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TQA Academy is a synergistic platform
in making available and enabling effective
usage of all the collective wisdoms of the

TQA performance excellence model to all
Academy organizations in the Kingdom for
betterment of our society.

VISION

The Excellence Enhancer
For Excellence Explorers
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BALDRIGE CRITERIA

Thirty Years of Evolution = Revolutionary Change

BALDRIGE CRITERIA OVERVIEW Core Valuesiand Concepts
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= Public responsibility:

 Systems perspective

1995 2003 2005 2011 2017
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2005 Sustainable . _Change from Enterprise risk and 9
L sustainable org. to N
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2002 Thailand 2005 Non profit
Quality Award organization

1987 Malcolm Baldrige Quality Award founded
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Figure 7.4-17: PS has successfully used the Baldrige criteria to improve strategy implementation and drive high performance and process improvement since
FY08, resulting in impressive growth despite flat or significantly declining contractor spending over the past five years.
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Figure P.1-2 Mission, Vision, Values, Core Competency

LUES, CORE COMPETEN

MISSION: Striving to provide the best health care to every patient,
every day.
'VISION: CAMC, the best health care provider and teaching hospital
in WV, is recognized as the:

*BEST place to receive patient-centered care
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Figure 7.1-4 Healthgrades Star Ratings

Coronary Interventions
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[Figure 7.2-2 HCAHPS Overall Satisfaction
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Stewardship, Safety Sioke SStars [ 35un [ 35as | 3san | [Figure 7.2:3 HCAHPS Overall Satisfaction (% 9-10) Local
CORE COMPETENCY: Improving the health and economics of Neurosurgery 5Stars| NR |[3SGm| 3 Sus s (aprosching Top guarie )
our cc y. Hip Replacement 5Stars | 3 Stars | 1 Star NR 2100%
Prostate Removal Surgery 5Stars | NR [ 1 Star 3 Stars. £75% - - -
Figure 1.1-1 Leadership System COPD 5Stars | 3 Stars [ 5S@rs |5 San £ 50%
[Pneumonia 5 Stars | 3 Stars | 3 Stars 3 Stars 25%

Set Direction

Raise the Bar. Build C
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3 Stars = As Expected
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Understand Requirements

Industry & Benchmark Leadership
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Figure P.1-1 HCC Culture

Mission Statement: Providing pathways to success
Vision Statement: HCC is a place to discover greatness in yourself and
others
Values: INSPIRES-Innovation, Nurturing, Sustainability, Partnership,
Integrity, Respect, Excellence, and Service
Core Competencies:
CC1.Provide an exceptional educational experience
CC2.Facilitate student success
CC3. Partner with external stakeholders to achieve excellence
Strategic Goals:
SG1-Student Success, Completion and Lifelong Learning
SG2-Organizational Excellence
SG3-Building and Sustaining Partnerships
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Figure P.1-5: Facilities & Assets

MAJOR FACILITIES

» Community infrastructure (roads, utilities, parks, trails, sidewalks,
natural areas, urban forest, bridges)

1sznausaeuatenud  (multi-site)

naaAnta nanalanuy vinuay

> o ,
ABNH uslq AINISUIUNITNTZANE « Community facilities (recreation facilities, performing arts center,

pools, libraries, gardens, Museum of Discovery)
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» General government facilities (administrative offices, customer
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service offices, support facilities)
TECHNOLOGIES

» Community engagement technology (e.g., fcgov.com, FCTV,
Access Fort Collins)

« IT infrastructure with enterprise-wide financial & office technologies

« Technological control systems (Utilities Supervisory Control and

Data Acquisition [SCADA], Traffic Control)

A7170 ﬂ ITHIA L‘MLWI 3 ﬂ m ?q | V] 3 « Public safety technologies (e.g., state-of-the-art dispatch system,

mobile data terminals in police vehicles and mobile command unit)

ANANT LLﬂv@WLLuﬂﬁ]WNWHV} Lﬁ@

« Applications & infrastructure for specific operational needs

EQUIPMENT

* Fleet (heavy/light duty equipment, vehicles & buses) with automatic
vehicle locators

Uselemdlunnaamaed A

LATWANLNDENIFDLTIAY

X « Alternative fuel vehicles (hybrid, electric, bio-diesel)
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Agency/Organization Purpose Results
AVATMANT wazmnvinuyaiug | oms Regulation | 7.4-9
A48 ?174]' Shudd Bauadsvialas Conditions of Participation Regulation 7.4-8
L4 . Indiana State Licensure - ISDH Licensing 7.4-9
ﬂ’l’]mﬂﬂﬁmﬂmﬁm Skilled Caring Center Licensing 7.4-9
Home Health Licensing 7.4-9
X o . Durable Medical Equipment Regulation 7.4-9
7L dAIFAAE19T8Y  Memorial -
o Department of Labor Regulation 7.4-9
Hospital Americans with Disabilities Act Regulation 7.4-9
EEOC Regulation 7.4-9
o Internal Revenue Service Regulation 7.4-7
T 2 1Tﬂﬁ‘\1ﬂ‘5‘7\1uﬂa‘:ﬂ‘jﬂun’li Affirmative Action Regulation 7.4-9
fi"lﬁ’ugmﬂmﬂ’nﬁw") yNanwae  [HPAA Regulaton | 7.4-8
) EI") J z 5 §2UUNITTILITY Nuclear Regulatory Commission Regulation 7.4-9
, o o OSHA Regulation 7.4-9
SUITNADUZNTTN m'a‘mnug]u@ Environmental Protection Agency Regulation 7.4-9
@\‘Iﬂ(nﬁ Eiluo’ﬁ::mvj_]gq Lm::@qﬂfng The Joint Commission Accreditation 7.4-9
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. Figure P.1-5 Regulatory Requirements
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Figure 1.1-2: Leadership System
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Key Market
Segments

Differences in
Requirements and
Expectations

Key Requirements/
Expectations

customers may not have as
much insight into our

(Figs. 7.1-3,7.1-4)

[PTOCESSES

Uiy n1sa519AnLAN Figure P.1-7 Key Market Segments

Customer Differences in

Key Requirements and

wngidaulidouldy

M lalaennanaang Groups Expectations Requirements and
; g Expectations

AAUAR ATALAANAIN o Warfighter | Performance /Reliability Expect to have the right,

s & (Fig. 7.2-4) most reliable equipment
ATANAIILUATLE  NIT e Field Support (Fig. 7.2-5) [to safely conduct the
ADNLUUTTUUINY . =

. e Program o Cost (Figs. 7.5-4, 7.2-1) Expect value,

NTTUIUNIN NI WA Offices o Schedule (Figs.7.1-1, 7.2-1) [affordability and

solutions so that
warfighters can
effectively and safely
perform

e Procurement |e Performance/Reliability

e Contracting | (Figs.7.1-2,3,4)
Agencies o Innovative and Affordable

Products (Fig. 7.2-8)

Figure P.1-8 Key Customer Groups
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Key Stakeholder

Differences in
Requirements and
Expectations
Board of Directors/ |e Profitability (Fig. 7.5-1) |Unique requirements
Stockholders e Growth (Fig, 7.5-1, 7.1- |and expectations for

17) each stakeholder
e Sustainability (Fig. 7.5-1)
Suppliers/Partners/ [e Building Partnerships
Collaborators (Fig. 7.1-11, 12, 14)
Figure P.1-9 Key Stakeholder Groups

Key Requirements and
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Figure P.1-6 Key Partners, Suppliers and Collaborators

Suppliers,
Partners, and Role in Enhancing

Collaborators  Role in Work Systems Communication Competitiveness and
Examples and Delivery of Services Key Requirements Mechanisms* Contributing to Innovation

Donor Timely referrals, Regulatory .
@ Hospitals Donor referrals Compliance, Cooperation E,P,M, SL,BR | Processes to support donation
% Coroners Release for donation Cooperation E,P,M, SL Processes to support donation
E RMLEB Donor authorization, evaluation éccuracy? Cooperation, E,P,M, SL Processes to support donation
g Registering d llecti Aommth)l‘llc'?;lgfn ly Informati Availability of informati
o egistering donors, collecting ceessibility, Timely Information vailability of information
DMV donated funds and Data Transfer E, B M, SL,ED and data
AMR, AMT, . o A
Mountain dTransportatlon of donors, ﬁvalmlablhty of Seliylces, Safety, E.PM New services
Aviation onation teams egulatory Compliance
2 McKesson | Medical supplies & equipment Ava@lab@lity of Supp!ies, Safety E,PM New products & supplies _
% LABS Donor testing ﬁvallablhty of Seljv1ces, E.P.M Processes to support donation,
z egulatory Compliance New services
% Availability of Services,
o | Statline Triage referral calls Accurate & Timely Information, E,P,M, ED New services & technology
Regulatory Compliance
. . L System Availability, Accurate .
LifeLogics | Maintain DMS & Timely Information E,PM New services & technology
(7]
14
o
§ Provide benchmark data Best practice sharing
o LINC Improvements & enhancement Oneoing communication EPM Availability of data & information
o | Other OPOs | of services gong 5 Workforce learning and
< Facilitate sharing of best practices development
|
o
(]

*E = E-mail, P = Phone, M = Meetings, SL = Staff Liaison, BR = BOD/AB Representation, ED = Electronic Data Exchange
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Figure P.2-3: Strategic Context anul g3y

Strategic Advantages
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Tanayns AL

* People who energize a culture of engagement aligned to our FaualtIlysey
U

Foundational Elements - -
. . N ULRANS LT
* Brand strength driven by community engagement enables growth

1o % |
in adjacent markets and business banking waedulifunn vinu
* Performance excellence through continued investment in the laiAqsnanadnedn
BHAG with an engaged workforce Aauldidsey
Strategic Challenges denagns nule
¢=|I v a 1 P
* Political and economic uncertainty affects ability to invest for the V}ﬂ{WQ@iﬁaﬂm*}
a a g = 1 '
future AINNIUN AL
* Cybersecurity presents expanded opportunities for fraud and 1498 vW9avinud
reputation risk o . ,
) ) . . PAUBALUIB LN
* Technology giants are rapidly evolving consumer expectations d! o
and the competitive landscape 1 gearldnann
= =
* Scale earned from success must be managed to retain eazidan luuni
organizational strengths, yet adapt to ensure future success 7 salyl
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Figure P.2-3: Performance Improvement System

ELT evaluates further
Strategic Planning Process

Analyze Opportunities-
Org Assessment

Results in BFO
Operating Strategy Maps
and Financial Plans

ELT decision to work
on improvement

Scheduled Review/Analysis
Strategy MAPs,

Financial Monthly Review,
Organizational

RO A e Assign to existing or special

purpose committee Ad hoc
for specific issues

Assign responsibility
enterprise-wide/Dept?

YES Performing NO

to Plan?

Assign to Dept




Figure P.2-4: SG Performance Improvement System

Performance Improvement, Innovation and Learning

6 Month EBIL assessments Bi-annual fact-based review of EBL system
Operational Reviews Understand EBL variation

Senior Leader Group SG Performance Dashboard
Interdepartment surveys Indentify opportunities to learn, improve

(IDS) and Employee Attitude and innovate
Surveys (EAS)

Division and Department Cross-departmental meetings review of 5x5

process reviews and process results

Baldrige criteria Organizational improvement and learning

Feedback reports, from high performing organizations

Baldrige recipients

Performance reviews Systematic review of key processes
(F4.1-1)

CDI/admin /PRC training Quarterly training

Strategic Planning Group 3 Questions Exercise

Identify product and service improvements
and innovations
SG Innovation Model

PI Model Process improvement and innovation

SG Portal Find Knowledge feature

SG TEAMS Diversity of thought and innovative
approaches

Bright Ideas Employee submission through Idea
Express™

gﬂﬁLﬂuﬁfJﬂﬂ’Nﬁ‘zU‘Uﬂ’]?ﬂ’?].lﬂﬁ;ﬁN@ﬂ’]ﬁ‘ﬁ’nﬂuﬂ’ﬁ“ﬂ‘ﬂ\‘l Studer Group
AneUfivinuduanldlunsazAany lvinuaedddly one page profle RansRaals ay
Y lsviniun e e U Ayivinudeemildclunnsniimsesdnslunimes vieay
vindluviade-l3ALA (Bullet) arnldwaeusiuriuddryiieldidunser Fisuns naenaunn
viaulfugesine Sasufunmideaiy

dl & dl 1 1 QI 1 3 & ¥ s Y o o
Hesannesdnaulasunlasetmaannanlivgaily  tassdvesAnsesfisesgnuiuliviuade
1 ¥ v
FANADIBNNIINAATY  nantesAnsaznIni1sliulgalaseinasAnstlazafassudnanng
- o vy a = vt A ca o
MaLNUNagNs wazdeasliuimnmnauny weazldtinteviunuaziandinaaiulunig
g

=K agl/ 1 k7 o é’ A [l (=4 o a

TNFRUU unmqiqmqmumﬂ\‘]muLﬂ\‘]N’]ﬂmuM?ﬂiN LN N‘NL‘M‘LLI@mmlum‘?ﬂmﬂgﬂﬂﬁm?ﬂ’]?
' 1y & - o ) LA o Y Y ' A A ey

°]Jﬂ\‘11’1ﬁu‘1_|’1\1‘v1?@v|,3\1 V]qu@qﬂq?ﬂuq'ﬂﬂﬂ@uLﬁ@quiﬂﬂ?Uﬂﬁ;\ﬂﬂL@ﬂ LL@QW@H@WHUW%LV@@ﬂi@..

atiNANI Tatauluda Taanlusie suFasA TuSTasAS. .



UNN 6 MIUNRIANT

dll P2 < a o ] & = g Y o
LWﬂIﬁVI’]LA@’]N’]ﬁ‘ﬂmuﬂ’]’ill'j‘ﬁ’]ﬁ‘@Mﬂ’]ﬁ“lqﬂﬂﬂ%ﬂlm\'lﬂﬂﬁ‘iuﬂ’]wLMEI’J U TQA 1@@@1/1&1’2@

nyuaziian1sannsdanisieunnluesAnseanidy 7 wuae  Usenausenszuaunig

B9ANT NITUIUNNTINUNUINNAELNS NITUIUNITHITUGNAT NITLIUNIITR AAnziiiiay

o v 1 2 a o [ & 3 o dl
AANITAIMNG NITLIUNTTIRULANINT ﬂ’]?ﬂ{]‘].l[’*lﬂ’]? BRCHARNIUBANDNANT ﬂ\‘igﬂ 6-1 T9AL

NANLaLIatANazNIAluLNg 6 D9 12 salil

917 6-1 LARININIINHNNBNTITEUUBBINUFINTAADNINUINTF TUNAANERIANS

USUN : AaNBAULDIANST LaE dN1INTAINDIANILNTRY

1.1 nsneedns
1.2 n1sAinuQuanIAns

2.1 n1sdaviinagns
2.2 nsunagns WuUHiia

3.1 A2UAIANIIVDIGNAT
3.2 AUYNANZDIgNAT

4.1 11330 Iiaszd USuise
4.2 N1390NITHEITHUNAUASAINT

5.1 40 TNULINRDNLARINT
5.2 anugNWUABILARINT

6.1 NFZUINNTISVDIDIANS
6.2 Us=ANSNaZAINITLIUNIT

Shared Vision
Good Corporate Governance

Well Prepared for Future
Sustainable Competitiveness

Satisfied & Engaged Customer
Market Place Success

Fact based Learning
Leverage Knowledge & BP

Sufficient Capacity & Capability
Engaged and Highly Performed

Deliver Superior Value to Customer
Effective and Efficient Operation

7.4 nNsunBIANTIANLE AnsAnny
s da o PR
auaneAnsia vindszlaminadean

whuseaed

%21’ (\;j

7.5 m3Sudaude aanaiula QN

NagNsUIY

7.2 gnAnfiana la gnwu uasiinanu
ANA TurpuRDUUIUR

7.3 yAansiiaane wgn gnwi lea
SunIsHEINT SREanIngs

7.1 udadm u3n1s HAmAIN N3
UHvdn1sfiUszansnndsz@nsua

ATTUIUNITUINNS >

wnwnung

D

WNAANSNABINTT >

— Ao | Tl

wasanvinuAne e lulsazunids etnasldnannis AIM@Excellence N1tlszensld

TuAe nasannnnueRdeiFiazitinuuneAdaauLAY  (Excellence) a8 lWNuanInungL

1 a o dl 1 o a 1 v o QI t:ll v a v
FULAY (Assess) AMITUUNITUINITAANITNNIUAIUUNTTDE @@ﬂﬂ@@ﬂiﬂﬂﬂ@ﬂﬂiﬁﬂﬂug@’m

ol TQA udavirada Taelduuiamna Approach-Deployment-Learning-Integration (‘M?"ﬂﬁ



L?ﬂﬂzﬁ’ujm ADLI @slénanameasideslfudaluumit 2) sntdlianssuaaudnfyieu
WA wi@ﬂmLﬂumm‘wmﬁmLmvmmmmmmmmmmﬂﬂm@ HAGNSEY YINUALTANLIY
nsdeamaniurian sie mum@mi@mm‘lumsﬂmﬂmimmmm 1 @euilis Roadmap
Tun1s W Ale LLé’qﬁ@mﬁwmﬁuﬂgqmﬁﬂ@iﬂmmmuLqm‘ﬁ'ﬁ’mum ANt v
auEN e LR uRaTeuluntseeniuunazliudgesruy  wazingnasUin
2191819391819 (Improve & Innovate) gaTheviuaziesianauazRanIANd S eI
mqﬂi"uﬂa;q@sjwﬁi@ﬁmﬁi@iﬂ (Measure)

WANNNT AIM@Excellence azdaelivinutszgnsldinoust TQA TunisiamunesAnsliading
' tzll [ A Y o a dl 1755 [
e AdAty  ethanlduannisresnisuiunanisasunilas wndszgnsldsos ladnas
o U o K o 3| dIQJ dl dl o ¥ L4
Wunnsvinlimnaunszutindsanaunsasasunilas ns@esnsinanudnla nsliinn
dreifandasdnuniidousan nnshinsnaNinauinuazuadnsildetngsiaiias sandnis
ynlennisdiudgadniusyuudssiflunaeu  waznislinedasndesangs  Nfegvinatinei
dl Y a 4 [ o ! a A 1 s
Lummm%m@mum nsdfudgeesdnsgranniduids  Aenisuilatdigredaddng
(Transform) mnmmm‘mmmimLuumﬂmma‘mmj mmmwmam?mLuuma‘l,flumﬂ
FRannsAa N sTujainesiBunesyiuge waznsiniiunsiienaiuendmianeadng

FNIBUAUNNIAT 1 MFUIRIANS FUANID

pnuiduidrvesesine Sufuannnhesdnsedraduszuy ?ﬁluﬂuﬁ;mmqmmﬁjﬁmﬁ:ﬁu
g9 Wranadauiaunusndnsresasdng utifly 2 wadalun) 1édun 1 nahesdns waz 2
NNINNMTLALARNANTHATANTLN AT LA AIAN feazzeduniwinde 1.1 uaz 1.2 uield
aanAdesiuidalunmegt TQA 1 6-1 sieloi] uananuasanlumani 1.1

1.1 nasulevrinslnadiins:AugL (Senior Leadership):
uuis:Augoudleavrinsedgvls.

N. AdaVAdlazANLan (VISION and VALUES)

(O fvusdaAllilazAliel (Establishing VISION and VALUES) E1iNsZA1Ua4a (SENIOR LEADERS)

e

AtdunsatglslunisiivumuazoeanamdanisUlNiTR luFasddanmitazAadtey. LUl szALag

Artuntgasglsluntsonanandnisl TR luEeal daiAllas ANtHed Tae I UsTULINITHNaIANT

(LEADERSHIP SYSTEMD luflaymanns gdvuauuaziusiing Nd1An wazgnan sauviegddaulsdau

- = = _a= @ o a @ o == 1 el ' = - '
Las|au ) . rm'iﬂgummu‘uaqmu’vi:muaauamﬂ,mL‘mucwmaﬁu;ﬂquumamﬁuﬂumaaaqmﬁiaaﬁ\ﬂi.

@ nisdvasunisszwnaUiTdmunguunanaznislsesngflfrisiacineiiasesssy (PROMOTING

LEGAL and ETHICAL BEHAVIOR) nisuUfildsuasnsfiiszduasuamnslvitiiutiaminujaiusianis

UszwnAddTReunguunewaznisdssnwnmldiifatinediasauassuacnals. Huissdugeaiieanaw

1% - - = (= PR
wiranuluasAnsinadstviantaeingls.

aA. NNFARAIT (Communication)
@ o a, o = = 2 as e
HUNTZALIAN (SENIOR LEADERS) AN Luuﬁ”l‘é"ﬂEi’]\'l‘l?’l,uﬁ"l?a’a’a”l?l,l,a:’s’\ﬁ"’l\'lﬁ’)’ﬁa.l HNNAUNULIAATINT

aps ST AT _— a —_—

oz o . o - .. .- - ¥
(WORKFORCE) MIM4849ANT wazanmindndnl. tunszduassiidunisluEeaamalilidasinals.

- nrzgulviifianis@aansiiasalasaunuasifuldludnemuz ansiemna.

= 2 = o = = o o P ' = Pe
e AnanglvingnunenigeimaulandidnyazairuaniflusanigsidasulilasunangAng.

—~ e oa .~ e o NP
- dununiesasalunisgelaympaingsiielviiinanissdiitiunising wazlvimanudi Anyniu

ANAILAZFTNA.
Glalalal ]



M. RUSNAUAZNANITANLTUNITUBIDIANT (MISSION and Organizational PERFORMANCE)

(O NaFadisanIntInaaulNamINUd@NLEa (Creating an Environment for Success) BUNTZALIAS
(SENIOR LEADERS) snltfiunnsatnglslunisafFisaninuwisdauidiaridtlviasansidszaumanudnisa

- , o
aluilagifuuazlusuiaes. gulszdugesniunisluEessalliasgls

St
2 2 = 2 = o =
- aﬁ"\\‘iaﬂ’ﬁwLL’]maﬁuLW@iWLﬁmﬁ’?i‘u?ﬁ‘aWuﬁﬁ@4

- aF1vuaziuiuduas Uil AT eI uesTUaIANT LAz IRIUETTUNAUATUANULNAUIBIgNATLAT

LABINT ANMLVINLAEI LAZNIFHAIUTIN.
o
- ﬂqmﬁqmaﬂuméaq&hLLa:maﬂuaﬂuﬁﬁniuﬁ’ﬁ?\luc?h (RESILENCE) UB4D4ANT N1TZANUS LR A1l

NITIFHUTTTAVDIANTUAZTVDIYAAINTUFAAT AL UIANTTY wazeauFumlIfu@sanieiu

ngilszifunalonal@antinegeuéinu ANTELLIGENT RISK taking).

- ddarusrulunisangnnuesaugFuntinvisetdasdnniugtine s Auge (succession planning

warni1TWeunglinlusuimmnuasnaAng.

@2 NIV AR ANITUDITRAN198e 1993999 (Creating a Focus on Action) Eunszdiuga
. . = PR - o o =
(SENIOR LEADERS) sintfiunigsatiglslunisvinlvitfianisdfidinisatteesedaialiiussgiusita

. [ o P = . &
WBIBIANST. LUINTZAUAIAILTOUNTTIUEFaema L dsaceingls

e e = mem i . - .- - . — .
- VinlHiRan U iRndesnasianantsliullgenanissn i dunisunIaIAnsaeingesad.
PRI .- e o
- szy@INsaInTlviiianisU§iTR e 19959949,
e WANTUIDINITATIIATUAILAZVIN AR AAITLALAAURIATUAN (VALUE) TTU3I9QNAN WAL
) ) [ZlYalal lalaal H3d
agrulsdruwdaan 9 lunisdiemlnuaianIsananisanliung.

e LAAIIALTAUDYNITE ANUTUR AR LA IUAUADNITANLTIUNITUDIDIANST.

1. 01 n5sUIUMSTUIDNANTAILIREINAUBASAILNBIANG

ANHLTIUAATA9R9ANT  BNAUAINNITUNAIANTANE AR AZANRINNT AR YINUAIAAIR

ngzUNUNIINTALRuIN N InUA ATl azA T RaNN Taatels AN UATNUNIULAY

v o & 1

Usulsdermivazanfiandanaiadels  viueialdnisildeusaunesypainsuazdildadls
dowdenite dnsdszgueediimessiugelussuinannanasaunagniiiernuad i
wazAenily dadnity kPl astamuitaanefiasiiliinedn r%ﬂ@%mi@mm
dudngile uazidlels deieiiansanunsnairusaiuanalaliifuyaanmmnsziy e
Huaiienlndemalunsiludialszandy wananil Adunfiareniemunissng

v o

AU AL AZNUENAUBIBIANT

WevnulddduiiaduazAfanndaiauidn  §UdnisszAugatsdotiueanuuuszUwTe
NIzUAUNNINGEENIY “szuumsuiadAng” (Leadership System) Baiflunszuaunisigunld

o A - o P~ Ao A 9 va a ea o
UAaDLReIANTat LTI UL I@ﬂﬂﬂ@iﬂm‘ﬁﬂL@uLW@@?qﬂiﬂLﬂﬂmﬁﬂQUmm@ﬂuﬂ@’\ﬂ? anAn

o o =

ISV 2] a I :rdl o | a a
umuimmuma Q"J LY AUNNNYUARLNINU T ANTNA

©32e

¥ a &

i:uumiﬁﬁmﬁmﬁﬁmw azdng IHEUTIMINNAWFUNINIINL BT LIL sy o ¢
o 9 M3IUIIYITYNAY

13mng lunnsduirdeuasdng lugadevimindesnistiu deznauson | tilsmaiusy ud

nezuaunisanluerlstin. Adynausesdeaiuvinfine  niswenenw | 0AVINMIN
FTUUMIUIBIANT

yrnnnaynnszuaunisluszuunisiiesdns  djsdaaiuanndnia | o

299N197UIIReA wasudulssiduAdNgFa893rUUN3NeeANs




- o
Wluseey  wann
VRIS ERIN
X, A

YLD EINIFIRLUAY

Eﬂﬁ 6-2  LAAY
R BRI
NNTUNBIANTR [ vision [ mssion
City of Fort Collin J n

| VALUES

¥ o 1% 9 aaal dl a o o o A c o 2 va
QM’]?%@UQQ AEABNNAENNT I UN19RBANTIFTI AL A AN HENAYANT vL‘]JEI\‘l‘].(IﬁZ\]’]ﬂﬁ‘ QANAILLAZHHN

v
¥

doulddau@annnguineliiian1sUfiR  Msdaanisdeansiiulenasine] u niawuly
Wil MsnwudzigesdaugnAn Jdsney Wuslng gAaudanile N1syARaiuanesuE
VIRTNTY  S9NTIAR IANNSIME UN S UARVTRTRINIFNG 11 website  viFaRORIANN

|

g ma@mumiwﬂummm‘;‘ﬂgummumimﬂmmﬂ@wmm LLNuﬂQUﬁmWﬁ‘ dnnng sin

91

°I]QE°1 M?@ﬂ‘ﬂﬁ]ﬂ@\iﬂ’]ﬁ‘ﬂ{]ﬂﬁ]\‘ﬁum’]ﬂﬂ ?’)NVNNﬂ’]ﬁ‘ﬂ?yﬂjN[ﬂﬁm’WN mmwmuumimvuummﬂ
ANANT ﬂ’]ﬁ‘a‘ﬂ@’]?’a@ﬂﬂ/]ﬁu Wusna ﬂ’]‘uﬂll‘ﬂ\iﬂﬂﬁ‘iﬂﬂ\‘lQN@Qu1ﬂ@QuL@ﬂWﬂﬂ@N azdgliiin

o

AENHaTA yaanstiagniusaaussanladundeuesinsldussadusiain e

Aileivinuensiluszwinniseenuunszuunsiiesdne fre msmumaugduunlaseaing
Tunshesnsfviuazld diuasldsuunin LN9B9ANIANSU AR AN TIN3 LAY
wanege UeesnsinesagLuamsaIrasdaimun At i et i szuu TPM 7
iy Pillar ueesdnsiinisuerapmznssunsaadiarmiareinaandnnIndise

&

AIANTUN 1TU ADULNTINNITAIIAADL mmzmmma‘mmﬁm Hudu vinumAsdnanAuAI

o o

" dld 1 i’/ Y o dl S o A A
muwuﬁmmﬂmxﬂﬁumiwmgmumlmmLf«m ﬂﬁ‘i‘uﬂ’]iﬁﬂiﬂﬂimﬂﬂ’)’m@%ﬂu NTANNINAU

=

e Aagsguiialiiing liwasanznssunisiiily Function 1AN12484ANIA397 UATAEY Map
diniuszuunsinesAnsaasinudnszuaunisle  Amgnssunisusaniaenulaiugiuiia
ey e liwanassuinluunuvngesiuiiagey  warninieliutlsanszuaunngli

aapadedlllunuanamaaii gegronudsanuddusimisaniu



uenaNt yinupnsUszguiLUIMesTiuge iedaafuruunlddaaudn luusaznszuaunisd
Funsdlsynanaeanisiiesdns vuazi@enlduumaieriedeiimsle Wy @enld
?¢UU Balanced scorecard Elum?mﬂmmﬂmmﬁ \@BNTZUL Lean Six S|gma Ium?ﬂaﬁuﬂm
NzUaUNNg LHWAW WINTINUAINITD Map yairaaaile Lmeummaummmmiﬂlmﬂ@vuu
M7109ANT Ay lIMINEINIIIIANT LUIMININNIEMNIFANT LATATELITUNNTR VA

%

Uﬁ‘mqﬂﬁﬁ‘m_lﬂ’]?‘i_lﬁ‘ﬁ‘@ fe171A9999ANT

pry A Ao o Y v ¥ = o g o
ANRIN “ANLEN Lﬂuuqﬂiﬁﬁ‘?ﬂim@ﬂmﬂ\ﬂ@ﬂqﬂ m\juum"lu@\‘]ﬂQ?Vn&LV

Y .- oo v . ve 4 m3ersa
mimwmuﬂmLﬂumzmummmL@u ”me 1. NMVUANTUNATRUN | . ,
4 NUTTTULAZAN

o 4 1 a 1 lﬂl ‘slv o
TAKRU 2. AMUUAAITHUNIULBIATULNLLANCLTRINTGALAL 3. NIUURA oNUDI99ANT

a a K I8 A ] % dlv o - A 9
woAnssuelszasAresyaansluAfiauuAarAundaRU 4. AU ifhuFeavasd

launeivaniduAdankfasFacldtalan 5. MUUANANIIN 1338017 | UTHsszaugs

dl ! a ¢4 = a dlzz 1 dll % A 1
V]ZQ\?L@‘J‘NELV‘ITJF’]@’]T]? HWOANTTHNABNNT FIU LNBATINATUENHNATUNIN

=3 o vala o ] al o 1
agnuualiRnanssuia AN N luguLLsine  wariisedasnged
gyl WuAu 6. nuualluungLazdadandaRuluLAazfiu 7. Ustilunaniudnisaas

1%

1% 1A ¥ = zﬂl o [ as % 1A v a a tal é’
NITATINATULNAVRINTALNTALIY L‘W'ﬂu’]N@N’]ﬂﬁ“]_l‘]_]ﬁ;\ﬂﬁﬂq?@?’]\‘iﬁquﬂﬁﬁlﬁwﬂﬁ‘ﬂiﬂﬂﬁmﬂﬂﬂ%u

UNLIMNEATYT Mulug e sTALgesiaense AR mmmmﬂ@ﬂmmmu\mu@mq
LL?Qﬂﬁ’]ﬁi”ﬂﬁ’]uﬂN@\‘iﬂﬂ‘j‘ wazdnilgausnatieaseds  tufanssufidudiuATanessnamilg
AR 999 anspulsiiusnatineluEaan1staua N ulauItLAZ AR NAIANT

1.1n 2 NSEUIUMSANATNMTLHUAAIN L oo Legl Beiror

ng 1/73J’7}‘:’ILLﬂtﬁ@?f]ﬁﬁ‘ﬁwfﬁlﬂf\ﬁf’lﬁ‘a‘:ﬁlyﬂfgd Compli on-line compliance training
Employee Handbook expectation

C New employee hiring & orientation (NEO)
Agaiunseell  Tugiuvduinesdns dUsyney | Random monthly drug screening

. . . “d Y. . o o The CFO is the Compliance Officer (CO)
AILABNAIU  @IULTN AD  HUITCALGIATABIN Paper shred boxes throughout dealership

1 X o { g daugs DS Privacy act training & random audits
LLUNITTUN LLULLUREN QILATH WasnInd AFIP certification for Finance Directors

AUARENNATTIAEAULAY  INaLanTINAN Leaders Promote Ethical Behavior

R EENR E R TR P I saNTaaF19ma N Same as Legal, Plus:

o o vl y = D = Integrity & Ethics pocket card

fulan LYARINTUATHNE wldidowde  dvinuia Employee Hotline available for all employees
Servant Leadership Training,

Community Leadership Roles

NNU LAZNNTINN | k F&I process records transaction w/customer

SudanisUfifnungunie  Hasasssnlung




dauitgas AensdudsulfifaussemAuazaMwLaIndaN  iaypaNTNITELTaRg
B9ANT ﬁmﬁu[ﬁi@miﬂﬁﬁﬁmmgumﬂ LazyNganaesNalasesssn  aauiuluniatinig
g0 AosAnTlaivasessslunsinmndilon wardnsdion dmdunianisdinen masAnTial
A3FIINFRNTEY LazasassInlun1IINAAe usu

nisantiunisa¥eaninuandan Avsstiunisedtailuszuy visadunszuounis a1 1
ruunesesssineEaeuasulaunudniiidaay Ww Code of Conduct, Wlauny Zero
Tolerance, Code of Ethics 2 ?é@ma?l?"}'mmmﬁé’wmumﬂui@mmmj 879 NsUguilnd
wina il nstszganudzyeansuazidaulddonde fusu 3 dpAanssuvizenvsyuy
ﬁmﬁumuﬁlmmmaﬂ Y ADIENITUNNFATEEITN ADUENITNNNTANSELE N1sAtuANATE Y
Whistle Blower flufiu 4 fidausaalufianssmanidoemuies uaz 5 muuauazianus
TonanaudnSaduiletnasinane nadnidunsairean muandendnui maieanade
Turesdidalddudesedinssiugenaznisiiugua posilduandlunadndiade 7.4

1.1 U NSEUIUMSADRITUASATINAIINENNUIDIYARING IALIGUITEALIGS

nsdearsneluasdnslaefihssiugeiayaainmniziy  Seidudsdiandunaluesing
vinl%antnndeluesfnsuaniinarugniuzesyaaing - Juiunsssiugaianariuidng
PUBITNENENNARANT  WRANAT LAY vhuﬁﬂ?ﬁ'ﬂﬁ“u;ﬁﬁﬁaﬁuﬁmm%uﬁmiﬂwhffu el
Feane  viuansiiniadeanslaemss iUy ARNINILFLLLILARMNY  UaNANARTEELING
FEUTNELTMNIILALGITUYARINTUAD L‘]ﬂ’]ﬂﬁ‘?&@\‘iﬁﬁLLﬁ@?‘\‘lﬁ'ﬂLﬁNﬂQWNQﬂWumﬂ\iuﬂ@Wﬂﬁ‘

APRERTIITN mTﬁm@ﬂi:ﬁuﬁ@miﬁuwﬁmm‘imm:NLﬂm:ﬂzj deueniafianisesdng
anunsafifaty F'a"m'moz@ﬂﬁfg mmm@umiﬁmaul%fﬁﬁmiﬁmmmﬁmﬁﬁme N
mmmﬁwm przinlufidnnsresesing uazdsiaziatungluesing muvidsiiesing
BN TN ﬁﬂﬁuﬂmm‘vjumﬁummzﬁ’ﬁ*%mmﬁmwm%u

¥

1 o & dll | oI/ A ' v J zﬂl o o tzll dll
NRAIN INN98ea1 1 0KNIZLIUNT - HUAS NIUAZANINUALTAITIVANATUN A BANADANT

©

1T NANI989ANT ANNUNNIIANANT NN9EIRAUlAdNATY mﬂﬂﬁlﬂuuﬂmzﬁﬁﬁm&l AN AALA
fruanstidudiviang wasiinsdeansiianzan Weviudeansudaaia viuaasdaliing
Uszifiunanisieans uwazudelivinunany Lﬁfauﬁwﬂaﬂ%uﬂ;ﬂﬁﬁ%uﬁiﬂiﬂ NIUAINUNIUT B
mansieansidusrazitelfiiiladn yaannsdnlafdnisesdns nianrumetnauiiads



uaNANY uazfeanszfulazanasnliinanisdassuuuaesme nesllnsaniinisasdng

WWaadnnwniunelueddns  wazNenyuliyAaINamNIzil @1N1IILAAIANAAWILY

| 6 1 o ?:/ oA a [ dl L4 1 !
dutlszlamisaasAns sonrvagraninnelssiiunannudniga wivelviluladnussannianig

AaanaTlaning naaldmnsanniintuLdqluassnsasinanLias

aa = A = ° . o = Ao o
Qﬁﬂqﬁ‘@@@qﬁ“ﬂmf]u@’]'ﬁL@'ﬂﬂiﬂ]lﬂju Town Hall Meeting NNIWLYENNIIUDINNI9I @qﬂ[ﬂ'ﬂﬁj

13ms nasseguluszAusne Teleconference santenslddedianlnstin dawmnisdesns

. A dl A dl dl o o ¥
Online V9alATaINaAAINWANE (Tusw

Figure 1.1-2 Leadership Communication Processes

When

Annual

Semi-
Annual

Quarterly

Monthly

Weekly

Regular

How
Employee Handbook |
Annual Meeting |
Summer Meetings |

Our Investment in You (OIY) |
Strategic Plan All-Hands Meeting |1

Employee Survey |1
Customer Survey |1

New Employee Orientation |

Papers / Boundaries, etc. |t

President Town Halls |
Newsletter |
Process Meeting |1

Board Meeting 1
Convergence Meeting |1

Business Ops Meeting |1

Employee Visits |1
Customer Visits |1
President’s Staff Meeting |1
Website |1

Training Emails |1
Shout Outs |1

Hiring Needs |t

CEO/President Messages |
One Pagers |t

Legislative Papers 1

Audience

All Employees

Employees

Employees

All Employees

Employees

All Employees

All Employees, Customers
All Employees

All Employees

All Employees
All Employees
SLT

Board Members

SLT

Executives & Bus Ops
team

All Employees

SLT, Customers

SLT

All Employees, Customers

All Employees
All Employees

All Employees

All Employees
Customers

Customers

Purpose
Comprehensive book detailing Stellar's rules/policies/culture
Present results & Strategic Plan; team-building
Half-day SP update in each geography (VA, CO, and CA)
Communicating Stellar’s investment in each employee
Engage employees in formulating Sectors’ strategic plans
Employees communicate likes and areas for improvement
Customers communicate likes and areas for improvement
New employees find out everything about Stellar, including VMV
Communication to all employees on who has achieved a high
level of technical training
In-person business update from President to employees at their
Stellar office
Communicating breaking project news
Review process improvements, evaluate & improve critical
processes
Communicating financial, customer, and project data to the BOD
Performance, plan, and customer updates
Review financial statements and projections and other key Bus
Ops functions (contract management, security, HR, facilities)
SLT and Directors meet 30 minutes with their employees
SLT and Directors meet 30+ minutes with their customers
V/Ps reporting status on projects and other business issues
Good overview of who and what Stellar is
All employees send a company-wide email explaining what they
were trained in and why

Cash awards given by employees to other employees for
outstanding customer service

An email informing all Stellar employees that Stellar is searching
for new Stellar Employees

Occasional industry/strategic messages form CEO and President
One-page summary detailing Stellar's capabilities

Legislative papers written to promote and influence the interest of
the aerospace industry
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Senior Leaders Create A Focus On Action To Achieve
the Mission Growth Through Customer Loyalty

Requirement

Achieve DCF’s | 1. Monthly 20 Group BPR meetings repetition of the
Mission & Set | KSDs & needed action plan review (SPP, Step m)
Expectations 2. DFR distribution to every employee
for 3. Communicate via Socialcast, e-mail & walk-rounds
Performance 4. Participate in community events & board membership
Identify 1. FORD Process integration using back page of DFR
Needed 2. Employee survey comments & action plans
Actions & 3. Design new/update existing process
Improve DCF’s | 4. Train or retrain existing processes
Performance
Attain DCF’s 1. Participate in, communicate & complete strategic
Vision planning action plans (SPP, Step 9)
2. Participate in communicate & complete annual plan &
corresponding objectives in the BPR’s (SPP, Step @)
Enable 1. Generate ideas from DCF’s vision, an unmet customer
Innovation & demand or a strategic objective (SPP, Step 6)
Intelligent Risk | 2. Keep current on information from trade shows, market
Taking analysis, NADA, 20 Group books & meetings

Figure 1.1-5 Processes for SLT to Create a Focus on Action
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Figure 1.2-1 Senior Leader and Governance Accountability

Accountability | Annual performance review (1.2a(2)); 360-degree
for SL Actions | assessment; Annual Engagement Survey including
Chief of Staff; Accreditation and internal review
processes; BOT review of key metrics
Accountability | Annual Action Plans tied to short/long term SP; Plans
for Strategy cascaded to leaders and to staff; Cycle of learning in
2016 with creation of SL SP review (1.1c), LEM and
Dashboard of indicators deployed organizationally.
Fiscal Strict adherence to generally accepted accounting
Accountability | principles; Sarbanse Oxley compliance; Regulatory
review/accreditation; Corporate Compliance reporting
to Finance and Governance & Comp Committees.
Accountability | Medical Staff Credentialing and Privileging process;
for Patient Quality & Patient Safety Council reviews and ensures
Safety and adequate resources to support reduction/prevention of
Healthcare serious patient and workforce harm; ongoing review of
Quality key core measures.
Transparency in | Regulatory and accreditation oversight (Figure P.1-4);
Operations Link to public reporting of quality and cost

information; Display key quality and cost via internet
site; Regulatory requirements met (Figure P.1a(5)).

Selection of

Open meetings; Election of BOT; Governance &

BOT Members | Compensation Committee provides oversight of policy,
and Disclosure | nomination process; new in 2016 - BOT needs tool
Policies used for replacement of longstanding member.
Independence External audits conducted of IT infrastructure and

& Effectiveness | security; Cycle of learning in FY 16 audit to include

of Internal / HIPAA review; External financial audit; Internal safety
External Audits | & biomed audits; Audits for compliance of

confidentiality and security of records.

Protection of

WORKFORCE Code of Conduct; Corporate

Stakeholder Compliance including HIPAA compliance and
Interests reporting; LEED Silver Certification.

SL Succession | Creating environment for success (1.1¢(1)); Leadership
Planning Institute; [HA Leadership; IHA Governance Forum;

Career Progression and Development (5.2¢(4)); SL 360
(1.2a(2)) to support SL succession planning process.
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Elevation Credit Union

Figure 1.2-2 Performance Evaluation

Senior
Leaders

Leadership
System

Evaluation and
Compensation

Annual peer-assessments
and external coach
feedback. Comp package
reconciled to market by
outside consultant.

Development

Formal onboarding
program; annual training
and travel budget for

all directors; speakers
and consultants during
SPP and monthly Board
meetings.

Annual review by the Board;
comp determined

by performance to goal;
comp package reconciled
to market by outside
consultant.

Annual training and
travel budget tied
to SuccessFactors
Development Plan.

Annual SuccessFactors
review; comp determined by
market job role match and
performance to goal.

Annual training and
travel budget tied
to SuccessFactors
Development Plan.

Evaluation ongoing through review of aligned metrics
within the Operational Rhythm, SPP, and BHAG
Baldrige review process. Improvements made
continually; substantive improvement made in 2018 with
Leadership System v2.0 deployed to address increased

requirements of leaders.
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Figure 1.2-3 Legal and Regulatory Compliance
Concerns Anticipate & Address
* In-house legal counsel

40 I SEREIRS o Compliance; risk assessments using a heat map
N3l udaunileang SELEG A . DFS and NCUA annual audits
* Internal audit
* SL Involvement on community boards

‘Emmﬂudquﬁﬁﬂﬂd’] |+ Community Affairs Team
ST |, Northern Colorado Advisory Board

¢ Robust member, in-market, and social media
* Scenario Planning [CAT2.1]
* Benchmarking key metrics [CAT4.1]

Scenario Planning [CAT2.1]
Future Development and learning activities, including
industry monitoring

18NN AREMATIRADLLAY Key Compliance Processes, Measures, and
o . Goals for Addressing Risks
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ROC Quarterly meeting chaired by the CRO

ERM designs processes to include key controls;
Internal and external audits of key controls

An index measure combining measures of credit,
Risk Index market, strategic, reputational, operational, and
technology risks

Regular consumer education to address common
literacy gaps. On-demand services are available to
our membership, such as our ‘Reality Check-up’,
which performs a review of a members’ financial
goals and plans to achieve them, plus a free credit
counseling service that is paid for by Elevations.
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Type Description Probability Impact Risk Reduction

Pre-employment background

Drivi T li j High High
riving raveling to projects 1g 1g check: CDL: SAFETY

. Backhoes & drill . . Training/OQ); Preventive
E t High High . >
xeavation trucks 8 18 maintenance; SAFETY
Technical Defective design, Training; NACE Certification;
. defective installation, Moderate =~ Moderate Operator Qualification; In-
Expertise . .
interference Service Forms

Stormwater runoff, .. .
Training; Permitting;

Environment deep anode drilling, = Moderate Low .
Installation process
subcontractors
Hazardous . Training; Hazcom Program;
. Epoxies, solvents Low Low & g
Materials Quantity Control; SDS

1.2-3 Societal Risks of Products/Services (with Mitigation Methods)
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Risk Description Risk Reduction Listening Measures
Team Members Theft, harassment, Employee Hiring Process; Employee Engagement Major
kickbacks, illegal Onboarding; Survey; Town Hall incidents
behavior, fraud Comml}nlcatlon methods; Meetings; Bi-annual
Training; Standards of .
Conduct; Insurance Performapce Re\{le.ws; Qpen
Door Policy; Exit interview
process
Suppliers Kickbacks, gifts, References/referrals; Supplier Satisfaction Survey; Major
preferential Standards of Conduct; Personal contact incidents
treatment Communication methods
Customers Kickbacks, References/referrals; VOC Mechanisms; Customer Major
preferential Standards of Conduct; Relationship Development incidents
treatment, gifts Communication methods Process
Corporate Fraud, non- Standards of Conduct; Open Door Policy; Bi-annual Major
compliance, Training; Regulatory Performance Reviews; SLT  incidents

software licensing

Reporting

6D Review

1.2-4 Ethical Risk Reduction Processes
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Figure 1.2-4 Green Initiative Strategies
Reduce Energy Consumption Reduce Waste Generation
* Promote energy conservation practices | - Redesign processes to reduce waste
- Implement energy efficiency projects - Reuse materials
» Purchase energy efficient products » Recycle as a last resort
= Utilize LEED principles for new < Purchase environmentally friendly

facilities supplies (ex. mercury-free)
* Use Energy Star as benchmark * Use Green Guide for Healthcare

as benchmark

Figure 1.2-5 Obesity Prevention Services
Age Appropriate Exercise Programs Ages 6 months-18
Family Fitness Time Families getting fit together
Sports Training Camps Youth 11 & older
Personal Training Camps Teens that need fithess & nutritional guidance
Nutrition Education Classes Cooking demos, individual counseling, weight loss programs, etc.
Community Walking Programs Provided in partnership with AARP & Medical Fithess Assoc.
School Health Center Program School nurses teaching importance of good nutrition & exercise
Certified Health Educator Program Health educators teaching importance of good nutrition & exercise
Athletic Trainer Program Certified trainers working with athletes
NMHS Employee Live Well Weight Watchers at Work (5.1b(1)), healthy options in hospital
Incentive Program cafeteria, Wellness Center membership discounts
Senior Adult Exercise Options 10 LifeTrails stations at a local park, AARP Walking Challenge
Alternative Exercise Options Funding provided for disc golf courses, skate park, walking tracks
HEALTHWORKS!™* Ages 5-12 nutrition & exercise education

*HealthWorks! is a collaboration between NMHsS & the HCF.
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Ll udounitauad Figure 1.2-7 Community Support Process
The process to manage Community Support is described below:

TCUUIANATDN 1. Identify key communities of interest based on alignment with

AYANT Mission, Vision, Strategic Objectives

2. For each key community identify the groups to support and the
IMRF leader responsible for each group

X o | 3. Determine support that leverages IMRF’s Core Competencies
jUlluanssantng 4. Provide support
mmﬁumuqmu 5. Evaluate and improve community support methods
- Figure 1.2-8 Support of Key Communities
TANNAIVULN T8 U Key Selected due to Means of Results
L Communities | Alignment with: Support Figures
AEUNALNA lllinois — CC2, CC4 and Reciprocal
P Vision to provide conferences
Pension " ; 7.2-13
ks i L the highest Secure reciprocal
quality services data exchange
MWBE Emerging
(Minority and S;leggﬁd GA’'s Managers and 7.4-7
women-owned aspirational goals Brokers Program 7.4-8
business for 20% MWBE Procurement 7.4-9
enterprises) Process
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Figure 2.1-4 Intelligent Risk Process Steps

Concept of strategic opportunity becomes a focus of CM
and Council who determine fit with City strategic plan and
long-term strategy.

CM vets idea with ELT - champion assigned. Charter,
scope definition, timeline and funding needs considered.
ELT champion creates cross-functional team.

Cross-funtional team conducts research, including risks of
alternatives for not proceeding, use of consultants, stakeholders
most impacted, and Public Engagement approaches.

Ongoing status reviews with CM, ELT and Council.

Team recommendation on steps needed to move forward
presented, including Public Engagement results. Council votes.

If vote is to proceed, public debate times are scheduled;
refinements made based on feedback until final decision is
made. Project plan is presented to Council.

Opportunity moves into project management with ongoing
status reviews to ELT and Council.
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Figure 2.2-1 Stellar Strategic Goals and Objectives

=

ds, o 1 [ % A g s tzll ¥
?ﬂuLLZ\iﬁﬂG]Q@ﬂﬁﬂﬁﬁ]Qﬂ?%ﬁﬂﬁL‘ﬁﬂﬂ@ﬂquﬁ whdszaen LRZNIAULINTINABINTTUTIRUEN Steller

. Action Plans: ST = Short-term, . ’ Projections
s(;r;teeg:: eGsO;IEI;T LT = Long-term, HR = Human Resources b N;I: aRszc:z;rementsl Established Goals/ =~ *Stellarvs ~ Timeline Results
! ! (workforce plans) Benchmark
" ' 7441,7.1-2,7.1-5,
$01/Goal 1 STi— Meet customer crifical needs Customer Survey - Critical Needs | 4.0 (very satisfied) = Annual 7146
iver Hidh | ST - Satisfy customers Customer Survey - Satisfaction 100% + | Annual 7.2
Deliver High Impact for ST— SLT monthly visits
Current Customers (right LT~ Maintain/G tbusi Customer Survey - Satisfaction with 40 (very saisied) NA Annual Survey/ 726,730
size, right scope) HR_ C::;:Ll V:gvrvn;:::\elcvisli]tssmess Monthly Visits 2 \very Monthly Visits |~ "
SC13+SA23456°¢ - i E
Sn HR - Provide employees vith training they Goal 1 Accomplishment vs. Plan redacted + Annual 7413
need to meet customer needs Training Hours 40 hoursyear per + | Annual 737,738
employee
$0 2/ Goal 2: T ] Customer Survey - Critical Needs | 4.0 (very satisfied) + Annual 711
__ - Meet customer critical needs
R:c:vg:l:tlg;::spw for | L7_ Grow revenue by winning new business | Revenue Growth redacted + | Monthly 754,752
(Innovation) LT= Winnewbusiness Goal 2 Accomplishment vs. Plan | redacted + | Annual 744
SC123+5A23456 LT - Provide innovative solutions for -
0C123 customers ﬁ]‘r’;‘;’:‘&;sé‘:)m; SP'°"'des 4.0 (very satsfied) + Amnua 744
ST = SLT monthly visits Customer Survey - Satisfaction with ' Annual Survey/ |-,
503 Goal 3 j |LT- Grow revenyue by having situational | Monthly Vists ] " Moriby Vs 18
Build Customer Intimacy e .
Situational Awareness awarsngss & rfnalr;:alp curtent work and win Revenue Growth redacted + Monthly 751,752
(inform the way ahead) E?_W ;SI:LGSS S p
. | - Build customer intimacy/engagement | Customer Survey - Recommend
B and loyalty to Stellar Stellar Y 100% * Annual 125
S04/ Goal & HR - Listen to employees and help them find | Employee Survey - Dream Job 80% - 100% + Annual 7.3-15
) their dream jobs E ofacti 9
Increase Workforce ¢ o mployee Survey - Satisfaction / 96% (GPTW ) y
et HR - Drive employee satisfaction Great Place to Work benchmark) i Biannual 1312
retain key players) HR - Drive employee engagement and S - ’
mployee Survey — Recommen:
SC1+SA1235¢+CC23 loyalty to Stellar Stellary y 100% t Annual 7313
, Positive review of all NA - process
B " SLT meet qtrly to review processes .
5051 Gual: U1 i oy | 5900 s bosonol | | s
Pursue Organizational !_T-. Increase key perforrpanoe measures and | o tiization of Workforce redacted + Monthly 7.34
Excellence (scale smartly) | indicators - Revenue, Billable Employees, -
SC2+5A234+CC3 | Profiabilty & Revenue from New Markets | Revenue, Billble Employees, Set during SPP + | Moty 154,752,753,
HR - Baldrige training for SLT Proftabiity 154,159
Local Baldrige Training Completed by all SLT NA One time NA
$06/Goal 6: T Suppomamplojees gung beck 0V o, partipaton nFoundalon | 100% b e ETAT
Enhance Community : ' .
LT - Contribute to the Aerospace Community
Support (local, aerospace ) ) i i g
B gplgbal)‘ p LT~ Contribute o the Global Community by Investment in Aerospace Community | redacted + Annual 7411
developi | ing system f
SC *SA +CC2 e:\r/tigﬁlai%: fi Garly warming systam or Investment in QuakeFinder redacted + Annual 7411
SC = Strategic Challenge ~ SA = Strategic Advantage  CC = Core Competency  *+=Advantage - =Disadvantage = Parity
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* Review O&T imnputs, Review * ET develops Action Plans

- and targets as a measurable
gg%o F AS.t 1(eg€;1 ecll"'};l)lreats, IAS, method to achieve SG and
i - Objectives (Decide)

* Review SWOT, Imperatives,
SGs, strategic advantages,
challenges. opportunities,
and core competencies ; Develop
(Orient) Action Plans

* ET considers resource and
workforce needs, and modify
high level timelines for
Initiatives (Decide)

* SPAs and the SRPM Modify Deol
identify necessary vlod1ly eploy Initiatives are assigned
changes based on Action Plans & Monitor SPAs (Act)

circumstances (Act) SPAs form teams and

* Modifications are made by define detailed plans (Act)
the SPAs and/or the ET based » SRPM monitors execution

on the level of the change (Act) of Action Plans and
reports status (Act)
Figure 2.2-1 Action Plan Development Process

Approve and
: prioritize

Finalize Develop Implement

S
~
=

=
Q

charter deliverables S solution
S
~

Identify team Create plan Report status Measure
members success

>

Figure 2.2-2 Stage Gate Process
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Figure 2.1-3:

Board of
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Management

Catch Ball Process
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- |Standardize Clinical Processes

- |Achieve Donor Management Goals

- [\ncrease Non-brain dead donors
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Objectives

Improve Procasses and Systems.
lincrease suitable organs for transplant

Deliverables
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"How much"

Kurt
Heather
Brian
Susan
Nick Y

\dentification Potentlal Market Penetration
|% of Designees to Waiting List

¥ of DCDs:

|DMG

|% Increased revenue for research

Estabshing ROI
[# of Internal non-conformances

,,_ 4
« [Explora markals for allamale solrces and feveriue avaiiadibly

|ldentifty alternative revenue sources

- 1.5% Increase in designation (PA}

- 75% Increase in WV

- 1% in organs

- Increase of 1 Band in 2 Categones
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Key Strategic Action Plans (Month/Year) to Accomplish Objective

Objective

14. Tmprove new 1. Initial draft (Complete). 2. SLT approval (Complete). 3. Deploy (Complete). 4. Add new employees to Socialcast with 3 things about
employee on-boarding | them (in process). 5. Review Recruiting & Hiring Process, including on-boarding (6/16).

15.3rd party Sales & | 1. Next Level For Service Advisors (3 times per year). 2. Service Group for Sales (monthly coaching, started 2/15). 3. Sales managers
Service trainers do daily reminders from the Service group training (Daily). 4. First half of 2016 schedule set (Complete).

16. Re-engineer new | 1. Initial draft with Andy (Complete). Do we do it by core values? Add Servant Leadership & premier dealership (Complete). 2.
employee orientation | Review with SLT (Complete). 3. Deploy (Complete).

17. ACA & benefits | 1. Continue to meet with Axcess Financial personnel on ACA compliance. 2. Confirm with REYREY compliance with ACA Reporting
review, look at Mayo | requirements & implement process to gather & input data (Complete). 3. Review PTO, vacation & 401k plans for 2016 (Complete). 4.
Get Mayo Healtheare in place (Complete). 5. Hold employee town hall (Complete). 6. Continue reviews in 2016 looking at 2017.

18. Coordinate projects | 1. Track each team’s BPR agains community needs (on-going). 2. Meet monthly to review funding requests. 3. Launch annual United
wihighest impact Way campaign (12/16).

Figure 2.2-2 Human Resource/Societal Short- & Longer-Term Action Plans
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Figure 3.1-1 Voice of Customer (VOC) Process

Phase Key Steps

Evaluate VOC measures (Fig. P.2-3)
EMEIUEE Identify need for new VOC measures
Design Design/redesign surveys and other methods
Collect Administer surveys and collect VOC data
Review Review, analyze and report VOC data
Follow-up with customers (letters or calls)
Follow-up Share results with staff to coach/train
Improve Identify OFIs and make improvements
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Access/Support
Mechanism

Purpose and Communications Shared

Figure 3.1-1 Listening and Learning Methods

Customer Feedback - Regular Visits

Work Processes

* = Gtellar

I SOLUTIONS
Sectors /
Functional Areas

awareness and building the brand

+ Customer Relationship
Monthly Sector VP Gather data on current/future customer needs and company Management (CRM) All Sectors
Visits performance and help build the brand + New Business Capture
+ Strategic Planning
Employee On-site Immediate feedback on project status and current & future +CRM + All Sectors
Visits customer needs + New Business Capture + (& All Employees)
TV Establish relationships and understand changes in contract + Contract Management
Administrative Vits policies, build the brand + Accounting/Finance Contracts
0 - Establish relationship with peer security officials and stay : e ;
Security Officer Visits abreast of policy changes Security Administration Security
CEO and COO Visits Peer visits with senior leaders for overall business situational + Situational Awareness Senior Leadership

+ Strategic Planning

Customer Feedback - Formal Customer Surveys

Feedback on performance/quality, services, ease of business, + All Sectors
AU and comparison with competitors g + Functional Areas
Former Customer Feedback on performance/quality, services, ease of business, CRM + All Sectors
Survey and comparison with competitors + Functional Areas
Informal Exchanges
Industry Conferences | Corporate visibility and customer awareness of our services and .
and Trade Forums industry breadth sl Al
Marketing Literature grt;r:gany ool G G bl i New Business Capture All Sectors
I . *CRM * All Sectors
Phone Conversations Ir:tc’et::aecr::osnomah customers & partners forreal time feedback and |, o,y gyginess Capture * Functional Areas
P 9 + Accounting/Finance + Senior leadership
Stimulate value-added correspondence with customers and
. . e +CRM + All Sectors
Email partners, gather feedback, address issues, pass capability . n o Adminictnat
[l New Business Capture Administrative
Web Interface
Applicants Candidate employees and screening Hiring Stellar Administrative
Business Inquiries E;\::dbusmess opportunities, general interest, and marketing the New Business Capture All Sectors
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Figure 3.1-1 Voice of the Member

Market Segments & Member Groups
By Branch or by County (Boulder/Broomfield — established; Larimer — new; Adams, Denver, Jefferson, Weld -
future)

Student > Young Professional > Newlywed > Young Family > Maturing Family >Mid-Career > Late Career >

| _Retired

Move & Manage Money, Consumer Lendin

Geographic

Life Stage

Value Stream Mortgage Lending, Business Banking

urney (Lifecycle)

Brand Awareness
Acquisition
Share of Wallet

Consideration/preference relative to competitors

Onboarding new member/product relationships

Retention, percent of the deposit/lending/services relationship
Retention, satisfaction and loyalty

Advocacy, referrals

Amazing Experience
Raving Fans

Listening Methods
In-Market Surveys
= NPS In-Market
- Unaided Brand
Awareness

Partner (Core Insights) facilitated semi-annual phone survey of consumers within our markets;
results are segmented by county providing in-market competitive benchmarks; a KPG [ITEM

- Aided Brand Awareness 7.2

- Switch Preference

NPS Relationship Partner (MLG) facilitated monthly random survey of our entire membership; benchmarked
- Loyalty against the MLG participating credit unions, segmented by asset size

NPS Transaction

- Overall Satisfaction
- Driver Questions
- Ease of Use

- Loyalty

Partner (MLG) facilitated daily surveys of members who have transacted with us by becoming a
new member, opening a new product, or moving money in the Click, Talk, and Walk channels.
This survey solicits immediate, actionable feedback from members on the quality of our
products and interactions with our workforce.

Manage member journeys and communication across multiple channels with ability to
determine lead scoring/dollar value and monitor efficacy

Social Media Facebook; Twitter; Yelp; YouTube; Instagram, LinkedIn, Glassdoor, Google Reviews

Marketing Automation

Integrated into website for members and others to give feedback. This toolis also on The

Feedback Tool Peak (intranet) so that staff can submit feedback on behalf of members

Click (OLB, Mobile) Secure email; chat

Member Council Online digital platform used to interact with 2,500 members to test ideas and elicit input
1:1 Interviews Partner (Core Insights) facilitated brand study

Member Profiling 1:1 conversations in the Walk and Talk channels

Compliments, Complaints |Letters, formal complaints (DORA; BBB)

Business Development

Interaction with members and other stakeholders via seminars, community activities, etc.
C = Current Member, P = Potential Member, F= Former Member, CC=Customers of Competitors
Listening Methods Across the Member Journey

Brand Awareness: marketing, in-market surveys

Acquisition: onboarding process includes marketing automation; member profiling; staff outreach, new member survey

Share of Wallet: pre-approvals and banner ads; member profiling, staff outreach

Amazing Experiences: Face-to-face and digital interaction with members. Talk and Walk management calls NPS Transaction survey
respondents to close the loop

* Raving Fans: social media; Business Development, surveys, face-to face interactions
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Figure 3.2-2 Member Segmentation Process

Step 1 - Life Stage Demographics
Demographics: Age;income; [Life Stages: Student; Young
education; career; marital status; |Professional; Mid-Career;
dependents Late Career; Retired

Step 2 - Persona (Psychographic)
Examples: Upscale Suburabites; New Suburbia; Affluent Urban

Professionals; Prime Middle America; Family Convenience; Nuevo
Hispanic; Lower Income Essentials; Mature America; Young
Cosmopolitans

Step 3 - Engagement Levels
Aware; Considering; Neutral; Satisfied; Advocate

Step 4 - One-on-One Member Relationship Management
Financial Needs; Use of other Financial Institutions; Credit Report,
Contact Preference
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Market Development Teams (MDTs) &2 o
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1] m
New & Emerging Penetrate our Shape the Market
Technologies Customer Base
Army Customer, New Service Non-Army Customer, New Service
5-10% of Market Share 2-5% of Market Share
75-85% of Market Share 10-15% of Market Share
1 v
: Maintain our Broaden our gy,
Core Business (7
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Q
Army Customer, Existing Service Non-Army Customer, 0'7‘4,7':@ Q\rs
Existing Service Ve, Cut
A A 172 Sq b
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Competency Directors
Figure 3.1-1 ARDEC’s Marketing methods are based on
Best Industry practices to ensure that all of our
capabilities are aligned with our Customers needs
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Figure 3.1-5 Product Offerings Approach

Quarterly, the Financial Product Management team completes a Product Review & Competitive Analysis Report for each
Value Stream. Within this report, products managed through that Value Stream are scored against identified KPIs around unit
Step 1: production, usage, financial goals, and member experience goals. Additionally, analysis is conducted of the same offering
J\ENE RS of competitors that are identified by the Marketing Competitive Analysis described in Category 2. The Financial Product
Management team synthesizes our products’ scores, competitors’ positions, and market opportunities culled from the industry
into commentary, analysis, and recommendations for discussion that are shared through the Op Rhythm (Figure 1.1-4).

Upon completion of this analysis, the product team assembles a meeting of the Value Stream stakeholders for review and
discussion of the findings. The discussion centers on performance of our solution set against desired goals of Value Stream’s
annual Business Plan to determine where our solutions are assisting us in meeting goals and where there are gaps.

Step 2:
Alignment

From the product meeting, the product team documents action items and moves product requests into the documentation
phase as appropriate. In this manner, the product team creates an ongoing product roadmap for the Value Stream, identifying
new product needs, changes, or retirements needed to achieve that Value Stream’s strategic vision.

Step 4: For new products or modifications to existing, the product team produces and submits the appropriate documentation as
ST L outlined in the ETG Project Intake process. Project Intake initiates the ETG Pipeline process. ETG works quarterly with each
L2100 Value Stream to prioritize the pipeline of requests and move them into the Agile/Scrum project environment.

Step 3:
Roadmap

Product managers work as subject matter experts within the scrum teams. In alignment to the goals of the product, the product
manager works in conjunction with stakeholders to develop and deploy a ‘go to market’ plan. This includes considering the
success metrics of the product launch and how those will be monitored for transition of the product into Step 6.

Step 6: Within the deployment plan, the product manager defines ongoing measurement requirements and how that will be maintained

0/i[+[of1y ' in the appropriate Operational Rhythm and Business Process Management category. The product is then incorporated into the

Product reporting and review cadence of the appropriate Value Stream. Once live, the product cycles back through to Step 1: Analysis
[ ELELENEIE and is included in future reports to identify successful performance or areas for improvement.

Step 5:
Build and Deploy
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Sales Cycle for Establishing New Customers & Growing Existing Customers

———— /‘_\
Connect / Discover Build Bridge / Follow
Target & & Trust to Onboard Perform Up
Nurture Q}lution \-/

Target: pre-qualify (or re-qualify) customer on asset profile, estimated
spend, procurement practices & existing relationships

Customer Life-Cycle

New: targeted as potential new key customer
Connect & Nurture: identify key influencers & decision-makers,

Grow: key customer with opportunity to expand existing
establish rapport & build relatonship, familirize with MESA J B e srvice & :

volume of revenue through existing or new services & products

Discover & Qualify: identify service line opportunities: ¢ estimated | Maintain: key customer for whom no further expansion is

spend, strength of competitive position, & key factors in decision- :)dﬁgrg;fp cndidate o move o operaional-level lient

Recover: key customer for whom the relationship has been
Build Trust: establish & maintain ~character by keeping | weakened by MESA performance or competitive influence.

commitments, honoring Principles, & acting professionally; establish
competence by demonstrating technical knowledge, operational
experience, & ease of business Key Customer Criteria

Bridge to Solution: develop strategy to win targeted service line | Materials: customers are ranked by dollar volume in 5

based on compeitive SWOT analysis, offering a value-based solution | Cttegories: A%, A, B, C, & D; Key Customers are defined as the A+
fo both partics & A categories which are those customers exceeding $100,000 per

year in sales
Onboard: for targeted customers, invest time to learn & deploy | Services:

customer requirements for conducting business & walk customer (1) Relationship customer (aot based soely on price), with revenue

through our operational & commercial processes exceeding threshold levels consistently, year over year, or
Perform: as the basis for all future trust & additional opportunities, | (2) MESA is sole source with no competitive bidding required, or
execute work at world-class levels of performance & SAFETY with an

, . (3) High potential target customer, or
exceptional customer experience

: 1 (4) Critical or strategic customer to ONEMESA
Follow Up: using one or more of the VOC methods, determine

customer satisfaction with MESA performance

3.2-2 Key Customer Relationship Development Process MESA
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Figure 3.2-3 Strategies for Customer Relationship
Q Tools/Practices to Move

Stage

1%

AANITANNANNUTALANAUBI CAMC

u

Building

Measure/Figure #

(B)

at Each Stage

How Level is
Determined

@ Don’t

know
CAMC

@ Heard

about
CAMC

@ Likes

CAMC

Loyal to
CAMC

Advocates
for CAMC

Relationship to the Next Level
Billboards

o # of Calls to Community Liaisons (7.1-63)

e Increases in

Newspaper Articles o/ of Calls to Transfer Center (AOS) each

TV Ads/CRM Software ® Social Media (7.2-24) measure
Social Media* e Image Awareness Survey Results

CAMC Website* (7.2-1; 7.2-26-7.2-27)

“Stories” of CAMC All of the above plus: e [ncreases in
HealthFest* e Community Benefit Programs and Services | each

FRC Classes o of Participants in Health Fairs/Screening | measure
Trauma Outreach Program et of Participants in Educational Programs

CME for Physicians e # of CAMC Sponsored Community Events

ImagineU & Civic Affairs Council | (7.4-17) (full report AOS)

CRM Software ® Marketing Campaigns (7.2-25)

Efficiency Improvements ot of Calls to the Transfer Center (AOS) e Volume
Transfer Center* ® Uninsured Patient Conversion (7.1-54) growth
Central Scheduling for OP ® Average Time to Next Available e Increase in
Pre-registration Services Appointment (7.1-52-7.1-53) patient
AIDET/Patient Whiteboards ® Operational Efficiency Measures (7.1b) satisfaction
Hourly and Leadership Rounding* @ Satisfaction Survey (7.2-2-7.2-19) e Increases in
Service Recovery (Take the HEART) o Market Share (7.5-19-7.5-31) each

CPOE * Service Plus ® Best Attributes (7.2-1; 7.2-26-7.2-27) measure

Multi-disciplinary Rounds
Discharge Information
Discharge Call-backs/Cipher Health*

* WF Engagement (7.3-13-7.3-17)
® Resident Overall Perception (7.3-24-7.3-25)

Series Appointments
Specialty Clinics

Center of Excellence

“Blue Distinction” Services

® “Definitely Recommend” (7.2-20-7.2-23)
e Physician Survey (7.3-26-7.3-27)
® Top Choice Hospital (7.2-1)

e [ncreases in
each
measure

Donors/Fundraising
Foundation Gala
Roundtables/Presentations
Professional Recognition
Support to Care for Patients

° Community Benefit Programs and Services
(7.4-17)

® Donors (7.5-16)

o # Employees 30+ Years of Service (AOS)
® Awards and Recognition (7.4-15)

e Increases in
each
measure

*Also Listening Posts (Figure 3.1-2)
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Complaint Management Process

* AM speaks with client sponsor to understand nature

of complaint and begin defining corrective actions.

Step 1 :
Reviefw & AM speaks with PMC to determine root cause of
Verify issue(s) and discuss possible corrective actions.
Depending on nature of the complaint, senior
leadership might follow up with sponsor.
Step 2 o
Communicate AM logs complaint in Deltek.

& Document

AM notifies MD, discusses corrective actions.

AM proposes corrective actions to the sponsor and

Step 3 secures agreement on a final plan.
Review & IPM executes the corrective action plan.
Assess AM provides oversight during execution of corrective
action. Modifications are made as needed.
Step 4 Findings and solution explained to client.
Respond Determination made as to client satisfaction.
& Close Response logged in Deltek.
Step 5
Complaint Complaint reviewed with senior leadership.
Follow-up Effective resolution confirmed through PPE results.

Figure 3.2-1 Complaint Management Process

Figure 3.1-2 Social Media Response Assessment and Response

Process
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Praoggct Promotion Point Information Complaints
TS and Advice of after point of and claims
design marketing Sale sale handling

+ Product and service design: Products and senvices - and the distrbution strategies  Information after point-of-sale: Fims need to provide customers with ongoing
chosen to bring them to market - are designed and developed for specific target ~ relevant information to enable them to monitor whether the product or service
markets, based on a clear understanding of the ikely needs and financia capabilty ~coninues to meet their needs and expecations, and provide acceptable levels of
of each customer group. service for post-sale transactions or enquiries.  Firms must also monitor and respond

fo changes in the wider environment that may affect products and impact on

+ Promotion and marketing: Products are marketed to specific target groups, through  particular groups of customers.

clear and fair communications that are not misleading and are appropriate to the . ) - :
trget goup, g ki + Complaints and claims handling: Fims need to honour representations,

assurances and promises that lead to legitimate customer expectations. Legitimate

+ Advice: Firms need to ensure tha, where advice i provided, advisrs are fully  expectatins must notbe fustated by unreasonable post-sle barries. There s a

equipped to provide advice that s sutable to the needs of the customer concemed, - requirement for fair and consistent handing of claims and a mechanism to deal with

balancing the commercial objectve of increasing sales with the objctves of TCF - comolaint timeausly and faly. Firms should undertake to identfy common
end svoidng confits o e underlying causes of complaints and take acin t eliminate the root cause.

+ Point-of-sale: Fims need to provide clear and fair information o enable customers
to make informed decisions about transacting with the firm, its products and services.
This means that product risks, commitments, limitations and charges must be .
transparent.  Disclosure around bundled products must enable customers to
understand the different components of the bundle.
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Figure 3.2-4 NPS Transaction Survey Driver Questions

New Member

New Product

Call Center

Remote Services

* |twas easy to apply

* Received prompt
service

* Representative
knowledgeable

* Made to feel like a
valued member

* Information easy
to find

* Information easy to
understand

* |twas easy to open (deposit)

* Itwas easy to apply (loan)

* Received prompt service

* Received timely communication
throughout

* Representative was personally engaged
* Representative was knowledgeable

* Made to feel like a valued member
* Information easy to find
* Information easy to understand

* Received prompt
service

* Representative
personally engaged

* Representative listened
fo understand needs

* Representative
knowledgeable

* Timely resolution

* Made to feel like a
valued member

Branch Survey

* Received prompt
service

* Representative
personally engaged

* Representative
knowledgeable

* Privacy of transaction

* Timely resolution

* Made to feel like a
valued member

* Easy to navigate

+ Options met needs

* Information easy to
locate

* Information easy to
understand

* Able to successfully
complete transaction
or inquiry

situansnslsuiiupnnuianalazes Nestle Purina Mdhaulasa 3n1sidsziiiuaaunala

YA RTIALNFARLARNA DITTURLN

Measures Description

Per

Nutritional efficacy
Palatability

Short-term and long-term tests

Taste tests

Consumer

Product digestibility

Stool quality test

Complaints

American Customer
Satisfaction Index (ACSI)

Quality Function
Deployment (QFD)

Number and severity tracked via phone,
internet, and mail

Satisfaction survey conducted by
University of Michigan

Perceptions of product attributes

Customer

Performance Monitor

Monitor-Customer
Satisfaction Index (MCSI)

Customer Index

Informal daily interaction
with customer

Case-fill rate
Promotion effectiveness

New product acceptance

Industry-wide survey
NPPC’s customer satisfaction survey

New metric that assesses the relationship
between Purina and the customer

Daily interaction

Measure of order accuracy

Sales and return on investment for
promotional campaigns

Acceptance of new items onto store shelf

Table 3.2.2 - Customer Satisfaction Measurement Methods
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Figure 3.1-1 Customer Communication and Response System
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Figure 4.1-3 CORE Corporate Dashboard
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Figure 4.1-1: Eye Bank Dashboard
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Info
Flow

) PV SRR PR i {0) ) ) « Variance (Daily vs. Budget) + Daily operational changes
Safety (Patient/WF) X X < x lx . Treqdmg/LDM * Service recovery
* Review of Safety Events + Safety/Regulatory
Census/Volume/Staffing X X X X + Social Media monitored by Marketing & | * Resource Pool/Call-offs
Admissions/Referrals % X X X issues communicated + Physician notification
— » Patient compliments & complaints + Patient flow
Productivity/LDM X X B + Work process in process measures + Performance Improvement %
Satisfaction/Quality X X X * Support process requirements &
WEEKLY * Trending/Variances + Safety/Regulatory/Service Recovery %
Productivity/Financials X X < x lx * Process change A . Stafﬁng/Recruitment/Recpgnition ‘é
* Root cause analysis + Operational Changes/Action Plans =
Patient Satisfaction X X X | x|x ;3
Position Control X X X | x|[x 5
MONTHLY * Social media campaigns * Modify social media campaigns E
Clinical Outcomes X X < x lx . BudgeT Target vs. Acmal * Modify Action P}ans for SDP/LDM >
+ Statistical comparison * Resource allocation/New teams 8
SDP Dashboards X X X | X [Xx + Action Plan evaluation/LDM + Budget changes 2
Financial Performance X X X [ x|x * Business development ;
QUARTERLY + Budget Target vs. Actual Address performance gaps: %
Patient Satisfaction X X < xlxl x | Statistical comparison{action plans . Safety/Regulatory 5
+ Work/support process in-process & * Resource allocation/changes 7
Work Process X X X | X [X outcomes + Operational changes/action plans ;g
SDP Dashboards * Aggregation of patient experience data | * Opportunities for PI/Innovation z
X X X [ x|x| x |, o 3
Identification of gaps =
=
ANNUAL/BIANNUAL + Budget Target vs. Actual + Safety/Regulatory %
. * Year end results compared to annual * Recognition Z
WF Performance Reviews X X X [ x |x] x ; . -
— projected performance compared to + Action Plan modification/New Plans )
Employee Satisfaction X X X [ X |X] X |benchmarks + Opportunities for PI/Innovation 8
Physician Satisfaction X X x | x | x| x |°*Impactofyearend results on SPP * Organizational success vs competitors 8
- accomplishment + SPP & Organizational Review =
Patient Safety Culture X X X | X [X] X | +Gapanalysis: current performance vs Processes
Strategic Plan achievement | x x [x| x [actual
CONTINUOUS + Shifts in technology, market, services, + Changes in SO, Annual Goals, Action
Environmental Analysis competition, economy, regulator Plans to adapt to shifts in market
X X | X[ X [ environment conditions/priorities
Legend: SL=Service Line; N/MS=Clinical Nursing & Medical Staff; SS=Ancillary Support Services; SL=Senior Leaders; P=Partners; BOD=Board of Directors

Figure 4.1-3 Performance Review Process (PRP)
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PIl - Continuous A Pll- Six Sigma
PIl -Six Sigma Process .
Improvement Improvement Process Design/
(WOT,PIT,etc) P Redesign

|
'Yes

PASTE PASTEplus
Continuous Six Sigma Black Belt JADE
Improvement Supported Black Belt Support
Phases
P- Problem |. Pre-Assess Opportunity ! ldenti :gasfes o .
A- Analysis II, Define Opportunity |i Dentlfly a?) e mg pportunity
S - Solution I1l. Analyze Root Cause and Defects - Develop Design Concept
" IV. Select Solution(s); Reduce Variations lll. Optimize Design

T - Transition V. Implement IV. Verify Design
E - Evaluation V. Evaluate/Control Defects and Variations | | V- Implement and Evaluate
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| Strategic Level

Operations Level

Environmental Scan

(Including Customer
Requirements Analysis and ]

Operational Results)

Process Management

Team Level

Il

y

A

\

Strategic Planning Process

Y

Business Plan,

Process Monitoring
(Aging Reports, Complaint
Tracking, Process Measures,
Surveys, Focus Groups,
Benchmarking, Ideas from
Empowered Employees, etc.)

Key Intended Outcomes,
Business Plan Initiatives,
Departmental Measures
Y
Performance Reporting on
Key Intended Outcomes

Significant
Opportunity for
mprovement?

and
Departmental Measures

Operations and Monitoring
Continue, Performance Data
Generated and Analyzed

Natural Work Team Assigned
to Analysis, Using Six-Step
Problem Solving Process

(P32)

than One Department

Are Significan

Cross-Functional
Task Team or
Business SWAT
Team Assigned to
Analysis, Using Six-
Step Problem Solving
Process (P.2-2)

New Resources
Required?
Yes
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Figure 4.1-2: Availability of Data and Information

User

Access/Availability

Type of Data/Information

Workforce (**employed only)

-Big Dot Goal Cards
-Huddle Boards

-Safety Huddles

-MGMC Intranet
-Employee Updates**
-Gram

-Leadership Resource Site
-Workplace FaceBook**
-First Friday

‘Big Dot Goals/Progress
-Department Goals/Progress
-Patient/Workforce Safety
-Daily Census/Staffing
-Policies/Procedures
-Standard Work Documents
-Engagement Survey results
-HR Benefits/Plans**

-LI Material/Linkage Grid**

-LEM ‘Compliance & Learning
S L I ° -Performance Evals**
mummmﬂmmamqu UTN1 -KaiNexus**
. o -Policy Medical**
aanuUL/AFUle sTuLdTaUInNA ‘NetLearning®*

gudeya  wazdniinanssunig

-Med Staff Meeting notes

. -HealthConnect -Community Health
4 Y& A ol ‘MyChart Information & Education
fiu T savieAnaeny Alulatl e ebsite oty Reports
A1FAULN ﬂﬁ ANNZANTLU m%LLﬁ@Z 2 -Social Media ‘Personal Health Information
, o 8 -Hourly Rounding -Billing Statements/Payments
NAaY Lﬁ alwantan fl daua & ‘Bedside Shift Report -Community Events
4 4 . o 'Rziidio/TV‘ .
ansauinAnNnIanlieIn uaz ‘Direct Mailings
\ -Publications, Newspapers
¥ K v =g o
ANNTD L‘ma\ﬂm 1ugﬂ wuun e ‘Reptrax ‘Big Dot Goals/Progress
, Y . a 2 4 a9 g 5 E -Strategic Path Flyer ‘Vendor Compliance Tracking
A8 [MNUUE U Z‘Néﬂ']ﬁ\lﬂ ARILNG b i) é £ | ‘MGMC Website -Vender Learning Modules
o & e & £ £ | -FaceBook/Social Media -Community Events
U hargang vuliudgessuy | ZE 2
O
¥ v
ANTAULNALY ‘“:.Z 1119 Nu 8 ELM -HealthConnect -Community Health
& -MyChart Information & Education
ANNITDABLAUBIAINNABINIT LU - MGMC Website Quality Reports
a1 ?ﬁlﬁﬁﬁuﬂlfﬂ\‘i m%@ﬂ LAND g -FaceBook/Social Media -Personal Health Information
a a =) -Hourly Rounding ‘Billing Statements/Payments
g -Bedside Shift Report -Community Events
© ‘Radio/TV

-Direct Mailings
-Publications, Newspapers
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Figure 4.2-1 Organizational Knowledge Management (Full Table AOS)

Knowledge How Knowledge iso Transfer Mechanisms/ Forced Use of Evaluation/Measures
Used By 0 Collected/Correlated Sharing Forums 9 Knowledge 0
*Rounding/Forums  |*Best Practice Sharing ePerformance *Scorecard 7.4-27
*Email/Surveys *In-services/Meetings/Huddles | Reviews *Regulatory/Compliance
*Top 5 Boards *EduTrack/SPL/JIT/Skills Lab [*Annual Audits 7.4-11;7.4-14
Workforce *Organization *Simulation Center Competencies *Engagement Survey 7.3-14
Performance and *Evidence Based Order Sets  |*Action Plans *Performance Reviews
Capability Reviews  |*Council Structure *PI Teams/TCT 7.3-29
*Staff Meetings *Collaborative Practice *Designing health |*Survey Results
care services 7.3-30-7.3-31
*Rounding *White Boards/[POC/Survey |*Shift to Shift *Scorecard/Quality
*Shift to Shift *IP/OP Visits Handoffs Indicators 7.2-2-7.2-18
Patients Handoffs *Print, Radio, TV, Education |*Teach-back *Satisfaction/Engagement
*[POC on Demand *Discharge Survey 7.2-20-7.2-27
*Cipher Health *Rounding, CEN Instructions *Market Share 7.5-19-7.5-31
*Cipher Health 7.2-9
*Contracts *Communication Methods *Contracts *Contract Performance
Suppliers, |eMeetings *Community Forum *Programs/ 7.1-67-7.1-70; 7.1-73
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@ * Evidence-Based TCT Manager Meetings Systems *EduTrack Training (AOS)
Medicine *TCT *PIC Scorecards (AOS)
Usein [°EA *SPP/Individual Performance |*Goals/Action Plans|*Scorecard/Goal
Innovation [*Internal And External | Planner *Scorecards Evaluations 7.4-27
and Strategic| Data Review *Top 5 Board *Designing services |*Individual Performance
Planning [*Pillar Review *Best Practice Sharing *Process Planners 7.3-29
@ * Strategic *Goal Cascade Management
Opportunities *Pillar Reviews
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Workforce planning methodology

Method Logic and Tools

Basic Gap analysis (demand vs. supply)
Workforce From Finance

Analytics ¢ Metrics, relationships among key variables

Forecasting
and Scenario
Modeling

From Risk Management and Budgeting
¢ Multiple what-if scenarios

Segmentation

From Marketing
o |dentifying and analyzing specific
employee segments

* Crafting talent management
strategies for critical segments

Strategic Planning Process
Strategic Objectives,

Action Plans,

Current Work Requirements

® Review internal and

external supply and
demand factors

® Develop plan to close
gap between current
and future requirements

(DEvaluate current
workforce composition

Where are we today?

Review forecast
against benchmarks

@  Deploy
capability and
capacity strategies
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the Conference Board)

(@ Determine future
state of the workforce

Where do we need to be?

©, Forecast workforce
capability and capacity
requirements

Monitor and review
results
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Figure 5.1-3 Recruit, Select, On-Board Employees
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(ATS) interview questions | quailifications and including Service reward and
to specific job to competency strengths flibackground and {§ Training. Once | recognition,
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Area Managed

Workforce needs

* 3rd party training: Service Group, Servant
Leadership, Ford CEM Coach & Next
Level Service

* Continuous process training

* Authorized positions review monthly

* Current technology versus new technology

siuansFnatenIsaAnNINIsatLLLassuAAINITEY Don Chalmer Ford

Process Used to Prepare the Workforce For Changing Needs In:

Capability

Capacity

* Capacity planning for new
equipment & tools

* Annual plan volume forecast
* Assessment of current results

Need for continuity

* 20 Group meetings to review current
market trends

* Consistent communication of The DCF
Experience in the “How I Connect” sheet/
annual refesher

» Communication of the current
& future Ford products in the
monthly Employee Lunch

Need to prevent
workforce reductions

¢ SPP new products or services

* Gary’s annual planning
reinforcement of expectations

Organizational need
to minimize impact of
workforce reductions

» Market review
¢ Product mix
* New product lines

* Verify right # of employees
versus the budget
* Recruit existing employees

Prepare & manage
periods of workforce
growth

* Cross-training
* Bench strength in key positions

* Career progression

Prepare for changes in
organizational structure
& work systems

* Determine intelligent risk (Figure 6.1-4)

* Innovation process
management (Figure 6.1-4)

Figure 5.1-2 Workforce Change Management

o o a = a o
51n4 ﬂ‘i&u‘)um‘i@ﬂgﬂLL‘IJ‘LIﬂ’]‘i"Vﬂ\‘]"]uLLﬂz‘U‘iM’]‘S‘L!ﬂﬂ']ﬂ‘i‘LW’ﬂolﬁLﬂﬂﬂ'JﬂNﬂ’]L‘i""laluﬁ'lu

uaannivinuanansagsnyeainadnanluesdnglduds Aol
Yinuazfedniiunshe uazsiasilnreai1vesdng gUuuunimineu
SNTUIYARNILAEAR NS ANNTYARINSTA  iileldiiulad
yranszeaiiued luan nuandennisynauiiuanzan iy
gilassaluniavney warfdadinlinanan aunsarinaulfadied
Use@gna  WNANan ANAANNGI4A  AaMNInaTauIBNIINLAL

vneeAnsussgnagnsuaz it muneinuue

ad11ldenls
Tnseade09dns taz
FLUVUTHITYANA
ugassadeniu
Fu59v0909An3




'3 dlal = 1 o % '3 [ dll £% qI/ 1
BNANTNHANTIOULES LATHANNARIAIES AznunIulaseaivesAnaiuszes e lviduladn
TAg9a51999ANs JULLLINATYINNNY LAYIZULLEMIUAAINITEYINY fepavinliasAnsdlinanis
ALTHUNINA RauauassialinuNEnI9gINe WWENA8999ANs uazinliesAnsuaaduls

! o a dl dal ' | A Ay a dl o =
NuArAtUNIg luEasiadaflunszuaunisg ABNHIUNATAUNTALAL Lssaulunianunau

wazasnnsndaaulunisdnlassaiauazgluuuidusyaaing  Asdnaeindianaziii
dl a o % a vdg 1 1 dl
uineivelssilunanaznlivdalaseadeiarsruutinisyaaIns liinTuesnsieiied

n3UiulAseaieedAng  JULLLNNININIULATITULLTSLAAINTIBYINU AYTYTUINISAL
NANNBIANT NAENT  WATNIIUFUITULNULRIRIANS Tufe Weesfnetinsuufianig
nagns wazgluuunisvingsialual (Business Model) Asiiudasiniafine inusniudes
UFuszuienu (Work System 38 Operating Model ?ﬂﬂ@:ﬁﬂﬂﬂﬂimﬂﬂuﬁummﬁ 2 ‘]_I‘Vl‘ﬁl 6)
gavinuetingls  waznalfsruuaulndaesioy Tassa¥wesdnsuazgluuunisinauees
mmmmmvﬁummzﬁmﬁuLﬂﬁlﬂu@ﬂ'wh PLULLFUITYAAINIUBIVINUAITAEHBILTY
Wasuesdls Welduilladn Tassa¥ieasdng guunmsvieuuazssuudmayeaing o
LETHAINANTAVBIITULNY NAENFBIANT LATTANINUIGINABENTUNAT

! k4

AnviumrsdasAtaislunisaanuuulaa¥eesdng  sURLUNISINULAZITULLEUNS
yAaNITIAG

TA39a51999ANT JULULNIININNY WATILULLEUNIYAAINIIDIYINY AzFaagduaTnli
MU HTUNIE UTBRUSAATDIAIANTLIITGNA Tufe elaseadasinaiteaudu
vén Tlldiieny 1y dnlanaiesdnsliiAnanungedsn ﬁ?zﬁu%uﬁmmm?ﬁé’u
paUdueIAeRLsRaLazNsRaTiATLEIL m@umqmnﬂﬁuﬁﬁﬁﬂﬁuammu tandn
n1snsvaeauna umu gﬂl,mu‘llmm'?wLmzmm?mmﬂmmm% vinuanalaengil
WUL Matrix Organization N1TL3M39ANNTLULNGIUIIN N idseuLTasead1aaasnsg
paNNauiunsTnstaeldgUuuuAniznssing nedalERRN MUINgueias 19
lagaaFnisiauniaswtiady Pillar wuy TPM n19vinenusuulasenis sy

YIuA3eTATaF9eeANT JULLLNNINNIY LaTN13anAN1sYAAINT TidaasunIg b
UselemiannanssausuanuasadAng (Core Competencies) NN IHANITOUSNANURS
Fiuudaunsadeto Lﬁ@m’}m’fﬁmmﬂﬁﬂ?ﬂuFﬂm@ﬂwﬁmwim iU NNTLNUUe



ulpganAuanssnurnanidusionan s n199AZLLLLNINNNY ‘Lﬁuﬂmmﬁ'ﬁ
puponud e fifeetesiuansnusdnaesesdnsldilanaremaniy iy
Apiilis Centre of Excellence ¥7a Area of Excellence NM9HAMLYNITUNITATANATE
o Fuflemerludesddyfidasieanssousudnaasedng nsnNNvTaNguEaL°)
Lﬁlfaﬁwmﬂi:mumiﬁﬁmuﬁzﬁqﬁmﬁLﬂu@mmuwﬁﬂmmmﬁm s
viupasnalaseaineesdng  gUiuLNeTeULaZsTIL RNy AR NIRRT NS
saidugnAr gana uasmsliims Wy nnafalasaiedugnéiuaznanad
FAIAL  NIINLUNUUIERNUATNNGNTBIGNALAZARIA  NITHUUIENIUAIULIENS
ané1 Masaszuuneviedluiin Adssneudaaaneanaieandnansaniuguagnan
nednldinniznssunsiiguadugnéuazaann sy

viupasalaseaineasdng UL uazszuL ey aang Tddua¥aua
nesnilunisiinggith Vieuwdandaruaiauaig Wy aradagluuunisrine
soumutluiin Mesunaeniiodu (lunstianuans) mma.i\‘]ﬁmml,ﬂummL'ﬁlﬂslﬁlﬁm
nsuaedulunisaiiamasny  mawauRaananisaniiunisnely nednliinmn
LAUBEIANY mﬁmzuw@muLmummwumﬂ'm‘ﬁuLsﬁﬂﬁLﬁ@uuu‘LﬁWfJﬂmem
ﬁum%‘qqmmm‘ﬁ@mﬂ@m Aunddimsnediisue
YINUAAB9919tATNATINR9ANT JULLLNNINNIY LATITLILLETUITYAAINT ABLAUEN
saANEEna gy suazuulfiimsresesdng ataiinaranndnediu v
anflugasiiasziinianisluauianesesdiniarlinisle  aowdima@anagng
vewihudeerls unnlfifinafdfyremiwiessls srunnulwifisnufealiy
Wasuflezlstne uaslaseaireesdne masnaugiluuunistsuisypang viusdu
Faaliuulanuetingls Lﬁ@i@ﬁmqmﬁﬁmﬂFﬂmmﬁmﬂm:Lmuﬂﬁﬂﬁmmmmﬁm‘
WINVNUINNAENS AR WAszULNNUY  TAseaF9eedng  Aaonaugtluuunisusuig
ummmvl,m%”@fﬁi@ﬂ’mmmummuﬁ’mm WaTn1suTsquEULIRNT  avvinlivinu
Uszaupaugndaldennt wazenaviliinulianansausedild
vinuazgeanalaseaiesdng  suuuniviey  uazssLuLEwsyAaInsTidaain
ANAREIET  uazANaInIsalumsiuds iy Salasa¥auuy Micro-
organization N1INFEANUAIUNIAKNL Delegation of Authority fifpiau dadsunns
fndulafisanida dhunnsldenasadulauty End to End  masalasa¥iesassy
nedannsAiAEY waznazanian mawisauaandanlumsyauanila e
(Work anywhere) L1

Vumarlssidulsr@nanareanisaeiasaadie n199RULLLNNIYINIY  WATIEULLETUIS
LARINIT8INY attpearAiniuaeseurengNwEunagns waztliudgegluuunvion



Tdatrsadnana  iwaliduladndsasisz@nsnannanazdenalivinuussgithunnauas
nagningels

JUHLARIFANREN9INIIARILRLLNTYINIULAZNILETYAAINITRY Alamo Colleges Distric

U

Requirement Method

Alamo Way Leadership Model/Work Culture
Organizational structure

Accomplish Job descriptions and requirements

Work Team-based approach

Cross training

Collaborative work environment

Defined work processes

Workforce empowerment

Personal attention to students

Capitalize on Multiple community engagement methods
Core People Plan
Competencies Outreach to feeder schools

Engagement with underserved communities
Instructional and service innovation

MVV
Focus on Students First Alamo Way Priority
Students, Other KPI Measurement System and WIGs
Customers, and L eadership reinforcement
Student Employee Performance Plans, SMART Goals,
Learning Competencies, and Development Plans

4DX

Unit Planning Processes

Alamo Way Leadership Model
KPI Measurement System

Exceed Performance and Program Reviews
Performance Employee Performance Evaluations
Expectations 4DX

Culture of continuous improvement/innovation
Data Days

Figure 5.1-1 Methods to Address Work Accomplishment Requirements
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Health F5.1-3 Sample Workplace Health/Safety and Security
SAFETY policies & procedures
Annual Health Assessment (free for employee/spouse)
Annual Flu Shot (free for employee & families)
1-800-MD telemedicine benefit (free) Mandatory Vaccines | % Compliance 100% | AOS
Employee Assistance Program (free)
Gymy/Activity Reimbursements OSHA Recordable Number of Events | 0 F14-7
SAFETY Training & SAFETY Assessments Mandatory Safe .
Ongoing SAFETY corrective actions Health/Safety | Training Yoy % Compliance 100% | F7.3-28
— Security Environment of Care | Number of initia- 100% | aos
Facility Alarms Committee tives implemented !
Fire & Other Emergency Drills — :
SAFETY & DOT Policies for drivers, including hands PPE Training % Compliance 100% | AOS
-free driving & 360-degree walk-arounds : :
Basic Life Insurance (free) Security Rounds Rounding Reports
Voluntary Life Insurance (at additional cost) Emergency Prepared- :
401(k) Plan (company match of 50% up to 8%) s il % Compliance 100% | F7.1-41
Short- & Long-Term Disability Benefit (at no cost)
— Camera Auditing Audit Reports AOS
Accessibility Security
g 0 g 0 »
Personal Time Off. Holiday Leave Weather Alert Drill % Compliance 100% | F7.1-41
Parental Leave Policy for all new parents Hazmat Drill % Compliance 100% | F7.1-41
FMLA-compliance :
Flexible Scheduling/Remote Work based on job Incident Reports # of Reports F1.1-41
5.1-4 Workplace Environment Security Service Calls | Number of Calls AOS
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F5.1-4 TM Wellbeing 365: Benefits and Services

BeWell: health fair, screening, flu shots,
TB, fit testing, safety fairs & on-site fit- B v 4 v
ness centers
Health EatWell: Healthy meal discount B v v 4
Medicgl, Dental, Vision Plans, Flex B v v
Spending
Critical illness coverage B v v
Free meals in WPH café B v v 4
Displacement policy B v
. Pension plans B v
Finance -
Yearly bonuses for meeting performance B v v
targets
Retirement benefit, short-term & long-
term disability benefits, Basic & Supple- B v v
mental Life
Leadership development S v’ v
Career Career development programs S v’
Education & training S v v v
Adoption Assistance S 4 v
Back-up Care S v v
Concierge service S v v v
Employee Assistance Program S v v
Extended family medical leave B v v
Work-Life - -
Flexible scheduling B v v v
Maternity and Paternity benefits B v v
Perks at Work B v v
Time off programs (PTO/Leaves) B v v
Tuition reimbursement programs B v v
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Figure 5.2-1 Workforce Engagement Process

—>0 SPP
2 —» Formal and Informal Approaches
9 Assess Key Elements Voice of the WF |Indicators/Metrics
Affecting WF Engagement e Department Staff |e Employee Survey
o \ 2 Meetings e NDNQI Nursing
Monitor & Analyze e Employee Survey | Survey
\ 4 e NDNQI Nursing (e Recruitment
Action Plan Survey e Turnover/
v e Leader and Safety | Retention
e Report Outcomes Rounding e WF Forecasting
e PMS ® Absenteeism
Yes Outcomes e MS Survey e Grievances
Favorable? ® Resident Survey | Productivity
e MS Executive e WLDS
No e C’ Committee Participation
a Evaluate Implement e Volunteer Services|e Patient Satisfaction
Causation —» Strategies for —| Survey e Top 5 Boards
Factors Improvement e TCT Survey e Safety
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Figure 5.2-1: Fostering High Quality Public Service Factor ‘ Methods
OPEN COMMUNICATION Open Deployment of MVV
- Fort Shorts employee newsletter fant! ;
. lssues & Answgrsy Communication Communicate and Engage System
- Employee Blog _ SL Visibility and Interaction with the Workforce
- Talk It Up sessions with the City Manager -
- All employee emails Alamo Way Leadership Model
- Newsletters (e.g., HR, Wellness, Economic Health) T
. FCTV . nit Planning Processes
: gipzrt?]ental all-employee meetings I\;ghkperfomance KPI Measure System and WIGs
- LityNe or! - -
- Good News tems at City Council meetings Focus on continuous improvement and
- Video messages from City Manager innovation

O CEIf O Staff Progress Review and Faculty 180

Management teams (ELT, SIT, LL, All Supervisors)
- BFO, PE, other cross-functional teams

Decision-making at the point of impact

- QPA process and goal linkage through FCCC to the Collaborative work environment
organization’s goals

- City Connections Team Team-based approach

- Equity & Inclusion Team Engaged and oaiion i ol -

. Community Scorecard Empowered Participation in planning and budgeting

- Police Rewards Program

: Vision/MissionNaIut?s Statement Workforce 4DX_ -

- Open Book Principle-Centered Leadership Course

- Access Fort Collins

UFS and USS
Cross-College Councils

ENGAGED WORKFORCE

Annual Employee Recognition Week
- Years of Service recognition program Focus on diversity
- Q14 employee survey g %0 X
- CityWorks 101 ]C)“{erse IdTe}?'S,k' Recruiting and hiring approach
 Thank You cards ultares, ENINKING ey selection approach
- Employee blog
- Incentives for participation: Wellness, Safety Bucks Diversity workshops and celebrations
- World Class People program T
- Employee holiday event APs for underrepresented minority groups

- Thank You Board on CityNet
- Annual FC Innovates Event

Figure 5.2-1 Factors Impacting Organizational Culture
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Objective Mid-Year Assessment Salary Development 360 Process:
Settin Checkpoint (Self / Manager) Rollu Plan M Only
: i ’ i (Developmental)

April-June

Ongoing Coaching and Feedback

siluanssinatneszuunsdansian Ui uLes MGMC

PLAN
Develop MGMC Leadership Plans Through the SPP

Leader Staff Leader 90 Day
Performance Performance Plan
Plans, Goals Plans. Goals Development

Patient Centered
Care
Doing What s

The Foundation: Mission and Vision (P.1-2)

Figure 5.2-2 Workforce Performance Management System
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70: Experience - learning onthe  [20: Exposure - learningwithand | 10: Education - learning from
job through others coursesand reading

*  Making presentations to others Seeking feedback from direct Internal courses

reports, peers or a critical friend

*  Observing others External courses

(or 360 reviews)
*  Undertaking special projects +  Joined linked-in discussion groups *  Conferences
*  Keeping a journal of learnings +  Participate n special interest *  Further studies
*  Takingon higher duties/acting forums *  Reading
roles . .
*  Mentoring *  On-line programs

*  Secondments - .
*  Communities of practice

" Jobrotations *  Work with a teamon areal issue

»  Seeking feedback on specific tasks to solve

v Sitevisits »  Seekassistance from subject

*  Post-project reviews matter experts

Discuss ideas/concepts with

*  Expanded scope, responsibilities or )
colleagues

decision making authority
*  Runa problem solving session

»  Seekoutindustry contacts
*  Shadowing
*  Buddying

»  Attend networking events
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Stage 3: Back to the Business
CMU Management Program

Stage One: Basic Training Stage Two: Building Competency

| Building Business Acumen |
Understanding Human Behavior Critical Thinking/Decision Making
Generation Management

| Critical and Difficult Conversations

mtﬁn

Business

STRIVE, Community of Practice (CoP)

High Performance Teams

Creating Star Performers

Employment Law & MEDRAD Mgr.
| Leading at the Speed of Trust

Critical Thinking/Dec. Making

Change Management

Strategic Cost Mgmt.
Managerial Communication
Value Chain Mgmt
Leveraging Internal Networks

Btrategy & Renewable Advantagg

Global Business

Curriculum Employees

The Mgmt Game

s1HuARIFRaL1NNNIEEUE LAY WL T8 Elevations Credit Union

Figure 5.2-4 Learning and Development

Service Details
Initiated by various methods:

= Annual Strategic Plan

e Annual Business Plan
Content . .
Development Q)drnr;noc requests via the Training Request

= Employee Engagement Survey results

* NPS data/trends

Occurs as:

e Run the business (e.g. New Employee
Synchronous Orientation, Elevations Leader Orientation,
Learning/ Branch and Contact Center training)
Facilitation A result of new content

= Ad hoc requests via the Training Request

form

Asynchronous * Required annual compliance training
Learning/ e Required annual HR training
eLearning e Up training

e L&D assets available on SharePoint, e.g.:
Asynchronous * Micro Lessons
Learning/ * Participant guides
Self-Service * Quick Reference guides
Training * On the Job Training (OJT) checklists

* Curated content on SharePoint
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Guiding principles

The guiding principles are stated in the Tripartite Guidelines on Fair Employment
Practices that are formulated by the Tripartite Alliance for Fair and Progressive
Employment Practices (TAFEP).

As an employer, you can follow these principles to adopt fair employment practices:

1. Recruit and select employees on the basis of merit (such as skills, experience or
ability to perform the job), regardless of age, race, gender, religion, marital status
and family responsibilities, or disability.

2. Treat employees fairly and with respect, and implement progressive human
resource management systems.

3. Provide employees with equal opportunity to be considered for training and
development based on their strengths and needs, to help them achieve their full
potential.

4. Reward employees fairly based on their ability, performance, contribution and
experience.

5. Abide by labour laws and adopt the Tripartite Guidelines on Fair Employment
Practices.
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Strategies for target markets
le Radiology
l® Interventional / Cardiovascular

l® International / Service
l® Innovation (New & Existing markets)

Custom_er Needs Work System Design Continuous
& Requirements - " N Improvement
eProduct Capability/Capacity eBenchmarking

eService cInternal/External «IMAGES method
eSupport *People/Process/Technology eStaff Development
e Satisfaction *Measures el essons Learned
eLoyalty *Governance

Stakeholder Requirements
e | _egal/regulatory compliance
e Environment

e Financial performance
e Employee development
e Quality, reliability, cost
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END-USER IDENTIFY DEVELOP PRODUCE MARKET, SELL, DELIVER END-USER
CUSTOMER CUSTOMER /' PRODUCTS PRODUCTS & SUPPORT PRODUCTS CUSTOMER
NEEDS & SERVICES SERVICES & CUSTOMERS

PRIMARY VALUE CREATION PROCESSES Channels
Innovation \ Business Development\ Attract, Sell and Fulffill \ Service \ _Direct
Partners / : IR 1 ptyiChamivanage men SENINININN
Suppliers: Portfolio \ Plan, Source, Make, Deliver Customer Support -OEM
-Intellectual Product Lifecycle Process \ -Contrast
Property -
\ CUSTOMER / PARTNER / SUPPLIER COLLABORATION \ -Distributor
-Know-How
PRIMARY ENABLING PROCESSES / Stakeholders
-Technology
X Develop and Deploy Strategy / -Bayer
-Materials - - - Health Care
/ Manage Financial and Physical Assets /
-Services - -Commodity
/ Attract, Develop and Retain Good Employees
- - - — -Regulatory
/ Make Information Accessible for Analysis and Decisions / Affairs
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ORGAN WORK SYSTEM
KEY WORK PROCESS  |KEY PROCESS REQUIREMENTS MEASURES FIGURE
Referral of Potential Donor | Referral is made on time Timely organ referral rate 7.1-14
Missed organ referrals
Evaluation of Potential Identify all potential donors Referrals with onsite evaluation 7.1-15
Organ Donor Onsite evaluation performed Conversion rate 7.1-5
Maximize donation BD gap 7.1-6
Authorization Honor donor’s or donor family’s decision Authorization rate, donors on the registry 7.1-16,-17
Compassionate care, effective family care process Donor family satisfaction 7.1-22
Donor Management Maximize donation Organ donors 7.1-1
Determination of viable organs Observed to expected (O:E) organs transplanted 7.1-78
Accuracy of laboratory sample submission Specimen issues - labeling errors 7.1-19
Organ Allocation Maximize transplantable organs Organs transplanted 7.1-2
Organs transplanted per donor 7.1-4
Organ Recovery Surgical technique quality Surgical technique errors 7.1-18
Maximize transplantable organs Organs transplanted 7.1-2
Maximize utilization of the Recovery Center Recovery Center utilization 7.1-13
Organ Delivery Accurate, efficient, cost-effective organ delivery Packaging, labeling, & errors 7.1-19
TISSUE WORK SYSTEM
KEY WORK PROCESS  |KEY PROCESS REQUIREMENTS MEASURES FIGURE
Referral of Potential Donor | Referral is made on time Timely tissue referrals 7.1-20
Evaluation of Potential Donor | Appropriate evaluation Tissue conversion rate 7.1-10
Accuracy of documentation Tissue chart approval 7.1-28
Authorization Honor donor’s or donor family’s decision Tissue authorization rate, donors on the registry 7.1-23,24
Compassionate care, effective family care process Donor family satisfaction 7.1-22
Donor Case Coordination Efficient tissue donation process Cycle time - referral to completion of DRAI 7.1:21
Effective family care process Donor family satisfaction 7.1-22
Tissue Recovery Maximize donation Tissue donors 7.1-9
Quality: Recovery Outcomes Procurement error rate, tendon lacerations 7.1-25
Quality: Cultures Bone recovery cultures 7.1-26
Maximize utilization of the Recovery Center Recovery Center utilization 7.1-13
Tissue Release Accuracy of documentation Tissue chart approval 7.1-28
Quality: Chart clearance, regulatory compliance efficiency | Chart review cycle time 7.1-27
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F6.1-1 Service and Process Design

Designing for Experiences

What is , What if

What Wows , What Works

. | : .
Discover Define Develop ' Deliver
Current Reality : Key RequirementsI New Possibilities | New Journey

i | |
+ Journey mapping « [dentify need for I° Brainstorm

* Review inputs: change - Determine addition-
* Determine Why” - Rapid design of | ° Communicate
stakeholders « Finalize : new journey changes (F1.1-1)

* Trend analysis requirements « Test new journey

|
|
VOC, CHNA, WF | « Determine “The | al resources | - Determine timeline
|
|
]
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Figure 6.1-3 Product and Work Process Design

Elevations designs, manages, improves and
innovates processes to meet key stakeholder
requirements through Business Process
Management (BPM), an enterprise-wide
methodology, Figure 6.1-1

Meet
Requirements

Process Owners and Stakeholders indicate used
and proposed technologies in a dedicated swimlane
of each Blueworks Live process map with an activity
box for each enabling system

Incorporate
New
Technology

All Knowledge Assets associated with product/
el ol bt -l M service and work process design go through the
Knowledge governance process and, once approved, are
available on the Reference Desk, Item 4.2

Key product / process requirements are determined
through member listening and engagement
processes described in Criteria 3.1(a) and

3.2a(1) and through our internal member listening
approaches

Product
Excellence

Requirements are shared with the Member

Council. Deployed processes are placed in the
Member Value ‘Monitor’ phase of BPM and moved to ‘Improve’ if
performance measurements show requirements are
not being met

Enterprise Risk Management (ERM) performs risk
Consideration assessments of all products and processes and

of Risk consults to insert key controls to mitigate risk; Audit
ensures risk controls are effective post-deployment

Process Owners and stakeholders, as identified in
the SIPOC, can move a process to the ‘Improve’
phase whenever needed

Need for
Agility

1UuAAIFRaLNNN9DBNILILIIBY K&N

1.Test Single Product 4. Equipment Capability Requirements

Does it meet specs? Cycle ti‘m.e
Support originality? Productivity
Cost/benefit

Map basic procedure

v

5. Equipment Selection
Research technology
Innovative use of new/existing technology
Consider org. knowledge, agility, flexibility
Any equipment modifications?
Cost/benefit

2.Forecast Demand
Translate into station flow
volume

3.In-House Expertise
TM improvement
suggestions

Product
Outcome

Equipment
Outcome

11. Map/ 10. Operation Procedures
Document Process Setup

Operations
Standards - measures, controls, - -
. self-control 6. Workstation Design
- Operation org. knowledge Space
12.Train relevant Outcome Tsll‘suno:lstioas Flow
team members Shug?iown 0rg. knowledge
Clean up

Maintenance

7. Workforce Capability
Processes
Required skills/knowledge
Develop training

13. Replicate to
applicable areas

9. Process Efficiency
Line balancing
Removing NVA work

14. Process
Operation
Measure to specs
Audits

15. Evaluate/
Improve
Process Design/
Redesign through SPIM

Workforce
Outcome

8. Quality Requirements
Pilot & refine



v
sUiluanssnagnaniseanuuullsunsunisAnelusiaas Alamo Colleges District

Initiati Curriculum f— Board
nitiation <
Review Approval
- -
Preparation THECB
Submission
- -
tion
|
Pre- Council
Application Review

Figure 6.1-2 New Program Development Process
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THREE UNIVERSAL PROCESSES OF THE JURAN TRILOGY *“

lea— Quality Planning —pefegy— Quality Control (During Operations) —_——
Design Control Control
Sporadic Spike
a0

el
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Original Zone of g

Quality Control ¢>D
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—

=

E
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New Zone of

. =
S Cost of Poor Quality QuAlY Gantrol
T = Chronic Waste 1
2|2
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o
0 Time
t Lessons Learned /
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CA/PA Process

Reason for action in the eQMS
(customer complaint, audit observation, etc.)

12

—

Investigate

Perform immediate
corrective action

Conduct root-cause
analysis as needed

Perform preventive &
improvement actions

Perform verification &
effectiveness review

Is verification
successful?

Yes~>|

Review & approve
closure
Share lessons
learned with all
affected parties

12

Close
action in the eQMS
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Meet

Requirements

In-Process
Measures

End-Product
Quality
Alignment

Figure 6.1-4 Process Implementation

Process Owners ensure the day-to-day
operation of their processes are meeting key

NNTUNIANARINIINUAINUAL A
gnAn  dnnsznaulunisdnnig
A92UALNNT  WATUNNINADLAUAS bT

requirements as part of the Monitor & Improve
phase of BPM. The Operational Rhythm ensures
process measures are aggregated, analyzed,
recommendations proposed, and actions taken.

Examples of in-process measures that determine

end product quality and performance include:

* Volume Year over Year: Referrals, Leads,
Applications, Approvals, Funded

* Conversion and Fall Out: Pull-Through of
applications through the value streams

¢ Turn-Time through the value streams

* Errors

Optimizing performance effectiveness and
efficiency results in product and service:

* Increased Adoption

* Increased Usage

* Increased NPS Satisfaction and Loyalty
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Work Systems & Key Processes

[ %

APTBNNTSUIUNTT LASIAAILAN (In process measure) 484 Alamo

Key
Requirements

Student Infake

Recruiting and Admissions Access to Services

Testing and Placement Accuracy

— Timeliness
Fntagal At Financial Support
New Student Orientation Compliance
dent Learning

Teaching Quality Instruction

Tutoring Learning

Curicuhum DevelopmentReview | Acess o Fauly
Engagement

New Program Development Program

Program Review* Relevance

Student Success & Completion

Degree/Certificate Completion Accuracy
Timeliness

Transfer

Advising Access

Consistency
Disability Support Timeliness
Veteran's Affais Engagement
Student Engagement Support
Counseling

Information Technology Ease of Use
Human Resource Management Access
Supplier Management Accuracy
Facilties Management Timeliness

Safety & Emergency Prep Safety & Security

Example In-Process KPIs

College Connection Visits; Recrutment 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

Y% 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

wiTransfer Application Transfer Rate
Student Support

Advising scorecard; Contact Rate; Wait Times; 13, 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

Operational Support Systems

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, KPIs

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

Example Outcome KPIs

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

Persistence

Advising Ratio

# Certified Advisors
Student Satisfaction
Report on Disability Sves
VA Report

Engagement Indicators

Customer Satisfaction
Supply Cost Savings
Work Order Completion
Injury Rates

Emergency Dril Results
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F6.1-4 WPH Support Processes, Requirements, and Key Measures

TM planning including: * GPTW Overall Trust Score |, F7317
Mana * Recruitment, Retention | * Human Resources * ETM Turnover '
ge . *F7.3-1
Peon] * Performance Management | * Education and * ETM Vacancy VF73.5
copie * Career Training Development * Education & Orientation VF13.27
* Development Spend '
* Facility is clean * Environmental Services | , 1. .
* Facility is secure * Engineering Iégl}ll F{;lrllccl; i *F7.1-16
Manage * Facility is safe_ to deliver | ¢ Secp;i‘gy , Worl? Order Completion +F7.1-40
Environment | care to our patients * Facilities « GPTW Safe Placg o Work *F7.3-9
* Healthy nutritious food | * Food and Nutrition + Public Health Score *AOS
options are provided Services
Manage * Patient throughput * Environmental Services | * ED Arrival to Depart *F7.1-25
Overafi * Productive staffing * Administration * Room Turnaround *F7.1-23
PErations 1+ Operating margin * Finance * Operating Margin *F7.5-1
Manage . i
o * Access and value A Supply & Equipment Cost
Supplies, Supply Chain . *F1.1-42
. * Technology and software |, ¢ tion Technol Savings F1136
Equipment, availability rormation TeCinology | . peopened IT Incidents -
and IT * Biomed
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Just Choose One

e Budgenandnel uasidTuaianssousuan vinua1Niem

wanlduuanivsneniaguinunegliunnzaniusssuaAresgana
and Implement ® :

Like Hell
Jack Welch

WAZANEILZEIANT 11U 818 92U Lean Enterprise 38015289 Six
Sigma FEULAMAINNIATFIN ISO 78N Plan-Do-Check-Act 30914
\ 289 TQM s2UU TPM 3201 QC Circle 38113 SIPOC-COPIS, Wiana
2189 D4 Innovation Roadmap Research to routine YIRUUINT

U5ulpanszuaunsuuLaw | IiTuAAd NN ZAURIAN YN

91l LAMIABN1? Plan-Do-Check-Act 284

a

a9 Coral Springs Act

Plan

Step One
Identify

or Select

Step Six Problem Step Two
Evaluate Analyze
the the
Solution Problem Problem

Solving
Process

Step Three
Generate

Step Five
Implement

the Potential
Solution Step Four Solutions
Select
and Plan

Solution

Check Do

What we require of In-Drocess What customers require
S our suppliers pro« of ourprocess
P Metrics
7l wame sipoc- U U
COPIS Model 293 :: .?
Sharp Healthcare L Inputs Process Outputs 0
I M
E E
R R
S _ S
Requirements and Requirements and
Feedback Feedback
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Figure 6.1-4 Process to Manage Key Suppliers/Partners  d@ufun1anns@nen 1ATetne
Key Activities

[dentify key suppliers/partners by work system (Fig. P.1-6)
Determine methods (Fig. 6.1-5) to manage key suppliers y o
and partners within each work system, including methods to: 998 @erinusesduladanig

2 | = Select key suppliers/partners 1AM ANITTRITINg - Ve
= Evaluate performance and provide feedback

= Dealwith poorly performing suppliers
3 | Implement methods to manage key suppliers/pariners TUNALAZAFI9HAIIUAREY
Evaluate and improve supply chain management methods sausanssulAaauady
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Figure 6.1-5 Methods to Manage Key Suppliers/Partner:
Work System | Approaches to Manage Key Suppliers/Partners

= Evaluation of RFP to select Money managers
consistent with MWBE goals [per 1.2¢(2)]
= Key partners require annual Board approval RAANITNUTNATUA :;g;qu'qmu
Key suppliers: |® [nvestment Consultant (Callan) rebid every 5 years o
Master Trustee |  with a 30-day termination provision 189 IMRF - Q94 UNANNTZUL
= Master Trustee (Northern Trust) contract every 310 444y
Key partners: 5 years with a 30-day termination provision
Investment | = Money Managers reviewed weekly, monthly,
Consultant, quarterly with at least two formal reviews per year
%ZZ:Z o = Issues tracked and reviewed with Master Trustee ¢
provide feedback and deal with issues that arise
= Master Trustee - Annual se curities lending review

Employer = Select based on evaluation, consistent with MWBE

Investment sililnanssnaazidaanng

Management

Services | = Contracts with consultants that report to Board
%‘%%i"%‘c & | Tequire annual Board approval

IS auditors, = Evaluation throughout the year of work products,

IS vendors findings, and responsiveness to special requests
Key partners: | = Modernization/Horizon - Monthly Executive
AM%’;:;":;"US'SM » Steering Committee meetings

Rl Pl |« Periodic rebid for Financial, SOC-1 Type 2 auditors
Member = Selection based on evaluation

Semvices = Contracts with consultants that report to the

_ Board require annual Board approval
Key suppliers: | = Medical consultants - Feedback by Benefit
Medical Review Committee and annual evaluation

ggn;ug%m, and " For Modernization and Horizon Project - Monthly
Gaxliagher IS Executive Steering Committee meeting,
vendom Leadership Scorecard and Action Plan reviews

= For IS: Minimum annual performance evaluation
Key partners: | = Vendor Management Process — Quarterly review

Morneau provided to Procurement by managers
Shepell, = Evaluation of Horizon vendors included
Provaliant innovative POC (Proof-of-Concept) process
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NexGen Stage-Gate is scalable
Second screen  Go to develop Go to test Go to launch

PLR
Stage-Gatee
(full process) Stage Stage Stage Stage Stage
> 1 2 3 4 5
Scoping Business Development Testing Launch
case
Idea screen Go to develop Go to launch
PLR
Idea @ Sta @
> ge Stage Stage
stage
¢ Stage-Gatee 1and 2 3and 4 5
: XPress
Discovery Scope and Development Launch
business and testing
case
Decision to execute
PLR
o Stage Stage
] - 1and 2 @ 3.4,
Stage-Gatee Lite and 5
Scope and Execute:
business development,
case testing, and
launch
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Elevations Credit 2) Evaluate Innovation? Document and

Union

3) Develop Innovation?

4) Test Innovation?

Innovation?

6) Implement
(Direct, BPM, or
PPM)
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Preliminary Investigation

Stage 1 & Analysis Identify and explore innovative technology concepts
- Does research topic have technical/economic merit?
Research « Have impediments and risks been identified?
Gate 1 Project - D Ket f ialization?
Selection o market factors promote commercialization?
- Have competitive alternatives been identified?
Stage 2 Concept Definition Early stage research to explore and define technical concepts
+ Has technical concept been fully explored?
G 2 Research - Are energy advantages consistent with ITP expectations?
ate Approval + Have potential markets been identified and assessed?
+ Will information resolve end-user issue or problem?
Develop and test prototype technology or process and
Stage 3 Concept Development evaluate scalability. Generate information addressing specific
technical issues or problems
+ Has technical feasibility been demonstrated?
Proof of - Did prototype meet technical performance criteria?
Gate 3 Technical - Is scale-up feasible?
Feasibility - Will technology be competitive in the market?
+« Has a commercialization partner been identified?
Technolo Development Demonstrate technology performance at pilot scale, and
Stage 4 gy e oP conduct field testing and validation. Verify technical and
and Verification POy
economic viability of technol gy.
+ Did technology perform satisfactorily in field tests?
Proof of - Do field test or information results meet end-user needs?
Gate 4 Commercial B ; o
Feasibility + Has a license been executed with commercialization partner?
+ Have regulatory and other issues been resolved?
Commercialization and Commercialization undertaken by industry. ITP
Stage 5 Information dissemination of technology information and tools to promote

Dissemination

use of advanced technology

Figure 7. Stages and Gates
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Figure 6.2-1 Process Efficiency and Effectiveness

Overall costs are forecasted in the annual Business
Control Plan and Budget; monthly and quarterly analysis of
Overall variances within the Operational Rhythm result in
Costs decisions to start/stop/revise action plans to control
costs as appropriate.

BPM methodology incorporates in-process
measurements (identified in process SIPOC) which
Cycle Time process owners and end users monitor to effectively
Pro ductivit); measure the impact of our deployed processes and

Other | to learn which steps within a process should be
changed, removed or enhanced to improve process
performance for end users.

Incorporate

Process owners and individual performers monitor
in-process measurements against targets which seek
to improve performance trends; targets are aligned

to best practice benchmarks whenever available

and appropriate. Through monitoring of in-process
measurements, process owners can understand
opportunities for improvement, streamline processes,
introduce new processes as needed, improve
processes through elimination of unnecessary

steps and/or redundancies and produce operating
procedures to allow end users to effectively fulfill
process expectations as measured against in-process
metrics.

Prevent
Errors and

Rework;
Minimize
Productivity
Loss

Minimize
Cost of
Audits

Audit activity is based upon risk assessments and
performance trends.

Balance between efficiency in cost control and
=EIE N ) effectiveness in delivering member value is achieved

=il 9% through our KPIs which set performance levels
VL= designed to optimize the balance between our
=00 5] Strategic Goals: High Performance Culture, Member
Loyalty, and Financial Sustainability.
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Function

Category

Category
Unique
Identifier

Identify ID.AM Asset Management
ID.BE Business Environment
ID.GV Governance
ID.RA Risk Assessment
ID.RM Risk Management Strategy
ID.SC Supply Chain Risk Management

Protect PR.AC Identity Management and Access Control
PR.AT Awareness and Training
PR.DS Data Security
PR.IP Information Protection Processes and Procedures
PR.MA Maintenance
PR.PT Protective Technology

Detect DE.AE Anomalies and Events

DE.CM Security Continuous Monitoring
DE.DP Detection Processes

Respond RS.RP Response Planning
RS.CO Communications
RS.AN Analysis
RS.MI Mitigation
RS.IM Improvements

Recover RC.RP Recovery Planning
RC.IM Improvements
RC.CO Communications

Figure 6.2-2 Security and Cybersecurity

Management ensures process, procedures, and
partners are in compliance with policy. IT management
deploys technology to monitor usage and access

to sensitive data and information while Facilities is
responsible for ensuring controlled physical access to
locations where data is stored.

Sensitive
Data &
Information

A combination of physical and electronic access
controls as well as contractual agreements with
partners are utilized to limit access. ISOC assesses
requests for change to the InfoSec Program and
recommends changes to policies and/or establishes
requirements in alignment with policies to deploy new
changes.

Appropriate
Access

Annually, the credit union updates its Cybersecurity
Assessment tool provided by the FFIEC. The
assessment tool enables us to determine our maturity
level and identify actions to improve. Elevations
subscribes to several industry news sources that
identify new threats and best practices.

Awareness
of Emerging
Threats

Identify
and digital and physical assets, connectivity, and roles as

We identify and prioritize by seeking full visibility into

Hiledibn e well as using assessment ratings to understand risk.

Protection of physical and digital assets is done using
access control and surveillance systems, processes,
baselines, configuration management, and continuous
awareness education and training.

Protect
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Safeguards @

Measures 0

Mechanism to Evaluate
Effectiveness 9

\IEVIRTIM * Annual 3rd Party Assmts * Threat & Vulnerability Reports | * Industry Benchmarking
AV Ol © Real-time Vulnerability Scans | » Daily Vulnerability Metrics * Industry Certifications
@ + 0 Day Vulnerability Protection
Identity B Identify Data * Maturity Level Peer Comparison | ¢ Industry Benchmark
e A .« Risk Assessment * Cybersecurity Dashboard * Industry Certifications
* Risk Management Strategy * Breach Reports
P Access Control * Role Based System Access * End User & Customer F/B
@ * Awareness & Training * IT System Change Control * IT Steering Committee
* Data Security * Phishing Awareness Metrics * IT Support/Projects
. Anomalies & Events * Real Time IDS Alerts * NIST Cybersecurity Framewk
o + Continuous Monitoring * Real Time SIEM Alerts * Vendor Best Practice
* Detection Processes * Real Time IoT Alerts * Annual Assessments
Resoond B Response Planning * Disaster Plan * IT Service Levels
é * Mitigation * IT Service Level Agreements * End User Surveys/Feedback
* Improvements * Highly Available Systems + Escalation process
Recover B Recovery Planning * Enterprise Disaster Plan * Business Continuity Goals
9 + Improvements * IT Department Policy & Proc + End User Feedback/Learning
+ Communications * FMEA Process for Learning * FMEA
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Results

7.1 Product and Process Results: What are your product
performance and process effectiveness results?
(1) What are your RESULTS for your products and your CUSTOMER service PROCESSES?
(2) What are your PROCESS EFFECTIVENESS and efficiency RESULTS?
(3) What are your safety and emergency preparedness RESULTS?
(4) What are your supply-network management RESULTS?

7.2 Customer Results: What are your customer-focused
performance results?

(1) What are your CUSTOMER satisfaction and dissatisfaction RESULTS?
(2) What are your CUSTOMER ENGAGEMENT RESULTS?

7.3 Workforce Results: What are your workforce-focused
performance results?
(1) What are your WORKFORCE CAPABILITY and CAPACITY RESULTS?
(2) What are your workplace climate RESULTS?
(3) What are your WORKFORCE ENGAGEMENT RESULTS?
(4) What are your WORKFORCE and leader development RESULTS?

7.4 Leadership and Governance Results: What are your
senior leadership and governance results?

(1) What are your RESULTS for SENIOR LEADERS’ communication and engagement with the
WORKFORCE, PARTNERS, and CUSTOMERS?

(2) What are your RESULTS for GOVERNANCE accountability?

(3) What are your legal and regulatory RESULTS?

(4) What are your RESULTS for ETHICAL BEHAVIOR?

(5) What are your RESULTS for societal well-being and support of your KEY communities?

7.5 Financial, Market, and Strategy Results: What are your
results for financial viability and strategy implementation?
(1) What are your financial PERFORMANCE RESULTS?
(2) What are your marketplace PERFORMANCE RESULTS?

(3) What are your RESULTS for achievement of your organizational strategy and ACTION PLANS?
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Integration of process and results

1.1 Senior Leadership 7.4 0 1 Leadership

1.2 n Organizational Governance 7.4 1 2 Governance

1.2 291 Legal Compliance 7.4 0 3 Law and Regulation

1.2 92 Ethical Behavior 7.4 N 4 Ethics

1.2 @ Societal Contribution 7.4 1 5 Society

2.1 9 Strategic Objectives 7.5 Financial and Market

2.2 A Action plan implementation /-5 Strategy implementation

3.1 9 Product Offerings 7.1 Customer focused product - service results
3.2 N Customer Relationships 7.2 N 2 Customer Engagement

3.2 9 Determination of Customer. /-2 Customer focused results
satisfaction and engagement



4 Measurement Analysis and KM

5.1 N Workforce capacity-capability
5.1 2 Workforce Climate

5.2 N Workforce Engagement

5.2 29 Workforce-Leader Development
6.1 N 2 Work Processes

6.1 @ Supply Network Management
6.2 N Operation Effectiveness

6.2 2 Security and Cyber Security

6.2 @ Safety and Emergency

7.1 9 1 Process effectiveness

7.3 0 1 Workforce capacity-capability
7.3 N 2 Workforce Climate

7.3 N3 Workforce Engagement

7.3 N4 Workforce development

7.1 9 1 Process effectiveness

7.1 @ Supply Network Results

7.1 2 1 Process effectiveness

7.1 2 1 Process Effectiveness

7.1 2 2 Emergency Preparedness
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Band
Score /
Band
Number

0-150

151-200

201~

260

261-320

321~
370

371~
430

431~
480

481~
550

PROCESS Descriptor

The organization demonstrates early stages of
developing and implementing approaches to the basic
Criteria questions, with deployment lagging and
inhibiting progress. Improvement efforts are a
combination of problem solving and an early general
improvement orientation.

The organization demonstrates effective, systematic
approaches generally responsive to the basic Criteria
questions, with some areas or work units in the early
stages of deployment. The organization has
developed a general improvement orientation that is
forward-looking.

The organization demonstrates effective, systematic
approaches responsive to the basic questions in most
Criteria items, with some areas or work units still in
the early stages of deployment. Key processes are
beginning to be systematically evaluated and
improved.

The organization demonstrates effective, systematic
approaches generally responsive to the overall
Criteria questions, Deployment may vary in some
areas or work units, Key processes benefit from fact-
based evaluation and improvement, and approaches
are being aligned with overall organizational needs,

The organization demonstrates effective, systematic,
well-deployed approaches responsive to the overall
questions in most Criteria items, The organization
demonstrates a fact-based, systematic evaluation and
improvement process and organizational learning,
including some innovation, that result in improving
the effectiveness and efficiency of key processes.

The organization demonstrates refined approaches
generally responsive to the multiple Criteria
questions, These approaches are characterized by the
use of key measures and good deployment in most
areas, Organizational learning, including innovation
and sharing of best practices, is a key management
tool, and there is some integration of approaches
with current and future organizational needs,

The organization demonstrates refined approaches
responsive to the multiple questions in most Criteria
items. It also demonstrates innovation, excellent
deployment, and good-to-excellent use of measures
in most areas. There Is good-to-excellent integration
of approaches with organizational needs, with
organizational analysis, learning through innovation,
and sharing of best practices as key management
strategies.

The organization demonstrates outstanding
approaches fully responsive to the multiple Criteria
questions, Approaches are fully deployed and
demonstrate excellent, sustained use of measures.
There is excellent integration of approaches with
organizational needs. Organizational analysis, learning
through innovation, and sharing of best practices are
pervasive,

Band
Score /
Band
Number

0-125

126-170

171-210

211-255

256-300

301-345

346-390

391-450

RESULTS Descriptor

Afew results are reported responsive to the basic
Criteria questions. These results generally lack trend
and comparativedata.

Results are reported for several areas responsive to the
basic Criteria questions and the accomplishment of the
organization’s mission. Some of these results
demonstrate good performance levels. The use of
comparative and trend data is in the early stages.

Results address areas of importance to the basic
Criteria questions and accomplishment of the
organization’s mission, with good performance being
achieved. Comparative and trend data are available
for some of these important results areas, and some
trends are beneficial.

Results address some key customer/stakeholder,
market, and process requirements, and they
demonstrate good relative performance against
relevant comparisons. There are no patterns of
adverse trends or poor performance in areas of
importance to the overall Criteria questions and the
accomplishment of the organization’s mission.

Results address most key customer/stakeholder,
market, and process requirements, and they
demonstrate areas of strength against relevant
comparisons and/or benchmarks, Beneficial trends
and/or good performance are reported for most areas
of importance to the overall Criteria questions and the
accomplishment of the organization’s mission.

Results address most key customer/stakeholder,
market, and process requirements, as well as many
action plan requirements. Results demonstrate
beneficial trends in areas of importance to the
multiple Criteria questions and the accomplishment of
the organization’s mission, and the organization is an
industry* leader in some results areas.

Results address most key customer/stakeholder,
market, process, and action plan requirements.
Results demonstrate excellent organizational
performance levels and some industry* leadership.
Results demonstrate sustained beneficial trends in
most areas of importance to the multiple Criteria
questions and the accomplishment of the
organization’s mission,

Results fully address key customer/stakeholder,
market, process, and action plan requirements and
include projections of future performance. Results
demonstrate excellent organizational performance
levels, as well as national and world leadership.
Results demonstrate sustained beneficial trends in all
areas of importance to the multiple Criteria
questions and the accomplishment of the
organization’s mission.

* “Industry” refers to other organizations performing substantially the same

functions, thereby facilitating direct comparisons.
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