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Systematic

D-Define
R-Repeat
M-Measurable
P-Predictable
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Core Values and Concepts

*The core values have been revised and e Systems perspective
reordered to reflect their relevance to guiding Ve e

current leadership and performance practice. e Student.contored oxcellonce

*First and foremost, Baldrige provides a systems e Valuing people

perspectl\(e that requires visionary leadership—  Organizational learning and agility
now the first two core values.

e Focus on success

*The next seven core values are the hows of an e Managing for innovation
effective system.

e Management by fact

*The final two core values, ethics and e Societal responsibility

transparency and delivering value and results, B En e
are the outcome of using Baldrige as a guide. L
¢ Delivering value and results
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Approach Approach to of a systematic approach, responsive to the  systematic systematic
item systematic approach, overall requirements of the approach, approach, fully
requirements approachto  responsive to item, is evident. responsive to the  responsive to
is evident; the basic the basic multiple the multiple
informationis requirements requirements requirements of requirements of
anecdotal. of the itemis of the item, is the item, is the item, is
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Criteria.  How do you obtain information . \';'V(I?cxvgﬁ dyggsgﬁleens'fcﬁ' d'grt]fc’;ac" a. Listening to Students and Other
from your students and other gdlciciteUoaRE R CUSTOMERS

Ooptaln actionapble
customers? information? (1) Current Students and Other

e HOW do you listen to
potential students and other
CUSTOMERS to obtain
actionable information?

CUSTOMERS
(2) Potential Students and Other

« HOW do you determine CUSTOMERS
student and other CUSTOMER
satisfaction, dissatisfaction, b. Determination of Student and Other

and ENGAGEMENT?
* HOW do you obtain

information on your students’ : : L ccati -

and other CUSTOMERS’ (1) Satisfaction, Dissatisfaction, and
satisfaction with your ENGAGEMENT

organization relative to other

organizations? (2) Satisfaction Relative to Competitors

CUSTOMER Satisfaction and ENGAGEMENT
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Figure 1.2-1 Examples: Identifving, Anticipating, & S \“",,

Preparing for Concern and Minimizing Adverse Impact &

Potential R
Impact/Concern Process /| Response to Minimize Emergency Medicine
Disaster *Leads and participates in county and regional
Preparedness task forces [6.1C]

«Community members invited to planning

: sessions for new facilities/expansions
COMMmUINLY * Participation in local Chambers of Commerce /
Boards of Directors

= Policies for medical waste disposal

* Recycling/energy conservation initiatives
Environmental «Leader in Global Health and Safety Green

Initiatives (Partner in Change Award)
* Environmentalists review plans and assist in
design of planned structures,

= Utilizes AHC supply chain processes
Cost = Most gencrous charity care peolicy
= Access DuPage

* Equipment registered with RASMAS to secure
Patient Safety information to reduce leqal risk. improve patient

safety | Advocate Good Samaritan Hospital (GSAM), BNQA Winner 1 2010
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Type of Social
Responsibility

Management process

Requirements

Measure
Monitor

Results

Ethical Background Checks No violations Check 100% check 7.6-2
Behavior Ethical training All New employees trained "% trained 100% 7.6-2
Ethics Hotline Complaints | Response within 24 hours Response time 100" 1.6-2
BOE Ethics Code No violations # Violations 0 violations 7.6-2
Student Ethical Behavior BOE Policy and Handbooks # 0SS Violations | Decrease 5% | 7.2-4
Bus conduct Reduce incidents # Incidents Decrease 3% | 7.2-5
Stakeholder Bond referendum Board of Elections process Vote Passage 2 to | margin
Trust COPS Approval County Commissioner process | Approval S8O milhion $80 million
Community Survey A B rating Rating T3% 7.2-6 o
Regulatory Compliance Management Health Department Standards | Sanitation Rating | Above 96% 7.6-2
DHHS Child Care Standards Rating 4 or S star 7.5
DPI Transportation Standards | Rating Above 94" 1.5-7
NCLB certification Standards | HQ ™ 100" 7.4-7
DENR Watershed Standards “o Surface Below 25% 7.6-2
ESEA Audits = Violations 0 7.6-2
| Accreditation Qualny Assurance Achieve district accredntation Peer Awarded 2006
recommendation | Accreditation | Achieved
Safety Workplace safety Ensure safe workplace # Claims Reduce 7.4-9. 10
Electrical Fire Insurance Code Audit results 0 7.6-2
Bus accidents Rcducc Accidents 0 7.6-2
Safety Safe School Plans Plans in SIP 100%% Met
Incidents of Below state 7.2-5
Crime
Legal BOE attorney Address stakeholder Law suts 0 1.6-2
| grievances
Program Risks | Energv Education Energy conservation Savings Sim 7.3-4
Operations HR department Comphance with policies Grievances 0 7.6-2
risks
Community Key Community Involvement United Way Increase S 7.6-3
Volunteer Hours Total Hours | Increase 7 36 0 |

G
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Since 2007

conmuni [redell Stateville Pubhc School BNQA Winner 2008

L T 4 WA



W

a uAa

FTUUNTUN UAMIUNH U8 AL IILTITY

l ﬁTwuﬂuquqal

‘0
ﬁ\ W

R
fence 2007

/ N
Fuvnussid NANAUGNISUHUR ‘
2 % 74 a v
BATEautaL kel NAANSAIUNISURUR
( ) AIUNAVUBUAZ
35T

105



(1) Ad9NAY way = — =

ALY —
— (2) N93JaLUU
(2) nsdaeRulv g
- n13Ugua
INANGANTIUNQN
A EREGER

3Y5ITU

(3) N15E5198a1VU LA

Uszauaduasa

- U UAngnaaInIy
(2) NMsUsLuUNE N
o o NN N13UHUA
N13UNUAIIUY .
AUTSLUIULAZNNT

1asun1ssUsaInNIL
UINTFIY

(2) woRANIINNY
585554

(1) AUNTEN
UVDIHIAY

(2) MyauUayU
YUYY




R\
A. ATIUTUHATIUADHIAN WazNITAUUAUUYHTUNATANL

(1) AuHNEN VDAY

910U i a309n21umanuaz s lvvdgvvasdeaududunidalunagnsuas

nrsuguAIUszITivadls

antuildgnudioliszuuesesia dwen wasdandovilannziidlaotnils

(2) nsauUaYUYUTY
gorudnudunisedhalslunsadvayuuazadraudundaiunyuyuiasyache
939949
gusularogusuitddyvetsanunazaniuiitnisimuagusudanaienidls uay

AMvuAEaao Uzt lUildusiy srufaEesianunsolaUsslvr o aduienaussouswanes

aafnsnIzAUE Insuduusanslumsimungusudna ol

107



Jy

8
We

WS

AU INANUSUNAYD USRI DFIAL

Emergency Medicine
Since 2007

* M3t maNIENUAUIATESAY deRu Fwndex
® N159Y5NYNAIU

*Green Procurement

*NNSAANANIE

* MsanasTneliAnlsaseu

® NNIAANANTENUAULEYY NAY BdLInaDU

Q) U/

* 11519380 recycle lundnsueindnmineg



W,
FIBYNITUUNITAUUAYUYNTU &

7
Emergency Medicine
Since 2007

. NAANSATU
ANUUAYUYY

ANSEUUAUY
Wviung y

YUYY
NANTIUAALHINFUATNVBIYU VY

U zmuwauazwa;a

o * Aanssuduaiunisaysng
WUINI9N LY

'Y J 74
AUNIUAYETI9AY

s 9 ey NINYINTTITUYA
9
*  AINTIUANTIUATUFNIYUVY
*  fanssuduasunisAnen

— *  AINTSUANEHTUAIEUT IUTTTU
ALUUNI]

DUAIY

ATULENUITU

*  NanssuduEIuN
°  AINTINAWAINIVINITVBINGY
AB1INW 109



Jy

Figure 1.2-4 Key Communities §¢:’£

WS

. . — Famathibodi
C(mnlmt v 1 nergency Medicine
P —————————————————— R —

e R E——

New Public Local Public Outreach
Orleans | Outreach | community, | Team & Diversity
& schools, etc. | Team
- Diversity
Director )
4 O1l | Site | Local | Mutual support
Storage | Director/ | community, | agreements, joint
Sites Site police & fire | emergency
Teams | departments, | planning
schools, etc. | committee
| memberships, etc.

- DynMcDermott, BNQA Winner 2005
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3 key themes evolved for Criteria revisions in
2015-2016

* change management
* big data
* climate change
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Big Data
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Climate change
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Innovation Leadership

Innovation distinguishes between a
leader and a follower.

~ Steve Jobs

Leaders need innovation systems, tools and thinking to operate business in challenging
and unpredictable circumstances for organizational health and future viability.

Therefore, they have to create a climate for innovation within organizations.
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Figure 6.1-2: Work Systems, Key Processes, and Enabling Processes
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Figure 1.1-3: Communication Mechanisms
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Figure 3.1-1: Customer Relationship Management System
Identify current, potential,

and former customers.

Identify stakeholder requirements
and expectations.

Educate current and potential customers
about available productsiservices.

Aszist customers in setfing
realistic expectations.

Train workforce to service
excellence standards.

Provide productsi/services
according to standards.

Resolve iszsues/complaints as appropriate.

Track complaints.
Analyze complaints for patterns and trends.

Measure/Monitor effectiveness
of activities and impact of results.

Product/Clinical

I : 8 Service outcomes,

Execute and Review All Continuously

Identify lessons Identify lessons
— learned. learned.
Share best Establish/Revise and
Sustain/ practices. execute action plan.
Share Refi res/goal Feed knowled
B e i1 C4V case :MBNQA case study2015
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Figure 3.2-1: Complaint Management Process

= Record the issue on the Veteran Preference Page.

+« Empathize with the impact on people involved (no
excuses).

+ Solve the problem or escalate to someone who can
(ensure a “warm handoff™).

« Offer resolution options or choices.

+ Listen to the feedback about the options, choices,
and/or resolution.

+ Verify that the izsue has been resolved (within an
howr, if possible).

+« Express appreciation for bringing attention to the issue
(note impact on helping achieve value of excellence).

+« Document in PATS with appropriate codes for
tracking patterns and trends. C4V case :MBNQA case study2015




4 Customer Point Of Service 4
‘ Comment Resolution bs

ficine
Reporting "~ Complaint
Track/Trend e 5

geéggvna':‘g Customer Comment Tracking

o IR e

AtlantiCare BNQA winner 2009

A22819NILUIUNITAIANISVDSDUIEU



istening. Inputs and Methods Analysis and Decision
i3.1-2) Making

Evalu'ﬁi'ic:h- ".F-mc'l

~ Improvement SPP Steps 2-642.1-1)
SPPStep 14 2.1-1) ™1 Customer Groups
Review customer inputs Patients Conduct reviews 1o
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refine feedback -+ Community - Region requirements and assess if|

mechanisms, customer
relationship strategies.

Services, processes, and
improvements are meeting

and action plans Deployment of Strategy and customer needs.
(annual ongoing}. _Actions Plans
- SPP Step 8 (2.1-1i6.1-2) Translate results of
T Deploy improvement priorities analvsis into priorities for
— through the BSC and LEM 90 improvement.
3 1-1 Customer Relationship dav action plans. —
Manavement Model ' - 4—I

A7aE19NIEUIUNTETIANFNNUSAUgnAtieartland Health, BNQA Winner 1 2009



J

A29819AULFAULYINUVINIUA %"{'f

= v Elllﬂl'!lﬂllfi!ugﬂlllclllﬂ
. o 2.2 NN30NUNDANRYNG
. | mwuwangmuau Lﬁaﬁﬂ‘lﬂﬁm’iﬂﬁﬁ’a
4.1 N13INATISHALAY TP

USUUFaHan1sALIUNNS

7.2 HAAWSATUNITH LY

7.1 HAANSATUNANNUN p mwﬁumgﬂaﬁ’ams
LAZNISUSNIS
v Y A
anA/pLIYU

d4519AUEUNUS

- v Y A
ﬂ‘UQﬂﬂq/I}ﬂLﬁ‘c’Ju

1.1 madlageinseaugs l

5 YAaINg

194



4.N1590 N15AATIZR LAY
N15IANITAINUS



W

\\\ ¥
iﬁ’t
! N

W

7
Emergency Medicine
Since 2007

4. A1599 NITAATIH LASNITIANITAINS (90 AZLLLL)

mnAnsin Mylengitazmsdansanuil ouhaontuden 51U T dans
wazUivdistoua arsauwa uwazduningnianuiesals dnsseuauazuimsdanisinalulal
msaumaogals mnadfonuhaniuldimanmumudinanulivivusmanisduiiuns

p8149l3

196



N15IA AATILYAZIANITAINNT

QJ =\ (1 (.Y a
A1373A AILAIILK ® SIUUNITIA IATIZH NUNIU LAY

azd %Jcmha g YU TaNan1saItiunIg

(Y Vv
AT3INNTIAITNI ® N13E31NUATINNITAUNINGNIIAINS

A1TEUNALAY * N3N WVBYAFITAUMA T15AUIS
walulagdansaumnd wazwanLI3 AAnIWNTaulY




4.1 N159A N15ATILH wazN1FUTUUTINENIS

ANLIUNISVDIDIANT

4.1 N1. N15INNANIS
ANUUNTS

4.1 n (1) AANA
N1SAUUNS

4.1 9 N1SAATIZALAY
NUNIUNANITAHUNS

4.1 A MsUTUUge
NAaNISAUUNIS

4.1 n (2) VoYL
Wiguineu

4.1n(3)Voyaniau

U
1
1 AN

LaLaNAINFNDY

4.1 n (4) A4
ABDINIVIINISIANE

a va A

4.1 a(1) Unuen WUuide

4.1 A(2) Nan13ALiu
N5 1UBUIAN

4.1 a(3) n13UuUss
9E19R DLl D IMATNITAZNS
UINNTTY

_4.2 n(1) n1g

IANITANT

4.2 n(2) NMsREU3

SELAUADIUU

4.2 U(1) AMNIWVIUDYS

LASE13dULNA

4.2 3(2) anulasnny
VBIUBYAUALENTEHUNA

4.2 9(3) aunsau gy
VBIVIYAUALE THULNA

4.2 9(4) AMENUAVDS
-1 -1 -1 -1
FIIALLATLALVDINALLIT

4.2 4(5) anunsaulylu
N1LANRAY




N \“‘,‘/
)4

W

4.1 N1590 AASIZH LLﬂxU%‘uanwﬂnﬁﬁ’lLﬁumﬁmaqaqﬁnﬁ . 99ANISUATNI589ls

Tun1sIn AAs12% LLﬂELﬁEﬂﬂﬁJﬂU%ﬂU'ﬁNﬂﬂﬂﬁﬁﬂLﬁﬂﬂﬂﬁﬂﬂﬂﬁ]ﬂﬁﬂﬁ (45 Qzuuu)

[A3zUIUNIT]

lesu1e35n15iiaa10ulddn Sias12v nunau naensuUsulsanantsandunts
Inen1slddayauazarsaumnaluynszauuazyndausiuvesandu sauialdvss lovilagals
vIndoyaiisuheasoyagndnieaiuayunisingule

199



4.1 11939 AT1EkarUSUUTIHANTALLUNITVBIDIANT

ANNANIS
ALUUNT

JSuugamanis AATIZHNANT

ALUUNIS ALUUNT

NUNIUNENIS
AUUNIS

IUszasdvaInITianan1sauiunns Nk Manunay wazn1sUuUse Wedinnisdans
nszurUNIsTRsasAnsiUTTaRAANSYasasRnTuAT TnqUsE A BanaensTidfy sauvaiiaaanisaiuas
pevauasiaNMaUAsuLUasiTIniSwselildnadavsensivasundasnieuanasdng sautaiesyis
Uﬁﬁ’a‘ﬁL"f]ul,?lmlmmﬁnsﬁa'mﬁ'\mLujaﬁu oo



N, MIIANANITANUUNG
(1) A23ARANTTANLLIUNIS

g01UulF5n150¢ 195 Tun5lddeyauazarsauina tiafnniunan1sUfURIIY
Uszd13u uazran1sanilunislngsinvasanivy

apUuinian1sedalslung

o fon U USuldieuaenndns wazysanmstoyauazasauma iofan

nan1sUfURuUIZIIY dasnansaLliunsinesanYa a1y
® FiARIUAIILNINTITBINITUTIANAA L INGUTEAIATINAENEURIMNUUGTURNS
aontuliatona nsduiunsiidderlste s iadiunistusazsulssanai

AfMiTrezdauLarIzezen? anvullnsdamudmiaatiuastiiedle

201



(2) YoyatasauLiigy
so1vuidasnisidenuaz lvdayaidaseulilgvadailszansuaaeils
anuiiisnisesialndenuazlifeyauazarsaumaiadioudisuiiddy e
atvayunsandulaluszauvdfUenisegedlussdntung
(3) HouadiSounazandnaudu
A010U35N15 N FeavegnaAT uazdaya uazarsauina Aunainaegls
anUuiisn1seendls luns

Figure 4.1-4: Decision Flow for Comparison Information

Available Affordable » Valid 4 Reliable : Ours!

C4V MBNQA case study 2015

—



A9 INTZUUNISNYULASINANITANIUNNT

v ' (Y] dai [~
ATNUANIVIAN NaaWanNLUu

a Y
ABINISHIBULAYY aalunnenu

“ v o Y a
dod1suaznanau linans ’

UJSuUganan1sALauNIg y
) nsannie lunaznieusn
LaZES19UINNTTH

AU LDNIEWRIUN DA o
SAUSAUANNYULAY

AMNNISNYULAYINE

v - Y P Y
AUNNATIANEUSO L NgULAgela

203



Figure 4.1-2 Use of Comparative Data

Packer Patient Satisfaction Survey: Annual review of
results; monthly review of action-plan progress

Tillingate Case Study

CMS: Quarterly occupancy and utilization volumes reviewed
by the BOD

USSN Data Dispatcher: Monthly, quarterly, & annual review
of results against those of other industry organizations

Caring Colleagues: Annual review of workforce survey
results; monthly review of action plans

NursQM: Annual review of nurse survey results; monthly
review of action plans

TillingNet PTP: Monthly review of APEX operational,
financial, staffing, clinical excellence, and other data by facil-
ity leaders & the CLT

Moody'’s Investor Service: Monthly financial reports for
comparative analysis of performance by the CLT, BOD, &
facility executive directors

OSHA worker injury rates: Monthly review by Safety
Committee 204




Aagransiiuseleytiannidearesgna

NINUAAIT USuisg

Y] 74

o Y 9199013gNAT W n15na1n §8579

ANUAANAT .
3 IUUTIT

Wnune
LAZUINNTTU

EHEELIGE —
ARGIAGIZMES!

v
A1
U

N5

NaaNoNTU

NARN LN

NAAWSAIUNTS
45190774 NB 17

NAAWSATUNIS
3195 NAY

205



W

W

7
Emergency Medicine
Since 2007

(4) AUAEDIAIVDINTTIA
gorvudulalaagd1alsd15zuun1sIapan15a ULUNIT YT IUUE 1IN SONDUF U
auiUayuudaaneluisenguanaariuiiihnduagesanisusan dldainin

206



v/ 1 U/ o o\
FIDUNITUUINNANTINTLUUNTT
HaawsIUuaalu
o L ot '
nndu NUAANLNNYI LY
N1SAALABNAIIN
0 | o ' T - DU
WnalUldinaatuayunis AURIAIIANRUITHULAL

angulaseaudUunnIg ATRUANINTFIUNITNY
NAYNSHAZHITINUINNTTY | FIUTAUUBYA

S2USIUNAIIUAY AUNSLAUNGULAYST]

295UNNIUA | AU EY

207




AI9ENTZUIUNITIA AR UTUUT

| SEUUIANANITANUUNS l «‘

o I

-~ -~

>4 o

NANUAMNFEIARYLATUING FTUUNITUNVBYA

1
(Y 4

A &
NaaWsNLUU

adlunnau

nunaulUuTuUelviauu WgULAES

o N Y
UNanlaun
AASIZH

v 208




J
2. NISAASIZALAZNUNIUVRANISANTUNTS

ga1Uudlasnisedrelslunisnunaunanisanidunisuaz Inn 148110130 va98071UY

anthiliusslovinndrianansiidunsiidhdny anftsufsuardauaandilunsmumy
agndlsantiliiFiaseeslsthafieatiuayummuniumai wasiiievihlithilainmsasunadu
1918 anusasiihssduasmasanniuldnsmumumeniosilaiio

e Jsuiiiumudnivesan Ty Han1sALNuNS LTIty ALEuUAINISNSEY Lay

AUNTINUIVDIN JUIIENEARAT1Y FIﬂ‘lJ'i"""iﬂFlL"i‘jﬂ agyl U*EIEIEJLLNU‘I_JQU FIFS

¢ FIE]"UE‘T’LJEHE}Ej“IﬂT]ﬁL'ﬁ’]FIIE‘IF'"I’]’"IllLﬂﬁﬂuuﬂﬁﬂﬁ']’mﬁﬂﬂﬂﬁﬁﬂﬂﬂﬁﬂﬂﬁﬂ%ﬁ:ﬁﬁ’ﬂﬂﬁﬂ'F'I’IE.I

luanmuindauiliueg srusanudndulafidedinnsideuadimanlauvas
lAsdas1samUuLas Iz UUITIY
ﬂmﬁﬂﬁ’mmﬁﬁﬂﬁ’umaamﬁu NUNIUHANSALEUNISUD9E0 T ULAZAITUN WL VDINS

U2gWaR 1 FIE‘I‘IJ'T""H’JF]L"TN fagyl ﬂ*{IEIfJLLNU‘UQU An150814l3 *)



Figure 4.1-3 Performance Reviews and Analyses

Review

BOD, CLT: Systemwide scorecard
progress (monthly & quarterly);
accountability sessions & miniretreats

Analyses

Trends, comparisons, internal
benchmarking of best practices

Recipient & Use

CLT and systemwide: Systemwide current
state, progress toward future state, need
for midcycle revisions or changes to
strategic plan

SPT: SPP environmental scan

Projections, SWOT analysis, competitive
positioning, contingency analysis, ratio
analysis, market share, impact analysis,
correlation analysis

SPP: Future trends and analysis of TL’s
current state

Regional vice presidents with facility
leaders: regional operations assessments
(monthly, quarterly)

Trends, internal comparisons

CLT: Performance levels, conclusions,
actions

Facility & department leaders: facility
scorecard (monthly)

SPC, trends, control charts, comparisons,
RCA

Regional vice presidents of operations and
nursing: Performance levels, conclusions,
actions

Collaborative Care Teams: Facility
rounding (daily), unit supervisor (weekly)

RCA, comparison analysis, staffing
capacity and acuity analysis

Facility leaders: Identification & analysis
of previous day’s events or issues,
assessment of staff levels against resident
acuity, review of resident/family issues

Tillingate Case Study
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Figure 4.1-3: Data Analysis Methods

Data under Review

Frequency

Analysis Used

Buckeye City School
Process Supported

Student, Parent, and Other Monthly Pareto, trending Complaint Management Process, Staff Development Process
Stakeholder Complaints
Student Achievement Daily Trending Student Learning Process, Instructional Delivery Process
Weekly Trending Student Learning Process, Instructional Delivery Process
Monthly Trending, statistical Student Learning Process, Instructional Delivery Process,
process control (SPC) | Learning Monitoring Process
Quarterly Trending, SPC Student Learning Process, Instructional Delivery Process,
Learning Monitoring Process
Annually Trending, SPC Instructional Delivery Process, Learning Monitoring Process,

Curriculum Development Process, Staff Development Process,
Shared Vision Development Process

Fiscal Performance

Monthly, quarterly,
annually

Comparison to budget

Business Services Process, Performance Management System
(PMS)

Attendance Daily Individual student Instructional Delivery Process
Quarterly Trending Instructional Delivery Process, Student Learning Process
Annually Comparison to plan Instructional Delivery Process, Learning Monitoring Process,
Business Services Process
On-Time Supplier Quarterly Performance to plan Business Services Process
SMAT (Social Media) Monthly Trending, suggestions | Instructional Delivery Process, Business Services Process,
Curriculum Development Process
Driving Violations (Bus) Monthly Trending Business Services Process
Worker’s Compensation Claims | Monthly Trending Business Services Process

Buckeye City School
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BCS uses several analytical tools to review performance and
drive improvements in its key work and support processes
(Figure 4.1-3).

4.2 Knowledge Management, Information,

and Information Technology

4.2a

4.2a(1)

As an academic institution, BCS values the knowledge of

its certified instructional teachers, classified staff members,

and students, as well as of its community, partners/suppliers,

and other stakeholders. To collect and transfer workforce

knowledge, all teachersMrums
“for both sharing and acquiring knowledge. Grade-level

discussions focus on the needs and issues of specific-age-group

students. Similar discussions are held on subject matters

that include teachers who represent multiple grade levels. In

addition to in-person meetings, all of these discussions are

followed electronically through blogs, Web page postings, and

resource materials on the classroom support server. Individual

subject matters are selected by teacher mentors and department

chairs for discussion during their weekly planning and student

progress meetings.

Classified workforce members participate in process review
as a part of their regular staff meetings within their building
or operational group. According to their classifications, all

classified workforce members are also grouped into work
groups (e.g., administrative support, building maintenance,
and drivers). Each group meets as a team at least monthly
to discuss issues in its work environment. The meetings are
held on a rotating basis in each building or location for the
“hosting” workforce members to review their own unique
environment. These interactions are also documented in the
blogs and support materials section on the administrative
management server.

The academic and administrative management servers are used
as resources to document and share best practices as well as
resources for new workforce members and substitute or tempo-
rary workforce members to understand process requirements.
The blogs and discussion notes are also used by the BLTs and
ALT to monitor the issues of importance to the various work
groups and to provide important input to the SPP.

The Communications Plan (Figure 1.1-2) outlines the interac-
tive methods that BCS uses to transfer relevant knowledge
from and to students, partners/suppliers, and other stakehold-
ers. In addition, funds are available on request for ALT or BLT
members to support two weeks of transition for departing or
retiring workforce members to support their replacements in
learning the new responsibilities (5.2¢[1]).

Each summer, the director of community and quality facilitates
a Best Practice Workshop during the SPS for members of

the BLT from each building and selects individual certified o

Buckeye City School



and classified staff members to attend. Coordinated with the
development of objectives and action plans i the SPP (Figure
2.1-1), the workshop helps to identify both 1ssues and best
practices from the knowledge base (largely based on best-

practice documentation from the academic and administrative
management servers), and SLT members integrate them into
the subsequence year’s planning cycle. The IIE (Figure 6.1-1)
1s then used to ensure that appropriate processes are created or
modified for implementation. The academic and administrative
management servers are kept up to date to ensure that relevant
knowledge 1s always available to support innovation and

the SPP.
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Figure 4.2-1 Methods for Managing Data, Information,
Knowledge, and Information Technology

Tillingate Case

Accuracy  Data collection training & internal audits by Knowledge Management
Department St u d
* Audit functions within applications y

« CMS validation of data & information submitted to Nursing Home Compare

Integrity & » Reliability testing before application launch

Reliability » Computer literacy training

« Electronic alerts under certain conditions, such as inconsistent or missing data
within the EMR

 Antivirus & spyware software with continuous updates

» Monthly audits of backup processes by Technology Group

* Training of employees on system use

Timeliness  Deadlines for flow of data & information identified & coordinated by Technol-
ogy Group

» Reporting schedule from Knowledge Management Department

 Transactional electronic data transfers

Security & » “Need-to-know” access identified by supervisors for each employee
Confidentiality | < TillingNet encryption software

« Employee confidentiality agreements & ethics training

 Business associates agreements with partners, suppliers, and collaborators
« HIPAA-compliant e-mail; compliance monitoring by Technology Group

* Security firewalls and antivirus/spyware software

« Random checks for breaches by Technology Group

» Risk assessments in annual I'T evaluation

 Daily data backups stored at headquarters & off-site at two remote locations 228




Hardware & Software

Reliability  24/7 help desk for trouble calls by Technology Group

« Aggregation, trending, & analysis of calls to identify fixes and enhancements

* Monitoring & reporting of I'T uptime

 Detailed operations manuals for each application

 Quality control on all applications

* Routine updates pushed out from Technology Group

« Reliability testing before application launch

* Preventive maintenance & quarterly inspections for all hardware administered
by Technology Group

Security  Secure sign-on & passwords
« Continuously updated firewalls & antivirus & spyware software
« Random checks for breaches by Technology Group

* Risk assessments in annual [T evaluation o
« System lockout features Tlllmgate Case StUdy

User- » Annual end-user surveys on ways to make systems easier to use
Friendliness * Super-user forums to pilot new applications before full launch, by Technology
Group

» End-user representation on all Technology Group teams 229




Figure 4.2-1: School Network Access Privileges

Server Access

Students

|

Server

Class Registration
Attendance

Academic Support
Grade Management
District Calendar/Events

Parents

Grade Management
Attendance

Academic Support
District Calendar/Events

Teachers

Academic Support
Attendance

Classroom Support
Grade Management
District Calendar/Events

Administrators

Administrative Mgmnt.
Academic Support
Attendance

Classroom Support
Grade Management
Supply Management
District Calendar/Events

Staff and Volunteers (as needed)

Supply Management
District Calendar/Events

Public

District Calendar/Events

Partners and Suppliers

Supply Management
District Calendar/Events

Law Enforcement

Building Security
District Calendar/Events

Buckeye City School
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Figure 5.2-1 Workforce Capacity Process Advocate Good Samaritan Hospital, MBNQA Award Winner 2010
Annual - Projecting Future Capacity: New Services, Facilities

i H  work 3 ﬂEudget ]
New products ;_“ System Staffing Approval

* New services - e

) e Design Forecast Modify
New facilities Figure 6.1 Plans ml
El New

Annual & Quarterly = Projecting Capacity BEased on Current Staff FTEs: FTE's

SPP
10 -June 3Q - September Z:rm:mll'l Hired
il s Prioritized 8 o
Volumes, Staffin irector | ET Budget T
Acuity, Staff / E Aming Approval Alignment
: orecast
Analysis /

Weekly & Daily - Projecting Capacity

¥
m ataffing Determined based on
/ Budgeted HFPD, IP Census, Remaining Process Steps AQS

ED Visits. Franedures-ﬁurg ery & 2010 Advocate Health Care. All Fights Reserved. 240
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Organizational career
management: Employee job
changes and disengagement
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Figure 5.2-2 Workplace Healrth, Safetv, & Security

Card readers for access
Surveillance cameras

conditions are
safe.’

Strategies (unique workforce | K€Y Measure | Result
environment)

Pre-employment physicals =% physicals 74-24
Fitness for duty testing =% TB testing 74-24

Health pFlu shots
Titers (blood tests) *
Annual safety modules
Infection control procedures = Fire drills 7.5-11
Hazardous materials procedures [=Hand hygiene | 7.1-28
Environmental tours =% chemical 74-25
Ergonomic assessments + inventories
Annual safety fair

Safety Annual safety modules
Chemical inventory process
RASMAS recall system
Blood bome pathogen incident
review
24-hour campus security ** = Azsociate 7. B-8
Associatefvendor ID badges satisfaction
Escorts and car assistance™ question My

Becurity Code grey: combative help working

* Direct care givers  ** Night shift

+ Non-clinicians

Advocate Good Samaritan Hospital,
MBNQA Award Winner 2010
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Figure 5.1 Process for ldentifying
TM Engagement and Satisfaction Factors

Engagement/ Benchmarking
Satisfaction Factor identify best in dass HR
Salection factors and measures inskde
Idenitify which factors are or outside of the
miost Imgortant to measure through research and
team member engagement benchmarking
'I:l = -EiEi e

Evaluate Modify K&N Management,MBNQA Award Winner 2010
Evahute pe noe
measures tao determine new
MeasIres of measurnes that
are no longer effective

Algn/integrate
Align measures with
perfoamnaEne Imgprovermesnt
ProsCesses
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Figure 6.1-2: Work Systems, Key Processes, and Enabling Processes
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