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seuuvnu (Work System)
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nseuIuUn1s (Work Process)
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PROCESS. Linked activities with the purpose of produc-
ing a product or service for a customer (user) within or
outside your organization. Generally, processes involve
combinations of people, machines, tools, techniques, materi-
als, and improvements in a defined series of steps or actions.
Processes rarely operate in isolation and must be considered
in relation to other processes that impact them. In some
situations, processes might require adherence to a specific
sequence of steps, with documentation (sometimes formal)
of procedures and requirements, including well-defined
measurement and control steps.



System Vs. Process

WORK SYSTEMS. How your organization’s work is
accomplished, consisting of the internal work processes
and external resources you need to develop and
produce products, deliver them to your customers, and
succeed in your marketplace. Work systems involve your
workforce, your key suppliers and partners, your contractors,
your collaborators, and other components of the supply
chain needed to produce and deliver your products and
carry out your business and support processes.

Decisions about work systems are strategic. These decisions
involve protecting and capitalizing on core competencies
and deciding what should be procured from or produced
outside your organization in order to be efficient and
sustainable in your marketplace.

WORK PROCESSES. Your organization’s most important
internal value-creation processes. They might include
product design, production, and delivery; customer support;
supply-chain management; business; and support processes.
They are the processes that involve the majority of your
organization’s workforce.

Your key work processes frequently relate to your core com-
petencies, the factors that determine your success relative
to competitors, and the factors your senior leaders consider
important for business growth. Your key work processes are
always accomplished by your workforce.
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How Customer Interact With You
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How Customer Interact With You

Process
owner
Customer Flaces
order
Agree
mg:!:ser require-
9 ments
Design Desié;n Scale up
manager anc and test
specify
Figure 2.2 Traditional structure. Materials Plan Purchase
manager production materials
Operational Prepare Assemble Package
manager material product product
Dispatch Deliver
manager product

Figure 2.3 A process map.



Process Focused Organization

i
Customer

/)

Customer

/)

Customer

Enterprise |----- -- -- -- -
goals
Enterprise
budgets
Division Division Division I
Goals and budgets
are deployed to
| | | | jobs via processes
Function Function Function Function Function !
3 |
I
Process? \J
[ ]
( Process ] Process T
owner ) ¥ Jobs |w-»| JoObS Ja»] JObS |w-w Jobs |e—=»]| Jobs +----
Customer
Process? l
[ ]
Process Process
o) DA NN ey BN gy BRI BN ey B 7- BERY |
¢ Customer
Process? l
[ ]
Process Process
owner - = JObS Sl e i JUbS - - JObS —-— - JGbS - —— - T
Customer



Responsibilities

Process Owner:

Define, Measure, Analyze, and Improve and Control
the process (DMAIC)

Work with the process user(s) to ensure that the
process is meeting the required performance

Process User (Customer):

Define the output required by the process

Work with the process owner to ensure that the
process is meeting the required performance

Key Work Processes have external users
(i.e., clinical process have patients)

Support and management processes have internal
users (i.e., finance has internal users) 14



Enterprise Goals Deployment
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Rules of Process Management

1. Name the Process
AIBD IRNTSUIBNIS

2. Give the Process An Owner
WAV DI IANIZUIBANT

3. Teach the Owner How To Improve A Process
aamfﬁ’waanszm%mﬁ%‘ﬂ%’uﬂganszm%m‘s

4. Hold the Owner Accountable For Improving The
Process NaUWNIY LALAN1VAINTLUIBNIISURAT AL
L%aamsﬂ%'nﬂgamzmums
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Process Management

“If you can’t describe what you

are doing as a process, you

don't Ptnqw what you're doing.”
0

Dr. W.
Edwarc @ 1]
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Process Management
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Systematic Processes

Define
Write down
what we do
Uwnn
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Process Management

“INSANITY:
Doing the
same thing
over and over
and expect
different
results”



i
Customer

/)

Customer

/)

Customer

X

Customer

/)

Customer

1.\

>CUS'[DI’T‘IE‘F

>CUS'[DI’T‘IE‘F

>Customer

>CUSIDFI'IE‘.‘F

>Customer

Enterprise |----- -- -- -- -
goals
Enterprise
budgets
Division Division Division I
Goals and budgets
are deployed to
| | | | jobs via processes
Function Function Function Function Function !
3 5 i
|
Strategic Resource C(W)nent v
m «-—»| Jobs |«-»| Jobs |e»] JObS |e»| JODS |ew»| JODS |w—»
Workforce Engagement P gagement
Process Process
owner -+ ————— r--————--p-| Jobs |a-»| JoObs |e----—-—-i-—--p| JODS |-
Knowledge Managem l
Process 4——;- Jobs - Jobs -+ Jobs - Jobs - Process
owner goals
Listening-Complaint A
Process - Jobs |e-»]| JoObs |e-»| JODS |e»| JODS |Jeu-» Frocess
owner goals
Process and System
Process -+ Jobs -+ Jobs I e Jobs -+ Process
owner goals
Societal Responsibility 1
Process Process
l owner '*——-l Jobs |+——————————————————+_ Jobs _-l-—l- Jobs |e-»] Jobs +--+l goals '

\ &






6.1 ATzLIUNNTYINIU: &aNTUHIENS
AAALUL ANNT LAzl nangasuay
UINNSLULALNTZUIUATVINIUN&A Y

At 'ls

lviab1u£136n15iaa 1271 T2/ TuA 158aNUUY

IAN1T A1 uilsunse mzm?mwmmﬁa/ma
AVNDUNAAFTOTUAS ﬂffmim/ﬁmmmmﬂ
HITEIUUREANA" 7na1/au uae virlvian 10uL/5eqY
ANIUEUSIALEIT Y ATUATEUINAITYIINIUTT
&R 2DV



ANMURIAUUDINTTLIUNTT

LAENADIAUNTRINAUNSNFOT LATUZAIS
nsdfFuiusduaneLazHigiulagrugs
N1TUINUITICULIIUANY 9 Lﬁama}jmsaﬁaﬂmm
uazAuANIunnsIU

AR LA TuAITIUtaNR LRsTUNNUAUR
NTZUIUANTIIEUNTRAULRZATRUUIUY
ATUsusIUaENITFEIIUTRNTTU




6.1 ATZUIUAITVIYIU

N. ANSAANUULUANFNS NANTULFNS LLATATEUIUNNS

(1) 2aAUUAAINANGNS UFNTT LATASTLIUANS

AN1TUTIEN 15219 15 Tun195:y 2N 1UMUAUDUTNFNT

115115 URAATELUIUNTTVIIUIAA 1A Y
nszmumgﬁsﬁﬁ’mﬂaoamﬁ’uﬁﬁaﬁmumﬁa‘hﬁ’mﬂao

nseuuNIsnatidaglsdng

(2) vuranni1saantiull

AN1TUTITEN152£19 I5TUN150DAUUUNINFNT L5117 BAZ

As1UN1sVivIua 1A aia Tviiilu e 1uzian1iun

ganduladiimaTuiadivi 9 anusuasaaniu anuidulla
FIUNINFATURLUINTT AUATUNUNDILAIRNAT LATAIUARDIA?
naddlusacil iwsanlunsaanuuunangns U315 Uas
AszuIUATLaTdaanels



6.1 ATZUIUAITVIYIU

2. ANSANNITNASTUIUNNS
(1) msiinnszurunisludnisulfiia

A0127usiu 12 Iaaei19 1591015 g idvIuL/s23 U
qaafsguaunﬁﬁw'mm'wq silulilauzian1uuanii
1A 6y

Q/

i Yautadiytuadnanisaiun1suazdITan ﬂ‘lunsumums

=)

v”l,smo‘mamnu‘lmwamfumJLLavﬂsnﬂsonsvmumsmoq fyanani
auwuﬁnmmmwmaoaquﬁwaLLauwamsmLuumsmawanqmuav
UTNNTAIRONLUDENI LT

(2) aszurun1sAUUA U

ﬂﬂ?ﬂﬂﬂ?ﬁﬂ?‘iﬂﬂ‘)\? 15 TuNI15AUANNTELIUATIS
AU YTIA 1Y

AszuNITaEluguuN&Audiaslsine dandulula’leaacnglsin

msﬂanmmuﬂsvmauwaonsvmumsmmu L‘]Ju“l,ﬂmmamuummmﬂm
NhEDSIEIIG R



6.1 ATZUIUAITVIYIU

0. ANTANNITASTLIUNNS
(3) n1sisuilsvudansins A1sUEN15 LazASEUIUNS

AN1TUITIEN152£19 15 Tun19L/5uil5vnssuIunis
yi1vrusiasiun1si5ausuaveisey ilsuilsvydngens
URAEATITLUSATT UASHRATTALETUATT LF5U[519
ANTTAUUINUDIION 1T U A IIM8LI51/5714

A. ANFICANTUINNITU
FO1UUTN1TINNTITUINATUDE 15

amﬂ’u‘hf’iammﬁonaqmﬁﬁaﬁm'smmaﬁdw uwizaen
sumsLdev (Intelligent Risks) aenv'ls anfiulaadauninenns
fuMIULaNIWENNIaU TitWasdudyulandennanaiigls
80U ANTRUUIUUTDIAINET ol NATTILRNNERULANAUN
niwenns ldaluguulanigaundrfngyninacing’ls



6.2 Uszananauadnsdfienis: &a1duvin
nutlalaatrelsinnsdiunn1sangeg dn1s
19115 N1TaL1IlUseaNENA

51187180 107uiTI6A152£719 I5l1uA1T

AIVANGUNY USITHI TZatniu virlviaauii
VI I1UTAINYRAAAE TAITIATEUINIANTLUATIE
amduiarudady iodiiaviilviiiulai
531/1/1/g3ﬂ97n 1TUSEANTARN URSTINALAUAT
UAGISEUUASINAINGUEY



6.2 Useananauasnsufiianig

A. Uszandsnrnuazdszandnaaay
ASUIUANNS

A1 UAIUANUNUTALITINUDY
seuuilniinni1saevls

gonfusfiunisadnelsluBdasiansansay
NAINTTYINIU MSRNKNAKEaLayTATaa Y
Usedndaw uasdsedndwaunlalunssuiuns
1invu ilasAulluTliAatafianainiraan1svinviua
RAGUNUTUNITATIAFAU NTNAFAU ULRLANTATIN
ARNMINATEUIUNTITUIANRNTAILUUNT (*) &9
guaaszrnvaNuIndulunsaiuausunu Auaiu
G29NNTUIHIILUURLRNATIN]/UAU



6.2 Useananauasnsufiianig
2. ANTIRAI5KINT2daLnu
dar1usinrsinn1siirvieamivagvils

ganfusfiunisadiels Judag
nMsdaLdanydonay uasvinliiulanfinaauifuazat)
Tugaus LN e A URAUDIADANNGDINTITUINNT
UJUAAITVINTU WEALIRINTALATEAUNANTTANLTUNNT
UDIAIANIT LAsANANNAIWaTALaIHIFaULaE]NAT
ARNAU
Tauasdsziiunanisstiiun1suadn&INaLl
Vidayailaunduiiiarhalingnauiintuldusuilse
YansAudonauAfinanisetsiuoulis



6.2 Useananauasnsuficnnig
A. AMSeaUNRUAMIUANMNLanAaRazANIERNIRY

(1) enudaanss

A1 Uu Tiian 1w Inaan Tun15LALinn15vi
ilaanaelanae1vls

stuumNulaaafauadgzatulsdasauaguavanIsilasiu
a1lfiL1ie N1TATIAFAU NMFItANEM A LUauaIANN Lilaaad
LRENTAAUFENINLANAENY']S

(2) NS auNaUANNIERALRU
0114136015219 I5ta T3iddis 1397 37015

LOV5 LIV SN DALIWILIA YiITDN1IER ALY
52UUNNTLHILUNTAUAINAN e AT IN1LavAU ANTARANNT

m'msial,ﬁaawaosuuuﬂﬁﬂ’ﬁnﬁ LRENTAAYU FRAWLANAELINI'LS

s”nnmsmsnuwsaumaﬂ ﬂWHG\LL&”&ﬂ'\?”QﬂLQu"H av&a11u ‘ladian
LSBOM@\B\')WO‘WWNﬂdﬂalll,l,auﬂﬂ'ﬂﬂ’i')ﬂﬂ Iaunwsaunaingls



N9 NAULLLURRNFAT UTN1T LAY
N3LUIUANT

 Product/Service Vs. Process

* Product/Service Requirements Vs. Process
Requirements
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AUN-QA for Program Level

=33 dFCD—T0

Stakeholders MNeeds
I
Programme F_srl':g;:::: Teaching & Student
=1 Specification Clj:u'llem Learning Approach Assessment
|Academic Stalf | gupport Staff Student Facilities &
Expected = Quality Guality Quality and Support | Infrastructure
Learning
Dutcomes
[~ Quality Enhancemaent
. Qutput
1
CQuality Assurance and (Inter)national benchmarking

Figure 2.1 — AUN-QA Model for Programme Level (3™ Version)
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PDCA Approach to Curriculum Design

Stakeholders’ M‘
Needs o JJ

Improvement
Graduate
Competencies
0 [
Learning
Outcomes
[

Curriculum H
Assessment Learnlr)g& J.
Teaching

Standardisation J

©Living Better
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Backward Curriculum Design

Backward Design

1. Identify
Desired
Results.
Big Ideas
and Skills 2. Determine
acceptable \
evidence.
Culminating
S CIREI 3. Plan learning
LSS experiences and
instruction.

Learning

Events

Wiggins, G. P.,, & McTighe, J. (2005). Understanding by design. Association for Supervision & Curriculum Development.



[ Stage 1: Identify
learning goals.

-

What should
students know,
understand, and be
able to do?

What will we
ultimately want to

What 21st Century
theme/skills can be
leveraged in this
unit?

What essential
questions will be

explored in-depth
all learning?

\§

assess In this unit?

and provide focus to

R

\ J

How will we know if
students have
achieved the desired
results?

What will we accept
as evidence of
student
understanding and
their ability to use
(transfer) their
learning in new
situations?

How will we evaluate
student performance
in fair and consistent

J

-
Stage 2: Determine h
assessment evidence. - ~\
Stage 3: Plan learning

™ =

Backward Curriculum Design

enabling
knowledge and skills will
students need to achieve|
desired results?

What activities,

are best suited to
accomplish our goals?

| 4
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Curriculum Design

Learning Outcomes

vill your graduate

Program Improvement

What changes can be made
10 enhance your program /

Analysis

What conclusions can be
drawn about studemt

learning ¢

Curriculum

Where, when and how wall
students ltarn and achieve
what you want them to7?

Assessment
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Engineering Design Process

Ask:
ldentify
the need &

constraints

Improve:
Redesign
as needed

Research
the problem

ENGINEERING
Test and DES'GN PROCESS ||5T:§g|r;ep:

evaluate .
orototype possible
solutions

Plan:
Select

a promising
a prototype S— )| {0
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 Brainstorming

« Customer/Market Survey
 Quality Function Deployment
* Engineering Design Process
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Operations Focus — Work Process Management Process

Performance Improvement System
[Purpose: To syst=matically and effectively identify and manage Innovetion, CARs and OFls throughout the organizetion

1 Design 3 Innowvate
Purpase: To design products and work 2 Manage Furpose: To manages innovation |the development, marags-
processesto mest the cetermined key Purpose: To getarming Riow we manaze, incramentally improve snd fi cur work processas to keap tham in slignment with the business i T sically mo fmmz)
requirsments (§.42] an cirection 8.15) for cument and future implementetion (5.2d)
- :D“m s e Implement (6.1b{1}) | | Improve(6.1b({3]) | Idea Development
B Aszign pmgr::. HE[F:’IP;\?;;:-FD': We marage for innovation. Employees sre encouraged to
Implement Execute Review Improve epter idess or nor-conformitias inko our Performance Im-

¥

2. Determine Work Process K=y
Resquirements

Aliigr with e leholder key
requirement|s)

Aliign with Strategies

Determine validate: gosls
Dietarmine validate business nies
Determine Dutout
Determine,validete impartant terms
for Company Shossary

Walidate key messunes/controls

~pppEF 8o

¥

3. Create/review current state Work
Process Map

¥

4. Determine sccountability

& RAeview Govemance doosment to
determminefvalidate procsss cwmer

0. Determine/velicate prooess par-
formmer

. Align acoountability of key meanses
& poals with process owners & pno-
Cess performmers

L]

5. Creste/Validate future state Werk

Process Map

B Lise Lean prindpdes

b  Incorporste Innowetion, CARE OF
items

¥

6. Design/validate spplications,
processes

s, Cresbefmprove spstem nammtive
b. Testapplications, process

7. Createpdate work instructions,Wis
]

Outputs
% Fubune stats Work Process Map
*  Procass Waork Instrochion Wis

Empicyees ane trained on
the process using work
instructions

Process Performer exscutes
process asindicated oy the
Work Instrusctions, WIS to
et the Wiork Process
Requirements

Frocess Pesformer & Pro-
cems Dhameer review Ky
Messure parformance on a
systematic basis to ensure
Work Process Key Requine-
mienits are met [inchuding
Goals)

Process Performer, Prooess
Owner & intemal aucitors
revies Work Processes on &
TystEmatic e to mssess
alignment with businezs
mesds B dirschion. Imnove-
Hion, CAR & OF femes re-
wiEwed,incorporated as
MECESSAryY

Training

InkEgratian

Fost Work Systern map
Fiost Work Frocess man
Fubdizh Work Instrac-
Hons

¥ Foot WIS it appiicabie

Arvy Employes can submit
Inneesation, CAR or OF;
feme Az sppropriste based
On EXECUTRE OF absErding

Systematic Daily Review of
In Process Messures

e ~
i
! Enowledge b
— e
h, Management 42 )
. Iy

Frocess Performer & Owner
ety OF1s/CARS

the process [Dastisoerds] Frocess E!':U:i'mre.-.: Audits
| oy Interresd Auditors)
¥ *  I50 compliance
Monthly Revies of Depart- | || »  Determine if proosss is
ment Scoremards w/DLT mesting requiremiants
—— ¥
o ™, | maoneniy Review o pepart- Lean/'six Sigma Frojects
{ Meowidorce ) ment Scorecargzwy IS o]
. rlormares :.r..u!.:),- President
T ¥

Monithly Review of Comipa-

ProvEment Syshem. |deas oan come firom the folirsing:
Employes Input

‘Customer input

Wiengor Input

‘Dpportunity Foous Meetings

State: of The Business Mestings

Idea Categorization and Prioritization

~8 SLTand DLT pricritize ideas based on Company Goals and

-, “

Leaderihip

.\tgﬂ'upﬂ'ﬂlll. e

Strategic Cibjectives.

= Monthiy Company Strategic Planning Meeting
s Monthdy Department Bakdrigs Mosting

s [Department Mestings

riy Ealanced Soorecard w)
o7

f |
|
JENE g oy

A o ]

ra " 63 :

PN A
{f Sy £ §
o, 5
) 3

'\_\‘C& i

e _.f/ Surveys, Complsints,
p——]  zocial Miedia

L

|| Process Improvements

(CARs/OFIs)

L

S

N y

Idea Implementation
*  Comgpeny Strategic Plan
»  Bucket List
*  Department Strategic Plan
» AR List
» OF List
*  Suspense

!

Project Management Process
Purpose: To mangge the process of changz. This indudes
strategically impartant innovakion projects, increment
improvement projects to keep processes in alignment
with sn =ver changing business and cornscting non-
conformities [fiing things that are broken or wrong),

| InnowstionyProcess Improvement Projects

[ | [o= | [ o= | [ == |

POSEC—Plan, Organize, Staff, Ewscuts, Comtro
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1 Design
Purpose: To design products and work
processes to meet the determined key
requirements (6.1a)

1. Review/Update Work System Map
to determine where process fits
a. Assign process as Key or Support

v

2. Determine Work Process Key
Requirements

a. Align with stakeholder key
requirement(s)

Align with strategies
Determine/validate goals
Determine/validate business rules
Determine Output
Determine/validate important terms
for Company Glossary

g. Validate key measures/controls

¥

. Create/review current state Work
Process Map

v

4. Determine accountability

a. Review Governance document to
determine/validate process owner

b. Determine/validate process per-
former

c. Align accountability of key measures
& goals with process owners & pro-
cess performers

v

5. Create/Validate future state Work
Process Map

a. Use Lean principles

b. Incorporate Innovation, CAR,& OFI

0o a0 o

w

items
¥
6. Design/validate applications/
processes

a. Create/improve system narrative
b. Test applications/process

v
| 7. Create/update work instructions /WIS |
v

Outputs
e  Future state Work Process Map
*  Process Work Instruction/WIS

1 Design
Purpose: To design products and work
processes to meet the determined key
requirements (6.1a)

1. aanuwuy

LAAAUY: 2ANUUUNIAANUNILLAY
nszulun1svitautiaviduldenu
daninuandfgy

1. Review/Update Work System Map
to determine where process fits
a. Assign process as Key or Support

v

1.

a.

mumuﬁoszumjuﬂaomn’nstﬁ'a
ArUAGIRKUINANSTLIUANSAYSAL

ANUAATAVDINTZUIUNNS
(nszunuATUANMIaRTURUU?)

2. Determine Work Process Key
Requirements

a. Align with stakeholder key
requirement(s)

Align with strategies
Determine/validate goals
Determine/validate business rules
Determine Qutput
Determine/validate important terms
for Company Glossary

g. Validate key measures/controls

D oo o

v

2.

W ey e

Q/

AnuaAadIiuendrdaua
ASZUIUNTSVINUY
FAOARDINUAINUADINTUDIRNATLAY
N laRIuLRe?
FAOARNINULNTANRIATAIANG?
AvuatihvinaranuasnTzuIung
ATUUAKNRANE VIO WY

AU dTanazviauds
AUAINUDINRANE
ANUAIAAILANLRLMITTATY
ALUIUNT

3. Create/review current state Work
Process Map

v

3.

dAnraumiuisnisilaluilaytiuuay
1unnliiilu Process Map




1 Design
Purpose: To design products and work
processes to meet the determined key
requirements (6.1a)

1. Review/Update Work System Map
to determine where process fits
a. Assign process as Key or Support

v

2. Determine Work Process Key
Requirements

a. Align with stakeholder key
requirement(s)

Align with strategies
Determine/validate goals
Determine/validate business rules
Determine Output
Determine/validate important terms
for Company Glossary

g. Validate key measures/controls

¥

0o a0 o

4, Determine accountability

a. Review Governance document to
determine/validate process owner

b. Determine/validate process per-
former

c. Align accountability of key measures
& goals with process owners & pro-
cess performers

4. AMMKUANMNSUNA2IaU

a. ANUALINUDINTELIUNTTUID
tANAW(process owner)
b. AMuaatiiunszuIunNIs(process

performer)
C. uanumﬂ“msumﬁaummmwaa
AEUIUNTT NIt UILATH AT
NSLUIUNNT

v

w

. Create/review current state Work
Process Map

v

4. Determine accountability

a. Review Governance document to
determine/validate process owner

b. Determine/validate process per-
former

c. Align accountability of key measures
& goals with process owners & pro-
cess performers

v

5. Create/Validate future state Work

Process Map

a. Use Lean principles

b. Incorporate Innovation, CAR,& OFI
items

¥
6. Design/validate applications/
processes
a. Create/improve system narrative
b. Test applications/process
v
| 7. Create/update work instructions /WIS |
v

Outputs
e  Future state Work Process Map
*  Process Work Instruction/WIS

5. Create/Validate future state Work

Process Map

a. Use Lean principles

b. Incorporate Innovation, CAR, & OFl
items

5. 2aNUULTUADY ANUUASLAZIELe
ADIATEUIUANG

a. ldie3aviiaralunisaantuy L2y
SIPOC, Lean, DFSS, PDCA

b. asawnas U Innovation, CAR,
& OFI 7itAgdadunwansan

L

6. Design/validate applications/
processes

a. Create/improve system narrative
b. Test applications/process

6. ifurinnwanitsaanuuu s5uiilu
a. swwalansadiunszuiung
b. uwruNUNARDIlAATIUIUAS

Y

7. Create/update work instructions /WIS

7. flutiuilssdnsnaznasnszurunisg
a. nNeaaYlAdluIvLAL

b. famulsyLiUNa

c. Ysulgeauninleuasgiu

Y

Outputs
e Future state Work Process Map
e Process Work Instruction/WIS

8. Aanwmaautanasidsenau




needs and direction (6.1b)

2 Manage

Purpese: To determing how we manage, incrementally improve and fix our work processes to keep them in alignment with the business’

Implement (6.1b{1))

Improve(6.1b(3))

Implement
Employeses are trained on
the process using work
instructions

msugmsU s
u

Execute
Process Performer executes
process as indicated by the
Waork Instructons,/ WIS to
meet the Work Process
Requirements

N19ANLUUNITASI

*  Training

*  |ntegration

*  Post Work System map

*  Post Work Process map

*  Publish Werk Instruc-
tions

*  Post WIS if applicable

Any Employes can submit
Innowvation, CAR or OFI
itemns as appropriate based
on executing or observing
the process

:

o —

/H nowledge H\‘
'\\M anagement 4.2

[ w

orkforce
'\ie rformance 5.2a

"\\
- -I:E

Review
Process Performer & Pro-
cess Owner review Key
Measure performance on a
systematic basis to ensure
Work Process Key Reguire-
ments are met (including
Goals)

N1SNUNIWLSTLNY

Systematic Daily Review of
In Process Measures
[Dashboards)

¥

Monthly Review of Depart- | |

ment Scorecards w,/DLT

¥

Monthly Review of Depart-
ment Scorecards w)
President

¥

Monthly Review of Compa-
ny Balanced Scorecard w/
S5LT

Improve
Process Performer, Process
Cherner & internal auditors
review Work Processes on a
systematc basis to assess
alipnment with business
needs & directicn. Innowva-
tion, CAR & OF| items re-
viewed/incorporated as
necessary

Process Performer & Owner
identify OFls/CARs

Process Effectivensss Audits
by Internal Auditors]
* |50 compliance
*  Determine if process is
meeting requiremesnts

Lean/Six Sigma Projects
[QMS l=d)

—

-

L

—

Process Improvements
[CARs/OFIs)




Value Chain

Firm infrastructure \

Human resource management

Support

activities Teghni:}lggy ﬂevelmhment

Procurerment

Inbound | Operations | Qutbound | Marketing |  Service
logistics i logistics : and sales

o

Primary activities
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Work System and Processes

MISSION & VISION

CORPORATE STRATEGIC PARTNERSHIP MANAGEMENT INNOVATION

MANAGEMENT Qi Ty PLANNING MANAGEMENT REVIEW MANAGEMENT
PROCESSES

INTAKE & COURSE STUDENT JOBS &
ADMISSION OESIGN & DEV ASSESSMENT UPGRADING

OUTPUT

INDUSTRY PROJECTS / SERVICES

INFORMATION ESTATE o LIBRARY
SUPPORT SERVICES MANAGEMENT SERVICES

PROCESSES
Figure 5.3 Key & Support Processes



Work System and Processes

Work Processes

Requirements

FIGURE 6.1-1: KEY CLINICAL CARE DELIVERY PROCESSES

Sample Process Measures (Results)

Admission core measures (7.1-7)

Associated Outcome Measures (Results)

Overall montality index (7.1-1)

SDHMG patient wait time sat. (7.1-25)

SDHMG patient satisfaction (7.1-25)

OR on-time 1¥ case starts (7.1-24)

OR. prime time utilization (7.1-24)

ED length of stay (7.1-22)

Admission Safe, effective, efficient —
One Call transfers (7.4-23) Physician engagement (7.3-16)
Pre-appointment calls (7.1-23) EEOR (7.3-5)
ED arrival to bed, to greet (7.1-20) ED patient satisfaction (7.2-2)
SDHMG clinical measures (7.1-19) SDHMG patient satisfaction (7.2-5)
Safe, effective, efficient | acoecsment core measures (7.1-8) Mortality/complication index (7.1-1.2)
Assess & Treat T . . -
SDHMG % productivity Medication scan rates (7.1-16) OP satusfaction (7.2-2)
ED LPT/LPTMSE (7.1-21) ED patient satisfaction {7.2-2)
Discharge core measures (7.1-9) 30-day Readmissions (7.1-18)
OP discharge phone calls (7.1-23 OP satisfaction (7.2-2
Discharge Safe, effective, efficient P { ) ton ( )

ED patient satisfaction (7.2-2)

SDHMG productivity (7.1-26)

SDHMG group volumes (7.4-21)

65



Support Processes

' FIGURE 6.1-2: KEY SUPPORT PROCESSES

Support
Processes

Requirements

Sample Process
Measures (Results)

Turnover (7.53-1)
Hu.man Competent, Vacancy (7.3-2)
Resources .
(HR) available Time to fill (7.1-27)
Physician recruitment (7.3-3)
Days in AR (7.5-11)
= — Accurate, timely | Cash collections (7.1-28)
Management
Financial audits (7.4-6)
Information ] ] IT&S Call Ctr measures (7.1-29)
Reliable, umely
Management IT security measures (7.1-31)
Supply Chain | Quality, timely, | Supply cost savings (7.1-33)
Management value Fill rate (7.1-34)
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Key Work Processes

Figure 6.1-3 - Key Work Process Requirements and Measures

. o e Kev Health Health ServieeWork _
ot Service Offerings | Process Requirements sl
. . ED Door to Doc 7.1-20, ED LWOB (7.1-21), Patient Satisfac-
Pabicnt Acoess A.C.EQ tion Wait Times 7.2-5, Charity 7.4-14
Door to EKG 7.1-22 Radiology TAT 7.1-26, Lab TAT 7.1-28,
"“D“iismnf;:i:m S.E.F.KC.Q Stroke CT (7.1-27), Pathology TAT 7.1-29 , Blood Incompati-
S bility, Critical ABG -7.1-30
Care Deli and Core measures 7.1-1, Surgical Site Infections 7.1-6,CAUTI
Tmu::':l S.EFKC.Q  [71-12,CLABSI7.1-13, . PUD 7.1-14, Inductions 7.1-16,
Breast feeding 7.1-17, VAP 7.1-18, C Section 7.1-15
Discharge and Care EF A Discharge appointments 7.1-19, LOS 7.1-2 thru 5, 7.1-9, Re-
Transition Emergency T admission rate 7.1-2 to 5, 7.1-9 to 10, Palliative care 7.1-7
Support Processes ~ Department,
Medical
Surgical/lC1, Affordability 7.5-2, Market Share 7.5-11 thru 14, Service Line
Finance Birthing Center, AE Growth 7.5-15 thru 17, Timely Coding 7.1-25, Medical Rec-
Surgical Services ords Delinquency 7.1-24 | Registration Accuracy 7.1-23
Leadership S, E F A KC,Q Patient Satisfaction 7.2, , HCAHPS 7.2-9 to 10
Supply Chain E, A Q) Amerisource, Owens and Minor 7.1¢
Wk Manaeo- EOW 7.3-11 to 14, 7.3-25, Physician Satisfaction 7.3-15 10 17,
et g E.F, A KC Volunteer Satisfaction 7.3-18 to 21, | Employee Turnover 7.3-
1 to 3, Capability 7.3-4, 7.3-23 t0 27
Medication Errors 7.1-31, Mortality 7.1-3 to 5, 7.1-11, Work-
Quality and Safety 5.0 force Health Safety and Security 7.3-6 thru 9, Emergency
Preparedness 7.1b2
S=Safety, E=Efficiency, F=Friendliness, A=Affordability, KC=Knowledgeable Caretaker, Q=Cuality, A=Access
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Business Process Management
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UMY TuNIILAs1EU SIPOC

e Busiulaaldvidnnis S-I-P-O-C (Supplier-Inputs-
Process-Outputs- Customer). Start with C, then O, then
S, then I, then P

* NANTAUNINNEURLLALATEAUTIA?

- WHudueauiingasrunaninuiali CTQs or non-CTQ-
activity?

s HAKARADAY 1T YA lanTalu?

. ANVUAARBUGULRLAAFUFATUTALAY

- szutiupaunaIFuaINAITAAADUNEY

- afruAdy 9 AALIAD 12U AYUUNE UARINT
NALL5N19 Yudssuna

- 1dudnnisuag P-D-C-A wiansiagauanuauyseal



How do I do it? (cont'd)

1. Create a basic template of the process:

Suppliers

Inputs

[l

[

[

O Oon Od

Process Name

start

end

/

Boundaries

Outputs

Customers

O OO dod

[l

[

1. 1% flip-chart #ay 3” x3” Post-It® notes, 1hpm

2. STUTBNIZUIUMIHANUUTIINTZAY

D

3. MHUAYAIBNAUIAZAUTAVBINIZTUIUNS

4. gnAMazHAan

5. szyauin tdadeifou




How do I do it? (cont'd)

2. Brainstorm the steps in the process

Outputs

Customers

0 OO0 004

O

T

O

Suppliers Inputs Process Name
O O [ (|
O start|:I I:ID = end
O = O o OO
0O O |
™ O O
O (| O OO
O —~
Hog O o
O O

a3z ANnaIguIRanInINT TNNNEIVD WeUaIVY Post —it-note

Tips:

At this stage

Do not try to establish order

Do not discuss process steps
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How do I do it? (cont'd)

3. Group into major process areas

\
Suppliers Inputs Process Name Outputs Customers
Ll E OdoOooOoOooo 0O E [
start H I_I__I_-| E |_|__I_.| end O

] ] |
O 0 g | E m
] I_I_—l_-| ]

] ] - O O

[
] |-_DI-II:I

¢

1 a a @ % v
ﬂﬂquﬂqus"iumﬂu'i:ﬂuuuvl"a LLﬂ')‘Lluﬁqﬂ

) )]

1 = [ 1 | va s
anssngagau 9 wintluudas q IKiGaslalananssunan

5

o o v @ a =% o~ v o '
Qﬂ%‘%‘udlu%‘::ﬂ‘l.lLﬂil'mul,ﬂuﬂ@ﬂi%‘u‘ln%‘ﬂﬁlL%‘EIxiﬂu‘Mﬁ‘ﬂvLN

-]

NAUNULATUR AT LT ULARSTUADUNSD LN

|

lunanssunas1anmAvzalsl

Aanssun latnaadasliinaanunladneuan




How do I do it? (cont'd)

4. Critically evaluate the ‘Final’ Process Map:

Process Name

00— ~0———0
[ |— — ——

00—
—[ — ::DDi »L ]
[ |—

({1 — F———1]

LA

ANLAULAAIANMNANNUE

WilapANudanlasdnAs
STUTANINUALBINTEUIUNIG LALTEYIIAAINGF LA LUNSELIUNIS
szynalnlunIsAILAN

[ >

NanAuANlavsalififasaseaRan nuNIsAILAN?
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Workshop ansaantuunsguiunig

o A2 TWRaNIGYIN SIPOC A1s3aunng
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ANTARNNITATZUIUNNT

- ATUficulsgdriuaasnssuiunsvineu
6N Liuldeudaniviuaid @y

. ﬁﬁﬁﬂu’%aé’maﬁmaaNanjsmtﬁumsluaxﬁﬁm
aalunszuiunisay lsinyngartiuluinaaiuau
uazudsuilsanssuiunisange

. fr¥amandduRusAuALANLAIRUANEHALAY
NRNTAILIUANTUDINRNFATLLAZLINTUAY
gantuatine’ls



IgUsEAIA Uaaaiinen AanNssH NANAR HAANS

OBJECTIVES INPUTS PROCESSES OUTPUTS OUTCOMES

AMHNUSEHER

AMNHUSZENE NN |

ANHNUSEANSHA

VALUE FLOW / PROGRAM LOGIC ANALYSIS

Cost effectiveness

Desired
outcomes

Inputs Activities Outputs Qutcomes




THe KPI INSTITUTE

smarTKPIslfgom

The smaard choice in perlonmance management

VALUE FLOW / PROGRAM LOGIC ANALYSIS

Cost effectiveness

Desired
outcomes

Inputs Activities Outputs Qutcomes

Efficiency = extent to which time, effort or cost are +  Effectiveness = the extent to which a

well used for the intended purpose.

Used to relay the capability of a specific application

of effort to produce a specific outcome effectively

with a minimum amount of waste, expense and
effort.

desired effect is achieved

Used to relay the capability of producing a
desired outcome, the success in achieving
a given result.

Source: Adapted from Ausfralian Nabional Audit Cffice (1338), Baffer prachice principles for performance information
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VALUE FLOW ANALYSIS

OBJECTIVES INPUTS PROCESSES OUTPUTS OUTCOMES

r "'.:I Il.\\ .f; ll

.

! / | | I||.
\. .-l.I l\-\. / !
- - . .-""f .

Improve
customer
satisfaction with
service levels




INPUT METRICS

+ Measure the quantity/quality of input resources to organizational )
activities.

+ Generally Include: human resources, financial resources
Infrastructure.

+ Examples:

» Human Resources: # Employees, # Consultants, # Project team
» Financial Resources: $ Budget, # Grants, $ Bank loans

» Infrastructure: # Production lines available, # Plants available

m PROCESSES OUTPUTS OUTCOMES




PROCESS METRICS

+ Measure the quantity/quality of the activities required to provide
certain expected outputs.

+ Generally include: transformation in terms of time and utilization
rates.

Aret

Examples:
» Time: % On time delivery vaccination, # Time to finalize task

» Utilization: % Equipment utilization rate, % Transportation
capacity used

INPUTS W OUTPUTS OUTCOMES



OUTPUT METRICS

+ Measure the quantity/quality of the goods or services created or
provided through the use of Inputs;

+ They generally include quantifiable results.

Aret
é

+ Examples:
» # Patients vaccinated
» # ltems produced
» # Scrap generated
» # Facilities built

INPUTS PROCESSES m OUTCOMES



OUTCOME / IMPACT METRICS e

. Measure the quantity/quality of the results achieved through the °©
provision of goods and services.

+ They generally include: added value, impact.

+ Examples:

» Impact: % Incidence of disease, % Mortality rate, % Graduates
employment rate

» Added value: $ Savings generated by innovation ideas,
# Customer satisfaction index, % Net promoter score

INPUTS PROCESSES OUTPUTS m



VALUE FLOW ANALYSIS AS KPI SELECTION
TECHNIQUE

Given the strategic objective “Operate in an environment that fosters
creativity and innovation”, place each of the metrics below in the
appropriate  value flow stage. List in each column the number
corresponding to the correct tool.

# Innovation

1 champions ineach 4
area

# Staff in the innovation $ Value generated by % Innovation ideas
program team innovation ideas funded

% ldeas evaluated within

. . : o
9 # Innovation focus 5 #Tme to evaluate an 8 the SLAtarget of 2 .,f& Innovation ideas
groups idea implemented
weeks
% Innovation ideas % Innovation ideas that

3 # Patents 6 $ Budget evaluated generated value

Aret



HANNISUALUUIAANITIANITATSUIUNS

Control Phase : msmuqamss:mumsﬁﬂa'm

Qs

nflsmuqum‘"’wm”'a%m :

|

. nandauazaansiullauradinuai
81Aey |

* TR wazHFUAAMaUNTALIU

* HRAIN ATIAFAU UaUTTLAUNK LamNN
AINNGRAINT

KPI

In-Process KPI

ﬂ'ﬁﬂ?‘UF’!&IG?IJ'JEIﬂ']ﬁﬁ']ﬁﬂﬂ&d'lﬁlig']%ﬂ‘]ﬁﬁ‘]ﬁ'lu +

e

* AMNUUANIATFIUNNTVINIIU

» Work Manual /Work Instruction

- AMnuUnInAILANTULARTURAUATUH TR U

« ausuWInIUluNITUH TR NNIATFIUATVINIU
* ANAU QUA AAAIN LRZUTLLTUNR ANNIRAILAN
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RANNITHAZLUIARANISIANISAISUIUNIS

Control Phase : AS3ANINIATFIUNITNITY
NIRTFIUNTIINIY

o Wuasasiiafivseiuin YARINIENIAUNY 8l 1281611910 YeuatatReINy Tanananuazldiaan
Tunrsaiinaulnaifaenu

. L'*fjum%imﬁaslun'lsﬂnausuqﬂmns fgealud wianstlnanissau
. ﬁ]um%’aoﬁaiumsa‘i’mm‘smwj’waaaaﬁms

(NN359USIN ALAU LAZLHELNT)

* Duinsasiiafisuuseiud fiuumenisufin uazmsusafivaaiu
/AAANTNGTY fvmau

o .,

Work Instruction/Work Manual

\ E S \\\\\\
Nﬂﬁl‘sﬁ']uﬂ']‘s‘lrlﬂd']u‘nﬂ

o I¥nruwfigladne Fnau lainguia3a

° mm‘lﬁ'gﬂmwa%mﬂﬂsznau

e sinnsnaassiausuuss dausirluldu

e finnstlnausy Aauih lUU iR .



HANNISUALUUIAANITIANITATSUIUNS

(Process Management : Public sector Management Quality Award : PMQA)

Control Phase : ASWA Ll EIUNANS B9 LRASSUIUNIS

ATSWA Ll FIunWs a9

¢

d)

mﬁﬂgﬂuﬁ’aaaﬁe N1SUHJURMUAINNTEUINNTS

Nﬂ?JEI‘IJ'JLﬂ'i']“"lr‘i‘l],ﬂ.l‘lrﬂtlﬂ“’ﬂaﬂi“ﬂﬂtlaultfﬂﬂﬂmﬁﬂ LRWIZHUN

Nﬂ?JElU'iﬂEl\‘l']uslﬂN‘U\‘l F’I‘IJ‘U%'U?I']‘VI‘S']‘U LWEILLﬂ‘I]iUﬁTi“’&I"%ITJ

eze eze

Jufindmyin Case Study WailmAngaunwiaes
(ﬁmﬁﬂu lRNLASaINe ®3aRANNIZTUIUNTS)
* Wudagalunisusudsenszurumssaly
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7.1 NAANIATUNANAUNLLRZATZUIUANT:

n. Naﬁwﬁﬁﬂuwﬁﬁﬁmﬁua:nﬁzmun'ﬁﬁsjﬂLﬁuanm

W

o

(CUSTOMER Focused Product and PROCESS RESULTS)
szduiayiuuazmnlivveviiaviafmiitafiddyvosnanisdniiunmsdundndus
uaznIzvIumMsiianudduaznauausdlaansenoandtiustgls naawsivariiie

Wipp@Wisuiumran1 i iumsreduty uazavAnsduninaniuminadsadeduatoly

9. WRAWSAUUIZENSHaVDINTLUIUNITNINIY
(WORK PROCESS EFFECTIVENESS RESULTS)

(1)

2)

YseandnauwasUseansniwyasnizuaunis (PROCESS EFFECTIVENESS and
Efficiency) sxfiilyiunazniwessiaviafiiafiddnvesnamadifiums
funliAnTrevnIsIumMBiuLasnIEIIUMITTUAYUTid AL TIav
nAANW 10unan wasdiadug Ammzanduyszanina Uszandmw uay
winnssnvovnszvaumaiustiiely

nM3ATBNNIaNAaN1Izan@u (Emergency Preparedness) izduilagiiuuaz

q

winlluvevshiaviemdiafidrdwvevyszdndnavevavansluminisanion

B =

AadpnALaznIzanduduagls




A. HRANSAIUNITANT5HIILEUMU (Supply-Chain Management RESULTS)
wadniravi IaviasmiiaiisidnyrosnansmiiiunsmuinlEgUnuneesdng 3IuN
nmsiaulums@nainanmIsfiumsvevevAnsiuagngly
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