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anwmA 4 |+ MEASUREMENT,
- ANALYSIS, AND

« KNOWLEDGE MANAGEMENT

N15IA ALAFIEA BAZUSUUTY WANIS

ALHUN5va9an1UH (Measurement,
Analysis, and Improvement of
Organizational Performance)

4.2 ms ASAUNALAS
AN3 (Information, and

Knowledge Management)

N. NMFIAWANITANLUUNIS
(PERFORMANCE Measurement)

U. NMFIIATALATNUNIUNANITANHUNTS
(PERFORMANCE ANALYSIS and Review)

A. NM5USUUTINANSANLHUNNS
(PERFORMANCE Improvement)

n. Yayanara1sauina (Data and Information)
7. AINFY9EN1UU (Organizational Knowledge)
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ORGANIZATIONAL PERFORMANCE

N159A A1 wazUsuUge Wans

ALHUN5va9an U (Measurement,
Analysis, and Improvement of
ORGANIZATIONAL PERFORMANCE)

GO gle organizational performance X

Q Al [) Images [»] Videos M Books [E News : More

About 2,680,000,000 results (0.56 seconds)

Organizational performance comprises the actual output or results of an
organization as measured against its intended outputs (or goals and
objectives). Organizational performance also the success or fulfilment of
organization at end of program or projects as it is intended.

https://en.wikipedia.org » wiki » Organizational_performa...
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What is Organizational Performance?

Financial
Performance

How is the company’s
financial health?
What was return on
investment or assets,
and value added?
Have debts increased
or gone down?

Market
Performance

Has the company gained
or lost market share?

Are the new products or
upgrades in the
pipeline?

Did product upgrades
boost sales?

Shareholder
Value

Is the company making
its shareholders richer

This is the ultimate
measure of a
company's success

Senior management’s
top priority

Is the company doing as well as it had planned to?

Is it doing as well as it said it would?

Organizational performance involves
analyzing a company’s performance
against its objectives and goals. In
other words, organizational
performance comprises real results or
outputs compared with intended
outputs. The analysis focuses on three
main outcomes, first, shareholder
value performance; second, financial
performance; and third, market
performance.

Ref: https://marketbusinessnews.com/financial-glossary/organizational-performance-definition-meaning/
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Baldrige Excellence Framework and Criteria for
Performance Excellence

« Reach organizational goals,
» |[mprove results, and
« Become more competitive

Organizational Profile

Measurement, Analysis, and Knowledge Management

Higher productivity
Greater customer loyalty
Increased market share
Improved profitability
Better Employee Relations

Core Values and Concep®



Baldrige Excellence Framework and Criteria for
Performance Excellence

Organizational Profile

@ . D @

Measurement, Analysis, and Knowledge Management

7.1 wadnsaunszuIung
« Student Learning and Process Results
.2 waawsmugn
Leadership 7 3 v Y
O NRANSATHUARIING

Operations

[ .4 nadnésunisinessns
[.5 NAagWSENRIUUSEHINE NSRY MAaR

LAZNAYNS

« Budgetary, Financial, Market, and Strategy

v Results

Core Values and Conce
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S=QUWCUUIN1SUaVaVAAS (Score Band)

Management Capability

e
VI =
a H
Shared Activity Shared Activity
» -
GOAL GOAL

Reacting to Problems Early Systematic
(0-25%) Approaches (30-45%)

* Approach (A)

* Deploy (D)

* Learning (L)

PROCESS

* Integration (I)

—
—

HHH

Shared Activity

GOAL

Aligned Approaches
(50-65%)

N

RESULTS

Shared Activity

GOAL

Integrated Approaches
(70-100%)

e Level (L)

e Trend (T)
+ Comparison (C)

* Integration (1)
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anwmA 4 |+ MEASUREMENT,
- ANALYSIS, AND

« KNOWLEDGE MANAGEMENT

N15IA ALAFIEA BAZUSUUTY WANIS

ALHUN5va9an1UH (Measurement,
Analysis, and Improvement of
Organizational Performance)

4.2 ms ASAUNALAS
AN3 (Information, and

Knowledge Management)

N. NMFIAWANITANLUUNIS
(PERFORMANCE Measurement)

U. NMFIIATALATNUNIUNANITANHUNTS
(PERFORMANCE ANALYSIS and Review)

A. NM5USUUTINANSANLHUNNS
(PERFORMANCE Improvement)

n. Yayanara1sauina (Data and Information)
7. AINFY9EN1UU (Organizational Knowledge)
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N15IAIASIEN HasUsUUTINaN19AHUNN5Y9dNUY (Measurement,
Analysis, and Improvement of Organizational Performance) : an1U4H5N3

281915 1UN1FIAIATIEA LNDUIHIUSUUTINANITATLHEUNISUDIENN U BAS(C

. N15IANANI5ANLHWIY (Performance Measurement)
1. AIANANITANLHUNG
2. TayayIuuLisu

3. AMNMNARAIANYAINNFIANA (Link: Cat 2.2 nb5)

9. NFILATIEN LATNUNIUNANTIATLHENNNS (Performance Analysis and
Review) (Link Cat.1)

NUNIUNANISANLHRNS LAZYAANHETHISNYDIOIANS

A. N15USUUNNANI9ALIEWNNS (Performance Improvement)

1. wan1saAtiunisluauwme (Link Cat. 2.2 n6)

2. ﬂ'\'ﬁU%’UU'a;oaaiNﬁiaLﬁmLLa:u"’imnﬁN (Link Cat. n6.1, 6.2)
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Criteria Glossary

Performance

PERFORMANCE. Outputs and their outcomes obtained
from student learning, processes, programs, students,
and other customers that permit you to evaluate and
compare your organization’s results to performance
projections, standards, past results, goals, and other
organizations’ results. Performance can be expressed in
nonfinancial and financial terms.

The Education Criteria address four types of performance:
(1) program and service; (2) student- and other customer-
focused; (3) operational; and (4) budgetary, financial, and
market.

Program and service performance is performance relative to

measures and indicators of program and service character-
istics that are important to students and other customers.
Examples include the effectiveness of curriculum and
instruction, assessment of student learning, participation in

professional development opportunities, and student place-

ment following program completion.

IMPORTANT

i o=
PERFORMANCE : Han13atuunIs

“wan1saiiums” waneds nandauaznaansiléarnnisiSeudvasdiSey
Y v = v =) % a <1 Y
NSEUIUNT WANEAS KITeU uazandingudu eanansasuiliunauazilisuiiisuiy

o a a a % o o a = v v oa
wan1sAunsiiaduiukan1saiuntsiaansaild wnsgu wadwsneuun
¢ o o & ¢ 4 o o < =
hiseasAuasAuNaansva909ANTdY 9 Wan1sAiunsenananmaluzuveansiy

LagSULUUBY 9
v

st EdPEx 1 namidswamsaniums 4 dw ldun (1) sudamsiine 39
LazU3nisT (2) Munisiatudidounazgnngudu (3) Fumsufoanis uas
(4) MuIUUsEINM MR ULaznan

HANITANHEUMIATUMIIANITANET 398 wazUINIGT (U9 7.1) A waNsALTUNIS
FuRtestunudnvazvesiiTauasit nveansiamsdne 38 uasuinis dal
A iyregEaunargningudu shethatu AmiiussAvsnavemdngmsuarinsaeu
nsUssiilunamsBeuivesisoy lenrawrnuluianssumsiauindnvesisou
wazmslinuiuiiedisansdne
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Criteria Glossary

Performance

Student- and other customer-focused performance is
performance relative to measures and indicators of students’
and other customers’ perceptions, reactions, and behaviors.
Examples include admissions, retention, student and other
customer complaints, and student and other customer
survey results.

Operational performance is workforce, leadership, and
organizational performance (including ethical and legal
compliance) relative to measures and indicators of effective-
ness, efficiency, and accountability. Examples include cycle
time, productivity, accreditation, waste reduction, workforce
turnover, workforce cross-training rates, regulatory compli-
ance, fiscal accountability, strategy accomplishment, and

community involvement. Operational performance might be
measured at the program, school, class, or individual level;
key work process level; and organizational level.

IMPORTANT

HANSANEUNSATUMSIANTSANYY T8 wazUIN151 (e 7.1) Ae HansAIuNS
3’50Lﬁm%’aqﬁ’uqmé’nwmzmmé"s’s’ﬂuasﬁ’f;ﬁi’mmmsﬁ’mmsﬁmsn 39y wazudnge dadl
audwyregGeunazgninauu fMegutu aruiiuszaninavemdngnsuagiinisaeu
nsUszliunamsBeuivewfiieu lemarndlufnssunisiauindnvesisoy
uagmsldnuviifiediiomsdng

wansAdumssumsyaiudiSaunazgningudu (de 7.2) A namsaudunis
Fudvrtesdiiusfuguinuurvesiaiauasiadfadiunisiuf nsmevaues uaz
woAnssuveiseunazgningudu Medratu mssudiSeuddAneiluaaudine
msaweguesfiou YedeuiouvesBounargningudu uaznanisdisiefiSey
uazgnANANBY

Han1sALIuMIAUMSUURns (We 7.3 - 7.5) fie wansAndunsituyaang
Frumatesng uaznansedunsvenivanIty (sudedesssuuaznisUtAn
nguane) Fuiedesiudriavieddia fuusyavina Ussavsnim uasauiuiineey
feeaty seuna MsiuNaNAn (WARAW) MITUTERNATEIY MIanveads Sms
MIANeINYBIYAAINS SATINTHNBUTHIIABUYRIYAAINT NSUFURMUNg seley
AUTURATEUATUAITRY NTUTTQUHUNAENS Raanumsidusiuluguey nanis
slumsiumsufiinmseaindisziuanitu seiunssusumsvdn uagssiuvdngns

d1013%0 YUSHY WIBFIYARE
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Criteria Glossary

Performance

Budgetary, financial, and market performance is perfor-
mance relative to measures of cost containment, revenue,
and market position, including budget utilization, asset
growth, and market share. Examples include instructional
and general administration expenditures per student as a
percentage of budget; program expenditures as a percentage
of budget; performance to budget; annual budget increases
or decreases; income, expenses, reserves, endowments, and
annual grants/awards; resources redirected to education
from other areas; scholarship growth; the percentage of
budget for research; the budget for public service; and
market gains.

IMPORTANT

HAN1IALTUNTAILIUYSEINA N1SEY wazma1a (P8 7.5) Aie namsaiiums
FufgeiiunudnvarvesiInluSewiuuy s19ld wazduwmislusaia saufansld
sz Msiiulpvssduninduazdiuuinain flegaty Segasverlyiuse
WiBeulumumsuimsuaraunaeuseulszin Jevasvernlddnevangnssie
suUszana mansRiunsdesuUssnailaiu maituieanasesuysranausedi
51ele Algdeene 9 Ruyudises uaznewutusviauazBuaumulssdnt n1sdu
ninennsunnunaduielflunisdne yumsdnuniliutu Sevazvesauusvanm
dm¥umside saeseusuUszanadmunsuImsdiay sanianisiuduuiinang
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PLANNING

Input

Strategic Planning
Process (SPP) (2.1a)

4.1 Process Relationship Diagram

<

l— Improve <

Approach [— Actionable Information
D |
Performance ) Decision Making
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OUR STUDENTS, OUR PRIDE

Y ITEIN NUMBERS (FOR FY2020) N

Full-time Student Enrolment ' Student Success Rate
27,825 ; 88%
Students’ Satisfaction with ITE Employers’ Satisfaction with ITE Graduates

(Triennial - FY2019)

97.2% 96.5%

CLASS OF 2020

A total of 13,945 students graduated from ITE's full-time, part-time and traineeship courses for Academic Year
2019/2020. Among them, 679 received Certificates of Merit, with 221 receiving Course Medals for topping their
respective courses.

Top honours were awarded to 11 ITE graduates. They were:

/ N
Lee Kuan Yew Gold Medal E Tay Eng Soon Gold Medal
Samuel Choo Wai Meng : Nicole Baruela Ayathuray
Tang Yu Alexander : ‘Agilah Insyirah Bte Abdul R
Muhammad Zaliq B Husri : Pau Yee Song
............................................ : S ———
The Ngee Ann Kongsi Gold Medal E e2i Gold Medal
Alex Oh Jia Shun E Teo Wei Li Willie
Siti Nurshamira Bte Sabri §| SRR S A o SR B R S e
Mok Ting Yuan E IES Engineering Award
i Nabillah Bee Bte Basheer Ahmad
AN /
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#ITEPROUD

Despite the restrictions posed by Covid-19, the resilience of our students shone through as they continued to do
us proud, be it through physical or virtual platforms.

A team of two ITE students emerged as one of the top three winners in the Global Final of the Social Innovation
Relay 2020 on 16 Jun 2020. With their business concept of a social enterprise that could train and place youths
with autism into jobs, the duo prevailed against local and foreign teams to land a commendable podium finish.

Beating 42 other teams from local schools, including the Polytechnics and Junior Colleges, a group of three ITE
students took top spot at the Singapore University of Social Sciences (SUSS) SBIZ Business Plan Competition
on 18 Jul 2020. The competition required participating teams to address pertinent social issues with innovative
digital solutions. The ITE trio impressed the judges with their innovative concept of using immersive technologies
to help the elderly stay active and healthy.

The 14 edition of the national skills competition, WorldSkills Singapore 2020, held from 28 Sep to 9 Oct 2020,
saw ITE students Lim Hui Fang and Ho Jia Yi clinch Gold in the Beauty Therapy and Cooking skills areas, respectively.
Team ITE also bagged seven Silver medals, five Bronze medals, and 10 Medallions for Excellence in other skills
areas.

At the inaugural virtual cybersecurity Capture-the-Flag 2020 competition on 30 Sep 2020 supported by the
National Cybersecurity R&D Laboratory, a team of three Higher Nitec students beat eight other teams from ITE,
Australia’s Box Hill Institute and Canada’s Southern Alberta Institute of Technology to secure the top position.

Javier Ng Jing Xuan, a Nitec in Finance Services student, trumped more than 120 fellow nominees to be named
one of the three winners of the National Young Leader Award (NYLA) 2020 on 5 Jan 2021. The award recognised
young leaders, aged between 15 and 19 years, who were involved and engaged, and showed conviction in
community engagement, self-leadership and group leadership. As an NYLA winner, Javier would have access
to resources to help him catalyse and incubate his three-month internship project, with the aim to positively
influence the community. Another ITE student, Mok Ting Yuan from the Nitec in Infocomm Technology course, was
among the top 25 NYLA awardees.

Higher Nitec in Cyber & Network Security students, Tong Yew Ching Kelvin and Tay Gao Jun, proved their mettle by
being the first two ITE students to achieve the Offensive Security Certified Professional (OSCP) Certification.
The Certification is well-known, respected, and required for many top cybersecurity positions, and is obtained
through a 24-hour proctored practical exam.
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1.Proposed — Warehouse Operation

3.10 Recommend to Setup Logistics KPls and System for Tracking and Reporting
Performance
1) % Receiving

2) % Stock Accuracy-
1% _
Receiving

from Vendors 5 Cur. Tar.

100%  100%

Inbound

-
e

B purchases ) = ‘ " o “==—-=hipments

B crossDock ~ § ' Shipments
J® store Returns > . prace/Exchange
I® store Transfers T . % J§ Vendor Returs

B outside Processing E T B store Transfers

n/a

Warehouse Operatic

3) Task Processes OVERALL %

Productivity Warehouse &
per Man per ﬂ Receiving a Assembly Transport

Hour- A Costs to Sales
: ﬂ Picking ﬂ Storage
e ] Inspection 5 Move S i
e i s Labeling ) Replenish IC (5

for each n/a :10;:'1 %)
sku) e

Tar.

20
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1. Proposed — Warehouse Operation

1.10

I R N

1. % Receiving On-Time from Vendor

2. % Receiving In-Full and No damage

3. % Stock Accuracy

4. Task Productivity per man per hour

5. % Order Fill Rate

6. % Transportation Capacity Utilization

7. % Outbound Shipping On-Time and In-full

8. % Warehouse & Transportation Cost to Sales

# of Orders received On-time by Line ltem

Total number of orders received by Line ltem

# of Order Received
In-full and damage free by Line Iltem

Total number of orders received by Line Item

Number of Actual QTY by SKUs
Number of System Reported QTY by SKUs

For a given time period:
Total orders picked

Total hours worked in the picking operation

For a given time period:
Total orders shipped complete

Total orders shipped

Total Cube loaded on the fruck
Total capacity Cube of fruck

# of Line Item in orders shipped On-time
and In—full
Total # of Line Item in all orders shipped

Total warehouse and transportation costs
Total sales

The percent of order received from a supplier
per on-time requirements.

The percent of order received from supplier
in-full (order quantity must be fulfilled in full).

Measures the accuracy of the physical
inventory compared to the reported inventory.

Measures the productivity of picking
operations in orders per person hours.

Measure of orders shipped complete - with no
units back ordered.

Measure of utilized-cube loaded on the truck

Measure of All Line items in all order that are
shipped On-Time and In-Full.

The cost to run warehouse and transportation
relative to total sales.



N. NFIANAN19ALHRIY (Performance Measurement)

1. mwan1sadwn1s - OVERALL: How do you track data and information on daily operations and
overall organizational Performance?

PLANNING
> [Input
|—>Improve
v

Approach Actionable Information

Strategic Planning

Process (SPP) (2.1a) Processes Performance ) Decision Making
Multiple: 2. KEY Result idAty sio Daily Operations KEY Data & Information (59U598 9aaanunadsing ¢ A lunns
* key organizational performance  \jyitiple: track progress on achieving ~ &ula

measures 1. KEY Result fid1Aty sio Performance Excellence
* key short & longer-term financial Multiple: select, collect, align, and integrate
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Notes

4.1. The questions in this item are closely linked to each

other and to other Education Criteria items. The following
are examples of key linkages:

23

e Your organizational performance measurement

(4.1a)—including the comparative data and informa-
tion you select, and the performance measures

reported throughout your Criteria item responses—

should inform your organizational performance
reviews (4.1b).

Organizational performance reviews (4.1b) should
reflect your strategic objectives and action plans (cat-
egory 2), and the results of organizational performance
analysis and review should inform your strategy
development and implementation, and your priorities

for improvement and opportunities for innovation
(4.1¢).

Your performance projections for your key action plans
should be reported in 2.2a(6).

e Your organizational performance results should be

reported in items 7.1-7.5.

4.1a. Data and information from performance measurement
should be used to support fact-based decisions that set and
alien organizational directions and resource use at the work

unit, key process, department, and organization levels.

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA
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Actionable Information —

L4 .q - m

N » Performance } Decision Making
%}!1_7_—7—\” g’ ) KEY Data & Information (37058 ToRaaMunasin 9 Tt

] CEEINE
1. KEY Result fid1Aty o Performance Excellence

Multiple: select, collect, ALIGN, AND INTEGRATE

Commentary

Aligning and integrating your performance management system. Alignment and integration are key concepts for
successfully implementing and using your performance measurement system. The Education Criteria view alignment
and integration in terms of how widely and how effectively you use that system to meet your needs for organizational
performance assessment and improvement and to develop and execute your strategy.

Alignment and integration include how measures are aligned throughout your organization and how they are integrated
to yield organization-wide data and information. Organization-wide data and information are key inputs to
organizational performance reviews and strategic decision making. Alignment and integration also include how your
senior leaders deploy performance measurement requirements to track work group and process-level performance on
key measures that are targeted for their organization-wide significance or for improvement.

Big data. The challenge, and the potential, of ever-increasing amounts of and modalities for data lies in choosing,
synthesizing, analyzing, and interpreting both quantitative and qualitative data, turning them into useful information,
and then acting operationally and strategically. This requires not just data, but knowledge, insight, and a mindset for
intelligent risk taking and innovation.

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA






I Alignment & Integration starts with Strategic Development (Cat. 2)

How do we align them?

26 Copyright 2022, Asst.Prof. Athisarn

ayuparb, Ph.D., CISA



27

Brainstorm

ALIGNMENT

Analyze

Strategy Planning

Implementation Teamwork Consistency
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Operational Excellence

Foundation
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Leadership Business Strategy Customers

* Change Management
* Management by
Objectives (OKR)

* Management Systems

& KPIs

Enablers
Perspective
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=
=
|9
O
o
wv
S
[
a

National Performance Excellence (NPE): Operations by Design (Education)

Workforce Org. Structure

*Finance, Research, and
Academic Performance
Growth

*Exceptional Student Value

»Stakeholder Satisfactions

* Digitalization Org.
* KM & Innovation
¢ Learning Org.

» Data Governance

* Governance Systems
* Agile Systems and
Structure

« Vision, Mission &
Values Success
Model

* Focus Based Strategy

* Customer Driven Org.
« User Experience Based
Products/Services

* Culture of Excellence

* Workforce
Engagement

* Productive Workplace

Drive Performance

Operations Leadership Operations Strategy-1 Operations Strategy-2 Operations KM&IT Operations Workforce Operations Org

w
* Operations Performance « World Class Research * Hybrid Classroom » Data Governance * High Performance * Process Thinking °>J *Adequate &
Management * Best-in-Class Teaching + Lifelong Learning * PDPA & Cybersecurity * Hybrid Workplace * Capability Based Org. 5 Optimal
* Sustainable « Co-operations & Course * Flexible * Agile or Cross Q0 Setting of
Development Alliances * Digital Office Workplan/Joint Functional Team 8 Enablers

*R2R Appointment Program

* failiifiansiuasuuuas (Enablers)

Suppliers & Partners Operational Process ( Capablllty & Capacity) Customers

Teaching Research Academic Services

*Financial Performance
* Cost-effective Products & Services
* Customer-driven Quality

*Material & Information
- Staff & Know-how IQA Training Student Services

*Assets & Energy @ . Dellve.ry Accuracy o
Staff Serv. Learning Support Service * Capacity & Resource Utilization

Resources

fechology

e-Learning *Support of Business

Hybrid-Classroom & Operations

e-Academic

v
>
=
(9}
(]
Q
)
S
()
o

e-QMS System. Virtual Laboratory

e-Library
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29 Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA




30

STRATEGY 2019 - 2025

Key Corporate Objective

EN Areas

Performance: Best-

in-class operations

Growth: Business

. Expansion and
Top Quartile xxx 4 Sustainability

Service Performance
by 2025

Synergy: Deeper and
broader Group
collaboration

Stakeholder
excellence: Multi-
stakeholder balance

WAYs

. Long Strong
Corporate Strategies

a Logistics Service Excellence

Accelerate xxx Services for xxxx Products

Ensure for Regulatory Compliance, Customer and
Community Trust

®

‘ @ Enhance Employee Competency and Engagement to

Support Business Growth
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STRATEGY 2019 - 2025

Big
Key Corporate Objective WAYs i
E D Areas Corporate Strategies 12 Corporate KPIs
Q Logistics Service Excellence » Logistics Service Excellence Score

Performance: Best-
in-class operations

Growth: Business

. Expansion and
Top Quartile xxx 4 Sustainability

Service Performance
by 2025

Stakeholder
excellence: Multi-
stakeholder balance

31 Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA



[ﬂ’\‘i’mﬁ 3 LLﬁmﬁ'}Nﬂmﬁ‘ﬁ%ﬁud’mﬁ’m Performance: Best-in-Class

Corporate Corporate Strategic

Corporate Strategic Objectives
Strategy KPls

P1.1: Perfect | 1. il ﬁﬁ’u‘%mﬂgﬁﬁﬁgﬁmmm DIFOT (%)

Order PeLguRIFaATe I ATId LA AT

Completion mmmﬁﬁwumlﬁmnndﬁ 98%
P1: Logistics P1.2: High 2. NTzUUNNg... ARz @nsnaw Overall Equipment
Service Process Tneisanaearsnsdns aitinendn 85% Effectiveness (%OEE)
Excellence Reliability et 2023

P1.3: Low 3. AUNWIDTUAY XX LV/AU-NIRLNAST Cost per ton-km. ()

Operating neludl 2024

Cost
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Corporate Objectives Corporate KPI

Logistics Service Excellence Score (Index)

Corporate Strategic KPI

Main Functional

KPI
DIFOT (%) OPD, TM, DF
Overall Equipment Effectiveness (%OEE)| 15% OPD
Cost per ton-km. (B) 15% ™

Functional KPI

Weight

Functional Objective

oPD |édiunuaulfiidnistuszuulaiadnd Tvussaauuaunuzasmibanuadeilszandnmuazlszdv SLA Committed (%)

aavauasdaddidialansumiusazassaunaiiuua launnit 98%
Asznuns. dlalszaniawmiaanunanaiasinshivannii 85%
ifielasuueaiufotiunaanu

lisinsazdieulomsenuilaaais

iwaTuladiiuasioin liiaviudszangawlumsvivnu
A131305295UNTVENHINUAINRHUGINATDIAVANT
Lifinsazbiadanguaiauazngssuiay
szeuanssauznaswiinoulumihoonwidvldasnihwinoasens

33

DIFOT (%)

Overall Equipment Effectiveness (%OEE)

Injury Frequency Rate (Index)
Safety Policy Violation (Index)
Violate Legal & Regulatory (#)

Employee Competency Score (%)

SUCCESS' Behavior Score (%)

sz@uANNAaAAA DI BaINaANTTUWT N UAa TRIusssNavans Tumb oy ldeandlhvwansasdng

Escalate to Corporate Strategic KPI
DIFOT (%) 40
Overall Equipment Effectiveness (%OEE) 100
Injury Frequency Rate (Index) 50
Safety Policy Violation (Index) 50
Violate Legal & Regulatory (#) #

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA



TO DRIVE & CASCADING PERFORMANCE

Strategic Business Objectives

Cont Efficiency

Improve Operational
Excellonce Stengthen Growth
-1 f T —

.......

Strategy-focused process
Partner-focused process
Customer-focused process
Internal-focused process

Product & Service-focused process

Production-focused process - Supplier-focused process

Organization-focused process Sustainability-focused process '

- Human Resource-focused process Finance-focused process

Technology-focused process Distribution-focused process

Governance-focused process



Strategic Business Objectives

STRATEGIC
Key Performance Indicators

TACTICAL
Key Performance Indicators

Improve

Competitiveness

Improve marketing strategy

Operations strategy

CRDO RE S OP CRM 2
Customer service planning

though colaboration

Reduce ressarch and dewslopment tima

Develop and cultwate goodwdl /

IP portollo assessmants

CRDO FO/RE S5 BD CRM 20

intebectual proparty

Licante of acquire product/senvices and Improva brand strength and

Improve Customer
Interaction

cmo FO S MS ERP 18

Sales planning

Improve Customer —

------------------ a5 SRM 15
~ | Busingss development reps

| Balance batween core and non-co
compatencies

"0 RE/FL S OP

gf flexible producta/s

Satisfaction & Loyalty o,...h........w

cMO FO S MS CRM 4
Brand development planning

Chann

CRDO FO S BD CRM 1§
Product/service portfolio planning

development channels

Improve wilzation of product/service

Consolidate/realign sales territories

Improve customer loyalty

A
Improve abil
into competit

CRDO FO S BDO CRM 4
design pl

Increase number and quality of

Apply brand to naw ng \
product/sanicas

product/servica and senvica launches

CMO/CIO RE T MS CRM 1
Market research oversight

Improve market intedigance

] ‘ Develop and leverage

CRDO FORE T BD CRM 16
Product/service design verification

I\

Improve beand awarenss/ciovaty

Improve design and development processes }

4

CRDO FO/RE T BD CRM 16

tocs

Improve product/service developmant
performance managemant, mathads and

IMprove revenue generation capabdites of

CRDO FO | T OP CRM 20
Procurement guidelines

RO S MS CRM RE/RO S MS CRM 1 co0
Sales assessment and workbench Define t.
Improve cross-sell and up-sell approaches Improve customer service Improve relatio
for key stakeho
RO S BD CRM 26 RE S MS CRM 22 O
Product/service change specification Market research oversight o
Improve definition of product/service and Improve understanding of current customer Increase fofi
service specifications satisfaction acquisitigfpiannia
the value
RE S MS ERP 16 RE S BD CRM 22 =
Customer account services Perform customer and market intelligence performance mana

Improve customer service and support

Improve understanding of customer needs

= apability lovels of resous
.

O RO

‘ Improve ordering and receipt processes ]

Knoaiedge capture and avail
00 - RO groups Intraate sccuracy realtma inform
of demand thoug hout the value ch




TACTICAL
Key Performance Indicators

OPERATIONAL
Key Performance Indicators

[ ———— P

T

L — ] L

[ —— ;e

Improve ordering and receipt processes

Optimize marketing channels

Improve capacity/demand planning

Establsh development of strategic assets as

Improve identficaton of stakeholder groups

Increase

processes, skills and tools a key competency and establizhment of prionties of dema
CRDO RE T GA CRM 16 CMO FO T BD CRM 16 Ccoo RE T DI NET 16 CMO/COO RE/RO T DI ERP 16 co RE T IT NET 16
Proi P Janng Operats outbound : Order - Ink :

Improve project management Improve marketing and advertising
P hod:

Improve pick, pack and ship processes

Improve services and delery

Improve integration of IT systems across
partner netwo

RE O BD CRM 16

% of new product/service developments
lsunched on budget

nd contact history

FLVRE O MS CRM 16
Customer servicing and contact history

cMO P work time spent speaking to

Monitoring and tracking

% of new pn:duﬂlsem:lhy

lasunched on time

% of callers given satisfaction surveys

FL/RE O MS ERP 24
Contact routing

CMO FL/RE O MS CRM 23
Customer servicing and contact history

coo RE O OP S5~
Demand planning and forecasting

¥ of ope

% of calls transferred

% of calls answered within set timeframe

# of integrated business processes across
partner networks

FL/RE O MS ERP 24
Servicing issues tracking

FLVRE O MS CRM 24

Servicing issues tracking

FO O MS SRM
Sales processing

2

% of phone calls adherence to script

% of blocked calls

reward joint interest

Adjust partner incentive plan to focus and

FL/RE O MS ERP 1
Customer servicing and contact history

FLVRE O MS CRM 25
Customer servicing and contact history

RO O MS CRM
Customer relationship management

20

Agent adherence to schedule %

% of customers that are satisfied

# of customer relations skills

O MS ERP 23

FLVRE O MS CRM 23
Customer servicing and contact history

% of email inquiries responded within 24
hours

# and % of product knowlg

# of zen
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DUPONT ROI ANALYSIS

Net Income ~|:

- Net Profit Ratio /
Sales
Return on ]
Investment (ROI)
Sales
Total Asset
Turnover Ratio /

Total Assets ~|:

Copyright Asst.Prof. Athisarn Wayuparb, Ph.D., CISA

Sales

Total Cost

Fixed Assets
+
Current Assets

— Cost of Goods Sold

—> SG&A
|, Depreciation &

Amortization
L Interest
— Tax

—  Prefer Dividend

— Inventories

+
— Acc. Receivahles
+
|, Other Current
Asset
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Planning for the Future

LAUNCH OF NEW STRATEGIC PLAN

ITE's sixth Strategic Plan, ITE Create (2020-2024), was launched on
17 January 2020 at the annual ITE Work Plan Seminar. ITE Create,
which follows ITE Trailblazer (2015-2019), focuses on 'Skills for
Future, Skills for Life’. The new Plan will see ITE work towards four
key thrusts:

* Employability Resilience, Future Readiness to prepare
our students for a future workplace that sees changing and
expanding job roles, as well as the emergence of 'hybrid' jobs.

*+ Lifelong Learning, Workforce Adaptability to help our alumni
and adult learners deepen their skills and pick up new ones so
they can progress in their careers.

* Smart Learning, Smart Working to build digital capabilities in
both our staff and students. Not only will this equip our students
with the necessary skills to perform in emerging digital jobs, it
will also enable staff to improve efficiency and productivity in
their respective work areas.

* Agile Capabilities, Responsive Organisation to ensure staff
stay passionate and are ready for change.

A total of 16 programmes have been initiated to help us achieve
these four key thrusts under ITE Create.

CREATE

(2020 - 2024)

SKILLS FOR FUTURE, SKILLS FOR LIFE

Employability
Resilience,
Future
Readiness

Deepen Skl
Progression

lexible Curriculum
cture and Programming

Work Readiness
on Curr

PROGRAMME

Enhance Student Success
and gemaent

Exp 1%
Internationalisation Mindsat and
sltrvate Entrepreneurship

EXPECTED
OUTCOMES

MISSION
Create Opportunities for Students and Adult Learners to Acquire Skills,
Knowledge and Values fer Employability and Lifelong Learning
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Integrity
Teamwork
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Wark-Study Training
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Support Companies’ Productivity
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Enable Customer-Centri
End-to-End Digital Services

PROGRAMME
o 0 ©

New Opportunities for
Skills Transformation
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Development

Digital Learning
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Enhance Staff Engagement and
Passion at Work
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and Industry Experience
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Create Opportunities for Students and Adult Learners to Acquire Skills,
Knowledge and Values for Employability and Lifelong Learning

VALUES
Integrity
Teamwork
Excellence
Care

ud CREATE

(2020 - 2024)
VISION

A Trailblazer in Career Technical Education and
Work-Study Training

SKILLS FOR FUTURE, SKILLS FOR LIFE
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Employability
Resilience,
Future
Readiness

Deepen Skills through More
Progression Opportunities

Adopt Flexible Curriculum
Structure and Programming

Foster Work Readiness through
Work Situation’ Curricular
Approach

Enhance Student Success
and Engagement

Expand Students’
Internationalisation Mindset and
Cultivate Entrepreneurship

PROGRAMME

Lifelong
Learning,
Workforce
Adaptability

Develop Distinctive CET Niches for
Skills Upgrading of Adult Learners

Enhance Outreach and Promotion
for Continual Upgrading of
ITE Alumni

Expand Work-Study Programmes
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Support Companies’ Productivity
and Technology Improvements
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World-Ready and
Future-Ready
Graduates
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Skills Transformation
and Capability
Development

Digital Learning Collaborative
and Customised Culture and
Services Win-Win Partnerships

EXPECTED
OUTCOMES




STRATEGIC TOTAL TRANSFORMATION

The highest goal of ITE's transformation was to change its status from one of a 'dead-end' option to an
attractive, market-relevant and career-focused education option for kinaesthetic learners. For a start, ITE's
mission evolved from a mere provider of technical education to become an institution that provides holistic
development for its students — empowering them to be adaptable, creative and independent solution
providers, with strong values towards self, others and the community.

l

A total development philosophy was adopted where curriculum and pedagogy extended beyond the
acquisition of technical knowledge and skills. Thus, besides skills and knowledge, ITE's mission today includes
a key element of nurturing values to land its graduates in good stead for challenges in the changing global
environment, giving them the confidence, passion and resilience for their lives and careers. To improve public
acceptance, and in turn, to attract students and motivate them to successfully complete their programmes, ITE
adopted an integrated 4Ps Approach (People, Product, Place and Promotion) to remake itself.

HIS EARLY DAYS AT ITE

When | was asked to be the CEO of ITE, | realised that ITE was already an excellent organisation, with
proven systems, processes and practices. It was the first education organisation to receive the Singapore |
Quality Award in 2005. My challenge was how to keep the ‘/TE Heartbeat pulsating, while adding new

value to the organisation. BRUCE POH DIRECTOR & CHIEF EXECUTIVE OFFIGER (FROM 2007) |



INTRODUCTION

1 ITE Create (2020 - 2024) is ITE's sixth five-year strategic roadmap, conceptualised
after one year of planning and consultation involving more than 350 stakeholders.
It builds on the foundation laid by the previous strategic plan — ITE Trailblazer (2015
— 2019), while looking ahead to prepare ourselves for the challenges and changes
in the environment, and in particular, the changing skills landscape.

ITE Create (2020 — 2024)

A Trailblazer in Career Technical Education
and Work-Study Training

y .

ITE Trailblazer (2015 — 2019)

A Trailblazer in Career and Technical
Education

&

ITE Innovate (2010 — 2014)

A Global Leader for Innovations in
Technical Education

&

ITE Advantage (2005 - 2009)

A Global Leader in Technical Education

ITE Breakthough (2000 — 2004)

A World-Class Technical Education
Institution for a Knowledge-Based Economy

)

ITE 2000 (1995 — 1999)

An Established Post-Secondary
Technical Education Institution




OUR TRANSFORMATION JOURNEY

VISION
OUR FOCUS

Strategic
Partnerships

Customer Focus

Systems &
Infrastructure
Improvement

People
Development

Established

Post-Secondary

Institution

!

ITE 2000
(First Wave)

|

ITE Breakthrough
(Second Wave)

World-Class A Global Leader in A Global Leader
Institution Technical Education | for Innovations in
Technical Education

ITE Advantage
(Third Wave)

|

ITE Innovate
(Fourth Wave)

Left: ITE’s transformation journey
was carried out in Four Waves,
each led by a five-year Strategic
Blueprint with ambitious Visions.

Below: These Strategic Roadmaps
were developed into creatively-
designed booklets for distribution to
staff, partners and stakeholders.

From left:

ITE 2000 (1995 - 1999);

ITE Breakthrough (2000 - 2004);
ITE Advantage (2005 - 2009); and
ITE Innovate (2010 - 2014)



The 4Ps are, in fact, four essential elements for successful transformation. Each of the strategic plans
recognised the importance of the 4Ps and addressed them with concrete strategies and measures.

The 4Ps are:

* People Transformation (Staff, Culture and Capabilities)

* Product Transformation (Certifications and Programmes)

* Place Transformation (Infrastructure and Learning Environment)

* Promotion Transformation (Image, Branding and Communications)

The 4Ps are interconnected and build upon each other to augment the credibility and sustainability of ITE,

ensuring that the transformation was total and comprehensive. 'No stones left unturned’ could not have
been more apt a description.

The key to transformation was People. It enhanced the capability of our staff in creating market-relevant
courses and world-class learning facilities which, in turn, built a credible and positive image of ITE. Product
transformation raised the status of ITE in the national certification process and produced the ITE graduates
that employers wanted and Singapore needed. Place transformation had the most direct bearing on ITE'S
image and the morale of its people and students, as well as the extent and magnitude of improvements and
innovation our products and courses could afford. Lastly, Promotion transformation affected the choices of
students and parents as well as public perception of ITE and VTE. At the core of the 4Ps is the most important
‘P* of all — Plan. Without forward strategic planning, clear roadmaps and comprehensive transformation
plans, the other 4Ps would never have materialised.



THE WONDERFUL
CHANGES AT ITE

When | first joined ITE as a Board Member in 1998, we had good
Jacilities, but they were notoutstanding. Today, with two regional and
iconic campuses completed — ITE College East and ITE College West
— the contrast is great. ITE campuses are equipped with state-of-the-
art and modern learning, sports and recreational facilities. Our students
are now immensely proud of the wide array of facilities available in
ITE. Their morale has been lifted.

In the old days, when | attended the Graduation Ceremonies, some of
the students looked small: their heads were down and thev were not

confident. Today, | can see the big difference, especially when they
look smart in the respective uniforms of the courses they are taking
and the careers they are pursuing. The students are more confident
and their_presentation _and communication_skills_have improved
tremendously. They are also more engaged in learning and have goals.
Th k ions and are_mor nfident in_their r n
When | meet the students, | often asked them: "What do you want
to do after you graduate?” Without fail, many will say they want to
progress to the polytechnics. They all seem to have a purpose. | am
touched and extremely proud of how far they have come. That gives
me a sense of satisfaction that we are doing the right thing.

Inthe past, ITE graduates did not make much of an impact on employers.
They were always the last to be selected, compared to polytechnic and
university graduates. Even if they were hired, employers had to invest
heavily in getting them ready for the job. Today, our graduates” skills
are much more aligned to the job requirements, partly because of the
invalvement of industry in the curriculum planning, development and
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2011 Singapore Quality Award with Special Com

i 2

L4 (¥4

fag1a1In NYninlulseula (Actionable Information)

Table 4.7: Measuring Employee Satisfaction

ochaiams | FactorsMesmrea | Froquency

1) Organisation Climate Survey 13 Organisation Dimensions Triennial
(OCS)

2) Public Service Surveys Work-Life and Staff Satisfaction Annual

3) Staff Retention Staff Retention Levels Annual

4) Medical Leave Staff Health Levels Annual

5) Feedback from Staff & General Staff Satisfaction and Labour On-going

Unions Relations

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA



4.5 EMPLOYEE PERFORMANCE AND RECOGNITION
Rewards and Recognition System Supporting High Performance Culture

To recognise and reward high performance and innovations, we have in place a
comprehensive Rewards and Recognition System as summarised in Table 4.8. All in,
we have 57 types of awards to recognise and celebrate achievement of “ITE Care”
values and results, via Individual and Team/Group awards.

Table 4.8: Key Categories of Rewards & Recognition Schemes

Performance Behaviours Recognised | No. of Award Types | Individual Team/Group

1) High Performance and Contribution 8

2) Innovation & Creativity 16 5 1
3) Service Excellence 74 6 1
4) Teaching Excellence 12 6 6
5) Dedicated Service 9 9 -
6) Establishment Recognition Awards 5 3 2

TOTAL 57 37 20

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA
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EMPLOYEE ENGAGEMENT

Employee Involvement in Innovations

ITE empowers staff at all levels through various employee innovation platforms
(individual and team) to directly contribute ideas and suggestions that create value for
customers and stakeholders. Our staff involvement in productivity and innovation projects
(see Table 7.6) have been expanded under our enhanced 6E Employee Productivity and
Innovation Framework rolled out in 2010.

In the last four years, team innovations have taken on new dimensions in ITE. Under the
new focus, besides projects undertaken by the Innovation and Learning Circles (ILCs),
team innovations have been extended to industry and technology-based capability
development projects under ITE's Total System Capability (TSC) initiative (introduced
in 2007). The aim is to enhance the professional capability and industry relevance of our
academic staff.

Table 7.6: Staff Participation in Productivity and Innovation (Individual & Teams)

KPI 2006 2007 2008 2009 2010
Idea Participation Rate (Individual) 94% 91% 94% 90% 94%
Target = 90% = 90% = 90% = 90% = 90%
Team Participation Rate 100% 100% 100% 100% 100%
Target 2100% | 2100% | 2100% | 2100% | 2 100%

The shift towards quality innovation projects for greater impact on work processes has
also shown positive results. Over a 5-year period (2006-2010). the implementation of the
solutions from our ILC Innovation Projects and Staff Suggestions has helped ITE to save
a substantial sum of $7.55 million for ITE.

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA



Table 7.7: Staff Learning and Development Indicators

F = KPI 2006 2007 2008 2009 2010
_ Transformationin
_ Technical Education No. of Learning Activities Available 15,700 | 14,381 9,645 10,000 | 11,000
| ‘Changes a Nation
: No. of Staff Sponsored for Formal
Programmes 49 66 108 240 137
Average learning Hours Per Staff 142 150 133 153 158
Target 2120 2120 2120 2120 2130
Staff Professional Capability Level - 38% 45% 57% 79%
Target - 2 38% 243% 251% 2 65%

EMPLOYEE WELL-BEING AND SATISFACTION

As a people-oriented organisation, we are committed to creating a conducive and caring
work environment and positive climate for staff satisfaction and well-being.

Organisation Climate Survey (OCS)

Since 2000, we carry out an independent Triennial Organisation Climate Surveys (OCS)
to assess staff satisfaction levels based on 13 organisational dimensions. The findings

from our past three OCSs revealed a steady overall Staff Satisfaction Index of 81% since

2003, which leads the Public Service Norm in 2009. We have also achieved ‘best-in-class’
results compared with UK Government Benchmark and some other SQA Winners. Staff

satisfaction with ITE's ‘Organisational Culture’ is the strongest, at 84% in the latest 2009

survey.

Average Sick Leave Per Staff Per Year

The average number of sick leave days per staff has remained at a consistent level of
around 3 to 4 days per staff per year. Staff who did not take any sick leave also
remained at consistent levels in the last 5 years. About 1 in 4 staff did not take any sick
leave in any one year. Based on available and comparable data with the whole of Civil

Service and Statutory Boards, ITE’s sick leave rates are at healthy levels. Copyright 2022, Asst.Prof. Athisarm Wayuparb, Ph.D., CISA
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Satisfaction with Customer Services

a) Counter Services
Customers’ satisfaction with our counter services has been consistently high and above the 90% target
(see Figure 1). ITE's counter staff have also exceeded customer expectations in service attitude, job
knowledge and efficiency from 2012 to 2017, with the exception in Year 2013, where the key registration
period coincided with the big move to Ang Mo Kio for HQ and College Central. There were a high number
of enquiries and walk-ins for courses during intake and matriculation period at College Central, where
the Customer & Visitor Centre had to handle many other walk-in visitors.

Figure 1: Customers’ Satisfaction by Service Attributes
(Counter Services)

Satisfaction
Rate

100% = 97%97% 98% 99% 98% 98% 96% 97% 97% 98% 98% 97%

93%93%93%

89%89% 89% Target:90%
90% *
80% 1
70% T
2012 2013 2014 2015 2016 2017
mmmm Service Attitudes Above Expectations s Job Knowledge Above Expectations
s Efficiency Above Expectations —g—Target

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA
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b) Telephone Service

Customers’ satisfaction with the telephone service provided by our staff has been on an improving trend,
from 86% in 2012 to 98% in 2017 (see Figure 2). ITE's telephone service had exceeded customer
expectations in call handling and product knowledge almost all the time. With the enhancement of the

iStudent Portal on 2014, the overall experience improved since FY2014.

Figure 2: Excellent Customers'
Satisfaction by Service Attributes
(Telephone Services)

Satisfaction
Rate

0,
e ”%100 %

100% 1 97%97%

70% -

2012 *2013 2014 2015 2016 2017

= Call Handling  messm Product Knowledge

*HQ & College Central move to new location

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA
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Figure 3: Percentage of Online Transactions Completed (within 15 mins)

Satisfaction
Rate

100% =

959 96% 96% 96%

Target for
Matriculation: 90%

Target for
Application: 85%

2012 2013 2014 2015 2016 2017
BN Matriculation completed within 15 mins mmmm Application completed within 15 mins

mmmm Overall Satisfaction Target for Application

Target for Matriculation

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA
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Public Service Audits

The Minimum Service Standards audit started in Year 2014, focusing on Counter, Telephone and Email
services to assess how well our frontline service fare with the minimum service standards set out by PSD
(PMO). In Year 2015 and 2016, most of the agencies, including ITE, scored around 84%. ITE performed very

well in 2017 surpassing the average of similar agencies (see Figure 4).

o Figure 4: Public Service Minimum Service Standards Audit
Satisfaction

Rate
93% 89% 88% 97% 91% 95%

84% 84% 86% 85% 85%  84%

50%

2014 2015 2016 2017

I ITE mmm Average of IHLs (ie. 5 Polytechnics without ITE) mmmm Overall Tier 2 Agencies

—a—Target

Target: 90%

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA
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CUSTOMER SATISFACTION

Satisfaction with ITE Education

At the end of every study term, our full-time and part-time students give feedback on their
education experience through a Student Satisfaction Survey that focuses on Teaching
Effectiveness (covering Lecturer's delivery, knowledge level and care for students),
learning facilities and equipment. Overall, our full-time students’ satisfaction and part-
time students’ satisfaction have remained high from 2006 to 2010, as reflected in

Tables 7.1a and 7.1b.

Table 7.1a: Students’ Satisfaction with Full-time ITE Education

KPI 2002 2006 2007 2008 2009 2010

Students’ Satisfaction 80% 95% 95% 94% 94% 94%

with Full-time ITE

Education

Target 2 80% 2 90% 2 90% =2 90% = 90% 2 90%
Table 7.1b: Students’ Satisfaction with Part-time CET Programmes

KPI 2006 2007 2009 2010

Students’ Satisfaction with 95% 97% 97% 98%

Part-time CET

Programmes

Target 2 90% 2 90% 2 90% 2 90% 2 90%

vopyrignt zuzz, AssL.rrof. Athisarn Wayuparb, Ph.D., CISA
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Table 7.2a: Customer Satisfaction with ITE’s Counter Services

KPI 2006 2007 2008 2009 2010

Customer Satisfaction 93% 99% 99% 99% 98%

with ITE’s Counter

Services

Target > 85% 2 90% = 95% = 95% 2 98%
Table 7.2b: Customer Satisfaction with ITE’s Telephone Services

KPI p[1]3 2007 2008 2009 2010

Customer Satisfaction 79% 84% 87% 83% 86%

with ITE’s Telephone

Services

Target = 80% 2 80% 2 85% 2 85% 2 85%

Table 7.2c: Customer Satisfaction with ITE’s Web Services

KPI 2006 2007 2008 2009 2010

Customer Satisfaction 94% 94% 95% 94% 95%

with ITE’s Web Services

Target 2 90% 2 90% 2 90% 2 90% 2 90%

.D., CISA
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PRODUCT & SERVICE PERFORMANCE

Student Success Rate

Success Rate is the measure of final training success of ITE’s full-time programmes,
taking into consideration student retention from entry point to the attainment of ITE
Certifications. Between 2006 and 2010, ITE has consistently achieved high student
success, with at least 8 out of every 10 students graduating with ITE Certification,
exceeding that of world renowned international educational institutions in the USA,
Australia and the OECD Countries, which ranged from 50% to below 80%.

Graduate Employability

We conduct Annual Graduate Employment Surveys on our full-time graduates who are
new entrants in the labour market, to assess the value of ITE education. Despite the
less-than-buoyant job market in last few years, our graduates were able to secure jobs
within six months after graduation (see Table 7.3). This is strong testimony to the high
market relevance of an ITE education.

Table 7.3: Graduate Employment Rate

2006 2007 2008 2009

Full-time Graduates’
Employment Rate

J., CISA
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Employers’ Satisfaction

The biennial Employers’ Satisfaction Survey also saw strong endorsement on the
quality of ITE’s programmes and education system. Consistently, over 90% (exceeding
targets) of employers are satisfied our graduates (see Table 7.4).

Table 7.4: Employers’ Satisfaction with ITE Graduates

Target

KPI 2006 2007 2008 2009
Employers’ Satisfaction 95% 94% 94% 91% 91%
with ITE Graduates

2 90% 2 90% 2 90% = 90% 2 90%

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA
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Transformation in
_ Technical Education
| Changes a Nation

MARKETPLACE RESULTS

Cohort Capture
Over the last three years, we have consistently met or exceeded the targeted national

cohort capture rate of 25% (of the annual cohort of school leavers) being set by MOE.
Demand for ITE Courses

With the increasing acceptance of ITE as a choice institution, both total full-time student
intake and enrolment have more than doubled compared with 15 years ago (see Tables
7.5a & 7.5b). Both total student intake and enrolment reached record high of 14,490
and 25,620 in 2010, respectively.

Table 7.5a: Student Intake

KPI 1995 2000 2005 2010
Student Intake 7,082 10,701 13,819 14,490

Table 7.5b: Student Enrolment

KPI 1995 2000 2005 2010
Student Enrolment 11,860 17,965 23,029 25,620

Brand Equity Index

Since 1997, ITE has commissioned an independent Triennial Brand Equity Study to
establish key stakeholders’ and public perception of ITE vis-a-vis other post-secondary
institutions. The studies have clearly shown that ITE has successfully turned around its
image since becoming a post-secondary institution in 1992, from an overall Brand Equity
of 34% in 1997 to 69% in 2010 (a significant 35 percentage points increase).

VUPYIIYIIL 2ULL, AOSLI iof. Athisarn Wayuparb, Ph.D., CISA
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N. NFIANAN19ALHRIY (Performance Measurement)

2. ﬁauﬂa@uﬂ%smﬁw OVERALL: How do you select comparative data and information to support
fact-based decision making?

PLANNING
Input <
f Improve <

Approach Actionable Information

Processes Performance ) Decision Making

2. KEY Result idAty sio Daily Operations KEY Data & Information (59U598 9aaanunadsing ¢ A lunns
ARaW1D
1. KEY Result fid1Aty sio Performance Excellence
‘ * BENCHMARKING (Process) + * Comparative data & Information [BENCHMARKING Result]

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA

Strategic Planning

Process (SPP) (2.1a)
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Benchmarking is identifying PROCESSES and RESULTS
that represent best practices and performance for similar
activities, inside or outside the education sector.
Competitive comparisons relate your performance to that
of competitors and other organizations providing similar
programs and services.
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b il SV

The case for comparative data. The use of comparative data and information is important to all organizations. The major
premises for their use are the following:

Your organization needs to know where it stands relative to competitors and to best practices.

Comparative information and information obtained from benchmarking often provide the impetus for
significant (“breakthrough”) improvement or transformational change.

Comparing performance information frequently leads to a better understanding of your processes and their
performance.

Comparative performance projections and competitors’ performance may reveal organizational advantages as
well as challenge areas where innovation is needed.

Comparative information may also support organizational analysis and decisions relating to core competencies,
partnering, and outsourcing.

Selecting comparative data. Effective selection of comparative data and information requires you to determine needs and
priorities and establish criteria for seeking appropriate sources for comparisons—from within and outside the education
sector and your market.

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA



3.2 COMPARISON AND BENCHMARKING

We adopt a six-step “PAIR” Benchmarking Model (Plan, Analyse, Integrate and
Review) (see Figure 3.5) last enhanced in 2009. Using the PAIR model, two main types
of benchmarking and comparison activities are conducted in ITE:

1) Internal Comparison and Benchmarking on strategic KPls (eg. Student
Satisfaction and Success Rate) and internal processes and best practices that impact
student learning and educational outcomes.

2) External Comparison and Benchmarking with local and overseas educational and
non-educational organisations to review and reform our education approaches and
processes.

Figure 3.5: ITE’s Enhanced Benchmarking Model (PAIR)

(1) Determine Benchmark Area

(2) Select Benchmark Partner

(3) Determine Information Collection
Method and Collect Information

-

(4) Identify Learning Points/Best
Practices & Performance Gaps

-

(5) Develop and Implement Action Plans
(including Setting Stretch Targets)
e

(6) Monitor Results and Review
Benchmarks

J/ Criteria for selecting benchmark areas

, Criteria for selecting benchmark areas
(A) Critical to the achievement of a strategic goal
(B) Critical in improving education outcomes, or operating performance, !
resulting in value add for customers and/or key stakeholders [

(C)Chmumwmlnmmmmmmmmn :
\ lor organisational H

| and academic excellence

...........................................................

(A) Partner is accredited or well-recognised (eg. Award winner) by
external agencies for organisational excellence: OR
(B)thummummm«gnacm H
for customer service)

As_a result of our active drive for benchmarking, ITE has implemented many

breakthrough innovations in VTE over the years, such as the internationally-renowned
‘Developing A CUrriculuM’ (DACUM) for competency-based/occupational curriculum
development model adopted from Ohio State University, USA, since mid-1990s and
Germany’s Key Competencies Model (Technical, Methodological and Social
Competencies) implemented since 1996 — all of which have been instrumental in
enhancing ITE’'s educational excellence. As a result of benchmarking our learning
facilities, curriculum, and capability development approaches with renowned global
institutions and organisations, ITE implemented the following ‘best practices’ in recent
years:

» Centre for Healthcare Simulation Training (2006) — First of its kind in Singapore
and the region amongst educational institutions, adopted from Medical Education
Technologies, Inc (the leading Medical Centre in USA) to simulate ITE's healthcare
environment to model closely a real-life hospital. Since its operation, the Centre has
attracted high international acclaim and created a highly authentic teaching and
learning environment for Nursing students.

« New Niche Diplomas (first in 2008) in collaboration with oversecas MOU partners
from Germany and France — the first international niche Diplomas to be offered
outside the partners’ home countries by ITE, adapting the curriculum of these partner
institutions. The 3 Niche Diplomas have provided enhanced progression pathways
for students.

Besides seeking benchmarking partners, we have also received increasing requests from
local and international organisations who are keen to benchmark with us and learn our
VTE knowledge and expertise, including the German institutions which are renowned for
their world-class VTE. Some of our VTE approaches, programmes and expertise have
been adapted or replicated by other countries (eg. Vietnam, Jordan, Philippines, Thailand,
India and Nigeria).

Copyright 2022, Asst.Piof. Athisarn Wayuparb, Ph.D., CISA
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PERSONAL BENCHMARKING VEW Staniard a
| EXEMPLARY —

CAPABILITY
nk " PERFORMANCE |
Link: Driving Business Rosults by
% C om petmveneSS Benchmarking Your Star Perfarmers

Paul Elliodt
Al Folsom

- Cat 5: Capability

Minimum  Standard Exeﬁplary
Replicating the accomplishments of your star performers.

Comparing Result, Replicating Practice

Ref: P. H. Elliott and A. C. Folsom, Exemplary Performance: Driving Business Results by Benchmarking Your Star Performers, John Wiley & Sons, 2022
Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA



I ACCOMPLISHMENTS VERSUS BEHAVIOR

INFLUENCES BEHAVIOR ACCOMPLISHMENTS GOALS
Skills/lknowledge Sell products Revenues PROFITS
Motivation Make decisions Plans HIGH RETURNS
. . . : CUSTOMER
Supportive environment Diagnose problems Delighted customers SATISFACTION

Performance unfolds in this ————————————————————
direction

We analyze this direction

Characteristics of star performers TALENT IS |-
« Competency Gladwell
Educational background

Skills and knowledge :
Motivation orory o
10,000 hours of experience |

Outliers

Ref: P. H. Elliott and A. C. Folsom, Exemplary Performance: Driving Business Results by Benchmarking Your Star Performers, John Wiley & Sons, 2022
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Practice makes permanent, but only perfect practice makes perfect.

P. H. Elliott

Ref: P. H. Elliott and A. C. Folsom, Exemplary Performance: Driving Business Results by Benchmarking Your Star Performers, John Wiley & Sons, 2022
Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA



DELIBERATE

PRACTICE

Maximize our potential, Turns potential into reality




In his 2008 book, Talent Is Overrated. What Really Separates World-Class Performers
from Everybody Else, Geoff Colvin makes the following points based on his synthesis of years
of research:

e Talent (innate ability) does not account for the variance in performance seen in music.,
athletics. or business.
e Intelligence and memory do nor account for it either.

e The single largest contributor to exemplary performance is deliberate practice.!

“Deliberate practice is characterized by several elements, each worth examining,” Colvin
writes. “It is actively designed specifically to improve performance, often with a teacher’s help:
it can be repeated a lot: feedback on results is continuously available: it is highly demanding

‘!2

mentally.”=
Colvin also cites a study by Anders Ericsson that includes the following statement: “The
differences between expert performers and normal adults reflect a life-long period of deliberate

effort to improve performance in a specific domain.™?

Ref: P. H. Elliott and A. C. Folsom, Exemplary Performance: Driving Business Results by Benchmarking Your Star Performers, John Wiley & Sons, 2022
83 Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA






Just Practice Deliberate Practice
Skill Skill

Vs

Time Time

Ref: ideas.plusplus.co

Petrosoniak, A., Lu, M., Gray, S. et al. Perfecting practice: a protocol for assessing simulation-based mastery learning and deliberate practice versus self-guided
practice for bougie-assisted cricothyroidotomy performance. BMC Med Educ 19, 100 (2019)

85 Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA
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Microskill

Feedback

Refinement Practice

Deliberate Practice

Y
SS
~

Performance

~
~
~
~
~
~
~
~
~
~
~~
N

Unstructured Practice

Time

Ref: ideas.plusplus.co

Petrosoniak, A., Lu, M., Gray, S. et al. Perfecting practice: a protocol for assessing simulation-based mastery learning and deliberate practice versus self-guided

practice for bougie-assisted cricothyroidotomy performance. BMC Med Educ 19, 100 (2019)
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STUDIES SHOW IT
TAKES TEN THOUSAND
HOURS OF PRACTICE TO

BE GREAT AT ANYTHING.

.

Dilbert.com DilbertCartoonist@gmail.com

I WOULD THINK A
WILLINGNESS TO
PRACTICE THE SAME
THING FOR TEN
THOUSAND HOURS IS
A MENTAL DISORDER.

713

2013 Scott Adams, Inc, /Dist. by Universal Uelick

THAT
MAKES ME
FEEL BETTER  youmE
MEDIOCRITY. :
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PERSONAL BENCHMARKING NEW Standard o

EXEMPLARY ~
" PERFORMANCE |

Driving Busingss Rosuits by
Banchmavrking Yeur Star Performars

CAPABILITY Ways & Means are

needed
Standardize, Productivity, Innovation

Paul Elliodt
Al Folsom

Minimum  Standard Exeﬁplary
Replicating the accomplishments of your star performers.

Comparing Result, Replicating Practice

Ref: P. H. Elliott and A. C. Folsom, Exemplary Performance: Driving Business Results by Benchmarking Your Star Performers, John Wiley & Sons, 2022
Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA



N. NFIANAN19ALHRIY (Performance Measurement)

3. AMHAADIANYAINTTIANE OVERALL: HOW do you ensure that your Performance measurement system
can respond to rapid or unexpected organizational or external

changes and provide timely data?

STRATEGIC “ Loop HvnemigBualn
PLANNING 1
Input <
17 Improve <

Approach Actionable Information

Processes Performance ) Decision Making

2. KEY Result idAty sio Daily Operations KEY Data & Information (59U598 9aaanunadsing ¢ A lunns

Strategic Planning

Process (SPP) (2.1a)

Notes:

* response to regulatory changes, other changes in the political ZCERIY

) . . . 1. KEY Result ndAty sia Performance Excellence
environment, innovations in processes or e

* business models, or new competitor offerings. * PMS: Timely data & Respond to Rapid Changes

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA
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Information Dissemination

In terms of information accessibility and dissemination, ITE shares key information expeditiously with staff and
external stakeholders through an extensive range of IT-based and non IT-based platforms (see Table 4 for
examples on how specific information are made accessible via different dissemination channels).

Table 4: Information Dissemination Channels

Target Groups IT-based Platforms Social/Interactive Platforms

Internal ¢ Analytics (Student Attendance and  ITE and Establishment Work Plan Seminars

(within ITE) Enrolment Dashboard, Business + Management Communications Platforms,

(Staff & Unions) Intelligence Reports, Assessment including Staff Events, such as /TE Care Festival,
Management Data Mart and ITE Innovation Fiesta, ITE ExCEL Convention
Automated Attendance Alert System) and ITE Teachers' Day

* Knowledge Hub
(Establishment / Functional
Information and Circulars / Manuals)

Dialogues with Unions
Focus Groups (on new strategic initiatives)
Staff Induction Programmes

« MyHR Portal (e-HCS) Key Publications and Videos: ITE Innovate

« KRIS and ITE Trailblazer Brochures, ITE Service

« Email System and Lotus Notes Handbook and annual ITE Corporate

* InnovaTE, eTEAM and iCARE Highlights

* ITE Website » Posters on key OE Policies
External e iStudent « ITE Prospectus and Publications (eg. infinITE,
(Customers, « iDe’Lite Videos IgnITE and Annual Report)
Stakeholders, ¢ ITE Website » Dialogues with Students and Staff (by
Partners & * Social Media Chairman, CEO and Senior Leaders)
Suppliers (Facebook, Twitter, Instagram) » Experience ITE Programme (for Sec School
and Public) Students)

* School Networking Activities, Open Houses
& Talks

* Media Publicity

» Industry Partnership Forums

» Sharing with Visitors to ITE and Foreign
Partners Overseas

wright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA
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2. N15AASTIZI UAZNUNIUHNANTITANLHUNG

— B

24

OVERALL: How do you REVIEW your organization’s Performance and CAEABILITIES?

PLANNING

Input

Strateglc Planning
Process (SPP) (2.1a)

<€

r Improve <

Approach h

Actionable Information
PERFORMANCE REVIEW |

/\
Performance ) Decision Making

Cat 5. Capability + Capacity
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Criteria Commentary IMPORTANT

€@ Performance Review

Reviewing performance. The organizational review called for in this item is intended to cover all areas of performance.
This includes not only current performance but also how you project your future performance. The expectation is that the
review findings will provide a reliable means to guide both improvements and opportunities for innovation that are tied
to your key objectives, core competencies, and measures of success. Review findings may also alert you to the need for
transformational change in your organization’s structure and work svstems. Therefore, an important component of your
organizational review is the translation of eview findings into actions that are deployed throughout your
organization and to appropriate syppliers, partners, collaborators, and key customers.

Use of comparative data 1
and to promote major 1
strategy.

views. Effective use of comparative data and information allows you to set stretch goals
incremental (“breakthrough”) improvements in areas most critical to your competitive

e * #idIm 2. Work Systems,
* Structure (N2, 5) Capability + oms1fina
-> 52UU Performance Management System, (PMS), Succession Planning, Competency

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA
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Criteria Commentary IMPORTANT

Performance Review

Analyzing performance. Analyses that you conduct to gain an understanding of performance and needed actions may
vary widely depending on your organization’s type, size, competitive environment, and other factors. Here are some

examples of possible analyses:

How educational program and service improvements or new programs and services correlate with key student
and other customer indicators, such as satisfaction, loyalty, and market share

Trends in key indicators of student engagement, such as absenteeism, dropout rates, and use of educational
programs and services

Trends in formative and summative student assessment results, disaggregated by student segments, as
appropriate

The relationship among student experiences, outcomes, and program completion

The relationship among student experiences, outcomes, and postprogram outcomes, such as in other schools or
the workplace

Activity-level cost trends in organizational operations

The relationship between students” use of learning technologies and facilities and students’ performance

The relationship between student demographics and outcomes

The percentage of students attaining licenses, industry-recognized certifications, or other professional credentials
Student participation and achievement in advanced placement courses

Return on investment for intelligent risks that you pursue



Criteria Commentary

Performance Review

Cost and budgetary implications of student- and other customer-related problems and effective problem
resolution

Interpretation of market changes in terms of gains and losses in students and other customers and changes in
their engagement

Trends in key operational performance indicators, such as productivity, student learning, waste reduction, and
introduction of new programs or services

Relationships among learning by workforce members, organizational learning, and the value added per
workforce member

Financial benefits derived from improvements in workforce safety, absenteeism, and turnover

Benefits and costs associated with workforce education and training

Benefits and costs associated with improved organizational knowledge management and sharing

The relationship between knowledge management and innovation

How the ability to identify and meet workforce capability and capacity needs correlates with retention,
motivation, and productivity

Cost and budgetary implications of workforce-related problems and effective problem resolution

Individual or aggregate measures of productivity and quality relative to comparable organizations’ or
competitors’ performance

Cost trends relative to comparable organizations’ or competitors’ trends

Relationships among program and service quality, operational performance indicators, and overall financial
performance trends as reflected in indicators such as operating costs, budget, asset utilization, and value added
per faculty/staff member

Allocation of resources among alternative improvement projects based on cost/benefit implications or
environmental and societal impact

Net earnings or savings derived from improvements in quality, operational, and workforce performance
Comparisons among organizational units showing how quality and operational performance affect budgetary

IMPORTANT
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Criteria Commentary IMPORTANT

Aligning analysis, Performance Review, and Planning

Aligning analysis, performance review, and planning. Individual facts and data do not usually provide an effective
basis for setting organizational priorities. This item emphasizes the need for close alignment between your analysis and
your organizational performance review and between your performance review and your organizational planning. This

ensures that analysis and review are relevant to decision making and that decisions are based on relevant data and
information. In addition, your historical performance, combined with assumptions about future internal and external
changes, allows you to develop performance projections. These projections may serve as a key planning tool.

Understanding causality. Action depends on understanding causality among processes and between processes and
results. Process actions and their results may have many resource implications. Organizations have a critical need to
provide an effective analytical basis for decisions because resources for innovation and improvement are limited.



4

Ref: https://officerofthewatch.com
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SCORE DESCRIPTION

20%, or 25%

REACTIVE ¢ No SYSTEMATIC APPROACH to item questions is evident; information is ANECDOTAL. (A)
0% or 5% . Littl.c or no DEPLOYyENT .Of any SYSTE.I\'lATIC .APPROACH is ?vider}t. (D) '
' o ¢ An improvement orientation is not evident; improvement is achieved by reacting to problems. (L)
* No organizational ALIGNMENT is evident; individual areas or work units operate independently. (I)
EARLY The beginning of a SYSTEMATIC APPROACH to the BASIC QUESTION in the item is evident. (A)
The APPROACH is in the early stages of DEPLOYMENT in most areas or work units, inhibiting progress in
10%, 15%, achieving the BASIC QUESTION in the item. (D)

Early stages of a transition from reacting to problems to a general improvement orientation are
evident. (L)
The APPROACH is ALIGNED \r\flt}‘l other areas or work units largely through joint problem solving. (I)

DEVELOPING

40"0, or 45%

n@ IVE S)rSTE\iATIC AP%OACH responswe to the BASIC QUESTION in the item, is evident. (A)
PPROACH is DEPLOYED, although some areas or work units are in early stages of DEPLOYMENT. (D)
The beginning of a SYSTEMATIC APPROACH to evaluation and improvement of KEY PROCESSES is
evident. (L)

The APPROACH is in the early stages of ALIGNMENT with the basic organizational needs identified in
response to the Organizational Profile and other process items. (I)

MATURE

50%, 55

55 %:
60%, or 65%

Ar_EFFECTIVE, SYSTEMATIC APPROACH, responsive to the OVERALL QUESTIONS in the item, is evident. (A)
The APPROACH is well DEPLOYED, although DEPLOYMENT may vary in some areas or work units. (D)
Fact-based, SYSTEMATIC evaluation and improvement, and some examples of use of best practices,
instances of INNOVATION, or sharing of refinements, are in place for improving the efficiency and
EFFECTIVENESS of KEY PROCESSES. (L)

The APPROACH is ALIGNED with your overall organizational needs as identified in response to the
Organizational Profile and other process items. (I)

ayuparb, Ph.D., CISA



104

Criteria Glossary

Measures and Indicators

MEASURES AND INDICATORS. Numerical information
that quantifies the input, output, and performance
dimensions of processes, programs, projects, services,
and the overall organization (outcomes). Measures and
indicators might be simple (derived from one measurement)
or composite.

The Education Criteria do not distinguish between measures
and indicators. However, some users of these terms prefer
“indicator” (1) when the measurement relates to perfor-
mance but does not measure it directly (e.g., the number

of complaints is an indicator but not a direct measure of
dissatisfaction) and (2) when the measurement is a predictor
(“leading indicator”) of some more significant performance
(e.g., a gain in student performance or satisfaction might be
a leading indicator of student persistence).

IMPORTANT

YY) o A
MEASURES AND INDICATORS : f122ALLaZHA3UIA
“Frauasindsn” wuneds ssaumadsiavituanusinataseting nanan
o a aa 1 d d o t) ' o
uazran1saiumsluiifdng 4 MnerdasiunszuIuns (AnIn 1 - 6) nangns

¥
o =l e

1A59n15 U3N15 wazuani1sadun1slngsiuyasan iy (Hadws) Ainuazaldin
onaduuuude q (dndiade) viedumslds Tananaduuszneuiu

\nausi EdPEx 1 lildutusnseyrineinuasdaddn ednlsfinnu TTenliai
“shiin” Tunsalsieil

(1) dlomsinthdinnudiiusiunanssiiums udliifuiriransendunsiu
Taense (Wu snudedesdoudusmiiamulifmelouslilyfmianamnliftanels
Inensd) uag

2) ilenrs¥anaidusavuie “faiath” (Leading indicator) ¥84Ka
msfuiumsiudu q iddyndt (Bu mufisnelevesiiFouiiintiu oradudadinds

MIANBYVDITEU)
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Performance Jargons

Measure

Metrics

Indicator
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Effectiveness Does it Work?!

PURPOSE

\/

Will it Work? » OUTCOME
Approach Result
(Systematic) (Actual) (Actual) [
Input Process ~ Output
i Efficiency i
! (use of Resources) |
EL____ Productivity ____i

(Are we Productive?)
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Criteria Glossary IMPORTANT

Effective

EFFECTIVE. How well a process or a measure addresses EFFECTIVE : Usz@ndwa

its intended purpose. Determining effectiveness requires “YsgAndwa” wuefs n1sRasandnszuruntwsesnasnisildaunsa
(1) evaluating how well the process is aligned with the nouaAuD s usiinsBldAResla nsUssiiuysyavisades (1) Ussfiuduuamiedudl
organization’s needs and how well it is deployed, or

(2) evaluating the outcome of the measure as an indicator
of process, program, or service performance.

muganrdasluluiiemadefunuaus i duresanrtu wazaaUuau1sauLuInIg
luugjunlaniiela v3e (2) msuszdiunadwsveismsnly lneiensananmidinues

ASLUIUNTT MITANITANET 98 LagUINT
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effective
Collins COBUILD

(tfektv 4) @)
Explore 'effective’ in the dictionary

Measures of Effectiveness (MOEs) assess changes in system
behavior, capability, or operational environment that is tied to
measuring the attainment of an end state, achievement of an
objective, or creation of an effect.

Jason Andress and Steve Winterfeld, in Cyber Warfare (2" Edition), 2014

Teaching Effectiveness
We monitor the teaching effectiveness of our Lecturers through annual Student Feedback Survey. Our

students have consistently rated our Lecturers highly, with excellent ratings of 96% to 97% since FY2012.

108 Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA



Effectiveness — Marketing effectiveness measures how well the work of
Marketing is helping the organization ACHIEVE IT OUTCOMES. These metrics

enable you to determine whether the right actions being taken to meet the
given outcomes.

Examples of effectiveness metrics are those that help you understand the role
Marketing is playing in acquiring and retaining customers. Effectiveness metrics
guide decisions about strategy.

109 Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA
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Program Objectives

Measure of Effectiveness

Program completions

Number of beneficiaries receiving the benefits

Reduce morbidity and
mortality

Number of people suffering from arsenicosis

Ensure sound health

Percentage changes in life years gained

Ensure pure water supply

Number of people availing the pure water as compared with the number
of people availed pure water before the project.

Cost-effectiveness analysis (CEA) is widely used to assess the
investment criteria where cost-benefit analysis (CBA) is not
economically feasible to apply

https://www.researchgate.net/figure/Examples-of-Effectiveness-Measures_tbl1_41891022

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA
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d5U Effective Yuiu “Wafnmoin15u39q” “as Intended to do”
9l Tewa (As Intended to do - fNugA - End) azsineiiu 35015 (Ways)
waziAsasio (Means)

75N 1: d1 WhvnnedosnisuAnissew (Teaching) fauwAiilg wsgINsoU
N % v

NuavFoULNaUs5q0rls (Teaching Effectiveness) 59ty Aadvangaanun
uazwa1ssdInlewa Yes/No as intended w3y

HRN 2: dun1siansmenn Effective Result vinnisiaasn1snazusuydge
Approach (#315311399N13189N5N157135 1A AN THLANAL)

e RBAN 9819 2
Ice-cream maker AH TR TURTUIUNSHY o1y
A: 10 99/F23TH 1. 1A39IAHUSZENSNINANINY A: 10 ¥ 1. 1ASHINIRAUSZEANSNINANIN Y

B: 2 f9/%1ne B: 2un
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NAWNAR/WARNA WNRANS NRANONG

Effectiveness <505 it Work?.
E | PURPOSE
v |
Will it Work? - OUTCOME
Approach Result
(Systematic) (Actual) -
Input Process | Outpyt
E I Efficiency I E
i (use of Resources) i
EL____ Productivity -

(Are we Productive?)
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Effecti
SEHVENESS Does it Work?

PURPOSE

PERFORMANCE
Will it Work? OUTCOME
Approach Result Result

(Systematic) (Actual)

e.g., Cost Eff., Quality, Delivery

Success Rate of Approaches  Result (Target 300 Purchased)

@The End of the Day
(Effectiveness) @The End of the Day (Purpose: Total Sales)

Approaches

§ * Door to door sales 3/10 = 30% 15 Visited, => 1 Cust. (6.7%) 100,000 Baht
=0 - Phone call sales 3/100 = 3% 200 Calls, => 6 Cust. (3%) Target: 150,000 Baht
(m

(m

el + Mass Email sales 10/2000 = 0.5% 50,000 emails, => 70 Cust. (0.14%)

To refines Approaches’ Effectiveness: focusing on specific Segmentations
or using NEW Approaches e.g., Facebook, Line (=> TQA: Learning)

114 Note: For Low Effectiveness Approach, doesn't mean we ignoring those approaches. To meet PURPOSE, Copyright 2022, Asst Prof. Athisarn Wayuparb, Ph.D., CISA
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IT IS ABOUT PURPOSE & CONTEXT

EFFECTIVENESS —




o o ar

NUUARITIAAUUTZANBN NN RADAARBINUKNAANEUBINTZLIUNT Aradaantias lasunisfinnnasing
ADLLAINIUITLUNUNILN AN FANTL U WARIBIANT (NN 4.1-2) HIUTZUL Smart Dashboard N3LU2UNNS

waRlAFUNUF UL uas WU Bt AaLEed TaelHATaINaNA N UAI LA IMNZANTLINSZUIUN S (1

RCA, Lean, PDCA vilWanuisatasiuacuiianainzasnszuaunssng o Iiduatnem nsdiuilgsuay

1
= o

Wnwat19a el daalianninaaanszuaun1sinanung Ay inaaiuastnesiamies wiwldannnisdiutlgs
F2UUNNTIALINNTALANN AN ILLIL Customization Tul w.A. 2563 AauNenwalasanszuaunsiuiInag

FITN ] PRINMANENANEIT UL AR (NWA 7.2-1)

ATUTLTUNTE3NA National University of Thailand (NUT) 80

AUATAYS lagdinus R AN LNTIE WinAasan ving veeun W dTeelildfueynym

913N ULA L TN IS0 IANMNLITN 1K IASDHD
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5.2 A(3) Use@AnFuareIn1s17auiuazn1sWmun (Learning and Development Effective)

o o ¥

Aann.AMLuaRUUlE LNt Laz suilun1sUIMNTIUARIEY Ussiiudss@ninauarys&nEnanaes
sruuNsFaufuaznswimu Taavni Lﬁﬂqﬂﬂqnwﬂaﬂm:% Whiunisineusumelu aziinsysziuaniy
wanala dadadauazinens Iaatnalssiiuvsidunuanwlunisimuvdngns vadedauasinans
grusuldlumsimnn/dnausalugusdely Wil wa. 2561 Suldunamanisiszifiug 189 Kirkpatrick 34
Usznausae 4 s2aU Aa 1) Reaction Evaluation 2) Knowledge Evaluation 3) Behavior Evaluation has 4)
Result/Evaluation and Follow up ‘EmwﬁﬂqmLﬁ'mﬁ’umiﬂﬁﬁﬁmuﬂi:ﬁﬁu wazlilsunsumaniaimadiianns

]
o =

UfjiiRu atlsziindnadn Reaction/ Knowledge Evaluation §1m5unangmsi Aenfun1seanuuLLAZNg
NUNIUNTLLAUNITNNNU NMIWEUNIUIAE sulien AT uas ﬁﬁ%’uzga nas AUN-QA NNIRAUATNTZUL
UKPSF meide lunyee uaznangnsmalulatiuazuinnssunisGaumeaauaialvd azdssiliuuazfinniu
HaUAINIIENBUIH (Behavior/ Result Follow up) Tull w.A. 2563 wudin1sdsyaainsliausy o anniiu
Aneusumenanuazuangasfiinisausu e an1iusnasanaiii 14anege Taduduiieasiuauis
Wfﬂ@*‘?ﬁsﬁwé’nqmmﬁﬁh fardu ann.mAuguasuulauneuazlsslunsUTIsINANEY Aelsuiiiuaau

AnAaINTIaIUluNsEnausy (ROI in Training ) TundngnsndrAnytnadidnguscasamnalifidnausulaun
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2. N15AASTIZI UAZNUNIUHNANTITANLHUNG 9

— L —
OVERALL: How do you REVIEW your organization’s Performance and CAEABILITIES?

PLANNING
Input <
r Improve <

Approach Actionable Information
pp | PERFORMANCE REVIEW _]

/\
Performance ) Decision Making

Strateglc Planning
Process (SPP) (2.1a)

Cat 5. Capability + Capacity

120 Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA




Work system Design

© Capabilities Review

Capabilities + Capacity (vi#m 5)

Process \
People <—  MANAGING C_APABILITIES l;ll
required
Technology AcTIONABLE Information

v

Audit Assess Control Improve

121 Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA



Operational Excellence

Foundation

(<
>
E=
(9}
()
o
w
S
(V)
a

Leadership Business Strategy Customers

* Change Management
* Management by
Objectives (OKR)

* Management Systems

& KPIs

Enablers
Perspective

(<
=
=
|9
O
o
wv
S
[
a

National Performance Excellence (NPE): Operations by Design (Education)

Workforce Org. Structure

*Finance, Research, and
Academic Performance
Growth

*Exceptional Student Value

»Stakeholder Satisfactions

* Digitalization Org.
* KM & Innovation
¢ Learning Org.

» Data Governance

* Governance Systems
* Agile Systems and
Structure

« Vision, Mission &
Values Success
Model

* Focus Based Strategy

* Customer Driven Org.
« User Experience Based
Products/Services

* Culture of Excellence

* Workforce
Engagement

* Productive Workplace

Drive Performance

Operations Leadership Operations Strategy-1 Operations Strategy-2 Operations KM&IT Operations Workforce Operations Org

w
* Operations Performance « World Class Research * Hybrid Classroom » Data Governance * High Performance * Process Thinking °>J *Adequate &
Management * Best-in-Class Teaching + Lifelong Learning * PDPA & Cybersecurity * Hybrid Workplace * Capability Based Org. 5 Optimal
* Sustainable « Co-operations & Course * Flexible * Agile or Cross Q0 Setting of
Development Alliances * Digital Office Workplan/Joint Functional Team 8 Enablers

*R2R Appointment Program

* failiifiansiuasuuuas (Enablers)

Suppliers & Partners Operational Process ( Capablllty & Capacity) Customers

Teaching Research Academic Services

*Financial Performance
* Cost-effective Products & Services
* Customer-driven Quality

*Material & Information
- Staff & Know-how IQA Training Student Services

*Assets & Energy @ . Dellve.ry Accuracy o
Staff Serv. Learning Support Service * Capacity & Resource Utilization

Resources

fechology

e-Learning *Support of Business

Hybrid-Classroom & Operations

e-Academic

v
>
=
(9}
(]
Q
)
S
()
o

e-QMS System. Virtual Laboratory

e-Library

Asst. Prof. Athisarn Wayuparb, Ph.D., CISA



123

Northwestern Business Capabilities FY20

STUDENT TEACHING & LEARNING

RESEARCH EMPLOYMENT
Initiate Conduct Societal Impact Engagement

Teack

Fesanrch Execte | oo fesolta | Publish & Mtucts | Omers
Analysia Share. Salect Onboard

Seek
Funding, Sotup Research

FACULTY ORGANIZATION

Faculty LifeCycle Uni Outreach Org Performance

crutment | Promotion Brand | Community
& Rotention | & Temuro Management | Engagement

SERVICE

Financial Management Campus Management

Budgots | Procure | Investment | Financial
Planning | toPay | Management | Accounting

Program

s
Management |Reduirements
|

- Change
Fundraising .

Operating Model
T

Develop a nage Human Capital (10007)

6.1 Develop and manage human resources (HR) planning,
policies, and strategies (17043)
6.1.1 Develop human resources strategy (17044)
6.1.1.1  Identify strategic HR needs (10418)
6.1.12  Define HR and business function roles and
accountability (10419)
6.1.1.3  Determine HR costs (10420)
6.1.1.4  Establish HR measures (10421)
6.1.15 Communicate HR strategies (10422)
6.1.16  Develap strategy for HR systems/technologies/
tools (10432)
6.1.1.7  Manage employer branding (20606)

LifeCycle Develop

Timokseping | Co™2% | Worktoren || Performance [ Tatent
Pramning | Mengetoent | Manngement | Doveiopment

HiakMahasement 6.1.2 Develop and implement human resources plans (17045)
pom e, 6121  Gather skill requirements according to district
strategy and educational and operational needs
(10423
6.1.2.2  Plan employee resourcing requirements per
LEGEND department and campus (10424)
Information Management ™ m 6.1.23  Develop compensation plan (10425)
™ ::::;:‘ 6.1.24  Develop succession plan (10426)
| S | e | s :::.:‘m 6.1.25 Develop employee diversity plan (10427)
W oroanzaTION 6.1.26  Develop other HR programs (10428)
W siwca 6.1.2.7  Develop HR policies (10429)

OPERATING MODEL

—_— —
* Vision
* Mission
* Corporate Strategy
* Law & Regulations
* Cybersecurity &
Personal Data
Privacy Act (PDPA)
* Specific Strategy
Elements
- Business Drivers
- Customer
Experiences
- Critical Capabilities
- Key Decisions
- Cost/Profitability
targets
- SE-AM (Enablers)
TOA

Design Principle

- Digital Signature

||

Structure

Governance

Capabilities
People, ?mcess,Technoln_gy

*Implementation

«Digital
‘ - Masterplan
Roadmap
*Performance
Accountability Management
*Risk Insight
‘Way of Working

62

P

624

625

6.26

6221  Determine recruitment methods (10453)

6.222  Perform recruiting activities/events (10454)

6.223  Evaluate recruitment effectiveness (20494)

Screen/Select candidates (20123

6.2.3.1  Identify and deploy candidate selection tools
(10456)

6.232  Interview candidates (10457)

6233  Test candidates (10458)

6.234  Select and reject candidates (10459)

Manage pre-placement verification (10444)

6.24.1  Complete candidate background information
(10460)

6242  Conduct pre-employment screening (20495)

6243  Recommend/Not recommend candidate (20496)

Manage new hire/rehire (10443

6251  Draw up and make offer (10463)

6.252  Negotiate offer (10464)

6253  Hire candidate (10465)

Track candidates (20497)

6.26.1  Create applicant record (10466)

6262 Manage/Track applicant data (10467)

6263  Archive and retain records of non-hires (10468)

Manana euhetituta toarhinn etaff (204001

Strategic Objectives

apabilitie

Cross-Functional Team

Copyright 2020 © Athisarn Wayuparb, Ph.D., CISA
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Northwestern Business Capabilities FY20

STUDENT
source Comert Alumni
Prospects Prospects Life Advancement Finance Transitions
RESEARCH EMPLOYMENT

Conduct Societal Impact Engagement

Initiate

Seek
Funding

ORGANIZATION
University Outreach

FACULTY

Faculty LifeCycle Faculty Data

Community
Management | Engagement

Promotion

& Tenure Fundraising

TEACHING & LEARNING

Evaluations

Advising

Develop

Benefits
Management
& World/Life

Timekeeping

SERVICE

Financial Management Campus Management

Design Operate &

Management | Accounting & Build Maintain

LEGEND

STUDENT

| TEACHING
& LEARNING

B ReSEARCH

B empLOYMENT
M racuLty

B orcaNIZATION
M service

Information Management

Analysis &
Reporting



Northwestern Administrative Systems Business Capabilities Exa m p I e

STUDENT TEACHING & LEARNING

Pr
Student & 35;: Degree

Finance Requirements

Management

R CATracks
RESEARCH EMPLOYMENT
Initiate Conduct Societal Impact Engagement LifeCycle Develop
Results Timekeeping Performance Talent
Analysis & Payroll Management | Development
e T T - [
InfoEd
FACULTY ORGANIZATION

Faculty LifeCycle Faculty Data University Outreach Org Performance

Recruitment | Promotion e Change Program
& Retention & Tenure Management | Engagement Fundraising Management Review

CATracks
FRS NU Scholars e
LEGEND
SERVICE i
i i [ TEACHING
Financial Management Campus Management Hep e
M researcH
Budget & Procure Investment Financial S Solution B EMPLOYMENT
Planning to Pay Management | Accounting Management Del B raculty
_ B orcanizaTiON
: - : NU Vatidate o M service
NU Plan ot e NUFinancials  Facilities Connect Facilities Connect  FAMIS SR sy Integration 1y ument M Fowe!
- iBuyNU Identity & Access Solutions ;mmﬂ gt Tableau



Capabilities | Descriptio

n

The Office
of
Admission
s recruits
new
students,
receives
and
evaluates
transcript
s and
applicatio
ns, and
admits
students
to the
University

Admit

Enroll

— UNIVERSITY of WASHINGTON
Learning Capability Detail Matrix

Supporting
Human
Resources

*Front Desk

*Counselor
s

*Specialists

*File
Builders

*Graduate
Student
Readers

*Processing
Staff

|Preliminary draft for discussion purposes only

High-level
processes

*Receive
Applications

*Process
Applications

*Evaluate
Applications

*Review
Applications

*Admit
*Recruit

*Advise

Supporting
Technologies

*Student
Information
System
*Transfer
Articulation via
DARS
*Recruitment
Plus
*ApplyWeb/C
ollegeNetb
*MyUW
*Admission
Website
*Docufide
*CollegeBoard
Search Service
*Fire Engine
Red
*NolijWeb

Supporting
Information

*Equivalency
Guide
*Paper and
online
application
*State and
Federal
legislation
*FERPA
*External
market
research data
*Ad-hoc
reports
*PESC Post
Education
Secondary
Council

Operational
Metrics

*Application
Counts

*Offer rates
*Enrollment
Yields

*Test Scores
*High School and
College GPA’s
*Assessment
Scores

*Time to build,
process, assess,
and read files
*Paper usage
*Prospect to
Applicant Yield

Organization

*Undergraduate
Admissions
Seattle/Bothell
*Colleges and
Departments
*Honors
Program

+*Office Minority
Affairs &
Diversity
*Undergraduate
Advising at
Gateway Center
*Registrar
*Residency
Classification

W.
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Northwestern Business Capabilities FY20

STUDENT TEACHING & LEARNING

RESEARCH EMPLOYMENT
Initiate Conduct Societal Impact Engagement

Teack

Fesanrch Execte | oo fesolta | Publish & Mtucts | Omers
Analysia Share. Salect Onboard

Seek
Funding, Sotup Research

FACULTY ORGANIZATION

Faculty LifeCycle Uni Outreach Org Performance

crutment | Promotion Brand | Community
& Rotention | & Temuro Management | Engagement

SERVICE

Financial Management Campus Management

Budgots | Procure | Investment | Financial
Planning | toPay | Management | Accounting

Program

s
Management |Reduirements
|

- Change
Fundraising .

Operating Model
T

Develop a nage Human Capital (10007)

6.1 Develop and manage human resources (HR) planning,
policies, and strategies (17043)
6.1.1 Develop human resources strategy (17044)
6.1.1.1  Identify strategic HR needs (10418)
6.1.12  Define HR and business function roles and
accountability (10419)
6.1.1.3  Determine HR costs (10420)
6.1.1.4  Establish HR measures (10421)
6.1.15 Communicate HR strategies (10422)
6.1.16  Develap strategy for HR systems/technologies/
tools (10432)
6.1.1.7  Manage employer branding (20606)

LifeCycle Develop

Timokseping | Co™2% | Worktoren || Performance [ Tatent
Pramning | Mengetoent | Manngement | Doveiopment

HiakMahasement 6.1.2 Develop and implement human resources plans (17045)
pom e, 6121  Gather skill requirements according to district
strategy and educational and operational needs
(10423
6.1.2.2  Plan employee resourcing requirements per
LEGEND department and campus (10424)
Information Management ™ m 6.1.23  Develop compensation plan (10425)
™ ::::;:‘ 6.1.24  Develop succession plan (10426)
| S | e | s :::.:‘m 6.1.25 Develop employee diversity plan (10427)
W oroanzaTION 6.1.26  Develop other HR programs (10428)
W siwca 6.1.2.7  Develop HR policies (10429)

OPERATING MODEL

—_— —
* Vision
* Mission
* Corporate Strategy
* Law & Regulations
* Cybersecurity &
Personal Data
Privacy Act (PDPA)
* Specific Strategy
Elements
- Business Drivers
- Customer
Experiences
- Critical Capabilities
- Key Decisions
- Cost/Profitability
targets
- SE-AM (Enablers)
TOA

Design Principle

- Digital Signature

||

Structure

Governance

Capabilities
People, ?mcess,Technoln_gy

*Implementation

«Digital
‘ - Masterplan
Roadmap
*Performance
Accountability Management
*Risk Insight
‘Way of Working

62

P

624

625

6.26

6221  Determine recruitment methods (10453)

6.222  Perform recruiting activities/events (10454)

6.223  Evaluate recruitment effectiveness (20494)

Screen/Select candidates (20123

6.2.3.1  Identify and deploy candidate selection tools
(10456)

6.232  Interview candidates (10457)

6233  Test candidates (10458)

6.234  Select and reject candidates (10459)

Manage pre-placement verification (10444)

6.24.1  Complete candidate background information
(10460)

6242  Conduct pre-employment screening (20495)

6243  Recommend/Not recommend candidate (20496)

Manage new hire/rehire (10443

6251  Draw up and make offer (10463)

6.252  Negotiate offer (10464)

6253  Hire candidate (10465)

Track candidates (20497)

6.26.1  Create applicant record (10466)

6262 Manage/Track applicant data (10467)

6263  Archive and retain records of non-hires (10468)

Manana euhetituta toarhinn etaff (204001

Strategic Objectives

apabilitie

Cross-Functional Team

Copyright 2020 © Athisarn Wayuparb, Ph.D., CISA
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OPERATING MODEL

Operating Model
usr Strategic Objectives

« Corporate Strategy . . - = Digital

* Law & Regulations

* Cybersecurity & Masterplan
Personal Data Roadmap
Privacy Act (PDPA) [ «performance

* Specific Strategy & Structure Accountability. Management
Elements £ . z

= =Risk | h
- BusinessDrivers |- isk Insight
Custo i r
50 Way of Work
Froei i Governance 'ay of Working.
- Critici =}
Key D
Capabilities

People, Process, Technology

Cross-Functional Team

argets
- SE-AM (Enablers)
- ToA

- Digital Signature

Copyright 2020 © Athisarn Wayuparb, Ph.D., CISA

Decision Making/Management by Objectives
(Information is USELESS, If it is not ACTIONABLE)

Process Performance
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A. NTUTUUTINANIFAUNNNG

OVERALL: 1) Future Performance: HOW do you PROJECT your organization’s FUTURE PERFORMANCE?
« How do you use findings from performance reviews and key comparative and competitive
data in your projections?
2) Continuous Improvement and innovation: HOW do you USE FINDINGS from Performance
reviews to develop priorities for continuous improvement and opportunities for innovation?
« How do you deploy these priorities and opportunities to ALL

« to faculty, staff, other work group, and FUNCTIONAL-LEVEL OPERATIONS; and
« when appropriate, to your feeder or receiving schools, suppliers, partners, and
collaborators to ensure ORGANIZATIONAL ALIGNMENT?

PLANNING

Al DNe |‘\,—‘— )1

PERFORMANCE REVIEW

> Performance Decision Making
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Criteria Grossary

Performance Projections

PERFORMANCE PROJECTIONS. Estimates of your
organization’s future performance. Projections should
be based on an understanding of past performance, rates
of improvement, and assumptions about future internal
changes and innovations, as well as assumptions about
changes in the external environment that result in internal
changes. Thus, performance projections can serve as a key
tool in managing your operations and in developing and
implementing your strategy.

Performance projections state your expected future
performance. Goals state your desired future performance.
Performance projections for your competitors or similar
organizations may indicate challenges facing your organiza-
tion and areas where breakthrough performance or innova-
tion is needed. In areas where your organization intends

to achieve breakthrough performance or innovation, your
performance projections and your goals may overlap.

See also GOALS.

IMPORTANT

PERFORMANCE PROJECTIONS : n13a1an1saiNani1saniiunis

“MMSAIMMSAINANSATEUNTS” B8 N1sARALUNANIsAIEUNSTuauIAR
vasanUu msmmﬂ'1'5£1§msagjuuﬁu§m‘ummmL‘i’fﬂiﬂunan15@‘1’1Lﬁumsﬁmum M
QURTTIIEN LLasamﬁgﬂqu"imf‘fun'1'5L1J§auu:uaaﬁ%tﬁm%uma’luamﬁuuazui’mﬂism
luewan yaudamswasuwaimeusniidmarensidsuuvaseluanidy Fafy
mseansaivansidunsiuduedesdieddgilddanisnisufoRng nmswaun
waznsinagnsluuiun

nsmamsaian1ssiiunns Wumsssyfsamsdidumsi “enavislusuinn”
(expected future performance) lusaehussasdidumsseyfasanisdutumsi
“AoanslusunAn” (desired future performance) MIAMANITAINANTIANTUNITV
anniuguivieaaniuiindendeiu enedliiudenuimisiisaiufeundouasiFes
faniudndudesliuusuuuiinsylaavieuianssy Fslunsddnaramseanisal
wamssmumsiuthlssasdonamaesdouiy

AAN1INAINVDIAII1 GOALS : 1ruseasn Usenou Tumin 116
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Performance Projection

Profit Growth

40 —.
35 _|
30 _|
8 25 _|
20 _

15 _|

Profit in $000,

10

u Your
organization

Your
o competitor

I
[
Base 2 3 4 5

Year

Figure 33 Projecting competitor’s future performance.

135

Timetable is Basis of Projection

120 4

100 | “m
8 e
e
.‘-““‘tn’ .

- posi™ -

0 =

m

0 T T T 1

0 1 2 3 4

Figure 25 Assumed trajectory.

Figure 27 Planned trajectory 2—ahead of plan.

Mark Blazey, Insight to Performance Excellence 2019-2020
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4.1b. Performance analysis includes examining performance

trends; organizational, education sector, and technology
projections; and comparisons, cause-effect relationships,

and correlations. This analysis should support your
performance reviews, help determine root causes, and help
set priorities for resource use. Accordingly, such analysis
draws on all types of data: student learning; student- and
other customer-related; budgetary, financial, and market;
operational; and competitive/comparative. The analysis
should also draw on publicly mandated measures, when
appropriate, and might also be informed by internal or
external Baldrige assessments.

4.1b. Rapid response to changing organizational needs
and challenges may include responding to the need for
transformational change in your organizational structure
and work systems.

For additional guidance on this item, see the Education Criteria
Commentary (https:/[www.nist.gov/baldrige/baldrige-criteria
-commentary-education).

Performance trends;
Organizational,

Education sector, and
Technology projections;
Comparisons,

Cause-effect relationships, and
Correlations.

 determine root causes, and help
* set priorities for resource use

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA



STRATEGY 2019 - 2025

Big
Key Corporate Objective WAYs i
E D Areas Corporate Strategies 12 Corporate KPIs
Q Logistics Service Excellence » Logistics Service Excellence Score

Performance: Best-
in-class operations

Growth: Business

. Expansion and
Top Quartile xxx 4 Sustainability

Service Performance
by 2025

Stakeholder
excellence: Multi-
stakeholder balance
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[ﬂ’\‘i’mﬁ 3 LLﬁmﬁ'}Nﬂmﬁ‘ﬁ%ﬁud’mﬁ’m Performance: Best-in-Class

Corporate Corporate Strategic

Corporate Strategic Objectives
Strategy KPls

P1.1: Perfect | 1. il ﬁﬁ’u‘%mﬂgﬁﬁﬁgﬁmmm DIFOT (%)

Order PeLguRIFaATe I ATId LA AT

Completion mmmﬁﬁwumlﬁmnndﬁ 98%
P1: Logistics P1.2: High 2. NTzUUNNg... ARz @nsnaw Overall Equipment
Service Process Tneisanaearsnsdns aitinendn 85% Effectiveness (%OEE)
Excellence Reliability et 2023

P1.3: Low 3. AUNWIDTUAY XX LV/AU-NIRLNAST Cost per ton-km. ()

Operating neludl 2024

Cost
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Corporate Objectives Corporate KPI

Logistics Service Excellence Score (Index)

Corporate Strategic KPI

Main Functional

KPI
DIFOT (%) OPD, TM, DF
Overall Equipment Effectiveness (%OEE)| 15% OPD
Cost per ton-km. (B) 15% ™

Functional KPI

Weight

Functional Objective

oPD |édiunuaulfiidnistuszuulaiadnd Tvussaauuaunuzasmibanuadeilszandnmuazlszdv SLA Committed (%)

aavauasdaddidialansumiusazassaunaiiuua launnit 98%
Asznuns. dlalszaniawmiaanunanaiasinshivannii 85%
ifielasuueaiufotiunaanu

lisinsazdieulomsenuilaaais

iwaTuladiiuasioin liiaviudszangawlumsvivnu
A131305295UNTVENHINUAINRHUGINATDIAVANT
Lifinsazbiadanguaiauazngssuiay
szeuanssauznaswiinoulumihoonwidvldasnihwinoasens

139

DIFOT (%)

Overall Equipment Effectiveness (%OEE)

Injury Frequency Rate (Index)
Safety Policy Violation (Index)
Violate Legal & Regulatory (#)

Employee Competency Score (%)

SUCCESS' Behavior Score (%)

sz@uANNAaAAA DI BaINaANTTUWT N UAa TRIusssNavans Tumb oy ldeandlhvwansasdng

Escalate to Corporate Strategic KPI
DIFOT (%) 40
Overall Equipment Effectiveness (%OEE) 100
Injury Frequency Rate (Index) 50
Safety Policy Violation (Index) 50
Violate Legal & Regulatory (#) #

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA



| KPI Documentation

LIRS NTPAUCEs IUIUNE CUSLUMmET DENavioul (pPul Cigses, 1eConimenadauunes, CUmprniss eue. ).

Strategic Objective Maintain high levels of internal customer satisfaction

Measurement focus Satisfaction Measurement type Quantitative

Impact stage QOutcome Indicator focus Leading

Level Strategic Presence at other levels Upstream

Data profile

Data capture period Spot Standard reporting frequency Q

Automation fit Not recommended Data integrity Medium

Limitations It reflects only a level of general satisfaction, not areas in which dissatisfaction exists or causes for

that. Measurement is based on internal customer surveys, thus being susceptible of inaccuracy due
to subjectivity of respondents. This makes it also expensive.

Targets
Target 80% Green threshold o e8%

Benchmarking fit Suitable Yellow threshold 60-80%

Other intermediate targets n/a Red threshold

Measure administration

Measure owner (title) HR Manager Data custodian (title) HR Analyst

Measure owner (name) Firstname Data custodian (name) Firstname Lastname
Lastname

Current status Active Activation date (past or future) 1/1/2009

Data gathering

Lead time 5 days

Data source (DB name, System...) Employee

Who maintains DS HR When is data produced End of quarter

Comments

Extended analysis of the surveys helps evaluate in what areas of service customers are not satisfied and what ideas for service improvement
can be evidenced.
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Criteria Commentary IMPORTANT

4.2 Information and Knowledge Management

Purpose

This item asks how you build and manage your organization’s knowledge assets and ensure the quality and availability
of data and information. The aim of this item is to improve organizational efficiencv and effectiveness and stimulate
Innovation.

Commentary

Information management. Managing information can require a significant commitment of resources as the sources of
data and information grow dramatically. The continued growth of information within organizations” operations —as part
of organizational knowledge networks, through the web and social media, and in organization-to-organization and
organization-to-customer communications—challenges organizations” ability to ensure reliability and availability in a
user-friendly format. The ability to blend and correlate disparate types of data, such as video, text, and numbers,
provides opportunities for a competitive advantage.

Data and information availability. Data and information are especially important in grade-to-grade, school-to-school,
and school-to-work transitions and in partnerships with businesses, social services, and the community, and supply
networks. You should take into account this use of data and information and recognize the need for rapid data
validation, reliability assurance, and security, given the frequency and magnitude of electronic data transfer and the
challenges of cybersecurity.
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Notes

4.2a(2). Information technology systems include, for
example, physical devices and systems (hardware); software
platforms and applications; and externally based information
systems, such as those stored in the cloud or outside your
organization’s control.

4.2a(2). The security of your information technology sys-
tems is not addressed in this item. You should address this as
part of your overall security and cybersecurity management
in item 6.2.

NUBLHA)

WA 4.2 n (2) Megnsruuwmalulagansaume loun seuuuazgunaning q
(@15au235) Pasusunannesy (Software platforms) wazuaUnaiatu 5URITEUL
ansaumAneuen Wy sTuLiidaiiuuunant (Cloud) viessuuduiuenmilomsmun
YBIHnIUY

wunewe 4.2 0 (2) musiunwasafovesszuumaluladansaumavesany
luildeglunasivhdedl antumsneudest] Wiludmmikvesnsdanislagsudu
anuUaenisuasAun1ssnyIAuUaendeunlanisiuesiuie 6.2
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TRAILBLAZER IN CAREER
AND TECHNICAL EDUCATION

Ensures the accuracy, accessibility and security of information

Structured Evaluation of Information and Knowledge Management
We have put in place a clear structure to evaluate and improve the management of information and knowledge,
with reviews done by various committees, comprising both business and IT stakeholders, under the ITE Information

and Knowledge Management and Review Structure, under the stewardship of CEO and the IT Steering Committee
chaired by a Deputy CEO.

As part of IT governance, ITE is fully compliant with the strict requirements of the Government Instructional
Manual (IM) 8. It covers domains, including data governance, architecture, protection, sharing and storage, and

audit compliance. Our system security is further strengthened by our robust information systems and architecture,
which leverage on state-of-the-art technology (see Table 3).
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Reliability

Accessibility

Governance
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Business
Continuity

Cyber Security

WOG Security
Measures

Internal

External

Table 3: Information Management

TRAILBLAZER IN CAREER :

Built-in contingency measures in case of disaster
Backup and Recovery Modules

No single point of failure for critical systems
Preventive measures identified and deployed
Disaster Recovery Exercises conducted

Annual penetration testing for Internet-facing systems
Web Application Firewall

Cyber-Watch Centre

Distributed Denial of Service Mitigation

CAGE Vulnerability Scans

Defined Access Controls

Network segregation to separate Government Network from Internet

* User access rights, with reviews of access

Remote access by secure VPN

ITE Website
E-Services
Social media

» Stringent acceptance tests by process owners
¢ Performance/Load tests
* Reliable primary source of data

e Compliance with Data Administration Group requirements
* Compliance with IM8
* WOG Data Sharing (SG-DATA)

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA



Assessment and Certification

gt o S Assessment is one of ITE's key processes as an education institution and training provider. ITE aims for zero error

of the assessment and certification records entered in iStudent System to maintain the credibility of ITE's
Certification System. We leverage on IT processes, for example, Distributed Optical Mark Reader (OMR) Scanning
System (DOSS), online grade books, double mark entries for marks computation and entries to iStudent, to reduce
the risk of human oversight and to uphold the accuracy of assessment records. Twice-yearly sample audits of the
marking and mark entries at Colleges further ensure College users adopt good practices and high levels of
vigilance in results processing. ITE College users have restricted access to records of their students within the
window period for results processing. Subsequent to that, any data change requires approval from authorised
personnel.

The introduction of the new Integrated Assessment System in 2018, with on-line examinations and on-screen
marking, further enhances the assessment processes to safeguard the integrity and accuracy of assessment data.

Data Accuracy and Integrity

There are a few categories of vendors in the Financial and Procurement (ACE) System: Supplier, Government,
Student and Staff. We minimise manual data entry in the ACE to ensure data accuracy. Thus, most details are
interfaced in from other systems, where possible. For example, all staff data is interfaced from e-HCS, and supplier
and government data is interfaced from GeBiz. Where manual data entry is required, there would be a second
person to verify before confirming the data in ACE.

To ensure the accuracy and integrity of staff data, HR performs annual Job Data Verification Exercises to check
for any potential job data anomalies, annual Headcount Verification Exercises to ensure there are no ‘phantom’
employees on our payroll, and Verification and Update of Personal Particulars and Reporting Structures to ensure
that staff's personal data and reporting structure are up-to-date. These are conducted annually.
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TRAILBLAZER IN CAREER
AND TECHNICAL EDUCATION

151

Information Dissemination
In terms of information accessibility and dissemination, ITE shares key information expeditiously with staff an
external stakeholders through an extensive range of IT-based and non IT-based platforms (see Table 4 fc
examples on how specific information are made accessible via different dissemination channels).

Internal
(within ITE)
(Staff & Unions)

External
(Customers,
Stakeholders,
Partners &
Suppliers
and Public)

» Analytics (Student Attendance and

Table 4: Information Dissemination Channels

Target Groups IT-based Platforms Social/Interactive Platforms

Enrolment Dashboard, Business

Intelligence Reports, Assessment

Management Data Mart and

Automated Attendance Alert System)

Knowledge Hub
(Establishment / Functional

Information and Circulars / Manuals)

MyHR Portal (e-HCS)

« KRIS

Email System and Lotus Notes

¢ InnovaTE, eTEAM and iCARE

ITE Website

iStudent

iDe’Lite Videos

ITE Website

Social Media

(Facebook, Twitter, Instagram)

ITE and Establishment Work Plan Seminars
Management Communications Platforms,
including Staff Events, such as ITE Care Festival,
ITE Innovation Fiesta, ITE ExCEL Convention
and ITE Teachers’ Day

Dialogues with Unions

Focus Groups (on new strategic initiatives)
Staff Induction Programmes

Key Publications and Videos: ITE Innovate
and ITE Trailblazer Brochures, ITE Service
Handbook and annual ITE Corporate
Highlights

Posters on key OE Policies

ITE Prospectus and Publications (eg. infinITE,
IgnITE and Annual Report)

Dialogues with Students and Staff (by
Chairman, CEO and Senior Leaders)
Experience ITE Programme (for Sec School
Students)

School Networking Activities, Open Houses
& Talks

Media Publicity

Industry Partnership Forums

Sharing with Visitors to ITE and Foreign
Partners Overseas
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Knowledge Management

A key component under our Integrated Information and Knowledge System to promote
open culture of learning and sharing is our Knowledge Management (KM) Portal (see
Figure 3.4), which captures tacit insights and experiences. Our KM Portal comprises 6
Knowledge Bases (KBs) [viz, (1) Corporate (2) Curriculum Development (3)
Customers & Partners (4) Innovation & Technology (5) Student Management and (6)
Teaching Effectiveness]. The KBs provide critical inputs for value creation and
business improvements to the key processes under the ITE Value Creation and
Business Models (see C = Pr ).

Figure 3.4: ITE KM Portal

N g RTTET
Create

‘Share

WWelcome. Al Lian CHUA ! | No. of hits since 12 May 2004 79228

Advanced Search Navigate Knowledge Capital

4 Corporate ge Trivia
i & Curriculum Development 3 25&'3;5.‘4;

i’ Customers & Partners

¢! Innovation & Technology Document Reposltory
L ! * BOG * Speeches

» = AC - {1’
"M Student Management i SohegeFie

* ExCO * College Central
> * OESC * College West
§ 4 Teaching Effectiveness - pS21 « Pariamentary &

Other Responses

= SPC

Glohpl I.eadtnhip Statlstlcs Reporting
m' Mn * Student * Graduate Survey

Statistics * ITE Key Statistics
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Criteria Commentary IMPORTANT

Knowledge management. The focus of your knowledge management is on the knowledge that your people need to do
their work; improve processes, programs, and services; and innovate to add value for students, other customers, and

your organization.

Your organization’s knowledge management system should provide the mechanism for sharing your people’s and your

organization’s knowledge to ensure that high performance is maintained through transitions. You should determine
what knowledge is critical for vour operations and then implement systematic processes for sharing this information.

This is particularly important for implicit knowledge (i.e., knowledge personally retained by workforce members)

Organizational learning. One of the many issues facing organizations today is how to manage, use, evaluate, and share
their ever-increasing organizational knowledge. Leading organizations benefit from the knowledge assets of their
workforce, students, other customers, suppliers, collaborators, and partners, who together drive organizational learning
and innovation.
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KNOWLEDGE ASSEIS. Your organization’s accumulated
intellectual resources; the knowledge possessed by

vour organization and its workforce in the form of
information, ideas, learnin,ql_, understanding, memory,

insights, cognitive and technical skills, and capabilities.
These knowledge assets reside in your workforce, curricula,
software, databases, documents, guides, and policies and
procedures. Knowledge assets also reside within students,
other customers, suppliers, and partners.

Knowledge assets are the know-how that vour organization
has available to use, invest, and grow. Building and manag-
ing knowledge assets are key components of creating value
for your stakeholders and sustaining organizational success.
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Core Business: Strategic Knowledge
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Learning Organization | Innovative Organization
Leadership

Figure 4.2A Result Focused Knowledge Management
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Students and Parents

Figure 4.2-1 Collaboration and Knowledge Management System (CKMS)

CKMS Method

Frequency

Participants

Student, Parents, Teacher, Counsclor,

Integration Points

D) . raue IS . '»_. J ~aftt . noe )):') arlv . . i "- -'_\‘ -’. '.\.’ 9
Pathways Personalized Education Planning (PPEP) Daily Lead, and Pathways Specialist CC, VMV, SI, VOC
Student/Parent Online Portal Daily Student, Parent, and Teacher CC,SI
SNt Eum- Ny CESotin. Annually, | g dent, Parent, Teacher, Lead, LT CC, VMV, S1, VOC
Survey/Graduate Survey/Redirection Survey) Ongoing

' - s Pare 3 - itv Me ry
Resource Center Open House Annually _S‘ludml.s. g f.ommuml} ‘.\kmbar_s. CC, VMV, S1, VOC

‘ l'cachers, Leads, Counselors, SL
< . o s o ‘ : Seniors, Parents, Counsclors, Teachers, Sn Spmes e strmrn
Senior Night/Senior Exit Orientation Annually . g CC, VMV, SI, VOC
= ” Leads, Counsclors, SL

Curr & PD Coordinator, Special

English Learner Advisory Committee (ELAC) Annually Instructional Services Coordinator, and CC, VMV, SI, VOC

Parent representatives
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Figure 4.2-1 Collaboration and Knowledge Management System (CKMS)

Workforce

CKMS Method
Workforce Surveys

Frequency

Participants

All Workforce Members (Instruction,

Integration Points

(Satisfaction/Ethics/Meeting/PD Evaluations/As Annually Support Staff, LT) CC, VMYV, 81, VOC
Needed) ppo *
Altus University (Full Offerings AOS) Daily AR R RCC, ¥ SRR SICON T Eraas CC, VMV, SI, VOC
E s .and Trainers
Curriculum & Professional Development
Altus Pathways Advisory Council (APAC) ‘ ) Coordinator, Pathways Department Lead, v UMY QT VO
Mceting S Curriculum Lead, NWEA MAP Lead, SE YN SR
School Pathways Lead, Naviance Lead
Curriculum Department Meetings Monthly e subjcc.t-arca CC, VMV, SI, VOC
. department based on expertise and request
Faculty Mcetings Quarterly Instructional Staff and LT CC, VMV, SI, VOC
Ivery 2
Instructional/Lead Mectings i Instructional Staff, Leads and LT CC, VMV, S1, VOC
months
Svery 2
Resource Center Associate (RCA) Training :]:(:Eh: RCAs and Teacher Leader CC, VMV, SI, VOC
Resource Center Mecetings Monthly : cachlcrs. Rcsour}'(: I, CC, VMV, SI, VOC
- Learning Lead, Counsclor
Lead Mecting Monthly School Coordinator and Learning Leads (4) CC, VMYV, SI, VOC
Office Mectings Quarterly Support Staff and LT CC, VMV, SI, VOC
Leadership Team Meeting (SPP/SI Review) Quarterly Leadership Team CC, VMV, 81, VOC
Strategic Sustainability Meetings Monthly SL, LT, Head Counsclor, Data Analyst CC, VMV, S1, VOC
bR R i - T Members sclected based on their leadership
l\’\r::r:\(_tﬁ.n(. EEcr g Towaing e Speon As needed interest, potential for Best Practice Sharing CC, VMV, S, VOC
i in specific areas
Weekly, . . . T ’
Capability and Capacity Asscssments Monthly, Ql-lRA. School Coordinator, LT Members, CC. VMV. SL. VOC
) ) as needed
Annually
Individual Workforce Member Mectings As needed Workforce member and LT CC, VMV, SI
: T . DII, OHRA, School Nurse, Administrativ v TR O
Executive Safety Committee Quarterly e s CC, VMV, §SI, VOC

Assoclatc
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Other Stakeholders

SH

Figure 4.2-1 Collaboration and Knowledge Management System (CKMS)

CKMS Method

Board of Directors (BOD)

Frequency

Quarterly

Participants

BOD Members, Community, Parent,
Business Representatives, SL

Integration Points

CC, VMV, S1,VOC

CEO Council (BOD, Community, Supplicrs,

Annually, As

Local Business leaders

CC, VMV, SI, VOC

Partners, Collaborators) Needed
£ ommuml‘y g lnﬂucm_:c UCANppY, Monthly SL and LT Members as appropriate CC, VMV, SI,VOC
Partners, Collaborators, Partner Schools) ’
Partnership and Development Coordinator,
Community Collaborator Partnerships As needed targeted commumty orgamzations that CC.VMV.S1.VOC
support student and school
Supplier Process Review Quarteriy, CFO, LT Mcmber as appropniate CC, VMV, 81, VOC
Annually
Counseclor Visits (Partner Schools) Quarterly Lead, Counsclor CC, VMV, S1, VvOC
SL Communication Plan (see chart) Ongoing SL CC. VMV, S1. VOC

- Stakeholder, CC: Core Competency, VMV Vision, Mission, Values, SI

: Strategic Initiatives, VOC: Voice of Customer/Data
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Ciollect and Transfer
Workforce
Enowledge

Objective Methods

Work process documentation

Exit inferviews

Town Hall meetings

Suggestions to committees/'councils/teams

PACE Survey and focus groups

Poimnt of Contact Service Satisfaction Surveys

E-mail

Team to Team sharmg

Team reporhng

Presentation of team learming or design

ACD Procedures Mannal

AlamoShare

Banner

Blend and Comelate
Drata to Build New
Enowledge

Environmental scan process

SWOT Analysis process

VOC System

Cross-functional collaboration

Cross-College Councils

Orzanizational performance reviews

Action Plan Development and Implementation

4D Summmts

Tableau Data Analysis System

Admissions process
Advisors
Staff interaction with student
Transfer Knowledge Student Satsfaction Survey
from & to Students, Brochures
Other Customers Social Media — Website, Facebook, Twitter,
Instagram, YouTube
Leaming and Development Inthatives
AlamoShare
Bamner
Mobule Apps
Transfer Knowledge Necotiations. wiitten agreements, confracts
from & to Suppliers. Meetings and phone conversations
Pariners, Training
Collaborators Feedback and post-mortem sessions
E-mail
Website
Environmental Scan process
Knowledge for SWOT Analysis process
Innovation and Voice of the Customer process
Strategic Planning KPI process
RIP

PDM and FOCUS PDCA processes
Tableau Data Analysis System

Figure 4 2_2 Knowladoe Monagement Methods

2018_alamo_college_baldrige_award
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Core
Competency/
Core Process

Operation

Excellence

Supply Chain
Management

Value Added

COP

NG-INPLANT Service
NG-Retail-Delivery
GSP

Turmarounc

Energy Act

Calching up with the global gas
dynamic

Pricing

Strategic in Harmony

Business Development
Business Innovation
Sale and Marketing
NG-Sales

Digital Working Team

PTT Group Functional
Excellence/ Result

Operation Excellence

Corporate Strategy

= Sale and Marketing/
Stakeholder Managemeant

» MNew Business

Figure 4.2B GBU Knowledge Map with Core Competency and Core Process
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Fig. 4.2-3 Knowledge Management Approaches

Collect/ transfer
workforce knowledge

* Rounding » Satisfaction surveys

* Policies and procedures

* Training/cross training/required annual education
* Orientation * Department meetings
* Weekly Huddles * Top 5 Dashboards

* Performance reviews

* Intranet « Skills Fairs

» Competencies through Healthsiream

* Time clock messaging

* Unit newsletters

= Break room and associate restroom posters

Fig. 4.2-3 Knowledge Management Approaches

AREA KNOWLEDGE MANAGEMENT APPROACHES AREA KNOWLEDGE MANAGEMENT APPROACHES

Share and implement * Collaboration sites  « PC and leadership meetings
best practices «CL +QlTs « Unit-based councils

* Operations Committee * Playbook Team

* Innovation Stafion * PC
Transfer knowledge : : - : .
S . Iéehi;g&rshtp meetings EnilabmathSIles
and strategic planning Fvuctvisdias il s - :

. physicians with Studer/Leadership
PILERSS Intiatives

» Medical Staif Meetings/Medical Office Staff Meetings

Blend and Correlate
Data

= Strategic Planning SWOT Analysis

* Govemning Board Quality Report

* Pillar Performance Analysis at CLI's, Leadership
Meetings, and LEM 90-day action plans

QIT reports to the QIC

Transfer knowledge
to / from stakeholders

Patient/Family Knowledge:
* Rounding
* White boards in patients’ rooms
= Satisfaction surveys
» Complaint/compliment process
» Patient Promise posters in each room
« Banners in units that achieve top-decile performance,
COE and other achievements
Community Knowledge:
= Publicly published data
» Annual Quality Report
Suppler/Partner/Collaborator Knowiedge:
» Confracts, contract review and performance evaluation
+ e-mailiphone updates
* Vendor onentation

2017_adventist_health_castle_application_summary
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Figure 4.2-2 Knowledge Management System

Knowledge Collection Methods: it A et = it . D
Used By and _ Communication (1.1-2) .w‘m:m' E!l_:g_mﬂmuznhﬂnl:mm_lummﬂ Evaluation | Measures
For Voice of Customer (3.1-2) 5 OF K .
» Employee Survey mrr‘lﬁl E&ISEY  Workforce Engagement
Workioiea « Employee Visits 2 Mumm: Visils « Performance Evaluations * Engagement
* Handhook . SharePoint Postings » Company Meetings « Compliance
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TRAILBLAZER IN CAREER
AND TECHNICAL EDUCATION

1 :

National
Imperatives &
Manpower
Projections

Customer’s

Internal Analyses Voice

Figure 1: Knowledge Management for Organisational Planning and Review

Knowledge Management

ITE systematically collects macro-level information
from key government agencies and bodies,
including NMC, MOE, MOM, EDB and SkillsFuture
Singapore, for planning and policy formulation.
We also gather knowledge and information from
industry and trade associations, school and ko R
international partners, staff, unions, students and _:‘"‘: .
alumni, as well as other relevant internal and Peformnce
external sources, in support of Skilling the Future

of Singapore. The information is then carefully

analysed for the development and review of
plans, policies, strategies and programmes
essential to ITE’s core bhusiness needs.

This helps ITE make forward-looking and timely
decisions in planning and performance
improvement. Figure 1 provides an overview of our
Integrated Knowledge Management for
Organizational Planning and Review.

Information Type

Key External & Internal
Trends & Developments

* National policies

Operational Data
& Information

« Key Operational
Performance Indicators

Organisational Data
& Information
(external & internal)

» Key Indicators

* Benchmarking
indicators/practices

Organisation Planning

& Review

Strategic
Planning
& Decision
Making

Operational
& Process
Needs

Organisational
Learning

Key Analytical Tools

& Measurement for
Knowledge Creation
& Organisation

» STEEP (External) &

SOAR (Internal)
Analyses

* “Voice of Customer”

* Education Outcome

Surveys

+ System analytics (e.g.

Business Intelligence
Reports)

+ Feature Analysis (for

course review)

* Student & Learning

Analytrics

+ Corporate Analytics

{e.g. Balanced
Scorecard)

» Comparisons

&Benchmarking
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Knowledge Application
for Planning/Review/

Value Creation

+ Strategic Plans

* Molicies

+ Strategic, Corporate &

Establishment Work
Plans

+ Course Review Work

Plan

* Key Functional Plans

(e.g. Intake, HR and
Budget/ Resource
Plans)

+ Key Operational

Processes/Systems

+ Day-to-Day Operations
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REFORMS IN CURRICULUM AND PEDAGOGY

The ITE Curriculum and Pedagogic Models underwent major revamps in the late 1990s, culminating
in the introduction of a new ITE Curriculum Model and an ITE Pedagogic Model called the PEPP
(Plan, Explore, Practice and Perform) Model in year 2000.

As a Pedagogic Model, PEPP was very relevant to the acquisition of career and technical skills. It is
systematic and process based. Our concept was that if every ITE student was put through the process-
based learning several times during his two years with ITE, he would become familiar with the
process of planning, exploring, practising and performing in learning new skills and in solving new
problems. This teaching process would therefore enable ITE students to acquire ‘learning to learn’
skills. The main driving force for the revamp was to address the shift towards a knowledge-based
globalised economy and the pervasive use of IT in our dally life and workplace.

We recognised that technical skills have to remain as the core competencies of ITE graduates, but
the softer Life Skills (we called these Employability Skills then), such as communication, thinking
and problem solving, would be just as important for ITE graduates to function effectively in an
increasingly more knowledge-based workplace. In addition, we also felt that our students should be
given the opportunity to explore beyond their specific disciplines, to allow them to broaden their
scope of study and make learning in ITE more interesting and challenging.

TAN HONG CHOON
RETIRED AS PRINCIPAL,
ITE COLLEGE WEST IN 2005

1990s

« New ITE Curriculum Model and
» |TE Pedagogic Model

PEPP

Plan

Explore

Practice Perform
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P A HOLISTIC HANDS-ON.
MINDS-ON. HEARTS-ON
ITE EDUCATION

ITE 2000 first introduced a Total Training Philosophy. The
moulding of ITE students into all-rounded individuals through
the Total Training Philosophy was a continual process
that finally created that unique brand of ITE education. ITE
Advantage aimed to make students’ learning holistic through
the Hands-on, Minds-on, Hearts-on education philosophy,
supported by a vibrant and conducive learning environment.
This allows students a new approach — 1o integrate theory
with practice through coursework, industry exposure, projects
and experiential learning.

Hands-on training will equip ITE students with the skills-set
required on the job, while Minds-on learning will develop them
into thinking and flexible practitioners, who are able to keep
learning and adapting to changes in the environmenl. Hearts-on
learning will develop ‘complete’ ITE students who care for the
community and society. The whole objective is to prepare students
of different abilities, talents and interesls for the new challenges
and requirements of the global market, and train them to become
market-relevant, adaptable, enterprising and compassionate

p RS W
\ ‘\ |
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A BREAKTHROUGH
CURRICULUM MODEL

The ITE Breakthrough introduced a new Curriculum
Model In 2000, which placed a high emphasis on the
learning of practical skills, in line with the strengths
of ITE students. Though the emphasis is on 'hands-
on’ learning, students are also taught the related
underpinning theoretical knowledge. Elective modules
intended 1o broaden or deepen a student’s knowledge
in various subject areas, gave students a choice related
to their area of Iraining or personal interest

Foundational generic modules, called ‘Lifeskills’, were
introduced lo provide students with the necessary
personal qualities they need to succeed at the
workplace. Such soft skills are taught over and above
those infused into the core curriculum

‘Hands-on, Minds-on, Hearts-on
‘education epitomised by the passion
and care In the Pastry & Baking course
under the School of Hospitality.

Copyright 2022, Asst.Prof. Athisarn Wayuparb, Ph.D., CISA



172

A STUDENT-CENTRIC
PEDAGOGIC MODEL

Under ITE Breakthrough, a new Pedagogic Model
was also introduced, with the primary aim of
nurturing ITE students into graduates who are more
than just technologically-savvy and adaptable, but
creative and globally competitive, too. Implemented
for all full-time courses since July 2000, the model
has paved the way for more dynamic methodologies
of teaching and learning.

With the new Pedagogic Model, students take on a
much more proactive role — planning their learning
process and exploring all available resources,
while teachers, being facilitators, coach from the
sidelines. Students can look towards having a sturdier
learning foundation through such an active and
collaborative learning environment. By implementing
a Key Competencies Model to strengthen students’
Technical, Methodological and Social skills, VTE was
redefined and students were prepared for life-long
learning and success
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RIGOROUS PLANNING AND VALIDATION

OF ITE CURRICULUM

The planningof ITE curriculum isa well-established world-benchmarked
process that is rigorous and consultative, taking in inputs from all levels
of industry and pertinent stakeholders to ensure robust and relevant
curricula. ITE forms extensive partnerships and collaborations with key
industry players and taps on their expertise, to develop skills standards
and curriculum. Doing so ensures that the courses remain relevant
and responsive to the needs of industry. Through the internationally-
recognised DACUM (Developing A Curriculum) process, ITE ensures
that its graduates are equipped with the right skills for the job.

ITE also has a rigorous and well-established system to validate each
course syllabus. Academic Advisory Committees (AACs) examine and
approve syllabi of courses for the respective induslries or occupational
clusters. The AACs meet regularly to discuss and review the syllabi,
provide feedback on changes in industry, as well as provide specialist
advice on technological trends. Each AAC comprises employer
representatives, professionals and specialists from the respective
industries. The AACs represent a vast resource of expertise, knowledge
and experience to help ITE stay relevant, responsive and, if possible,
anticipative of the changing needs of industry, society and the
community.

The revamped Precision Engineering courses served as an excellent
example of how ITE's regular stocktake of developments in industry
and review of existing Physical Education curriculum ensured
that ITE courses are not only relevant, but address the emerging and
advanced skills required by various industry sectors. In January 2009,
ITE implemented four entirely new courses related to the field. The new
full-time courses were: Nifec in Aerospace Machining Technology,
Nitec in Machine Building Technology, Nitec in Medical Manufacturing
Technology and Nitecin Semiconductor Tooling Technology. In addition
to being equipped with stronger niche competencies and precision skills,
ITE students will be exposed to high-value manufacturing skills through
indistry attachment in these indusiries

Input on manpower needs and curriculum design from industry helped ITE
reinvent courses offered under Precision Engineering and offer training in niche
areas with higher value-add, like Aerospace Machining Technology, Machine
Building Technology, Medical Manufacturing Technology and Semiconductor
Tooling Technology.

1 Wayuparb, Ph.D., CISA
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