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The Malcolm Baldrige National Quality Award (MBNQA)

e Established by Congress in 1987 : manufacturers, service businesses and

small businesses 1999 : education and healthcare

e Designed to raise awareness of quality management and recognize U.S. companies.

TQA HA EdAPEx
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Baldrige website : http://www.nist.gov/baldrige/

TQA website : https://www.tga.or.th/
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U 1987 Malcolm Baldrlge Natlonal Quality Award (MBNQA)
U 1988 Australlan Business Excellence Award (ABEA)
U 1989 European Quallty Award (EQA)

U 1994 Japan Quallty Award (JQA)

U 1995 Singapore Quality Award (SQA)

U 2002 Thailand Quality Award
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of talent
Students
Teaching staff
Researchers
Internationalization
Supportive
m regulatory m
framework
Abundant Autonomy Favorable
resources Academic freedom governance

U Leadership team v

Strategic vision
CCulture of excellence)

Source: Created by Jamil Salmi

Salmi, J. moo. The Challenge of Establishing World-Class Universities. Washington DC: The World Bank.
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W.E. Deming
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Quality System

Quality Assurance 0 Quality Development

Rule-based criteria 0 Principle-based criteria

Audit 0 Assessment
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Internal Quality Assurance (IQA) & External Quality Assurance (EQA)

External Quality Assurance
For accreditation

I/

S
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EAPEx : Education Criteria for Performance Excellence
OBE. : Outcome-based Education
AUN-QA : ASEAN University Network Quality Assurance
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Know Your Enemies

Know Yourself

Know Your Strategy
==

Know Your Friend Know How To Improve
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Quality Assurance Quality Development

Rule-based criteria Principle-based criteria

Audit Assessment
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( Societal responsibility >\ /CStudent—centered excellence)

( Management by fact ‘\C Valuing people )

( Managing for innovation >/' T ( Organizational learning and agility )
(Focus on success)
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Know Your Enemies

Know Yourself

Know Your Strategy
—

Know Your Friend Know How To Improve



U d . . .
P.1 anweusadAng Digital KM Mastercias.
1 Leaming from MU Best Pracfices

AMANYAENEAYVIRIANTARDE]S

(1) Mu1809 NAAAMUN LazUINIg
. 99ANSH WARAMIT Uazusn1s NanAnezlsUng
. ANUARYILUSIUTBUTRLRasNARSTLaTUSN1SABANNE ISR IBIANSABRLLS

e 29ANSINTNN598719LS TUNISFIANENN U LLazusnNS



v/ S : .
P.1 anweusadAng Digital KM Mastercias.
1 Leaming from MU Best Pracfices

AMANYAENEAYVIRIANTARDE]S

%4 %4

(2) AFaNAY WUSNY wazA1tey

(-9 Y ¢ 1

N ANNEULAZNUSAVDIDIANTALeUSEAA LIRSS

D

AUSTOULHANVDIDIANS PoDlS

LaziAMUAIU99819 SN UNUSAAUDIBIANS



Core Competencies: d133aULHAN

* 5039199ANTAAINTIUIYNEN

* ausInUzNANUDIBIRNTUTnANEINsATNaENS I DU Tad ARy

inlieeAnsusIaWUsAaviTeasnulnUssuluan mINaaN Y wWaIn

Y39 LUNSUSNS

o aussnugnantinazulnauaIunniguus wIaaAINsINNaNTuN

A5 91nNTADNLAYULUY LazldudNazas19mu g US U 9 ue g9

ALY

o MnUIRENTTaULNANTITUNTU D19dmaRg N TTYEIAADAIINTIINIBLTS

NayNs 130ANULALLUTIUVDIBIANTEUARAIA

* AUTIOULVAND1ILAYIVRINUANNTBATIIUMALULAE Selllonaneal

AUNARTUILAZUINIT TINBUAUBIRBAINABINITVBIGNAT LALAAIN

@ Mahidol University
Digital KM Masterclass

ccccccccccccccccccccccccccc



Mahidol University
Digital KM Masterclass



Mahidol University
Digital KM Masterclass



HU550USHAaNVBIDIANT (Core Competency) MM

ming from MU Best Practic

RFS H@USSOULUANVRIBIANS 3 USLN1S Ao

CC1 Integrated process innovation: WiNNTIUYININITNTLUIUNNT deoulesnsvihanuluuimsSensyuauniseine dhdeiu Tnedaunsgu
ananifsidosazauaignalafuduunilunsdnns wWu nszuums Room discharge Mdunisdnmssmfussninauwithuihnuazein
nsguagUnIainITunmd  wagnIguanIATskarsEUUUSENaUIANs Wiesndanuimadtheselminigly 45 wifl uenanddeinisysannis
ms3u/eendinanailunuremauImsiiu Service center dsadayaruszUUMSAUMA NsrUIUNMSIANSEDET SrEzaInTIINNTTgeEnW
fae PM sticker Tunnumiisay n1sdavinanesgunisufiiam (Sop finmadelastuiesding Wud

CC2: Biomedical Knowledge: 83A A1UIAUNSUNNGLaEIAINTTUTINITUNNE mnnsduesdnsnmeldrusummemandduin wasdfiamuga
floffu ECRI Institute antfuduthuedlan Tnsamzdumstineusulésu license uiiisadifealulssmalnevilmduduuuilunsdoud Ussgnd
danns devhenunelu wazmeuen fegiatu nsthssdnwsruuanemsuAanamsunmd  msdanisiatesdleunnddrunanssantu
msthssinunoukasvddlivnads n1sthsednw Rigid endoscope wuudnluiii nstigsinuiedosilounnduuusnlusii n1sUssgnivdnnsise
wazaudvnamaunmgulilunuauds Wy lasnaieafuenadeudte suaunsofaudundngnsevsurudsihedosiulituyananisuen
161 Due

CC3: Learning & Adaptive capability: wiinnuiianuaunsalumsSeuiuarusuindu “Change Leader” ieliiinnswaiunszuvasativayy
TssmerualuynsiusialidiasdunsliEnmesudsaivayulsmenuia msvduinasguanituasduieddiesdnsduhluduuvedisdely



-----------------------------------------------

@ Mahidol University
Digital KM Masterclass
Learning from MU Best Practices

--a—emwm om om oy

Being for Others - Cultivating Collaboration

-----------------------------------------------

COVENANTS

Workforce Engagement - Quality -
Innovation - Community - Stewardship

Vemmmmmm

CORE VALUES

Respect for Human Dignity - Compassionate Caring -
Stewardship - Quality - Justice

VISION

We are committed to being the preferred health and wellness
provider; transforming lives through faith based, compassionate care.

MISSION

Christ's healing mission of compassion empowers us to be for
others through quality and excellence.

Figure P.1-2 Mission, Vision, and Core Values
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Inpatients 7.1-1,7.1-46

Patient Safety, Service 7.2-3 through

Outpatients 7.2-11

Excellence, Quality of Care
Post Acute 7.2-10

Key Stakeholders Key Requirements

Cost, Service Excellence,
Community 7.1-46
Quality of Care

Figure P.1-6 Key Patients and Stakeholders



@ Mahidol University
Digital KM Masterclass
Learning from MU Best Practices

P1 : aNWOIZIIANT P2 : dA17N1501U9999ANS

Know Your Enemies

Know Yourself

Know Your Strategy
—

Know Your Friend Know How To Improve



o/ 6
P.1 anWiusadAng Digiia‘\AKOAkl]\(ﬁ/?cggfg\r/glrgg

AANYMEIEAYVaIRIANTARRY]S

(3) HeauaunazaAnINITIULD

1 A A a

Y 1 1 1< o v
. ey gadusaudiafiilunienis wagliilunienisy Sdnyilussiameslsths

o NRUANTMEIY QunuImeenelsfaszuua Inglnisnsasenandunwasn1saLiy
N15VBINANTUIILAZUTNITHAE N1SUSNsatuayumaliSouLazgnAINaUY N15adLESY
YAAIUANTALUNITUIITUVBIDIANS

. aeAnsiinalniiddgezlslunisdeansiuddumeu danusiuliendunienisuaslidu
Y9N3 NANFNNY a1l TehuheuazsiiiAnuinnssuveseinsed1lsasinsd

al'o U

Tafinun Nddydmsusdauniueglstng



@ Mahidol University
Digital KM Masterclass
Learning from MU Best Practices

P1 : aNWOIZIIANT P2 : dA17N1501U9999ANS

Know Your Enemies

Know Yourself

Know Your Strategy
—

Know Your Friend Know How To Improve



P.2 dN12N150102999ANS MM

¢ A -4 - < 1
ﬁﬂ'\?ﬂ'\ﬁmlﬂfﬂﬂaQ%ﬁ%aﬂaﬁﬂﬂﬁtﬂu@8'1\115

laSurgan nInaaunUN Tty AuimelasaUlniUsesudanagnsndfyias
FeUUNTUTUUTINANISAEUN1TY0989ANT  Ingnauausaluil ;

(1) a1aulunisudaty

asAnsadnanaulalunisudetu eSureuunauaznisiulnvasesdns wWailseuweusiu
93ANILUAATIN 09ANITT LAz USTINNTBIARTLTUREls
(2) nMsiasundasanuaiuisalunisudedu

N15UAsULUaNAAYTINNANIZNUADEATUNITALUSTUVDID9ANT FINDINSIUREULUAT

d451919N1d81 M5 UN1TE519UINNTSULAZ AU BRRRY S



@ Mahidol University
Digital KM Masterclass

(1) araulunisuy v

* AIUARIATN. i%‘U’]ﬁ’i‘“ﬂ‘UG\@EJmJ TsenenuiatuiivesUssnd 2 159WEIUIAUSN  ADAMTLNNEAEASA S31TNEIUIA
ﬂmvu;wwamamwwaqmmummmaa LAZAMZLNNYATEATIN. SIUBUA LﬂJ’e)L‘VIEJ‘ULQ‘W’]‘“IUﬁ’JUﬂ’]iﬂLLaﬁ\‘i’ﬁUU’ﬁquu
159NeUNanIe Healthcare facility management USEM@15LaNLad 110 VDIASUNTNEANERNT SW.SIUIBURA Hususud 1
Tumﬁwwmaaﬂmmimumif\mmﬁ HFM ‘Luﬁmu Shared service provider 19914 HFM U9Atlg TAUSASIQNIE
I’ﬁawmmamﬂmﬂmm Wiy msmmummmumu HFM wazifiudnanmuszimalvelianunsauwssduiuusenduyale
quwmﬂmm RFS A muuLwawamammawwmmaLLammuLmemamamaqmmummmaa lnedluSen  N-Health
‘vﬂmmmsﬂUBQWmmalmmamqm*Wﬂ Lﬂuﬂma‘uwmﬁm

* AMZLNVNYANRNSASINTNYIUIAAILTHUNITAIY HFM IWEJN']EJVﬁWEJ’]ﬂﬁﬂ’]EJﬂ']‘W/ﬁQLL’JWaEJlI EJﬂL’J‘L!@’]ﬂ’]ﬁﬂiﬁ?%ﬂﬁﬂ%’]'ﬁ’]%ﬂ’ﬁmﬂ
19v1n159M919USEN  Sodexo L‘Uuwmu,aLuaammmmmmamﬂ‘am‘wlmme‘wa LLauLillllL‘lJﬂﬂ‘L!‘c’Jf}Jﬂ’e]UiiJIHLﬁ’eNVI"U’]U’]ﬁUIﬂEJ
i’lﬂJﬂU%WWﬁ’WﬁJL@@ﬁﬂ@%aﬂﬂmﬁﬂﬂiﬂLLaLLﬂﬂV]’]\‘iﬂ’ﬁLLWVIEJLLauﬂ’]ﬁﬂLLaU@U’WUﬂquﬁﬁl

Aaana a 1% ¥

o ﬁ?ﬂﬂm”LLWWSﬁWﬂG\ﬁQWWaQﬂiﬂAﬂWL‘U‘L!ﬂ’ﬁl,’e]\‘iL“UULG]EJ’)ﬂUﬂ‘Uﬁiﬁ’WGU"’I ?JﬂL’]‘L!E]’Wﬂ’ﬁ UFININAG VTN PCS LﬂUNﬂLLaL‘mﬂG}ﬂ
bbNU iummﬂwaﬂamﬂﬂamﬂumuu

o FmFuUIEN N-Health Wiusn1s HFM Service TunguusemluaIaswngamny fmuediuay 7,519 Weskazdalaiinis
Uanangnsinausy



@ Mahidol University
Digital KM Masterclass

(2) n1siasunlasAuaINIsalunIsuY 99U

. m'ﬁmaauwawmﬂwmmmamaamf;mimﬁlumﬂtfuwummﬂmaqamﬂiﬂa Tl 2560  AQELNMEANERSIN.SINTUR
ﬁ]vmmsmmamuummwmmmuqumum FiovenefiufinsAnwuar s ImeIuIa fennounma JarinaynsusInig
Tuiudl 300 13 1Wuneutauislivosnnis mwuﬂmsaumLUuwuwmmﬁmwa mﬂﬂamﬂwmmawmu Immwumi‘w
USEn e1stenied 9 WJugguaniu facmty Tavia LAESIUeNBYBUUAUIINLGY Tneniudesrunvsosiasnide
NUETUNIALY  UUSINSIamsveRnuazmeSidenndaniug  nsdnsdlssausn lagazidaluiounanay 2560 19y
maonsionioadosdnluwssunsusELawTfas O e 2559 vilsmauseme & ma\mmLmaumummmmsmmaLLau
NSNBINT  ATTUIUNTITANE V]’]ﬂ’]iﬂiUIﬂiﬂﬂi’]\‘i’e)\‘lﬂﬂﬂmJL‘WEJi’eNi‘Uﬂ’]i“U‘c’J’]EJ‘Uiﬂ’ﬁl‘U‘ENﬁﬂ’]UUﬂ’]iLLWVIHfﬂﬂiuﬁ]‘UW‘U‘Vﬁ
'ﬂﬁU‘Wﬁ/‘iaﬂﬂ@ﬂ’]i‘\]ﬂ%’]Uﬂﬁ’]ﬂﬂ‘M%UﬂUﬂ’mVILW&JﬂJ’]ﬂ‘UH@H’]\‘iﬂﬂﬂLLau‘WUVI‘VI’Nﬂu waznsidonlesnsvinausening 2 waudla
fvinslnariy Lmamqisﬂm'mmswﬂamuuﬂmmw&Ja]ﬂsugumumwﬂwﬂama’Lumsmmaawumumu Facility JRERY
NS Iwmamwmmwmsaﬂsuqumummu Facility center wasWauuinnssudu Logistic Woulpeszwing 2
wandaiiieliAnusylenflunsldtuiioganunzan LLauaqmmaamMmﬂLmaqmamammmguauL'LJu Hospital
Facility Training center siald

‘uaﬂfﬂ’]ﬂU‘c’J\‘mﬂ’ﬁLﬂa‘c’J‘L!LL‘Uﬁx‘iﬂQﬁ”L‘U‘c’J‘UL'ﬁ@\‘iﬂ’]iﬁ]ﬂ"ﬁ@ﬂ’]ﬂi%‘ﬂL"UiJ\‘i’JmJ’]ﬂ"UU ﬂ'ﬁ@‘UﬂﬁNﬂ\‘I@\‘iﬂﬂﬂUﬂ’]ﬂ‘U LW@i‘ViLﬂﬂﬂ’J’]ﬂJ

Wssla vihlimnuedesdnlumsdiiiuianisanas esaniiduneuiisnnfuninas wifEulemalumsaddliBusuuuy
Tumsysanmsnseuudateiiusdlaudssasauadasi



@ Mahidol University
Digital KM Masterclass

Competitor Organization Distance in Miles

MHHCC 56% 15%

St. Vincent - Evansville 60 284 9% 7%
Deaconess Health System 60 435 10% 5%
Good Samaritan 48 172 3% 6%

Figure P.1-6 Key Patients and Stakeholders
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Quantros Quality Core Measures and Quality
Indiana Hospital Association (IHA) Quantros Indicators Quality, Market Share
Nursing, Hours per Patient Day, Patient

Quality Safety, RN Turnover, RN Education /
Certification

National Database of Nursing
Quality Indicators (NDNQI)

National Healthcare Safety Network

Quality Healthcare Acquired Infection
(NHSN)
. ) Patient Satisfaction, WF Satisfaction/
Press Ganey (PG) Quality Community, WF
Engagement
Standard & Poor’s (S&P) Stewardship Financial
Truven Health Crimson Community Market Share, Outmigration
Truven Health Systems (Action O-I) Workforce Stewardship Productivity

Figure P.2-2 Sources of Comparative Data
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Strategic Advantages

« Mission driven organization and faith-based culture

« Caring, high quality WF

+ Quality and safety outcomes

« Strong balance sheet

« Regional presence in cardiology, primary care, obstetrics,
« stroke and trauma services

« Community support

Strategic Challenges

« Recruiting and retaining WF

« Third party payer aggression

« Financial clarity

« Regional competition

« Access to primary care and specialty services
« Lack of integrated computer system

« Inconsistent patient experience performance

Figure P. 2-3 Strategic Advantages and Challenges
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. JdenFAunazA1uegy (Direction)
9. N1589815 (Communicate)

A. NUSHAILAZNANITANLUIIUVDIDIANST (Execute)
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A goal without a plan is just a wish

A goal without action is just a dream
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Strategic objective (SO)

Is a BUSSINESS NEEDS that can be defined in quantifiable and measurable

terms. They need to be phrased in a way that answers two simple questions :

How much ? By when?



A19819N15WEU SO

« Time: Decrease the time required to produce a product or provide a service i.e.

reduce the time an E.R. patient spends waiting to see a physician.
« Money: Decrease the cost of producing a product or service, or increase the revenue.
« Percentages: Decrease or increase the rate of a process, activity, or desired outcome.

« Numerical Counts: Decrease or increase the physical count of something.
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Uncertainty = Risk
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« Strategic risk = Uncertainties that affect or are created by an organization’s
business strategy and strategic objectives.
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Who your potential customers are. What are their ages, genders, anmtﬂu‘l% (Who)

Who education levels, occupations, etc.? 1ﬂ5ua'mﬂu1um'mﬂau1ﬁwa (Who)
2 .. . , . P
What What rouses them? What are their interests/hobbies/needs? Qnmﬂaamwaaz‘lﬁ (What)

What products/services/features do they buy?

When they most likely buy your products or services. .
When |(Seasonally, on a subscription-based pattern, when something |anf%aaus Ailals (When)
breaks or when they have a spontaneous desire).

anﬂwaw‘lwu (Where)
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Wh Where they are located? Where do they live/work?
ere (Size, population, climate of the area)

Why  [Why they purchase from you (not your competitor)? vinlugnAneda (Why)

How How do they behave/ act? (Lifestyles or purchasing habits) Qﬂm%aam\ﬂi (HOW)
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“What gets measured, gets managed.”

Peter Drucker
(c) Digital Vision / Thinkstock
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No Systematic The beginning of An effective, An effective, An effective, systematic  An effective,
Approach to item  a systematic systematic systematic approach, approach, responsive to systematic
requirements is approach to the  approach, responsive to the the multiple requirements approach, fully
evident; basic responsive to the overall requirements  of the item, is evident. responsive to the
Approach information is requirements of  basic of the item, is evident. multiple

anecdotal. the item is requirements of requirements of the

evident. the item, is item, is evident.

evident.
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requirements is approach to the  approach, responsive to the the multiple requirements approach, fully

evident; basic responsive to the overall requirements  of the item, is evident. responsive to the

Approach information is requirements of  basic of the item, is evident. multiple

anecdotal. the item is requirements of requirements of the

evident. the item, is item, is evident.
evident.
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Valuing Workforce/Partners

Org. / Personal Learning

UAAINS
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Strategic
Leadership

Execution
Excellence

Organisational
Learning

Visionary Leadership
Focus on the Future
Societal Responsibility
Systems Perspective

Student-Centred Excellence

Results Focus/Creating Value
Agility

Management by Fact

Managing for Innovation
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(Scoring Guidelines for Approach)

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

0% -5%

The beginning of a SYSTEMATIC APPROACH to the

0f - 0
10%-25% 1 BASIC REQUIREMENTS of the Item is evident. (A)

An EFFECTIVE, SYSTEMATIC APPROACH, responsive to the

0f - 0
30%-45% | BASIC REQUIREMENTS of the Item, is evident. (A)

An EFFECTIVE, SYSTEMATIC APPROACH, responsive to the

0f - 0,
S0%-65% | GVERALL REQUIREMENTS of the Item, is evident. (A)

An EFFECTIVE, SYSTEMATIC APPROACH, responsive to the

0f - 0
70%-85% 1 \ULTIPLE REQUIREMENTS of the Item, is evident. (A)

An EFFECTIVE, SYSTEMATIC APPROACH, fully responsive to the

0/ - 0,
90%-100% | \iULTIPLE REQUIREMENTS of the Item, is evident. (A)
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0% - 45% BASIC REQUIREMENTS = CBASIC REQUIREMENTS)

50% - 65% OVERALL REQUIREMENTS

CBASIC REQUIREMENTS) + OVERALL REQUIREMENTS

+ OVERALL REQUIREMENTS

70% - 100% MULTIPLE REQUIREMENTS = CBASIC REQUIREMENTS)

+ MULTIPLE REQUIREMENTS
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@ uraINFInL (New WORKFORCE Members)
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1ARING
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mﬂ'mﬁ%ﬁmaaEl"]q‘lﬁun'ma%‘ﬂqamwmeé’amﬁlﬁamgﬂﬁq ARINTVINTURE N9
Uszadnsua.

U. ‘.Ll'i“j‘ﬁl’m’]ﬂﬂ’]‘iﬁ']\i’]ﬂﬂ]ﬂ\‘]‘].qlﬂﬂ’]ﬂﬁ‘ (WORKFORCE Climate)

(1) ANTNUIARANURINIFHINIU (Workplace Environment) | :Ei51e Hel= el

mﬁnﬁ‘ﬁﬁLﬁumsaﬁhdﬂﬁaﬁ%wmmﬁu"lﬁﬁﬁuqmmw AVAANIN LazAUdzAINIUNIg
DA 0T UNYINULRILARINS.
uAaIng

@) ulaune wazansdselaaidsuunaing (WORKFORCE Benefits and Policies)
1paIng

8 -V} [V L= = a a '8 1
mﬂns‘auuaquuﬂmm‘lﬁmﬂ@ﬂ%umimm? ansdszlaal wazulgunaasngls.

Basic [ Overall




@ Mahidol University
Digital KM Masterclass
Learning from MU Best Practices

5.1 anwuondauvavynains (WORKFORCE Environment) (45 Azuuu)
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ltem Linkages

nsadeannuIndauiannudsa 5.1 anWIIAAOLYBOUAAINS
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5.2 ADWWnWuyavynans (Workforce Engagement) (55 A:zluu)

avrinsiiasmsadinlslunisasonouwnuiuiuynains
wissnuynanslua:iwanisAnbunisna.
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-8 = | 1 o [V dl o Qs dl ] 1 [V ax
29AN3138N190819 15 1UN3 N UATIAF BN AN AN A AR AL HNRUARILAAINS. 15N19
ﬁmumﬂ@o%’ﬂﬁum%auméﬂﬁumﬂﬁmﬁ’uaﬂ'wi’imumjmLLazﬂizmmmu ARAINS.

2) msﬂmﬁummgnﬁ’u (Assessment of ENGAGEMENT)
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What is Engagement ?

Speak positively about the organization to co-workers,
potential employees and customers.

Engagement @

Exert extra effort & are dedicated to doing the very best job

Have an intense desire to be a member of the organization.

possible to contribute to the organization's business success.
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The Three Types

of Employees

ENGAGED employees work with passion
and feel a profound connection to their
company. They drive innovation and move
the organization forward.

NOT-ENGAGED employees are essentially

"checked out." They're sleepwalking through
their workday, putting time -- but not energy

or passion -- into their work.

ACTIVELY DISENGAGED employees
aren't just unhappy at work; they're busy
acting out their unhappiness. Every day,
these workers undermine what their
engaged coworkers accomplish.

@ Mahidol University
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Gallup's most recent global research finds only
13% of employees worldwide are engaged at work.

Just 33% of employed residents in the United
States are engaged at work.

State of the American Workplace report
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There are two primary factors that drive employee engagement.

Engagement with The Organization ) ﬁa

L\

Engagement with "My Manager

The two Organization factors deal with how employees The two Manager factors look at whether managers
relate to and connect with the organization. display the essential skills and behaviors needed to be
effective.
Culture of 1 ( Motivating

Engagement

Does your organization have a

culture that motivates,
empowers, challenges, and
respects employees?

Strategic
Alignment

Do employees understand
where the organization is
headed and how they
contribute to the
organization's success?

and Relating

Do managers motivate their
employees to give their best?
Are managers building strong
relationships and developing
a cohesive team?

High

Performance
Managing

Execution

Are managers clearly
defining expectations,
holding employees
accountable and focused
J L on delivering results?

ALY
11
Barriers to Growth

What other things could impede
your organization's ability to grow
and/or execute its strategy?
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NS:U2UNIS
5.2 AWNWuUyavynans (Workforce Engagement) (55 A:luu)

avrinsiiddnsagnlslunisasionouwniuivynains
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9. FUFTTUBIANT (Organizational Culture)
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Culture Change

defining

culture
shifts

required

diagnosing identifying
current desired
culture behaviours

Culture Change

aligning developing
systems and programs to

processes to engage people
culture Culture in behavioural

Change change

senior
management
role-modelling
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* "Pay your people well and fairly, and do your best
to help them to forget about money."

Alfie Kohn expressed it rather succinctly in the Harvard Business Review (Nov/Dec 1993)..
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* For innovative team working, eight of the nine
tasks we examined across the three experiments,
higher incentives led to worse performance."

A 2005 MIT study (D. Ariely, U. Gneezy, G. Lowenstein, & N. Mazar, Federa; Reserve Bank of Boston Working Paper
No. 05-11, July 2005.)
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"We find that financial incentives can result in a
negative impact on overall performance.”

London School of Economics Study by Dr. Brend Irlenbusch reports
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Source of motivation

* Autonomy:
* Mastery:
* Purpose:

A 2005 MIT study (D. Ariely, U. Gneezy, G. Lowenstein, & N. Mazar, Federa; Reserve Bank of Boston Working Paper
No. 05-11, July 2005.)

R — R
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Cascading KPI Structure

© © © © o

Lo I |

@ @ @ @ o)

R
e o0 & 66 690 Div. = 60-70% FG

l Dept. = 60-70% Div.
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Personal Development Appraisal

70%—
- PDA

30%

UNIA 5

TAUFITHRIANT / N19I9ANTHANTTU[FM / n3vIun /
ANANINTN / AN

lng AN¥Ag AWy

%4

HInn1saqle dhetlnsiaey Tasenislisuans
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Special Payment KM ioserclos

All FGs 50% 25% 25%

Budget allocation

Special Payment to individual (Rank by weighted score)
Dept aa Highest
Dept bb score
FG 100% Div cc
FG dd

Dept ee

FG50%  Div50%

FG 50% Div25%  Dept 25% Dep.t XX

FG M
. yy Lowest score
Div zz

lng AN¥Ag AWy

%4

HInn1saqle dhetlnsiaey Tasenislisuans
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A. ma‘%’mmiNamiﬂﬁiﬁmuua:miﬁmm (PERFORMANCE Management and Development)

2) NIWAUINANITLNTAU (PERFORMANCE Development)
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Fixed Mindset

Fixed Mindset (nszuausiatngnils) visarnulia Tunsaissd ildaumn
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Growth Mindset

Growth Mindset (NSZUUNALUNMUI) KIDAMUYD LU WSLEA29 N IRANLSI

1ANDANY UULWEIEN visIURNEL Auee wazisausnagnsinluns
ANUUNITHIRA9)
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Growth Mindset
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Growth Mindset
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A. NMFIANTNANTLNTANULATNNSIAIL (PERFORMANCE Management and Development)

(3) UsrANENaURINTTITEUTUATNIIWAILN (LEARNING and Development EFFECTIVENESS)
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5.2 AWWNWuyavunains (Workforce Engagement) (55 A:llUu)
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A. NMFIANTHANTLNTRNULATNTIAILN (PERFORMANCE Management and Development)

(@) NNIRAUIMTNNNTTIU (Career Development)
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ltem Linkages

NSTLIUNSTATINAENS
21 JnnisrasAianasnandAy

ANEUIALTILADILAAINT 5.1 anWIIAADUYDVLUAAINS
, —V

N, AAAMUAILIIOLAZARIINAILARING
v [ = o &
1.1a1 NI1TATNANTMNULIA[AULNDAIUAILTA
@ AnudNEluau

maﬁams (Communication)
4. UFTENIANITNINIULRNLAAINSG

weuliiRnIsuazNITaNENangdn1 iR . ) 6.1 ns: .
2.2n ) fiaNanEAuung (1 ANTINLIAARLUDINITNINU 1 AstudunIsnIviu

a a o a 6.1,6.2
@ ulaung wazanslszlamidniuumainsg 6.2 Us:an5wavevnisufufns
4.1n2 [RGHGIOSBIGAINT

(1) ARAMUANUITORAZARFINIA
2 uPangivd
UARINTINY

(3) N1FIANIINTlasunlasauLAaInNg 3.1,3.2

3.1 1dgoyangnAn
3.2 AWWNUWUYBVLENAT

71,72,7.4,7.5




Learning from MU Best Practices

SA.UN.UAYY UNWUUAINSHLAA

ANZLNNYAENSAIIITNYIUE UMINY1F8URAE







Criteria for Performance Excellence
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VUCA

Uncertainty Ambiguity
Aaaliniuay AINUARNLATD

The New
Normal

Volatility Complexity
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Basic Requirement ---------- >

N. NN9RANLUL AN UTILAZNTZUIUNIG (Product and PROCESS Design)

(M) NMFIAYINTaNTMUALRINAANUTILAZNTZLIUNTSYINNTU (Determination of Product ™
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N and PROCESS Requirements)

v
(2) m“mumamqquwmﬂm (KEY WORK PROCESSES)
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— A. Function of gastrointestinal organs

Mouth:
taste,
chewing,
formation of

food bolus
Esophagus:

Saliva:
lubrication,
rinsing,
digestion
transport
N\
Liver:
bile (excretion, Proximal stomach:
lipid digestion), \ storage
metabolism,

detoxification

Passage time
(from time
of food intake)

Distal stomach:
processing,
digestion,
portioning

Gallbladder:
bile storage

Pancreas (exokrine):

digestive enzymes, . o

HCO5™ as H" buffer Small :jr:;zsszgﬁ
absorption

Cecum:
storage

Colon:
absorption

Rectum:
storage,
excretion

(After Kahle, Leonhardt & Platzer)




— A. Deglutition
4 N N\ N\ N
7
A > <A<
- - s
\1 \ 4 \5
(After Rushmer & Hendron)
— B. Esophageal motility — C. Vomiting
< o— Swallowi A
Pharynx o= watoning A p— ¥y v Stretching
Upper 20 C Medications, Cerebral
sphincter ( tggli ?]s, pressure
1 irradi . Rotational
Pregnanc irradiation
Striated muscles —— 0 P NAa 9 y movemen
Migration of
/ 40 A e?istaltic wave Causes
Smooth muscles Esophageal o, P \
lumen 5 E
Vagus nerve  Stimulation EO AN \NA~N Vomiting center
by cholinergic with chemoreceptor
fibers: Sphincter opening trigger zone
shortening = Fixed respiration
' _ inhib T § N / |
nhibition sphincter S .
_ by VIP and p P 4 Heralded by: ¢¢ ¢¢ bdorminal
NOfibers: | __/ Stomach / 8 Nausea Salivation4  Retching % Abdomina
~_ opening |=L]] S o === < Dilated pupils ~ Outbreak of sweat  Paleness /pressure
+ - NANNNNCNANNNNNRespiration AN W }KK —
Neuronal control of sphincter | | | AN 5 " uodena
I?nuscles 0 10 20 30s Vomiting contraction




Sourcing and o e Customer

-~ 4 . .
rocurement ~ -~ relationshi
A -
systems N - - - management
N e systems

Suppliers’ . - et
PP Suppliers Firm Distributors Customers

Suppliers

Industry Value Chain

Porter M.E.



Work Systems & Key Processes

Work System & Ke¥ Process — Focus on “Each Patient First”
Fig. 6.1-1: HFHS Work S 'stems and Ke'" Processes

Our Work Is Designed to Serve Each Patient First

Work Systems Key Work Processes Work System/
Continuum of Care BTl PTETeE
_ Requirements
Inpatient
Outpatient
Emergency Dept.

Community Care . . "
Services y Patient Education, Transition and

Care Coordination Determined
cE igeln

Other Components of System Integ Stakeholder

Access to Services
Assessment, Planning and Care

Health Plan (HAP) .Member Health Status Improvement Requirements

(P.1-7),

Research & Publication of Research, ;
. Acquisition of Funding Refined
Through

Education
Business & Support

Voice of
Customer
(3.1a)

“Each patient and customer is the center of our universe, the
in our home, the reason we are here.”




Structure

Work System

Work Process
‘ Process Steps




1. Work System
Sub System

2. Work Process

Sub Process

3. Process Step

Activity / Task



Sub process level 1

Sub process level 2

Sub process level 3
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6.1 NS:uduN1SH1VU (Work Processes):
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6.1 ns:uaunN1sn1vU (Work Processes):
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N. NTANULILINAAAUYILAYNIZLIUNIS (Product and PROCESS Design)

(1) NMFTAYINYarIVUATRINE AT U LALNTSLIUNITYINNIU (Determination of Product
and PROCESS Requirements)
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Alamo Colleges District

2018 Malcolm Baldrige National Quality Award

Conceptual
Design

Process
Standardize Design
Model

Figure 6.1-1 Process Design Model



Alamo Colleges District

Work Systems & Key Processes

Key
Requirements

2018 Malcolm Baldrige National Quality Award

Example In-Process KPIs

Example Outcome KPIs

Student Intake

Recruiting and Admissions

Testing and Placement

Financial Aid

New Student Orientation
Student Learning
Teaching

Tutoring

Curriculum Development/Review

New Program Development

Program Review*
Student Success & Completion

Degree/Certificate Completion

Transfer

Student Support
Advising

Disability Support

Veteran's Affairs

Student Engagement

Counseling

Operational Support Systems
Information Technology

Human Resource Management

Supplier Management

Facilities Management

Safety & Emergency Prep

Access to Services
Accuracy
Timeliness
Financial Support
Compliance

Quality Instruction
Learning

Access to Faculty
Engagement
Program
Relevance

Accuracy
Timeliness

Access
Consistency
Timeliness
Engagement
Support

Ease of Use
Access

Accuracy
Timeliness
Safety & Security

College Connection Visits; Recruitment Events; STU 194
Application Counts/Completion

Refresher Course Enrollment; TSI Exam Appointments

FAFSA completion; # Students Needing Verification Forms

Registration ready students at NSO

Student Evaluation of Teaching

% Students Attending Tutoring

Process Milestone Completion

Milestone Review Outcomes

Process Milestone Completion

Weekly Graduation WIG Report; Graduation Lead Measures;
30 and 45 Hour Touchpoints

30 Hour Intent; 30 and 45 Hour Touchpoints; Student Assists
w/Transfer Application

Advising scorecard; Contact Rate; Wait Times; 15, 30, 45 Hour
Touch Points; ISP Assignment

Ltrs of Accommodation; Contact Rate; Wait Times

Certifications Completed; Contact Rate and Wait Times

# Students Involved in Clubs/Orgs

# of Student Sessions

Help Desk Effectiveness

Days to Fill Positions

Procurement Purchase Cycle Time

Work Order Turnaround Time

Emergency Prep Drill Results

Figure 6.1-3 Work Systems, Key Processes, Key Requirements, KPls

Enrollment

FA Award and Processing
Time

Compliance

NSO Attendance

Student Satisfaction

Course Completion Rates
Productive Grade Rates
High Risk Course Rate
Student Satisfaction
Program Effectiveness

Graduation WIG
Graduation Rate
Employment Rate
Transfer Rate

Persistence

Advising Ratio

# Certified Advisors
Student Satisfaction
Report on Disability Svcs
VA Report

Engagement Indicators

Customer Satisfaction
Supply Cost Savings
Work Order Completion
Injury Rates

Emergency Drill Results

*Program Review applies to Support Services and Systems as well as Academic Programs



6.1 NS:uduN1sn1vVU (Work Processes):

2. N199AN1TUATN19L5UTINIZLIUNNG (PROCESS Management and Improvement)

(1 N191NgzuuNg IR (PROCESS Implementation)
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6.1 NS:uduN1sn1vVU (Work Processes):

(2) NITUIUNTAULIAUL (Support PROCESSES)
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6.1 NnS:uaun1sn1vU (Work Processes):
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Figure 6.1-4 FOCUS PDCA Model

Step Action

F Find a problem before the problem finds you.

Organize a team of experts and process users.

Current process must be clarified and understood. Do not jump ahead to a solution prematurely.
Understand the root cause of the problem. Why is there variation? Use the "five whys".

Select the root cause that underlies all or most of the other root causes.

Plan how to execute the solution. Determine KPIs.

Do the plan step-by-step

Check the measures to determine progress and success.
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Act on the data. Determine cycles of improvement.

Fiqure 6.1-5 FOCUS PDCA Application




Figure 6.1-2 Work Process Improvement DMAIC
Overview

Phase | ADLI Alignment ‘PrimaryActivities

» Define what Process or Organization
Requirement is Being Improved

» Form the LSS Team

Define Integration » How is this process integrated to
support our key organization goals?

« If improvement is in response to an
OFI, what is the OFI?

« List or illustrate the Steps of the
Measure Approach Process
» Examine the data measures

* Lean — Eliminate waste in the process
 Identify Root Causes

Analyze Approach * VOC Analysis

« Impact on Operational Plan KPMs

» Generate Solutions

 List or illustrate steps of improved
Process

Improve Learning » Improvements may need to be
presented to SLT

 Innovation Occurs Here

« Action Plan for Implementation
o Who, When, How?
» How do we know the new process or
solutions are effective?
» What are the strategies for sustaining
improvements?

Control Deployment
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Figure 6.1-3 Innovation Management System
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Ensure Operation Effectives
Balance the need for cost control with the needs of customers

Determine Cost Structure and Cost Loss Initiate Cost Saving Project

BU
initiative
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Detect

Asset Management

Business Environment

Governance

Risk Assessment

Risk Management Strategy

Supply Chain Management

What processes and

as sets need protection?

Access Control

Awareness and Training

Data Security

Info Protection Process & Procedure

Maintenance

Protective Technology

What safeguards
countermeasures are
available?

Anomalies and Events

Security Continuous Monitoring

Detection Processies

What techniques can
identify cybersecurity
incidents?

Response Planning

Communications

Analysis

Mitigation

Improvements

What activities can
contain impacts of
incidents?

Recovery Planning

Improvements

Communications

What activities are
required to restore
capabilities?
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Emergency
Communication

Safe Campus Public
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Student
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Figure 6.2-3 Safe Campus Initiative
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Business Continuity Mgmt Program
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