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A Self-Assessment of Your Organization
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A Improvement Plan

- Action Plan for Improvement Priorities

- Time line for Improvement Plan
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o Self Assessment 8 Y T} vy:':
o Internal Organizational Assessment

o External Organizational Assessment
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The Value of the Criteria

6 An integrated management system IS a management system
that integrated all of the organization systems and processes
Into one complex framework, enabling an organization to work

as a single unit with unified objectives.

6 The Criteria for Performance Excellence reflectleading edge,
validated management practice essential to achieving optimum

rformance




Building the Integrated Management System

Requirements

Engaged
Customer
Leadership

\

Strategy Development and Execution

Meet ----- Delight

Engaged
Workers

Work
Processes

Data and Dashboard to monitor Progress




Performance Excellence

An integrated approach to organizational

performance management that results in

1. delivery of ever- improving value to customers and

stakeholders, contributing to organizational sustainability
2. Improvement of overall organizational effectiveness and
capabilities

3. organizational and personal learning

\ |



Education Criteria for Performance Excellence
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Path to Performance Excellence

Reacting to
Problems

Systematic

Alignment
Approach

Integration

Key stakeholders initially
very excited but ultimately
disappointed when you
can’t execute
Boom Bust Curve!

Strategic

Sy —

A J

Leadership

’f{'\
N
/

Execution Excellence

Great services but
not meeting the needs

of the key stakeholders

>

Organizational
Learning

Integration

Alignment

Systematic
Approach

Reacting to
Problems

Adapted from: Tang, V. & Bauer, R. (1995). Competitive Dominance
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Strategic leadership Execution Excellence Organizational Learning

1.1 Senior Leadership

1.2 Governance and
Societal Responsibility

2.1 Strategic
development

2.2 Strategy
Implementation

3.1 VOC

6.1 Work Process

6.2 Operation Effectiveness
3.2 Customer Engagement
5.1 WF environment

5.2 WF Engagement

4.1 Measurement, Analysis
and Improvement

4.2 KM& IT

7.1 Product and process
results

7.2 Customer-focused
results

7.3WFFocused results
7.4 Leadership and
Governance results

7.5 Financial and Market
results
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HRHY “B& YK (Systems perspective)

" KW 7 ey HEHEaEKB €k @Visionary leadership)
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" TR eTYTHLR™ X' K (valuing people)

- OreH 4 HK Hh e XKx K T(Qridakizaoraideqrniagidrd
agility)

" THRHAR K oTHTHEA (Focus on success)
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" oTHHKKMBY KxITX H (Societal responsibility)

MH YHK 1 H H e X (Ethidhnd transphrenki)

" WTHYK B’ BermKrgKKEDelivering value and results) 14



Strategic leadership Execution Excellence Organizational Learning
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The Role of Core Values and Concepts

The Baldrige Criteria build on
core values and concepts... """ °°

——

i)

=

= Systems
= perspective

which are embedded in
systematic processes...
(Criteria categories 1-6)

yvielding
performance results.
(Criteria category 7)

-
...
s
* e
L
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Success Is not just completing the assessment,
or even translating the findings into sound

Improvement plans.

Success is implementing the improvement plans

properly, in order to improve performance.




The Two Evaluation Dimensions

FOR PROCESSES FOR RESULTS
(Categories 1-6) (Categories 7¢é 7.1-7.5)
w  Approach (A) w  Level (Le)

w  Deployment (D) w  Trend (T)

w  Learning (L) w  Comparison (C)
w  Integration (I) w  Integration (I)

Total point= 550 Total point= 450
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IMPROVING PERFORMANCE SIGNIFICANTLY

EFFORTS I

World Leader |
876 - 1000

“Benchmark Leader
776875

Industry Leader -
676775 >/

/
Good Performance . ~Emerging Industry Leader
475-575 —~__ > 576 -675
Earlg Results e
76— 375 ®) ,,/\’"

= o Early
Early Improvement

Development 376—- 475
0-275 MBNQA SCORE
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A Early Development

0-150

0-120

1

1

The organization demonstrates early stages of developing
and

iImplementing approaches to the basic Criteria requirements,
with

deployment lagging and inhibiting progress. Improvement
efforts

are a combination of problem solving and an early general
Improvement orientation.

Results arereported for a few areas of importance to the

accompli shment of the organi
generally

lack trend and comparative data.
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A Early Results

151-210 2 The organization demonstrates effective, systematic
approaches responsive to the basic requirements of the
Criteria, but some areas or work units are in the early
stages of deployment. The organization has developed a
general improvement orientation that is forward -looking.

121-160 2  Results arereported for several areas of importance to
the Criteria requirements and the accomplishment of the
organi zat i contkesfthmde sesultso n .
demonstrate good performance levels. The use of
comparative and trend data is in the early stages.
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Evaluating Processes
Approach

A Systematic
I Methods are orderly and repeatable.

I Measurable (based on reliable data and information)

A Effective

i Methods are appropriate to the Item requirements and your
operating environment (Organizational Profile).

I Methods, when used, serve their purpose.

A 509% means:

i Effective, systematic approach that is responsive to the OVERALL

requirements of the Item.
39



Evaluating Processes
Deployment

A Deployment is:

I Addresses Item requirements that are relevant and important to
the organization.

i Implemented consistently.

I Used by all appropriate work units, areas, or segments (e.g.,
student, customer, market, workforce, location).

A 509% means:

I Approach is WELL DEPLOYE[although deployment may vary
In some (15%-30%) areas or work units.

40



Evaluating Processes
Learning

A Cycles of fact-based, systematic EVALUATION AND IMPROVEMENT

of the approach
A Breakthrough change to the approach through INNOVATION

A Organizationallevel analysis and SHARING of refinements, innovations,

and lessons learned
A 50% means:
I At least one cycle of refinement
I Some evidence of innovation
A 70 % means:

I Clear evidence of sharing
41



Evaluating Processes
Integration

A Aligned

I aligned with organizational needs (relevant key factors from the Organizational Profile).

i Example: The Strategic Objectives [2.1b(1)] address all strategic challenges and
advantages (P2b) and leverages the organization® core competencies [P.la(2)].

i NEEDED for50%

A Integrated

I integrated with the processes in the other Items.

I Example: The Strategic Objectives [2.1b(1)] are informed by customer requirements
[3.2a(1)], are the source of the key organizational performance measures [ 4.1a(1)],
lead to the determination of workforce capability and capacity needs [ 5.1a(1)], and are
considered in the design of key work processes [6.1a(2)].

i NEEDED for70%

42



The Criteria Structure

Categories

Basic requirements

Overall
requirementsl |
Overall Areas to Address
requirements2 f
Multiple I 89 Specific Questions

requirements

More

Specificity




1.1 arsdasdAni1slasgdiszAuds - guaszdudadidgantuaenals (70 azuuu)

[Aszuauns]
hfaduieiia3fnrsigthrsdugafuidreauadlunrstihuasibisariuilarudedu

ﬁnqiﬁgﬂ*} SEAUS I 51IUTTE 711741 Wa Wl TeuUazang *]mgiﬂél" v ilaausinwunivag iy (e

a¥eudanssutasvir liilnan1saudun 15 OuLan saueasueisn1sigdrssAugedoa 15y

UAATNT BLSELILAZaNA 1 WESEY zym}"ﬂﬁi.;

. Overall level 1
Taomaudmamumallil
n. AarmaAil Ardsu uazwusha Overall level 2

(1) FdewAd waz A e
qj’zﬁﬁ;‘:ﬁ'ﬂg&ﬁqiﬂﬂﬂﬁaﬂw!ﬂﬂnﬂﬁqwnﬁé’ﬂﬁﬁﬂ Uaz /YUy asa&a0 oL

IsTFAud wEve Ao EVAULAS AT ALAINa 1 LA TUSSUUNISUE B98I ﬂﬂifj'l_‘l ADNS

Lele

srrsailefdhmuansuesddameundn sumsdiEeu gnéngudu waiiidnlddnadedug =)
ﬂ’n‘iﬂﬁﬁﬁmwa:aE:J'ﬁ’rsﬁﬁ’ugalﬁuama'iﬁLﬁuﬁ'-aﬂTmu;aﬂ'”uﬁﬁﬁiaﬁhﬁﬂuﬁanfi’lwaaamﬁuatiﬂh
(=) nﬂiﬂatﬂ‘miﬁﬁﬂﬂqﬁnﬁimﬁgnﬂﬂﬂ.-m'lﬂuazﬁa?ﬂﬁs'm
woinssuvasdiisedugeanfanuslaiudantsdaaTulitianginssuiign
napwisiasileigssnadhaly
Faudinsaianmuasdsunislussdnsivilidesdeufifednals
(3) nrsdadsaanUulbmlszaurudnEo
ﬁi’ﬂﬁﬁﬂﬁ-ﬁ'lLﬁuﬂ'ﬁati'1-ﬂ:sLﬁaﬂﬂﬁﬁlmﬁuﬂiﬁﬁmamﬂmﬁﬂﬁﬂmg’mmmfrn
TuGsadassluid
®  FTENTNLIRDDL Lﬁﬂ'ﬁhﬁ@ﬁﬂﬁ?ﬂ TS ulsaanssdwiiuns fnadwslanau

wilpdnTiuBy TumMainmeaEeu; lussivsamiuwasyiibigranaiansEeugae

44



1.7 THk Y U120 ©X ¥R K

117 TOHk Y Ty:: 6 H I HHAK hXrgRIKOH X XK X K
1.27 T 9 KHerserX eThHKKMbYKXVTX H (50" X €]

—



A7 TOHg YHy:i:' 6 H I KKK g W RHEFKDHNKKE |
VHUT: XH

Overall level 1 Overall level 2

6 @ YK Y™ TH 3 4 1 K hxiys VO K T e TS TYTBKUK f K QB X
WG OGO Ayet HEBIH K H - g OKTKE (@ X' U TYRHTHHTIK
ek it TT H UHYy HNT: €k A KWH%QFS*,(K@M an IH_[/’I:UF‘(h Ak YTl

LK R R R
o @ HK Y- quwmtﬂmmmxmngﬁrmmwwgL‘”"
@)

KT nKh newy ek emXah” I/I'Ill,\-([H'-lj' € Mh X Hy \HWHLLE BRKTH H

Kh™ R @ xeXrranTucgng ¥ @ HK 4T T 3 9 ARG G FODK
© TR OKY THEK Yk Thw 3 4 1 ek oS HRME KT era ot 0T

6 @ YK Y4~ THEEgx K RHK iy e @ ke ™ TH 3 IRk T HoXT

€ X hh™y HUYwOKK] K H X K KKehb XXk~ x K K h' RO ¥ K «

K HXT $1KK 1) R A ) R N A RV

wo K h ik Y ThH X XKx K T hsis XXHARLE,

T THK P YK XK Y3 Y TKT KK H



~ e THORY . OOKHITKG GO ThHY v=:° B M

| rKeK” THTAGTHR AT XKD %me%mf
" FTHTOHemXH Y H YHKHH R KHE h ik Y Th X

" KK THTHILY,? EOR KiHXTK o T TRV KT
€bXHXHXHTe | XHKh kY ThH XKx K T h:

" ek THTWT TerpXTHE e TKhKK™ v, :Khrpl H
| XKHK h ik Y Tl X XKx K T he'

T HXKekT THT HXKh ik KT i K H H€ YY)
NH Y : Ux:: ‘eK‘HﬂVKFb OH KY K« OUH 3 47
H XXX KTh

\



" HXKek” Tib Y8y ¢ SHaH TG &K ©
€X' WLK YHHY::" © H

6" @ TUHEexJl Kk €nYYC™ vy 6 HEeHYy
QKB €K & H'X 1 T kil bR
XY HUHK oK™ THR BXPK ol Bt K HTKB SxeX N Tk Y

H Ty H VHEHE 808 K3 oK erpk HKK HEuTikB £k €X T H H
Kx::” mUTe €©H YWy XH

o KEHE T TH aHb¥H xyy eKK fir X K K~ TlH K Y
" QLeadership system)

Y-,<



A Simple Leadership System

Continuously What Will
Improve We Do?

Get Better
Next Time

Motivate
Employees

What Do
They Want?

R Who Do | Do
Stuff For?

Be Role Models

Give Everybody
Their Part

Thank The

People Who Analyze
Made It Performanc
Happen!

Nike - Just
Do It!

N T

Empower
Teams




" UK YHH

€Kk vy T ° WK YHH K T HxORK @k |
| o3 PRCTHTHEE T HH@R e Tz BYEPK kK iie™ W
6 7 Wt K KKK KMbY K3 BXGRK
o~ BEKOK «THT HTHT v 7 T HRexibeem :3 BiPK
o 7 B KORKTIEUHHH3 8K A7 67, :Khgll 1K' T HHexiQr 3 K€ 1] K
o 7 WK | HKTHRX WK K HRexiRem O tXepk
o " BEKOR B HRT Hy oM Tip A HDK WD) iKY wyi: ~ TiH
o 7 B K KR H THerymaXs BXEK K oxiBHoKm
o K HRKKITHEN v 7 THTHIY T HRGHE -Hy K3 Y@K © K v v TY TUK

oK THTHIE T HROR i HXT KK, 19




K3 KLf 3 BY B 3 RapoK Tlonyis 103 9 v i
eTX:yy 347 e TOHHhW:HXWEYH
Vol @R Ok Tl ity HELSRK™ B 13 Y
THTHYE R KK W H @ H 2T M2 X KIONIT X ek H
Kk €1 Yyt OHHYXKH X 7K X% Org | H

\



oK h itk Y ThH X Kx K T hii: BOFR I XE K o W KAWL
T Y TRy y H IR Winr v POK 7] i x i OKK € ATELK
KUY~ ThH K 1 YK X arHX I VW 9 RO KK ™

\



" THTAGHHDK BMKHHT TOR il @ HH 47~ H X K & KK T
XXKine” W

LHY™ BET K OKAH YHKEHH 3 47 K4 HIBEeWy &
Kh g Y TH XXKX KT h::

2. K h itk Y TUASREeK-G rilcdonsoKy |y~ KT Bia
K FHK Ye3 CKBE ThTK KaOBKTKM ST ik

3. WX K YW HHH 3 Y TBK KTTH e A% Bk HBERR
KTk V) THHY kotees Ths BX@K O VHHRHH ™ TIH Hp W27
T OHK HXKMKYK T YK X X Y3 4y nHYUUHYHKHHH
4. K h itk Y AEROREHOK IATHRELG il MGG § e X K H X K PR ¥
ek Jl Kk xx ©F MK 3pT0 g h™ " K

S\ TR T SRR K WHIL THIBETHY | K H KX i K




© Kaek” THTHELY Y O iHXTK o Tl THH
3 MOXHXT Merp¢XDXH T K QKK Th

8 v, BHX yK3 Bl
1. O TH ATE: KHHHTY TUCemXe x Bk KHHH 3T/
KY T kaWFgR K Merp@i3hd.: @4 iHhKe
27 UHEKk T Ky::' © H3Y4nHhW: TH AT K @ XX’
3.7 THEKKy::' 6 H34nHY eTH by XX«
4.7 OHexJl Kk Kh ik Y TDKATK Ky THOXKY Tk Yk~
5.7 THHER K KHH3 AAR KIKX CHe TIK h i1 H X ek I SoRTpiek < H
6.€KkJTKV:: © HeTW:” TUHEHYHKHh I
7.7 TUHKXDBbK UemX€THYH 3 x" ¢ X TUHEKkJI K Kt

w”'ﬂqnﬁ('ﬁvlﬁﬂ’ X



I

HhW:k Hx KK mng ~1SO 9001
PDCA

HNeHekJl Kk X H
HY KHT:eax mH HW

HhW: KHdmhKx " THe B:eKk™ mHrHMNeHe T:eKKk™ mH

SHXT Y @Y KO  KPle ipESC

HhW: TH nT: Kk @) Six Sigma
Innovation Award
R2R

H hIt': €k ] k Keh i1+ Benchmarking
KUY TEeK g™ TH

H hW: Kx Bk TIH Tle Leadership Development
Program

HhW: Kx Bk T h  Talent Management
Program

KHXKTK™ HHH™ TH

K HXb hH KPR TG IKY Y
HN@HEeKJIK' B X H
KUYKKTH' @ TIH™ 1T
€MHXHY KHT:exmn

TKXKTKhk:: Kk HX
Benchmark

TKXKTKhK®mBX®H"
HNeH THEeH4YHKH

TR K T Xy

Ty K digX K H X E€H YK K
KK QY



- HXKek” TWTWT TrerpXTHEE @ THKh 'K v, 5
Kh' mT o1 XHKh itk U TlH X XK x|K

O MW7 T K OKP HTA T R 3 Ay TAT @K 3 Y C ¢ X
€K it Tk 1 X T2i: " TES T T VI 565 HlioRFkDKG @7 +
THIR ~ TR Ak ek i3 YL R

o7 YT K KK h i H X ek e T KUK T HH TH

o QWTHT TG HAerWi H/MRH i Tk HBKKE THTRT T Ky 1
T T3 T: kK HXx KK HR:

0" @3 K3 akby1:3 THK THTRTTHRRHXADE €Ky ny X K>
B HUTHT T Ty HIZDK r, K Khrol| 13 ;g ey 2 O v

\




O WHT HSKieroXT AR HHDK MK THTAT TereKK Ty 3 T4
X HE D KK XK H: H T

O U X XK X K Kerrfi i xtbil y:2 by €b HXXT /i €K /] |
-HYKh ivHXx KKY)XKby K
- HYT G K KR H THGIPOK Wil forsernoBbH @) -

XOKK (3 or@R &1 3 FeKony! e T T v KKK H Y]

G KO I H Fea T HIF b' BE ¥ CYe The b X

KhivrHx KKH Y TH

-T YT Kk XKHhk e KK € X T bXE X 64 HK
K XBHK KT B Y e e T THIB B W CK v 11y 7 XK BE




HXKae@k™ TH" H XX h ik XKT nKih
KUK XK YT Ty AT Uw ks Y
3 4ynXKy vy::rys:' © HI XHKh inK

o QKN TER WM MORIGBKI™ T Tf K MRITE HTHE BXYCS V] KTIH
@ T: o KPOK ®AH| HY Kok @Y HhKeny
aTKB EKOV:y s & ThH x Y KK ThH K iy H U T KB Y
“ Y TIT TOEEXKK Pay for Performance©k J] K X i K

o M6 iQuality Tool x N Tkl T M6 Bix Sigma, Lean, ISO
series€ X VI ny:: " Y Tie i 0@ K IKKITIH RlHw H U

HeH3 X B:XT W THTKkXxKTKkhKkyHAT: I



1.2 7 TF 9 kAerenX eTHHKKMbYKKVTX H: T 3 TK x k XY T/€!
y HAT: % H K “©H Wa X 3KH KT K & flmph K i WK Hio

Overall level 1 Overall level 2

O HIX K K™ U B XK XEhiem W T3 TKX K3 Y TOKT in (LK KLY H KT
\ L, e THHX KKYXbyYK
K H X KRG T K3YREKINE K, 3 Tk x « XY TIeK Y KT Ry e Bk X
HXK K-erpX ik HXT KKy KT YK XK Y T ™ e ish il HREheikig
\ . THUHT Te M BHIKn X H
0@ YK Y™ TH 374 TRieRstKT ¥ 27k ko @it « B9 T % viTX o
X TH™ T TerdMe e YHK H'H?»HHH,H.‘{N&MVT b XK MEYhWAKE rolXHRip C
T3 TK X K 3 % Hir XKk K xWH/
Al u”3@*“”6'iawww§3mxuammvrm»m YT Hery6 WK 1 X 1) ¢

MK He BXTH Tk x KTk h Kar iekKKSRE v TITKK @RSy HEkHY
M HYHK HHH
R w T3 TK X K™ YT KU HIKUTL TEH weiy X\, H
TX H@RTEKT KK rKen
T TRk ¢ YK X K $HUREE A Y The x K
wo T3 TK x k XKY TIek Y RITH T W BT B hX
" @ UH € iHe RNV hH b



T T 9 koKerserX @ T HKK Mby KKVIT X H

8" HY HUT: H

K Twkr Y

T HXKaek” TH™ YT x KXh € my:y: K

THXKaKkT THK HXEH YK Ky TADHY Tk Yk
€X' b X HHH TH YTI x KXh-eby::" ©°
T HXKaekT TH WX K TH KT 1€
(b WG KSHHK3 AT X H

" HXKaek”

TH WX K T KT iR 4 HEH R X K b

" HKeK” THTHIE e KT herny¢ i) HbkPh v:{X H
RRTEKTKIPK Bk Tk r Ky I k /X

\\\\\‘;;:::::;TTRTWJHFTKXKTKththK



HXKaek™ TH" YT xKXh-ermyi:
HXKKYXby K
O - eTEKK T T KOHerp BMTHG il XKHK h n K g YT ThH

K AV H X KK YKb vk ™ Tho K o T4 DA i 245 /
eKKk™ mHR3 B Y L7k KXk v LT H TIH 3 Y/ it 4K H
H X KXHKAT Wi~ Y TT §k XKXKT GKh GK o YT T K iy REH

-XK Ny s HXY KK YXKbyYy KX Tk ™ TH € Yk
TOTHKY TeK Yk T TIH VX K ik V@] W OKK nigkHH

4" THxH e WTy K3 x Bl HKkherrpodrHE TiHR

- H Y @ SUKRWXTSIEMEKK © TIH k7 k7 vs: K KTRIQRKH |

T“kﬂ‘l-lfﬁm HUTH B K Hokgar KooK ik okpk GHB 1™ o h AW H X
il - T KUKy K Hiall:3 TE THHKRX ViHyi - @HK




OoT H TH" eXlaw VR Y1 TH™ TiHY HIKER A |
" HXKae k™ TH
- H4b X HH T3 Al KHens Bk
- Hek @3 Th3 BYEPK K ik kKB ArdH Teng
- HU THO ery o T o TH THEY HETHREHY € X T T
| v- TUTHK™ THKHX KK HR:
- K HK X e@KKOK™ ThH X H @ V] T K HKDAH KK
" VYK KBk RORTRK ST H

K iy X/ K KD

oy, .



Pa N Vo 7 A\ [ ] VAR 4 Pa N NI F A\ ~d D YV Y " 4 ~N AN N\ -
L] (L] V] VN

BAGEhER A

oy:: © H3 4YnHY TH™ KT kXKL KNS T
H X OKXHK@THh3:W's * 5 X~ H Ay U K K H 1 XK H @ |
HTHMK % Ay HY™ HXKaek XKk™ THK H X €H
3BNEK Kk H X ©H Yk Ky TiHKY TheK 4 k™0 Tht
XK KHIDOKE H Y RegRewWewT H Wy K H X 8 YK € K
vi,: G J1 K X MK

o Ky TIH k bk vy K| RipH ity Kez k © Tiw Kx B k TH The

Ty DK Tk K HKK Tk B 7 OOR @M THKKgH™ WY




XKak” 'J.H#MXW "J.H)T(T _l'('ljeﬁ 3
T H EHEXKKH G K K3 AT H
6" TH UV x XX TIHXT i€ YX THkK ' YK
TR ORK BRI T H THT iy T Y Thkk KK
X 7 y:s k(B TR Sk - HTET T T B RKesX TTHTIH3 4 n
HXKhXae n XKk 1) w:HWTH:y::" 6 H
-3 K3 Krpme HK® TH XKY TWeK Yk ™ THae U T
TY X miy::
- V6 QY TR TUT Hy oMU THB BXGK K™ TiK I Kbk i/

T miHyEy €T Kkvy” e MTF T THTH3 4n” Y

|_|'
CT




OX MY 3 YIDKT €k K™ HXKe k™ TIH

- DEHYKT HTHT KB TRT HY B X HHH THR Pk

-7 Y TUT K KR RHRIAKHYGS SR H THDK X4 K
XK UYNKKTHK by MEKBATA s T X wy Kk H

- yTiKRp T THE T KKK THKHHTE oY | KH €K /]
Tlk 3 @4 eiCompliance Riske Xy Ty Hh N H TI{H Xx
HCKMBY K V2 B X HH THKHHT QT i

" eHHYeYKY TH3 4’ vy HKE g K K
KT He/gX ™ T H X € K uiHIK T Thwkg: V] X @X %K@ Y
T T TORBR KT T i @OopHK Hy-exid kil

oy, .




Figure 1.2-2

Kev

Process.

Measures,

Compliance & Addressing of Risks

1.2(2)

& Goals for

Requirement Process Measure Goal
Regulatory State Licensure [IDPH Licensure Full
Legal Audits Recommendations (None
Accreditation TJC, CAP, Accreditation Full
CLIA, CMS,
ACS, IEMA,
IDPR, FDA
Physicist Survey |Annual Review [Compliance 100%
Physician % signed Compliance 100%
Contract current
Review contracts
Risk Patient Safety |(Patient Safety 7.1-21
Management Event Reporting
Falls 7.1-26
Complications 7.1-24, 25, 27
7.1-28

Hand Hygiene
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Figure 1.2-3 Legal & Ethical Svstem (LES)
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Systematic Support of Key Communities process

Inputs
Planned Requests
Market Data
Who Is The Community?]]l What Will We Support? Jj Impact of Support?
Listening Post ey Disburse E Annual
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Revalidated Criteria R t Resources in of Impact
evalldaed Established I Requests (Financial, Community
. Needs Identified Meet Criteria People) Benefit and
Community During SPP P Process
Health Needs
Assessment

Unanticipated Requests

Mission Values and Philosophy (MVP)
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Strength vs. OFI (Process)
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Strategic Planning Process

Step 1. Guiding Principles

Mission - What we do.

Values - What we believe and how we behave.

Vision Statement - What we want to be. Overall goal for 2020.
Vision Themes - Clusters of core themes.

Step 2. Goal Setting Process
Benchmarking for Best Practices - Review comparable and aspirant universities' KPIs and their processes.
Key Performance Indicators - Quantifiable measures used to assess our success.

Step 3. Strategic Academic Plans (SAPs)
Articulation of vision and strategic initiatives at school-level. Central to overall SIP.

Step 4. Strategic Department Plans and Institution-wide Strategic Initiatives
Academic support and administrative departments’ strategic initiatives in response to SAPs and to
build their departments’ capacity. Additional institution-wide priorities also identified.

Step 5. Strategic Initiatives
Prioritization of key strategic initiatives that will enable the University to achieve vision and key
performance goals.

Step 6. Action Plan

Implementation plan, resource requirements, and leadership accountability.

Step 7. Five-Year Financial Plans
Incremental revenue and expense forecast.

Woodbury University
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Deploying strategic objectives

Top Level:

Increase customer
Satisfaction to 98%

Second Level:

A Reduce product Delivery
response time by 50%
A Reduce rework to zero

A\ 4

Third Level:

A Redesign work

A Processes for errorfree
Installation
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Case Study
STOUT

UnlverSIty Of WISCOﬂSIn, StOUt LINIVERSITY OF WISCONSIN
ABaldrige Award recipient, 2001 I Y

AWisconsin& Polytechnic University
Career Focus
Applied Learning
Collaboration

ABasic Facts and Figures
Founded in 1891

9,400 total student headcount; 1,375 employees,
Including 273 faculty members

97.9% employment rate for 2009/10 graduates
70-hectare campus




University of Wisconsin, Stout

Student and Stakeholder Segments and Requirements

industry partners | *  Source of technology transfer
»  Identify changing needs / trends

Key student requirement and indicators: Description
a. Cutting-edge, career-oriented programs (number of new Programs that provide leading edge undergraduate and
programs, placement success) graduate learning capabilities in specific career fields
b. High quality, active learning education and mstruction (percent | State-of-the-art facilities and course delivery methods,
lab nstruction, faculty contact) high quality faculty with relevant professional experience
¢. Effective student support services (retention, academic success, | Advising, counseling, career services, housing, dining,
student satisfaction) student activities, health and safety, access to technology
d. Related employment and academic or career growth opportumty | Ability to gain employment in chosen field or to expand
(placement in major, graduate success, employer satisfaction) their educational experience in post-graduate programs
Figure O-4. Key student requirements are well understood at UW -Stout
Stakeholder Relationship Requirements
1. Business and »  Source of jobs for graduates Qualified interns who can quickly contribute

High quality, steady pool of graduates
Highly qualified faculty consultants

2. Alumni and »  Source of student referrals and outreach
Friends of Stout | =  Source of donations, endowments

Positive image and reputation of UW-Stout
Communications and networking
Support for life-long learning

3. Feeder schools * Have mutually beneficial objectives
and community *  Sharing and access to both community and
UW-Stout facilities and services

Cooperative two-way relationship
Accept, develop, and graduate students
Safety

4. BoardofRegents | ® Represent Wisconsin citizens and taxpayers
= Strengthen mission and performance

Sound fiscal management
Enrollments and accreditation mamtained

Figure O-5. UW-Stout has strong relationships with all of its key stakeholders to understand and satisfy their needs




University of Wisconsin, Stout

Student and Stakeholder Listening and Learning Methods

Student Listening and Learning Method Gmug
Student application information/orientation Future
New student surveys New
Staff liaisons for student segments Current
Student participation on advisory boards Current
Student course evaluations/surveys/SSA Current/Jr/Sr
Student complaints Current
Exit interviews Former
Alumm surveys/gatherings Alummn

Figure 3.1-1. Methods for listening and learning




University of Wisconsin, Stout

Student and Stakeholder Measures and Access Mechanism

Stakeholder Success Measures and Key Access
Mechanisms*

e Retention and graduation rates
Students e Student satisfaction

# Placement success in degree
* PDs, Dean of Students

Alumm and e Alumm satisfaction

Friends of Stout | e Donations and contributions
*Director of Alumm Services

Employers, e Placement rates
Business and » Employer satisfaction
Industry e New programs and services

*Diarectors of Placement, STTI, SVRI
e Safety performance

¢ Community service/involvement
Community and | ¢ Enrollment targets met

Feeder Schools e Transfers-in and graduation success
*Director of Enrollment Services
*Director of Campus Security

e Accreditation performance
UW System and | e Budget and audit conformance

Board of e BOR member satisfaction
Regents *UUW System and BOR meetings




University of Wisconsin, Stout

Student and Stakeholder Satisfaction Determination Metho

Determination Stakeholder Sample |  Objectivity
methods evaluated Frequency | size / validity Comparison Major focus
UW System Students, alummn, Annual 1,000 Donebyan | UWSystem | Satisfaction/dissat;
SUIVEVS employers external frm | campuses Future itentions
Student surveys Students Annual varies BPA, SLS, Segmented; | Satisfaction/dissat;
ACT,NSSE | National norm | Student engagement
Senior survey Senior students Annual 400 BPA Segmented | General education
groups competencies
Graduate survey Alumm Every 2 All BPA UW System | Preparation for career
years average competencies
Placement survey Alumm 6 months All Placement | Peergroup, | Satisfaction/dissat;
after grad, Office segmented competencies
Employer survey Employers, Every 2 All BPA Stout grads | Satisfaction/dissat;
businesses years versus others competencies
Program /support | Students, employers, | 1to7years | Targeted | PRCESURC | Comparedto | Satisfaction/dissat;
unit surveys community audiences best programs effectiveness




Sample Measures of Student
Engagement

A Student Participation in Educationally Enriching Experiences

Internships, field experiences, student teaching, or clinical

placement

Working with a faculty member on a research project
Formal leadership role in a student club or organization
Study abroad

Community service or volunteer work

A If you could start over again, would you go to the same institution you

are now attending?




Reqguirements (ltem 3.1)

- Institutional research - Competition
- Stakeholder needs - Mission/BOR direction
- Student needs - Demographic trends

Program plan developed
and approved on campus

A 4

Program plan approved
by UW System

A 4

Implementation Plan developed
and approved on campus
iNncluding assessment,
resource, and staffing plans

A 4

Implementation plan approved
by UW System/Board of Regents

A 4

New program implemented |

h 4

ftee "|

e'

PROGRAM DIRECTOR
Program Advisory Comm

1YYy

A 4

Program evaluation/refinement

External Emplovyer/Industry
Advisory Council

Figure 6.1 -1. New program design process



Figure 3.1-2. Communicating, Expanding
Relationships, and Attracting New Students™

Event Purpose

Back-to-School
Fair

Answer questions about all offices in the school system
as well as resources from partner organizations

Individual Provide information about individual schools for new
School Open families

Houses

Magnet Open Provide information about courses in magnet schools
Houses

Consortinum
Open Houses

L.earn about the opportunities available through the
consortinum

“Ask MCPS™

Parents can ask questions and have direct access to
MCPS staff

“Ask MCPS™
Call Center and
E-Mail

Speak with or e-mail staff with questions and concerns

Direct Family
Support

Staff work directly with parents recommended by
school

Edline Activation

Provides parents with direct online access to monitor
student progress and engage with their school

Study Circles

A dialogue and action program that addresses racial
and ethnic barriers to student achievement and parent
involvement

Parent Workshops developed by MCPS to address 1ssues and

Workshops concerns and provide accurate information about school
system policies. programs. and activities

MCPS An outreach tool that provides a monthly e-mail newslet-

QuickNotes ter in sixX languages with valuable information for parents

*Figure 3.1-2 Results in 7.2-13-7.2-15




Figure 3.1-3. Support Processes for Students and Stakeholders

Stakeholders Supports

Special
Education
Students

Diagnostic testing

Psychological testing

Individual Education Program (IEP)

Counseling services

Access to the general education curriculum with accommodations
and modifications

Opportunities to access the general education curriculum by learn-
ing in co-taught classrooms

Community-based instruction and transition services for students
who leave the system at age 21

Social skills support ( separate classes or embedded throughout
the school day)

Contmuum of services for students in self-contained or inclusive
settings. depending on their needs

Critical staffing (1 to 1 paraeducators) for students who have criti-
cal needs and need 1 to 1 support

ESOL Students

Implementation of a locally developed, rigorous ESOL curriculum,
based on the MSDE ESOL Content Standards and aligned with the
reading and writing standards i the MCPS reading/language arts
curriculum.

Bilingual and cross-cultural ESOL counseling services

ESOL parent outreach program to ensure a consistent and
collaborative approach to parent and family 1ssues

ESOL parents are also supported by the Language Assistance
Services Unit (LASU). which provides professional translation
and mnterpretation services i multiple languages

Parents,
Partnerships,
and
Community

Special supports for staff are discussed in Cat. § with results in Cat. 7.4, Results for parent support are presented in Cat. 7.2. Schools have
reported a total of 808 partnerships in 2009, which is an increase of 346 percent since 2007. MCPS 1s very supportive of our communities,
which 1s discussed in Cat. 7.6.

Pre-K through

Rigorous curriculum

Extended day and year for at-risk students

ronment (Cats. 7.5, 7.6)

QASIS (Online Administrative
Student Information System
(Cat. 4)

MCPS Careers

Safe and secure working envi- ¢

Staff development time (Cat. §)
Online curriculum and resources +
Palm Pilots in Kindergarten

through Grade 2

Grade 12 « Highly qualified teachers + Extended Learning Opportunities (ELO)
students * Guidance and counseling services + High School Plus for students who have failed or are in danger of
+ Extracurricular activities failing
* Clean and safe environment * Credit Recovery
* Summer school for elementary and high school « HSA (High School Assessments) Interventions
Teachers + Very desirable salary and « myMCPS (Cat.4) Achievement Series — online assessments
benefits + PDO (Cat. 4) Prediction model to identify at-risk students

PGSs (Cat. §)
Scheduling so teachers can meet and plan collaboratively by con-
tent or grade level




Workshop 4: SA
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Overall requirement (Level 1/ 2)
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Figure 4.1-1 Performance Measurement System (PMES)

Annual
Results
Reviewed

_—— & —~_ Figure 2.1-1
PP & Deployment - Gap Plans

Processes Ty Pl Projects
- pDsAf] (as appropriate)

{1 :

[l Data Selection

PEiE! Ongoing d Systematic
Criteria <+— Review +— Review Process
(Process AOS) For Relevance

Figure 4.1-3
F 3

El Comparative Data
Selection Process
Figure 4.1-3
L
Performance Measures: 4]
-Strategic Objectives
-Action Plans Data Collection,

-Regulatory requirements Analysis, &
-Listening Posts Integration
-Key work/support processes
-Pl projects & 2010 Adwocate Health Care. All Rights Reserved
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The criteria for selection ensure that measures:

1) meet regulatory and stakeholder requirements

2) are actionable

3) Support breakthrough performance aligned
with strategic plan

4) are critical to run the business.
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Performance Measurement

Four-Step Process

Mission, Values, Stakeholder Needs UW-Stout utilizes a foustep proces
to select, align use and improve its

: . organizational performance
measurement system:

| 1. SelectKey Indicators

2. ldentify and measure Targets,
Comparative Data, Segments,
Trends

3. Assure Data Integrity
4. Evaluate Indicator Effectiveness

A

Data Integrity




Figure 4.1-3 Examples: Organizational Performance Review / Fact-based Decision-Making

Daily Weekly gl Monthly Quarterly [ | Annual, Bi-Annual [
What (Who) What (Who) What (Who) What (Who) What (Who)
»Clinical State of |» Revenues (ET,D, M) |Weekly data, plus:  Monthly data, plus: |» Associate
the Unit Report | Cash Collections » Clinical Outcomes (GC, P, ET, D, |» Patient Satisfaction| Satisfaction — (GC,
E (M,F) (RCT, ET) M) (ET,D,M F) ET,D, M, F)
Pillar »Volumes (ET, D) [» Productivity (ET, D, M) |» Mortality/Complication (GC,P.ET, D)|» Leadership action |« Physician Loyalty
Performance |*Revenues (ET, |» Financial (GC, MEC, |= Patient Safety Dashboard plans (ET, D, M) Survey (GC, P, ET,
Data D, M) ET,D, M) (GCET,D) D M)
»Unit hourly v Patient Satisfaction  |» Growth Dashboard (ET, D)
rounding (M) (ET,D, M F) » Org Report Card (GC, P, ET, D, M)
«Vanances (e.g. [=Gap analysis »Budget to Actual »Same as monthly, |=Statistical
daily activity vs. [ Trending »Statistical / Comparative plus »Gap Analysis
E planned) Varances »Action plan evaluation Value Stream »Regression
Analysis » Trending »Results from Pl tools Analysis
Rapid Improvement
Events (Innovation)
»(Operational »Reinforce action plans  {*Modify action plans »Modify action plans |= Unit/hospital
»Business and associated »Charter new teams »Charter new teams | interventions / action
Development behaviors »(ap plans »(3ap plans plans
Decisions »Senvice » Staffing »Resource allocation »Resource allocation |Recognition
Recovery »Recognition *Recognition *New growth » Opportunities for
Made /Use |, gqpaty strategies innovation
IRegulatory » Opportunities for
innovation

GC=Governing Council

ET=Executive Team P=Physicians

D=Director M=Manager F=Frontline Staff
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Figure 4.1-2 Comparative Data Selection Process

4.1 a(2) Comparative data

@Ferforman-:e Measure Identified 4.1a(1) j

Determine Type of Benchmark/Comparison

Functional
provement?

Sustained
provement

Innovation?

National ocal, Industry -
‘ ‘ L ’ ’ Bald !
Top Decile Peer Comparison Be;:: Prr-fc:e;ice
¥ Comparison
EH Research | P

Optimal
Comparative

Yes

B Evaluate
& Improve
Evaluate Source F Select
Me

(size, val#:iityr, etc.) aningful Cnmparlson

Fﬂ Select Top 10% Fmﬁet Stretch Goal
1

enchmar
Visit?

= 2010 Advocate Health Care.
All Rights Reserved.

Yes

FEI ID / Implement Best Practices

¥

Populate Scorecard




Comparative Data

Benchmarking at Nanyang Polytechnic,
Singapore

|dentify Area for Benchmarking

SELECTION CRITERIA

. Organisational |dentify Suitable Benchmarking Partner

Objectives and

Business Processes Conduct Benchmarking
» Determine Data Collection Method
o Value Add to + Collect Data

Customers and » Determine Performance Gap

Stakeholders

Evaluate Findings & Setting Goals

» Enhancing Capability
Development

(€

Develop & Implement Action Plans

Review of Benchmarking Process for Improvement

NYP’s Benchmarking Approach
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Figure 4.2-2 Examples of Knowledge Management Mechanisms

Knowledge

LY How Knowledge is

[&] Transfer

' Forces Use

[®] Evaluation/

Useable by... Collected Mechanisms |of Knowledge Measures
Workforce = Rounding Onentation » Standards of Regulatory
= Satisfaction Surveys Department Behavioral compliance
= Policies & procedures | meetings = Performance Measures of
Unit huddles Reviews engagement
Patients = Listening posts White boards » Satisfaction Regulatory audits
= Rounding Rounding metrics Scorecard
= Personalized white » State of the measures /
boards Uit dashboard
Suppliers, = Contracts Contract reviews |= Contracts Contract
Partners, = Contract reviews = E-mail / phone |= Product performance
Collaborators calls reviews evaluation
Stakeholders |= Community Exec Team » Proposed Market
assessments meetings facility assessments
= Community changes or
involvement outreach
Rapid To meet organizational RCAs/ACAs = Accountability [= Changes to
Identifying & |needs: RIE summaries process processes
Best = Shared Governance |Eﬂd§r5hlp practices
T To meet patient needs: | MeelUNgs
= Patient education Education
materials
Use in = Environmental scan Pillar / hospital |= Strateqgic Services / offerings
Strategic = Data reviews from SWOT's Planning aligned with
Planning external and internal timeline customer

S0Urces

requirements




A: Knowledge is collected from the workforce,

patients, suppliers, partners, collaborators, and
other stakeholders through systematic practices .

B: Relevant knowledge is transferred/shared
through mechanisms listed in column B.

C: And implemented through mechanisms that
ensure the use of the knowledge .

D: The effectiveness of the transfer /

Implementation of knowledge Is evaluated
through measures .
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Figure 4.2-1 Examples: Data, Information, & Knowledge

Quality System (details AOS)

[} Data Information [E] Knowledge
Drop down # and type of Quality of
menus denials decisions
Accuracy Task lists Adverse drug Improved patient
Standard forms reactions safety
Integrity Validation # ar_ld type of Reduced rework
processes denials
Database back- Tracking ‘up- = Continuity of care
ups time’ vs. 'down- |= Improved patient
Reliability Disaster time’ safety

Timeliness

Security

Confidentiality

recovery plans

% workstations =
D years

Immediate Response time |[= Continuity of care
transmission of monitornng Quality of

data decisions

Login, password MNetwork firewall Identity theft
Access needs protection protection

identification
process

Monitonng of
duplicate logins

System-level
access rights
assignments

HIPAA
compliance

Confidentiality of
patient and
associate records
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/T Maintenance Program

HXAK 7 @ O/ k ISO 27001, Security Program, Security Policy
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Workshop 5: SA
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Figure 5.2-1 Workforce Capacity Process

Annual - Projecting Future Capacity: New Services, Facilities

Hired

s H work H | HEudget I
N : System Staffing Approval
ew services . -+ > ,
* New facilities Design Forecast Modify
Figure 6.1-1 Plans 4Q
New
Spp Annual & Quarterly - Projecting Capacity Based on Current Staff FTEs:
Position
3Q -June 3Q - September
-"’JJ:EijEGtEd Prioritized p contro
" Volumes, . Director /ET | [ Budget 1
: Staffing ,
/ Acuity, Staff Approval Alignment
. Forecast
/ Analysis
Weekly & Daily - Projecting Capacity
v
/Rl Staffing Determined based on
Budgeted HPPD, IP Census, Remaining Process Steps AOS
ED Visits, Prunedures-Surgery © 2010 Advocate Health Care. All Rights Reserved.
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Figure 5.2-2 Workplace Health, Safety, & Security

= Code grey: combative help
= Card readers for access
= Surveillance cameras

working
conditions are
safe.’

Area Strategies (unique workforce |HKey Measure | Result
environment)

= Pre-employment physicals = % physicals 7.4-24
= Fitness for duty testing =% TB testing 7.4-24

Health [=Flu shots
= Titers (blood tests) *
= Annual safety modules
= [nfection control procedures = Fire dnlls 7.9-11
» Hazardous matenals procedures [Hand hygiene | 7.1-28
= Environmental tours = % chemical 7425
= Ergonomic assessments + inventories
= Annual safety fair

Safety = Annual safety modules
= Chemical inventory process
s RASMAS recall system
= Blood borme pathogen incident
review
= 24 _hour campus security ** = Associate 7.6-8
= Associate/vendor ID badges Satisfg:ctiﬂn

Security = Escorts and car assistance question My

* Direct care givers ™ Night shift

+ Mon-clinicians
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Figure 5.2-3 Benefit/Service Policies Highlights bwv

Workforce Segment

2o
o B D
Benefit / Service - [ £
5|8 5| 2|5
Z | l==Z|lo | =
Yanous types of medical, dental, vision X X
Employee Assistance Program (EAP) X X
401k + AHC Retirement Fund X X
Life, disability insurance X X
Additional life, disability, homeowners, care insurance X X
Flex / Medical Savings Accounts X X
It Pays to Stay — premiums based on tenure X X
Advocate + — 50% of co-insurance paid for AHC care X X X
Associate Benevolent Fund—PTO/Financial Support X X
Education Assistance X X
PTO with increasing levels of coverage with tenure X X
Adoption assistance X X
Lactation accommodations X X
Wellness fairs / screenings X X x| X
Good Health for Good Life (GHGL) X X x
Domestic parther coverage X X
Advocate Integrated Health Advocacy Program X X
Long-term care insurance, Hyatt legal, auto / X X
homeowner insurance, un-taxed commuter benefits
Clinical Advancement Program X
15% off Iin Gift Shop, Daisy Basket, Phamacy X X X
Hospital education (e.g. CPR, Medical Teminology) X X X | X

= Optional: allows for taillonng to diverse needs
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Workforce

engagement

Figure 35.1-1 Workforce Satisfaction & Engagement
Measurement Process (WSEMP) (detailed version AOS)
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Initiatives

Identified education needs
(Leaders, physician, volunteers)

Y

Growth/Development
(Leaders, physician, volunteers,
employee requested)

Competency/ regulatory
Requirements)

Strategic Business assessment

1. Learning/ 3. Develop or 4. Deliver,
Development Purchase Validate
Needs Learning/ competencies

Assessment Development , Assess

2. Prioritize > > effectiveness
needs and 5. Integrated/
Select Needs Applied

to Address learning

People Plan

A\ 4
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Kirkpatrick model
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Workshop 6: SA
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Process Effectiveness outcomes

6 Research total cycle time

6 Emergency Readiness Rating

o Total project cost vs. Baseline Project Cost

o Proposal Development Performance( 8t HK K oM
T K ATDKT H I

o Procurement and subcontracting Performance

o ldea well suggestions
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Workshop 7: SA
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Type of Indicators

6 Lagging indicator
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6 Leading Indicator
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Kmbpx KK ©Xil Tik™ THH h I €

o Student Satisfaction in Key Areas

o Satisfaction with Curriculum/ethnicity

o Satisfaction with Support service

o Satisfaction with Complaint Management
6 Student Engagement by segment

o Alumni Exit assessment

o Employer Assessment

6 Community Overall Evaluation

o Alumni Involvement activities

o) | donation*
199



Kmbpx KK ©Xil Tik™ THH h I €

6 Grant Agency® Satisfaction
o Industry Partner® Satisfaction
6 Customer Satisfaction with service Quality

o Stakeholder® Satisfaction with service project elements
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o Workforce Satisfaction by segments
o Satisfaction with Benefits

6 Onboarding Effectiveness

6 Workforce turnover

6 Career Ladder program

o Classroom ratio

o Workforce Safety

6 Money Paid for Compensation Claim
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o Workforce Member® Trust in senior

leader/governance
o Ethical commitment rates
6 Community services performance

o Regulatory/Legal findings
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A Budget per Student
A Student Scholarship Awards from outside donors

A Administrative Costs as a Percentage of Operating

Budget
A Research Expenditures
A Alumni Donations
A Credit Hours for Undergraduate Programs
A Credit Hours for Graduate Programs
A Enrollment by Program

A Enrollment by Groups/Ethnicity
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Funding Growth

Overall Performance to Budget
Performance to Budget by Location
Performance to Budget by Program Area

—unding Sources by Customer Group

Project Overhead Costs
Contract Fees
Scholarships to Graduate Students

Market Share: Student, Research, Services
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