.+

HAILAND
UALITY
WARD

@al

TQA Criteria

A5 UNFIINY AL ATUASUNGILS U USRI UABGS

g INe  LuaATAANIE /suvit@ftpi.or.th
WARNNISRIIUIRNITAIANS
FafUANNANAOWYIANE

Training Program 2017




-4

ARLUTTRIAIDINANGAS

'y 'y 'y p= @ [~ o @
* #579AN5 ANNLTlanganuANNItuNIwazANEIATY
PBINUNTIINABNINLITENR  Taeldianinunlaesan (Overall

. (1 [ = v a
Requirements) tllunanlun1si3ausiianiaasinom

v v L [ 74 o (-4 1 o\
* g5AnNlalunisiseanAldinans9IaAuAINLKSTNE
INAW BN RNS S UL LSWISAANITURIDIANS

Program 2017




AU/a1

NNy

10 umA. 2018
09:00 - 16:30 u.

AU ANMUAIAYTOINUTTITAAMAINWIAYIF (TQA)

VANAAAIUHEANIN AN LAZNITIANITTINAENS

AleY

1A5951909AN5 (OP)

ansrdftynaeiviing 3 gnen

A32EAVOUNUTNIIA 1 A1TUIBIANT
gy

a15edAYVANUTINNIN 2 NALNS

11 um. 2018
09:00 - 16:30 .

a15rdAYVBUNUIINNIN 4 N1FIR AATIEY LAzANNITANINS

A15¥dAYVRLNANIUIN 5 YAAD

aNsedIAYYRLNAEIVIIIA 6 N1TUHURNS

ee

VDIUNUNNUIN 7 NATNS

7Y
7Y
7Y
a13vdnny

g Program 2017




o
ANLLI N

YASLNUANTININ AN IWLINTAB

H QA Training Program 2017 4



*
\
A

YUALITY

LAEETNS197; AAMATNLAIYA

s, o ! s,
LUUBLASIRNI1YLRIAIINLUY *

Lﬁﬂiunﬂsu§ﬁ75a°hnvsagnmgﬁu
BAAAIUEIANTSATHUITUNG

g ULYIIAUIANSNYaNIUAK T

daauninadszaulan
1 u AILAND
UALITY
WARD

gram 2017



IDAUISUNI Y9V “S103aAUNIWIHRVEIA”

SWIAAUNWIADGIA
JusvIasunsvingsa
gulAsUNISEaUSUAEIINIVYID
(WJuing svnwguaavivnawidula
[Un1sUSMISOANISYEEVANS
AnAIRegus:AULIASTIUlan

1. WWaaNuaYUNsUILLIeseda R WL g bl lunisdfulge
AMNAINITD LUNT AT U
p=) =] a -7 1 4 = ) < -V
2. Lwaﬂszmmnmm@m‘lwmeﬂnewﬂizauuamwﬂmmummg'm‘ian
=] Y Ly a 'y a a |Aa vaa @ a
3. Lw'am:ﬁ;uiuumewﬂugtm:uanLﬂ@ﬂm'ﬁﬂgumwLﬂumﬂ
p=) a & o - 'Y < a
4. Lw'aLmmﬂﬁ’mmmmmummmayuﬂumsamzmummg'mm'mLﬂumﬁ
lun1sUsuIsannIs

g Program 2017




Productivity race between USA and Japan 1
In late 70’s to early 80’s

1 USA

Japa

Dispatch a team of investigation to Japan.

20 August 1987
Public Law 100-107

(Remedy for National Management Quality)

ecretary of Commerce

Set up Malcolm Baldrige National Jﬂpﬂ"><:
Quality Award in 1988 USA

pread woriawilae

Multicouniry Observational Study Mission on SME Best Practices in Service Excellence
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Performance Excellence

/ A

Baldrige National Quality Program

: Criteniadfor
M1120019 | |

/ A
Health Care

Criteria for

Baldrige National Quality Program

2017
2018

BALDRIGE

EXCELLENCE
FRAMEWORK

A mtwere qp pram b o lrvgraseg e
orpotzao & 4 perioman s

Necige
wen v geta e

. 7018

2071-2012

Health Care

BALDRIGE
EXCELLENCE
FRAMEWORK

Baldrige Natiomal Quality Program

Education
Criteria for
1) [

2011-2012
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Corporate Foresight and Strategic Management

Environmental Scanning

What can we see today?

Strategic Thinking

Generating Options

What might happen in the future?

o
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The

\ R

What

1 OYY
O/ CA&I@? mana?ement

P2a(2) Competitiveness Changes

What KEY changes, if any, are affecting
your competitive situation, including
changes that create opportunities for

INNOVATION and collaboration, as
appropriate?

Note 1.1a3

A successful organization is capable of
addressing current business needs and,
through agility and strategic management, is
capable of preparing for its future business,
market, and operating environment.
Achieving future success may require

leading transformational changes in the
organization’s structure and culture.

Factors in your organization’s sustainability
might include workforce capability and
capacity, resource availability, technology,

knowledge, core competencies, work systems,
facilities, and equipment.

ing Program 2017
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How

O/ CACH’L?Q managemenlf

2.1a(1) HOW does your strategic planning
PROCESS address the potential need for
transformational change and prioritization
change initiatives.

MAILAND
UALITY
AWARD

2.1b(1) KEY STRATEGIC OBJECTIVES What are your
organization’s KEY STRATEGIC OBJECTIVES and
timetable for achieving them? What are your most
important GOALS for these STRATEGIC OBJECTIVES?
What KEY changes, if any, are planned in your

products, CUSTOMERS and markets, suppliers and
PARTNERS, and operations?

6.1a(2) Design Concepts The potential need for

agility could include changes in work processes as a
result of overall work system changes

5.1a(4) WORKFORCE Change Management HOW do

you prepare your WORKFORCE for changing
CAPABILITY and CAPACITY needs?

4.1b. PERFORMANCE ANALYSIS and Review respond
rapidly to changing organizational needs and
challenges in your operating environment, including
any need for transformational change in
organizational structure and WORK SYSTEMS?

ing Program 2017
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nswasurugussmelng 4.0

Traditional Framing => Smart
Framing / \n¥ASNSLUUEUIENAUNTS

Traditional SMEs => Smart Thailand 4.0

(Smart Industry + Smart City + Smart People)

Enterprises / Startups / 2&1%na¥
YULARDUABUINNTIU(INnNoVation
Driven Enterprises; IDE)

Traditional Services => High Value { }{

]

: h| '

[ Z'ghf Industry || Creativity + Innovation :
L(:N t::aWES Advanced Smart Thailand -
» Machine :} :

__________________

Services
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The world’s largest taxi company owns no vehicles

The largest accommodation provider owns no real estate

The most popular media provider creates no content

The most valuable photo company sells no cameras

3130} The fastest growing television network lays no cables

The most valuable retailer has no inventory
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( Current Business Model) (Next Business Mod
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ANULNURNURSILUIAR
(Core Values and Concepts)

91 91

Lﬂm‘ﬂiﬁﬂ’Jﬂﬂmﬂ’]WLLM\‘i"ﬁﬁ AN utﬂﬁlfﬂ’]ﬁﬁlﬂﬁuﬂNLL@uLLu’JﬂﬂMﬂﬂﬁl’N‘] A9

NUNBIlULEITEUL (Systems Perspective)
N19U1RIANTAENSNAREN AL (Visionary Leadership)

(1 a o 4 1'%
ANt uLaANaLuUgnAn (Customer-Focused Excellence)

4

NIFLFEUSTEALRIANG UWATANARRIAL (Organizational Leaming and Agility)

n15liuAMNAIATYALLAAINS (Valuing People)

YIvl
122
N15AANNSINAUIANSSH (Managing for Innovation) -

1 v 0o &
N19H49LUUAINATLSA (Focus on Success)

n1sannsiagldiayaasa (Management by Fact)
ANMNSUNATaUARRIAN (Societal Responsibility)
asas9sNuazAINLLsela (Ethics and Transparency)

NSAINALAMANLAZNAANE (Delivering Value and Results)
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Organizational Profile
Pl Organizational Description
P2 Organizational Situation

Categories and Items

Leadership

11  Senior Leadership

12 Govemance and Societal Responsibilities

Strategy

21 Strategy Development

22 Stategy Implementation

Customers

31 Voice of the Customer

32 Customer Engagement

Measurement, Analysis, and Knowledge Management

41  Measurement, Analysis, and Improvement of
Organizational Performance

42 Enowledge Management, Information, and
Information Technology

Workforce

51 Workforce Environment

52 ‘Workforce Engagement

Operations

61 Work Processes

62  Operational Efectiveness

Results
71  Student Leaming and Frocess Results

72 Customer-Fooused Eesults

73  Workiorce-Focused Results

74 Leadership and Governancs Kesults

75 Budgetary, Financial, and Market Results
TOTAL POINTS

Education Criteria for Performance Excellence ltems and Point Values

Point Values

5

E 5

8 8 2 8 =

120

90

450

1,000

ﬂ Organizational Profile
P1  Organizational Description
P2  Organizational Situation

Categories and Items

n Leadership

11  Senior Leadership

12 Geovernance and Societal Responsibilities
Strategy

21  Strategy Development

22 Strategy Implementation
H Customers

31 Voice of the Customer

32 Customer Engagement

Measurement, Analysis, and Knowledge Management

41  Measurement, Analysis, and Improvement of
Organizational Performance
42  Knowledge Management, Information, and
Information Technology
E Workforce
51 Workforce Environment
52  Workforce Engagement
H Operations
61 Work Processes
6.2 ational Effectiveness

Results

71 Product and Process Results

7.2 Customer-Fooused Results

7.3 Workforee-Focused Results

74 Leadership and Governance Results
7.5  Finandal and Market Results

TOTAL POINTS

[riteria for Performance Excellence hems and Point Values

Point Values

5 B8 8B B

120

90

450

1,000




Health Care Criteria for Performance

Excellence ltems and Point Values

Ser pages 31-36 for the scoring system used with e Herlth Care Criteria fhems in g
Baldrige assessmient.

ﬂ Organizational Profile
Bl Dsganizalicnal Descriplion
B2  Deganizalional Siluabon

Categories and ltems Point Values
n Leadership 120
11 Sunioe Leadenship il
12 Governanias and Socielsl Rusponsabililiss 50
2 [T 85
21 Sirslegy Dervalopsnint 45
17 Sistogy Implensmbation ai
H Customers B5
A1 Wodew ol the Casbosmer 41
11 Cuslomer Engagersend 45
u Measurement, Analysis, and Knowledge Management o0
4.1 Msasuremend, Analyss, and Impsovemant ol
Drganizational Perlormancs 45
42 Indormation and Knowiedgs Mandgamint a5
H Workforce g5
51 Workiores Environmenl 4
521 Warkbores Engagemont a5
B Operations 85
0 Work Procseos: 45
81 Dperational BN e 41
7 450
| Himlth Ui arie] Proweds Rasudls 1H)
72 Cusloimes Hesulls =
73 Workiores Fesulls =
74 Leaderchap snd Governancs Rl =)
75 Finandal and Market Hesulis Al
TOTAL POIMNTS 1,000

Hsmadth Care Criteria for Performansos Excsl lence Berm and Foing alues
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Qgrom
Qv -4 . . 5 0
1. anuzaIANS (Organizational Description)
LAFAT
WA RUNANI IR N HUELALANMNFNNUTNA AU NEIHAADININLIARDN
PYAIDIANG LAAANUIURINATLDY AD NITATNUALSLUNAI NS LRIANS
4 -4 . . . o

2. dn1an1sndUasadAng (Organizational Situation)

WU
LAFATUY 85-88

WAL BUNAITIFANINLIAAANAIUNTUTITUNDIANT AT VI URE
FINTNAINVINIELASAIN AL TINAENENA AT WATEMUUTILUINIGT

23Ang L lunsdsulgananisaniiunis saunanisiausanlssasnrasiatail
Aa nataglwasAngidnlannuMIMaNdIAeaIaeAng waztdnlaszuuly
AANTNATATIUAZ TN 1AM AL/ 8102991
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The organizational profile provides the context for the

way your organization operates.

d h F"r:‘::duct. Vision and Workforce
service and/ mission Profile
. . or program
Crrganizational oﬂerings
Descrniption:
What are your [ Assels }
key
organizational - ﬂrganlzatlunal
characteristics? Envirnnment Regulatory
[ Requirements j
o _,,- ~ -
T Organizational Organizational
Relationships { Structure
Organizational -" o
Profile Custumarrs )
(based on E‘-uppllars and —
Baldrige CPE T partners stakehnlders}
2011-2012) Environment
Competitive
l / [ Fosition J
-~ ™
Organizational Cnnap:t? twe [ Competitiveness Changes j
Situation:
What_is guu:‘ Strategic Context (strategic j
el e [ challenges and advantages)
strategic \
situation? Key elements of perfermance Imprevement
\ A System
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1. ANHUSAIANS (Organizational Description):

% =] % d =
AanEuzNdIAYAIIRIANTARDRL LS

N. dNINLI ﬂﬁﬂ NURDIBD ﬁﬂ‘i‘

(Organizational Environment)

A, ANMNANNUETZAURIANS

(Organizational Relationships)
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1. ANHUSAIANS (Organizational Description):

ANBUZNAAIRIRIANTARRE LS

N. ANTNLIAABNURIRIANG (Organizational Environment) |

(1) HARNUY (Product Offerings) @ Wusna deviAd uazAaday

[uﬁmﬁmwﬂﬁﬂmﬂqmﬁniﬁﬂﬂﬂi (AVLNEMA  (MISSION, VISION and VALUES) Wusna

) [ [T [ ¥ = = T B = rf'] a B
ynewide) AanudrdnidalFaunaueas A8l wazAitay Nesdnslszniall
| Br d"""* '] [ * d
umaruandusiTiasnanamniudisa Aeavls lﬁuﬁmumaﬂmﬂﬁmni kCDEE
d . ) .
aasndAnsAnazls nalnnaddnsldlunis COMPEEENCIES) Aaazls La¥lmniine s

auaunansuyinaaxls aeina lsuusNIUaI09ANS
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a. Organizational Environment

(1) Product Offerings What are your main product offerings (see the note on the next page)? What is the relative
importance of each to your success? What mechanisms do you use to deliver your products?

a. Organizational Environment

(1) HEALTH CARE SERVICE Offerings What are your main HEALTH CARE SERVICE offerings (see the note on the next
page)? What is the relative importance of each to your success? What mechanisms do you use to deliver your
HEALTH CARE SERVICES?

a. Organizational Environment

(1) EDUCATIONAL PROGRAM and SERVICE foerings What are your main EDUCATIONAL PROGRAM AND SERVICE
offerings (see the note on the next page)? What is the relative importance of each to your success? What mecha-
nisms do you use to deliver your EDUCATIONAL PROGRAMS AND SERVICES?
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(2) CUSTOMERS and STAKEHOLDERS  What are your KEY market SEGMENTS, CUSTOMER groups, and STAKEHOLDER
groups, as appropriate? What are their KEY requirements and expectations for your products, CUSTOMER support
services, and operations? What are the differences in these requirements and expectations among market SEG-
MENTS, CUSTOMER groups, and STAKEHOLDER gmups?

(2) Students, Other CUSTOMERS, and STAKEHOLDERS What are your KEY market SEGMENTS, student and other

CUSTOMER groups, and STAKEHOLDER groups, as appropriate? What are their KEY requirements and expectations
of your EDUCATIONAL PROGRAMS AND SERVICES, student and other CUSTOMER support services, and operations?
What are the differences in these requirements and expectations among market SEGMENTS, student and other

CUSTOMER groups, and STAKEHOLDER gmups?
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2. ATUNITUUDIDIANG (Organizational Situation):
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(Competitive Environment)
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(Strategic Context)
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(Performance Improvement System)
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nswasurugussmelng 4.0

Traditional Framing => Smart
Framing / \n¥ASNSLUUEUIENAUNTS

Traditional SMEs => Smart Thailand 4.0

(Smart Industry + Smart City + Smart People)

Enterprises / Startups / 2&1%na¥
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Traditional Services => High Value { }{
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Isariya Suttakulpiboon | Mar 21, 2017

thoughts world feature
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Copenhagen Business Scho
Offers In-

Strategic Mana
and Innovatior

Develop and implement an i
business approach in just th

[_] Offers Apple TV App

Details

iPhone
Subscribe

About this Specializatic

This Specialization explor
of business strategy, focu
increasingly important rol
experience, and innovatio
competitive advantage. Y
concepts such as goal sef
global integration, and div

Northwestern University

Social Media Marketing

Expand your online audience and establish
your social brand in five courses.

From THB1,750/month

Subscribe Starts Jul 17, 2560

About this Specialization

In today’s marketplace, organizations need
effective, profitable social marketing strategies.

In this Specialization, you'll learn to match
markets to social strategies to profitably grow
your business. You'll use social media tools and
platforms to design, manage, and optimize
social campaigns to promote growth and
position your brand in the global digital
marketplace, and you'll develop targeted content



CHULA MOOC
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Exhibit E1

HEN

e,
-~

Twelve potentially economically disruptive technologies

Mobile Internet

Increasingly inexpensive and capable
mobile computing devices and Internet

connectivity
Automation of knowledge
work

Intelligent software systems that can
perform knowledge work tasks involving
unstructured commands and subtle
judgments
N1, The Internet of Things Networks of low-cost sensors and
Y2~ 2
éff. 4 I <\. actuators for data collection, monitoring,
N Y a\\ decision making, and process
optimization
Cloud technology Use of computer hardware and software
resources delivered over a network or
the Internet, often as a service
Advanced robotics Increasingly capable robots with
enhanced senses, dexterity, and
intelligence used to automate tasks or
augment humans
(€2
Arm Autonomous and
’@"@i near-autonomous vehicles
//
| s
@

Next-generation genomics

N

Vehicles that can navigate and operate
with reduced or no human intervention

Fast, low-cost gene sequencing,
Energy storage

advanced big data analytics, and
synthetic biology (“writing” DNA)

Devices or systems that store energy
for later use, including batteries

Q
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g 3D printing

Advanced materials

"
b
Advanced oil and gas
exploration and recovery
& “‘ Renewable energy
—

l\ “‘

SOURCE: McKinsey Global Institute analysis

Additive manufacturing techniques to
create objects by printing layers of
material based on digital models

Materials designed to have superior
characteristics (e.g., strength, weight,
conductivity) or functionality

Exploration and recovery technigques
that make extraction of unconventional
oil and gas economical

Generation of electricity from renewable
sources with reduced harmful climate
impact

"l"m\

i
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https://www.youtube.com/watch?v=vAesC4YYbLY



https://www.youtube.com/watch?v=vAesC4YYbLY
https://www.youtube.com/watch?v=vAesC4YYbLY
https://www.youtube.com/watch?v=vAesC4YYbLY
https://www.youtube.com/watch?v=vAesC4YYbLY
../../My document/Joke/57/นวัตกรรม/เครื่องแปลภาษา/Promo_ Waverly Labs creates first in-ear language translator.mp4

Industry 4.

World E
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Tech in Asia
TEGH ASIA ")

"“In the next 30 years, the world will see much

Foru m l) more pain than happiness," said Jack Ma over

NIAUI
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e ante 20] i )

3 - ” v
NAUATHUEUA [0 Lod
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the weekend, speaking on the topic of tech
disrupting jobs. “Social conflicts in the next
three decades will have an impact on all sorts of
mdustrues and walks of life.”
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“We listened carefully to what
consumers didn't say and observed
what they did ”
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OCBC Bank, 2014 SQA Winner
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LIFE-STAGE SEGMENTATION AFFLUENCE SEGMENTATION

(Builds on continuous customer pipelines) (Delivers a more immediate business payback)
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(Parents and Children) STUDENTS WORKFORCE | MASS AFFLUENT AFFLUENT

CFS Customer Segmentation
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> Voice of the Customer v
Listening, Inputs and Methods Analysis and Decision
E . (3.1-2) Making
valuation and
Improvement SPP Steps 2-6 (2.1-1)
SPP Step 1 ( 2.1-1) Customer Groups
Review customer inputs Patients Conduct reviews to
and analyze processes to Members determine customer
refine feedback Community - Region requirements and assess if
mechanisms, customer services, processes, and
relationship strategies, improvements are meeting
and action plans Deployment of Strategy and customer needs.
(annual/ongoing). Actions Plans
SPP Step 8 (2.1-1) (6.1-2) Translate results of
T Deploy improvement priorities analysis into priorities for
through the BSC and LEM 90 improvement.
3.1-1, Customer Relationship day action plans.
Management Model 4
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Environmental Scanning

What can we see today?

Strategic Thinking
What might happen in the future?

Strategic Decision Making

Where will we go in the future?

Strategic Planning
What will we do today?

Understanding Change

Generating Options

Defining Preferred Future

Taking Action
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‘ Planning ‘

Where are we now ?
Environmental Analysis
Competitive Analysis
Internal Analysis

. .

Where do we want to be ?
Vision
Mission
Objective

8

How will we get there ?
Corporate Strategy
Business Strategy

. =

vyl

Implementation

It =1

Evaluation and Control
(BSC, KPI, Benchmarking)
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ANBENY SEULUNISUIRIANS

Set and
Communicate

Eﬂa&- ufE ’

ly Stakeholder en Organize,
Requirements Plan, and Align
& Expeciations

» Customer

* Workforce
uwgﬁ‘ﬁ‘l . gum:lli'.!rsItlr
_ « Commun
shat;:?ﬁfg « Shareholders
Sup

Boeing Aerospace Support, BNQA Winner 1 2003
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£ £ a3
Job/Service Description .
New Employee Orientation .
Volunteer Orientation .
Code of Conduct [1.1a(2)] e o e o
SMG-led V/M/V Team . s e . o .
V/M/V Card for Identification Badge . o RN
Personal Goal Card [5.1a(3)] . . ¢ o ¢
Screen Saver elele| |eo . N151UIRIANG
mﬁfﬂ = . uazananan VMV
Performance Review e« | o o ' a wna
Behavior Standards (Figure P.1-2,5.1) . e gﬂ'\ﬁ‘ﬂ{]ﬂ 2
Leadership Competencies .
(Figure P1-3,5.1)
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Employee/Volunteer Forums «
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Brochures . bl I I I Mt . POUDRE VALLEY HEALTH SYSTEM ,
Web Site il B N . B L BNQA winner 2008
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It is not the strongest of the species that survive,

nor the most intelligent,
but the one most responsive to change

Charles Darwin
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AIAL1N FEUUNISANUALARIANS

Figure 1.2-1 Governance System

1 . Formal Management Reviews — Figure 4.1-4

2.DOE (Customer) Audits — Figure 7.6-7

3. Internal Audits (Business & Legal) - Figure 7.6-4

4. 150 9001 Quality Management System — Figure 7.6-3
5.150 14001 Environmental System - Figure 7.6-9

6.0ccupational Safety & Health Administration Voluntary
Protection Program (OSHA VPP) Figure 7.6-8

7. Independent Financial Audits - Figure 7.6-5 and 6

8.Performance  Measurement Management  System-

4. Tacl)
9.CEO / Senior Staff Assessments - I.2a(2)
10. DOE Security Clearance — Figure 7.6-2

DynMcDermott Petroleum Operations Company, BNQA Winner 2005

ning Program 2017




Aae1e Figure 1.2-1 Examples: Identifying, Anticipating, &
Preparing for Concern and Minimizing Adverse Impact

Potential P
Impact/Concern Process / Response to Minimize
Disaster = _eads and participates in county and regional
Preparedness task forces [6.1c]

=Community members invited to planning
Community sessions for new facilities/expansions

= Participation in local Chambers of Commerce /
Boards of Directors

Environmental

= Policies for medical waste disposal

= Recycling/energy conservation initiatives

=Leader in Global Health and Safety Green
Initiatives (Partner in Change Award)

= Environmentalists review plans and assist in
design of planned structures,

= Utilizes AHC supply chain processes

Cost = Most generous charity care policy

= Access DuPage

= Equipment registered with RASMAS to secure
Patient Safety information to reduce legal risk, improve patient

safety

Advocate Good Samaritan Hospital (GSAM), BNQA Winner 1l 2010
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Figure 1.2-5 Ethical Risk Reduction Processes

Description Risk Reduction Processes Listening Mechanisms Measures Goals Figure
Employee Hiring Process Employee Satisfaction Survey
New Employee Onentation | Great Place to Work Survey
Theft, harassment, Communication Plan Town Hall mestings Major
Employee Esﬁgﬁtg#gﬁgal Training Quarterly Performance Review | Incidents 0
‘ Standards of Conduct Open Door Policy
Insurance Exit interview process
Referencesreferrals Supplier Satisfaction Survey
: Kickbacks, preferential Major
SUPPIES | troaiment gifts standards of Condct Personal contact |HGJIdEHIS 0 145
’ Communication Plan
_ _ References/Referrals Customer Satisfaction Survey _
Customers | Kickbacks, preferential | standards of Conduct Complaint Process (NCR) Maijor 0
treatment, gifts o Incidents
' Communication Plan Personal contact
Fraud. ignore legal Standards of Conduct Open Door Policy Vi
Corporate | requirements, software | Training Quarterly Perfomance Review | o090 0
licensing Requlatory reporting Management review

MESA, BNQA Winner 2012

TQA Training Program 2014



AIBENN NITAULRYULTNTUNFATY

Figure 1.2-4 Key Communities

New Public Local Public Outreach
Orleans | Outreach | community, | Team & Diversity
& schools, etc. | Team

Diversity
Director
4 01l Site Local Mutual support
Storage | Director/ | community, | agreements, joint
Sites Site police & fire | emergency
Teams departments, | planning
schools, etc. | committee
memberships, etc.

DynMcDermott, BNQA Winner 2005

gram 2017
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FOFESight Framework Strategic Intelligence Scanning
] Past & Present Events

Inputs things happening

"""""""""""""" - Trends

-r|\ “‘what seems to be happening?”

% Drivers of Change
Interpretation n “what'’s really happening?”

(@)

>

Future event/Scenarios
“‘what might happen?”

Strategic Options
“what might we need to do?”

Strategic Decision Making, VMV

| “‘what will we do?”

Strategy Development “how will we do it?” "
Strategic Planning X

Strategy

L
W)
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PUBLIC SECTOR CASE STUDY: BSC Strategy Map

—
()
ke) .
8 Deliver Value
£ for Money
£
9p]
Achieve
& Meet Children Needs Return on S 5
) Spending T S
= o+
3 = @
g : Grow S _g:
S Meet-Guardian Revenue: Achieve Create = 3
&) Needs Developmen Return on Competitive L m
Advocacy ost Structure
9 Service Development Ops Excellence
8 Execute
8 Effective Redesign/Create Create Competitive
o Assessment and New Products Administrative
o Treatment Cost Structure
[
c
3 Modify
. . odi
= Deliver Right Existing
Service/Right Products
Sequence
< Monitor for Excellence >
s S R
g
::_-_ g Right Skill ' Information Caring
=40 Jl? Behavior Methods Results 133




< ci v Y v <
WungenusumunnuIuazily

' Y a Y Y a
ammmamuazunﬂmﬁmn TR

HANUMIIFININAAMNINW

R REIPREY HazaInN

Customer Perspective

MINANHANGAT

v o d v
AaNNUD !!ﬁ%ﬁ%%‘iiﬂﬁﬂi’)uﬁ‘ﬂ

MSHANAIHMSIBEUNTADH

v o d
ﬂTi‘IJ'i%‘lﬂﬁﬁJ‘Wi!ﬁ ﬁ%%‘iﬂ’ﬂll

Internal Process Perspective
MISNIZAUUAZ AT

ANHNIVHATOLNIY

IBIMNS

MSUIMINMDIBINS

MSNAIATHMENN

M3gala

MINANYAINS

v (4
DIFTNEHHUINUIVTIEY

|_earning and Growth Perspective

ANNTINToIUMIHIE A

Y T A
§1ﬂllﬂ‘ﬂ1ﬂﬂﬂ‘ljﬁ$3ﬂﬂ!!!f4uﬂu

b % T A
ﬁ1£1"lﬂuaﬂ<1ml‘§$mmuwuﬂu

Financial Perspective

© 2002 Pasu Decharin, Ph.D. All rights reserved
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ﬁ Richland College 2 - Strategic Planning
Teaching, Learning, Commmunity Building

Start Here

O August
- Update 5-year Strategic Plan and 1-year Operational Working Plan

- Formalize QEP Focus for coming year

AR . * S P
June - J - of Trustees y ts get
- Finalize KPIs, Measures, and Targ:

- Board of Trustees budget work session
- Staff Progress Discussions

ol1 & 1-year Operational Working Plans
lans to updates

O April
in Operational and Budget planning

,, 2 ! -
Plan/Budget Request for ne: Eebruary - March

- Mid-year Review
O Green circles denote monthly o
KPI/QEP reviews Decembil ’
- Publish official, updated 1-year Ny
Operational Plan and EQY report O
January

- College/Departmental/Individuals update plans
Figure 2.1A — Strategic/Operational Planning Process based on official Operational Plan



Figure 2 1-1 Strategic Planning Process
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Robert Wood Johnson University Hospital at
Hamilton, BNQA Winner 1 2004
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Annual - Projecting Future Capacity: New Services, Facilities

* Work Budget /
New products _
* New services System Staffing Approval
Design Forecast Modify
PP

New facilities Figure 6.1-1 Plans 4Q|
New

Annual & Quarterly - Projecting Capacity Based on Current Staff FTEs: FTE's

S

Position Hired

3Q -June 3Q - September
Projected Prioritized p contro!
Volumes, Staffin Director / ET Budget 4
Acuity, Staff 9 Approval Alignment
: Forecast
Analysis

Weekly & Daily - Projecting Capacity

\ 4
Staffing Determined based on
Budgeted HPPD, IP Census, Remaining Process Steps AOS
ED Viﬁitﬁ, Prucedurea_sl"gery © 2010 Advocate Health Care. All Rights Reserved.

Advocate Good Samaritan Hospital, BNQA winner 2010
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Area Strategies (unique workforce | Key Measure Result G
environment)

Pre-employment physicals = % physicals 7.4-24
Fithess for duty testing =0 TB testing .4-24

Health Flu shots o
Titers (blood tests) * S
Annual safety modules p
Infection control procedures = Fire drills 7 .5-11 =
Hazardous matenals procedures Hand hygiene | 7.1-28 i
Environmental tours = % chemical 7. 4-25 g
Ergonomic assessments + inventories M

Safety Annual safety fair S
Annual safety modules @
Chemical inventory process £
RASMAS recall system S
Blood bome pathogen incident é
review 3
Z4-hour campus security ** = Associate 7. 6-8 3
Assoclate/vendor ID badges satisfaction &

Security Escorts and car assistance™™ question My %
Code grey: combative help working S
Card readers for access conditions are g
Surveillance cameras safe.’

* Direct care givers ™" Night shift + Non-clinicians

TQA Training Program 2014




MABEN9 Performance Management System

Performance Management System
Position Analysis & Descripfion
@ﬁfﬁﬂuﬂus dSSessme i
m“i‘“'m A. Performance Plan = B. Mid-Year Performance
S — Negotiate & set employee Appraisal
performance standards Performance progress
* Training plan Changes to Performance
Strategic project plans Plan
— Ethical expectations Discuss constraints &
: ;eg':ﬁfﬁﬁf{iw e Competency Assessment | resources needed
e T e Checklist _ Two-way feedback
e Individual goal setting
' mw " Tmédﬁ E C. Annual Performance
- Individual goal seting % » Year's progress
C. Annual Performance i T feed
= Year's progress @ " IWO-way back
- Seif appraizal E = Self appraisal
T EompeEnyfeseSsmEnt < = Competency Assessment
- Ethcal expectation review Checklist closeout
= Ethical expectation review
: = Supervisor appraisal
Coaching/mento™
¥
S E $$ workforce
: Elimlcirxﬂ o - Increased funding \\_________,/
- Careerprogression | | g pe 0 ﬂﬂachingimenlﬂﬂ“g

Veteran Affairs Clinical Research and Pharmacy Coordinating Center (VACSP), BNQA Winner 2009
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ALY Figure 5.1 Process for Identifying
TM Engagement and Satisfaction Factors

s ' ™
Engagement/
Satisfaction Factor Benchmarki b ATy
Selection Process >
Identify which factors are

most important to measure
team member engagement
and satjs

— | w3

z
S i Z
Evaluate Modify
Evaluate performance Modify the benchmark best
measures to determine new practices with K&N

measures or measures that Management original
are no longer effective features

uppewpuag

I

A S—

Process Design
Design process for deploying
and collecting HR

[OCESSES measurement data and
i communicating measures K&N Management, BNQA

Align/Integrate
Align measures with
performance improvement

winner 2010

TQA Training Program 2014



MI2EN Learning and Development System (]

System Addresses How Addressed Examples

Core competencies, strategic = Strategic planning & training * Pharmaceutical Expertise: » SPEED

challenges & strategic project = Project plans (template modified to pharmacy & industry = ERP Team: Governmental
plans Include training/education needs) conferences Accounting

* Regulatory compliance: VA = AE/SAE ftraining
mandatories, ISO training » (allup Briefings & Great
= Strategy map training Manager training

Performance improvement &
Innovation

Needs are identified by project plans = New equipment training
Equipment purchased with training = Auditor training, quality tools & brown bag lunch sessions
» Performance Excellence: Baldrige examiner training

Ethics & ethical business » Ethical expectations » All employees sign ethical expectations pledge annually
practices = Ethical behavior survey * Pilot survey program

» Ethics training * VA Rules of Behavior
Education, fraining, coaching  Individual Development Plan » Coaching new employees » Satellite/teleconferences
& mentoring » (Cross-raining » Tuition reimbursement

* On-ine education

Needs & desires for learning = Pernodic needs assessment = Staff competency assessments
& development * |ndividual development plans » Manager & employee Individual Development Plans (IDPs)

» Competency assessments
Transfer of knowledge from = Process documentation * AMPs & SOPs » (Cross-training
departing or retirng workers = Matrix management = Membership on matrix = Rotational committee

= Succession planning management teams assignments
Reinforcement of new Competency assessments * |nternal audits » Coaching built into contractor
knowledge & skills » Computer labs tasks

Veteran Affairs Clinical Research and Pharmacy Coordinating Center (VACSP), BNQA Winner 2009
TQA Training Program 2014 182
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q
Value Chain Porter Model Concept

Administrative,

Legal, accounting, financial management
finance infrastructure

Human resources
management

Personnel, lay recruitment, training, staff planning, etc.

Product and
technology
development

Product and process design, production
engineering, market testing, R & D

Support Activities

Procurement Supplier management, funding, subcontracting, specification

Value added
less Cost =

INBOUND OPERATION OUTBOUND SALES & SERVICING Profit margin
LOGISTICS LOGISTICS MARKETING
«»\ Examples: Examples: Examples: Examples: Examples:
-2 RQuality control;  Manufacturing;  Finishing goods; ~Customer Warranty;
‘> [freceiving; packaging; order handling;  management; maintenance;
E raw materials production dispatch; order taking; education
.| feontrol; control; quality delivery; promotion; and training;
« |fsupply schedules control; invoicing sales analysis;  upgrades
o= maintenance market
a research Li
y /
—_— —_— _ —_— —_— l ' ,/‘

‘= i anullivwandnuiosii
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IJ- 1 | Kenneth

W. Monfort College of Business

2004 Malcolm Baldrige National Quality Award — Page

31

Figure 6.1-2

Key Learning-Centered Processes, Requirements & Measures

Learning-
Centered
Processes

Key Process
Requirements

In-Process
Measures

Measures

Introduce students to contemporary
business knowledge and practice.

Review of course syllabi

ETS exam results (7.1-1)

Provide students a broad understanding
of the functional areas of business.

Review of course syllabi

ETS exam results (7.1-2)

Prepare students to recognize ethical
dilemmas and make ethical business
decisions.

Minutes of coverage in core
by ethical topic

Review of course syllabi by
each departiment

EBI UG Business Exit Study
(7.6-1)
ETS exam results (7.1-2)

Prepare students to address the unique
issues of competing in a global
business envirommnent.

Minutes of coverage in core
by global topic

Review of course syllabi by
each department

EBI UG Business Exit Study
(7.2-7)
ETS exam results (7.1-2)

Curriculum

Prepare students to use oral/written
conunumnication skills in a business
environment.

Amount & types of oral
corumunication in core
Review of course syllabi by

each department

EBI UG Business Exit Study
(7.1-6)

Prowvide students with the knowledge
of business technology and the
opportunity for application.

Amount & types of
technology usage in core

Review of course syllabi by
gach department

EBI UG Business Exit Study
(7.2-8)
EBI Alumni Survey (7.1-9)

Introduce students to business
information resources and their
application.

Amount & types of info.
resouUrces usage i core
Review of course syllabi by

each department

EBI UG Business Exit Study
(7.2-9)

Prepare students to work in a
demographically diverse business
environment.

Amount/'type of diversity
coverage in core

Review of course syllabi by
each department

ETS exam results (7.1-2)

Prowvide students with access to a broad

Upgrade/replacement

EBI UG Business Exit Study

Evaluation

professionally qualified.

mtellectunal contributions
(1.e.. refereed works)

Technology | array of existing and emerging schedule in student labs, (7.2-8.10. 11)
business technologies. classrooms, and offices EBI Faculty Swrvey (7.4-10)
Faculty Ensure faculty are academically and/or Amount and types of %o academically or professionally.

qualified (7.4-1. 2. 5)




Figure 6.2-1

Key Support Processes, Requirements & Measures

Process Key Process Requirements In-Process Measures Measures
Accuracy of and ability to e Number of applicants e Number—new admits (7.3-9)
Admissions ‘30111"?}’ information to e Attendance at Preview Days ¢ Quality—new admits-Avg. ACT,
recruits Sessions number of Finley Scholars. and
transfer GPA (7.5-1. 2. 3: 7.3-7)
Quantity/quality of e Number of CAP participants o Placement rates (7.5-6)
Career employers recruiting on e Number of recruiters visiting | ® Employer satisfaction (7.1-4. 5;
Services campus: Development of campus/career fairs 7.2-3.15.18)
job search skills
College ACC‘_}THCY of information ¢ Number of suspended MCB . Numbe.r .Gf gugpendeld Istpdentg
Transition proy IdEd. to SlflldEllltSl students advised regaining MCB eligibility and
Center information timeliness e Number of pre-business returning to major (7.5-7)
students (new measure)
Information | Reliability ¢ Support call turn-around time | o User satisfaction (7.2-8, 10: 7.4
Technology 10)
Librarv Access to information e Usage measures e Student satisfaction (7.5-7)
i ¢ Graduation rate (7.5-7)
Advising Provide timely and accurate e Number of visitors to e Student satisfaction (see 7.2)
Center information advising & reasons for visit
UNC Efﬂcimllt.-’effecti}'e | ¢ Number of donor interaction ¢ No financial audit problems (7.6)
Foundation accounting: Effectiveness opportunities (i.e., visits) » Dollars donated to MCB (7.3-3)

working with donors




Process

Input SourcesIFeedback

vcs & Board inputs.

Requirements

- Careful planning and
monitoring of expenditures

- Efficient and effective use of

Key Measures

- # reimbursable contact hours
- % budget spent by costs
- % budget expended

fies Services

- Student requests (L.E)
- Regulatory mputs (E)
- Safety audit (I)

- Committee input (I)

ents. audits (LE) revenues - Total fund balance
- gulatory agencies’ reqs. (E) - NLSSI results
- Faculty & staff requests (LLE) - Responsiveness - Custodial Advisory Comm.

- Student/workforce safety
- Meet regulatory requirements
- Operational efficiency

- Campus aesthetics

- Energy conservation
- Meet regulatory requirements
- NLSSI results

- Facilities Services Survey

- Committee/leadership input (I)

- Timely information access

- Campus Quality Survey

Bookstore, Food
Service ,Custodial,
Copying,
Computer hw/sw

- Faculty/staff requests (I)

- Community requests (I)

- Regulatory mputs (LE)

- Supplier/partner score card (LE)

Information - Students (E) - Infrastructure currency - % computers meeting stds
Technology - DCCCD standards (E) - Expenditures within budget - % budget technology expense
- District IT Committee inputs (E) - NLSSI results
Supplier/Partner | - DCCCD standards (E) - Responsiveness - Fund 12 and Fund 13 income
Relationships - RLC Leaders’ directions (LE) - Timely public relations - # complaints

- Healthy & safe students/

workforce

- Operational efficiency

- Employee health & safety
compliance with external stds
- Utility costs/sf

: = - Employee requirements (L.E) - Employee diversity
£np IQ‘:Z(}S“’”INS - Leadership direction (LE) - Employee retention
i - Regulatory requirements (E) - Employee development
Professional Dev.
- Healthy and safe employees

Institutional - Leadership input (LLE) - Timely and accurate _

Research and - Faculty/staff (E) information and analysis

Effectiveness - Departmental research requests (I) data-informed decisions

(I) = in-process measure, (E)= end-process measure

Figure 6.2A— Sample Key Support Processes, Inputs, Requirements, and Key Measures
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Key Business Process Key Requirements Performance Measures Results
Leadership Processes
Mission Action Planning Process Strategic Objedtive Achievement | Action Plan accomplishment 7.1-25
Governance Process Fiscal, legal, ethical 1743
Key Community Supporl Key Community Support 7.4-4,5,6
Product Development Processes
DR-approval Process Products compliant with LCMS DR compliance 7.1-1
Templated production processes dodirine, delivered on schedule with | Product/Promo On-Time Starts 7.14
good value Product/Proma On-Time Completes 7.1-5
—— Project budget adheronce | 7.17
Product Satisfaction Survey Cards 7.2-2
Customer Care Processes
Voice of the Customer Customer Service Satisfaction 7.2-13
i N Customer Engagement 725
Complaint Management Orders/Complaint 7.2-4
Customer Relationship Manogement Process | Customers loyal to CFH products | Personal contacts 7.2-6
Product Benefit— Promotions Process Home Revenue 7.5-10
Sules, Morketing # New Customer Accounts (On-site)
Order-taking Process Retail phone service level 712
Accounts Rec Management Process AR days outstanding 7.5-3
Distribution Processes
Vendor Performance Process High-quality product, motching Vendor certification results 7.19
Bl | customer order, in fimely manner | Inventory accuracy - /1-18
Order-fulfillment accuracy % order accuracy 7.1-13
Shipping processes Shipping standards AN
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Figure 6.2-2: Process Improvement Model

1. ldentify:

= Identify performance variance
and opportunifies to improve
and innovate existing processes

4. Evaluate

Effectiveness:

= Review process
measures

* Determine 1f
improvement
effective

Intellectual
Capital

2. Diagnose:

* Understand
root causes of

wvaration
= Apply PI tools
as approprnate
= Review 5x5
process steps

3. Treat:

= Assess opportumties to
benchmark best practice

= Identify process improvements

= Revise 5x5 process steps

Studer Group, BNQA Winne

r2010
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Source : http://animalagclimatechange.org/supply-chain/

The Food Production Chain
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WORLD
UNIVERSITY
RANKINGS

Top 200 universities in the world 2018

Click each institution to view its full World University Rankings 2018 results

World University
Rank 2018

World University
Rank 2017

University

PROFESSIONAL  JOBS SUMMITS

RANKINGS S L

MAILLAND

-E UALITY
AWARD

Country/Region

1 1 University of Oxford
2 il University of Cambridge
=3 2 California Institute of Technology
=3 3 Stanford University
5 5 Massachusetis Institute of Technology
6 B Harvard University
7 7 Princeton University
8 2 Imperial College London
o =10 University of Chicago
=10 g ETH Zurich - Swiss Federal Institute of
Technology Zurich
=10 13 University of Pennsylvania

ing Program 2017

United Kingdom
United Kingdom
United States
United States
United States
United States
United States
United Kingdom
United States

Switzerland

United States



PROFESSIONAL  JOBS

UNIVERSITY
RANKINGS
The best universities in Asia 2017: the top 100

2016 Asia
Ranking

2017 Asia University

ranking

MNational University of Singapore

2 2 Feking University

2 ) Tsinghua University

4 2 Manyang Technological University

5 4 University of Hong Kong

B s} Hong Kong University of Science and

Technology

7 7 University of Tokyo

8 10 Korea Advanced Institute of Science and
Technology (KAIST)

] g Seoul Mational University

10 8 Pohang University of Science and Technology

11 13 Chinese University of Hong Kong

ng Program 2017

SUMMITS

Singapore
China
China

Singapore

Hong Kong

Hong Kong

lapan

South Korea

South Korea
South Korea

Hong Kong

RANKINGS

World
University
Rank

72

104

76

<

t

HAILAND

l,l\\'

1Y
WARD



THE IMD WORLD COMPETITIVENESS SCOREBOARD 2016

WCY Country WCY | Change i WCY Country WCY | Change |
2016 2015 2016 2015 ko

1 Hong Kong 2 Malaysia 14 V5

2 Switzerland 4 Finland 20 -

3 US 1 V 2 21 Israel 21 -

4 | Singapore 3 vi 22 | Belgium 23 Al

5 Sweden 9 A4 23 | Iceland 24 Al

6 | Denmark 8 A2 24 | Austria 26 A?

7 Ireland 16 A9 25 | Mainland China 22 V3

8 Netherlands 15 A7 26 | Japan 27 Al

9 Norway 7 \ i 27 | Czech Republic 29 A?
10 | Canada 5 V5 - 28 | Thailand 30 A2
11 | Luxembourg 6 V5 29 | South Korea 25 V4
12 | Germany 10 V2 30 | Lithuania 28 V2

13 | Qatar 13 -

il o vz THAILAND PERFORMANCE
15 | UAE 12 11'V3 27 28
16 | New Zealand 17 | A1l 50 29 30
2L 8| AL o012 20158 2014 WEZOISH 2016
18 | United Kingdom 19| Al

Source: IMD POSTgraphics



Competitiveness Breakdown: Thailand
Methodology / Overall Ranking

s
342 Criteria 20 Sub-Factors 4 Factors Overall Ranking
» Domestic Economy 37
= [nternational Trade b . .
?2/3s Statistics " 'nternational Investment 28 Economic 13th
* Employment 3 A Performance
Competitiveness * Prices 45
that can be
measured! = Pyblic Finance 10
h hasi = Fiscal Policy 5
€ eMmpnasis on = |nstitutional Framework 13 Government 23 rd
HARD FACTS _ o Effici
T * Business Legislation 4k Iciency
ensures objectivity . OVERALL
and transparency = Sgeietal Framework &l
RANKING
" E;;duitﬂivit: I 3.53 & 28th
- or Marke :
Out of 61
= Finance 23 BU_EIPEES 25th
* Management Practices 26 Efficiency
1/3 SI.II"UE}‘ = Attitudes and Values 23
Sompetiene |+ o .
P " = Technological 42
Over 5,400 = Scientific &7 Infrastructure 49th
respondents * Health _& Environment 52 _,u
= Education 52
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Alignment, Cause and Effect Relationship
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15U (Financial) F
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