mﬁl,%ausqemunﬁzmumﬁu,azwaé’ws‘muaneﬁ@mmw
= d' o a d' [~ a
N1sANYILNaNITANUUNIINLUULEA(EDPEX)
31 NINNIAN 2560

IALNEY.GNIANAF ANTUY U
AAIYWIYANFAINLAU
ASUWNYAIEASLIINYIUIATIUITUR
UNIINY1RUNAA



e

lAsus1vavAns

MSIN MSIASEA HANISTAMSAI IS

Mgy a:nuofnnan




5189143 5N1SLASNANTISANLUNISVDIBIANS

* JUSIHIUNDIANTIAYVINVY LAAIDILUINIIIUATS
USTISIANISNDIANS LY LaZiNan1SAILLUNISUD

03AN3 TnelBinunsianunINWAF/EdPEXTU
nsaulunN1INTINTI89U




TQA/EdPEX

ltem
1-6

ARY WEH 18

Mission:

=
-N1IANWI

- -N1USNNS
-3¢

Vision-What

WS

(599ALUR)

(529AMUR)
STUUNISINNISANE
STUUNISINNITUSAS

STUUNI5INNISIRY

Personal KPI
(BUI89U)

(nATB1 %89

ASTUIUNISINNITANET AN
Personal KPI

AU 518391 2182
ASTUIUAITUIATT ATNEITN

ATTUIUNISIVYANNEIV SEAU



HA

ARY Weln 18

Personal KPI

SPA I-1-6

Mission: o
o WS (Naszuv) .
-N155NWI WP (#128474)

v a & -SPA Il care process
A3 TUNUY

Personal
KPI

-n15Ua9Nu -SPA Il Key System




Uselguuntaseninagus 1891y
Performance

Excellence

- &
' L |
Y14l
s
[ )

L4
UBYA

il
TR




A5 L YUSELeYUINS 189U

ol Useiiun1elueIans

“Lﬁr;jmwﬂszLﬁumﬂmauaﬂﬂﬁmﬁu

REPORT Feedbgdc-

* NBVBSUSINIA

= E W i"'x.‘
/

N l\‘-g/.v‘{:'
é




VDANNUARULNE

-

"

&

UIUNE
Context
9N
A
Criteria Content .

ARYUDIBIANT

NSALUUNSLLAY
AaNSURIDIANS

%

LUINIINIS IAASLLUY



511589

TREHIUNITHUYUNTTEUUN LAY

*TA5951909An3 Fuduusundfyvedaddng
'wwmsu%ms%’mms%éﬂmamqmLﬁawﬂwmwﬁ 1-6
®LIAANTVDINITANTUNTT tunuIn 7.1-7.5

Tagiinaust EJPEx 1unsaulun1sgusigey



N L ANSIUIIUSIISALA b

Homvnndt 1-6 Fosuansliiii

* Approach : [WusyUU Wilgay JUseansue
*Deploy : fiUs=aNSHA 71789 ALdUAI
*|earning : 158U YSUUT9 wustu winnssy

®Integration : @0AAADY LWBNLYY LESHTINULAZAU LINDETINAIY
JuLae



ND L ANSIUIINARNSLS18DALE UULLA LU

WUIAN 7.1-7.5 FouLandliiiy
| evel : SYAUVDINATNSNYINLA
*Trend : LU LUNUVDINATNG

* Comparison : YayatUsauLiigy

v/

®Integration : §17

/

FINNAAIIUEAEUADAIINENTAVDIBIANTY
ATBUARUNNNANNFIARY

q



U/ 6

LAgNNNTEUIUNTUAENRAANSLYBU LB IarY TN S maNe
VDIDIANS

The systems perspective to goal alignment is embedded integrated

structure of

*The Core Values and concepts
*The Organizational Profile
*The Criteria

*The Scoring guidelines and

*The results-oriented

*Cause- effect, and cross-process linkages among the criteria items.
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FIGURE P-4 Businoss Excellanco FGURE P-5 Emplayoe Demographics

Vision
We will be & sigificant reason eustomers select Catepillar workiwide,
We will leverage our imellectual capial to defiver customer-driven
solutions and enhance shareholder value.
We will growe on our strong Foundation as a caring and kaming

Gender Male: 0% Female: 50%

Payroll Non-Exempt 17%  Exempt 83%

Eduction  Post Seoondery Degres: 74%  Graduste Degree: 15%

ermual plan for each CSE. The CFSC measuwrement architecture
(Figure 4-1) contmmously monitors performance in key areas,
P.la Figure P-3 descibes CFSC's 734 employess They aze highly edu-
cated with 4% holding post-secondary degress amd 15% holdimg.
avanced dezress. A diverse workforce is consistent with Shared Values.
The smsloyes bass munors the Maskalle commmanity, 45 an intsmaionsl
CFSC diversity inclade full iation of

varied cultwes. Job diversity and career oppertuzities are evident wity
ermployess in a wide range of disciplines including legal, financial,
matketme, tacimalogy, and himsn vescuress, in sddifion t o landims
operations. Contract employees are wsed o a limited basis, primanly i,
technical disciplizes such as Information Technology and Accounting,
ancording to skills and availability.

CFSC operates in 3 professional ssrvice scdusiy: non-usion office

The CFSC shuchme includes incentive

Mission

for every employee and a berefits package described by

Helping Coerpller and our customers suczed frous financil
service excellnce

Critical Success Factors

- Customer Satistaction ~ Employes Satisfaction

+ Gromih + Leadership

- Reliable Remims ~ World-class Core Processes
Shared Valuas

W are people of integrity wiho respect and care for others in our
workplace and cur werld.

We are driven by the fraedom and responsibility 1o

excead expectations of those we work with and serve.

pyramid with the Shared Values statement engraved in the buse.
CFSC defines six Critical Success Factors (CSFs) essential to accom-
plishing ow Mission. They provide alisument and suucrure thoushout
Business Excellence,
+ Customer Satizfaction — We mst delight our customers by
undersianding and excesding their expeciations.
Employee Satisfaction — We amst develop a more diverse, global
evivoument that encowages personal Eovwil, rewads
achievement, and values each ndividual
 Crowth — Wa st imvest our resources to inrease average
maraged assets.
+ Leadesship — We nmust demenstate individua] leadership in
achisving ovr goals and lning cur Shared Valnes.
+ Relinble Returns-1e must conssstently mest or excead our
fimencial performance plans.
+ World Class Core Processes-1We must wrilize 6 Sizmma to establish
CFSCas awu]ﬂ—das;plm\d.! of financial solutions and to
achieve oparating efficienc

Leaders, managers, and !'unlwus develop Ly business swategies and
and Dx

Meomey magazine as one of the Top 20 i the US. There are no special
safisty requiremants for ¢
primarily those for erge
Employee needs aie
measuzed twice a vear.
processes, exceed natior
Plad Tecknology and E
mondly. Users and D

respomsive service Thit

over 225,000 phone call
enployees via diskup @

CFSC utilizes twe
F CFsC

enyployess varied access
inifiate their owa quc

A x ade
e Malcolm ]
commencially available 1 ational Quali

thatis intesrated with Fir
tioms. It is fhe primanry sy
= 8

armnal plars linked to these CSFs. The P

Process (PDP) links every amployes’s individual action plan to CFSC’s

aal
T1ENTUNA
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* Juuin19agnalussuy -Systematic Approach
e fnsunluTdagnanada(winfivinld) -Effective Deployment
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* finsdananasinanavunlylunisuuyse -Learning
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1857192999ANTNIUUULATaUNAR -Integration
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Systematic Approach

Define

Repeat

Measure

Predict

Why

Who

What

When

Where

How
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KPls
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Review

L

* Quality - Financial
= Market = Satisfaction

® sBA

« SWOT
* Prioritization

Leadership, CEO

Leadership, CEO

Jul.

Deployment
- Communication
- LEM Process

= Validation

Employees and
Medical Staff

May
« Capital
* Operating

= Human Resources

Aug,

Reviews
Monthly

Juarterly
Annually

eﬂtrategu: Planning

Retreats
= Vision/Mission/Values

» Strategies

= SWOT Exercise

» Strategic Challenges
= Prioritization

BOD, Physicians,
Leadership, Partners

Oct.
Long-Term
Strategic Plan

* Plan Validation

« BOD Approval

©

SL. Physicians

Dec.

€ Initiatives ® Goal Setting

* Seek Proposals
« Prioritization

SL. Physicians
Mar.

SL. Physicians

SL, Physicians

Feh.

Fig. 2.1-1 Strategic Mlanning Process

Jan.

Approach
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Deployment

Pillars of Excellence

'System Strategic Plan, Five-Year Plan
‘System Goals/Targets, Dashboard

v

. el

'Entity Strategic Plans,Five-Year Plans,
___GoalsfTargets, Dashboard

'
Dept./Unit Goals/Taigets, Business Plans |
Supplier/Partner Goals/Targets, Business Plans|
:

] lvncjividuai G_oals/T argets ]

4V T11id A8 SAHYI 14043y

PERFORMANCE MANAGEMENT SYSTEM

'Individual Accountability Grid, 90-day Action Plans|
'

Individual Merit, Bonus

Figure 2.2-2: Strategy Deployment Process
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Deploy

* Lilduwanslitiudndinasdng  * vensiriuRnaInves
nsUfURGulundazngudl  duims

AU URA

o LifidadaNanrsaaduiefe  ® ¥1AN1S design/redesign
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Types of “Learning” Evidence

*Cycles of improvement

*Date(s) of improvements

*Description of improvement(s)

*Evidence of fact-based evaluation and improvement
process

*“Breakthrough” change and innovation

*Sharing with other work units
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Learning

* daulugy lailduaasliiiiudand

learning

* windl drulugidinuansdinnsnunau
IN8NANTIN (PDCA 3AUUDY
deploy)

* lLifinasnuniuyszansninuas

Approach naaavuuansliliudnd
nsuanagulitaus Anaudianssu

* gradullsa NN snlaill systematic

approach

* Y1AAMULY LA LUAIIUNRUIB VDY
learning NUNIY
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Types of “Integration” Evidence

®* Alignment with needs and processes across work units

®*Complementary measures, information and

approaches to improvement across work units

®*Harmonized plans and actions across work units



Integration
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Alignment

Strategy Balanced Scorecard] 2010 2012 Action Plans Action Plans 2010 Kev Workforce
Guoals | Goals 1 Year (2010) 3 Year (2012) Plans
Emplover of Choice (EQOC) E.‘apacir}' 8% 100%%  JPeople Plan I1 [People Plan IV Eo New FTE's
All employees rate HH as an rapability “F?':.'f{': 08% HC Culture Succession Plan evelop 1mitial plans for
excellent place to work 100% of [Employee Satisfactio 20%esile Jo0T04ile IDav Care dav care
|1_he time. ILeadership Development
(5.1-7)

Exceptional Customer Service [Customer Satisfaction [80™%4aile J0™%4%i1le JCustomer Service Plan E:} new FTEs
ICustomer groups rate their Complaints/ [mage Plan Image Plan ustomer Satisfaction
experience with HH as excellent |Grievances p/100 K 3 Training
100%% of the time. adjusted patient day
[ earn. Grow and Strategic Projects/ 0% I°5% R ecriutment of 18 Physicians [Feecruitment of 11 [Hiring and traming:
[nnovate Performance to Plar F egional Strategy-2 kev areas Physicians 10 New Physicians
HH will contimually strive to Mew Projects a8 10 Business Expansion-2 kev areas [Fegional Strategyv-2 key |72 Climic Staff from
Istrengthen its market position in ICommunity Development-2 key areas Stepping Stones (PWP
all clinical programs and servicesg areas IBusiness Expansion-4 key] Cat 3)

IGreen Inttiative areas 5 TS FTEs (redeployment)|

P20 Council ICPOE/Closed Loop IBusiness Expansion

IClinic EME Medication 3 ENs (new hires)

F =gional Health Exchange and

Patient Portal
Benchmark for Quality Patient Safery Index 7 8 8 Plls | 8) Plls [Hire for Blackbelt
HH status and quality indicators [Wortality Eate 0.82 0.68 WEST IDisease Focused Care Position (new hire)
will rank in the upper decile of [Evidence Based Care | 98% 96% edicaid AS0O Care Model Pilot
like communities/regions Supply Cham Index 5 7 Management
Hich Value Available Services [Total Margin X X Inpatient Documentation for Integrated Community IDOC Training for 2 new
ICost per capita (by paver group) [Operating Margin i X Optimal Coding (IDOC) Uninsured Managed ENs
will rank in the lower quartile Davs Cash on Hand 130 150 $70mm Master Site/Facility Plan] Care Model IProductivity Measures
hhationally for people in similar [Total Members (CHP/] n/a n'a Philanthropy Development eplace Billing Svstem from 5. 2a(l)
communifies/service areas. CHIS) Discern Desktop ractice Management
Software

2.1-4 HH 2020 Strategv Alignment



Evaluation and
Improvement
SPP Step 1 ( 2.1-1)
Eeview customer inputs
and analyze processes to

refine feedback
mechanisms. customer
relationship strategies,
and action plans
(annual/ongoing).

;

Integration

Voice of the Customer

Listening. Inputs and Methods
(3.1-2)

Customer Groups
Patients

Members
Community - Region

Deployment of Strategy and
Actions Plans

3.1-1, Customer Relationship
Management Model

SPP Step 8 (2.1-1) (6.1-2)
Deplovy improvement priorities
through the BSC and LEM 90

dav action plans.

L 4

Analysis and Decision
Making

SPP Steps 2-6 (2.1-1)

Conduct reviews to
determune customer
requirements and assess 1f
services, processes, and
improvements are meeting
customer needs.

Translate results of
analysis into priorities for
improvement.
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e Jnisinlulyegnanane(winnnila) - Effective Deployment

— ASBUARUNNITAY

— ﬂiaUﬂqunﬂﬂa:aJ (Product, Market, Customer, Supplier,
Workforce)

* Ansdananazdimanaunnlylunisuiuyss - Learning

* N15EIASUNUNTZUIUNTTDUN8TUBIANT — Integration

* LYAUYNIN... M., UNTZAU Overall Requirement nay
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Approach

Criteria

No Systematic

Approach to of a systematic
item systematic approach,
requirements approachto  responsive to
is evident; the basic the basic
informationis requirements requirements
anecdotal. of the item is of the item, is

evident.

How do you obtain information

from your students and other
customers?

The beginning An effective,

evident.

An effective, systematic
approach, responsive to the
overall requirements of the
item, is evident.

« HOW do you listen to, interact
with, and observe students
and other CUSTOMERS to
obtain actionable
information?

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

* HOW do you determine
student and other CUSTOMER
satisfaction, dissatisfaction,
and ENGAGEMENT?

* HOW do you obtain
information on your students’
and other CUSTOMERS’
satisfaction with your
organization relative to other
organizations?

/ LRANUIALLRAA
&P, Mahidol University
Wisdom of the Land

An effective, An effective,

systematic systematic
approach, approach, fully
responsive to the responsive to
multiple the multiple
requirements of requirements of
the item, is the item, is
evident. evident.

a. Listening to Students and Other
CUSTOMERS

(1) Current Students and Other
CUSTOMERS

(2) Potential Students and Other
CUSTOMERS

b. Determination of Student and Other

CUSTOMER Satisfaction and ENGAGEMENT

(1) Satisfaction, Dissatisfaction, and

ENGAGEMENT

(2) Satisfaction Relative to Competitors
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Figure 3.2-1: Key Support Mechanisms

Paper- Paper-
Preferring i Preferring
Mechanism Focus Students

Phone X X X X
Web Site

Classroom Web Pages b X

Superintendent’s Web Page it *

School Report Cards b X * X

Grades b X

Assignments b it

Standards b X

Rubrics b X

Scoring Guides b X

Class Progress ot

School Progress * * bt




3.2b
3.2b(1)

BCS orgamizes its relationship approaches using a three-step
process. First, 1t identifies relationship needs for each customer
ocroup and each phase of the relationship (lead generation, lead
conversion, current, alumni). Second, relationship approaches
are developed and deploved. Third, the effectiveness of the

approaches 15 evaluated anmually using the I

E dunng the SPS.

and action plans are implemented for improving approaches.



Figure 6.1-1: BCS Improvement and Innovation Engine (llE)
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Integration

Anecdotal
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The beginning of a SYSTEMATIC APPROACH
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Systematic and Effective Approach
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Systematic Effective, Well deploy
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Systematic Effective, Well deploy, Systematic Learning
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Systematic Effective, Well deploy, Systematic Learning
with evidence of Learning
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Systematic Effective, Well deploy, Systematic Learning
with evidence of Learning ,KM/Innovation
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Input —> Process = Output —> Outcome

1 : Leadership

2 : Strategic Planning

3 : Customer Focus

5 : Workforce Focus

6 : Operations Focus
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7.4 : Leadership and
Governance Results

7.5 : Budgetary, Financial
and Market Results

7.2 : Customer-Focused Results

7.3 : Workforce-Focused Results

7.1 : Student Learning and Process
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Excellence indicators in organizational results
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Figure 7.1-2a: BCS Percentage of 10th-Grade Students
Proficient or Above on OGT
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Figure 7.1-12: Bus Transportation Cost Reductions
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Figure 7.1-7: Product Quality MBNQA case study 2013 Collin technologies case
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Figure 7.1-14: Emergency Preparedness Results

Emergency Preparedness
Fire Drills Semiannual 1 1 2 2
Tornado Drills Annual 1 1 1 1
Chemical Spill Response Drills Quarterly 2 3 3 4
Emergency Medical Response Drill Biennially 1 1
Community Drills Biennially 1 1
Lessons Learned from Drills 7 3 3 10

MBNQA case study 2013 Collin technologies case
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