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(Educational Criteria for Performance Excellence)

* An integrated management system is @ 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.

* The Criteria for Performance Excellence reflect leading edge,
validated management practice essential to achieving optimum
performance.
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Baldrige Results Scoring Guidelines

0%
or
5%

Results are not reported for any areas of importance to the accomplishment of the organization’s mission. (I)
Trend data either are not reported or show mainly adverse trends. (T)

There are no organizational performance results, or the results reported are poor. (L.e)

Comparative information 1s not reported. (C)

10%,
15%,
20%,
or
25%

Results are reported for a few areas of importance to the accomplishment of the organization’s mission. (I)

Some trend data are reported, with some adverse trends evident. (T)

A few organizational performance results are reported, responsive to the BASIC QUESTION 1n the item, and early good
[e.g., close to average] performance levels are evident. (Le)

Little or no comparative information 1s reported. (C)

30%,
35%,
40%,
or
45%

Results are reported for many areas of importance to the accomplishment of the organization’s mission. (I)
Some trend data are reported, and a majority of the trends presented are beneficial. (T)

Good [e.g., at or above average]| organizational performance levels are reported, responsive to the BASIC QUESTION
in the item. (Le)

Early stages of obtaining comparative information are evident. (C)

50%,
55%,
60%,
or
65%

Organizational performance results are reported for most key student, other customer, market, and process
requirements. (I)

Beneficial trends are evident in areas of importance to the accomplishment of the organization’s mission. (T)
Good [e.g., at or above average] organizational performance levels are reported, responsive to the OVERALL
QUESTIONS 1n the item. (Le)

Some current performance levels have been evaluated against relevant comparisons and/or benchmarks and show
areas of good [e.g., at or above average] relative performance. (C)




Calibration of Results-Related Scoring Terms:
Few/Little 5to 15%
Some more than 15% to 30%
Many more than 30% to 50%
Most/Majority more than 50% to 80%
Nearly All more than 80% to less than 100%
All Fully 100%

Close-to-Good A little below Average or Amber 1n a Red-
Amber-Green Reporting System

Good Average or Better

Very Good Top Quartile

Excellent Industry Leading

Benchmark Best in Class
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Approach (A)

LIMINIaIan 1T it aliussaNanINNTZLIUNIG

< a9dnsladiin1s (Methods) Ailusyuu (Systematic; Ordered,

Repeatable, Use of data & information) wvingau (Appropriate)

< fldsedndna (Effectiveness) iflunssununsandey (Key

Organizational Process) wagliilsanlni (GAP)
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AsaNaNaagNITUH A

“"nsaranangn1slHiin” nunad ANuATaLAUUaZiinavaay

< A9 M UMY WA AURAUAIAIAINAAIIURENY 9 NHAIU
LgndadiaziinNuaiAnagaItu

2 A9l “uuIn9” asndAILRUAIIN

< Al “uune” lunanuIavunLnedag




Learning: n1st3auy

WU

< n15Udfudee “uuIne” TWadu wulvTauuadnIsdsetiivuaznig
UTuil99

< asnsesiuluitianistdautdad “uuinie” agivnnnselaa WunIs
99U INNTTU

"msumﬂummsm“l,mmﬂmsﬂsuﬂso"mmuua”msaswmmﬂssu Al
WU ULAZATZLIUANTEY q TiLAenasnaluga iy




Integration: n1sysainnis”

ANSUSAININTS BUNEEY ANNATALARNWAZITIAI LAY

< “wuiIne” Nldseviaudenaartudniudasvin/d aunszyliluiasesivavaAnsuazArany
29KI122619 9 Tunua 1 9 Bua 6

v/
Q

< A9lAEITR /1TRULNAE warszuun1TUSUUT NI &I NDIFULALAUNITEININNATEUIUNNS
ILRZIEUIINUILNIUATY 9 &A1Y

< ANTNUHUINU ATZUIUATT WRANE N17ILATIZY A1Tsaus uazn1sdfidni1sialing

ganAaadnannduAulunnnszuIuNITLasniIad U tNadgiuguutindsegodluseay
&ga11u




Questions to be Asked in Analyzing an Approach:

» Appropriateness to the organization and item requirements

» Effectiveness in accomplishing the process

» Systematic (with repeatable steps, inputs, outputs, and time frames;

designed to allow evaluation, improvement, and sharing)
Definable + Repeatable + Measurable + Predictable

» Is this approach (collection of approaches) a key organizational process

and important to the overall performance?

» Are any of the multiple requirements of the item that are not addressed

(gaps) relevant and important to the organization?
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No Systematic The beginning An effective, An effective, An effective, An effective,

Approach Approach to of a systematic systematic systematic systematic
item systematic approach, approach, approach, approach, fully
requirements is approach to responsive to  responsive to responsive to  responsive to
evident; the basic the basic the overall the multiple the multiple
information is guestion of the question of the questions of guestions of guestions of
anecdotal. item is item, is the item, is the item, is the item, is

evident. evident. evident. evident. evident.

1 1

“Overall” “Multiple”
questions
“Basic Questions”
Tai “systematic” Suaal 7 “systematic” uaz “effective”
ﬁ%aﬁaada “anecdotal” “Basic Questions”

NNYNABLINIBls Larape “systematic”
lagladvaniivinasiels
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Item title and
basic question

Item number =+t

Area to address *

Key term in small caps

3.1 Customer Expecl.\tionﬁ'g How do you listen to your customers and determine products

and/or services to meet their needs?

a. CUSTOMER Listening

(1) Current Customers How do you listen to, interact with, and observe customers to obtain actionable infor-
mation? How do your listcning methods vary for different customers, CustoMEr groups, or market SEGMENTS?
4 How do your listening methods vary across the customer lifc cycle? How do you scck immediate and actiolfe
ablc feedback from customers on the quality of products and/or scrvices, customer support, and transactions? «

Potential CustoMers How do you listen to potential CUSTOMERS E‘Jbtailn actionable data and information?

- (2)
. 1 How do you listen to former custoMErs, compctitors” customers, and other-potential cusTomers to obtain
Headings : actionablc information on your products andfor scrvices, Customer support, and transactions, as appropriatc?
summarizing - s W ST i
- a — —_—
multiple — -
questions _ Notes ) _ e
3 Customer data and information should be used to s, ¥
support your strategy development process in 2.1, your should consider all the important characteristics of prod-
performance analysis and review in 4.1, and your product ucts and scrvices and their performance throughout their
design in 6.1. Voicc-of-the-customer and market data full lifc cycle and the full consumption chain. The focus
and information to use might include aggregated dara should be on features that affect customers® preference
..+ W[ on satisfaction, dissatisfaction, and complaints and, as for and loyalty to your organization and your brand—for
ltem notes .-+ appropriate, data and information from social media and example, unique or innovative features that differentiate

Note in italics
for nonprofit "
organizations

other web-based or digital sources.
3.1. Your results on performance relative to key product
andor scrvice features should be reported in item 7.1.

3.1. For additional considerations on the products and
services of nonprofit (including government) organizations,
see the notes to P.1 and P.2.

L

3.1a(1}. The customer lifc cycle and expericnce begins in
the product andfor scrvice pre-sale period and continues
through all stages of your involvement with the customer.
Thesc stages might include relationship building, the active

busingss relationship, and an cxit strategy, as appropriate.

your products and services, or features that differentiate
them from competing or other organizations” offerings.
Thosc latter features might include price, reliability, valuc,
delivery, timeliness, product customization, technology,
case of use, environmental or social stewardship, customer
or technical support, the sales relationship, ease of transac-
tions, a virtual customer experience, and the privacy and
security of customer data.

For additional guidance on this item, see the Criteria
Cor ry (bttps:/fwwnist. govibaldrigel
baldrige-criteria-commentary).

Type of information

+* to provide in

response to this item

Owerall

" questions

Multiple

fay :
quesnons

Link to

e sseressnss  Criteria

Commentary

2023-2024 Baldrige Excellence Framework
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Questions to be Asked in Analyzing Deployment:

» What information is provided to show what is done in
different parts of the organization?
o Relevant work unit
o Complete coverage
o Consistency
o Breadth across all work units

O Depth through multiple levels

X2 529MARTIANSE A9, An. NN Uszerugsnsne



10-25% 30-45% 50-65% 70-85% 90-100%

Little or no The approachis The approach The approach The The approach
deployment of in the early stages is deployed, is well approachis is fully
any of deploymentin  although some deployed, well deployed
systematic most areas or areas or work although deployed,  without
approachis  work units, units are in deployment  with no significant
evident. inhibiting progress early stages of may vary in significant  weaknesses or
in achieving the  deployment. = some areas or gaps. gaps in any
basic work units. areas or work
requirements of units.
the item.
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Questions to be Asked in Analyzing Learning:

» Has the approach been evaluated and improved?

If yes, is it conducted in a fact-based, systematic manner (e.g.,
regular, recurring, data driven)?

» Is there evidence of organizational learning (i.e., learning from this

approach is shared with other organizational units/other work

processes)?

» Is there evidence of innovation and refinement from organizational

learning?

NN 529ANARATIANSE AT, AN, ANNW Uszaugssne



0-5%

10-25%

30-45%

50-65%

70-85%

90-100%

An improvement Early stages of

orientation is
not evident;
improvement is
achieved
through reacting
to problems.

a transition from
reacting to
problems to a
general
improvement
orientation are
evident.

The beginning
of a systematic
approach to
evaluation and
improvement of
key processes
IS evident.

A fact-based,
systematic
evaluation and
improvement
process and
some
organizational
learning including
innovation, are in
place for
improving the
efficiency and
effectiveness of
key processes.

Fact-based,
systematic
evaluation and
improvement and
organizational
learning, including

Innovation, are key
management tools;
there is clear
evidence of
refinement as a
result of
organizational-level
analysis and
sharing.

Fact-based,
systematic evaluation
and improvement
and organizational
learning, through

innovation are key
organization-wide
tools; refinement and
innovation, backed
by analysis and
sharing, are evident
throughout the
organization.
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Questions to be Asked in Analyzing Integration:

» Alignment with the organizational needs identified in the other

Criteria Items and OP (strategic context, related action plans;
mission, vision, key processes and measures; resource decisions;
key customer segments / requirements; and employee groups /
requirements)?

» Effective integration goes beyond alignment and is achieved when

individual components operate as a fully interconnected

performance management system

NN 529ANARATIANSE AT, AN, ANNW Uszaugssne



10-25% 30-45% 50-65% 70-85% 90-100%

No organizational The The approach isin The approach is The approach is The approach is well

alignment is approach is the early stages of aligned with your  integrated with your  integrated with your

evident; individual aligned with  alignment with overall current and future current and future

areas or work other areas your basic organizational organizational needs organizational needs

units operate or work units organizational needs identified in  identified in response identified in response

independently. largely needs identified in  response to the to the Organizational to the Organizational
through joint response to the Organizational Profile and other Profile and other
problem Organizational Profile and other  process items. process items.
solving. Profile and other process items.

process items.
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Learning

« §rulna) Nilduaasliinuing Learning - ana&ulavannslifl Systematic
Approach
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1) ssuunsinfyetihuananagns (Strategic Leadership)
2) nsufianiyeaaniluida (Execution Excellence)

3) wan1su¥udsefiilul&a (Organizational Learning)




Path to Performance Excellence

Reacting to
Problems

Systematic

Alignment
Approach

Integration

Strategic
Leadership

Key stakeholders initially
very excited but ultimately
disappointed when you

can’'t execute
Boom Bust Curve!

r o

£

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

42



Building the Integrated Management System

Get
Results

Be Valued

Get Results, Produce Value



Building the Integrated Management System

Requirements
Engaged \
Customer Meet ----- Delight
Get

Results Be
Valued

Customer Requirements



Building the Integrated Management System

Requirements
Engaged \
Customer Meet ----- Delight
Engaged \}
Workers Get

Results
Be Valued

Engaged, Motivated People



Building the Integrated Management System

Requirements
Engaged \
Customer Meet ----- Delight
Engaged \
Workers
Get

Results Be
Valued
Work _j
Processes
Predict Outcomes

Efficient, Effective Processes



Building the Integrated Management System

Requirements

—> Meet ----- Delight
Engaged
Workers

Get
Results Be
Valued

/?

0

Work 56’
Processes

Data and Dashboard to monitor Progress

Information and Data Dashboard



Building the Integrated Management System

Requirements

Engaged \
Customer Meet ----- Dellght

Engaged
Workers

Get Results
Be Valued

Leadership

Processes
" A

Data and Dashboard to monitor Progress

Leadership



Building the Integrated Management System

Requirements

Engaged
Customer
Meet ----- Delight

Work
Processes

Data and Dashboard to monitor Progress

Strategy Development and Execution
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Rules-Based QA vs. Principles-Based QA

Improvements achieved

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

......
.

Principles-based
approach

-
fead
Seaa
e

Rules-based
approach

Time

Schematic representation of the
slower onset but potentially
more enduring gains in quality
improvement arising from
principles-based approaches,
compared with the more rapid
but plateauing (or even
declining) gains from rules-based
approaches.

¢

Rules-based system focuses
on compliance to standards
and indicators

while principles-based system
focuses on a set of underlying
principles of continuous quality
Improvement based on a
framework

EdPEx = Principle-Based

Heywood LH. 2007. Principles-based accreditation:
the way forward? MJA, 186, S31-2.
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The Role of Core Values and Concepts

l.l. U :) ﬁ O h ahﬂ The Bal(z)riglffj Education
Criteria build on
CO re Va I u es a n d core values and concepts...

Concepts
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Systems

Management by fact

‘q:a B perspective
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Core Values

V.2019-2020

® Systems perspective
e Visionary leadership
e Customer-focused excellence

e Valuing people

V'2023-2024

Systems perspective
Visionary leadership
Customer-focused excellence

Valuing people

Organizational learning and agility
Focus on success

Managing for innovation
C C

Agility and resilience

Organizational learning

Focus on success and innovation y

e Management by fact
* Societal contributions
e Ethics and transparency

e Delivering value and results

Management by fact
Societal contributions
Ethics and transparency

Delivering value and results
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(Core Values and Concepts)

» INCUARTUNMWMSANUIWoMsALGuMsALJULEAQN

WUUNTUUUWUDUUDVANTYULALUDAQKAN

« lauMsHvAMUTguLA:LUdAaKanDuns:=uduUNMIsnJus:uU

(KUDQ 1 v 6)

« MIKLNAWAAWSNISOILTUNIS (KudQ 7)




aaring 3¢ Systucea $3¢ Navy Intarcperabiliey”, Vemion 33 dated Apl JMM) By bt Hanaws, Honasscode, inc.

YUUDYOLBYS:UU (System Perspective) J-

The 6 blind wise men think the elephant is a set of components
consisting of a mountain, rope, tree, fan, spear and snake . . .

But when you see the
total system... -
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LEADERSHIP

e WUNS:AUgv

e ADSMKUQDFUNAU

VISION INTO REALITY.

— b —
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« AVADIUAAQKIVCDWaNISANTUNISAG Visionary
DINUAAINS Leadership
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CUSTOMER
CENTRICITY

Student and
Customer Centered
Excellence
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ADWEILISO Botiaoin (1) MsrvuRdauKLg (2)

Competency
Framework
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e ADIUAEDVED KUIEHYL JaAduaILIsOluNsilasunday
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¢ ADWAMWNSOUNMSWUCAD KUEEY AdUauIsatuns (1)
NMISAIQOMISTUadVKUN LaSYUSUDDLa:NAUZaENWLIAUDINNY
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Processes,
Systems, Leadership
Tools

Decision
-Making

Capabilities Organizational
Structure

ICOR’s Organizational Resilience Model

Each of the 3 Dimensions is of Equal
Importance.

The Organizational Resilience Model is comprised of 3
Dimensions, 9 Strategies, an d 16 Behaviors.

Each organization is unique. The way organizational
resilience is implemented is also unique.

Studies have shown that there are common attributes

survived and thrived during times of change and
uncertainty.

and behaviors demonstrated by organizations that have



MISISEUSS:QUDYVANS

* MSISYUSS:AUDVANS US:NouAdyMsUSuUUSY

e

LuoMvndoguddogodoldon MsUSUTEIS
Jauanduldnuaudanssuta:nsidagundavi
FAtYua:anuud Kéomsasiousanssuntihlug
LUWJs:=avAlku LudNMvuiky Wwaanounia=aalaq

(K

I~
INTEGRATING

Organization l

INSTITUTIONALIZING
)




dniuucdovugnilonisisgusavidtudanisujudviu

KUNEADIUDY NMIsISeusAdsIUU
1. dounlvuponmsufuaviuds:31dunrdunodas
2. Fondvowadomsundoyrmndurqlasasy (sntmdwovdoym)

3. MSWUMSsas1vovAAIUSIALULTUADIUSADINDIMUULA:S:UUTIDAUDY

dnluu

4. waonmstiulomano:thiugmsidaguudavndiAtyuazidnounung

SOUNYNISASI0UIANSSL

64



MSIBOUSS:AUDVANS dowadod

1. (WUATUATALARISEULA:aNAINAUDU KIUMSDOKANIASUA:USMISY ThiJKkSoUSUUSD

T e = e

soUNVUSUUSLMSEUUAUUIRRISSULLa:aNAINGUSU

2.

3.

nsasivloMmatkiu 9 NMYNMSANWL
NSdSIvLLA:USUUSONS:UDUNISKSDSULUUSSIDIKG @
MsaaAIWRaWaIa AWLUSUSOU uooldy ta:dunuitngddon
MSIWURaONWLAa:US:FNSwWaluNisiBnSweansnokuauavaniuu
wanmisaldunisaunisasious:TosikaoAuadu

MISIWIUADIUAZDVADTUNISIaNISNISiUdsundavuascdonsidagutdavogiowanioy

65



nisyoiduAIUdNSOUA:UIONSSU

« Msasiwamuunus:aunduaisoludoguuuaztuounna
AoVoAYAIUWNIUDIYED a NVlUS:Y:FULAS: 881N

Nans:-nuciodmuulla:aalq **

Innovation
Management
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LEADERSHIP

Commitment, vision, strategy, leadership
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KPI = KEY PERFORMANCE
INDICATOR?
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KEEP
« MSYOMSIQUBUDIYaDSL oVINISIALA:NISIIASIEKNANS PEOPLE
5 INFORMED
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INSPIRED

WNAWAQ WadWS La:wadunnsNdAtY soUNOYWaNISAILduUNs INTERESTED

UDVALYOUADOMSANW

* SIUUMSIQWANSONTUNISADSASDUAQUEIL

¢ WaMSsSAOUMSAIUANAT WAANTUA La:NS:UdUMS
« NMsWSgulRgurWansAIlduNsauMsUguanNs Auaala tasMsuyvdu
¢ WwamsalgumMsaiuyavuDu ynans wusoas Aunu ta:=nistou

¢ WadAWsSAIUNMSMNUQUaDvANSLa:NMsURUAMUNAS:LTgUTDUDAU La:N1SUSS]
danus:=avAldonayns.

Management
by Fact
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Steps to Delivering
Business Value

—t.

Step 1

;Tinderstand
i The
¢ Vision

Step 3

Step 4

Step 5

Step 2

Be clear
about the
i Business

i of the project

Value

f Evangelize

i the Vision

i and

i Business
Value

i tothe

i Foster
i ateam

i to effectively
i deliver
i value

i Measure

the

i realization
i environment | :
i business
i value
.

of the

i project team

Delivering
Value and

Results
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Category Alignment
to
Core Values

1. Leadership 2. Strategy | 3. Customer 4. Measurement, 5. Workforce 6. Operations
Analysis, and
Knowledge Management
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Systems perspective

Visionary leadership

Student-centered excellence

Valuing people

Agility and resilience

Organizational learning

Focus on success and innovation

Management by fact

Societal contributions

Cr. Paul Grizzell

©2023 Core Values Partners, Inc.

Ethics and transparency

Delivering value and results

© 2023 Core Values Partners, Inc.




We are

what we repeatedly do.

Excellence,

then, 1s not an act,

but a habit.

~ Aristotle

IVHW THE FOHBE BE
JWITH Vﬂll

Thank You

FB: https//facebook.com/edpexx
Line: @edpex
Email: edpex.ga@gmail.com
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