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Quality Assurance Approaches

Rates of quality improvement with principles-based
versus rules-based approaches

-
)
B Principles-based Schematic representation of the
5 approach slower onset but potentially
®© more enduring gains in quality
-2 improvement arising from
0] Rt TP principles-based approaches,
% ' T compared with the more rapid
5 approach but plateauing (or even
a declining) gains from rules-based
E| approaches.
Time ®

Heywood LH. 2007. Principles-based accreditation:
the way forward? MJA, 186, S31-2.
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Organizational Profile

Workforce

)

Operations >

| Measurement, Analysis, and Knowledge Management |

Core Values and CO“ceptS

From Baldrige Performance Excellence Program. 2015. 2015-2016 Baldrige Excellence Framework: A Systems Approach to
Improving Your Organization’s Performance (Education). Gaithersburg, MD: U.S. Department of Commerce,
National Institute of Standards and Technology. http://www.nist.gov/baldrige.



2013-2014

* Designing and
implementing
work systems

* Cultivating
and managing
innovation

* Mastering
social media

2015-2016

* Change
management

* Big data

* Climate
change

2017-2018

* Cybersecurity

* Enterprise risk
management

2019-2020

* Business
Ecosystems

* Supply
Network

e Culture

* Security and
cybersecurity
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Item title and Key term in Type of information

[ basic question | small caps Item point value to provide in

ltem number..

Area to |
address

Headings .. "
summarizing

multiple
questions

[tem
[ ]
notes

Y

M 3.1 Customer Expm:latl{ms How do you listen to ,)ur customers and determine

products and services to meet their needs? (40 pts.) *

- a. CusTOMER Listening
(1) Current Customers How do vou listen to, interact with, and observe customers to obtain actionable infor-
4 mation? HOW do your listening methods vary for different (USTOMERS, CUSTOMER groups, or marfBE.SECMENTS?
HOW do your hstening methods vary acoss the CUSTOMER Life ? HOW do you seek immediate and ar:l:lpnal:lle
feedback from CUSTOMERS on the quality of products, CUSTOME su'ppurt and ansactons?

T (2} Potential CusTomers How do you lizten to potential cusTOMERS to uhtaha.cﬁunahle informationi, HOW |:|n

Mote in italics for nonprofit organizations

response to this item

L]
.

you listen to former CUSTOMERS, competitors' CUSTOMERS, agg other potential CUSTOMERS to obtain acionable - - . I Overall
information on your products, CUSTOMER suppart, and transalt Esaepmpnabe'? i -QUESH{}]"IS
Terms in SMALL CAPS are defined in the Clussw afKEy' Terms fp;g's 45.—53.1.
Motes T T3 MU|tip|E
— L}
3.1. Your results on performance relative to key product 3.1a(1). The customer life cyde begins in the product qUEStlﬂns
features should be reported in item 7.1. concept or pre-sale perind and contnues through all stages
3.1, For additional considerations on the products and business ‘Ff your m""‘:'l_""EmE.m ""'-‘.'J-'" _r-hE Eustomer. ThE_E'E stages n'ughl:
of nonprofit (mcluding govermment) erganzations, see the m;l.ude I'E]E't‘:'f}"h’]:' building, the active business relation-
yr| notes to Plaf1) and P2b. 4 ship, and an ext strategy, as eppropriate.
3.1a(1). Your customer listening n:Leﬂ'mds might include For additional guidance on this item, see the Criteria
social media and web-based technologies. Listening through ~ Commentary (https:/fwww.nist. gov/baldrige/baldrige
socal media may indude monitering comments on social -criteria-commentary). ..
media outlets you moderate angd on those you do not.
Link to
Criteria
Commentary

2019-2020 Baldrige Excellence Framework
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m 10-25% 30-45% 50-65% 70-85% 90-100%

M2 819N15UTLLAWNTZUIRNITHNIA 3.1

No Systematic The beginning An effective, An effective, systematic approach, An effective, An effective,
Approach Approach to of a systematic responsive to the overall systematic systematic
item systematic approach, requirements of the item, is approach, approach, fully
requirements  approach to responsive to evident. responsive to responsive to the
is evident; the basic the basic the multiple multiple
information is requirements  requirements of requirements of requirements of
anecdotal. of the item is  the item, is the item, is the item, is
evident. evident. evident. evident.
. amﬁ'uﬁ%%'msashﬂs‘lums%’u
Criteria am‘uuumm‘samal‘s‘[umﬁuﬁamsﬂu W Updanins uasdoinaeiSun (Multiple question)
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SCORE DESCRIFTION

0% or 5%

Process Scoring Guidelines (For Use with Categories 1-6)

Mo SYSTEMATIC AFPROACH to item questions is evident; information is ANECDOTAL. (A)
Little or no DEPLCYMENT of anmy SYSTEMATIC APFROACH is evident. (1)

= An improvement crientation is not evident; improvement is achieved by reacting to problems. (L)

Mo organizational ALIGNMENT is evident; individual areas or work units operate independently. ()

10%, 15%,
0%, or 25%

The beginning of a SYSTEMATIC AFFROACH to the BASK. QUESTION in the item is evident. (A)

Tha AFFROAWCH is in the early stages of DEFLOYMENT in most areas or work umnits, inhibiting propress in
achieving the BASIC QUESTION in the item. {1}

Early stapes of a transition from reacting to problems to a general improvermant orientation ane
avident. (L}

Tha AFFROACH is ALIGNED with other aneas or work units largely through joint problem solving. (1)

30%, 35%,
0%, or 45%

Anl CITVE, SYSTEMATIC AFPROWCH, rr_"h'p-:mlii'l.'l:* o thie BASIC QUESTION im the item, is evident. (A)
The AFFROACH is DEPLOYED, although some areas or work units are in early stapes of DEPLOYMENT. ()
The beginning of a SYSTEMATIC APPROACH to evaluation and improvement of KEY PROCESSES i5
ovident. (L)

The AFFROACH is in the early stages of ALIGNMENT with the basic orpanirational nesds identified in
response to the Organizational Profile and other process items. {1}

50%, 35%,
0%, or 6%

An EFFECTIVE, SYSTEMATIC AFPROACH, rﬂh‘p-:msi'l.'E- o the OVERALL QUESTIONS in the item, is evident. (A)
The AFFROACH is well DEPLOYED, although DEFLOYMENT may vary in some areas or work units. {1

A fact-based, SYSTEMATIC evaluation and improvement FROCESS and some organizational LEARNING,
including some INMOVATION, are in place for improving the effidency and EFFECTIVENESS of

KEY PROCESSES. (L)

The AFFROACH is ALICNED with your overall organizational needs as identified in response to the
Orpanizational Profile and other process items. (T)

70%, 75%,
B0%, or B5%

An EFFECTIVE, SYSTEMATIC AFPROACH, responsive to MULTIPLE QUESTIONS in the itemn, is evident. (A)
The AFFROACH is well DEFLOYED, with no significant gaps. (1)

Fact-based, SYSTEMATIC evaluation and improvement and organizational LEAENING, induding
INMOVATION, are KEY management tools; there is dear evidence of refinement as a result of
organizational-level AMALYSIS and sharing. (L)

The AFFROACH is INTEGRATED with your current and future organizational needs as identified in
response to the Organizational Profile and other process items. {1}

B0%, 95%,
or 100%

An EFFRECTIVE, SYSTEMATIC APPROACH, fully responsive to the MULTIPLE QUESTIONS in the item, &
avident. (A}

Tha AFFROAWCH is fully DEFLOYED without significant weaknesses or gaps in any areas or work units. (D)
Fact-based, SYSTEMATIC evaluation and improvement and organizational LEARNING through
INMOWATION are KEY organization-wide tools; refinement and INNOVATION, backed by ANALYSIS and
sharing, are evident throughout the organization. (L)

Tha AFFROACH is wall INTEGRATED with your current and future organizational needs as identified in
responsa to the Organizational Profile and other process items. (1)

Wisdem of the Land

Results Scoring Guidelines (For Use with Category 7)

SCORE DESCRIFTION

0% or 3%

* Comparative information s not reported. (Cp

There are no organizational PERFORMANCE RESULTS, or the EESULTS neported ane poor. (La)
THEND data either are not reported or show mainly adverse TRENDS. {T)

RESULTS are not reportad for any arees of importance to the sccomplishment of your organization’s
MIESSION. {T)

10%, 15%,
0%, or 25%

A few organizational PERFORMANCE RESULTS are reported, rasponsive o the BASIC QUESTION in tha ikem,
and early good PERFORMANCE LEVELS are evident. (La)

Some TREMID data are reported, with some adversa TRENDS avident. (T)

Little or mo comparative information is reported. {C)

RESULTS are reported for a fow areas of imporance (0 the accomplishment of your organization’s
MIESSION. {T)

0%, 35%,
20%, or 43%

Cood organizational PERFORMANCE LEVELS ara reported, responsive i the BASIC QUESTION in the iem.
{Le)

Some TRENID data are reported, and most of the TRENDS prosended are beneficial. (T)

Early stages of obtaining comparative information are evident. ()

RESULTS are reported for many areas of importance o the accomplishment of your organixation’s
MISSEON. 1)

0%, 53%,
6%, or 65%

Cood organizational PERFORMANCE LEVELS are reported, responsive io the OVERALL QUESTIONS in the
item. (La)

Beneficial TRENDS are evident in areas of importance o the accomplishment of your orpanization’s
MISSION. (T}

Some curtent PERFORMANCE LEVELS hava been evaluated againse relevant comparisons and/or
BEMCHMARKS and show areas of good relative PERFORMANCE. ()

Organizational FERFOEMANCE RESULTS are reporeed for most KEY CUSTOMER, market, and PROCESS
requirements. (T}

0%, 75%,
80% , or 85%

Cood-to-excollent organizational FERFORMANCE LEVELS ane reported, responsive o MULTIPLE
QUESTIONS in the item. (Le)

Beneficial TRENDS have bean sustained over time in most aneas of importance to the accomaplishment of
your organization’s MISSION. (T)

Many to most TRENDS and current FERFORMANCE LEVELS have been evaluated against relevant
comparisons andfor BENCHMARKS and show areas of leadership and very good relative

PERFORMANCE. (C)

Orpanizational FERFORMANCE RESULTS are reporead for most KEY CUSTOMER, market, FROCESS, and
ACTION PLAN requiremants. ()

90%, 95%,
or 100%

Excellent organizational PERFORMANCE LEVELS are reported that are fully responsive to the MULTIPLE
QUESTIONS In the item. (Le)

Beneficial TEENDS have been sustamed over time in all areas of importance to the accomplishment of
VOUT OTganizations MISSION. (T)

Industry and BEMCHMARE leadership is demonstraeed in many arsas. (C)

Organizational FERFORMANCE RESULTS and PROJECTHNS are reported for most KEY CUSTOMER, market,
FROCESS, and ACTION PLAM requi:ements. ()]
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Organizational Effort

World Leader
891 -1000\

Benchmark Leader

Industry Leader 791 - 890

681 - 790~

Good Performance

Early Result 471 -571

\ “Emerging Industry Leader

271-370 571 - 680
Early Improvement
Ear|y 371 -470 >
Development
TQA Score

0-270
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ATMYNUAZUBIAAKAN (Core Values and Concepts)

Delivering value and results Systems perspective

Ethics and transparency Visionary leadership

_ — .S Student-centered excellence
Societal contributions oy —\""
Valuing people
Management by fact

: : : Organizational learning and aqilit
Managing for innovation g g gty

Focus on success
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) 6 o Q - .
1.1 msmaaﬂmfﬂﬂé’msmuga: Senior Leadership

* How do senior * How do senior leaders

| 74
leaders set your ANLUU create an environment
q :
organization’s vision for success now and in

0 w
and values? Naaf] 1S9 the future?
* How do senior * How do senior leaders
leaders’ actions create a focus on action
demonstrate their that will achieve the

commitment to legal organization’s mission?
and ethical
behavior?

* How do senior leaders communicate with and engage the
entire workforce, key partners, and key customers?




1.2 Msnmnuauaadansuaznsasvlszlannlnaiay: @ 1
Governance and Societal Contributions

How does your UQUﬂﬁlﬂﬁJ * How do you adc?lr.ess
orsanization ensure ﬂ{]%l]']ﬂ current and anticipate

responsible ﬁ'j’iuqﬁuqa future legal,

QJ
governance? LLel S regulatory, and
community concerns

with your products
and operations?

How do you 585554

evaluate the

performance of your

senior leaders, n1sas19Usela vl How do you promote

including the chief and ensure ethical

/)
executive, and your sdAd behavior in all

governance board? interactions?

* How do you consider societal well-being and benefit as part of your strategy and daily

operations?
* How do you actively support and strengthen your key communities?
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2.1n139N1Naenn: Strategy Development &) Vehicol University

 How do you decide which key processes will be accomplished
* by your workforce and which by external suppliers, partners, and collaborators?

* How do you conduct
your strategic

N3I&UIUNITT

* How does your

o UUNTU

. strategy
planning? IINLAU augﬁﬂugv]é}ﬂ development
* How do you collect and ¢ process
analyze relevant data naq‘ms o timulate and
and develop e eoroorate
incorporate
information for your innothion?
. - Y ¢ A 6 :
SRl plEnning MOUILEIALAINAYNT

process?

* What are your organization’s key strategic objectives and timetable for achieving them?
* How do your strategic objectives achieve appropriate balance among varying and
potentially competing organizational needs?



2.2 nsinagns lddua: e
Strategy Implementation

* What key

* What are your key short-
performance

%4 (%4

AYINLNDAANY

I - ' o
E?adnsc;nger term action 15U LR easures or
' LLNU LLASNIS indicators do you

* How do you deploy your g

N . pﬁ;nsp AEY YNSAENT . use to track the
« How do you ensure that ATNNIFUNANTT achievement and

. . 4015UAU o effectiveness of

financial and other u A Ununns your action plans?

resources are available to

support the achievement Y p= =~ U
of your action plans while | N13UIULUABULNUUUANTT

you meet current

* For these key
performance
measures or
indicators, what

obligations? are your
* What are your key * How do you establish and implement performance
workforce plans to support B modified action plans if circumstances projections for

your short- and longer- your short- and

term strategic objectives ] X longer-term
and action plans? execution of new plans: planning horizons?

require a shift in plans and rapid




Why student feedback
IS important?
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3.1 ANAMIAKNYIANAI: Customer Expectations

* How do you listen o/ A1SATLLUN * How do you
to, interact with, and ﬂ’]ﬁ‘U‘W\‘l " v determine your
NAUNLIYY

observe students AY o ¢ customer groups
and other customers Uﬁﬁuwuﬁ aﬂﬁq LLAY and market
Y

to obtain actionable segments?
information?

How do you listen to
potential students
and other customers
to obtain actionable
information?

HILA6 HIUNAA

N15AANISANET 28
LLAZUSNIS

* How do you determine educational program
and service offerings?




(¥ v
3.2 ANANNNKUdIANAI: Customer Engagement

» How do you build N139ANT N15US2LEUAIUNS

) EETSE ﬂ’)’]ﬁJ%ﬁlﬁﬂé
students and other

customer
relationships? msaﬁuauu

Y o v
How do you enable WLIYULLASANA Ar1uNInala
students and other

customers to seek
information and
support?

wala A1ulaing
walauazAURNWL

Wsguneu

N153AN15VD . .
eRNEL N3 LULHYIANA"

Ll o Fl1a 10

* How do you use voice-of-the-customer and
market data and information?

How do you manage
students’ and other

customers’
complaints?

KINYIRYUURNA

ahidol University

* How do you
determine
customer
satisfaction,

dissatisfaction,

and engagement?

* How do you
obtain
information on
students and
other customers’
satisfaction with
your organization

relative to other
organizations?




If You can't
Measure lt,
You can't

lmtprove It

(wWilliame Thowson, Lord Kelvin)

\ UnINUNAYLReA
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“If you can’t
measure it,
you can’t
manage it”

Peter Drucker
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Measurement, Analysis, and Improvement of Organizational Performance

* How do you track data and
information on daily operations
and overall organizational
performance?

 How do you select comparative
data and information to support
fact-based decision making?

* How do you select voice-of-the-
customer and market data and
information?

* How do you ensure that your
performance measurement
system can respond to rapid or
unexpected organizational or
external changes?

 How do you review
your organization’s

performance and

capabilities?

g o\ (.
APl AN

UJsuusa

 How do you project your organization’s future
performance?

* How do you use findings from performance reviews
to develop priorities for continuous improvement

and opportunities for innovation?
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4.2 N13IANTIFIAULNALILNITIANITAIIN: @ vendol Universiy
Information and Knowledge Management

How do you  How do you build and
verify and ensure manage organizational

the quality of knowledge?

organizational e How do you share best

data and practices in your
information? organization?

How do you * How do you use your
ensure the knowledge and resources to
availability of embed learning in the way
organizational your organization operates?
data and

information?
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5.1 @nnzninaanaInUaaIng: Workforce Environment st

* How do you assess your * How do you ensure

workforce capability and VAAINUATIUIIN ﬁﬁ’]\‘l’]u workplace health,

capacity needs? L o w security, and
How do you recruit, hire, M TGN accessibility for the

place, and retain new - - p workforce?
workforce members? ansuselavy

How do you prepare your
workforce for changing
capability and capacity

? : :
needs: . * How do you support your workforce via services,
How do you organize and benefits, and policies?

manage your workforce?

LATULYUIEATUYADINT
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5.2 mwgﬂﬁ’%maaqﬂmm: Workforce Engagement

* How do you - How does your workforce
determine the ﬂ’)’]&l%lﬂ N13INNTINE performance management

key drivers of A v system support high
workforce ﬁu%m ﬂ’]i‘Ui]Uﬁﬂ’]‘L! performance?
engagement? How does your learning and
| Y3 b development system support
I;I;vevsgo vor UA8 1N o the personal development of
ATISNAUIUN workforce members and your
e organization’s needs?

engagement? 9 ¢ How do you evaluate the
APUUBITUINANT effectiveness and efficiency of
your learning and development

system?

.. : How do you manage career
How do you foster an organizational culture that is development for your

characterized by open communication, high workforce and your future
performance, and an engaged workforce? leaders?
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6.1 N3EUIWNITINIIW: Work Processes S 1/ghidol University

* How do you
determine key
educational programs
and services and
work process
requirements?

* What are your
organization’s key

 How does your day-to-day
operation of work processes
ensure that they meet key
process requirements?

* How do you determine your
key support processes?

e HOW do you improve your

N1389NLLUUNIT

N1SAANIS

[V} =

IANTIANY

2%y S5 | NITUIUNIS

Lo NIoUIUNI?

NNUndIAgY N193ANT

work processes? LAS2UY wo(rjk prcicess§:s tq increase
« How do you design u;ﬁlﬂﬂﬁﬁll UL stu enjc earning, improve
your educational A educational programs and

services and performance,
* Howdoyou |+ How doyou enhance your core

manage for manage your competencies, and reduce
innovation? supply network? variability?

programs and
services and work
processes to meet
requirements?




6.2 13zanomNazaIn13lz)UAN13: Operational Effectiveness

* How do you
manage the
cost,
efficiency,
and
effectiveness
of your
operations?

UsZaNININLAY A

USLANTNAaVD S Uaonnauas

N5ZUIUNTS Jarriil-g

A1

NNSLATYUNSDUATU o
Uaanneuu

AuUannneLas )
lanlaiuas

N1TRNAY

rMUNAULRA
B l\_/lfah‘i.doll University

* How do you
ensure the
security and
cybersecurity of
sensitive or
privileged data

and information
and of key assets?

 How do you provide a safe operating environment?
* How do you ensure that your organization is prepared for

disasters or emergencies?




Work Systems — Work Processes

Work Process
Requirements

Requirements Requirements

Work Process
Requirements

Work Process E Work Process

WP1.2

Requirements Requirements

Work Process
Requirements

Work Process Work Process Work Process
Requirements

WP2.2
Leading KPIs 1

e

7.1 9 waansauilsananazaInszuIRNSUNLANIS

(1) Uszansnmuazilszansuazasnisdpy

(2) NMTLATVNNITDNADNIERNIRY

e

nia

WS1

WP2.4 WS2
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Program

Requirements

Key Ed. Programs

Key Services

Lagging KPls 1

> &Y
710 HAIANDATIBNIT

Service

Requirements
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Key Performance Indicator (KPI)

* Leading KPI: 1iwa%it
Tauan(luguaans) wie

Leading KPI Lagging KPI

T B A& o Predict goal achievement Measure goal accomplishment

L WATBIANANLL R - .

o o 1 Q 6

mmsmlﬂgwaawa AMUNINE LATDIgNAN ANINNIILNNYIL DAY Y
ANNIND LA VDINIHNIH 2631N1IRN00NVAINHNIN

® Lagging KPI: 1Tl A1 Th
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EVERYONE'S
RESPONSIBILITY

W.E. Deming
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