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+ KUIQ 1
n1sU1avAns (Leadership)

*

'mnﬂmiﬁﬂmﬁﬂﬁajﬂﬁlﬁuummmmrﬁﬁ'ﬂumu“ “HAMUATNIANILAZ TRILTTTULMIAIY
Huae” ﬁmmmﬁswaawmu Wusna LLavmuawmwu ﬂ’WEJ‘I/I’EJﬂI‘VWIﬂﬂuL‘Uﬂ‘-\]LLa”ax‘iﬁJ’éJ‘ng]UGlEJEJN
donAABINU Lﬂmsmmna‘lwmﬂﬂ'imuwum'lm'ma’lL'iaLim’mm’suNmmﬂmﬂummwmmauma
NuﬁauimaauLaﬂ JULARBUAIYDSUGIT mmiﬂiﬂa LLa“ﬂ'liLifJuii’Jllﬂu LiJEJNH’]US‘Vi’]’i’ENﬂUi”ﬂEJU
mmﬂmﬂwmmm p9ANsaLAnAINLTBsTY Msidrusn LLa”NaaWS‘I/ISNEJ‘IﬂU’i”EJ”EJTJ

Aanulunin 1 MahosAns mmummiﬂgummummwmiuﬂ‘um TunsBuasyinliesdng
finudaiy uenanil finudessuumsiiiuguassAns A5nsesAnsaniiunisaunguunsuay
238555U mmmaﬁmsmamﬂiaiwﬂﬁu‘iwﬂwmﬂm

anuDuAAveIeIdns Buduannistiesdng Tne udadu 2 wde ldud de 1.1 Msuiesdns
laesEAUEs wagive 1.2 M3MAugLABIANILATNISHaULNUEIAY

u

1.1 nstevAnslneuns:Augo (Senior Leadership)
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AuRUsEAUgInIseiueanuUU “ssuunsinesAng” (Leadership System) Lﬁaﬁﬂﬁﬁu%miwﬂﬂutﬁu
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f8819 SEUUNISUIBIANT

Set and

Communicate
Direction

oy
®© \_aam‘\“‘l vision & Values W% Con ®
Orate
Yy, Stakeholder Ctizep Organize,
Requirements Plan, and Align

& Expectations

o Customer
» Workforce

@

“\qe‘s‘“ o Suppliers Teamwork
& o Community
sharing, * Shareholders P
Supportive "M0atjg,,

Agiiy,

"

Perform

Customer
sausm“““

Boeing Aerospace Support, BNQA Winner i 2003

1.1%9. n15d0415
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U

I%ﬂﬂiéaﬁﬂiLﬁuLﬂ%ﬂﬂﬁﬂlﬂﬂ’liﬁ%’l\‘if]ﬂiﬁ?h‘h!i"m
sgnadule afeusegidlaliypainsiialvitinants
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unumuadiiseauadlunisdeansuazasng
nsildrusauegnuiula (engage) AuymaINsUA?
luunsesdng Semsresaseunguienguiiusiing
Nédfry sudagnAndAgy

619 Mifeansuazaitanisiidauiiueradulalnedinsziugs

Communication Validate

/A it
Leader/Audience | -1t 2-Way

ing, & job openings, address issues

SLT/All Driving Forward Communication tool ahout previons month's department performance against plan’s
Managers/ WF | Report & BPR/ KSDs, safety, VOC CEM Bonus & Pmndent 's Award status, employee years of service
Review Monthly irthdays, ws &
logged on back page & the status of dec|s|on review key VOC, productivity & process
Gary/SLT/ 20 Group Meetings/ | 2-way | 1,GD | The review focuses on financial productivity & significant KSDs plus managers’ BPRs &
Managers Monthly Driving Forward meeting back page results
Gary /SLT Leadership Meeting/ | 2-way | GD,RR | Process improvements, What's Important Now (WIN), financial review, VOC & emerging
‘Weekly issues
NVD/ Sales Sales Meeting/ Twice | 2-way | R, RR, I | Process improvements, WIN, ad campaigns, FMC protontions, process & product training,
Consultants Weekly motivation, direct marketing campaigns, safety, health & wellness, monthly bonus plan,
reward/recopnition, review VOC customer feedback
Gary / Sales & Sales Manager 2-way | I, GD, RR | Process improvements, WIN, units sold, grass profit per vehicle, productivity (In-process
F&I Managers | Meeting / Weekly measures) & VOC
SLT/WF Birthday Carto / Yearly | 2-way 1 Deliver a birthday card with gift card to the employee on their birthday
Gary / SLT Strategic Planning / 2-way | I, GD, RR | Strategic planning action item review, organizational decisions, innovations &
Monthly improvements
Gary / Managers | Leadership Training/ | 2-way | GD,RP, | Process improvements, WIN & Servant Leadership training
Monthly RR
Gary/ WF Employee Handbook / | 1-way N/A | Communicate dealership foundmental elements & policies & procedures, annual
Yearly (ininimum) refreshers using Compll
SLT/All On-going internal 2-way | 1,GD | Any employee can post positive comments about customer comments, employee
Employees social media i birthdays and anni ies of ¢ iai:
MC/ Social media | As needed 2-way GD Posting news and interesting stories on Facebook, responding to positive and negative
postings on all avenues.
DPE/ Sales VOC updates / 1-way N/A | Stoplight update of VOC segmented by store VOC, President’s Award and the 6 elements.
Consultants Monthly posted of CEI
Gary/ CFO/PSD | Cost Control /Weekly | 2-way | I GD | Review key expenses and make ination of
Andience: WF=Workforce; I = Interactive; GD = Group Discussion; RR = Round Robin; RP = Role Play

ities to trim expenses

Figure 1.1- 4 SLT Communicates With & Engages the Workforce
BE=Made i
Don Chalmers Ford, BNQA Winner (Small Business) i 2016 3
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Midway USA, BNQA Winner 2021
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(Governance and Societal Contributions)
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1.2%. n1susengAuianunguuisnaznisusengnuiineg1eiiasesssuy

TunsU{URMuNYMIY 9385551 LazaA
Fee sefnsmstosdansuazUsulsemantsiiiu
msdndudeswiniiunsidagniuaiu (1) nMsusengd
UjjiRednsiiatusssu (2) msufiRnungunneuas
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psAnsAvannuaf Innsamdinfiing

aufiiuszaugaunsaltlunisfianiu e9Ansi

Huuuuegeiindeanienalumssidumsodig
\uidadunsussngufinunguuisuaznis
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fe819 MsUszngRufuAmungransuaznisUszngAvgineteiiasesssu

Process to Address Adverse
Impacts on Society of:

Process to Anticipate Public Concerns
With Current & Future Products &

Proactive Preparation

Operations:

Operations:
Emission control inspections; KPA
(3rd party) reviews compliance with | « P

« Safety included in work process

+ Concern Resolution Process

safety & environmental regulations;
Outside lighting to respect neighbors;
Recycle metal, paper, plastic,
cardboard & aluminum

deusmn pocket card w/each employee

| hips in auto * Website lists contact
industry keep dealership current * information for addressing
Lighting, no outside paging system customer concerns

« Community involvement promotes
informal feedback

* MotoFuze early warning
system, sales room audits

Products:

Compliance with FMC recall
processes; Hybrid vehicles; oil,
hazardous chemicals & tire recycling,
Green recycled oil for sale

« Flexible fuel vehicles accept alternative
fuels « Recall products & warranty for
new & used vehicles; DCF honors new
vehicle customers wherever their vehicle
was purchased & notifies customers who
haven’t yet returned for their recall

* Sales & F&I videos for
proper presentation of
products to customers

Figure 1.2-2 Proactive Approach to Societal Impacts

Don Chalmers Ford, BNQA Winner i 2016
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2 fiAN19NIsaoNLATN 1SR LA AT
msvjuEsuAlen n1sUsengRufURoenslinsesssy
AN LAZANUAIANINADHNANITALEUNNT

n15AfuAABIANS (Governance)

“MIMAUQUABIANT” NUNBT TEUUVBINT
USM3IANITUAZNITAIUANFING 6 TUNITAUABIANS
FIUDIANMUSUAABDUTUATURNG 6] VBILANUBINTD
KO8 AMZNITUNITUTINT wagkinseaugeved
83AnT e UnTe3Ans (corporate charters) ng)
el Uguitiaduly (by laws) uazulounguedosins
fszyuaeanualdnusidnsuazanuiuingeu
man;ﬁﬁlﬁm%’auwiazﬂéu

nsmuguaesAns fansaumquRsIA MR
Vlﬁ‘l/l’]x‘lLLauﬂ”l‘m’JUﬂMLW@ﬂﬁ’Nﬁaﬂ‘Uﬁwﬂquﬂ’m
1) Mszanuiuiavauroidvey/Enevu uagyll
daulfduidesu 2) ﬂ'amiﬂﬁaslmmﬂ'ﬁﬂgummi
waz 3) nsufUReeadussunegiidlddiude
NNNAY.
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+ KUIQ 2

+ nayns (Strategy)

mnnnagnsyatiuliifiuiisnsiesdns
Amun Ingussasniisnagnsuagunuuinns
uviamMsiunuwma iU lUU iR msdFuasu
Wean unsaldedu waznsinniuianandny
Anthegedeiiios lugaiilaniasuulaseeng
590157 89AnsIuTudesll AuAdasRa (Agility)
Tunsusmsnagns Mesaiuau wagn1suIms
Luu LieuiloAuusswdnanaanaLazany
wandeuiilslenanaenld Wy nzasusRosiunu
L‘Vi(ﬂﬂ'ﬁ&!ﬂﬂLQUiuﬂUUiumﬂLLauiuﬂUIaﬂ n159UA
weumalulaglmifidelfiAnmsudsunyasuuy
Waniu (DlisruptivelTechno logies) MiaLMQﬂﬂim
limnAniasaussduaziniousiagsna (Disruptive
Events)

MmqﬁﬁaazﬁaﬂﬁﬁuﬁammﬁﬂLﬁu‘ﬁmﬁﬂi
ARINAIL TIMKNUTINAYNSUaLTNANAINIT
vasnuadlunsiuaulugnisufinlaess lned
SYUUTDYAANTAUNATOISUNTTUIUNITINUNY
ad 450U ATEUAGUTNBVEWAINTTuNEUeN
ANULEDS ANTIIMNY LazdervundAaysng o
fi9nvdsnadaloniauaziian1alusuinmn 99AnsI
asuesnsailnasgramingan Tdinsugauas
Toyalfesdananuiunvesnules Lileaienayns
ndangu udwss wasnioaniesdnsgannuduia
2YNYIBU

2.1 n1svArnInagns (Strategy Development)

1MUY
msuaumumasmsmaqmﬂsﬁumiasw
nagns LW’eJGI’e]Uﬁu’e)\‘iﬂ’J’lﬁJVI'WI’]EJLLau?NﬂﬂﬂﬂﬁJ
mmm’l%ﬂiu‘[ssuuﬂ'smvlﬂLﬂssmLLauT,ama LAy
'Jﬁmimau%Lﬂmﬂumiaﬂmamumqm&man
(outsourcmg) TYUUNU LATANTIOULNANTBIDIANT
UonINT ENO’]?JEN’JGmUiuﬁ\‘IﬂL‘U\‘iﬂﬂ‘&l‘l’lﬁ‘l/lﬁ’]ﬂm

2.1a. nszmumﬁm‘hnaqms‘

wazituszasd Tneflgaaonneiiterinlinants
atiunislaesin anudnsalunisudedu uas
Audsalueunnfdly

nauAInINdInsyU 2.1 N159nvinagns

9

De

U

Usgnaumie 2 UseinudAey fadl

ﬁwmﬂuﬂssLﬁuﬁﬁmuﬂiﬁaqﬁﬂiﬁﬁugmﬂﬁﬂﬁﬁaﬂjﬁﬁ'gaLﬁuamlﬂm uaglesdnswaLie
Wugihlunsudedu (Competitive Leadership) mMsfndulaiieaiuisnmsnasudedu sednsaeadila
AUTILAZINBOUYBIDIANTIBUALVDIAUU MIUAIMIleNMATINAEYNS LLauﬂ’]iUSuLﬂJuIi’JﬂﬂﬁmJLﬁEN
(intelligent risk) LwaiﬁlmﬂumainmmmLﬂuwu'ﬂ,ummﬂ

mqaaﬂﬂimf\mmmmLﬂumawmLLaufmLqummumsﬂﬂﬂuaﬂwuamamaLuaq MIAATIEA
(reflection) LLgsmLuumsamﬁ'smsﬂummzwqmmwﬂismfmmmﬂﬂ LaznsadsEULTiay
aunsalun1siuda (“bounce forward”) ndsainaneaziniu
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2.1%. Inguszasndanagns

Page 17

1. Vﬂlmunm’w‘”%%'
P T
| /

| '
a A

DIANTHY 8 GIENLN‘UﬂJﬂUﬂ\‘iI@ﬂ’]ﬁLLauﬂ’J']ﬁJVl’Wl']Eﬂ‘Lm"lﬁNLL!’L!i‘UVI‘U‘i»Lﬂﬂﬁ']ﬂwﬁlxi‘l/lf\]uﬂi’]ﬂ

=

NanN3IsnNu 'mmlsummmﬂaEmﬁsuaqamﬂsmimmamaumﬂiuLﬂumﬂmmmmu ATBUAANDNISLY
UﬁuIEJ‘U’LIQ’]ﬂﬂ’J"IQJ'lﬂL‘LJSEJ‘UL%Qﬂ']'iLL‘lN“UL!LLauﬁﬂﬂaﬂﬂﬂiﬂﬂiﬂﬂV}ﬁﬂ

o

fnguszasdidenagnserafuiesnts
USUUIAUNINVDINAR S UNUaL/MTBUINIT UA
AYNEINTORAZIATIAIAIVDIYAAINT N1TADU
AuBIBY19TIATI N1INDUAUDIAIINADINITVDS
anALaNII1Y (customization) ldan1uiivinauy

39UAU (co-location) flugnAnsanusiing N5y

dodsauooulall uazAdiadanisaudunusiu
KAINBULAZANAT ATN1ITINAT (joint ventures) 113
NAALALDUAS (virtual manufacturing) WInNTH

fapgn9 IngUuszaeAlianagns

g Strategic Objective

2 1 (3VrGoals) Gl

2 Action Plans (Most Important
Annual Goals—all goals AOS)

q

‘1’7;5';91L“%'JM%EJGI']mmﬂ?;&JuLLUmagmmﬂ 5T
el UgUTZUUAMAIN ISO 39T UUAIINADU LAy
aseiuAanssunioludilunisasneusslevd
IGAGH

InqUsvasAiBanagns 0199IN0aN TSN
Tiusiinsuasglianusuidedniunisunuiiie
Humadenvasnsldninensiiduaind

GMBC Healthcare Inc, BNQA Winner 2020

\Cotiriad Fom,
ontinued fro,
5 3 Performance , 4 ,
Figure 5| Measures/TTIs el B
—

1. Redesign care to Redesign the key work processes for medical Reduce the ED Admit Decision to 144 109

p}nvide value to our HCS, 0 patients admitted to the hospital Departure time
2 patients/community Readmission reduction within 30 days Readmission rate 10.42% 10.8%
= _ i Increase political awareness & advocacy for : T 23hrs6 | 24hrs28
4] 2. Lead in addressing Behavioral Health needs at state & county levels | LOS it ED for Crisis Patients min min
= key elements of the HCS, 0, o G T R
54| Behavioral Health needs SP Conti improve out i of Y hly 5
N o our community outpatient Behavioral Health Services* Screening for Clinical Depression & 80% 80%

Follow Up
3. Improve health equality | HCS» | Design & deploy the Community Benefit Diabetics: Patients with A1C>9% % | 23.0%
C,0 | System
HCS, | Achieve targeted customer service measures Recommend this provider office 92.0% 93.0%

M| 4. CAHPS by health C,0 | (CAHPS) Hospital Overall 73.0% 71.0%
5 service entity SP.C.0 Continuously adjust & align the Master Facility Grateful d © Confidential
E: > | Plan with Strategic Objectives* S e o
P4l 5. Expand, modify, HCS, Expand the services of GBMC Health Partners* | Increase in covered lives 79,829 79,664

or create new GBMC SP.O i 7 . ;

Healthcare offerings 20 | Expand the services of Gilchrist Hospice Average Daily Census 877 957
M 6. Improve critical HCS, SP, | Improve critical Baldrige systems ADLI by system 50% 70%
;1 systems 0,C | Operating budget Days cash on hand 280 264
| 7. tmprove operational % | supply Chain GHX Overall Rank 118 58
= cfficiency & 5

g HCS, SP | Liquidity Cash to Total Debt 208% | 277%
5 Improve Employee Engagement Meaningful Work 4.5 4.53
El 5. orkforce §P,C,0 [ —TEoYCe REeR e o
‘E Physician Scores Satisfied Working 4.29 4.32
=l 9. Safe work environment | O | Reduce workplace injuries OSHA Injury Case rate 3.0 16

HCS: Health Carc Services; C: Customers & Markcts, SP: Supplicrs & Partners; O: Operations; * = Intelligent Risk

Figure 2.1-3 Key Strategic Objectives
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2.2 n1stinnagnslUUAUR (Strategy Implementation)

waus
gatinnunaisSn1siesAnsiblunisulad
InquszasAlBanagnslugunuufiRnsiieliuseg

q
U

nguszasAvanil 3’33J‘171’ﬁ'§ﬂ’131’71mﬁﬂiﬂs“Lﬁumm
mawmmamwmuﬂg‘ummiIﬂammmwmmwa
wwlwuuim'lmﬂﬂium'ﬁmamﬂﬂaEJVIﬁamsiJgum

wazussaliUsvasnuatadnns
nauAaINdmsU 2.2 M3uinagnslUUGUR
(Strategy Implementation) Usgnaume 2 Useiau

=

d1Any Al

2.2n. MsIURUU{URANISUAZN1SAENangn1sURUR

ﬂ’)’]llﬁ’]Liﬁ]‘UENLLN‘L!‘UQ‘UGIﬂ?i‘U‘L!E]EJﬂUVIiW‘EJ'WﬂiLLﬁ”G]’J‘U’JﬂNﬂﬂ’ﬁﬂ'll;‘léﬂﬂ’ﬁ 3'JiJ‘1/l\‘lﬂ’J'liJﬁE]ﬂﬂaEJ\‘1
VL‘LHULLU’JVINLﬂEJ'JﬂU"UEJ\‘iLLNU\‘]']U"UE]\‘iENﬂﬂi ‘UENNﬁQlIEJ‘U LLﬂ""‘UENW‘L!ﬁiJGﬁ ?JQLUUWH%’]Uﬁ']MiUﬂWiﬂ'muﬂ
LLa°’ﬂ'liﬁE]?ﬂiﬂ']ﬂ‘Uﬂ'J’111ﬁ']ﬂfU‘UE]\‘lﬂﬁ]ﬂiiiJﬂ']i‘lJiUﬂi\Wlﬂ']L‘L!‘L!ﬂ?iﬁ]‘c’] UDNNT FITIANANITANTEUNS

EJ\‘]Mﬂ’J']ﬁJﬁ'TﬂfUEJ\ﬂUﬂ'ﬁGIﬂW]EJNaﬂ'ﬁﬂ’]LU‘Uﬂ'}i

nsuuaulfuinisluufinaznsanenengn1sufus assesilaeninundadsii n1sUsy
WaguuuUfiRnsamanusnlu saudenisusudsulassadesinsuazsuiiRnas

#29819 MsAIMIUUGURNsUaznsinenangnisufl

va

Figure 2.2-1 Action Plan Development and Deployment

SYSTEM LEVEL
Strategic

oStrategic Objectives
BIG DOTs (4 year)

%\o System Goals/BIG
£ © DoTs (1 yean)
. “hs
& ‘o
o 0.
© 5 DEPARTMENT _ Entity Action Plans
%, % LEVEL
5 0’; Operational
@5

LEVEL

System Goals/BIG | SYSTEM LEVEL
DOTs (1 year)

Entity Action Plans ENTITY LEVEL
Entity Scorecard

9 Entity Scorecard —>  Action Plans
(1 year)

INDIVIDUAL

Operational

Operational

dear) Operational

Department
Department Scorecard

Department Individual Performance

o Action Plans —» Planner (all employees)

Individual Scorecard
(managers) (1 year)

Department
Scorecard (1 year)

CAMC Health System, BNQA Winner 2015

2.29. MsUsuasuunudfinnis

naEmﬁLUuLiawmmiLUaauLLUm (dynamic) u,aqfuaaﬂ'ﬁmamumimmﬂﬁlwmawwLLNngum
ﬂ']'iLLau‘Ll’WLLNUI%N1UU§]UG]SEJ'N3’]G]L§’] W mmmimmaTumaan’lauanwm‘lmnﬂmau%qmu 195
WasuwUasanmundeuaunsusiu ﬂ']iLUaEJULLUﬁQ‘U@Qﬁﬂ’IWLﬁSU%ﬂR] n1sgUdlniveanalulad
filiannmeseiniu (disruptive technologies) wazmsiasuulasmnudoansuasaumanies

Qﬂﬂ’l@&ﬂ\‘IQU‘Wﬁu

aoaskama
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v S ad v s
AAVINNLAYIVDIVDINUIA 2 nagns

msmnuARmUEansAlunsilusigifou (a1e ge.)
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anumsniuni anun1snitvAy
) ; (mewlanusantnnesuims mady
wa/ AmmManisnd wa/ fMmamsni amumsaianidu wu AuWda Tsastuna
Dulumusuu nso Hndr Tuilulumunuu nso fanda msnemsie)
sns:Amang Sns:Amang
(@0 n. Soutiunibvanufiiterios) (@0 oa. Soufiundsenufifiesiion)
Snsrrina:damuilunuony
S adrdvanudrigvossumamsai v
TumsuUORA# [Vo 4.2v(2)) Fndrdunnudrigrovsuamemsed T
[ —r E— )
(lnonusenufiifeaios) USw WuswuUTAmMS (nenusenufiiieaios)
oylRsuuudhms oylAsuuUOAmS
(in gusmsngunu nfo ne. fufius:4 (1a6 9. nfo Board Yufius:Auuans:nu)

tmwudmsufin (Tnenddsvunineavoy)

: wdunregharunduidn Thailand Quality Class : TQC 2020

(1) HAdANSAITALTEUNITAIUNITRY

ety s1gla/audszana, Mlsuievinnuy, 51ugauiluan (cash position),
YaA1AUNTNGGNS (net assets), dnT1d@IUNTAY (debt leverage), 299513uaR
(cash-to-cash cycle time), AlsgnSsioiu, NaNBULNUNINITIRY

(2) NAAWSNISANAUNITATURAIA

AR89 NMSAULANINGINR, NaRdu nlLazn1sindnaintn,

dndrusrglavaanannuailv.

(3)  WAAWSAIUNITUTIANAYNSVDIDIANT

Mgy nadwsfiasviounadsaveniiusyasd vesingussasiiBenagns

WATUBILHUUZURANS

2ASMANNTNIAYITIIVDINNIN 2 NAYNS

anulaSuulanagns (Strategic Advantages)

“anuldluTeuidanagns” vaneia anula
WSBUR 9 1/|L‘Uummamﬂamﬂiavﬂivaumm
dusaluouavialy Tnenhlu aruildivSeumant
:uﬂLﬂuﬂwammduamﬂsﬂivaummmLiaﬂ,um
watu wﬂuﬂawuuawamﬂm delgunuaeans
duNiinand g finanenaanu anulaiusaulds
NayNSINUIN

1) AUTTOULUINVDIDIANT ‘mmmumsaiw
LLazﬂ’]’iLWMW“u‘lJﬂﬂ’J’]fl,JﬁﬁJ’]iﬂﬂ’]EJIu‘Uax‘l’eNﬂﬂi

2)m%’w&nﬂﬁmauaﬂﬁﬁﬁmiw,%ﬂaa § s
AnnnnsUSunaglduseTonirnauduiusiu
23ANINBUDNULALTUNLSINS

maaqﬂﬂimkuﬂmmmmaamwm"l,ﬂLU'iaJU
mﬂasmsmaaumamm aaﬂnimmimwuwu
-’mmmmmaamﬂuwLUuLanaﬂwmumaﬂ'ﬁ%
. sz‘[wumﬂmﬂmmmmsamLﬂamuﬂumﬂaqﬂﬂi
U
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AMUNINELBINAYNS (Strategic Challenges)

“ANUNINIELTINAYNS” NUBTI USINARY
FNN vmwaamwﬂLﬁ]umammamﬂuamﬂmm
23ANT ANNIMEWaETARNLTIHENAUYeY
mme‘luﬂﬂsLLmqmummmmﬂuamﬂmaqaaﬂmﬁ
maLUS&J‘Umsmﬂuamﬂsauwuwamﬂmmmawﬂm
fulaevhly AU IMUTRNAENSANAINULIIHENFY
meuen agslshinuTunismeuauewieruinme
I BINAYNSNUNINUIINANAUNIBUBN BIANTDIVAD
BryuANUTINMeLBanagnsnieluesinsiosiny

AUYIMBITINAYNEA1EUDN 1NN
ANNADINTNTEANAIANIIURIgNAYTENATA
msLUasuLLanmwamﬂmmmame,uT,asJ AL
\Ae9Aueng 9 11U n15EU d3Pu wagAude e
amnusduby 9

AUTINIMIELTInagnsniely oMaLREIfU
YPANUANTAVRIDIANT TONTNYINTYARA LA
NTWYINTOUS VDIDIANT

wwuUUAN"5 (Action Plans)

“UNuUHURNIS” wunetie nsaidunig
(actions) 7Nz FeasAnslylunisussg
InguszasALtisnagmns WU uRns ey easdun
vomingnsivedliuaznsounmiideninliduia

nsdaviunulfiinstedndutuneud

AP o NBIlUNITINUNY YAIINTIRAISATRUA
gf&mﬂiuﬁﬂﬂL‘lNﬂaEJ‘VIﬁLLauL‘ﬂ’]U'iwﬁ\‘iﬂa‘EJ'N‘UG]Lﬁ]u

q
14

e L‘WEJI‘VI‘Uﬂa’Wﬂ‘iVl’J‘VI\‘lENﬂﬂiﬂJﬂ’NiJL?J’ﬂf-\]LLay‘Lﬂ
ﬂaqwﬂﬂﬂgumaaﬂauﬂsuam5wa

090SKaA1

TnqUszasnLBanagns (Strategic Objectives)

“IQUIzasALBINagNS” e 9asaviing
FiPuvaIRns vﬁamimauauaamamﬁl,ilasuuﬂaa
mamaﬂauﬂimmﬂm ANNANNITOLUNTUUITY
maﬂsvmuvmmﬂu wagnslalUSeunegsia lag
vy 'gmaﬂivmﬂmﬂaﬂmsa}‘vmLuummsﬂuuav
AYUDNBIANT woeiirtestulenauazanaime
ndAgylunugna nae wanduen visewmalulad
(ANUTNIBLTINAYNS)

TUIETANRALTINaYNS A ﬂamwamﬂimaamia
Lwaiﬂm"l,'a sievhlhineuannsalumsugediy
uazviliiilafamnudnseluszesen Tnqusvasd
\Wenagmsazimuansindulatisiemalussezen
YBIDIANT uRzfiinsiaassinginsuay
A5USULUABUNISINETINSNYNNS

74

Tunauanil n1sanenaaukuUfuRnsgnIs
UjiRnsounquisnisainsininlidenndesluly
WUINIAEIAUTENINMNBINUNAYITOIIINUA
nstenenuNuUfiinsgnsufifenaditudes
TN1SHNBUIUNRNIZINZAWAYABINTUNAUNTE
finsassnyaainslnseng

+inguri T A gmsusKISaVANS
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+ KU2Q 3
anA1 (Customers)

*

winagnAjatiuliesAnsnsgutinisnudrfgues “miﬁi'mmmwﬂwuﬂuaﬂmmamm
diSeedusioiiias” Im&JLﬂmﬁmmaJmaﬁmsmmﬂﬂﬁﬂumiiuﬂdLawuaqaﬂmamﬁaumu V9910
Usvaumsallaeass msdnsae aruAniuludedinuesular masuauaLmam}’mmﬂwmms a1l
siLagimuanERiusiwas MU slinevaussenudessIFahauiads uasdiansnse
A59AMANMEBNIIAIUAIANIY

NN mm%mmLuﬂwmumasmiaswLLayiﬂmmmauwuﬁﬂuaﬂﬂﬂuiu 8281 FAIYNT
mauﬂiuaumﬁmmammmumLLayaamﬂamﬂﬂwﬂaﬂama (Touchpoints) iioatreanulingde
LAZAIUAISNANALULUTUR amﬂi‘vmaqmiaﬂﬂmummaaL%ﬂmmmmﬂﬂuammmmunawa
N9GIND uaqmuumium mmmaqmﬂuamﬂm wazUsuilangneviuyiaeg 9 mmwmmawu%ﬂmm
mmmstuumLLaumsJuTummmmLiJawLquasmaamnm

3.1 ADWAIANJIVYaVANAT (Customer Expectations)

L9AFIU

stetonuRnszunnsilesnldlunsiu  Aid @mﬁ’nﬁ@ﬁﬂﬁ Wulumunsewilondinanu
WagnAn squﬁ’jm']sﬁmumndmmzﬁau (segment) AIAUIBIRNAUATUTUUTINNTRATA
Y99gnA1 Uarn1ufienszuIunSimuALAzUTY nauAaud MU 3.1 ANuAIARIsYeIgna
wianAndusinag/v3euinisionouauesgnAn  Usenaumie 2 UszihudAey All
wazAa1n laedYALINUIYINBLAIENIANTAULNA

3.1n. Ms3uilegnAn

naawﬂuﬂﬂi%’uﬁqL?ima<1aﬂﬁﬂ%uasJ'ﬁuﬂ%f{’famqsiﬁ%ﬁﬁﬂﬁwmmmﬁns nsfuladsves
aﬂmmﬂquwmnwmwulﬁaa6’] sUwamﬂTGé’flmm nsapuUIUNANGuBEsiiddey (focus
group) miusfmmsamﬂﬂamnuaﬂmwmﬂm miaumwmaﬂﬂﬂuaﬂmLLavwmIamaLUuaﬂﬂﬂu
aU1AA (potential customers) Lﬂsrmunwwmauiwamamﬂau‘laNﬂamwuﬁmaqanm mmmummanm
vuAedsausoulay ned Lﬂ'i’lu‘Viﬂ’livLﬂ‘I/ii’e]Lﬁﬂaﬂﬂ’lIﬂEJLUiEJULVIEJUﬂUﬂLL?JQLLauaﬁﬂﬂSEJUVINNaGmm“VIVI
ﬂaﬂaﬂaqnuuaumiaummw"l,ﬂmﬂmimiawsamauaﬂauﬂaumnanm

mmaummsmswmﬂﬂsvl,ﬂmsaumﬂmﬂanmwmmaauﬂiﬂwﬂﬂ ansaumeazihlldsola
LllEJENﬂﬂiﬁﬁﬂﬂiﬂﬂﬂﬁ’]iﬁumﬁulﬂL%@MIENﬂUNaGmms?/ILLau/‘Vii@‘Uiﬂ’]i S’JiWI\‘Iﬂ‘iu‘U’Juﬂ’ﬁVl’Nﬁiﬂﬁ]
ndAey Lwasuuiamaa'msuwammmLLau/mammﬂmmaVI"LmUﬂ'thUiﬂmLwaiwmmiaﬂm
LLaummmmmﬂﬂﬂmawu
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3.1%. N159ILUNGNAT LaZNISLAUDNANAMILAL/US0USNS

Tumsduungndn asAnsmsresldasaumeieiiugnd nain wasnandusinas/vseusnng
iWeszungugnAwazaunainludagiuuazlueuan sauvianenmuadignala naugnaile wazdiu
nanale fiesAnsazimnuddgyuazyudunenisiulavedgsia

Tunsimuaranfneilas/v30U3N5 03ANS
AsAeyAilafsdnyzlang (characteristics) #
e%"lﬁajuﬁwm%qNamﬁmsﬁuazy%ms LaZHaNIS
ALiiuns (performance) naaAa99 3T INLALU
ldnsuilae gajaidunlsiesegianvus ey
(features) MiinasipANUTBULATANUANAYEIGNA
Niifo0IANINI0NTIAUAIYBIBIANS

a 1

 Anwa fAwmani enesaufesian A
UnPeiie ANA1 NTAINBY ANUTILAIA WARANT
ivfuiienauauamuiBINIsianz nalulad
n15ldude nsguasnwdwinasunsediny
(stewardships) N15a%UAYUZNAINTBNITUIANS
AunAtia ANUFUINLSIEINFILUYIEAUgNAT
ANNAZAINTUNISVINGINTIN UTEaunIsaluadgnal
WUULENOUR3Y (virtual customer experience) Lay
NssnwIANUEULAzAMUTIuAIUADANBYBITRYA

G RGN

u
v

fegns uwuustassnnanludalumsguagndn

N /
o Listen to VOC ° Understand o Serve and Engage o‘ Review and Improve

Immediate Feedback
Product Feedback
Support Feedback

Transaction Feedback

Set Customer Groups
Set Channels & Methods

Market Review

«  Product Offerings
KPI Review

Support
*  Segments to Focus

*  Process Review

* Related Factor Review

Listen, Interact & Observe Engagement & Trust

{.
.
O Satisfaction
*  Dissatisfaction
Gather & Analyze Data
+  Payment Behavior

CRM Plans
* Complaint Management

~

]
|

Use Information to Act

=<7
Review VOC Process

Needs and Demand

Preferences and Trend

swot
S0 & Goals
Action Plans & KPI )

O E

Lo

N\
Manage Customer Knowledge and Ensure Organizational Learning °
= J

weanUnIsuIms
sumsuisUszndalne
TQC + Operations 2560
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Strategic Planning
4
4.3
Strategic Innovation
Project ( New
Product & Service)
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090SKaA1

I'% @) -Market Research
-M-PLEST Info

CAN Ex-Com

5 Product &Process
Improvement
: CAN Team Project

Customer Satisfaction / Dissatisfaction
6 Survey
_

A

2

" Vocs 3sin /.
Vocs @5
AC
EC VOC. Info Service System
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3.2 powwnWuyavanAm (Customer Engagement)
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Patient
& Other
Customer
Relation-
ship Stage

Never Tried

Outreach; Health Lecture Series;

Examples
of

Tools to Move to Next Level Figure

Measures/
Actual

* Facebook |

Support Groups; Health Fairs ; Social Likes
& Traditional Media ; Geomarketing;
Physician referral

(2] Leader/purposeful rounding ; « CAHPS
Tried Ambassadors Rounds; CRM software; | Results
Bring a friend to GBMC Events ;
Referral to other work system; Post
discharge phone calls
(3] Population health outreach; Support ¢ Covered
Liked Groups ; Donor thank you contacts; Lives
Participate in fun philanthropic events | » Market
(Legacy Chase, Walk-a-Mile) Share
(4] Advisory Councils/PFAC; Grateful * Grateful
Loyal Donor events & recognition; Branded Donations |

Merchandise, Volunteer Program;
Volunteer Opportunities for fun
philanthropic events (Legacy Chase,
Walk-a-Mile)

Figure 3.2-1 Customer Relationship Model & Tools
GMBC Healthcare Inc, BNQA Winner 2020
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3.29. 115U5IUAMUNIND TAUAZAIIUKRNWUYDIgNAT
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O 1dentify

Customers

> 9C011ect Data [

9 Aggregate Data
(Survey, VOC, HCAHPS)

No l
Redefine
Survey Yes o Analyze
Content? Results
0 G Identify Aligned 6 Hdextify
Processes & Measur Key Work Processes ¢ Top 1
Innovate = (Figure 6.0-1) op e

Figure 3.2-3 Customer Satisfaction/Dissatisfaction &
Engagement Determination System (Survey Process)

GMBC Healthcare Inc, BNQA Winner 2020
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(1) waansauANuRawelanazaulinanelavagnan
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(Customer Engagement)
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+ ka0 4

+ 11530 MSIIASIA 11A=N1SIANISAIUS
(Measurement Analysis and Knowledge Management)
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4.1 N1s3M N1SIIAS:H La:n1sUSUUSLWaANISAILEUNISUDVBVANS
(Measurement Analysis and Improvement of Organizational Performance)
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In Process Measures ‘51315“‘1‘@?!

| UNUENSANAASUBIUMTANEFELAT ALY

| Wiguiiisy uazdaya VoC
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ALY A sEuyAAa
KPIs KPIs HR2, HR3
nsanduns nsAntiuns Performance
b msvsuiiu g msusuiiiy - MUiAns
¥
After-action review After-action review nsUsiiu

=P N1TNUTNUUATATIY aau'ﬁaqa®

®
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B
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TQC 2561
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(https://www.tqa.or.th/cover/roadmap/)

ANALYSIS TO ENSURE VALID
CONCLUSIONS

DECISIONS MADE

« Daily operational changes
« Service recovery

+ Safety/Regulatory

* Resource Pool/Call-offs

« Physician notification

« Patient flow

* Performance Improvement

n « Trending/LDM
Safety (Patient/WF) X v3 Xilhix | x « Review of Safety Events
Census/Volume/Staffing X X X x « Social Media monitored by Marketing &
Admissi ral x X X X issues communicated
« Patient i &
Productivity/LDM 2 | SR X x = Work process in process measures
Satisfaction/Quality X X X * Support process requirements
“ g e
« Process change
Productivity/Financials + Root cause anlysis
2 . o %" o Patient Satisfaction X
A28 QYN Position Control

MONTHLY

« Safety/Regulatory/Service Recovery
« Staffing/Recruitment/Recognition
+ Operational Changes/Action Plans

* Social media campaigns

LAZA1ISNUNIUNANT T « Budget Target vs. Actual
« Statistical i
Aiun1590999ANS SDP Dashboards x| x [x]x]x * Acton Pl cviluaion/LDM

GBMC Healthcare,
BNQA Winner il 2020

Financial Performance

* Modify social media campaigns

* Modify Action Plans for SDP/LDM
* Resource allocation/New teams

+ Budget changes

+ Business development

« Budget Target vs. Acmal

Add:ess performance gaps:

WF Performance Reviews

X

ANNUAL/BIANNUAL

Patient Satisfaction « Statistical plans
. process in-pi + Resource a]]ocatwn/changes
Wark Process X X x|x|x outcomes * Operational changes/action plans
SDP Dashboards Aggtegahon of panent experience data | » Opportunities for PI/Innovation
of gaps

Employee Satisfaction

« Budget Target vs. Actual
« Year end results compared to annual
projected performance compared to

Physician Satisfaction

X
X
X

BN E

» Impact of year end results on SPP

Patient Safety Culture

Strategic Plan achievement
O
Environmental Analysis

X
X
X
X
x:

B EEIERE]

X

I EEIERE]

X

I EEIERE]

« Gap analysis: current performance vs
actual

« Safety/Regulatory

+ Recognition

* Action Plan modification/New Plans

« Opportunities for PI/Innovation

+ Organizational success vs competitors
* SPP & Organizational Review
Processes

« Shifts in technology, market, services,
competition, economy, regulator

+ Changes in SO. Annual Goals, Action
Plans to adapt to shifts in market

FOCUS ON ACTION BASED ON SIZE OF VARIANCE, TREND, RISK

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)

4.10n. N15IANANISAILUUNTS (PERFORMANCE Measurement)

Annuluiidefifinisonlesed19lnavanumiIteduluLNM STUUNITIA AT LATNUNIU
HANISATUNITVBIBIANT AIIABIATOUANFAIIANNATUTNAAYYDIBIANT TINEN N15UIBIANT (MR
1) NAgNS (M17IA 2) gNAT (Mu1n 3) YAAINT (MuA 5) wagn1sufuinis (Muam 6)

miLLf’ﬂ,suLLauﬂﬁumaﬂlﬁlmauawmnm
LwammiamauauamamsmaauuﬂaqmLﬂmju
s ieililldnadn vaneluvidenisuen
aqﬁﬂﬁ maﬁwﬁqmiﬂ%ﬂ%ﬁﬁﬂwamsﬁi’wLﬁums
ALANFY (mmem) maﬂsummm (m’mm) VDY
AR msU'ﬁULﬂaaummumaLUummLUuTum's

povAuBsnsas LA Tadu Maidleavisean
WIRRUNNEIAL AENURLAZN1ILRNAYN LIANTTY
TunszuumsvSeguuuunsaiiugsnovetasnns
NSLAUBNANAUNLVDIAUTI MTONSLNUKENNN
VBIDIANT

090SKaA1al

gn1suSKISOVANS.
2g0d08u

+1neun TQA



Page 28

4.19. P15ATIRUASNUNIU wazUTuUTINan1sALLULNS
(Performance Analysis and Review and Improvement)

N1531ATIENDANLITDINUNITIATIEUaYARAYIA (digital data analytics) kagmALiningns
Uaya (data science) FensradunuULNUAzUAAMUNINEYRITRYE dmSunsUFulslussAuURUR
n13 MIAsendeyaUseuiieuiiinisiniidney 2 1R lneunAdnaziNeananad (W HaRAIW AL

A111501UN5YIALS HARBULNUNITAIYU GnwalzianIe (character) vaIRUNInelavaanALaY
ANUAAYBUUTIUEU) UNNBIANTDINULFAN 3 1UU 1381 UTBN1THUEIU (WU AungugnAn)

- mIATgansaume (Information analytics)
91 NYIVBATUNITIATIEIUBYARTYIA (digital data
analytics) waznALAINEIN1IURYA (data science)
Fe95293UnUULNULAE LUAAIMINEYDIT DY S
n5inNdAgY 2 U6 lneaUnAinazlineawauan (lu
HANAIN ANEIINTATUNISVINALS HaRBUULVILATS
A9YU ANwazLNE (character) ¥03AUNINE 1D
YDIgNALAEANNEIAYITAUSEUNEU). LAZEI
WINTRT 3 LU 1981 ¥39N15WUNEIU (1Y ANUNgY
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NNTNUNIUNANTTANLLUNT (Reviewing
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4.2 N1SYANISASAULNA 1Aa:N1SVANISADIUG
(Information and Knowledge Management)
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4.2n. Yayauaza15aund (Data and Information)
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Aananeteliuazniouldnuluguuuuildinuds AnuausalunsnauwasmANUEIN S IEMIN
Yayas19Uszan 1wy Iale Teaiu waziuay avasislentadmsuanuliiuSeuigudati,

%’amamiaumﬂLﬁuéqe%ﬁmasméwiaLﬂ%ﬂhﬂﬁiﬁwmmﬁﬂs WSS waslgguniu. 89Ans
mimmmmmmmwaaﬁlﬂmumawamaummsauma LLauﬂ’JSGlﬁ)ﬂﬁliuVUﬂﬂﬁﬂ’J’lﬁJﬁﬁL‘U‘lﬂ‘l&ﬂ’]iﬁﬁ]‘u
NUANINGNADIDENTING? ﬂ’]iﬂiuﬂUQ’J’lﬂJL‘UEJﬂEJVLﬂ LLaummmumUaaﬂmIﬂﬂwmsmmmmauau
mumiumsmaiauma:uamamma ST meEesnnusuasaendeluiued

fag1e mavhlidulateaunmeasdayauazansaumea

Data, Information, and Organizational Knowledge How Properties are Ensured

Integrity Code of ethics, Certification (employee, suppliers), Audits, SEI/CMM
Process and Systems Audits training

Accuracy Experience and skill level, Patents, training Error proofing and validation for entry, field masks, audits

Timeliness OJT, Just In Time Training, Employee Orientation, Intranet | Pilots of new software systems and user group testing
and Systems Access (employees, customers, suppliers)

Reliability PBM, Metrics, Certification of financial statements, 1SO, Change boards, SEI/CMM, service level agreements;
AS9100, QA backup systems

Security DaD security clearances, ITAR, Access Control, Export Account permissions pracesses, firewalls, reverse proxy,

Control, Boeing sensitive/praprietary IP, Classified
Programs, Nondisclosure agreements

anti-virus software, standard PC configurations, Computing
Security Policy

Confidentiality
proprietary

Governed by business agreements, DoD specified, Boeing

Account permissions processes, firewalls, reverse proxy,
anti-virus software

User Friendliness | Training, Accessibility to references and resources via

Web and Boeing contacts

Help Desk, user pilots and training labs, user surveys,
SEI/CMM, ergonomics

Boeing Aerospace, BNQA Winner 2003

4.2. mwﬁmaaaaﬁns (Organizational Knowledge)

MIEeULAENTIANITANIUBIDIANTIN
Waesing 9 91aieITeINUNTIANTYATEYATUIA
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‘A 3U uazdonu. mslazideyamsaume
o1angITesnuN1sltUgyauusefug (artificial
Intelligence) N1531AsedayaRvia (digital data
analytics) waznAlAINeIN5UaYa (data science)
ns9dugUluvYesdeyaUsinasnALazIUaA
wune Msldmadamanilunmsdegulasnludes
finsuunaluladlulduagldsyloviandeya
aﬁaumﬂiuaﬂwfumLUumiUﬂanmiaummﬂm
fluBIANIUATYAAA

asAnsAsABsTUAIM S lnddryetne
Bertan1sufuRng LLava}wnuumﬂmmivmuﬂ'ﬁ
aemLUuiUUUTuﬂWiLLUq{]umsaummu Tnglanie
amqmmiaumﬂmuJumwmmuUﬂﬂamE]aaﬂaﬂ”lu
AYAAINT (implicit knowledge) N153ANTISAININ
fiuszAvSradnludestiunuimuaganuiuinseu
A Taussuvesnsuistunug aszuIuns
Aduszuudmiunsudsduaaundesvy masey
waznsdansdunindgnanuiunen uasia3esile
i o (unanalulad) Minunzandmsussans
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A79819 N15AIANTTANF

)
%
%
2,
)
S,
®

Recelve

Flnd

Organizational m
Knowledge

Share

as
Approprlate

Prlontlze
and

Use

Figure 4.2-1 Knowledge Management Process

Hill Country Memorial’s, BNQA Winner, 2014

4.2A. N15HA9KIN5A519UIANSSU (Pursuit of Innovation)

TumﬂﬂswmmwwmaawLﬂawuumiasw
UINNTTU mmﬂuumvmmﬂﬂ (ideas) ®14  1N
mummiwmnsmmﬂﬂsuaaIumsl,lmqmm'saiw
UINATTH mwiwammmaqmﬂmﬂaﬂwmﬂm 2
Usedlunsasnsatainnssu: (1) daarAua
drdylemaning q Imnsaudiuninginsidey)
LW@LLﬁ’NWﬂamﬁ (opportunities to pursue) Lyia1
uumﬂ,ama (likelihood) “Lmuwamammumﬂms
A9V LR (T,amaﬂmﬁm) way (2) iaﬂLuaisa]v&Jm
IﬂiqmsLL@u%ﬂasimswmﬂiuuMM"Lﬂmmswwm
TAsansiUszaumudnsavseludalasenisiv.

lumsdindulouazdnassninens aeAns
p19ldAseslionannanguseLan WU Nswensal
(forecasts) N15AIANSAI (projections) M14L&N
(options) amumizﬂfﬁﬁaaq (scenarios) MU N5

AATIPN UIDULINNIDU € LNDNDIDUIAR (envisioning

the future). MsUszIliunapg 1sBUABURlEN ALY
nsaiuianssuiiianudululdunineg Ouds
ddnydslumsimuaitlendlafionayiliiianis
Wasuuaseg19nninselanvesesnns

A29879 NITLEMNNINITATIUIANTTY

Stanford d.school Design Thinking Process

« Interviews

« Shadowing

« Seek to understand
* Non-judgmental

* Personas

* Role objectives
* Decisions

« Challenges

« Pain Points

https://dschool.stanford.edu

090SKaA1

« Share ideas

« All ideas worthy

« Diverge/Converge
« “Yes and” thinking
« Prioritize

* Mockups

« Storyboards

« Keep it simple
« Fail fast

« Iterate quickly

PROTOTYPE

« Understand impediments
* What works?

* Role play

« Iterate quickly

+Ineur T A dNISUSKISAVARS
28 08V8u
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AITINTINEITDIVDINNIN 4 NIFIA NTIATIEH UAZNISIANTISAINS

o ZQJ U 1
ﬂ?%?ﬂgﬂﬂi%’ﬂﬂﬂiﬂ WEARINARNS LUNUIARA 9

U9 7.4 HAANSATUNITUIRIANTILAZNITANURLABIANST

WUIANTSUIUNTS  NUIANAANS
“uan 1
N 2 W00 7.5 NAGWSAUNITREY AAIR wALNAYNS
197 3 U9 7.2 HAaWSAUgNAT
WA 4 -
A 5 W70 7.3 NAGWSAIUYAAINT
na9A 6 U0 7.1 NAdWSAUNANSUILAZNTEUIUNIS

2ASUANNNINIVIIVINNIA 4 N153A N1SIATIZH UAZAITIANITAINS

Innovation: N15@319UIANSSY
Innovations: UYMNSSU

“Msaieuinngsn” 13e “uinnTIn” vainy
fansidguudasiidfgyineuiuuge nssuiunis
NARANI D9ANT NTOAUNIZNVDIAIAY LNBLY
yaanaliuagiduladiude

e lgAndn INNOVATION avsaing
uinnssu ieoetanszUIuAN/AanTan wazldmm
71 INNOVATIONS LiNo81909Nadugnd). n15as19
winnssudunisSuiouuidn (ideas) NSEUIUATT
walulad wandue vieguuuugsia Geenadu
vadlninseuuusumenisldauluguuuulng.
winnssu unsanuuinsensusulieds “Am
nszlan” TUATUNAANS NARAMUN NTZUIUNTT Y30
ANuNgnUesdani. miaisuinnssuliusslov
mﬂamwwmaawmwuu NSPUIUNNT UNTIEY
lonaiienagmns wazarudalofiosuaantenia
AULAYA.

Msadeuinnssuiivszauainudnsaly
3 ﬁuamﬂi AsauAauRINIsLUIluAIINg A1s
aawlefiziiluld msddiunis nM3Usziiiug
La¥NITISuUT wHmsatrauianssusiniiendos
Auwnalulag me'ﬁmwmmsmmmmLﬂmiéﬂu
VlﬂﬂiuU’JUﬂ’ﬁVlﬁ’]ﬂfusllEN@\‘iﬂﬂi%Q’ﬂ’]‘\ﬂﬂﬂiﬂ&l%ﬂ
Q’]ﬂﬂ’]'ﬁLUaﬁluLLUa\‘IN']‘L!U’mﬂi'illIiﬂJ’J’]«’\]uL‘Uuﬂﬁ
USuuegnninsylan visen1siUasunlaiuing
wsenandn. uinnssuorausingeglusifnsnn
YUIA NAUILAN LASNNTEAUNAILINITNITASS
winnssuenausingeyglussAnsnnauia Nnaia
d7U (sectors) HAZNNTEAUNRIUINAG
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+ K20 5
unains (Workforce)

*

ﬁﬂJ’Jﬂﬂ’]iﬂNLuuUﬂﬁ’mi ﬂﬁ’]’mflLL‘L!’J‘VI']\‘iLLﬂu’Jﬁ‘Ug]‘UG]‘V]?ﬂﬂiUIuﬂ’]ﬁUi‘W]i%ﬂﬂ']i‘Uﬂa']ﬂi L‘Wfﬂﬁi’]\‘i
LLﬁgﬂQvL’J"ZNﬁﬂWWLL’JﬂﬁEJlIﬂ’]ﬁV]’]\‘i’]‘LWILEJEJG]E]Nﬁﬂ’]iﬂ']LUUﬂ'ﬁWﬂEJEJ’]\W\@L‘L!EN i’JﬁJV]\'iﬁQLﬁiiﬂ%Uﬂﬁ']ﬂi
Lﬂﬂﬂ’n&lNﬂWULLﬁuﬂ’]ﬂﬂNEL%IuﬁNﬂﬂi ﬂ’]S‘Ui‘Vi’]TVﬁ‘WEJ']ﬂiUﬂﬂaIuﬁiJ’JQUMQI%Nu’]LLauN‘Ui‘Vi'ﬁ‘V]ﬂiuﬂ‘U
G]iuﬁ/iﬂﬂ’ll’]ﬂimBﬁ’ﬂi‘l“ﬂ’d\‘iﬂ?’ma’]Liﬁ] LLauﬂ’ﬁWGNH']ﬂu{ﬂ’eNL“U'EJILIIENﬂUWﬂW’]Q‘U@\T@\TﬂﬂiﬁJﬁJ’N“UﬂLﬁ]u LD
SL‘ViLﬂﬂﬂ']ﬁ“U‘ULﬂﬁ@u%LUu%u%LﬂﬁJ’JLLauﬁNﬁJu PN Lﬂm%%ﬁiﬂﬂ’]‘iﬂuﬂi%ﬂ’]i’ﬂﬂLLNUﬂWUUﬂa’]ﬂiLUUﬁ’Ju
‘Vi‘LlQGUENﬂ'ﬁ’J'NLLNuL%ﬂﬂﬂﬂﬂﬂu%iﬂ’Jﬂ 2 L‘WEﬂ‘Viﬂ'ﬁf{Iﬂﬂ’]i‘Uﬂa’]ﬂiﬁﬁJﬂﬂﬁ’eNLLﬁuﬁuUﬁuutﬁ'WiiJ']EJﬂﬂEJ‘Vlﬁ
YBIDIANTDY LN

5.1 anwwionasuyavunains (Workforce Environment)

ok 7R B o
WTalla1uiIA11UABIN1TAUTAAINY yjanungvesindedl Astieliinann
anunsouazdnIINaayAaIns Asneuausnny  edewiiliusvivSnaiidmalinisyhiuvesesdns
maqmsmmuuma‘lmmmamamusmwa iamm UiiqwamL‘%QLLazLﬂamuuﬂaﬂﬂs
'Jﬁmimm‘lwamﬂsuu‘laﬂmmismmmaqamum nauAINdIMIU 5.1 aNNLINRBUYDY

mmmamumiﬂgumm ymans Usznausie 2 Ussiauddey fadl

5.1n. %ﬂmmmmsaLgazé’mqﬁqé’mﬂmns (Workforce Capability and Capacity)

mﬁmaﬁ’mqumné’uauﬁuu,mﬁmﬁfaq%mmmmmsa%asé’mmﬁﬂé’q FremsiiusuauAuia
vinwglilmgauievavonsvaLAauyAaNTivinyg viedsaunAguiaunuinnutiosusivinue
ganhannsanaunuanudnludndanmdsdmiunssuiunsidesnsiinuedosverinueiuan
AeiuuadesnIsauduInniion s ulrdse

miummuﬂummmwamauvmwmmmu ASUSZIUANUABINISAUIAANNAINNTE
amﬂummﬂmmammmm uena Nl Msues  wardnsIAIyAaINg AsABeANTateANd Ty
Tdhaniiieaiansaiausdududaaany miuﬂ%uuuaﬂuamﬂm AonARDIMUINgUITAR
anunsauazdnsniasluauinm agvinliesAnsi LmﬂaqmuauLLNngumﬂﬂim5uuiuwaJaﬂ 2 61
naganedmiunisiineusunisIge msuiu
WagWIUMLITBIYARAINT WATASAGELAUNT DY
A1SUNISIURULUAITE UV,
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5.1%. U3581n11AN15%1197U (Workplace Climate)
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m'uuavmﬂiumsmmamwmmuﬂvmﬂaﬂﬁsiﬂmawwmﬂwmmu"l,ﬂmmﬂsmwmamu
annuiivhauitinnundou maammsnL?Jﬂaqlﬂmamwaﬂﬂﬂﬂﬂw LMﬂT,uT,asJ uagNAUAR (attitudinally

accessible) IngUsAa1NoAR

mndadeauanminasulumsinauuey
frinuansaiiuaurseidming Ianuunnsing
UL NATYEA NSV UNVINUNLANFNAY
NSBJULUUNSTVINULUUNANNEY (different work
sites or hybrid work) 83AnsAITABIBSUIBAIAIN
wAnNENLRATLAe

UssEINANSIuUgIsInasnsaduayy
yAaINg (Workforce Support) fmen1sviusnis &
81UIWANNATAIN UAEAINTTUA 9 WU AU
swaummwﬂmmsmmu A0UNVNNY LAy
Tusunsurayselev) MIQUAANLALEEY N13
AUy IR A nyANSNLAM N SURAYOUATEUAT)

uagitausnsuu mslifusnuisluGesdau
FLAZNTWNNTIU NMTRAILIAMUAMINTINTUD TN
MU wagmsdaeliyaainsiianunieulunis
Ugumwﬂwmw‘lw nansINduNUINTTIoINU
Uspinal MSgUAgunIn a1 @auiiviiau uagnns
Trnutlemaedu q nsendesvueisegaiu
nansuazliilumenis mslinisfnwvuennile
nnnulunii vinmsiedlsmisununion
wilnauignianadne (outplacement services) uaz
naUsyloviileinBuneny Sudmsvenenanli
wilnsuaunsaldusnisrediesla

A29879 wuuiassaanduidaludiuyaains

External Factors

Workplace
Environment

Recruitment

Vision

and Selection

Mission

Capability and

Capacity
Planning

Benefits and

Policies

Work
Accomplishment

Change

Management

Learning and
Development

Performance

Management

Career and
Succession
Planning

org""’ZOHonal perormance

L

Internal Factors l

MERRNUATENIAT
swnsuvalszinalng

TQC+ Operations 2560

A idumngarundudavesasdins (https://www.tqa.or.th/cover/roadmap/)
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729819 MIFFNENTNLINFONNMTVINNUVDIYAAINT

F5.1-4 Sample Workplace Health/Safety, Security & Accessibility

E':; gﬂ"' Methods Segment Performance Measures Goals
Mandatory Vaccines WF % Compliance 100%
OSHA Recordables WF Number of events 0
Health/Safe Infection Control Hand Hygiene WF | % Compliance secret shoppers | 100%
ty Mandatory Safety Training WF Number in attendance 100%
Decontamination Team EP Number of trainings 1
Respiratory Fit EP/PP % Compliance 100%
Security Rounds WF Rounding reports 100%
Security | Code Green Training WF Number trained 100%
Active Shooter Training WF NEO trained 100%
Free Parking (Monitored via stickers) : ey A
Accessibility | & Designated Handicap Parking &v,g M w1t1:/p%rsk;n§ sticker igg"é
Designated Entrance for WF rL¥e -

Memorial Hermann Sugar Land Hospital y, BNQA Winner & 2016

5.2 AUWNWuyavunains (Workforce Engagement)

2k (7R I

datinnufeszuudanisnansuginau
VYBIYAAINTUATNITHAILIYAAINT LINBATINAIY
ausauaznszauliyaainsynauU Rl
asAnslfoeneiuszAvBanasfuALENT0 SEUL
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TieednsussquuuufiRnsuagyiliiulatennn
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el udensian iGN 1S
138U3 LAzAIUAINTNTUBITNAITNUYBIYAAINT

fiAnTu %aLﬁuLaﬂé’lﬂwfﬂmmmﬁni HALIITIUDY
lanmalunisWauniinauauadsaaussausuanved
834ANT ANUVIIMBLTINAYNS uazLHuUIRNS
nmsAsunlassgiuasAnsuaznisaineuinnssy
n1sUSulgasansdauUsraun1sallunieia
WARNAT wazAISTYUIESUAMNILagTinwelnyly
NsUHURIL

NANANINUENTU 5.2 ANURNWLYBIYAAINS

=

Usenoume 2 UssiaudAey fedl

5.20. N5UsSAUANMUKNAUVDIYAAINT (Assessment of Workforce Engagement)

HAINNNTANYITIUIUINALAASD WieyAansiissAuaugnuiUBIAnTge azviliinanis
antlunmsatueteiitoddny lunate o asding wihauiussgelauasidnisnarvesuiinuiey
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5.2%. IMUSITUBIANT (Organizational Culture)

AnIUsTIU MNYns ANToTaL USSVINGIUTI LAz
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f79819 N1SLEINAZIINUSTIUDIANT

nonssu AW

Knowledge Wepaz
Sharing ¥

2 Can Team \Fayaz
Project n¥a

3. shop visit WWoyax

4. can Day 1m7)a

aruAndhuusrdoausw

5 Cross 1msa)a
Functional CELEE]
Team

6. 5 8 PLUS

1DP/ 1ICP Darmfa

~

8. Family Day
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AvnrrfofomT warmnrainunRDAY 2 Chl
unundsmEs  annTouasImuAATiuLAETin T Tnn amnu?m’h
zwnavinaTu (Wes
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UaNWlaINAITAAUNNWUYBIYAAINST
Tnensaienisdrsavediulunienisnioliily
NUNAIUAITIENTOFARNFIITINDU € INDUTZLLU
N13UINAIIUNINS IUATAUKNRUYDIYAAINT LA
U N155N¥IYAAINTLT N15INIU N158180N N3
Feand Anuvaoniy LaznannIW

A29819 2993N138519ANNKNRUAUYAAINT

ENRICH &

" €NERGIZE

(’O“\g‘ Advocacy
Voéé Loyalty

F5.2-1 \

y \

Cycle of
Workforce

4’&
4’&

2
®

0
NGAGEMENT P‘“%.G“"
CYcLE oF ENC \\v\

ALLY AND \NFO

Memorial Hermann Sugar Land Hospital y, BNQA Winner il 2016

HUN58AUERE AT As NYULES L IRILGTSY
YBIBIANT MUNUST IFLTIFY warAluUveIaAns
daasunsligrunalumsdndula anuminiien
wazNSRAINTIN SINTLTUSElvUNAUNAIN
NAYVBILUIAA TAIUSTTU LALI5AN YoIYAAINT

it iunFariamn aauuniu 4
TQC 2558
wnueg Core Vailue

1 1N sharing unzli 1.2,3.4, 6.7.8.9

HauRTY 6.7.8,9

Tadiniaubu

6.7.8,9

1=nas@earnilaniae 2=uadndunisia 3=a¥ramaugniu 4=na3ldlagnan
s=Empowerment uarni1sldUszlsvdmaruvainuane 6=a¥r3a55a 7= ey s=1luida o=Faudu

;i umegauuAALeIaAns (https/iwww.tqa.or.th/cover/roadmap/)
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5.2A. N153AN1SHANISURURIIULAZAI5AMUN (Performance Management and Development)

ﬂ’]iﬁ]ﬂﬂ']iNaﬂ’ﬁ‘ng]UGNﬂu‘U’e]Q’e)\‘iﬂﬂi ﬂ’JiC‘l’e)\‘iﬁuUﬁ‘HUUﬂa’lﬂﬂVlLﬂﬂﬂ'ﬁi’l’l\i']um“lﬁwaﬂﬂiﬂ’lL‘L!“L!
ﬂ']ﬁ/lﬂ A lAgADINAITAUNDIAINBULNU NI1511A519T8 NS8NYBesuLY ﬂ’]iiﬂ‘l?}'mﬂa’]ﬂi‘l’) LLﬂuLL‘L!’ZIU{]‘UG]

1umiasml§ng~ﬂ% (Incentive practices)

aeAnsludagiudesnisniinauiianiny
ANTANAIYAIU LATAINITOUNTEAUTINYENNS
viauvesnuledldodirialiles a9ANTAITHBS
IANITAIUNITITEUFUALNITWRILIILAEITDINY
91INNNTNU TIBINTUBUNINENU lond uag
n15syuTdIuyAAa Lwalwmiamivﬂuma"l,ﬂsum
mﬂﬂsu,a“wamsﬂgummmumﬂa EN‘V]’eNﬂﬂ'i
Arsdeiansan enesauilenaluntsiamnii
AOUAUBIADANTINULWANYBIBIANT ANUTINNY
\INAYNS LLa‘”LLNuUQ‘UGlmS muﬂa&muﬂmavﬂu
paANTLazNTATINUInNTIN nsUSuUTIEeenTs
deutszauntsaflumaiinuigndn uaznisuyu
Laizummgu,azmnw‘lwﬂumiﬂgumm

System Addresses How Addressed

710819 NM5IM IHaN1sUHURMY

*Set Goals & Direction

Define Performance
Expectations

Continuous

Figure 5.0-1 Performance Management System (PMS) e

GBMC HealthCare, Inc.
BNQA Winner 11 2020

Examples

Core competencies, strategic = Strategic planning & training

challenges & strategic project = Project plans (template modified to
plans include training/education needs)

= Pharmaceutical Expertise = SPEED
pharmacy & industry = ERP Team: Governmental
conferences Accounting

= Regulatory compliance: VA = AE/SAE lraining
mandatories, I1SO training = Gallup Briefings & Great

= Strategy map fraining Manager training

Performance improvement & = Needs are identified by project plans = New equipment training

innovation = Equipment purchased with training

Ethics & ethical business = Ethical expectations

practices = Ethical behavior survey
= Ethics training
Education, training, coaching  Individual Development Plan

& mentoring

Needs & desires for learning = Periodic needs assessment
& development = Individual development plans
= Competency assessments

Transfer of knowledge from = Process documentation
departing or refiring workers = Matrix management

= Succession planning
Reinforcement of new
knowledge & skills

Competency assessments

= Auditor training, quality tools & brown bag lunch sessions
= Performance Excellence: Baldrige examiner training

= All employees sign ethical expectations pledge annually
= Pilot survey program
= VARules of Behavior

= Coaching new employees
= Cross-fraining
* On-ine education

= Satellite/teleconferences
= Tuition reimbursement

= Staff competency assessments
= Manager & employee Individual Development Plans (IDPs)

= AMPs & SOPs = Cross-training
= Membership on matrix = Rotational committee
management teams assignments

= Internal audits = Coaching built into contractor
= Computer labs tasks

Veteran Affairs Clinical Research and Pharmacy Coordinating Center (VACSP), BNQA Winner2009
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%4 o YV
7.3 HaansAUYAAINT

(1)  NAANSAIUTAAIINAINITOUAZTNTINIAIYAAINT
AIBEady IuuyAansluldagsEau (staffing levels) nsilususesinegiuy

<

(Certifications) @usurinweNnTNTu NSUYUILUUNDINLUUINDNDUAUDIND

HanslusgaunaynsnIatonInuAueIgnA

(2)
compensation) uaganduselevil

NaawsA N1z luanIufvinau (workplace health) wagr1nauunu (workforce

AR UTTEINIANTTHNU gUn1E ANUlasniy Audunslasniy
NSNEeEnIUNYINY ARy Ansuselevll

(3)  WAGWSAMUANUKNWUVBIYAAINST

ARETL AL AuRanela anulifewela Msshviyeainsld
11581990 N15VIAUTESAUSHU (T85099)NT)

(4) Naawmmmiwmu’mﬂmﬂmawwm
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2ASMANNNIIABITIIVDIUNIA 5 YAAINS

yaans (Workforce)

“YUAaINg” MuNena qﬂﬂanﬂﬂuﬁmﬁﬂﬂﬁu
Aguauaziidusulaenssdunsiiiununinyes
psAnTUszAUANNAISY TIuianiinauiiasdinsang
ANMBUINY (WU WiNAUUTEE Wuﬂmummmulu
TSHeTY Wummmﬂin LLauwummwmmuﬁqu
A& (remote work saurantinanudamudayaii
BIANIAUALAZATUAL) LazD1AAIIAT (WU UnAnwy)/
UnANYIRN) MINAUIINZEY

YAAINTFIUDIRUNN v uagdnns
Tunnszau

AMURNWUYDIYAAINS
(Workforce Engagement)
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6.2 Us:anSwavevn1suijuanns (Operational Effectiveness)
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6.2n. Ussansammuazussansuavaan1sufunnis (Operational Efficiency and Effectiveness)
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6.2. n'lsé’ﬂn'ﬁl,ﬂ%aezhaqﬂ‘ln'm (Supply-Network Management)
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GBMC Healthcare, BNQA Winner i 2020

Requirements for Critical Criteria Including  |——
Capability, Value & SLAs & KPIs

Develop Supplier qEvaluate Suppliers Based on
Strategic Alignment

Select Supplier
Partner

From
Make-Buy
Process
Area 2.1a(4)

Finalize KPIs

Re-evaluate
Vendor
Relationship

Execute
Contract No

Conduct Formal & Informal Communication
& Evaluate KPIs &Yes
(Report to Board for Patient-related Services)

Countermeasures
Working?

6 Develop Action
No—P»! Plans &

Countermeasures

Acceptable
Performance?

Figure 6.1-4 Supplier Management Process
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- Security Breach

PTT LNG Company Limited
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and Monitoring
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- % Access Control Reliability
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7.2 waawsnuanA (Customer Results)
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7.3 waawsmuunans (Workforce Results)
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(Leadership and Governance Results)
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(Financial Market and Strategy Results)
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