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Baldrige
Framework

The Organizational Profile

sets the context for your The results triad (Workforce,

Operations, and Results)

The leadership triad (Leader- grg;:(nizatic;n.f . se"rv e a; e includes your workforce-focused
; \ ackground for all you do. ' :

:tr::p'l'n ;Sagj:?h; al'r‘: Cr‘t';:loc':zrfs) 8 o processes, your key operational
P o . processes, and the performance

a leadership focus on strategy
and customers.

results they yield. .

Organizational Profile

Strategy
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Leadership q hltegraﬂonD

N

Operations

\ seve Measurement, Analysis, and Knowledge Management

aee o® -.
The system All actions
foundation lead to
(Measqrement, Results—a
:nalylsnz an’c:1 : CO = ‘)ts composite of student
nowledge Management re ncC learning and process;
is critical to effective va,UeS and Co i

customer; workforce;

leadership and gover-
nance; and budgetary,
financial, market, and
strategy results.

management and to a
fact-based, knowledge-

driven, agile system for 21 _ L .
improving performance The basis of the Education Criteria is a set of Core Values and

and competitiveness. Concepts that are embedded in high-performing organizations
(see pages 38-43).
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The Role of Core Values and Concepts

Baldrige  muntmie
Core Values

core values and concepts...

which are embedded in
systematic processes...
(Criteria categories 1-6)
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performance results
(Criteria category 7).
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Baldrige The Baldrige Education Criteria are built on the following
Core Values set of interrelated core values and concepts:

e Systems perspective

e Visionary leadership

e Student-centered excellence

e Valuing people

e Organizational learning and agility

® Focus on success

e Managing for innovation

e Management by fact

e Societal contributions

e Ethics and transparency
e Delivering value and results
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Organizational
Profile

Strategic Factors

\ﬁsnc.)n, Strategic Governance Regulatory Competitive

Mission, Context & Requirements Changes &

Values Structure Opportunities
P1a(2) P.2b P.1b(1) P.1a(5) P.2a(2)

T

Execution Factors v

P.1b(3) P.1a(1)
! Assets: Major
Suppliers, Materials, Core Facilitie:l Markets,
Partners & | | Components | | competencies | | Technologies & Customers &
Collaborators & Services pe Equip(r)ngent Stakeholders
P.1b(3) P.1a(2) P.1a(4) P.1b(2)
— N — N
Requirements Requirements
P.1b(3) . : P.1b(2)
Learning and Support Factors ™
Workforce Performance i i
Workforce Comparative Competitive
Support N Profile RRPIOVEITeN, Data Position
Environment System
P.1a(3) P.1a(3) P2c P.2a(3) P.2a(1)
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Organizational

Framework
IGOE Model

Leadership

1.1a,b

Strategic Leadership Systems

Strategic
Management

2.1ab &22ab

Execution Excellence Systems

Governance

Guidance
&
Resource

Ethical, Legal
& Regulatory

Supplier & Materials, Work System WoBkezirgo:ess
Partner Components Design & Management &
Management & Services Management Improvement
6.1b 6.1ab,c 6.2a,b

Societal &
Environmental
Sustainability

Customer
Knowledge

Customer
Relationship

3.1a,b

3.2ab
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Baldrige Business Excellence Framework

.@' 1.1/1.2 Leadership

@' ® 7.4 Leadership Results 4.1/4.2 Measurement
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Organization Diagnostic: Key Issues
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Summary ADLI and LeTCl

Systematic? L
EVEL
@ APPROACH  Effacriver

6'-) DEPLOY Well deployed?

¢ Depth & breadth?
1B Fact-based? s e
@ | EARNING More effective? .Y Cowmparison
‘5 Innovation o
»@ Aligned/ integrated? &
| NTEGRATION Organization needs? i INTEGRATION
@‘ Future? *
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Poor?
Good?
Excellent?

Flat/ irregular?
Adverse?
Beneficial?

No comparison?
Relatively good?
Better or leader?

Related to process?
Related to mission?
Key segments?
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n Leadership (120 pts.)

The Leadership category asks HOW SENIOR LEADERS’ personal actions guide and sustain your organization. It also asks about
your organization’s GOVERNANCE system; HOW your organization fulfills its legal and ethical responsibilities; and HOW it makes
societal contributions.

1.1 Senior Leadership: How do your senior leaders lead the organization? (70 pts.)

a. VISION and VALUES

(1) Setting VISION and VALUES HOW do SENIOR LEADERS set your organization’s VISION and VALUES? HOW do
SENIOR LEADERS DEPLOY the VISION and VALUES through your LEADERSHIP SYSTEM; to the WORKFORCE; to KEY
SUPPLIERS and PARTNERS; and to students, other CUSTOMERS, and other STAKEHOLDERS, as appropriate? HOW do
SENIOR LEADERS’ personal actions reflect a commitment to those VALUES?

$$3003dd

(2) Promoting Legal and ETHICAL BEHAVIOR HOW do SENIOR LEADERS’ personal actions demonstrate their com-
mitment to legal and ETHICAL BEHAVIOR? HOW do SENIOR LEADERS promote an organizational environment that
requires it?

b. Communication

HOW do SENIOR LEADERS communicate with and engage the entire WORKFORCE, KEY PARTNERS, students, and other
KEY CUSTOMERS? HOW do they

encourage frank, two-way communication;
communicate KEY decisions and needs for organizational change; and

take a direct role in motivating the WORKFORCE toward HIGH PERFORMANCE and a focus on students, other

CUSTOMERS, and student LEARNING?
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Leadership (120 pts.)

The Leadership category asks HOW SENIOR LEADERS’ personal actions guide and sustain your organization. It also asks about
your organization’s GOVERNANCE system; HOW your organization fulfills its legal and ethical responsibilities; and HOW it makes
societal contributions.

c. MISSION and Organizational PERFORMANCE

(1) Creating an Environment for Success HOW do SENIOR LEADERS create an environment for success now and in
the future? HOW do they

e create an environment for the achievement of your MISSION;

e create and reinforce your organizational culture, and a culture that fosters student, other CUSTOMER, and
WORKFORCE ENGAGEMENT;

e cultivate organizational agility, accountability, organizational and individual LEARNING, INNOVATION, and
INTELLIGENT RISK taking; and

e participate in succession planning and the development of future organizational leaders?

(2) Creating a Focus on Action HOW do SENIOR LEADERS create a focus on action that will achieve the organiza-
tion’s MISSION? HOW do SENIOR LEADERS

e create a focus on action that will improve the organization’s PERFORMANCE;
e identify needed actions;

* in setting expectations for organizational PERFORMANCE, include a focus on creating and balancing VALUE for
students, other CUSTOMERS, and other STAKEHOLDERS; and

e demonstrate personal accountability for the organization’s actions?

2022 Copyright ® Assistanigratessonpii halRsanegBRnean the Clossary of Key Terms (pages 46-54).
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INNOVATION Making meaningful change to improve programs, services,
processes, or organizational effectiveness and create new value for stakeholders.
Innovation involves adopting an idea, process, technology, program, service, or
business model that is either new or new to its proposed application. The
outcome of innovation is a discontinuous or “breakthrough” improvement in
results, programs, services, or processes. Innovation benefits from a supportive
environment, a process for identifying strategic opportunities, and a willingness
to pursue intelligent risks.

Successful organizational innovation is a multistep process of development and
knowledge sharing, a decision to implement, implementation, evaluation, and
learning. Although innovation is often associated with technological innovation, it
is applicable to all key organizational processes that can benefit from change
through innovation, whether breakthrough improvement or a change in approach
or outputs. Innovation could include fundamental changes in an organization’s
structure or business model to accomplish work more effectively.
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INTELLIGENT RISKS Opportunities for which the potential gain outweighs
the potential harm or loss to your organization’s future success if you do not
explore them. Taking intelligent risks requires a tolerance for failure and an
expectation that innovation is not achieved by initiating only successful
endeavors. At the outset, education organizations must invest in potential
successes while realizing that some will lead to failure.

The degree of risk that is intelligent to take will vary by the pace and level of
threat and opportunity in the education sector. In a rapidly changing
environment with constant introductions of new programs, services,
processes, or business models, there is an obvious need to invest more
resources in intelligent risks than in a stable environment. In the latter,
organizations must monitor and explore growth potential and change but,
most likely, with a less significant commitment of resources.
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Set

Goals and key measures (strategic objectives)

Deploy

» All administrators and principals develop department or

Org s Sl SHVISIR) NG DRI O b% -. : b?sis. site goals and action plans that support the District
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motto (vision) ’
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= a.nd KRy aENes (strategfc oluectxvgs) site goals and action pl?a:sn thgt suppoﬂot:e le)pistrict
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Ethical Goals and key measures (strategic objectives) e el
Environment support the pillars, core values, mission, and » Staff m ductioz?process Depatnest ot B
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i SEEREVIERED R SPSEIEG Qo (NGRS AN, » Ongoing communication with stakeholders regarding
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1.1a(3) motto (vision) I

PDSA Process

leaming

Figure 1.1-2 The District sets and deploys the vision and values, promotes a legal and ethical environment, creates an
environment for performance improvement and creates a sustainable organization.
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n Leadership (120 pts.)

The Leadership category asks HOW SENIOR LEADERS’ personal actions guide and sustain your organization. It also asks about
your organization’s GOVERNANCE system; HOW your organization fulfills its legal and ethical responsibilities; and HOW it makes
societal contributions.

1.2 Governance and Societal Contributions: How do you govern your organization and
make societal contributions? (50 pts.)
a. Organizational GOVERNANCE

(1) GOVERNANCE System HOW does your organization ensure responsible GOVERNANCE? HOW does your
GOVERNANCE system review and achieve the following?

e Accountability for SENIOR LEADERS’ actions
e Accountability for strategy

e Fiscal accountability

¢ Transparency in operations

$S310903¥d

e Selection of GOVERNANCE board members and disclosure policies for them, as appropriate
¢ Independence and EFFECTIVENESS of internal and external audits

e Protection of STAKEHOLDER and stockholder interests, as appropriate

e Succession planning for SENIOR LEADERS

(2) PERFORMANCE Evaluation HOW do you evaluate the PERFORMANCE of your SENIOR LEADERS and your GOVER-
NANCE board? HOW do you use PERFORMANCE evaluations in determining executive compensation? HOW do your
SENIOR LEADERS and GOVERNANCE board use these PERFORMANCE evaluations to advance their development and

improve the effectiveness of leaders, the board, and the LEADERSHIP SYSTEM, as appropriate?
2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



n Leadership (120 pts.)

The Leadership category asks HOW SENIOR LEADERS’ personal actions guide and sustain your organization. It also asks about
your organization’s GOVERNANCE system; HOW your organization fulfills its legal and ethical responsibilities; and HOW it makes
societal contributions.

1.2 Governance and Societal Contributions: How do you govern your organization and

make societal contributions? (50 pts.)
b. Legal and ETHICAL BEHAVIOR

(1) Legal, Regulatory, and Accreditation Compliance HOW do you address current and anticipate future legal,

regulatory, and community concerns with your EDUCATIONAL PROGRAMS AND SERVICES and your operations?
HOW do you

¢ address any adverse societal impacts of your EDUCATIONAL PROGRAMS AND SERVICES and your operations;
e anticipate public concerns with your future programs, services, and operations; and

e prepare for these impacts and concerns proactively?

What are your KEY compliance PROCESSES, MEASURES, and GOALS for meeting and surpassing regulatory, legal, and
accreditation requirements, as appropriate? What are your KEY PROCESSES, MEASURES, and GOALS for addressing
risks associated with your EDUCATIONAL PROGRAMS AND SERVICES and your operations?

(2) ETHICAL BEHAVIOR HOW do you promote and ensure ETHICAL BEHAVIOR in all interactions? What are your KEY
PROCESSES and MEASURES or INDICATORS for promoting and ensuring ETHICAL BEHAVIOR in your GOVERNANCE
structure; throughout your organization; and in interactions with your WORKFORCE, students, other CUSTOMERS,
PARTNERS, suppliers, and other STAKEHOLDERS? HOW do you monitor and respond to breaches of ETHICAL
BEHAVIOR?
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Leadership (120 pts.)

The Leadership category asks HOW SENIOR LEADERS’ personal actions guide and sustain your organization. It also asks about

your organization’s GOVERNANCE system; HOW your organization fulfills its legal and ethical responsibilities; and HOW it makes
societal contributions.

1.2 Governance and Societal Contributions: How do you govern your organization and
make societal contributions? (50 pts.)

c. Societal Contributions

(1) Societal Well-Being HOW do you consider societal well-being and benefit as part of your strategy and daily
operations? HOW do you contribute to the well-being of your environmental, social, and economic systems?

(2) Community Support HOW do you actively support and strengthen your KEY communities? What are your
KEY communities? HOW do you identify them and determine areas for organizational involvement? HOW do your
SENIOR LEADERS, in concert with your WORKFORCE, contribute to improving these communities?

Terms in SMALL CAPs are defined in the Clossary of Key Terms (pages 46-54).
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7.4 Leadership and Governance Results: What are your senior leadership and governance
results? (80 pts.)

a. Leadership, GOVERNANCE, and Societal Contribution RESULTS

(1)

(2)

3)

4)

(5)

Leadership What are your RESULTS for SENIOR LEADERS’ communication and engagement with the WORK-
FORCE, PARTNERS, students, and other CUSTOMERS? What are your RESULTS for KEY MEASURES or INDICATORS of
SENIOR LEADERS’ communication and engagement with the WORKFORCE, PARTNERS, students, and other CUSTOM-
ERS to DEPLOY your VISION and VALUES, encourage two-way communication, and create a focus on action? How do
these RESULTS differ by organizational units and student and other CUSTOMER groups, as appropriate?

GOVERNANCE  What are your RESULTS for GOVERNANCE accountability? What are your RESULTS for KEY
MEASURES or INDICATORS of GOVERNANCE and internal and external fiscal accountability, as appropriate?

Law, Regulation, and Accreditation What are your legal, regulatory, and accreditation RESULTS? What are
your RESULTS for KEY MEASURES or INDICATORS of meeting and surpassing regulatory, legal, and accreditation
requirements? How do these RESULTS differ by organizational units, as appropriate?

Ethics What are your RESULTS for ETHICAL BEHAVIOR? What are your RESULTS for KEY MEASURES or INDICATORS
of ETHICAL BEHAVIOR, breaches of ETHICAL BEHAVIOR, and STAKEHOLDER trust in your SENIOR LEADERS and
GOVERNANCE? How do these RESULTS differ by organizational units, as appropriate?

Society What are your RESULTS for societal well-being and support of your KEY communities? What are your
RESULTS for KEY MEASURES or INDICATORS of your fulfillment of your societal contributions and support of your KEY
communities?

Terms in SMALL CAPs are defined in the Clossary of Key Terms (pages 46-54).
2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan
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7.4a Leadership and Governance Results (examples)

Workforce Members’ Trust in Senior Leaders/Governance
Student and Alumni Trust in Senior Leaders/Governance
Customers’ Trust in Senior Leaders/Governance

Other Stakeholders’ Trust in Senior Leaders/Governance
Fiscal Accountability Performance

Regulatory/Legal Findings

Faculty and Staff Participation in Ethical Behavior Activities
Breaches of Ethical Behavior: Reporting, Confirmation, and Resolution
Addressing Environmental Concerns

Community Services Performance

Support of Key Communities

CR: Assoc.Prof.Dr. Rachavarn Kanjanaﬂ%g%akom

opyright ® Assistant Professor Dr.Phanasan Kohsuwan
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Strategy (85 pts.)

The Strategy category asks HOW your organization develops STRATEGIC OBJECTIVES and ACTION PLANS, implements them,
changes them if circumstances require, and measures progress.

2.1 Strategy Development: How do you develop your strategy? (45 pts.)

a. Strategy Development PROCESS

(1) Strategic Planning PROCESS HOW do you conduct your strategic planning? What are the KEY PROCESS steps?
Who are the KEY participants? What are your short- and longer-term planning horizons? HOW are they addressed
in the planning PROCESS? HOW does your strategic planning PROCESS address the potential need for transforma-
tional change, prioritization of change initiatives, and organizational agility?

$S3003¥d

(2) INNOVATION HOW does your strategy development PROCESS stimulate and incorporate INNOVATION? HOW
do you identify STRATEGIC OPPORTUNITIES? HOW do you decide which STRATEGIC OPPORTUNITIES are INTELLIGENT
RISKS to pursue? What are your KEY STRATEGIC OPPORTUNITIES?

(3) Strategy Considerations HOW do you collect and analyze relevant data and develop information for use in
your strategic planning PROCESS? In this collection and ANALYSIS, HOW do you include these KEY elements of risk?

e Your STRATEGIC CHALLENGES and STRATEGIC ADVANTAGES

e Potential changes in your regulatory and external environment

Potential blind spots in your strategic planning PROCESS and information
e Your ability to execute the strategic plan

2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



Strategy (85 pts.)

The Strategy category asks HOW your organization develops STRATEGIC OBJECTIVES and ACTION PLANS, implements them,
changes them if circumstances require, and measures progress.

2.1 Strategy Development: How do you develop your strategy? (45 pts.)

(4) WORK SYSTEMS and CORE COMPETENCIES HOW do you decide which KEY PROCESSES will be accomplished by
your WORKFORCE and which by external suppliers, PARTNERS, and COLLABORATORS? HOW do those decisions
consider your STRATEGIC OBJECTIVES; your CORE COMPETENCIES; and the CORE COMPETENCIES of potential suppli-
ers, PARTNERS, and COLLABORATORS? HOW do you determine what future organizational CORE COMPETENCIES and
WORK SYSTEMS you will need?

b. STRATEGIC OBJECTIVES

(1) KEY STRATEGIC OBJECTIVES What are your organization’s KEY STRATEGIC OBJECTIVES and timetable for achiev-
ing them? What are your most important GOALS for these STRATEGIC OBJECTIVES? What KEY changes, if any, are
planned in your EDUCATIONAL PROGRAMS AND SERVICES, CUSTOMERS and markets, suppliers and PARTNERS, and
operations?

(2) STRATEGIC OBJECTIVE Considerations HOW do your STRATEGIC OBJECTIVES achieve appropriate balance among
varying and potentially competing organizational needs? HOW do your STRATEGIC OBJECTIVES

e address your STRATEGIC CHALLENGES and leverage your CORE COMPETENCIES, STRATEGIC ADVANTAGES, and
STRATEGIC OPPORTUNITIES;

e balance short- and longer-term planning horizons; and
e consider and balance the needs of all KEY STAKEHOLDERS?

2022 Copyright ® Assistant Frpfessar Dr Phanasan KODENaY in the Glossary of Key Terms (pages 46-54).
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Strategy (85 pts.)

The Strategy category asks HOW your organization develops STRATEGIC OBJECTIVES and ACTION PLANS, implements them,
changes them if circumstances require, and measures progress.

2.2 Strategy Implementation: How do you implement your strategy? (40 pts.)

a. ACTION PLAN Development and DEPLOYMENT

(1)

(2)

3)

4)

ACTION PLANS What are your KEY short- and longer-term ACTION PLANS? What is their relationship to your
STRATEGIC OBJECTIVES? HOW do you develop your ACTION PLANS?

ACTION PLAN Implementation HOW do you DEPLOY your ACTION PLANS? HOW do you DEPLOY your ACTION
PLANS to your WORKFORCE and to KEY suppliers, PARTNERS, and COLLABORATORS, as appropriate, to ensure that
you achieve your KEY STRATEGIC OBJECTIVES? HOW do you ensure that you can sustain the KEY outcomes of your
ACTION PLANS?

$S3003dd

Resource Allocation HOW do you ensure that financial and other resources are available to support the
achievement of your ACTION PLANS while you meet current obligations? HOW do you allocate these resources to
support the plans? HOW do you manage the risks associated with the plans to ensure your financial viability?

WORKFORCE Plans What are your KEY WORKFORCE plans to support your short- and longer-term STRATEGIC
OBJECTIVES and ACTION PLANS? HOW do the plans address potential impacts on your WORKFORCE members and
any potential changes in WORKFORCE CAPABILITY and CAPACITY needs?

2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



Strategy (85 pts.)

The Strategy category asks HOW your organization develops STRATEGIC OBJECTIVES and ACTION PLANS, implements them,
changes them if circumstances require, and measures progress.

2.2 Strategy Implementation: How do you implement your strategy? (40 pts.)

(5) PERFORMANCE MEASURES What KEY PERFORMANCE MEASURES or INDICATORS do you use to track the achieve-
ment and EFFECTIVENESS of your ACTION PLANS? HOW does your overall ACTION PLAN measurement system
reinforce organizational ALIGNMENT?

(6) PERFORMANCE PROJECTIONS For these KEY PERFORMANCE MEASURES or INDICATORS, what are your PERFORMANCE
PROJECTIONS for your short- and longer-term planning horizons? If there are gaps between your projected PER-
FORMANCE and that of your competitors or comparable organizations, HOW do you address them in your ACTION

PLANS?
b. ACTION PLAN Modification

HoOw do you recognize and respond when circumstances require a shift in ACTION PLANS and rapid execution of
new plans?

Terms in SMALL CAPsS are defined in the Clossary of Key Terms (pages 46-54).
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LINIVERSITY OF WISCONSIN

STOUT

Triennial

UW-Stout Mission, Values, and Vision

External Input:
*Business/industry
«Alumni/Friends
-UW System / BOR
*Feeder schools
«Community
*Technology
«Competition

Situation
Analysis

(SWOT)

Internal Input:
«Academic Plan
«Student/support services
*HR/Work systems
*BPA research/surveys
-Facilities
*Process

improvements

— >

5 - Year Goals

Annual

N

Gather input from
campus community
«Governance orgs./SSA
*Focus groups
*Forums
*Round tables
«Standing committees

Identify
institutional
performance
measures for
each goal

Review institutional
performance measures,
report to Chancellor and

CAC.
Report on
accomplishments
toward goals

B

Deploy Action Plans

emi-Annual

.=

L{ Review strategic progress, adjust based on changing environment

Figure 2.1-1. UW-Stout’s strategic plan development process
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Strategy & Business Plan
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Action Plan Development
Strategic Planning Process (SPP)
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Develop Business Plans,
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Strategy Deployment & Feedback

Corporate Direction

Management Committee
Deployment (MANCOM)
—p -

Monitoring / Gearing
(Weekly meeting)

Control / Consult
(Group Discussion)

Small Group
(Small Group Discussion)

Transforming Productivity for Tomorrow Success
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7.5 Budgetary, Financial, Market, and Strategy Results: What are your results for financial
viability and strategy implementation? (90 pts.)

a. Budgetary, Financial, and Market RESULTS

(1) Budgetary and Financial PERFORMANCE What are your financial PERFORMANCE RESULTS? What are your RESULTS
for budgetary and financial PERFORMANCE, including aggregate MEASURES of cost containment, financial viability,
and budgetary PERFORMANCE, as appropriate? How do these RESULTS differ by market SEGMENTS and student and
other CUSTOMER groups, as appropriate?

(2) Market PERFORMANCE What are your market PERFORMANCE RESULTS? What are your RESULTS for KEY MEASURES
or INDICATORS of market PERFORMANCE, including market share or position, market and market share growth, and
new markets entered, as appropriate? How do these RESULTS differ by market SEGMENTS and student and other

CUSTOMER groups, as appropriate?
b. Strategy Implementation RESULTS

What are your RESULTS for the achievement of your organizational strategy and ACTION PLANS? What are your
RESULTS for KEY MEASURES or INDICATORS of the achievement of your organizational strategy and ACTION PLANS? What

are your RESULTS for taking INTELLIGENT RISKS?

Terms in SMALL CAPs are defined in the Clossary of Key Terms (pages 46—54).
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7.5a Budgetary, Financial and Market Results (examples)
* EBITDA, Primary Reserve Ratio, Return on Assets Ratio
* Budget per Student

* Average Tuition and Fees

 Administrative Costs as a Percentage of Operating Budget
* Overall Performance to Budget

* Research Expenditures

* Days cash on hand

* Enrollment by Program

* Enrollment by Groups/disciplines

* Funding Growth

* Research/ Academic Service Contract Fees

 Market Share: Student, Research, Services

7.5b Strategy Implementation Results (examples)
* Accomplishment of Strategy and Action Plans

* Financial/Market outcomes from new (intelligent risk) projects

CR: Assoc.Prof.Dr. Rachavarn Kanjanajoanxakom _
022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan
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Customers (85 pts.)

The CUSTOMERS category asks HOW your organization engages its students and other CUSTOMERS for ongoing market success,
including HOW your organization listens to the VOICE OF THE CUSTOMER, serves and exceeds students’and other CUSTOMERS’
expectations, and builds long-term relationships with students and other CUSTOMERS.

3.1 Customer Expectations: How do you listen to your students and other customers, and
design programs and services to meet their needs? (40 pts.)

a. Listening to Students and Other CUSTOMERS

(1) Current Students and Other CUSTOMERS HOW do you listen to, interact with, and observe students and
other CUSTOMERS to obtain actionable information? HOW do your listening methods vary for different student
groups, other CUSTOMER groups, or market SEGMENTS? HOW do your listening methods vary across the stages of
students’ and other CUSTOMERS' relationships with you? HOW do you seek immediate and actionable feedback

from students and other CUSTOMERS on the quality of EDUCATIONAL PROGRAMS AND SERVICES, student and other
CUSTOMER support, and transactions?

$S31003¥d

(2) Potential Students and Other CUSTOMERS HOW do you listen to potential students and other CUSTOMERS
to obtain actionable information? HOW do you listen to former, competitors’, and other potential CUSTOMERS
to obtain actionable information on your EDUCATIONAL PROGRAMS AND SERVICES, student and other CUSTOMER
support, and transactions, as appropriate?

2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



Customers (85 pts.)

The CUSTOMERS category asks HOW your organization engages its students and other CUSTOMERS for ongoing market success,
including HOW your organization listens to the VOICE OF THE CUSTOMER, serves and exceeds students’ and other CUSTOMERS’
expectations, and builds long-term relationships with students and other CUSTOMERS.

3.1 Customer Expectations: How do you listen to your students and other customers, and
design programs and services to meet their needs? (40 pts.)
b. Student and Other CUSTOMER Segmentation, and Program and Service Offerings

(1) Student and Other CUSTOMER Segmentation HOW do you determine your student and other CUSTOMER
groups and market SEGMENTS? HOW do you

¢ use information on students, other CUSTOMERS, markets, and program and service offerings to identify current
and anticipate future student and other CUSTOMER groups and market SEGMENTS; and

e determine which student and other CUSTOMER groups and market SEGMENTS to emphasize and pursue for
growth?
(2) Program and Service Offerings HOW do you determine EDUCATIONAL PROGRAM AND SERVICE offerings? HOW
do you
e determine student and other CUSTOMER and market needs and requirements for program and service offerings;

e identify and adapt program and service offerings to meet the requirements and exceed the expectations of your
student and other CUSTOMER groups and market SEGMENTS; and

¢ identify and adapt program and service offerings to enter new markets, to attract new students and other
CUSTOMERS, and to create opportunities to expand relationships with current students and CUSTOMERS, as
appropriate?

2022 Copyright ® Assistaps Brofgssor R ENANIR2 YERREY YR the Glossary of Key Terms (pages 46-54).
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Workshop 4: Customer Expectations
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Customers (85 pts.)

The CUSTOMERS category asks HOW your organization engages its students and other CUSTOMERS tfor ongoing market success,
including HOW your organization listens to the VOICE OF THE CUSTOMER, serves and exceeds students’ and other CUSTOMERS’
expectations, and builds long-term relationships with students and other CUSTOMERS.

3.2 Customer Engagement: How do you build relationships with students and other
customers and determine satisfaction and engagement? (45 pts.)

a. Student and Other CUSTOMER Relationships and Support

(1) Relationship Management HOW do you build and manage student and other CUSTOMER relationships? HOw
do you market, build, and manage relationships with students and other CUSTOMERS to

$S3100¥d

e acquire students and other CUSTOMERS and build market share;
e manage and enhance your image;

e retain students and other CUSTOMERS, meet their requirements, and exceed their expectations in each stage of
their relationship with you?

(2) Student and Other CUSTOMER Access and Support HOW do you enable students and other CUSTOMERS to
seek information and support? HOW do you enable them to access your programs and services? What are your
KEY means of student and other CUSTOMER support and communication? HOW do they vary for different student
and other CUSTOMER groups or market SEGMENTS, as appropriate? HOW do you

e determine your students’and other CUSTOMERS’ KEY support requirements, and
e DEPLOY these requirements to all people and PROCESSES involved in student and other CUSTOMER support?

(3) Complaint Management HOW do you manage student and other CUSTOMER complaints? HOW do you resolve
complaints promptly and EFFECTIVELY? HOW does your management of complaints enable you to recover your stu-

dents’ and other CUSTOMERS’ confidence, enhance their satisfaction and ENGAGEMENT, and avoid similar complaints
in the future? ibqg C%py'rlgﬂt @Asgstant Prottessor Br.phanasan I((:')hsuwan ! p



Customers (85 pts.)

The CUSTOMERS category asks HOW your organization engages its students and other CUSTOMERS tfor ongoing market success,
including HOW your organization listens to the VOICE OF THE CUSTOMER, serves and exceeds students’ and other CUSTOMERS’
expectations, and builds long-term relationships with students and other CUSTOMERS.

3.2 Customer Engagement: How do you build relationships with students and other
customers and determine satisfaction and engagement? (45 pts.)
b. Determination of Student and Other CUSTOMER Satisfaction and ENGAGEMENT

(1) Satisfaction, Dissatisfaction, and ENGAGEMENT HOW do you determine student and other CUSTOMER satisfac-
tion, dissatisfaction, and ENGAGEMENT? HOW do your determination methods differ among your student and
other CUSTOMER groups and market SEGMENTS, as appropriate? HOW do your measurements capture actionable

information?

(2) Satisfaction Relative to Other Organizations HOW do you obtain information on students” and other
CUSTOMERS’ satisfaction with your organization relative to other organizations? HOW do you obtain informa-
tion on your students”and other CUSTOMERS' satisfaction

e relative to their satisfaction with your competitors; and

e relative to the satisfaction of students and other CUSTOMERS of other organizations that provide similar pro-
grams and services, or to education sector BENCHMARKS, as appropriate?

c. Use of VOICE-OF-THE-CUSTOMER and Market Data

HOW do you use VOICE-OF-THE-CUSTOMER and market data and information? HOW do you use VOICE-OF-THE-
CUSTOMER and market data and information to build a more student-focused culture and support operational decision

making?

2022 Copyright ® Assistant Professen OfEhpRAANHENEINRRY in the Clossary of Key Terms (pages 46-54).
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MONTGOMERY
COUNTY PUBLIC
SCHOOLS

Figure 3.1-2. Communicating, Expanding
Relationships, and Attracting New Students*

Event Purpose

Back-to-School [Answer questions about all offices in the school system

Fair as well as resources from partner organizations

Individual Provide information about individual schools for new

School Open families

Houses

Magnet Open Provide information about courses in magnet schools

Houses

Consortium Learn about the opportunities available through the

Open Houses consortium

“Ask MCPS” Parents can ask questions and have direct access to
MCPS staff

“Ask MCPS” Speak with or e-mail staff with questions and concerns

Call Center and

E-Mail

Direct Family Staff work directly with parents recommended by

Support school

Edline Activation | Provides parents with direct online access to monitor
student progress and engage with their school

Study Circles A dialogue and action program that addresses racial
and ethnic barriers to student achievement and parent
involvement

Parent Workshops developed by MCPS to address issues and

Workshops concerns and provide accurate information about school
system policies. programs. and activities

MCPS An outreach tool that provides a monthly e-mail newslet-

QuickNotes ter in six languages with valuable information for parents

*Fiour 9 in 72-13-7.2-
Kagure i[}Z‘Z %SE)lylllrtlsgl%% g'As%?stg nt 5'?ofessor Dr.Phanasan Kohsuwan




MONTGOMERY
COUNTY PUBLIC
SCHOOLS

Figure 3.1-3. Support Processes for Students and Stakeholders

Stakeholders Supports

Special + Diagnostic testing + Community-based instruction and transition services for students
Education + Psychological testing who leave the system at age 21
Students + Individual Education Program (IEP) + Social skills support ( separate classes or embedded throughout
+ Counseling services the school day)
+ Access to the general education curriculum with accommodations | * Continuum of services for students in self-contained or inclusive
and modifications settings, depending on their needs
+ Opportunities to access the general education curriculum by leam- | ¢ Critical staffing (1 to 1 paraeducators) for students who have criti-
ing in co-taught classrooms cal needs and need 1 to 1 support
ESOL Students | « Implementation of a locally developed, rigorous ESOL curriculum, | « ESOL parent outreach program to ensure a consistent and
based on the MSDE ESOL Content Standards and aligned with the collaborative approach to parent and family issues
reading and writing standards in the MCPS reading/language arts | « ESOL parents are also supported by the Language Assistance
curriculum. Services Unit (LASU). which provides professional translation
+ Bilingual and cross-cultural ESOL counseling services and interpretation services in multiple languages
Parents, Special supports for staff are discussed in Cat. § with results in Cat. 7.4. Results for parent support are presented in Cat. 7.2. Schools have
Partnerships, | reported a total of 808 partnerships in 2009, which is an increase of 346 percent since 2007. MCPS is very supportive of our communities,
and which is discussed in Cat. 7.6.
Community

Pre-K through

Rigorous curriculum

+ Extended day and year for at-risk students

Grade 12 + Highly qualified teachers + Extended Learning Opportunities (ELO)
students + Guidance and counseling services + High School Plus for students who have failed or are in danger of
+ Extracurricular activities failing
* Clean and safe environment * Credit Recovery
+ Summer school for elementary and high school + HSA (High School Assessments) Interventions
Teachers + Very desirable salary and « myMCPS (Cat.4) * Achievement Series — online assessments
benefits « PDO (Cat. 4) * Prediction model to identify at-risk students
+ Safe and secure working envi- ¢ OASIS (Online Administrative [+ PGSs (Cat. §)
ronment (Cats. 7.5, 7.6) Student Information System + Scheduling so teachers can meet and plan collaboratively by con-

Staff development time (Cat. §)  (Cat. 4)
Online curriculum and resources « MCPS Careers
Palm Pilots in Kindergarten

. 2
dufa%cﬁ%lﬁ\?right ® Assistant Professor Dr.Phanasan

tent or grade level

Kohsuwan




a o
Customer Excellence Model 199RNUASIAN3
ﬁuqﬂ’]’il,m&ﬂizmﬂlﬂﬂ

TQC + Operations 2560
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Product Feedback Product Offerings _
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Workshop 5: Customer Engagement (Perception)
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7.2 Customer Results: What are your customer-focused performance results? (80 pts.)

a. Student- and Other CUSTOMER-Focused RESULTS

(1)

(2)

Student and Other CUSTOMER Satisfaction What are your student and other CUSTOMER satisfaction and
dissatisfaction RESULTS? What are your RESULTS for KEY MEASURES or INDICATORS of student and other CUSTOMER
satisfaction and dissatisfaction? How do these RESULTS differ by EDUCATIONAL PROGRAM AND SERVICE offerings,
student and other CUSTOMER groups, and market SEGMENTS, as appropriate?

Student and Other CUSTOMER ENGAGEMENT  What are your student and other CUSTOMER ENGAGEMENT
RESULTS? What are your RESULTS for KEY MEASURES or INDICATORS of student and other CUSTOMER ENGAGEMENT,
including those for building relationships with students and other CUSTOMERS? How do these RESULTS compare
over the course of your students’ and other CUSTOMERS' relationships with you, as appropriate? How do these
RESULTS differ by EDUCATIONAL PROGRAM AND SERVICE offerings, student and other CUSTOMER groups, and market
SEGMENTS, as appropriate?

Terms in SMALL CAPS are defined in the Clossary of Key Terms (pages 46—54).
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7.2a Student- and Other customer-focused Results (examples)
e Student Satisfaction in Key Areas

e Student Satisfaction by Academic Program and Other Segments
* Student Satisfaction by groups/ethnicity

» Satisfaction with Curricula/Instruction

» Satisfaction with Support Services

e Satisfaction with Complaint Management

e Student Engagement by Segment

e Curricular/Extracurricular Student Engagement

e Alumni Exit Assessment

* Alumni Survey

* Practicum Satisfaction

 Employer Assessment

 Community Overall Evaluation

* Alumni Involvement activities

* Alumni support

CR: Assoc.Prof.Dr. Rachavarn KanjanaﬂoanXakom _
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7.2a Student- and Other customer-focused Results (examples)

Grant Agency’s Satisfaction with Research Program Elements
Stakeholder’s Satisfaction with Research Project Elements
Scientific Community Satisfaction

Collaborating Universities’ Satisfaction

Industry Partners’ Satisfaction

Customer Loyalty

Other Customers’ Loyalty

Engagement throughout the Customer Life Cycle

Net Promotor Score (NPS)

CR: Assoc.Prof.Dr. Rachavarn Kanjanaﬂ%g%akom
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n Measurement, Analysis, and Knowledge Management (90 pts.)

The Measurement, ANALYSIS, and Knowledge Management category asks HOW your organization selects, gathers,
analyzes, manages, and improves its data, information, and KNOWLEDGE ASSETS; HOW it uses review findings to improve its
PERFORMANCE; and HOW it learns.

4.1 Measurement, Analysis, and Improvement of Organizational Performance: How do
you measure, analyze, and then improve organizational performance? (45 pts.)

a. PERFORMANCE Measurement

(1) PERFORMANCE MEASURES HOW do you track data and information on daily operations and overall organiza-
tional PERFORMANCE? HOW do you

$S$31003dd

e select, collect, align, and integrate data and information to use in tracking daily operations and overall organiza-
tional PERFORMANCE; and

e track progress on achieving STRATEGIC OBJECTIVES and ACTION PLANS?

What are your KEY organizational PERFORMANCE MEASURES, including KEY short- and longer-term financial
MEASURES? HOW frequently do you track these MEASURES?

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

(3) Measurement Agility HOW do you ensure that your PERFORMANCE measurement system can respond to rapid
or unexpected organizational or external changes and provide timely data?

2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



Measurement, Analysis, and Knowledge Management (90 pts.)

The Measurement, ANALYSIS, and Knowledge Management category asks HOW your organization selects, gathers,
analyzes, manages, and improves its data, information, and KNOWLEDGE ASSETS; HOW it uses review findings to improve its

PERFORMANCE; and HOW it learns.
b. PERFORMANCE ANALYSIS and Review

HoOWw do you review your organization’s PERFORMANCE and capabilities? HOW do you use your KEY organizational
PERFORMANCE MEASURES, as well as comparative data, in these reviews? What ANALYSES do you perform to support
these reviews and ensure that conclusions are valid? HOW do your organization and its SENIOR LEADERS use these
reviews to

e assess organizational success, competitive PERFORMANCE, financial health, and progress on achieving your
STRATEGIC OBJECTIVES and ACTION PLANS; and

e respond rapidly to changing organizational needs and challenges in your operating environment?

HOW does your GOVERNANCE board review the organization’s PERFORMANCE and its progress on STRATEGIC OBJECTIVES
and ACTION PLANS, if appropriate?

c. PERFORMANCE Improvement

(1) Future PERFORMANCE HOW do you project your organization’s future PERFORMANCE? HOW do you use find-
ings 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

e to faculty, staff, other work group, and functional-level operations; and

e when appropriate, to your feeder or receiving schools, suppliers, PARTNERS, and COLLABORATORS to ensure
organizational ALIGNMENT?

2022 Copyright © Assigignt Professpr-ReP B%ngéﬁﬁelga:lﬂsmga@lossary of Key Terms (pages 46—54).
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Performance Measures Selection Proposed
Measure

Stakeholder

Regqulatory
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Actionable?

Not Selected

Critical to
No Run the
Business?

Supports
Breakthrough
SPP Goal?

Yes Yes

Selected Run

Selected Change

the Business
KP| Measure

the Business
Measure
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Workshop 6: Measurement

UsELnnNAIn 557U 2T Teuaiasenluusudse

2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



Measurement, Analysis, and Knowledge Management (90 pts.)

The Measurement, ANALYSIS, and Knowledge Management category asks HOW your organization selects, gathers,
analyzes, manages, and improves its data, information, and KNOWLEDGE ASSETS; HOW it uses review findings to improve its
PERFORMANCE; and HOW it learns.

4.2 Information and Knowledge Management: How do you manage your information and
your organizational knowledge assets? (45 pts.)

a. Data and Information

(1) Quality HoWw do you verify and ensure the quality of organizational data and information? HOW do you
manage electronic and other data and information to ensure their accuracy and validity, integrity and reliability, and
currency?

$S31003dd

(2) Availability HOW do you ensure the availability of organizational data and information? HOW do you make
needed data and information available in a user-friendly format and timely manner to your WORKFORCE, suppli-
ers, PARTNERS, COLLABORATORS, students, and other CUSTOMERS, as appropriate? HOW do you ensure that your
information technology systems are reliable and user-friendly?

2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



Measurement, Analysis, and Knowledge Management (90 pts.)

The Measurement, ANALYSIS, and Knowledge Management category asks HOW your organization selects, gathers,
analyzes, manages, and improves its data, information, and KNOWLEDGE ASSETS; HOW it uses review findings to improve its
PERFORMANCE; and HOW it learns.

4.2 Information and Knowledge Management: How do you manage your information and

your organizational knowledge assets? (45 pts.)
b. Organizational Knowledge
(1) Knowledge Management HOW do you build and manage organizational knowledge? HOW do you
e collect and transfer WORKFORCE knowledge;

¢ blend and correlate data from different sources to build new knowledge;

e transfer relevant knowledge from and to students, other CUSTOMERS, suppliers, PARTNERS, and COLLABORATORS;
and

¢ assemble and transfer relevant knowledge for use in your INNOVATION and strategic planning PROCESSES?

(2) Best Practices HOW do you share best practices in your organization? HOW do you identify internal and
external organizational units or operations that are HIGH PERFORMING? HOW do you identify best practices for
sharing and implement them across your organization, as appropriate?

(3) Organizational LEARNING HOW do you use your knowledge and resources to embed LEARNING in the way
your organization operates?

Terms in SMALL CAPS are defined in the Clossary of Key Terms (pages 46-54).
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Workforce (85 pts.)

The WORKFORCE category asks HOW your organization assesses WORKFORCE CAPABILITY and CAPACITY needs and builds a
WORKFORCE environment that is conducive to HIGH PERFORMANCE. The category also asks HOW your organization engages,
manages, and develops your WORKFORCE to utilize its full potential in ALIGNMENT with your organization’s overall needs.

5.1 Workforce Environment: How do you build an effective and supportive workforce
environment? (40 pts.)

a. WORKFORCE CAPABILITY and CAPACITY

(1) CAPABILITY and CAPACITY Needs HOW do you assess your WORKFORCE CAPABILITY and CAPACITY needs? HOW
do you assess the skills, competencies, certifications, and staffing levels you need?

(2) New WORKFORCE Members HOW do you recruit, hire, and onboard new WORKFORCE members? HOW do you
ensure that your WORKFORCE represents the diverse ideas, cultures, and thinking of your hiring and student com-
munities? HOW do you ensure the fit of new WORKFORCE members with your organizational culture?

(3) WORKFORCE Change Management HOW do you prepare your WORKFORCE for changing CAPABILITY and
CAPACITY needs? HOW do you

e balance the needs of your WORKFORCE and your organization to ensure continuity, prevent WORKFORCE reduc-
tions, and minimize the impact of any necessary reductions;

e prepare for and manage any periods of WORKFORCE growth; and
e prepare your WORKFORCE for changes in organizational structure and WORK SYSTEMS, when needed?

2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan
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Workforce (85 pts.)

The WORKFORCE category asks HOW your organization assesses WORKFORCE CAPABILITY and CAPACITY needs and builds a
WORKFORCE environment that is conducive to HIGH PERFORMANCE. The category also asks HOW your organization engages,
manages, and develops your WORKFORCE to utilize its full potential in ALIGNMENT with your organization’s overall needs.

5.1 Workforce Environment: How do you build an effective and supportive workforce
environment? (40 pts.)

(4) Work Accomplishment HOW do you organize and manage your WORKFORCE? HOW do you organize and
manage your WORKFORCE to

e accomplish your organization’s work,

e capitalize on your organization’s CORE COMPETENCIES,
e reinforce a student/CUSTOMER and business focus, and
e exceed PERFORMANCE expectations?

b. WORKFORCE Climate

(1) Workplace Environment HOW do you ensure workplace health, security, and accessibility for the WORK-

FORCE? What are your PERFORMANCE MEASURES and improvement GOALS for your workplace environmental
factors?

(2) WORKFORCE Benefits and Policies HOW do you support your WORKFORCE via services, benefits, and policies?
HOW do you tailor these to the needs of a diverse WORKFORCE and different WORKFORCE groups and SEGMENTS?

Terms in SMALL CAPs are defined in the Clossary of Key Terms (pages 46—54).
2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan
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Workforce (85 pts.)

The WORKFORCE category asks HOW your organization assesses WORKFORCE CAPABILITY and CAPACITY needs and builds a
WORKFORCE environment that is conducive to HIGH PERFORMANCE. The category also asks HOW your organization engages,
manages, and develops your WORKFORCE to utilize its full potential in ALIGNMENT with your organization’s overall needs.

5.2 Workforce Engagement: How do you engage your workforce to achieve a high-
performance work environment? (45 pts.)

a. Assessment of WORKFORCE ENGAGEMENT

(1) Drivers of ENGAGEMENT HOW do you determine the KEY drivers of WORKFORCE ENGAGEMENT? HOW do you
determine these drivers for different WORKFORCE groups and SEGMENTS?

(2) Assessment of ENGAGEMENT HOW do you assess WORKFORCE ENGAGEMENT? What formal and informal assess-
ment methods and MEASURES do you use to determine WORKFORCE satisfaction and WORKFORCE ENGAGEMENT?
HOW do these methods and MEASURES differ across WORKFORCE groups and SEGMENTS? HOW do you also use
other INDICATORS to assess and improve WORKFORCE ENGAGEMENT?

b. Organizational Culture

How do you foster an organizational culture that is characterized by open communication, HIGH PERFORMANCE,
and an engaged WORKFORCE? HOW do you reinforce your organizational culture? HOW do you ensure that your
organizational culture supports your VISION and VALUES, and benefits from the diverse ideas, cultures, and thinking of
your WORKFORCE? HOW do you EMPOWER your WORKFORCE?

2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan
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Workforce (85 pts.)

The WORKFORCE category asks HOW your organization assesses WORKFORCE CAPABILITY and CAPACITY needs and builds a
WORKFORCE environment that is conducive to HIGH PERFORMANCE. The category also asks HOW your organization engages,
manages, and develops your WORKFORCE to utilize its full potential in ALIGNMENT with your organization’s overall needs.

5.2 Workforce Engagement: How do you engage your workforce to achieve a high-

performance work environment? (45 pts.)
c. PERFORMANCE Management and Development

(1) PERFORMANCE Management HOW does your WORKFORCE PERFORMANCE management system support HIGH
PERFORMANCE? HOW does it consider WORKFORCE compensation, reward, recognition, and incentive practices?
HOW does it reinforce INTELLIGENT RISK taking, a student/CUSTOMER and business focus, and achievement of your
ACTION PLANS?

(2) PERFORMANCE Development HOW does your LEARNING and development system support the personal
development of WORKFORCE members and your organization’s needs? HOW does it consider the LEARNING
and development desires of WORKFORCE members, support organizational PERFORMANCE improvement and
INTELLIGENT RISK taking, and support ethics and ethical business practices?

(3) LEARNING and Development EFFECTIVENESS HOW do you evaluate the EFFECTIVENESS and efficiency of your
LEARNING and development system? HOW do you

e correlate LEARNING and development outcomes with findings from your assessment of WORKFORCE ENGAGE-
MENT and with KEY organizational RESULTS, and

e use these correlations to identify opportunities for improvement both in WORKFORCE ENGAGEMENT and in
LEARNING and development offerings?

(4) Career Development HOW do you manage career development for your WORKFORCE and your future lead-
ers? HOW do you carry out succession planning for management, leadership, and other KEY positions?

e A
2022 Copyright A55|sta]t;’;nP7§o,J;7e§%’)AruD Egpsa are defin h "n'the Glossary of Key Terms (pages 46—54).
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7.3 Workforce Results: What are your workforce-focused performance results? (80 pts.)

a. WORKFORCE-Focused RESULTS

(1)

(2)

3)

4)

WORKFORCE CAPABILITY and CAPACITY What are your WORKFORCE CAPABILITY and CAPACITY RESULTS? What are
your RESULTS for KEY MEASURES of WORKFORCE CAPABILITY and CAPACITY, including appropriate skills and staffing
levels? How do these RESULTS differ by the DIVERSITY of your WORKFORCE and by your WORKFORCE groups and
SEGMENTS, as appropriate?

WORKFORCE Climate What are your WORKFORCE climate RESULTS? What are your RESULTS for KEY MEASURES or
INDICATORS of your WORKFORCE climate, including those for WORKFORCE health, security, accessibility, and services
and benefits, as appropriate? How do these RESULTS differ by the DIVERSITY of your WORKFORCE and by your
WORKFORCE groups and SEGMENTS, as appropriate?

WORKFORCE ENGAGEMENT What are your WORKFORCE ENGAGEMENT RESULTS? What are your RESULTS for KEY
MEASURES or INDICATORS of WORKFORCE satisfaction and WORKFORCE ENGAGEMENT? How do these RESULTS differ
by the DIVERSITY of your WORKFORCE and by your WORKFORCE groups and SEGMENTS, as appropriate?

WORKFORCE Development What are your WORKFORCE and leader development RESULTS? What are your
RESULTS for KEY MEASURES or INDICATORS of WORKFORCE and leader development? How do these RESULTS differ by
the DIVERSITY of your WORKFORCE and by your WORKFORCE groups and SEGMENTS, as appropriate?

Terms in SMALL CAPs are defined in the Clossary of Key Terms (pages 46-54).
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7.3a Workforce-focused Results (examples)

e Faculty and Staff Capacity

* Hiring Cycle Time and Costs

* Workforce Satisfaction

* Training Investment

e Participation in Training and Development Activities
* Training Effectiveness by Workforce Segment

* Training Effectiveness by Assessment Level

* Employee Turnover

 Workforce Health, Safety, and Security: Reported Incidents
 Career Ladder Program

 Workforce Safety and Health

 Money Paid for Workers” Compensation Claims

* Overall Engagement and by Segments

CR: Assoc.Prof.Dr. Rachavarn KanjanaﬂoanXakom _
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n Operations (85 pts.)

The Operations category asks HOW your organization designs, manages, improves, and innovates its EDUCATIONAL PROGRAMS
AND SERVICES and WORK PROCESSES and improves operational EFFECTIVENESS to deliver VALUE to students and other CUSTOM-
ERS, and achieve ongoing organizational success.

6.1 Work Processes: How do you design, manage, and improve your key educational
programs and services and your work processes? (45 pts.)

a. Program, Service, and PROCESS Design

(1) Determination of Program, Service, and PROCESS Requirements HOW do you determine KEY EDUCATIONAL
PROGRAM AND SERVICE and WORK PROCESS requirements?

$S31003¥d

(2) KEy WORK PROCESSES What are your organization’s KEY WORK PROCESSES? What are the KEY requirements for
these WORK PROCESSES?

(3) Design Concepts HOW do you design your EDUCATIONAL PROGRAMS AND SERVICES and WORK PROCESSES to
meet requirements? HOW do you incorporate new technology, organizational knowledge, program and service
excellence, student and other CUSTOMER VALUE, consideration of risk, and the potential need for agility into these
programs, services, and PROCESSES?

2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



n Operations (85 pts.)

The Operations category asks HOW your organization designs, manages, improves, and innovates its EDUCATIONAL PROGRAMS
AND SERVICES and WORK PROCESSES and improves operational EFFECTIVENESS to deliver VALUE to students and other CUSTOM-
ERS, and achieve ongoing organizational success.

6.1 Work Processes: How do you design, manage, and improve your key educational
programs and services and your work processes? (45 pts.)

b. PROCESS Management and Improvement

(1) PROCESS Implementation HOW does your day-to-day operation of WORK PROCESSES ensure that they meet
KEY PROCESS requirements? What KEY PERFORMANCE MEASURES or INDICATORS and in-process MEASURES do you
use to control and improve your WORK PROCESSES? HOW do these MEASURES relate to the quality of outcomes and
MEASURES of the PERFORMANCE of your EDUCATIONAL PROGRAMS AND SERVICES?

$S31003¥d

(2) Support PROCESSES HOW do you determine your KEY support PROCESSES? What are your KEY support
PROCESSES? HOW does your day-to-day operation of these PROCESSES ensure that they meet KEY organizational
requirements?

(3) Program, Service, and PROCESS Improvement HOW do you improve your WORK PROCESSES and support
PROCESSES to increase student LEARNING, improve EDUCATIONAL PROGRAMS AND SERVICES and PERFORMANCE,
enhance your CORE COMPETENCIES, and reduce variability?

2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



n Operations (85 pts.)

The Operations category asks HOW your organization designs, manages, improves, and innovates its EDUCATIONAL PROGRAMS
AND SERVICES and WORK PROCESSES and improves operational EFFECTIVENESS to deliver VALUE to students and other CUSTOM-
ERS, and achieve ongoing organizational success.

6.1 Work Processes: How do you design, manage, and improve your key educational
programs and services and your work processes? (45 pts.)
c. Supply-Network Management
How do you manage your supply network? HOW do you select suppliers that are qualified and positioned to meet

your operational needs, enhance your PERFORMANCE, support your STRATEGIC OBJECTIVES, and enhance your students’
and other CUSTOMERS' satisfaction? HOW do you

e promote ALIGNMENT and collaboration within your supply network;

e ensure supply-network agility in responding to changes in student, other CUSTOMER, market, and organizational
requirements; and

e communicate PERFORMANCE expectations, measure and evaluate suppliers’ PERFORMANCE, provide feedback to
help them improve, and deal with poorly performing suppliers?

d. INNOVATION Management

HOW do you pursue your opportunities for INNOVATION? HOW do you pursue the STRATEGIC OPPORTUNITIES that you
determine are INTELLIGENT RISKS? HOW do you make financial and other resources available to pursue these opportu-
nities? HOW do you decide to discontinue pursuing opportunities at the appropriate time?

2022 Copyright ® AssistangBrafegsan D PhaljasRe90iHLE In the Glossary of Key Terms (pages 46-54).
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Requirements (Item 3.1)

: - Institutional research - Competition
-_,__r/ - Stakeholder needs - Mission/BOR direction
- Student needs - Demographic trends

UNIVERSITY OF WISCONSIN

S TO u T Program plan developed
T > and approved on campus
A 4

v

Program plan approved
by UW System

v

Implementation Plan developed
and approved on campus
including assessment,
resource, and staffing plans

v

Implementation plan approved
by UW System/Board of Regents

v

New program implemented

v

Program evaluation/refinement

Y

;

PROGRAM DIRECTOR
Program Advisory Committee

External Employer/Industry
Advisory Council

T v

Figure 6.1 -1. New program design process
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PEWAUKEE

SCHOOL DISTRICT

Figure 6.1-1 Key Academic & Support Work Processes , Requirements and Performance Measures

Work SP Key Process Key Requirements Key Performance Measures Contribution Delivered
Process Link Tools By Work Process
Key Academic Processes
Curriculum TL Curriculum Meet WSS, DPI Leading: % of PSD curriculum BOE approved in SLS/0S: Design rigorous and
Mgmt. Renewal curriculum content | advance of implementation year (Fig. 7.1-16), % of relevant curriculum & assessments
Process standards and BOE | curriculum entered on BYOC (Fig. 7.1-16) to enhance student learning;
requirements; Lagging: Compliance with DPI Reporting (Fig. 7.4-6), # lensure accountability to
increasing rigor of AP Classes (Fig. 7.1-17), PLTW Cert. (Fig. 7.1-16) content/learning standards
Instruction TL Professional Meet DPI standard | Leading: Hiring new employees who are highly SLS/0S: Deploy instructional
Mgmt. Development for days/hrs of qualified (Fig. 7.4-6), % PES goal setting completed on  |methods that reflect diverse
Plan instruction; Meet time (Fig. 7.4-6) learning needs and best practices
NCLB standard of Lagging: % compliance with instruction meeting
Performance highly qualified days/hrs of instruction (Fig. 7.4-6), % of PSD Teachers
Evaluation teachers deemed “Highly Qualified” via NCLB (Fig. 7.4-6), 100%
System of PES evaluations submitted on time ( Fig. 7.1-30)
Assessment TL Curriculum Valid, fair, Leading: % of students meeting or exceeding RIT SLS/0S: Evaluate learning progress
Mgmt. Renewal equitable testing; | target growth on MAP (Fig. 7.1-3 & 7.1-4) and proficiency against standards
Process Academic Lagging: Meeting AYP by district, school and all sub-  using formative/summative
proficiency that groups (Fig. 7.1-16) ; # DPI violations for WKCE test assessment methods
Annual Data meets NCLB and security (Fig. 7.4-6)
Review State regulatory
requirements
Student TL Response to Compliance with Leading: # students referred for SPED (Fig. 7.1-19) LS/0S: Evaluate & support
Services Intervention regulatory Lagging: # students placed in SPED (Fig. 7.1-19), % tudent learning needs; create
Mgmt. requirements set SPED students receiving a diploma (Fig. 7.1-20), % improved capabilities to learn
Professional by state and students dismissed from Reading Recovery (Fig. 7.1-
Learning federal law 22), Compliance with IDEA via DPI Reporting (Fig. 7.4-6)
Communities

2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan




PEWAUKEE

SCHOOL DISTRICT

Work SP Key Process | Key Requirements Key Performance Measures Contribution Delivered
Process Link Tools By Work Process
Key Support Processes
Financial FO Budget Effective fiscal Leading: BOE meeting minutes reflect approval of LS/OS/SV: Ensure accountability
Mgmt. Planning management; check register and revenue & expense report (Fig. 7.4- |in use of District finances; employ
Cycle Efficient fiscal 6) budget planning methods for
reporting; Meet Lagging: Revenue exceeds expenses (Fig. 7.5-2), # DPI stainability of District
Budget & regulatory reports submitted on time (Fig. 7.4-6), Sustained bond
Staffing Plan requirements rating (Fig. 7.5-1)
Human WE Performance Meet regulatory Leading: AESOP Fill Rate (Fig. 7.3-3); Filling vacancies /SU: Hire, develop, engage &
Resource Evaluation requirements (Fig. 7.3-Narrative & Fig. 7.4-6) retain talented employees;
Mgmt. System Lagging: Performance Appraisal Submission (Fig. 7.1- dminister performance evaluation
Recruitment 31), Teachers deemed “Highly Qualified” (Fig. 7.4-6), ystem to all employees
& Retention Employee Retention (Fig. 7.3-14)
Technology T Technology Systems Leading: Cycle time for work order completion (Fig. LS/SSV/0S: Enhance student
Mgmt. Plan availability; 7.1-27), Core server up-time (Fig. 7.1-39), customer learning; Manage IT infrastructure
Compliance with satisfaction (Fig. 7.1-28) 0 support decision-making,
Internet child Lagging: Growth of fleet (Fig. 7.1-26), Technology fficiency & learning
protection breaches acted upon (Fig. 7.4-6)
regulation
Facilities FO -5 Year Meet federal, Leading: Cycle time for work order completion (Fig. ISSV/FR/SU: Manage safe & healthy
Mgmt. Capital state, and county 7.1-33), energy consumption (Fig. 7.1-32) plant operations
Projects Plan req. for workplace | Lagging: Facility use by school & community (Fig. 7.4-
-10 Year health, safety and 11), Evacuation data (Fig. 7.1-37); # MSDS violations
Campus Plan security; Cost- (Fig. 7.1-24)
<Crisis Plan effective; Efficient
Commu- C Comm. Clear & timely Leading: # Newsletters sent on time to community per JOS/SU: Ensure accessibility of
nication Plan information about | year (Fig. 7.1-24), # uses of School Messenger Frﬁ‘:rmation and transparency;
Mgmt. district activities; JZoomerang (Fig. 7.1-24), # press releases sent (Fig. Engage stakeholders and obtain
Meet state/federal | 7.1-24) input
requirements Lagging: Community reliance on district sources of
information (Fig. 7.1-33, Customer grading of PSD (Fig.
7.2-8)
Contracted F&O Contracts Meet federal/state Leading: Transportation timeliness (Fig. 7.1-38; food [SSV/FR/SU: Provide nutritious and
Service with Key regulatory service participation (Fig. 7.1-35) lcost-effective meals; Provide safe
Vendors requirements Lagging: food service profitability (Fig. 7.1-35) fand efficient transportation

Key: SP Link: TL=Teaching & Learning, F&O=Facilities & Operations, WED=Workforce Engagement & Development, C=Communications & Community

Engagement, T=Technology
Contribution: SLS=student learning & sugcess: SSV = student/stakehalder val

(A yaya \.«UIJYI Isl 1LY

: FR = financial return; OS = or;

nizational success; SU = sustainability

Jvlritouvvdarl




mack & iterations —-._._,_'-_-I___________‘_

N

e ——— e

4

detailed design

l |
! actual business
model innovation

business model innovation as a structured activity

iterative business model innovation process
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Workshop 8: Work Processes

Work System: Teaching and Learning

Key Work Process Leading Indicators Lagging Indicators
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n Operations (85 pts.)

The Operations category asks HOW your organization designs, manages, improves, and innovates its EDUCATIONAL PROGRAMS
AND SERVICES and WORK PROCESSES and improves operational EFFECTIVENESS to deliver VALUE to students and other CUSTOM-
ERS, and achieve ongoing organizational success.

6.2 Operational Effectiveness: How do you ensure effective management of your
operations? (40 pts.)

a. PROCESS Efficiency and EFFECTIVENESS
How do you manage the cost, efficiency, and EFFECTIVENESS of your operations? HOW do you

e incorporate CYCLE TIME, PRODUCTIVITY, and other efficiency and EFFECTIVENESS factors into your WORK
PROCESSES;

$S31003¥d

e prevent errors and rework;
e minimize the costs of inspections, tests, and PROCESS or PERFORMANCE audits, as appropriate; and
e balance the need for cost control and efficiency with the needs of your students and other CUSTOMERS?

2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



n Operations (85 pts.)

The Operations category asks HOW your organization designs, manages, improves, and innovates its EDUCATIONAL PROGRAMS
AND SERVICES and WORK PROCESSES and improves operational EFFECTIVENESS to deliver VALUE to students and other CUSTOM-
ERS, and achieve ongoing organizational success.
6.2 Operational Effectiveness: How do you ensure effective management of your
operations? (40 pts.)
b. Security and Cybersecurity

HoOw do you ensure the security and cybersecurity of sensitive or privileged data and information and of

KEY assets? HOW do you manage physical and electronic data, information, and KEY operational systems to ensure
confidentiality and only appropriate physical and electronic access? HOW do you

$S31003¥d

e maintain your awareness of emerging security and cybersecurity threats;

e ensure that your WORKFORCE, students, other CUSTOMERS, PARTNERS, and suppliers understand and fulfill their
security and cybersecurity roles and responsibilities;

e identify and prioritize KEY information technology and operational systems to secure; and

e protect these systems from potential cybersecurity events, detect cybersecurity events, and respond to and
recover from cybersecurity incidents?

2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



n Operations (85 pts.)

The Operations category asks HOW your organization designs, manages, improves, and innovates its EDUCATIONAL PROGRAMS
AND SERVICES and WORK PROCESSES and improves operational EFFECTIVENESS to deliver VALUE to students and other CUSTOM-
ERS, and achieve ongoing organizational success.

6.2 Operational Effectiveness: How do you ensure effective management of your
operations? (40 pts.)

c. Safety and Emergency Preparedness

(1) Safety HOW do you provide a safe operating environment? HOW does your safety system address accident
prevention, inspection, root-cause ANALYSIS of failures, and recovery?

(2) Organizational Continuity HOW do you ensure that your organization is prepared for disasters or emer-
gencies? HOW does your disaster and emergency preparedness system consider prevention, continuity of opera-
tions, and recovery? HOW does your disaster and emergency preparedness system take into account your reliance
on your WORKFORCE, supply network, and PARTNERS? HOW do you ensure that your information technology
systems continue to be secure and available to serve students, other CUSTOMERS, and organizational needs?

$S31003¥d

Terms in SMALL CAPS are defined in the Clossary of Key Terms (pages 46-54).
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Workshop 9: Process Efficiency & Effectiveness

Work System: Teaching and Learning

Key Work Process Efficiency Measures Effectiveness Measures
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Results 450 pts.)

The RESULTS category asks about your organization’s PERFORMANCE and improvement in all KEY areas—student learning and

PROCESS RESULTS; CUSTOMER RESULTS; WORKFORCE RESULTS; leadership and GOVERNANCE RESULTS; and financial, budgetary,
market, and strategy RESULTS.

7.1 Student Learning and Process Results: What are your student learning and process
effectiveness results? (120 pts.)

a. Student LEARNING and CUSTOMER-Focused Service RESULTS

What are your RESULTS for student LEARNING and for your student and other CUSTOMER service PROCESSES? What
are your RESULTS for KEY MEASURES or INDICATORS of student LEARNING outcomes and the PERFORMANCE of services
that are important to and directly serve your students and other CUSTOMERS? HOW do these RESULTS differ by EDUCA-
TIONAL PROGRAM AND SERVICE offerings, student and other CUSTOMER groups, and market SEGMENTS, as appropriate?

2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan
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7.1a Student Learning Results (examples)

* Graduation Rates/Success Rates

* Cumulative GPA

* National/Professional Licensing Rates

* Dual language proficiency

* Placement rate

 Employers’ Rating of Graduates’ Skills and Knowledge

 Comparative retention rate e.g., Profession, areas, employment

* Publications

* Academic-related Awards/recognition

e Alumni performances; ivy-league acceptance, civic achievement, Noble
Prize laureate

CR: Assoc.Prof.Dr. Rachavarn KanjanaﬂoanXakom _
022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



7.1a Research Results (examples)

* Deliverables Achieved

* Award Fees Earned

* Patents Awarded and Commercialized

* Published Articles

* Results/impact of research projects (Value Increase)
* Networks/forums

* Awards and recognitions on Research specialty
7.1a Academic Service Results (examples)

* Non-financial outcomes

* Financial outcomes

* Deliverables achievement

* Recognized centers of excellence

* Design and consultancy outcomes

* Creativity outcomes

* New service/process innovation

CR: Assoc.Prof.Dr. Rachavarn KanjanaﬂoanXakom _
022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



Results 450 pts.)

The RESULTS category asks about your organization’s PERFORMANCE and improvement in all KEY areas—student learning and
PROCESS RESULTS; CUSTOMER RESULTS; WORKFORCE RESULTS; leadership and GOVERNANCE RESULTS; and financial, budgetary,
market, and strategy RESULTS.

7.1 Student Learning and Process Results: What are your student learning and process
effectiveness results? (120 pts.)
b. WORK PROCESS EFFECTIVENESS RESULTS

(1) PROCESS EFFECTIVENESS and Efficiency What are your PROCESS EFFECTIVENESS and efficiency RESULTS? What are
your RESULTS for KEY MEASURES or INDICATORS of the operational PERFORMANCE of your KEY WORK and support
PROCESSES, including PRODUCTIVITY, CYCLE TIME, and other appropriate MEASURES of PROCESS EFFECTIVENESS,
efficiency, security and cybersecurity, and INNOVATION? How do these RESULTS differ by PROCESS types, as
appropriate?

(2) Safety and Emergency Preparedness What are your safety and emergency preparedness RESULTS? What
are your RESULTS for KEY MEASURES or INDICATORS of the EFFECTIVENESS of your organization’s safety system
and its preparedness for disasters or emergencies? How do these RESULTS differ by location or PROCESS type, as
appropriate?

c. Supply-Network Management RESULTS

What are your supply-network management RESULTS? What are your RESULTS for KEY MEASURES or INDICATORS of the
PERFORMANCE of your supply network, including its contribution to enhancing your PERFORMANCE?

2022 Copyright ® Assistant PrrefeasonDnihanes#?s ipb giigied in the Clossary of Key Terms (pages 46—54).



7.1b(1) Work Process Effectiveness Results (examples)
* |Internal Quality Rate

e Student Retention rate in each level

* Average student completion time

* Productivity ratio

* Cost and Cycle-Time Reductions

 Workforce Evaluation of Process Effectiveness

* Number of Web-based Courses

* Research Total Cycle Time

* External Peer Review Scores

* Process Management Efficiency Ratio

* Total Project Cost vs. Baseline Project Cost

* Research Proposal Development Performance
 Commercialization Process Performance

7.1b(2) Safety and Emergency Preparedness Results (examples)
* Emergency Readiness Rating

 (Qverall accident rate

CR: Assoc.Prof.Dr. Rachavarn Kanjanajoanxakom _
022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



7.1c Supply-Network Management Results (examples)
e Customer satisfaction to supplier performance

* Project improvement by suppliers

* Procurement Cost reduction per year

* Procurement and Subcontracting Performance

* Prime Contract Management Performance

CR: Assoc.Prof.Dr. Rachavarn KanjanaﬂoanXakom _
022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



Action is the foundational key to
all success.

AN
o , /, .:o'%(,«' s

=

Imperfect Action is Better than
Perfect Inaction

Success consists of going from

failure to failure without loss of
enlthusiasm







Maturity

Organizational Effort

of Organization Development (0 - 1000)

N
World Leader
891 -1000
Benchmark Leader
Industry Leader 291 - 890
681 - 790 -
Good Performance
Early Result 471-571 N\ Emerging Industry Leader
271-370 571 - 680
¢ . Early Improvement
Early Development 371-470 X

0-270

EdPEx Score
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BASIC

Steps toward Mature Processes

An Aid for Assessing and Scoring Process Items

Reacting to Problems / Strategic
(0-25 %) \ / and Operational
35 Goals
y S

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

Early Systematic .
Approaches o _— Strategic and

Operational
(30-45%) el = pGoals

The organization is beginning to carry out operations with repeatable
processes, evaluation, and improvement, and there is some early coordination

among organjzational units. Strategy and quantitative goals are being defined.
2022 Copyri%%t <'5gAss=stant Professor rl%a%gsan thsuwan & &



BASIC

Process Scoring Guidelines (For Use with Categories 1-6)

SCORE DESCRIPTION

% or 5%

No SYSTEMATIC APPROACH to item questions is evident; information is ANECDOTAL. (A)

Little or no DEPLOYMENT of any SYSTEMATIC APPROACH is evident. (D)

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)

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

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

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 with other areas or work units largely through joint problem solving. (I)

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

An EFFECTIVE, SYSTEMATIC APPROACH, responsive to the BASIC QUESTION in the item, is evident. (A)
The APPROACH 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)

2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan




Aligned
Approaches
(50-65%)

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

-
—
<
o
L
>
O
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Process Scoring Guidelines (For Use with Categories 1-6)

SCORE DESCRIPTION

e An EFFECTIVE, SYSTEMATIC APPROACH, responsive to the OVERALL QUESTIONS in the item, is evident. (A)

e The APPROACH is well DEPLOYED, although DEPLOYMENT may vary in some areas or work units. (D)

e A fact-based, SYSTEMATIC evaluation and improvement PROCESS and some organizational LEARNING,
including some INNOVATION, are in place for improving the efficiency and EFFECTIVENESS of
KEY PROCESSES. (L)

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

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

-
—
<
oc
L
>
O
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tegrated —=

Approaches e
(70-100%) =>>

Operations are characterized by repeatable processes that are regularly
evaluated for change and improvement in collaboration with other affected

units. The organization seeks and achieves efficiencies across units through
analysis, innovation, and the sharing of information and knowledge.
Processes and measures track progress on key strategic and operational goals.

L
-
=
ar
-
=
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Process Scoring Guidelines (For Use with Categories 1-6)

SCORE DESCRIPTION

An EFFECTIVE, SYSTEMATIC APPROACH, responsive to MULTIPLE QUESTIONS in the item, is evident. (A)

e The APPROACH is well DEPLOYED, with no significant gaps. (D)

e Fact-based, SYSTEMATIC evaluation and improvement and organizational LEARNING, including
INNOVATION, are KEY management tools; there is clear evidence of refinement as a result of
organizational-level ANALYSIS and sharing. (L)

e The APPROACH is INTEGRATED with your current and future organizational needs as identified in
response to the Organizational Profile and other process items. (I)

70%, 75%,
80%, or 85%

L
-
=
ar
-
=

e An EFFECTIVE, SYSTEMATIC APPROACH, fully responsive to the MULTIPLE QUESTIONS in the item, is
evident. (A)

e The APPROACH is fully DEPLOYED without significant weaknesses or gaps in any areas or work units. (D)

90%, 95%, |*® Fact-based, SYSTEMATIC evaluation and improvement and organizational LEARNING through

or 100% INNOVATION are KEY organization-wide tools; refinement and INNOVATION, backed by ANALYSIS and

sharing, are evident throughout the organization. (L)

e The APPROACH is well INTEGRATED with your current and future organizational needs as identified in
response to the Organizational Profile and other process items. (I)

2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



n Organizational Profile

The Organizational Proale is a snapshot of your organization and its strategic environment.

P.1 Organizational Description: What are your key organizational characteristics?

a. Organizational Environment

(1)

(2)

3)

EDUCATIONAL PROGRAM AND SERVICE Offerings What are your main EDUCATIONAL PROGRAM AND SERVICE

offerings (see the note on the next page)? What is the relative importance of each to your success? What modalities
do you use to deliver your EDUCATIONAL PROGRAMS AND SERVICES?

MISSION, VISION, VALUES, and Culture What are your MISSION, VISION, and VALUES? Other than VALUES, what

are the characteristics of your organizational culture, if any? What are your organization’s CORE COMPETENCIES, and
what is their relationship to your MISSION?

WORKFORCE Profile What is your WORKFORCE profile? What recent changes have you experienced in WORK-
FORCE composition or in your needs with regard to your WORKFORCE? What are

e your WORKFORCE or faculty/staff groups and SEGMENTS;

¢ the educational requirements for different faculty/staff groups and SEGMENTS;
e the KEY drivers that engage them;

e your organized bargaining units (union representation), if any; and

e your special health and safety requirements, if any?

2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



Culture. Organizational culture—the
—can have a

profound effect on decision making, workforce engagement, customer
engagement, and organizational success.

Since 2000, the Criteria have asked about

. In the years since then, questions relating
to culture—some using the term, and some referencing behaviors
underlying culture—have been incorporated into the Criteria. The Criteria
now ask explicitly about other
and how leaders and the organization create and reinforce that culture.

Values are “the that embody how your
organization and its people are ”

2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



Core Values
Core values serve two significant functions in organizations. They serve as
boundary conditions and empowering conditions.

Boundary conditions—Values are the guiding principles that
. Violation goes outside the acceptable norms of the
organization and can result in disciplinary action.

Empowering conditions—Values are the
. Commitments made to customers, employees, and other
stakeholders that conform to the organization’s core values should always

be permitted and should never lead to negative consequences for an
employee.

Source: https://www.nist.gov/blogs/blogrige/c-v-d-culture-minus-values-equals-destiny
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n Organizational Profile

The Organizational Proale is a snapshot of your organization and its strategic environment.

P.1 Organizational Description: What are your key organizational characteristics?

4)
(3)

Assets What are your major facilities, equipment, technologies, and intellectual property?

Regulatory Environment What are your KEY applicable occupational health and safety regulations; accredita-
tion, certification, or registration requirements; education sector standards; and environmental, financial, and
EDUCATIONAL PROGRAM AND SERVICE regulations?

b. Organizational Relationships

(1)

(2)

3)

Organizational Structure What are your organizational leadership structure and GOVERNANCE structure? What
structures and mechanisms make up your organization’s LEADERSHIP SYSTEM? What are the reporting relationships
among your GOVERNANCE board, SENIOR LEADERS, and parent organization, as appropriate?

Students, Other CUSTOMERS, and STAKEHOLDERS What are your KEY market SEGMENTS, student and other
CUSTOMER groups, and STAKEHOLDER groups, as appropriate? What are their KEY requirements and expectations
for your EDUCATIONAL PROGRAMS AND SERVICES, student and other CUSTOMER support services, and operations,
including any differences among the groups?

Suppliers, PARTNERS, and COLLABORATORS What are your KEY types of suppliers, PARTNERS, and COLLABORA-
TORS? What role do they play in producing and delivering your KEY EDUCATIONAL PROGRAMS and SERVICES and
your student and other CUSTOMER support services, and in enhancing your competitiveness? What role do they
play in contributing and implementing INNOVATIONS in your organization? What are your KEY supply-network
requirements?

2022 Copyright ® Assistant_Professor Dr.Phanasan Kohsuwan, )
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Supply network Related to the concept of , organizations’
means of producing educational programs and services and delivering them
to their students and other customers increasingly involve more than a
simple chain from supplier, to supplier, to organization. Complex
organizations

may coordinate the activities of many suppliers, and some organizations
may be a part of a complex network of organizations, each with a vital role
in production or delivery. Increasingly, these entities are

rather than linear relationships. Success depends on
recognizing and

The Criteria now use the term supply network to refer to

. There is increased emphasis on
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Business ecosystems As education organizations increasingly offer

, leaders need to lead their organizations
as part of , domestic and sometimes global systems—
called ecosystems. These may
include traditional partners and collaborators, but also competitors, organizations
outside the education sector, communities, students, and other customers.
Organizational growth may depend on the and
its ability to prepare for the future. And as competition comes from organizations
in different industries, organizations may be able to stand out from their
competitors through new and novel offerings, possibly through the ecosystem. In
an expansion of the systems perspective offered by the Criteria, the term appears
in the Core Values and Concepts section and in notes to the Criteria.
In the Criteria themselves, the addition of considerations for suppliers, partners,

collaborators, students, other customers, and competitors to some questions and
notes emphasizes the importance of thinking broadly about business ecosystems.
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P.2 Organizational Situation: What is your organization’s strategic situation?

a. Competitive Environment

(1) Competitive Position What are your relative size and growth in your education sector or the markets you serve?
How many and what types of competitors do you have?

(2) Competitiveness Changes What KEY changes, if any, are affecting your competitive situation, including changes
that create opportunities for INNOVATION and collaboration, as appropriate?

(3) Comparative Data What KEY sources of comparative and competitive data are available from within the educa-
tion sector? What KEY sources of comparative data are available from outside the education sector? What limita-
tions, if any, affect your ability to obtain or use these data?

b. Strategic Context
What are your KEY STRATEGIC CHALLENGES and ADVANTAGES?
c. PERFORMANCE Improvement System

What is your PERFORMANCE improvement system, including your PROCESSES for evaluation and improvement of KEY
organizational projects and PROCESSES?

Terms in SMALL CAPS are defined in the Clossary of Key Terms (pages 46-54).
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STRATEGIC ADVANTAGES Those market benefits that exert a decisive
influence on your organization’s likelihood of future success. These
advantages are frequently sources of current and future competitive
success relative to other providers of similar educational programs and
services. Strategic advantages generally arise from either or both of two
sources:

(1) core competencies, which focus on building and expanding on your
organization’s internal capabilities, and

(2) strategically important external resources, which your organization
shapes and leverages through key external relationships and partnerships.

When an organization realizes both sources of strategic advantage, it can

amplify its unique internal capabilities by capitalizing on complementary
capabilities in other organizations.
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STRATEGIC CHALLENGES Those pressures that exert a decisive influence on
your organization’s likelihood of future success. These challenges are
frequently driven by your organization’s anticipated collaborative
environment and/or competitive position in the future relative to other
providers of similar educational programs and services. While not
exclusively so, strategic challenges are generally externally driven. However,
in responding to externally driven strategic challenges, your organization
may face internal strategic challenges.

External strategic challenges may relate to student, other customer, or
market needs or expectations; changes in educational programs and
services; technological changes; or budgetary, financial, societal, and other
risks or needs. Internal strategic challenges may relate to capabilities or
human and other resources.
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C r I te rl a Item title and Type of information

basic question Key term in ltem point value to provide in response
Structure -. i o this ftem
Y ' ..
Item number - - - - : 3> 3.1 Customer Expectations: How do you listen to your studentg;and other customers,

and design programs and services to meet their needs? (40 pts.)

a. Listening to Students and Other CUSTOMERS

Area to e & ' (1) Current Students and Other Customers  Howego you listen to, interact with, and observe students and n.
P other CUSTOMERS to obtain actionable information? HOW de your listening methods vary for different student o

address 1 groups, other CUSTOMER groups, or market SEGMENTS? HOW do your listening methods vary across the stages of 2
m

W

e students’ and other CUSTOMERS relationships with you? HOW do o&m seek immediate and actipnable feedback
from students and other CUSTOMERS on the quality of EDUCATI L I’ROCRAMS AND SERVICES, studeht and.qther

Headings b . CUSTOMER support, and transactions? E. Overall
SummariZing & (2) Potential Students and Other Customers How do you listen to potenbal studenlsand other cusToMmers to questions
multiple e ‘P obtain actionable information? HOWega you listen to former, competitors’, and otl'lerpotenhnLCUSTOMERS to

questions O A e o’_—u—-‘_“ ‘-M

.....

Cea

‘1, Multiple
questions

— Notes
3.1. Your results on performance relativg to key program 3.1a(1). Your listening methods should include all stages
and service features should be reported in item 7.1. of your involvement with students and other customers.
3.1a(1). Your methods for listening to students and other These stages might include relationship bulldmg,.the active
customers might include social media and web-based relationship, and a follow-up strategy, as appropriate.
technologies. Listening through social media may include For additional guidance on this item, see the Education Criteria
monitoring comments on social media outlets you moderate Commentary (https://www.nist.gov/baldrige/baldrige-criteria .
and on those you do not control. -commentary-education). Link to
- Education
. Criteria
Commentary
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Anatomy of the Criteria Item
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BE Framework Realization

Basic Requirements: UaAMuANYZIY
vianeds wnAnfiduinudaguewindelunue BdPEx dakansegluanuneainiunayingite

Overall Requirements: FBN1MUALAYIIU
v UssinundAgigauesiiteniunu EdPEx Fsesursludentieglaiite wavaA1ax

Usgloawsnluunazyamiaiu

Multiple Requirements: 98N1AUARY ©)

N8 T18azdenUDIRIvelulna EJPEX %aa@iué’wmzﬁwmmiaa q aatudaanouluus
azUsziiuiinnsan uiusaanuiinanisiudunisilanmu wagldasuungianmsyssidiua
\newst EJPEx Alddluiufazaniuazaunsnnavauassatan iuang 9 ladsaiiieunu

2022 Copyright ©® Assistant Professor Dr.Phanasan Kohsuwan



2022 Copyright ® Assistant Professor Dr.Phanasan Kohsuwan



Baldrige
Core Values
2021-2022

The Role of Core Values and Concepts

The Baldrige Criteria build on
core values and concepts... *****""""x=--
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which are embedded in
systematic processes...
(Criteria categories 1-6)
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yielding
performance results.
(Criteria category 7)

From Baldrige Performance Excellence Program. 2021. 2027-2022 Baldrige Excellence Framework: Proven Leadership and
Management Practices for High Performance. Gaithersburg, MD: U.S. Department of Commerce,
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Baldrige Core Values

2019-2020

Systems perspective

Visionary leadership
Student-centered excellence
Valuing people

Organizational learning and agility
Focus on success

Managing for innovation
Management by fact

Societal contributions

10 Ethics and transparency
11. Delivering value and results

OO NOUL AW E

2021-2022

1. Systems Perspective

2. Visionary Leadership

3. Customer- (or Patient-, or Student-
) Focused Excellence

4. Valuing People

6. Organizational Learning

8. Management by Fact

9. Societal Contributions

10. Ethics and Transparency
11. Delivering Value and Results
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Agility and Resilience

Agility requires a and for
. Organizational resilience is the

, and—when disruptions
occur—to protect and enhance workforce and customer
engagement, supply-network and financial performance,
organizational productivity, and community well-being.
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Organizational Learning

Organizational learning includes both
of existing approaches and
, approaches, products, and
markets.
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Focus on Success and Innovation

Ensuring your organization’s

requires understanding the short- and longer-term factors
that affect your organization and its environment. It also
requires the

Innovation means making to improve your
products, services, programs, processes, operations, and
business model, with the purpose of for

stakeholders.
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Excellent firms don't believe in
excellence - only in constant
improvement and constant change.

— Jom Peters —




