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WHAT IS QUALITY?

Based on customer’s perceptions of a product/service’s

design and how well the desigh matches the original

specifications.

The ability of a product/service to satisfy stated or implied

needs.

Achieved by conforming to established requirements within

an organization.
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Deming Cycle

Plan: create a time line, including all resources, activities,

dates, and personnel training.
Do: implement the plan and collect data.
Check: analyze the results of the plan.

Act: act on what was learned and determine the next steps.
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H Customers (85 pts.)

The CUSTOMERS category asks HOW your organization engages its students and other CUSTOMERS for long-term market
success, including HOW your organization listens to the VOICE OF THE CUSTOMER, builds relationships with students and other
CUSTOMERS, and uses student and other CUSTOMER information to improve and to identify opportunities for INNOVATION.

3.1 Voice of the Customer: How do you obtain information
from your students and other customers? (40 pts.)

In your response, include answers to the following questions:

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 you use social media and web-based technologies
to listen to students and other CUSTOMERS, as appropriate? 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?

$§3100Ud

(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, potential, and competitors’students and other
CUSTOMERS to obtain feedback on your EDUCATIONAL PROGRAMS AND SERVICES, student and other CUSTOMER sup-
port, and transactions, as appropriate?
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iteri o : * HOW do you listen to, interact . .
Criteria How do you obtain information with, andyobserve e e a. Listening to Students and Other
from your students and other and other CUSTOMERS to CUSTOMERS
3 obtain actionable
customers: information? (1) Current Students and Other

* HOW do you listen to
potential students and other

g(l:JtiSc-)rr?al\l:/)llEeRiiFgr?ngtg:)nn? (2) Potential Students and Other

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

?
and ENGAGEMENT? CUSTOMER Satisfaction and ENGAGEMENT
« HOW do you obtain

information on your students’ : : : : :

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

organization relative to other

organizations? (2) Satisfaction Relative to Competitors

CUSTOMERS
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2015-2016 Education Criteria for Performance Excellence:

—

Changes

from the 2013-2014 Criteria




Overview Diagram

* An “interlocking structure” now reflects the
interconnected nature of the whole system.

* The Organizational Profile is now the
background that touches every aspect of
your performance system.

* The highlighting of the key role of
integration emphasizes that no single piece
of the system can operate independently.

* The overview diagram now includes the key
role of the core values and concepts as the

basis of your leadership and performance
management system.

Organizational Profile:
Environment, Relationships, and Strategic Situation

5
/ / Strateguc Workforce \
Plannmg Focus
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Leadership Results
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Measurement, Analysis, and Knowledge Management

om Baldrige Performance Excellence Program, 2013, 2013-2014 Education Criteria for F

Excellence (Gaithersburg, MD: U.S.
rige/publications/education_criteria.cfm).
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Organizational Profile

\ /

ustomers

4

Measurement, Analysis, and Knowledge Management

From Baldrige Performance Excellence Program. 2015. 2015-2016 Baldrige Excellence Framework: A Systems Approach to
Improving Your Organization’s Performance (Education). Gaithersburg, MD: U.S. Department of Commerce,
National Institute of Standards and Technology. http://www.nist.gov/baldrige.



Core Values and Concepts

*The core values have been revised and
reordered to reflect their relevance to guiding
current leadership and performance practice.

*First and foremost, Baldrige provides a systems
perspective that requires visionary leadership—
now the first two core values.

*The next seven core values are the hows of an
effective system.

*The final two core values, ethics and

transparency and delivering value and results,
are the outcome of using Baldrige as a guide.

e Systems perspective

¢ Student-centered excellence

¢ Valuing people

¢ Organizational learning and agility

® Focus on success

e Managing for innovation

e Management by fact

¢ Societal responsibility

¢ Ethics and transparency
¢ Delivering value and results




3 key themes evolved for Criteria revisions in
2015-2016

* change management
* big data
* climate change

.
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Delivering value and results Systems perspective

Ethics and transparency Visionary leadership
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Managing for innovation
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No company can succeed without energized, engaged and enabled employees
who believe the mission and vision and understand how to achieve them.
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