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Productivity Improvement Tools & Standards

tEdPExi»inm's@[x< . a
u Thailang/Quajty
TQ

Jtrategic Planni
Pl & Balanced 3

LAUUINT — / Benchmarking \

Supply Chain Management
Business Process Improvement (BPI)
Cross-functional Management

SELAUINNIT

>Activity-based Managemght (ABM) | 1T PM
IQ A TQF Activity-based Cgfsting (ABC) |[E PM/SM

' Cost offQuality (COQ) |7 Waste OEE
pein L2

seauUfiinnng > / 1SO 9000 / ISO 16949 / HACCP / GMP / ISO 14000 / SA 8000 \

/ Problem Solving \
/ Waste Assessment \

/ 5S / Suggestion Scheme / Visual Control \




“Something is clearly wrong when only | 1% of business leaders —

compared to 96% of chief academic officers — believe that graduates have

the requisite skills for the workforce.” !

-- Harvard Business Review

“skills gap” and the need for higher education to do a better job of preparing future workers.
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VALUE AqaN

Baldrige: nssansu@asgnen) luannduaraasnannm
U3NN9 NELIUNT Funswe wians 1w Wafisududunuen ldins
LaznuLanndu ) Ny

The perceived worth of a product, service, process, asset, or function relative to its cost and possible
alternatives.

Marketing: The extent to which a good or
service 1s percerved by its customer to meet his
or her needs or wants, measured by customer's
willingness to pay for it.



http://www.businessdictionary.com/definition/value.html
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VALUE AfdA1 Proposition

Our E help(s) @ who
want to 6 bg Q)

your own verb (e.g., increasing, enabling)




Gains describe the outcomes

customers want to achieve or
the concrete benefits they are
seeking.

Customer Jobs describe
what customers are trying
to get done in their work and
in their lives, as expressed in
their own words.

Pains describe bad outcomes,
risks, and obstacles related to
customer jobs.



Value
proposition
Map

This is a list of all the
Products and Services
a value proposition is
built around.

Gain Creators describe how
your products and services
create customer gains.

Gain Creator

Pain Reliever

Pain Relievers describe how
your products and services

alleviate customer pains.




Key Partners 09 Key Activities o Value Propositions ii Customer Relationships ' Customer Segments ’
o £\ 1
LIIN 217121
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Cost Structure Y, ' @ Revenue Streams é
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Business Model Canvas -

TP Key Partners g\gﬁ Key Activities % Value (™) Customer Customer
— % Rrogpsitions Relationships ments
@? Key Resources Channels
S
/[ =] Cost Structure Revenue Streams
P Y A

ﬂ Social & Environmental Cost

Social & Environmental Benefit

http://www.businessmodelgeneration.com



http://www.businessmodelgeneration.com/

TRADITIONAL CASE STUDY: &

HARVARD

UNIVERSITY

Key Partner & Key Activities a Yalue Propostions ﬁ Customer Relationships ' Customer Segments a
o Research
Advisory
Education Job Preparation
Students
Government Investment Alumni
Life Experience
Twm Ky Rasources “ Channals -p
Providers =
Talent AbsmndNetwork ||| TestPrep Researchers
High Schools
Land
Access Campus Alumnl
Corporations Research Experts Recrulting
Cost Structure ’ Revenue Streams A
-1 Real Estate Faculty = Tultion Research
Product
Development Endowment




Google Business Model

Key Partners Key Activities
R&D - Build New
Products, Improve
Existing products

Manage Massive IT
Distribution Infrastructure

Partners

Key Resources

Datacenters

IPs, Brand

Value Propositions

Web Search, Gmail,
Google+

Targeted Ads using
Adwords (CPC)

Extend Ad campaigns
using Adsense

Display Advertising
Mgmt Services

Hosted web-based

Google Apps

Relationships

Automation (where
possible)

Dedicated Sales for
large accounts

Channels

Global Sales and
Support Teams

Multi-product Sales
force

Customer Segments

Internet Users

Advertisers,
Ad Agencies

Google Network
Members

Enterprises

Cost Structure

Revenue Streams

Traffic Acquisition R&D Costs (mainly Ad Revenues -
Costs personnel) Google websites
Data center Enterprise Product

Ad Revenues —
Google n/w websites

Free

www.businessmodelgeneration.com




Facebook — World’s leading Social Networking Site (SNS)

Key Partners Key Activities Value Propositions Relationships Customer Segments
Platform Same-side
Development . Network Effects
Connect with your
friends,
Data. Center Discover & Learn,
Operations Mgmt Express yourself Internet Users
Content Partners
(TV Shows,
Movies, Music, Key Resources Channels
News Articles) Facebook Website,
Platform Personalized and Mobile Apps
Social Experiences, Developers
Technology Social Distribution,
Infrastructure Payments
Developer Tools
and APIs
Cost Structure Revenue Streams
Data center Marketing and Research and Payment
costs Sales Development Free Revenues
General and
Administrative

www.businessmodelgeneration.com




performance management

“a process that helps an organization to

formulate, implement, and change its strategy in

order to satisfy its stakeholders’ needs’ nszurunnsi
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Profile

Organization

address unique aspects of your organization
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P.1 Organizational
Description:
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P.2 Organizational
Situation:
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P.1 Organizational Description:
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P.1 Organizational Description:
ANMOIZBIANTT :
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Organizational value
proposition

Core
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P.1 Organizational Description:
ANBULAIANIT
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Environment Relationships
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P.2 Organizationa
Situation:

What 1s your
organization’s strategic
situation?

Competitive Environment [l Strategic Context PERFORMANCE Improvement
System

Position CHALLENGES | improvement

Changes ADVANTAGES | evaluation

Comparative Data @
R VN

! [
|

55555 120
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: / \ 160
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Stékeholders in the educational marke

. Local

Legislature
and Gene!'al
Government Public
Agencies
Mass
Media

Business
Community

Current
Students

Competitors
Trustees/ Accreditation
Regents Administration Organizations
and Staff
@ Parents of
Students

Source: Kotler and Fox, 1995

NVINRBANAIIINAT WazlAIN

ADINITNULANAINARNIN




Where do you
wantto be?

Vision &
Objectives

Description of
desired
future state

How will you
getthere?

Whereare you
now?

Gap Analysis Strategies

Assessment

to current
state [Roadmap)

Action Plan

How will you
knowwhen
youare there?

Metrics &
Continuous

Improvement
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Where do you
wanttobe?
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Howwill you
getthere?

PROCESS
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Whereareyou
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Assessment
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How will you
knowwhen
youare there?

Metrics &

Continuous
Improvement
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Student LEARNING

Student ENGAGEMENT

Student Satisfaction

WORK (Teaching and Support)
\/ PROCESS EFFECTIVENESS

37

| Supply-Chain Management |



WORKFORCE CAPABILITY and CAPACITY
WORKFORCE Climate ﬁmcﬁ 6
WORKFORCE ENGAGEMENT
WORKFORCE Development
Student LEARNING

Student ENGAGEMENT

Student Satisfaction

WORK (Teaching and Support)

\/ PROCESS EFFECTIVENESS

Supply-Chain Management 38




WORKFORCE CAPABILITY and CAPACITY

WORKFORCE Climate

WORKFORCE ENGAGEMENT

WORKFORCE Development

Student LEARNING

/

achievement of organizational strategy and ACTION PLANS

Student ENGAGEMENT

Student Satisfaction

WORK (Teaching and Support)

\/ PROCESS EFFECTIVENESS

Supply-Chain Management

/ /
Leadership communication and engagement ’

GOVERNANCE accountability

49

Law, Regulation, and Accreditation

CONSTRUCTION

s

Ethics @

societal responsibilities
and support of
communities

39



WORKFORCE CAPABILITY and CAPACITY

WORKFORCE Climate

WORKFORCE ENGAGEMENT

WORKFORCE Development

Student LEARNING

/

achievement of organizational strategy and ACTION PLANS

/ /
Leadership communication and engagement

©

// GOVERNANCE accountability
Student ENGAGEMENT

Student Satisfaction

Law, Regulation, and Accreditation

WORK (Teaching and Support) Ethics @
\/ PROCESS EFFECTIVENESS

UNDER
CONSTRUCTION

e

and support of
Market PERFORMANCE communities

Supply-Chain Management

societal responsibilities

Budgetary and Financial PERFORMANCE

40
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How will you
knowwhen
youare there?
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Scorecard
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Metrics &
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Continuous

/é Improvement
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achievement of organizational strategy and ACTION PLANS Law, Regulation, and Accreditation || Ethics

Leadership communication and engagement I GOVERNANCE accountability

Market PERFORMANCE

Budgetary and
Financial
PERFORMANCE

“%
©
4 %
J 2
3 =
s %
o =]
- da
§ 3 |Student LEARNING
2] -
T o 3
g Qliliﬂ‘l:lﬂ;]?aﬂyﬁfq - 2 WORK (Teaching and Support)
% L’i’]ﬂ“nq{ﬂt“ﬂ’mﬂ’ﬂﬂﬁiﬂﬁlﬂ? F |PROCESS
2 dozlsfduladnnsalu? & |EFFECTIVENESS

societal responsibilities and
Ce p support of communities

\eadership and Goy,

"""" luUiUﬂf']uu Supply-Chain Management

Student ENGAGEMENT

Student Satisfaction

WORKFORCE Climate \ @

WORKFORCE ENGAGEMENT
” 42
WORKFORCE Development




ARE WE MAKING PROGRESS?

CATEGORY 7: RESULTS

7a

7b

7C

7d

e

7f

7h

71

My work products meet all requirements.

My customers are satisfied with my work.

| know how well my organization is
doing financially.

My organization has the right people and
skills to do its work.

My organization removes things that get in
the way of progress.

My organization obeys laws and regulations.

My organization practices high standards
and ethics.

My organization helps me help my community.

My organization is a good place to work.

Strongly .
Disagree  Disagree Undecided Agree

d d d d
Jd Jd d Jd
d d d d
d d d d
d d d d
J Jd d Jd
d d d Jd
d d d d
d d d d

Strongl
Agr%ey

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

gudgetary Financiy,

PROCESS

yielding
performance results “n, s‘\“sz%
(Criteria category 7). <

- 44



Organizational Profile

Operations

Core Values and CO‘”‘Cep"5




11 core valug o organizations

Systems
perspective




The Role of Core Values and Concepts

The Baldrige Education
Criteria build on
core values and concepts...

T K
: BN
S
> B
which are embedded in g 3
systematic processes... S ?ﬁ, )
(Criteria categories 1-6) e W&
yielding
performance results n A=
(Criteria category 7). 4

From Baldrige Performance Excellence Program. 2017. 2017-2018 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. https:/www.nist.gov/baldrige.
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Reacting to Problems
(0-25%)

Early Systematic
Approaches
(30-45%)

/ Strategic
\ / and Operational

» / \ Goals

Operations are characterized by activities rather than by processes, and
they are largely responsive to immediate needs or problems. Goals are
poorly defined.

e » Strategic and

Operational

— — Goals

The organization is beginning to carry out operations with repeatable
processes, evaluation, and improvement, and there is some early coordination
among organizational units. Strategy and quantitative goals are being defined.



Aligned
Approaches
(50-65%)

Integrated

Approaches
(70-100%)

Strategic
and Operational
Goals

Operations are characterized by repeatable processes that are regularly
evaluated for improvement. Learnings are shared, and there is coordination
among organizational units. Processes address key strategies and goals.

Strategic
and Operational
Goals

Operations are characterized by repeatable processes that are regularly
evaluated for change and improvement in collaboration with other affected
units. The organization seeks and achieves efficiencies across units through
analysis, innovation, and the sharing of information and knowledge.
Processes and measures track progress on key strategic and operational goals.
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Baldrige works if:

* Leaders and the organization have the
willingness and ability to develop an
organizational culture based on the 11 core
values of high performing organizations
defined by the Criteria.

* Leaders and the organization are willing to
commit to a long-term journey of
continuous learning and improvement

The purpose of the Baldrige
Granite State Quality Council framework is to help your
New Hampshire's Nonprofit Resource for . . .
Organizational Performance Excellence Organlzathn improve and
achieve excellence. 59
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e delivery of ever-improving value to students

o effectiveness and capabilities

e learning
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Rule of law
Transparency
Participation

Accountability

Sustainability
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BALDRIGE

EXCELLENCE

2017 IIIIWMI

1.1 Senior Leadership: How do your senior leaders lead the organization?

(1) HOW do SENIOR LEADERS set your organization’s VISION and VALUES?

(2) HOW do SENIOR LEADERS’ actions demonstrate their commitment to legal and ETHICAL
BEHAVIOR?

(3) HOW do SENIOR LEADERS communicate with and engage the entire WORKFORCE and
KEY CUSTOMERS?

(4) HOW do SENIOR LEADERS’ actions create an environment for success now and in the future?

(5) HOW do SENIOR LEADERS create a focus on action that will achieve the organization’s
MISSION?

V7



BALDRIGE

EXCELLENCE
BUILD

2017 II’IIIIM,

1.2 Governance and Societal Responsibilities: How do you govern your
organization and fulfill your societal responsibilities?

(1) HOW does your organization ensure responsible GOVERNANCE?

(2) HOW do you evaluate the PERFORMANCE of your SENIOR LEADERS and your GOVERNANCE
board?

(3) HOW do you address and anticipate legal, regulatory, and community concerns with your
Y p & gulatory, ty y
products and operations?

(4) HOW do you promote and ensure ETHICAL BEHAVIOR in all interactions?

(5) HOW do you consider societal well-being and benefit as part of your strategy and daily
operations?

(6) HOW do you actively support and strengthen your KEY communities?
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Bourne, L. The Six Functions of Governance. PM World Journal Vol. 111, Issue XI — November 2014 “Administration Industrielle et Generale” Henri Fayol (1841 — 1925)

Py S
y; \)
To determine the objectives of the organisation ,’ G1 \‘ ~ M1 To forecast and plan
/ \ \

/ B gt

[ \
I \ G
! T P |

To determine the ethics of the organisation

M

To organise

L S

L

To create the culture of the organisation

To command or direct
M
(lead)

To design & implement the governance

framework

To coordinate

p M

L

To ensure accountability by management

M5 To control

To ensure compliance by the organisation
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Bourne, L. The Six Functions of Governance. PM World Journal Vol. II1, Issue XI — November 2014

b A,

vision and mission

To determine the objectives of the organisation

To determine the ethics of the organisation

To create the culture of the organisation

To design & implement the governance

framework

To ensure accountability by management

To ensure compliance by the organisation

statements and its strategic plan. e

\ _—
Motegrity, steadfastly applying high nmm'p‘ri—n-tiplcs.
Honesty, being lru!h_fnl-af(fﬁx;c\’n.

C(‘n_p_c].uld.'c-u-s;ring our advice, opinion and decisions are
gor -h;xd on experience and facts.

Bcn‘volcncc. treating all with'resp re-einding

Slew‘ar(lshlp. protecting resources under vour control for the future,

0 Op

ss and transparency
o l"air‘ws.\
o Entg mid attitudes to sensible risk taking
o ('nm'nimwnl both to the organisations g its values
0 ('unfrlnwt'

o Rnp'cl

ibility

0 Acc ]

bility resy
purCipjes. structures, enablingfactors and
interfages through which#fie organisation’s governance arrangements
will opfrate by delegdling appropriate levels of authority and
responfibility pnanagers and other entities.

o For'the ethical and cultural environment they develop and maintain within
he ur&ani:atiun.

aJ'or the stewardship and proper use of the resources entrusted to their care.

o For the atrwaplishment of the strategic plan and fulfilment of the

orf,'anhalimls objectives

*oviding relevant stakeholders with assuranteeLthe organisation’s

lcumplimlcc with its regulatory, statutory and legal obligatiohwas well as

W / monitoring and directing the performance of its management and staff as

M

M

M

work towards achieving the organisation’s objectives, working within the
organisation’s ethical and cultural framework and supporting the values

established by the governing body

“Administration Industrielle et Generale” Henri Fayol (1841 — 1925)

To forecast and plan

To organise

To command or direct

(lead)

To coordinate

To control

74



Continuously What Will
Improve We Do?

Get Better
Next Time

Motivate
Employees

What Do
They Want?

A—- Who Do | Do
Stuff For?

Be Role Models

Give Everybody
Their Part

Thank The

People Who Analyze
Made It Performance|
Happen!

Nike - Just
Do It!

Empower
Teams
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7.4

7.5

BALDRIGE
CE

EX

Leadership and Governance Results: What are your
senior leadership and governance results? o1 il

(1) What are your RESULTS for SENIOR LEADERS’ communication and engagement with the
WORKFORCE and CUSTOMERS?

(2) What are your RESULTS for GOVERNANCE accountability?

(3) What are your legal and regulatory RESULTS?

(4) What are your RESULTS for ETHICAL BEHAVIOR?

(5) What are your RESULTS for societal responsibilities and support of your KEY communities?

(6) What are your RESULTS for the achievement of your organizational strategy and
ACTION PLANS?

Financial and Market Results: What are your
results for financial viability?

(1) What are your financial PERFORMANCE RESULTS?
(2) What are your marketplace PERFORMANCE RESULTS?
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ARE WE MAKING PROGRESS?

CATEGORY 1: LEADERSHIP Strongly Strongly

Disagree Disagree Undecided Agree  Agree

1a | know my organization’s mission

(what it is trying to accomplish). - . . - -
1b I know my organization’s vision 0 0 0 0 0
(where it is trying to go in the future).
1c My senior (top) leaders use our organization’s
values to guide us. = J - 2 -
1d My senior leaders create a work environment 0 0 0 0 0
that helps me do my job.
le My organization’s leaders share information
about the organization. J J = 2 J
1f My organization asks what | think. 0 0 0 0 o
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BALDRIGE
-NCE

EXC

il/
2.1 Strategy Development: How do you develop your strategy?

(1) HOW do you conduct your strategic planning?
(2) HOW does your strategy development PROCESS stimulate and incorporate INNOVATION?

(3) HOW do you collect and analyze relevant data and develop information for your strategic
planning PROCESS?

(4) HOw do you decide which KEY PROCESSES will be accomplished by your WORKFORCE and
which by external suppliers and PARTNERS?

(5) What are your organization’s KEY STRATEGIC OBJECTIVES and timetable for achieving them?

(6) HOW do your STRATEGIC OBJECTIVES achieve appropriate balance among varying and
potentially competing organizational needs?
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e
2018 “ 2

2.2 Strategy Implementation: How do you implement your strategy?

(1) What are your KEY short- and longer-term ACTION PLANS?
(2) HOw do you DEPLOY your ACTION PLAN S?

(3) HOW do you ensure that financial and other resources are available to support the
achievement of your ACTION PLANS while you meet current obligations?

(4) What are your KEY WORKFORCE plans to support your short- and longer-term STRATEGIC
OBJECTIVES and ACTION PLANS?

(5) What KEY PERFORMANCE MEASURES or INDICATORS do you use to track the achievement
and EFFECTIVENESS of your ACTION PLANS?

(6) For these KEY PERFORMANCE MEASURES or INDICATORS, what are your PERFORMANCE
PROJECTIONS for your short- and longer-term planning horizons?

(7) HOW do you establish and implement modified ACTION PLANS if circumstances require a
shift in plans and rapid execution of new plans?
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ARE WE MAKING PROGRESS?

CATEGORY 2: STRATEGIC PLANNING ls)tlrsglg1§ela)é Disagree Undecided Agree St,&%?%k
2a  As it plans for the future, my organization 0 0 0 0 0

asks for my ideas.

2b My organization encourages totally new 0 0 0 0 0
ideas (innovation).

2c | know the parts of my organization’s plans 0 0 0 0 0
that will affect me and my work.

2d | know how to tell if we are making progress 0 0 Q0 0 0
on my work group’s part of the plan.

2e My organization is flexible and can make 0 0 0 0 0
changes quickly when needed.
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Customers s\c\éaﬁ';;

3.1

3.2

Voice of the Customer: How do you obtain information
from your customers? il

2017
2018

(1) HOwW do you listen to, interact with, and observe CUSTOMERS* to obtain actionable
information?

(2) HOW do you listen to potential CUSTOMERS to obtain actionable information?
(3) HOW do you determine CUSTOMER satisfaction, dissatisfaction, and ENGAGEMENT?

(4) HOW do you obtain information on CUSTOMERS' satisfaction with your organization relative
to other organizations?

Customer Engagement: How do you engage customers by
serving their needs and building relationships?

(1) HOW do you determine product offerings?

(2) HOW do you enable CUSTOMERS to seek information and support?

(3) HOW do you determine your CUSTOMER groups and market SEGMENTS?
(4) HOW do you build and manage CUSTOMER relationships?

(5) HOW do you manage CUSTOMER complaints?



BALDRIGE

EXCELLENCE
BUILDER

llf

7.2 Customer-Focused Results: What are your
customer-focused performance results?

(1) What are your CUSTOMER satisfaction and dissatisfaction RESULTS?
(2) What are your CUSTOMER ENGAGEMENT RESULTS?
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Customer Engagement Measures

From Satisfaction to Engagement

Customer Satisfaction
100%
95%
90% -
85% -
80%
75%
2008 2009 2010 2011 YTD
M Actual © Goal
Customer Loyalty
Overall Customer Satisfaction Rating
100%
95%
LS e e s e
85% —
80% —
75% S — S S
2008 2009 2010 2011YTD
® Actual © Goal
Customer Retention
Customers’ Likelihood to Buy Again
100%
95%
90% —
85%
80% -
75% - _— _— _—
2008 2009 2010 2011YTD
o v
¥ Actual * Goal [
Customer Advocacy
Customers Continuing to Purchase
95%
75% — — e e
2008 2009 2010 2011 YD
W Actual ' Goal

Customers’ Likelihood to Recommend




ARE WE MAKING PROGRESS?

CATEGORY 3: CUSTOMER FOCUS

Strongly ) . Strongly
Note: Your customers are the people who use the Disagree  Disagree ~ Undecided  Agree  Agree
products of your work.
3a | know who my most important customers are. d d d
3b I regularly ask my customers what they Q Q Q
need and want.
3¢ 1 ask if my customers are satisfied or 4 d d Jd Jd
dissatisfied with my work.
3d | am allowed to make decisions to solve 4 d d d d
problems for my customers.
3e 1 also know who my organization’s most d d d d d

important customers are.
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4.1 Measurement, Analysis, and Improvement of Organizational
Performance: How do you measure, analyze, and then
improve organizational performance?

(1) HOW do you track data and information on daily operations and overall organizational
PERFORMANCE?

(2) HOW do you select comparative data and information to support fact-based decision
making?

(3) HOW do you select VOICE-OF-THE-CUSTOMER and market data and information?

(4) HOW do you ensure that your PERFORMANCE measurement system can respond to rapid or
unexpected organizational or external changes?

(5) HOW do you review your organization’s PERFORMANCE and capabilities?
(6) HOW do you project your organization’s future PERFORMANCE?

(7) HOW do you use findings from PERFORMANCE reviews (addressed in question 5) to develop
priorities for continuous improvement and opportunities for INNOVATION?

4.2 Information and Knowledge Management: How do you manage your
information and your organizational knowledge assets?

(1) HOW do you verify and ensure the quality of organizational data and information?
(2) HOW do you ensure the availability of organizational data and information?

(3) HOW do you build and manage organizational knowledge?

(4) HOW do you share best practices in your organization?

(5) HOW do you use your knowledge and resources to embed LEARNING in the way your
organization operates?
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ARE WE MAKING PROGRESS?

CATEGORY 4: MEASUREMENT, ANALYSIS,
AND KNOWLEDGE MANAGEMENT

4a | know how to measure the quality of my work.

4b | can use this information to make changes that
will improve my work.

4c | know how the measures | use in my work fit
into the organization’s overall measures
of improvement.

4d | get all the important information | need
to do my work.

4e | know how my organization as a whole is doing.

Strongl|
Disag:‘ge)é

J

Jd

Disagree

J

J

Undecided

Agree

J

J

Strongl
Agr§ey
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Workforce

5.1

5.2

Workforce Environment: How do you build an effective and
supportive workforce environment?

(1) HOW do you assess your WORKFORCE CAPABILITY and CAPACITY needs?
(2) HOW do you recruit, hire, place, and retain new WORKFORCE members?

(3) HOW do you prepare your WORKFORCE for changing CAPABILITY and CAPACITY needs? | “mm /I
(4) HOw do you organize and manage your WORKFORCE? 2018
(5) HOw do you ensure workplace health, security, and accessibility for the WORKFORCE?

(6) HOW do you support your WORKFORCE via services, benefits, and policies?

Workforce Engagement: How do you engage your workforce to
achieve a high-performance work environment?

(1) HOw do you foster an organizational culture that is characterized by open communication,
HIGH PERFORMANCE, and an engaged WORKFORCE?

(2) HOW do you determine the KEY drivers of WORKFORCE ENGAGEMENT?

(3) HOW do you assess WORKFORCE ENGAGEMENT?

(4) HOW does your WORKFORCE PERFORMANCE management system support HIGH
PERFORMANCE and WORKFORCE ENGAGEMENT?

(5) HOW does your LEARNING and development system support the organization’s needs and
the personal development of your WORKFORCE members, managers, and leaders?

(6) HOW do you evaluate the EFFECTIVENESS and efficiency of your learning and
development system? 94

(7) HOW do you manage career progression for your WORKFORCE and your future leaders?
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7.3 Workforce-Focused Results: What are your
workforce-focused performance results?

(1) What are your WORKFORCE CAPABILITY and CAPACITY RESULTS?
(2) What are your WORKFORCE climate RESULTS?

(3) What are your WORKFORCE ENGAGEMENT RESULTS?
WORKFORCE Profiles (4) What are your WORKFORCE and leader development RESULTS?
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ARE WE MAKING PROGRESS?

CATEGORY 5: WORKFORCE FOCUS

5a

5b

5c¢C

5d

5e

5f

The people | work with cooperate and
work as a team.

My bosses encourage me to develop my job
skills so | can advance in my career.

| am recognized for my work.

| have a safe workplace.

My bosses and my organization care about me.

| am committed to my organization’s success.

Strongl
Disagge)f/:

J

J

Lo U O O

Disagree

4d

L

U U U O

Undecided

Jd

(

L U O O

Agree

J

(

L O 0O O
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E Operations

6.1 Work Processes: How do you design, manage, and improve iibe "
your key products and work processes?

BALDRIGE

(1) HOW do you determine KEY product® and WORK PROCESS requirements?
(2) What are your organization’s KEY WORK PROCESSES?

dild

(3) HOW do you design your products and WORK PROCESSES to meet requirements? 2018

(4) HOW does your day-to-day operation of WORK PROCESSES ensure that they meet KEY
PROCESS requirements?

(5) HOW do you determine your KEY support PROCESSES?

(6) HOW do you improve your WORK PROCESSES to improve products and PERFORMANCE,
enhance your CORE COMPETENCIES, and reduce variability?

(7) HOW do you manage your supply chain?

(8) HOW do you pursue your opportunities for INNOVATION?

6.2 Operational Effectiveness: How do you ensure
effective management of your operations?

(1) HOW do you control the overall costs of your operations?
(2) HOW do you ensure the reliability of your information systems?

(3) HOW do you ensure the security and cybersecurity of sensitive or privileged data
and information?

(4) HOW do you provide a safe operating environment? 100

(5) HOW do you ensure that your organization is prepared for disasters or emergencies?
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* The Survival *

G U I D E to Operational Performance Excellence

HOW? @ @

Focus on KPI's, To Clarify Which Drives
Metrics and Targets. Strategy Results
WHAT? a
Metric = Any Measurement Metric must be low cost and
KPI = Most Important Metric independently gathered
Pick ONLY 2 or 3 Have Front-Line Have Front-Line
"KEY" Metrics pick the KPI's decide targets
ACTION:
L ]
Produce at regular Set Targets. Only
frequencies (at least rule is to be better
monthly) than last year

OPERATIONS }

64% of CEQO's See Operational

Effectiveness as KEY to RESULTS.

WHY?

Enormous Increases in

Profitz Efficiency

and removes while showing
Personality from trends vs slices
Arguments intime

|

Train how Changesin Use $'s NOT
Metrics Affects Business % for unites
m
w
Never Punish

People with KPI's.
Use as Knowledge.

http:/Mww renshicon.com
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ARE WE MAKING PROGRESS?

CATEGORY 6: OPERATIONS FOCUS S pigagree  Undecided  Agree “an)
6a | can get everything | need to do my job. 0 0 Q 4 M|
6b  We have good processes for doing our work. 0 2 Q 2 J
6¢c | have control over my work processes. 0 Q Q 3 3
6d We are prepared to handle an emergency. 0 0 0 0 0
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PROGRAM and SERVICE

Offerings

Q) o\
nanadan LLacuInNIg oy, Crofile
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‘]JTU‘VI‘VI‘V]’]GL‘WL?I']Gl"i]‘]J‘VI‘U'WILLﬂgﬂ’]TYl’N']u?lﬂﬂﬂﬂ']‘Uu 9 —
What are your What is the relative importance =~ What mechanisms do you
organization’s main of each to your success? use to deliver your
educational educational program and
program and services?

service offerings ?
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Mechanisms for delivering
prngrﬂmv ﬂnl] services to you

students might be direct or might
be indirect, through partners and

u collaborators.
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MISSION + Core Competencies, VISION, and P 1 a (2) gani

VALUES (R 2 S—
WUEN INLNANLAZANNEN + FNTIOULHAN o
Mission ]
Wusia <l oy ! 1 Yy < N QJVL .
NATUSITU LILNBNIBIS LI (overall function)
N PR T S
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aus3nuzvian Core Competency ANMNNEITRIREe lsAUNUSAY
How Core Competency Supports Mission
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Lajtmﬁgmm IMaﬂzuumiqwuﬁﬂjmaaiwznwu ta Why do those strate g ic ally imp ortant
Wiy luanmwiesanzasnaiania lun1susnis . )
Competencies are abilities, skills, traits, and behaviors capablhtles are central to fulﬁlhng your
that contribute to superior performance in a job. mission ?
Strategy Strategy
Development Implementation
NNSIRNINALYNG nsUINagns lgnis 7 107
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MISSION + Core Competencies, VISION, and
VALUES
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anuouz laasinaasuaains WORKFORCE Profiles P la (3)
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WORKFORCE CAPABILITY. Your organization’s ability =~ 2ARNEINISNADNLYATING  ANEINTI0LD

v A o ¥ ' o [~
to accomplish its work processes through its people’s santiuiesyi inszuaunisaneg ussquadsa las
knowledge, skills, abilities, and competencies. 2P AN NNEE ANNFEINITO LASTNITIDULYD
auluanniiy
WORKFORCE CAPACITY.Your organization’s ablhty to é’mi’]ﬁ’]ﬁl{loﬂaquﬂaqﬂs AINNFAINIIDYDS aﬂqﬁ'uﬁ

ensure sufficient staffing levels to accomplish its work
processes and deliver your programs and services to
students and other customers, including the ability to
meet seasonal or varying demand levels.
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WORKFORCE ENGAGEMENT. The extent of workforce ANNHNNUDIYAAINT FEAL m"majw’"wzlmuﬂmﬂs

members’ emotional and intellectual commitment to N9 luaudn lavazadilogn e ldauduSaussg
accomplishing your organization’s work, mission, and RusAILa ATV L DIaa 1LY 110

vision.
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An organizational structure defines how
activities such as task allocation, coordination
and supervision are directed toward the
achievement of organizational aims.
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Students, Other CUSTOMERS, and STAKEHOLDERS
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PARTNERS. Key organizations or individuals who-are working in concert with your

organization to achieve a common goal or improve performance.
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COLLABORATORS. Organizations or individuals who cooperate with your organization to
support a particular activity or event or who cooperate intermittently when their short-term

goals are aligned with or are the same as yours.
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STRATEGIC CHALLENGES. Those pressures
that exert a decisive influence on your

organization’s likelithood of future success.
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STRATEGIC ADVANTAGES. flasafisns Iaantiudssauanudnsa lunmsudduna lu
faiunazaunaadiaifsuiuaaniuduiindsadeiu ludunangns uwazusnisou «
Those market benefits that exert a decisive influence on your organization’s likelihood of
future success.

Strategic challenges and advantages might relate to technology, educational programs and services; finances,; operations, organizational structure

and culture; your parent organization's capabilities, your students, other customers, and markets; your education sector; image or brand recognition 128
and reputation; globalization, climate change; your value chain; and people. Strategic advantages might include differentiators such as tuition and

fees, instructional design and delivery services, reputation, innovation rate, geographic proximity, and accessibility.
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