P-EVP) in which
ABs are required to investigate CBs whose
quarterly data show a possible misapplication
of TL 9000 audit criteria. CBs are required to
report quarterly statistics to QuEST Forum
Attended meetings (via our member reps) of
several national and international standardsrelated organizations to represent QuEST
Forum and to provide ICT industry input on
new and revised standards and guidance
documents. Also updated QuEST Forum
documents in response to changes in external
documents

•

Updated the TL 9000 Audit Days
requirements document to ensure CBs are
able to quote sufficient time for thorough
certification and surveillance audits

•

Updated the CB Auditor Code of Practice
with requirements for performing installation
audits and allowing the use of remote audit
techniques

•

Prepared requirements for mandatory
supplementary CB auditor training courses
(beyond R6 Delta) to support CB auditors in
effectively auditing TL 9000 requirements and
measurements

•

Delivered a free webinar to refresh users and
CBs on requirements for Scope, Certificate,
and Registration Profile

•

Developed and launched TL 9000:2016 (R6)
Requirements Handbook Delta Training, and
managed the development of supplementary
CB training that will be launched in 2017

To ensure the effectiveness of TL 9000
operations, communications, and member
services:
•
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Updated all QuEST Forum process
documents and set up methods to ensure
these stay up-to-date

GBE WORK GROUP
Ashok Dandekar
Fujitsu
Co-Chair

The Global Business Excellence (GBE) Work Group facilitates the evolution of the QuEST
Forum regions and hubs and establishes QuEST Forum as the recognized global industry
leader for business excellence and best practices information.

Vinny Arrigali
Cisco
Co-Chair

2016 Accomplishments

Bob Clancy

•

BIZPHYX
Secretary

Supported regional conferences
planning with staff and regional
leadership

•

Facilitated executive visits to
China, India and the Middle East

•

Supported various strategic
initiative project teams and global
aspects of working committee
activities

•

Promoted communications
between QuEST Forum working
committees and regional hubs

•

Supported successful
establishment of QuEST Forum
Shenzhen branch

•

Established TL 9000 Marketing
& Communications (MARCOM)
team

•

Supported better communication
with Hubs regarding TL 9000
improvement proposals

2017 Initiatives
•

Support QuEST Forum’s 2020 Vision strategic
stream initiatives

•

Facilitate the effective maintenance, growth and
operational maturity of the regions and hubs

•

Facilitate and support working committee and
regional hub strategic initiative activities

•

Promote effective regional participation in QuEST
Forum Leadership Council, Executive Board, and
working committees in order to achieve QuEST
Forum strategic goals, initiatives and objectives

•

Facilitate and support world-class regional
conferences and related executive visits

•

Facilitate and support regional conclaves in India
and the Middle East

•

Work with QuEST Forum staff, working
committees and strategic initiative teams to
address regional needs

•

Facilitate engagements with government
organizations, regulatory bodies and industry
organizations

•

Facilitate Hub engagement in work groups

•

Represent the regions at face-to-face meetings
as necessary

•

Facilitate ongoing effort to execute China
Strategy and further enable the success of the
QuEST Forum Shenzhen NGO

•

Facilitate regional training and TL 9000
implementation support efforts

•

Conduct regular conference calls with each
region as necessary

•

Promote Best Practice and Business Excellence
sharing and benchmarking
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IGQ WORK GROUP
Sheronda Jeffries
Cisco
Co-Chair

William “Bill”
Jibby
ARRIS Group
Co-Chair

QuEST Forum’s Integrated Global Quality (IGQ) Work Group works to harmonize global
industry quality system requirements and measurements, ensuring that TL 9000 handbooks
keep pace with changes in products, solutions, technology, services and supply chain.
2016 Accomplishments

2017 Initiatives

•

•

Publish TL 9000 Measurements
Handbook 5.5 and TL 9000
Requirements Handbook 6.1, in
support of the TL 9000 Roadmap,
dependent upon content

•

Develop new measurements with
input from IGQ sub-teams, along
with QuEST Forum regional teams
and Strategic Initiatives, for possible
Measurements Handbook updates
in support of the TL 9000 Roadmap

Published the TL 9000:2016 (R6)

Nancy Patterson

standard to incorporate the ISO 9001:2015
requirements

NOKIA
Co-Secretary

Jason Becker

•

Verizon
Co-Secretary

Approved Incident Restore Rate (IRR) as a
new measurement per the addendum process
Software Fix Quality (SFQ) measure

•

Published Product Category Table release
Version 5.4

•

Conducted a Post Project Analysis of the
TL 9000:2016 (R6) Requirements Handbook
to improve the handbook release process

•

Participated in the design of the TL 9000
Roadmap to drive long-term value and agility
to TL 9000

Continue to support the TL 9000
Roadmap to meet evolving ICT
industry needs

•

Support QuEST Forum’s 2020
Vision strategic goals

•

NSPRC WORK GROUP
Ken Nowakowski
TELUS
Chair

William Belben
Verizon
Vice-Chair

Mike Gaines
At-Large
Secretary

The purpose of the Network Service Provider Reliability Council (NSPRC) working committee
is to ensure reliable and cost effective communications service for all end-users by identifying
service performance and product quality concerns that can be addressed within the TL 9000
standard. The NSPRC working committee provides a forum for active voluntary participation in
maintenance of equipment within the communications service provider network.
2016 Accomplishments

2017 Initiatives

•

•

Conducted a Planning Meeting in
September where we changed the focus of
future Supplier meetings to review critical
service issues and partnership opportunities

•
issues with nine major suppliers that
improved network reliability
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•

Updated Charter

•

Added one product category to review with
Suppliers

•
•
•

•

Continue to increase the focus on IP in
both membership and vendor issues
Continue to seek new member
companies and representatives
Improve Supplier Partnerships
Continue to identify and work with
suppliers on technical issues to improve
network reliability
Bring in wireless representation

BUSINESS DEVELOPMENT

Level 3

Level 1

Commercial
Circular
Economy

Operational

Environmental
Managemen t

QuEST Assessor Tool
End to End
Delivery

The QuEST Forum Strategic Sustainability Initiative,
with over 40 companies representing over $400B in
total annual revenues, continues to grow. Leading
ICT companies share best practices and assist one
another in a non-competitive atmosphere set on
raising the Corporate Social Responsibility (CSR) and
Sustainability practices of the industry. Competitive
advantages in the marketplace are possible for those
that reduce their costs and use of resources as a result
of an efficient and effective sustainability program.

Resource
Efficiency

Carbon
Footprint
& Ozone
Depletion

Eco Design

Corporate
Social
Responsibility

Organizational
Engagement &
Capabilities
Stakeholder
Engagement

Level 2

Supply Chain
Management

Organizational

2016 brought forth two major sustainability accomplishments: (1) The addition of a TL 9000 requirement for
companies to establish a sustainability plan and (2) The release of the QuEST Assessor.
The QuEST Assessor is an innovative tool for any company wanting to embark on or optimize their progress in CSR
and sustainability. It is a rapid, easy-to-use web interface that helps any company determine their current maturity
level in 10 high-level sustainability measurements (see the model diagram). Tangible guidance is provided that will
most efficiently and cost effectively enable a company to progress and grow their CSR and sustainability program
across the 10 measurements. The end result is that users of the assessor are provided with a concise, easy-tounderstand and actionable view of their organization’s sustainable business practices. QuEST Assessor registration
is found at www.questforum.org/quest-assessor-registration.
The QuEST Forum Strategic Sustainability Team meets regularly throughout the year and enhances the QuEST
Assessor through a program of assessor training, guest speakers and best practices sharing in CSR and
sustainability. If you would like to join the QuEST SI group or just attend one of our meetings please drop an email to
SI@questforum.org. More information on the sustainability initiative is available at www.questforum.org/sustainability.
At QuEST Forum, we are in our third year of developing a TL 9000 sustainability measurement model that allows a
company to measure and improve the effectiveness and maturity of its sustainability program.

2016 Accomplishments

2017-2018 Objectives

•

QuEST Assessor launched in English and
Mandarin versions

•

Advance the QuEST Assessor and 10-factor
sustainability model

•

TL 9000:2016 Requirements Handbook (R6)
published incorporating sustainability planning

•

Share best practices throughout the industry

•

•

Sustainability assessment guidance published,
http://tl9000.org/handbooks/rh_guidance.html

Dialog and align with industry standards
organizations

•

•

Second Annual Sustainability Awards honored
two leading companies

Accelerate quantified metrics, benchmarking,
scoring and award levels

•

Develop and implement more training and
webinars

•

Market, promote and recognize sustainability
successes

•

Encourage more companies to join

•
•

2016 Service Providers Summit included a
successful sustainability core theme
Sustainability membership growth to over 40
companies and organizations

9

The QuEST WCX Initiative
In the today’s world of continually improving network quality, why do we still see so many customer complaints
and why do operators continue to experience high levels of churn? Network quality is not equal with quality as
perceived by end users. Frequently, the distance between the two is surprisingly high. Why is that so? And how
do we improve it? How can we keep customers happy, loyal and expanding their services? This is what QuEST
Wireless Customer Experience (WCX) is all about.
QuEST WCX connects the dots between the subjective and objective, a significant innovation that will benefit
all stakeholders (Service Providers, Consumers, and Regulators). We can now measure this distance for the
first time and use that information to identify the most effective ways to align the two. QuEST WCX measures
subjective and objective data at the same time, for the identical service, streaming, chatting, surfing, gaming....
Users Rate On Quality, Based On Their Experience
QuEST WCX tracks the subjective quality of carrier services and relates them to the objective. Within a region,
it can collect the customers’ view on multiple carriers, providing a benchmark that could be used for comparing
and evaluating the supplier options. What is the value of such a benchmark? First of all it represents the most
important ‘mechanics’ of what counts for business success. Customers in carrier markets constantly track the
competitive offerings before they decide where to put their money. And once they decide, a negative experience
is the primary trigger for a customer choosing to re-evaluate their provider. This quality is what we call ‘Subjective
Quality’.
A New Kind Of Quality Standard
QuEST WCX is based on a small set of standardized measures (objective and subjective) that have proven to
explain more than 80% of customer behavior. It’s amazing how much effort is being expended to collect and
analyze data that is not having a significant impact on user experience, and as a result, business success. QuEST
WCX helps project participants focus on the “vital few” areas that will have the greatest impact. And as this set
of drivers is comparable among consumers across all countries, using QuEST Forum’s benchmarking platforms,
they can be used as a reference between countries and nations, as well as between national service providers.
Our Innovation In Benchmarking Technology
To make this possible, QuEST Forum (with its best in class benchmarking experience) has partnered with
Metrinomics and P3. Metrinomics is an innovative leader in the use of analytics with a unique focus on customer
psychology while P3 has revolutionized the ability to collect user data through the use of wireless device
applications. As opposed to requiring the installation of costly hardware probes in the network to get user
experience statistics, the app passively collects objective performance data directly from the user device. In
addition, the app collects subjective information in real-time and at periodic intervals. QuEST WCX projects are
based on collecting and analyzing information from carefully selected user panels. We work with the project
sponsors to create panels for the specific user segments they are most interested in. These could be regionally
based and/or associated with strategic customer types (e.g. business users, millennials, etc.). The panel sizes are
statistically based so that the results are truly reflective of the segment’s broader population.
What Have We Achieved In 2016?
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•

Creation of the QuEST WCX concept between P3, Metrinomics, and QuEST Forum

•

QuEST WCX presentations delivered at the EMEA Regional Conference and the Americas Service
Providers Summit, obtaining member feedback to refine the offering

•

Established marketing approach for proof of concept pilots that includes three target audiences: Service
Providers, Regulators, and Managed Service Providers

•

Presented WCX overviews to potential pilot sponsors of each of the three target audiences. South America
has been a particular regional focus. Pilot proposals have been generated and are awaiting customer
acceptance

•

Subjective quality appreciation is gaining rapidly in importance, especially where the business is network
dependent

•

Carriers and equipment suppliers have shown interest in QuEST WCX. The ‘delta intelligence’, to
understand where objective performance and customer experience are poorly synced will deliver OPEX
savings when their resources are used more efficiently and efforts are reduced where it has less effect.
CAPEX can be diverted from expensive probes and spent in a more effective ways to generate value in their
business

What Do We Expect From 2017?

•

2017 will see the first QuEST WCX pilots and national benchmarks in Subjective Quality of carrier services.
We will also see the first single carrier benchmarks that provide a set of index figures that can serve as a
guideline for measures of cost and quality improvements

•

QuEST Forum, in cooperation with QuEST WCX, will continue tracking changes in the basic drivers of
subjective quality because changes in the network business not only come with technologies, but also with a
learning and adapting smartphone user community, across the world

•

QuEST WCX presentations will continue at all regional conferences, keeping members and potential
customers up-to-date with all learnings from our pilot findings

2016 STRATEGIC INITIATIVES

QuEST Forum’s strategic initiatives use the skills and resources of the executive board to champion and guide
projects designed to achieve the organization’s strategic goals.

PDR

•

The Performance Data Reports (PDR) Strategic
Initiative is tasked with improving member satisfaction
and confidence with TL 9000 performance data and
performance data reports.

2017 Objectives

2016 Accomplishments
• Industry Reports - Published 12th Industry Report
“Monetizing Cost Avoidance - A Retrospective
Study Using the Return Rate Measurement for
Wireless Infrastructure Products” demonstrating
that return rates have broadly and significantly
improved from 2008 to 2016 resulting in close to
USD 1 Billion in annual cost avoidance

•

Data Anomaly Investigations Continued - Based
on investigations of issues reported for product
category 9.2 (Wireless), created a new error
check for integers all applicable measurements to
improve data accuracy – see alert 16-008A

•

Expanding PDR availability - Continued to
address low participation product categories
where PDRs are not available.

PDR Accuracy/Value Improvement
–

Proactive/Reactive Anomaly & PC Verification

–

Develop diagnostic tool to identify anomalies
for further investigation

•

Continue publishing Industry Reports and
presentation/publishing to other industry forums

•

PDR Usage Improvement
–

Update white papers as required

–

Increased emphasis on making the TL 9000
community aware of the many improvements
made to improve PDR accuracy,
completeness and usage
11

NFV
The Network Function Virtualization (NFV) strategic
initiative assesses the needs and quality requirements
of organizations developing, offering and implementing
NFV services. The team examines the possible
impact on the TL 9000 standard, but more importantly,
collaborates with other Standards Development
Organizations (SDOs) (e.g. ETSI, TM Forum, NIST) to
ensure a comprehensive approach in addressing NFV
challenges across the ICT industry.

•

ETSI Engagement – Accepted/Completed QuEST
Forum Work Item to publish the “NFV Quality
Accountability Framework” (QAF) started by the
NFV team in 2015

•

Proposal accepted to allow TL 9000
measurements performance comparison for
legacy proprietary HW/SW products with their
“virtual” equivalent - solutions will be put in place
for TL 9000 data submissions to flag “legacy”
versus “virtual” product data to allow TL 9000
benchmark reports to be combined or separated
into legacy/virtual products

2016 Accomplishments

•

NFV Measurements Landscape Initiative established NFV measurement landscape,
leveraging ETSI Service Quality Measurements
(SQM), TM Forum, FCAP, and other inputs.
Selected the vital few measurements to be better
defined, tested/benchmarked (e.g. availability,
workload efficiency, VNF stall)

•

QuEST Forum/NIST NFV/SDN Reliability and
Benchmarking Sub-team – established a team of
operators collaborating to accelerate the reliability
maturity of NFV Networks, through identification
of top concerns, sharing experiences (anonymous
alerts), education (e.g. OPNFV, Microsoft Cloud)
and identifying/benchmarking key measures

•

NFV Workload Efficiency Whitepaper - Builds
on basic efficiency definitions (e.g. efficiency =
output/input) and applies them to address Virtual
Network Function (VNF) efficiency in areas such
as VNF resources, elasticity, automation and
orchestration

•

•

NFV Reliability and Service Quality Metrics
Whitepaper - Draft summarizing Verizon/Tech
Mahindra’s efforts to better define and test
measurements from the NFV Landscape Team/
ETSI SQM (e.g. VM Provisioning Latency, VM
Dead-On-Arrival). Describes network/end-user
impact, lab setup to simulate the environment,
data collection challenges/measurement
techniques, and test scenario/case execution
results. The Whitepaper also provides best
practices to measure/ manage VNFs

NFV Strategic Initiative Presentations and
Workshops - presented QuEST Forum NFV
Initiative status at EMEA Regional Conference
and held an NFV Workshop at the Americas
Service Providers Summit with representatives
from Verizon, Tech Mahindra, NOKIA and TM
Forum. Covered NFV initiative overview, NFV
workload efficiency, NFV Reliability/Service
Quality Measures and a summary of TM Forum
NFV initiatives

•
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Multi-SDO NFV Initiative/Whitepaper “Exploratory Report Metrics Framework for Big
Data and Policy Driven Operations” - describes
the Common Metrics Framework developed as a
result of QuEST Forum’s collaboration with
TM Forum, NIST and ETSI. This framework
facilitates further discussions on metrics modeling,
metrics collection requirements, and a supporting
architecture for closed-loop network management

2017 Objectives:

•

Continue to collaborate with other SDOs
(e.g. ETSI, NIST, TM Forum, cross-SDO NFV
initiatives)
–

Lead the development of detailed NFV
performance measurements and publish them
in the TL 9000 Supplemental Measurements
Library

–

Agree on measurements to benchmark and
help decrease the NFV technology reliability
maturity curve

–

Consider opportunities to identify realtime data to proactively identify network
degradation and define outage data collection
points

Cost of Poor Quality
CoPQ Benchmarking Initiative was launched in 2015.
Deepti Arora, QuEST Forum Chair, is the Executive
Board sponsor. After a survey of QuEST Forum
membership, five (5) measures were identified for
benchmarking. They are: software defects; penalties;
customer reported defects; hardware repairs; scrap.
All these measures are well-defined. The sand-box
process is tested and sandbox data collection is set up
by UTD. Data collection process is on-going.
Hardware repair and scrap measures have five
companies participating. Our goal is to have 10
companies participate in each metric benchmarking.

•

2017 Objectives

•

Analyze wireless handset benchmark results,
make adjustments to measurements if needed
and determine next steps

•

Expand benchmark study to include smart
devices

•

Evaluate the opportunity for market-specific
measurements which support IOT (e.g.
HealthCare, Utilities, Smart Cities, Smart Cars,
etc.) and other related products, services and
markets

•

Increase global participation on the team and
evaluate wireless device measurements for
inclusion the Supplemental Measurements
Library or TL 9000 Measurements Handbook

Wireless Handsets
This strategic initiative standardizes the measurements
used to monitor wireless device performance including
handsets, tablets, wearables and accessories. By
creating standard definitions for performance terms
such as dead on arrival (DOA), buyer’s remorse
exchange (BRE), warranty defect rate (WDR),
bounce rate (BON) and no trouble found (NTF), this
initiative lays the foundation for reliable industry-wide
benchmarking and quality improvements.
2016 Accomplishments

•

Completed evaluation for the next areas of focus
to include tablets, wearables and accessories

•

Continued the wireless handset benchmark
study for DOA, WDR and BRE

Launched NTF and BON studies with
participating organizations submitting 12 months
of data to the University of Texas at Dallas
TL 9000 benchmark data repository

Small Business Initiative
The Small Business initiative is to serve as a global
forum for small businesses to mature, grow and
innovate as an integral part of the ICT industry supply
chain.
The mission of QuEST Forum’s Small Business
Initiative is to collaboratively develop and share
solutions, best practices and insight for small business
issues by leveraging QuEST Forum’s member
companies’ Subject Matter Experts (SMEs) and
the framework of the TL 9000 quality management
system.
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TL 9000 Roadmap

QuEST Forum Academy

The TL 9000 Roadmap initiative is a collaboration
between the TL 9000 Core Strategy Team and the
Service Provider Engagement Strategy Team. Initially
formed in 2016, the TL 9000 Roadmap initiative
works with service providers, suppliers, IGQ and
other interested parties to implement the TL 9000
roadmap. The roadmap team is also tasked with
process development to facilitate continuous collection
of relevant components that add to the TL 9000 value
proposition. The team works with interested parties to
incorporate the components into the TL 9000 roadmap
for implementation at the appropriate time.

QFA was launched in 2014 to attract new QuEST
Forum members and to provide knowledge, training,
and education on hot topics in ICT. Led by industry
experts from around the world, QFA’s programs
deliver timely information about current needs and
future trends in various areas such as standards,
measurements, risk management and sustainability.
2016 Accomplishments

•

2016 Accomplishments

•

•

•

Developed a proposal for a tiered approach to
TL 9000. Reviewed proposal with interested
parties and determined there was not enough
value added by a tiered approach and shelved
the proposal
Held August meeting in Huntsville, Alabama
to draft initial version of TL 9000 Roadmap
leveraging input from key service providers/
suppliers, QuEST Forum Fellows, and QuEST
Forum leadership
Developed draft of release process for managing
TL 9000 content introduction into QuEST Forum
deliverables, including Requirements and
Measurement handbooks

2017 Objectives

•

•

14

The TL 9000 Roadmap team plans to finalize its
release process in 2017 and use it to manage
introduction of TL 9000 content gathered from
interested parties
Drive Tier 2 and Tier 3 service provider
engagement

Delivered four webinars, including two webinars
in support of AB/CB initiative. The remaining two
webinars engaged the food safety industry and
the United States Technical Assistance Groups
(US TAGs) Technical Committee (TC) 176, 207
and Project Committee 302. All post-delivery
surveys were scored above 4 out of 5 on all
survey questions

2017 Objectives

•

Identify and orient a new QuEST Forum
Academy Lead

•

Refresh and revitalize the pipeline to identify new
topics and opportunities in support of QuEST
Forum 2020 Vision

•

Engage ICT “thought-leaders”; promote QuEST
Forum Academy to engage younger potential
ICT participants including interns

•

Continue to deliver free webinars and initiate
“sponsored” webinar delivery in support of
TL 9000 and QuEST Forum initiatives, including
Work/Regional Groups, in support of the value
proposition and the 2020 Vision

•

Deploy fee-based VILT/electronic learning
(Phase 2) and investigate feasibility of Blended
Learning/Instructor-led Learning (Phase 3);
Create agreements for e-Learning, VILT and
live classroom training to be offered by QuEST
Forum Academy

RECOGNITION

2016 TL 9000 CERTIFICATIONS
Congratulations to all of the organizations that obtained TL 9000 certification in 2016!

QuEST Forum would like to recognize the respective certification bodies
that helped these companies establish quality management systems in
their organizations and the University of Texas at Dallas for serving as the
systems administrator for TL 9000.

AMERICAS
Company

Certification Body

CenturyLink

NQA (National Quality Assurance).

Comtest Networks, Inc.

NQA (National Quality Assurance).

Contec Holdings, LLC

Perry Johnson Registrars Inc.

Fortress Solutions

Bureau Veritas Certification

Great Plains Communications

Orion Registrar, Inc.

KCI Telecommunications

NQA (National Quality Assurance)

Sity Communications, Inc.

BSI Group

APAC
Company

Certification Body

Amphenol (ChangZhou) Electronics Co.,Ltd.

BSI GroupCO. LTD

Birla Cable Limited

Bureau Veritas Certification North America, Inc.

Credence Resource Management, LLC

BSI Group

FUTONG GROUP CO., LTD

Universal Certifcation Services Co., LTD. (UCS)

HANGZHOU FUTONG COMMUNICATION
TECHNOLOGY CO., LTD

Universal Certification Technology CO., Ltd.

HIMACHAL FUTURISTIC COMMUNICATIONS LTD

TUV SUD America, Inc.

Jabil Circuit (Shanghai) Co., Ltd.

DNV GL

Lanner Electronics, Inc.

TÜV Rheinland (China)

Nanjing Bestlink Technologics Co.,Ltd.

Hong Kong Quality Assurance Agency (HKQAA)

Shenzhen Skyworth Digital Technology Co., Ltd.

SGS-CSTC Standards Technical Services Co., Ltd.

Telechips, Inc.

SGS-CSTC Standards Technical Services Co., Ltd.

TI Square Technology, Ltd.

SGS-CSTC Standards Technical Services Co., Ltd.

Vindhya Telelinks Limited (OFC Unit)

Bureau Veritas Certification North America, Inc.

Wuhan Yangtze Optical Technology Co., Ltd.

BSI Group

Yulong Computer Telecommunication Scientific
(Shenzhen) Co., Ltd.

SGS-CSTC Standards Technical Services Co., Ltd.

ZINWELL Corporation

TUV SUD America, Inc.

Sustainability Awards:
Congratulations to the winners
of the 2016 QuEST Forum
Sustainability Awards! The
awards were created to promote,
encourage and honor the efforts
of role-model companies in
sustainable business practices.
Here are photos showing our 2016
award winners displayed in New
York’s Time Square!
The winners of the 2016 QuEST
Forum Sustainability Awards are:

Best Overall Performance

Sector Supply

EMEA
Company

Certification Body

DataBox

Quality Austria

Detecon Al Saudia Co. Ltd

TÜV Rheinland (China) Ltd.

Emirates Integrated Telecommunications Company (du)

TUV SUD America, Inc.

Flextronics

DNV GL

Jabil Circuit Inc

TUV SUD America, Inc.

Most Improved
Argent Associates
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2016 LEGENDS AWARD

340 CLUB

2016 CEO AWARD

The Legends Lifetime Achievement
Award is QuEST Forum’s highest
recognition award. Recipients are
individuals with more than 20 years of
strong commitment to quality service
to customers of ICT and have made
significant contributions to the success
of QuEST Forum. Congratulations to
this year’s honorees Don Irvine and
Dave Sanicola!

Through generous
sponsorships, investments
in time and contributions to
work groups, sub teams and
regions. Each members’ 2016
cumulative participation total
meets or exceeds 340 points.

Recognizes outstanding in-year
contributions to QuEST Forum.

Don Irvine
Don has been in the
Telecommunications/ICT industry
for 50 years. He started his career
right out of high school with Florida
Telephone Corporation (now
CenturyLink) as a lineman and quickly
worked his way up. Don came to
QuEST Forum in 2008 and lead the
team as Chief of Staff responsible for
daily operations, strategic planning,
membership growth, including the
TL 9000 Quality Management System
and other associated and innovative
products at QuEST Forum. Don
retired as of 6 January 2017.
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Dave Sanicola
Dave began his association with
QuEST Forum in 1999 as a key
participant in the development of
TL 9000. A contributing author to every
edition of the TL 9000 Requirements
and Measurements Handbooks,
he is also a member of the QuEST
Forum Executive Board, TL 9000
Supervisory Master Trainer, a Certified
TL 9000 Expert, and a QuEST Forum
Fellow. Dave is the President of The
DESARA Group, a consulting firm
that helps clients achieve quantifiable
bottom-line results through a proven
methodology for rapid business
process improvement. Dave credits
TL 9000 as the foundation for many of
his clients’ successes.

ADTRAN
ARRIS Group, Inc.
AT&T
BIZPHYX, Inc.
BSI Group
CenturyLink
Cisco Systems
Coriant
Ericsson
BywaterExcel
Fujitsu
Huawei Technologies Co., Ltd.
Infinera Corporation
Juniper Networks, Inc.
KCI Telecommunications, LLC
KGP Logistics
NOKIA
National Quality Assurance
Power & Telephone Supply Co.
Sector Supply LP
SGS-CSTC Standards Technical
Services Co., Ltd.
Shenzhen Association for Quality
The DESARA Group, Inc.
Verizon
Vertiv

Vinny Arrigali, Cisco
Stephen Bernard, AT&T
Marion Bize, Fujitsu
Penny Bright, NOKIA
Ed Bryan, ADTRAN
Megan Crawley, QuEST Forum
Ashok Dandekar, Fujitsu
Michaela Feiertag, NOKIA
Christine Ferrara, NOKIA
Beth Ford, AT&T
Shunichi Fujii, Fujitsu
Don Irvine, QuEST Forum
Sheronda Jeffries, Cisco
Ben Jernigan, NOKIA
William “Bill” Jibby, ARRIS Group
Rebecca McVeigh, QuEST Forum
Jeff Mindrup, Antecapere Consulting LLC
Nancy Patterson, NOKIA
Leigh Ann Perkins, QuEST Forum
Karen Rawson, The DESARA Group
Donna Reed, QuEST Forum
Jennifer Simcox, Hawksnest Consulting
John Spear, epi Consulting
Dodoo Wang, Huawei Technologies Co. Ltd.
Beckie White-Wilson, NOKIA
John Wronka, NOKIA
Ying XU (Stephanie), SZAQ

2016 QUEST FORUM FELLOWS
QuEST Forum Fellows are recognized for their more than 10 years
of outstanding contributions and dedication to QuEST Forum in the
pursuit of ICT quality and perfomance excellence.
Congratulations:
Vinny Arrigali
Beth Ford
Art Morrical
Brendan Pelan

Thank you to our 2016 Executive Board!

MEET OUR 2017 EXECUTIVE BOARD

MANAGEMENT TEAM

http://www.questforum.org/about-us/executive-board

Vice Chair
Matt Rotter
CenturyLink
Chair Emeritus
Sankaran “Ram”
Ramanathan
Verizon
CEO
Fraser Pajak
QuEST Forum
Treasurer
Jennifer Sims
Power & Telephone Supply
Company
Counsel
Shiloh Coleman
Sector Supply

DIRECTORS
Robert Bickle
ARRIS Group

CONTRIBUTORS
JoAnn Brumit
KARLEE

Fraser Pajak

Maria Eriksson
Ericsson

Sue Clancy
BIZPHYX, Inc.

Ken Koffman

Mike Foliano
ADTRAN

Tim Harden
At-Large

Dr. Hitendra Ghosh
Hughes Network Systems

Dr. Mickey Li
Shenzhen Association
for Quality

John Greene
New Lisbon Telephone
Company

Betty Manetta
Argent Associates

fpajak@questforum.org

...........................................

OFFICERS
Chair
Deepti Arora
NOKIA

Michael Henson
LG Electronics

Kanchana Raman
Avion Networks, Inc.

Mike Huggenberger
Great Plains Communications

Masahiro Shimbashi
Fujitsu

Susan Johnson
AT&T

Cecelia Sullivan
PTI Solutions

Victor Li
Huawei Technologies Co., Ltd.

Raju Wadalkar
Tech Mahindra Limited

Amador Lucero
XO Communications

Steve Welch
At-Large

Steve Pickett
RigNet

Yao Cuifeng
ZTE Corporation

Cyril Pourrat
Sprint

Barbara Wichmann
Artemia Communications,
Inc

Trevor Putrah
KGP Companies
Dave Sanicola
The DESARA Group
Brad Spencer
TELUS

kkoffman@questforum.org
Rebecca McVeigh
Chief of Staff
rmcveigh@questforum.org
Megan Crawley
Executive Director, Marketing and Sales
mcrawley@questforum.org
Arun Malik
Executive Director, India Region
amalik@questforum.org
Jack Pompeo
Executive Director, China Region
jackpompeo@hotmail.com
Donna Reed
Director, Events and Finance
dreed@questforum.org
Leigh Ann Perkins
Manager, Membership & Administration
lperkins@questforum.org
Tom Yohe
TL 9000 Expert
tyohe@tytl9000.com
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