Process and Performance
Management - Strategic
Overview

“No matter how carefully you plan your goals they will never be more than pipe
dreams unless you pursue them with gusto.”
W. Clement Stone




APQC: American Productivity & Quality Center

» Houston, Texas; Non-profit 501(c)(3)
» Founded 1977 —
m Education Group created 11 years ago
» Total Staff: 80; Education Group: 14
| » Business Sectors:
m Healthcare, Financial, Government, Military, Manufacturing, etc.
> 54 nations and 6 continents
| »  Education Sector:
| m  Over 250 school districts K12
m State Departments and ESCs/County offices
>» APQC Education Advisory Council (25)
» Mission: Improve productivity and quality —
Transform education

> www.apgceducation.org

Dr. Jack Grayson
Founder, CEQAPQC
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Objectives -

Process Performance

Management

Process

Improvement

» Introduce “what” Process and Performance
Management is, and “why” it is important

» Provide an overview of the structure of PPM

> ldentify actions needed to create the
structure and governance systems

» Discuss high level process identification

\ 4

Project selection
» Case Studies
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Process and Performance Management

Process
Management

Performance
Management

Process

PPM works with any Improvement
organization —
Regardless of type, size or

geography.



PATHWAY 1 PATHWAY 2

o —e—
IMPROVEMENT = ACCOUNTABILITY

LINK ——

PROCESSES = OUTCOMES

MEASURES MEASURES

o CuUSTOMERS/STAKEHOLDERS
Efficiency Customer S ctudents L echool Board Test Scores — Low

Cost Satisfaction — Parents State and Graduation Rates  Performing
Cycle Time Waste ~ Faculty Foderal Achievement Gap  Schools
Value Added Speed - Adminstrators - Community - AYP - Attendance
- Quality Capacity - Employers Taxpayers - Teacher Quality - Standards
— Data Systems

SULTS

APLIC,
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What is Process
| Management?

EDUCATION



Process Management.

Process Management creates a holistic
approach which helps organizations create a
structure that increases the ability to address
efficiencies and effectiveness in a Cross
functional, process focused approado obtain
higher levels of performance.




Everything you do is a process!

2.1.1.1 Turn off alarm clock 2.2.1.8 Start Breakfast
/‘)
2.1.1.2 Pet Dog @ 2.2.1.9 Wake up 2" daughter
2.1.1.3 Start coffee J 2.2.1.10 Pack 2 lunches N
Y

2.1.1.4 Get the newspaper 2.2.1.11 Wake up husband

2.1.1.5 Go to restroom 2.2.1.12 Serve breakfast

2.1.1.6 Check e-mail 2.2.1.13 Get dressed for work

v VY Y Y VY VY VY
vV VY Y VY VY VY VY

2.1.1.7 Wake up 1t 2.2.1.14 Get in car; drive to
daughter work o

&
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Definition of a process

A P I Q Cis&sefes &f steps whereby one

thing (an input) is turned into something
else (an output), with the intention of creating value
for the customer.

Everything we do all day Is a process!

EDUCATION



Things to think

How many of your key
processes are currently
documented?

How do you currently use
your process documentation?

EDUCATION



Process Management

Leadership _
Council ’7 “ Strategies &
Vision
_ Voice Of the Customer
High Level Process (VOC)
Develop, Design & KPI Develop &
Deliver, & Manage Manage < N
Assess Operations Human
Curriculum Resources
£
. \
Gap Analysis: /

Difference between where we need to be based on
strategies and/or customers’ needs and current

performance
»ldentify & Prioritize Issues & Approaches PrOJec Workout
»Set up projects or events Team > event

»Provide resources & support

APLIC,
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PPM Governance

What is Governance?

Process Management is a structured approach
used to understand and monitor the
organization from a leadership perspective.

In order to accomplish the work of building and
maintaining that structure over time, various
activities must be accomplished.

The systemfor making process
management work is referred to as
“governance”.

Governance actions may be guided by goals,
policies and procedures, laws, etc.

© 2009 APQC. ALL RIGHTS RESERVED. 12

EDUCATION



What’'s the LI nk
Baldrige?

Leadership
Council

T~ (voc)

Baldrige is “what you need”....

Organizational Profile: e
Environment, Relationships, and Strategic Situation /
[ . L
. R | Gap Analysis
2 5 I \ | Difference between where we need to be based on \

/ Strategic Workforce \ strategies and/or customers’ needs and current
/ { g \
> Planaing Focus l\ ,/ performance \

7 / 7 \
Leld:t!hlp [ (::> ] Results | ~Identify & Prioritize Issues & Approaches |\
| »Set up projects or events \
N 3 6 | »Provide resources & support \
1‘ * | Customer Operations e ] \
\ Focus Focus |
,I

\ g /

| s, s Koo g | PPM is “how you get there”!

APLIC,

EDUCATION
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All Processes Lead to Student Achievement

Transportation
Attendance Tracking

=» Student Has to Be in School

Professional Development <
Hiring and Succession Planning
Evaluations and Assessments

Utilizing Substitutes

Qualified Teacher in Class

Design Curriculum » Aligned Curriculum

Curriculum Implementation

Text Book Selection and Ordering -

(1]

" « orMore

Course Design 2 ==> Instruction Srudent Achievement

Technology o s

Professional Development Whhisssedl ey

. . North

Physical Education L2~ Nourished-Mind, Body, Spirit <= SRS v TN

Playground Design - R

Food Services P T

Counseling Services ~ [Desirep OuTtcome]

Library and Research Practices
Nurse—Health Services

Purchasing
Finance
Budgeting

Safety and Security Practices

Maintain Equipment and Grounds

Administrative Activities —— -

Building or Renovating Schools Building and Environment

[PrOCESSES TO CREATE AND SUSTAIN]
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Performance Management
It’s More Than Employee Performance!

By department |

By team or
individual

—

By system ' By program or
J project
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Performance—1t ' s No't

Y = (X, X, Xo...)

Outputs < Inputs

Outcomes < Process activities

On |

EDUCATION



Types of Measures

Leading Indicators Lagging Indicators

\ / \

! f

/

INPUT PROCESS OUTPUT OUTCOMES
v' Measures the v" Measures the v" Measures the v" Measures the result
quality of the quality of the quality of the of the entire
inputs coming work activities final product or process with
into the process (cycle time, service from a benefits or losses
defects, rework, process (cycle  Costs
v" Are measured delays, etc.) time, defects, * AYP
against the Yield, etc.) « Student
“requirements” v" Can help Achievement
of the process ascertain v' Can help * ROI
process and ascertain » Wastes or losses
employee performance
performance against v' Gives customer
customer perspective of
requirements results
and * Timeliness
organizational » Responsiveness
goals  Satisfaction
© 2009 APQC. ALL RIGHTS RESERVED. 17 %

Cnn_"”“lc”"”"



Scorecards

» More strategically focused

» Not just operational in focus — looks at “big picture”

» Captures performance against customer requirements
» Captures innovation and human capital metrics

Customers

Processes
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Making Scorecards Work for Education

Organized around accomplishing the Mission, Vision and Values of the
District, what are the key contributing areas and processes to measure and
monitor.

Students,
Parents and
Community

Instructional and
Administrative
Processes

Staff Learning

and Growth
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Dashboards

» Generally department or functionally focused
» Should capture Input, Process and Output measures

» Use data display (charts and graphs) to demonstrate trends and
changes over time

» Post dashboards in common areas

Select only key metrics
that tell you the most
Important aspects
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Project Selection

Methods for Process Improvement

“If you are patient...and wait long enough...Nothing will happen!”
Garfield The Cat




Process Management

Leadership
Council n Strategies &
” Vision
High Level Process Voice Of the Customer (VOC)

Develop, KPI Design & KPI Develop &

Neliver, & Manage Manage < <—

Ass 2ss Operations Human

Curricilum Resources

\ / Control Plan I
q = . N
All ideas go 3ap Analysis:

difference between where we need to be based 01
strategies and/or customers’ needs and current
performance

through here

Solutions

L

/
»ldentify & Prioritize Issues & Approaches pm,-ect Workout
/ »Set up projects or events > Team - event

»Provide resources & support v Q

APLIC,
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What is a Project?

How would you define a project?
Why does it matter?

Ad LINP 8 &fhédés any set of activities outside
of anyone’s “day job”, that are initiated to solve a
problem or opportunity in the organization.

Projects have a specified start and stop
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Thinking aboutyouo r gani z a

How do you
currently identify
potential projects?
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Project Selection

» One of the most difficult things to do well
in Process Management is project
selection.

» The second is appropriate scoping of a

project.
®

| f t hese a+thepioectsdaauld fail. we |




Start with all data and
information...
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Key issues

Specific
problem
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Project Ideas Could Results From:

> Process Management system for gap analysis
» Data on organizational performance
m Current status vs. goal or target

» An outcome of other projects
m Root cause analysis
m Out of scope items for current teams

» Complaints (customers or employees)
» Information gained from mapping processes

» Major shifts in regulations, technology or
standards
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Case Studies




Aldine ISD -
Transportation Process Improvement

Driver reports to "0.0.T. Specialists™
for route training and evaluation.
(DOT. must meet
-TX stale diving guideling 35 well a5 Algine defined

Ines

quigel
-Road type defined operatonal defnifons oy
Aldne [50) standards
“Pieamer condifon fypes 35 0elnad by Aldne 150
-Trafic congltians found In Akding IS0

“D.OT.
No Specialists”
W
Driver continues training

with Aldine 15D
Yes “supervisory” frainers on

assigned routes.

|

Drriver is trained by AISD
Academy on evacuation
. - and erisis intervention,
No D'm" =r "E.'::d GPR, NCI

(Al Aldine personnel are

Project results: e
*Savings of over $104k in one year ,

. . es Driver trained by
s At-fault accidents cut in half s

I

Driver receives in-class

*Decrease in lost instructional hours
for students

o :;:::JZT:: trainimg (20 hours)
based on data and
based o

suppered by Drive
traimin; g Cam report conducted
by Drive Cam Inc.
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Clark County Public Schools -
School Improvement Process Redesign

r\*éS‘*'u("lLrv"-z) flan

Schadls
bhdur\h

Project results:

*Collaborative approach to school
improvement

*District has met AYP 3 of the last
4 years

*Improved tools and use of data
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School Improvement Process

Inputs Outputs
Data

School Profile

C

Customer

Suppliers

State
e Principals

Plans

e School
Improvement
(SIP)

School
Improvement
Department

e Area Data

e Teachers
e Students

Accountability

Report
P-Values
NCCAT-S

Coordinators

* Assessment &
Accountability

e Restructuring

(Title |
Schools)

e Turnaround
(Non-Title |
Schools)

High Level Process \

Collect Inquiry Develop Create Implement| [ Monitor
and Solutions Plan Plan and.
Analyze Sustain
Data Plan

APLIC,
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Poudre School District—
Online Academy Process Design

PSD Online SIPOC

Input Process Output
A ° * Research + 24/7 School
A + Tech. + CDE Meeting . Students
N + Budget o [Eing Viamslor Graduating
- o Fullieies . Design Plan «  Self-funded
school
I.I.I.I. * Marketing

Poudre School District

Online Academy

Excellence and Innovation

Project Results:

e Successful creation of a
6-12 grade online school

 High satisfaction ratings
from parents

* Dynamic control plan for
sustainability and
continuous improvement
of Online Academy
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DMAIC

DEFINE MEASURE analyze IMPROVE

CONTROL

A five phased approach for teams to:

= understand the process and the customer
= determine performance issues

= analyze for root causes

= create powerful solutions

= sustain the gains
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Why Use It?

ReshlS W LL'I’'S ¢
R=0Q.A

The quality of the work that goes
Into the project, the process you
use for improvement and the
viability of the solution you
Implement.
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The level of buy-in and
acceptance for scrutinizing the
process, collecting data and
Implementing a change.
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Professional Development Opportunity

PPM Overview/Strategic Planning Seminar

Location : APQC Headguarters

Wednesday, October 12th from 8:30am - 4:00pm CST in Houston, Tx

APQC will host a full day workshop to give school leaders the opportunity to dig deeper into Process and Performance Management and
provide hands on experience in identifying district projects and beginning the PPM approach towards solving those challenges.

At this full day workshop you will -

» Dig deeperinto Process and Performance Management (PPM)

= Practice how to apply high level process management methodology in your district
» |dentify key district practices

» Delineate key performance indicators for your work

» Create a system’s approach to gathering and using stakeholder input

» [liscuss how to select process improvement projects

APLIC,
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Questions and
Answers

Fred A. Bentsen — APQC Education — fbentsen@apqc.org
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