Performance Management and Quality: Aligning for Results

(a recap of tools provided to support Washington state leadership in making informed decisions)


	ASSESS: WHERE ARE WE NOW?

	What/authority/resources do we have?

What do our customers want/need?

What do our stakeholders want/need?

What do our employees need/want?

What does the public want/need?

What are the opportunities and threats? 

What is our organizational/staff capacity?
	· Customer Surveys, Focus Groups

· Employee Surveys

· Agency Self-Assessment

· Compliance Audits

· External Peer Reviews


	ACKNOWLEDGE: HOW DO WE RECOGNIZE SUCCESS?

	How are we rewarding the behaviors we want to encourage? 

How are we getting the word out about what we’ve accomplished?
	· Awards and Recognition 

· Media Releases

· Savings Incentive Program

	ASPIRE: WHERE DO WE WANT TO BE?

	What is our vision?

What impact do we want to have?

What is our mission/role?

What are our values?  

What are our goals and objectives?
	· Strategic Planning and Balanced Scorecard

· Customer Service Standards

· Benchmarking

· Best practices



	ACCOMPLISH: HOW ARE WE DOING?

	How well are we meeting the needs and expectations of customers, citizens and stakeholders?

What progress are we making toward our strategic objectives?
	· Performance measurement 

· Quarterly Reports/Management Reviews

· Process Improvement/ CQI/Breakthrough Strategy

· Complaint systems/investigation

· Internal Controls and Audits

· Performance Audits

· Staff Evaluations

	ALIGN: HOW WILL WE GET THERE?

	Are staff and managers aligned with strategic objectives of administration and agency?

Are our partners and suppliers aligned with our objectives?

Do our systems, processes, and facilities support our strategic objectives?  Are we putting our money where our mouth is?
	· Performance Agreements

· Team/Project Charters

· Quality Plans

· Facility Plans

· Human Resource Plans

· Individual Training Plans

· Managing Information Services

· Regulatory Reform

· Budgets and Allotments

· Performance Budgeting




Key


Questions managers ask


Tools available to support           decision-making








Office of Quality and Performance – August 2002


