GOVERNOR’S AWARD FOR QUALITY AND PERFORMANCE 

Packet Contents

This packet contains everything you will need to nominate a team for the Governor’s Award for Quality and Performance.  It is intended to help teams and their Internal Quality Consultant understand the scoring criteria so that you can tell your story in a way that is engaging and clear.  Please review it carefully and contact Mary Campbell at 902-0586 for additional questions.

Application Cover Page – this form should be completed, signed by your director, and attached to the nomination when you send it to the Governor’s Office.  Be sure to score yourself against the criteria first, and to include your scores on the cover sheet.

Application Summary – this form lists the questions that form the application – use this when you need a simplified form of the application to show your management team or others the questions that must be addressed in order to apply.

Instructions for Teams and Internal Quality Consultants (4 pages) – this form outlines the process and the scoring criteria in detail.  It includes a matrix that details what needs to be demonstrated for each question, and the scoring criteria for each one

Worksheet (6 pages) – this is a copy of the application with additional tips and examples inserted in italics – it will help you understand what the panel and the judges will be looking for.

Blank Application (6 pages) – this is a blank version of the application for your use.

GOVERNOR’S AWARD FOR QUALITY AND PERFORMANCE

Application Cover Page
Project or Team  ____________________________________________ (Lead) Agency________________________________​​​​____

Other agencies participating (if any):____________________________________________________________________________

Partner organizations (outside of state government, if any)_________________________________________________________

Contact Person___________________________________Email_________________________Phone_____________MS________

Internal Quality Consultant_____________________________________Email:_________________Ph:___________MS________

Team members (by agency or organization) The team member names will appear on any plaques/certificates presented to the team.  Please make sure all the team members are included and their names are spelled correctly.

___________________________________________________________________________________________________________

___________________________________________________________________________________________________________

___________________________________________________________________________________________________________

Send completed application to:

Mary Campbell

Special Assistant for Quality and Performance

Office of the Governor

PO Box 42460

Olympia, WA 98504-2460

GOVERNOR’S AWARD FOR QUALITY AND PERFORMANCE

Application Requirements
Teams applying for the Governor’s award should provide the following information.  Applications may be no more than 12 pages, including all attachments.

EXECUTIVE SUMMARY: In 200 words or less, provide an overview of the project, including the problem, the solution applied and the results.  This description will be used to promote the project if it is selected as a finalist.  

A. STRATEGIC IMPACT: Briefly explain the problem, the impact it was having, and its relevance to the agency mission.

B. EMPLOYEE INVOLVEMENT: Describe who was on the project team, and the basis for selecting them. 

C. CUSTOMER FOCUS: Describe how you involved customers/stakeholders in defining the project, identifying and testing solutions, evaluating the result and building support.  

D. PROBLEM ANALYSIS: Describe how you analyzed the problem, identified its causes and prioritized them for solution. Show relevant data.

E. SOLUTION EVALUATION: Describe how you identified and evaluate potential solutions, tested the solution you chose and evaluated its effectiveness.  Attach relevant data.

F. Show how the solution improved the BENEFIT PROVIDED TO THE PUBLIC.
G.  Show how the solution improved SERVICE TO CUSTOMERS (the direct recipients of an agency service or product).  

H. Show how the project REDUCED COSTS or INCREASED REVENUE for the agency or its stakeholders?

I. Show how the project improved the agency’s INTERNAL PROCESS MANAGEMENT, or relationships with suppliers or partners.  

J. Show how the project contributed to ORGANIZATIONAL LEARNING AND GROWTH. 

GOVERNOR’S AWARD FOR QUALITY AND PERFORMANCE

Instructions for Teams and Internal Quality Consultants
What projects are eligible?

The Governor’s office recognizes teams that show create significant, measurable, sustainable improvements from the perspectives of:

· Public Benefit and Value - Safer workplaces, cleaner water, lower teen pregnancy rate, etc.

· Customer Service - Faster turnaround time, more accurate payments, shorter wait times, etc.
· Financial Results - Lower costs, higher revenues, etc.

· Internal Process Management - More permits per year, more transactions per day, etc.

· Organizational or Employee Learning and Growth - Higher skill levels, better backup, increased responsiveness, etc.

 Projects may take many forms, including:

· Solving a Problem - Analyzing an identified problem, and implementing solutions.
· Improving a Process - Improving an existing product, service, process, or system.
· Innovating - Introducing a new product, service, process, or approach.
How will projects be selected?

Teams will be scored primarily on the basis of RESULTS achieved, including:
· Relative size and duration of improvement, scope of groups affected, relative to agency

· Number of perspectives in which improvement was made

· Transferability to others, replicability in other situations

· Institution of new best practices 

· Documentation and training to ensure sustainability

Teams will also be scored on the PROCESS used, including:
· Advanced the mission of the agency

· Involved employees in decisions about implementation 

· Involved stakeholders in defining the desired result, deciding among options, and evaluating the result

· Analyzed the problem and prioritized issues for solution using data

· Identified potential solutions, tested and implemented them using data.

YOUR APPLICATION MAY BE NO MORE THAN 12 PAGES, INCLUDING ALL ATTACHMENTS and SUPPORTING DOCUMENTATION.  

How do we apply?

The application process consists of three phases

1. Team works with agency IQC to develop their application.  The application must be signed by your agency director before submitting to the Governor’s Office.

2. A panel of IQC’s screens the applications, and selects the finalists.

3. Finalists present their projects to a selection panel of judges drawn from business, industry, labor and management.  The judges determine the awards.

The application consists of 10 questions grouped in three parts:

1. Why did you do this project? How does it support your strategic plan?

2. How did you do it?

3. What results did you get?

How ARE APPLICATIONS SCORED?

For each question, there are criteria and associated point values – you can find them in the shaded box to the left of each response area.  These are the criteria that your Internal Quality Consultant and the screening panel of IQC’s will use to determine the finalists.     As a rough rule of thumb, teams typically should have at least 12 points in A through E and at least 18 points in F through J to become a finalist.   This means that teams must be able to show measurable, sustainable results in at least two results areas.

In writing your responses, remember

· LESS IS MORE – be succinct and respond clearly to the criteria.

· Brief, bulleted responses are preferable.   

· Use plain English and spell out all acronyms. 
· Use active voice.
· Be sure that your responses SHOW how you met those criteria
Work with your IQC to score yourselves before submitting your application.  
A picture is worth a thousand words.  Visual forms of communication (tables, graphs, charts, photographs, etc.) are CRITICAL to telling your story, so be sure to attach the data to illustrate the impacts you attained.   You are far more likely to make it through the screening process if you have visuals to illustrate the impact of the project. 

CRITERIA USED TO SCREEN PROJECTS AND SELECT FINALISTS

For process questions A through E, points will be awarded on a scale of 0 to 4 using the criteria in the matrix below.

	
	0
	1
	2
	3
	4

	A. ALIGNMENT WITH MISSION
	No evidence that the team considered the relationship between the agency goals and the project
	Anecdotal evidence that team considered the relationship between the project and the agency’s mission or goals, team had an objective
	Surveys, or other frequency data indicated problems that impeded agency mission/goals. Team had a clear objective and performance measure related to an agency goal.
	Same as 2, and team had baseline data 
	Same as 3, and team used benchmarking to establish a target. Team also considered relative importance and priorities of agency goals in selecting the project.

	B. EMPLOYEE INVOLVE-MENT
	Team consisted of an ad hoc group of interested volunteers.


	Team members were chosen based on workload availability and relevance to work.
	Same as 1, and the team included a source for internal stakeholder input in the team, or as a resource to the team.
	Same as 2, and the team included a source for input from suppliers, partners, customers on the team, or as a resource to the team.
	Team was selected by a standardized agency process that assures representation of appropriate internal/external suppliers, partners and customers, as well as individual skills, knowledge and styles

	C. CUSTOMER FOCUS
	Team did not solicit or use customer/

stakeholder input in any stage of the project 


	Team used anecdotal customer or stakeholder data as they selected the project; team responded to questions and concerns from customers and stakeholders as they came up


	Team used existing customer data in project identification. They anticipated potential areas of resistance, as well as potential mitigation measures, and addressed issues with relevant customers and stakeholders in advance.


	Team solicited customer input to define the problem and possible solution(s); Identified both potential benefits and issues and communicated both benefits and mitigating measures to customers/stakeholders; team solicited feedback as project progressed
	Team specifically sought customer and stakeholder input and feedback related to the identified problem and possible solutions; they developed and implemented a communication plan for proactively communicating about the work in progress; they solicited feedback from customers on completion of the project.

	D. PROBLEM ANALYSIS
	No potential root causes identified, no process to narrow potential causes.  Team went from problem identification to solution
	Team identified potential causes by assumptions, brainstorming or other intuitive tools, and narrowed the list through group process or consensus.
	Team identified potential causes using process data, and narrowed the list to root causes by using decision-making tools and basic data analysis
	Team used statistical tools (run charts, statistical analysis) to identify potential causes, and sought additional data as needed to support decision making process
	Team used a data-driven process to narrow the problem down to the root cause or primary issue.  Team tested assumptions and conclusions using additional research or data gathering.

	E. SOLUTION IDENTIFI-CATION and IMPLEMENT-ATION
	Team chose and implemented a solution(s) without considering alternatives; team had no plan for evaluating the impact of the project.
	Team identified solution(s) by assumptions, brainstorming, or other intuitive tools, and narrowed the list through consensus or other group process. Team chose a solution and implemented it with some consideration to downstream impact
	Team used research or process data to identify potential solutions, and narrowed the list by test results or other data.  Team involved managers, customers, partners and suppliers in the implementation of the chosen solution.
	Same as 2 and before the implementation, the team developed an implementation plan, as well as a system to measure and monitor the results.
	Same as 3 and the team’s implementation plan included provisions for, contingencies, as well as training, documentation and standardization of processes to assure that the improvement was stable


For questions F through J, points will be awarded according to the scope, impact and sustainability of the results relative to the agency’s mission.  The table below is intended to serve as a GUIDE to IQC’s and the screening panel in scoring the responses to questions F through G on a continuum from 1 to 8 points. 

	
	1
	2
	3
	4
	5
	6
	7
	8

	F. Public VALUE and Benefit
	Narrow constituency 

Short duration
	Narrow constituency

Limited duration


	Significant one-time benefit to narrow constituency
	Significant one-time benefit to significant constituency
	Significant on-going benefit to small constituency
	Significant ongoing benefit to a significant group
	Ongoing sustainable and replicable best practice for a significant group, advanced agency ability to fulfill mission
	Ongoing sustainable and replicable best practice of benefit to general public.  Advanced agency ability to fulfill its mission

	G. Customer Service
	Narrow customer pool

Limited duration
	One time improvement to a significant group of customers
	One time improvement to major customer group
	New standards adopted and documented for a minor customer group
	New standards adopted and documented for a major customer group
	Sustainable, ongoing, replicable best practice, advanced agency ability to serve some customers
	Sustainable, ongoing, replicable best practice advanced agency ability to serve major customer group

	H. Financial Management
	Minimal savings to agency
	Minimal savings to others
	One time savings to agency
	One-time savings to others
	Ongoing significant savings to agency as a result of new practices adopted
	Ongoing significant savings to others as a result of new practices adopted
	Ongoing, sustainable savings to agency, replicable best practice for others to follow
	Ongoing, significant, sustainable savings to others, replicable best practice for others to follow

	 I. Process 

Management
	Minimal improvement to a support process
	Minimal improvement to a key agency process
	Significant one-time improvements to a support process
	Significant one-time improvements to a key agency business process
	Ongoing significant improvements to a support process, documented and adopted
	Ongoing significant improvements to a key business process, documented and adopted
	Ongoing, significant, sustainable and replicable best practices for an agency support process
	Ongoing, significant, sustainable and replicable best practices for a key agency support process

	J.ORGANIZATIONAL LEARNING AND GROWTH
	Limited insights in agency
	Limited learning to agency staff and stakeholders
	Some skill increase in agency staff
	Some skill increase for stakeholders as well as agency
	Significant professional development for agency staff
	Significant professional development for significant stakeholders
	Project resulted in organizational transformation for agency
	Project resulted in organizational transformation for stakeholders and agency


APPLICATION WORKSHEET:  Use this worksheet to prepare your responses.  

!!!NOTE: Applications may not exceed 12 pages, including all attachments!!!!

	Executive Summary: In 200 words or less, describe the project, including the problem, the solution applied and the results.  This description will be used to promote the project if it is selected as a finalist.  (No points applied)


Delete these tips before entering your text: 

Picking the Project – key questions to ask:

· Do you have outcome measures to show you fixed the problem?

· Is this a project that significantly impacted a major goal or objective of the agency?

· Does the project have staying power?  Or is it a flash in the pan?

· Is this a newsworthy project, something you’d like to see on the 6:00 news?

Executive Summary

· Should “tell the story” in one paragraph, from what was the problem to what you did about it.  

· Think of this as the “press release” that will go to someone who knows nothing about the issue.  

See examples at www.governor.wa.gov/improve/quality/award/fall2002/fall02.htm
Part 1:  Why did you do this project? 

	A.  STRATEGIC IMPACT: Briefly explain the problem, how it was identified, the impact it was having, its relevance to the agency mission, and the reason it was chosen as a project. Provide relevant baseline data.

	0 No evidence provided as to why the project was selected or its relevance to the agency mission. “We just knew what we were trying to do.”

1 Anecdotal evidence of problems (or need) led to project selection.  “People told us it was a problem.”  Team had an objective that was explicitly agreed to among all members.

2 Surveys, frequency data, research, or other analysis indicated that there would be benefit to agency staff, customers, citizens or stakeholders if the problem were addressed. Team had a clear objective and performance measure related to an agency goal.

3 Project was selected in response to a need or problem, using a process of analysis that included the use of surveys, frequency data, research or other analysis. Team had a formal objective related to an agency goal, as well as performance measures and baseline data.  

4 Project selected in response to a need or problem, using a fully integrated data system and decision-making tools. Team had a formal objective related to an agency goal, and the decision to address this problem was based on an informed decision-making process that considered the relative importance and priorities in agency goals.  The team had a performance measure and baseline data, and used benchmarking or other best practices to establish a target.  


Delete these tips before entering your text: 
· Don’t quote lengthy missions and goals verbatim – paraphrase in plain English: “the Division is responsible for collecting child support from parents, and is required to do that within 30 days…”

· Explain the problem, using baseline data: “processing the payments required multiple data entry steps with a resulting error rate of 15%.”  

· Explain how the problem was getting in the way of the agency’s mission, so we know why it was important to fix it.  “The time required to correct errors was delaying the deposit of the child support, which meant that families were not receiving needed funds.”
· Tell us how the problem came to be identified and prioritized to be addressed – was it somebody’s “wild hare” or was there a clear identification of the potential benefit.  “We determined that decreasing the processing time would get funds to needy families more quickly”
Part 2:  How did you do it?




	B.  EMPLOYEE INVOLVEMENT: Describe who was on the project team, and the basis for selecting them.

	0 Ad hoc assembly of interested volunteers.

1 Team members were chosen based on workload availability and relevance to work.

2 In addition to 2 above, internal stakeholder input was considered or they were included in the team.

3 In addition to 3 above, input from suppliers, partners, customers and stakeholders were also considered or they were on the team.

4 Team was selected based on defined standardized agency process that assures representation of appropriate internal/external suppliers, partners and customers, as well as needed skills, aptitudes, knowledge and styles.


Delete these tips before entering your text:

· Don’t list the names of everyone on the team!

· Tell us what you considered when you put the team together – for what reason was someone added to the team?  How did you make sure you had the right expertise at the table?

· Is your team formation approach standardized in the agency at all – do you have a defined way to put problem-solving teams together?
	C.  CUSTOMER FOCUS: Describe how you involved customers/stakeholders in defining the project, identifying and testing potential solutions, evaluating the result and building support during implementation.  Attach relevant survey data or other customer feedback.

	0 Team did not solicit or use customer input in any stage of the project Team did not attempt to bring other stakeholders on board

1 Team considered anecdotal customer feedback in project selection Team responded to questions and concerns from customers or stakeholders as they came up
2 Team reviewed existing customer requirement data to determine the need for the project.  As the project evolved, team anticipated potential areas of resistance, as well as potential mitigation measures, and addressed them with relevant stakeholders in advance.

3 Team solicited customer input to define the problem, as well as the possible solution(s).  As the project evolved, team identified potential benefits for stakeholders from the project and communicated both benefits and mitigating measures to the appropriate stakeholders.  Team solicited feedback from stakeholders as project progressed

4 Team specifically sought customer input, suggestions and feedback related to the identified problem and possible solutions.  Team developed and implemented a communication plan for proactively communicating to stakeholders about the work in progress.  Team solicited feedback from customers on completion of the project.


Delete these tips before entering your text:

· Don’t list the names of all the customers!

· Tell us what customer data you used to identify the problem. “We were averaging 25 customer complaints about delays in payments every month”

· Tell us what customer data you used to identify possible solutions, or preferred approaches “customer surveys indicated that accuracy of payment was the most important issue”

· Tell us how you involved the customers to test the solution and give you feedback during implementation “we formed a pilot group of small businesses who were willing to test the remote data entry, and give us real time feedback.”

· Tell us what customer data you used to evaluate the success of the project.  “Customers report that the new system…”

· Tell us how you communicated with customers about the project, before, during and after.
	D.  PROBLEM ANALYSIS: Describe the data used to understand the problem, identify its causes and prioritize them for solution. Attach relevant flow charts, cause and effect diagrams, process data, or other information used.

	0 No potential root causes identified, and no process was used to narrow potential causes of the problem to root cause.  Team went from problem identification to solution(s)

1 Team identified potential causes by assumptions, brainstorming, fishbone or other intuitive tools, and narrowed list through group processes or consensus.
2 Team used process data to identify potential causes, and narrowed the list to root causes by using decision-making tools and basic data analysis
3 Team used statistical tools (run charts, statistical analysis) to identify potential causes, and sought additional data as needed to support decision-making process.
4 Team used a data-driven process to narrow the problem down to the root cause or primary issue.  Team tested assumptions and conclusions using additional research or data gathering.


Delete these tips before entering your text:

· Show us the process you used for analyzing the problem “we brainstormed possible causes and prioritized them with a fishbone diagram.”  “ We collected baseline data for six aspects of the process…”  “We flow-charted the process, and used the flow chart to determine the three major bottlenecks…”
· Show us how you used data in the decision-making about what to work on first.  Did you just use “intuitive” tools, such as brainstorming, fishbone, flow-charts etc.  Or did you collect numerical data, such as relevant benchmarks, process data, etc.?
	E.  SOLUTION EVALUATION: Describe how you used data to identify and evaluate potential solutions. Describe how you tested the solution you chose and evaluated its effectiveness during implementation.  Attach relevant test data.

	0 Team chose and implemented a solution(s) without considering alternatives and with no plan for evaluating impact

1 Team identified options for solution by assumptions, brainstorming, or other intuitive tools, and narrowed the list through consensus or other group process tools. Team chose a solution and implemented it with some consideration given to downstream impact

2 Team used process data to identify potential causes, and narrowed the list to root causes by using decision-making tools and basic data analysis Team communicated with and involved managers, customers, partners and suppliers in the implementation of the chosen option
3 Team used process data to identify potential causes, and narrowed the list to root causes by using decision-making tools and basic data analysis.  Team developed an implementation plan, as well as a system to measure and monitor the results, before the implementation.
4 Team used process data to identify potential causes, and narrowed the list to root causes by using decision-making tools and basic data analysis.  Team developed an implementation plan, as well as a system to measure and monitor the results, before the implementation. Team implementation plan included provisions for monitoring, training, contingencies, documentation and standardization of processes


Delete these tips before entering your text:\

· How did you come up with the ideas for solution?  Did they come from a best practice research?  Did you do any benchmarking?  Did you look at several options for solution – if so, how did you decide among them?
· Did you test the solution before going full-scale to implementation?  How did you determine if the proposed solution was making things better?  
· What kind of plan do you have for continued monitoring to make sure the solution is “sticking?” 
· What did you do to ensure that the solution became the “new way to do business?”
Part 3: What results did you get?  Show your results in a way that communicates the impact of the work the team did in an easily understandable way.  You must have significant, measurable, sustainable results in at least two areas to become a finalist for the governor’s award.
	F.  Show how the solution improved the BENEFIT PROVIDED TO THE PUBLIC.

	0 No improvement to public benefit or value was identified.
1 The public benefit or value was of limited duration, for a relatively narrow constituency.

2 The public benefit or value had some impact to a relatively narrow constituency.

3 Project resulted in a significant one-time public benefit to a small group.  
4 Project resulted in a significant one-time public benefit to a significant constituency.  
5 Project resulted in the establishment of significant ongoing benefit to a small constituency.  The standards have been documented and incorporated as “the new way to do business” to ensure sustainability
6 Project resulted in the establishment of significant ongoing benefit to a significant constituency.  The standards have been documented and incorporated as “the new way to do business” to ensure sustainability.
7 Project resulted in the establishment of significant best practices with ongoing benefit to a significant group and significantly advanced the agency’s ability to provide public benefit in the future.  The standards have been documented and incorporated as “the new way to do business” to ensure sustainability.
8 Project resulted in the establishment of significant best practices with ongoing benefit to the general public and significantly advanced the agency’s ability to provide public benefit in the future.  The standards have been documented and incorporated as “the new way to do business” to ensure sustainability.


Delete these tips before entering your text:

· Use visuals where available to show the results – the more self-explanatory, the less text you will need

· How many people were impacted? 
· Is this a one-time benefit or something with lasting impact?
· How big of a difference did you make?
· Does this improvement represent a significant SHIFT in how the agency approaches its mission?

	G.  Show how the solution improved service to CUSTOMERS (the direct recipients of an agency service or product).  

	0 No improvement in customer service. 
1 The improvement was of limited duration for a relatively narrow customer pool.

2 The improvement had limited impact on a relatively narrow customer pool.

3 One-time improvement in service to a significant customer group.

4 One-time improvement in service to a MAJOR customer group.

5 Adoption of significantly improved customer service standards, policies, procedures, products or processes for some agency customer group.  The standards have been documented and incorporated as “the new way to do business” to ensure sustainability.
6 Adoption of significantly improved customer service standards, policies, procedures, products or processes for a MAJOR agency customer group.  Standards have been documented and incorporated as “the new way to do business” to ensure sustainability.
7 Introduction of best practices in customer service, which significantly advanced the agency’s ability to provide service to some customer group in the future.  Improvements are transferable or replicable in other agencies or organizations.
8 Introduction of best practices in customer service, which significantly advanced the agency’s ability to provide service to a MAJOR agency customer group in the future.  Improvements are transferable or replicable in other agencies or organizations.


Delete these tips before entering your text:

· Use visuals where available to show the results – the more self-explanatory, the less text you will need

· What customers were impacted? 
· Is this a one-time benefit or something with lasting impact?
· How big of a difference did you make?

· Does this improvement represent a significant SHIFT in the agency’s ability to serve customers in the future?

· Are there aspects of this that are transferable to other agencies?

	H. Show how the project REDUCED COSTS or INCREASED REVENUE for the agency or its stakeholders?

	0 No cost savings or additional revenue identified.
1 Minimal cost savings or additional revenue to the agency.

2 Minimal cost savings or additional revenue for to other entities.
3 One-time cost savings or additional revenue to the agency.

4 One time cost savings or additional revenue to other entities.
5 Ongoing significant savings or revenue for the agency in the future, as a result of new practices that have been documented and adopted as a “new way to do business.”
6 Ongoing significant savings or new revenue for other entities in the future as a result of new practices that have been documented and adopted as a “new way to do business.” 
7 New best practices in financial management for the agency adopted, which is transferable or replicable to others.
8 New best practices in financial management for other entities, which are transferable or replicable to others.


Delete these tips before entering your text:

· Use visuals where available to show the results – the more self-explanatory, the less text you will need

· How big of a financial impact did you have? 
· Is this a one-time savings/revenue or something with lasting impact?
· Does this improvement represent a significant SHIFT in agency costs or collections?
· Are there aspects of this that are transferable to other agencies?

	I.  Show how the project streamlined agency INTERNAL PROCESSES, or improved relationships with suppliers or partners.  

	0 No improvements in productivity or efficiency identified.
1 Minimal improvements in productivity or efficiency in an agency support process.

2 Minimal improvements in productivity or efficiency in a key agency business process. 

3 Significant one-time improvements in productivity or efficiency in an agency support process.

4 Significant one-time improvements in productivity or efficiency in a key agency business process.
5 Ongoing significant improvements in productivity or efficiency of any agency support process, due to new practices, documented and adopted as a “new way to do business.”
6 Ongoing significant improvements in productivity or efficiency of a key agency business process due to new practices documented and adopted as a “new way to do business.” 
7 New best practices in efficiency and productivity which significantly advanced the ability of the agency, as well as partner, supplier or customer organizations, to provide support services efficiently in the future and are transferable or replicable to others.
8 New best practices in efficiency and productivity, which significantly advanced the ability of the agency, as well as partner, supplier or customer organizations, to provide key business services efficiently in the future and are transferable or replicable to others.


Delete these tips before entering your text:

· Use visuals where available to show the results – the more self-explanatory, the less text you will need

· How did you make a process more efficient (“turnaround time went from 9 days to 4 hours”) or productive (“vouchers per day increased from 12 per day to 1400”)? 
· Is this a one-time benefit or something with lasting impact?

· To what extent were suppliers or partners were affected by the change?
·  Does this improvement represent a significant SHIFT in the agency’s ability to improve efficiency or productivity in the future – either internally or in its working relationships with partners and suppliers?
· Are there aspects of this that are transferable to other agencies?
	J.  Show how the project contributed to ORGANIZATIONAL LEARNING AND GROWTH.  

	0 No institutional learning or professional growth.
1 Agency staff gained limited insights from the project.  
2 Agency and stakeholders gained limited insights.  
3 Some involved staff increased their skills and abilities somewhat.
4 Some involved agency and stakeholder staff increased skills somewhat.
5 Project resulted in significant professional development for agency staff.

6 Project resulted in significant professional development for agency staff, as well as external stakeholders.

7 Project resulted in organizational transformation for the agency.  The improvements constitute best practices in organizational learning, transferable or replicable to others.
8 Project resulted in organizational transformation for the agency, its partners, suppliers, customers or others. The improvements constitute best practices in organizational learning, which are transferable or replicable for other organizations.


Delete these tips before entering your text:

· Use visuals where available to show the results – the more self-explanatory, the less text you will need

· How did you improve skill sets among staff, improve the work environment, or change the culture of the agency? 
· Is this a one-time benefit or something with lasting impact?

· To what extent were external stakeholders or customers affected by the change?
· Does this improvement represent a significant SHIFT in the agency’s ability to address emerging issues in the future?
· Are there aspects of this that are transferable to other agencies?
APPLICATION 

!!!NOTE: Applications may not exceed 12 pages, including all attachments!!!!
	Executive Summary: In 200 words or less, describe the project, including the problem, the solution applied and the results.  This description will be used to promote the project if it is selected as a finalist.  (No points applied)


Enter Text Here

Part 1:  Why did you do this project? 

	A.  STRATEGIC IMPACT: Briefly explain the problem, how it was identified, the impact it was having, its relevance to the agency mission, and the reason it was chosen as a project. Provide relevant baseline data.

	0 No evidence provided as to why the project was selected or its relevance to the agency mission. “We just knew what we were trying to do.”

1 Anecdotal evidence of problems (or need) led to project selection.  “People told us it was a problem.”  Team had an objective that was explicitly agreed to among all members.

2 Surveys, frequency data, research, or other analysis indicated that there would be benefit to agency staff, customers, citizens or stakeholders if the problem were addressed. Team had a clear objective and performance measure related to an agency goal.

3 Project was selected in response to a need or problem, using a process of analysis that included the use of surveys, frequency data, research or other analysis. Team had a formal objective related to an agency goal, as well as performance measures and baseline data.  

4 Project selected in response to a need or problem, using a fully integrated data system and decision-making tools. Team had a formal objective related to an agency goal, and the decision to address this problem was based on an informed decision-making process that considered the relative importance and priorities in agency goals.  The team had a performance measure and baseline data, and used benchmarking or other best practices to establish a target.  


Enter Text Here

Part 2:  How did you do it?




	B.  EMPLOYEE INVOLVEMENT: Describe who was on the project team, and the basis for selecting them.

	0 Ad hoc assembly of interested volunteers.

1 Team members were chosen based on workload availability and relevance to work.

2 In addition to 2 above, internal stakeholder input was considered or they were included in the team.

3 In addition to 3 above, input from suppliers, partners, customers and stakeholders were also considered or they were on the team.

4 Team was selected based on defined standardized agency process that assures representation of appropriate internal/external suppliers, partners and customers, as well as needed skills, aptitudes, knowledge and styles.


Enter Text Here

	C.  CUSTOMER FOCUS: Describe how you involved customers/stakeholders in defining the project, identifying and testing potential solutions, evaluating the result and building support during implementation.  Attach relevant survey data or other customer feedback.

	0 Team did not solicit or use customer input in any stage of the project Team did not attempt to bring other stakeholders on board

1 Team considered anecdotal customer feedback in project selection Team responded to questions and concerns from customers or stakeholders as they came up
2 Team reviewed existing customer requirement data to determine the need for the project.  As the project evolved, team anticipated potential areas of resistance, as well as potential mitigation measures, and addressed them with relevant stakeholders in advance.

3 Team solicited customer input to define the problem, as well as the possible solution(s).  As the project evolved, team identified potential benefits for stakeholders from the project and communicated both benefits and mitigating measures to the appropriate stakeholders.  Team solicited feedback from stakeholders as project progressed

4 Team specifically sought customer input, suggestions and feedback related to the identified problem and possible solutions.  Team developed and implemented a communication plan for proactively communicating to stakeholders about the work in progress.  Team solicited feedback from customers on completion of the project.


Enter Text Here

	D.  PROBLEM ANALYSIS: Describe the data used to understand the problem, identify its causes and prioritize them for solution. Attach relevant flow charts, cause and effect diagrams, process data, or other information used.

	0 No potential root causes identified, and no process was used to narrow potential causes of the problem to root cause.  Team went from problem identification to solution(s)

1 Team identified potential causes by assumptions, brainstorming, fishbone or other intuitive tools, and narrowed list through group processes or consensus.
2 Team used process data to identify potential causes, and narrowed the list to root causes by using decision-making tools and basic data analysis
3 Team used statistical tools (run charts, statistical analysis) to identify potential causes, and sought additional data as needed to support decision-making process.
4 Team used a data-driven process to narrow the problem down to the root cause or primary issue.  Team tested assumptions and conclusions using additional research or data gathering.


Enter Text Here

	E.  SOLUTION EVALUATION: Describe how you used data to identify and evaluate potential solutions. Describe how you tested the solution you chose and evaluated its effectiveness during implementation.  Attach relevant test data.

	0 Team chose and implemented a solution(s) without considering alternatives and with no plan for evaluating impact

1 Team identified options for solution by assumptions, brainstorming, or other intuitive tools, and narrowed the list through consensus or other group process tools. Team chose a solution and implemented it with some consideration given to downstream impact

2 Team used process data to identify potential causes, and narrowed the list to root causes by using decision-making tools and basic data analysis Team communicated with and involved managers, customers, partners and suppliers in the implementation of the chosen option
3 Team used process data to identify potential causes, and narrowed the list to root causes by using decision-making tools and basic data analysis.  Team developed an implementation plan, as well as a system to measure and monitor the results, before the implementation.
4 Team used process data to identify potential causes, and narrowed the list to root causes by using decision-making tools and basic data analysis.  Team developed an implementation plan, as well as a system to measure and monitor the results, before the implementation. Team implementation plan included provisions for monitoring, training, contingencies, documentation and standardization of processes


Enter Text Here

Part 3: What results did you get?  Show your results in a way that communicates the impact of the work the team did in an easily understandable way – a graph, chart or photo is preferable to text.  You must have significant, measurable, sustainable results in at least two areas to become a finalist for the governor’s award.
	F.  Show how the solution improved the BENEFIT PROVIDED TO THE PUBLIC.

	0 No improvement to public benefit or value was identified.
1 The public benefit or value was of limited duration, for a relatively narrow constituency.

2 The public benefit or value had some impact to a relatively narrow constituency.

3 Project resulted in a significant one-time public benefit to a small group.  
4 Project resulted in a significant one-time public benefit to a significant constituency.  
5 Project resulted in the establishment of significant ongoing benefit to a small constituency.  The standards have been documented and incorporated as “the new way to do business” to ensure sustainability
6 Project resulted in the establishment of significant ongoing benefit to a significant constituency.  The standards have been documented and incorporated as “the new way to do business” to ensure sustainability.
7 Project resulted in the establishment of significant best practices with ongoing benefit to a significant group and significantly advanced the agency’s ability to provide public benefit in the future.  The standards have been documented and incorporated as “the new way to do business” to ensure sustainability.
8 Project resulted in the establishment of significant best practices with ongoing benefit to the general public and significantly advanced the agency’s ability to provide public benefit in the future.  The standards have been documented and incorporated as “the new way to do business” to ensure sustainability.


Enter Text Here

	G.  Show how the solution improved service to CUSTOMERS (the direct recipients of an agency service or product).  

	0 No improvement in customer service. 
1 The improvement was of limited duration for a relatively narrow customer pool.

2 The improvement had limited impact on a relatively narrow customer pool.

3 One-time improvement in service to a significant customer group.

4 One-time improvement in service to a MAJOR customer group.

5 Adoption of significantly improved customer service standards, policies, procedures, products or processes for some agency customer group.  The standards have been documented and incorporated as “the new way to do business” to ensure sustainability.
6 Adoption of significantly improved customer service standards, policies, procedures, products or processes for a MAJOR agency customer group.  Standards have been documented and incorporated as “the new way to do business” to ensure sustainability.
7 Introduction of best practices in customer service, which significantly advanced the agency’s ability to provide service to some customer group in the future.  Improvements are transferable or replicable in other agencies or organizations.
8 Introduction of best practices in customer service, which significantly advanced the agency’s ability to provide service to a MAJOR agency customer group in the future.  Improvements are transferable or replicable in other agencies or organizations.


Enter Text Here

	H. Show how the project REDUCED COSTS or INCREASED REVENUE for the agency or its stakeholders?

	0 No cost savings or additional revenue identified.
1 Minimal cost savings or additional revenue to the agency.

2 Minimal cost savings or additional revenue for to other entities.
3 One-time cost savings or additional revenue to the agency.

4 One time cost savings or additional revenue to other entities.
5 Ongoing significant savings or revenue for the agency in the future, as a result of new practices that have been documented and adopted as a “new way to do business.”
6 Ongoing significant savings or new revenue for other entities in the future as a result of new practices that have been documented and adopted as a “new way to do business.” 
7 New best practices in financial management for the agency adopted, which is transferable or replicable to others.
8 New best practices in financial management for other entities, which are transferable or replicable to others.


Enter Text Here

	I.  Show how the project streamlined agency INTERNAL PROCESSES, or improved relationships with suppliers or partners.  

	0 No improvements in productivity or efficiency identified.
1 Minimal improvements in productivity or efficiency in an agency support process.

2 Minimal improvements in productivity or efficiency in a key agency business process. 

3 Significant one-time improvements in productivity or efficiency in an agency support process.

4 Significant one-time improvements in productivity or efficiency in a key agency business process.
5 Ongoing significant improvements in productivity or efficiency of any agency support process, due to new practices, documented and adopted as a “new way to do business.”
6 Ongoing significant improvements in productivity or efficiency of a key agency business process due to new practices documented and adopted as a “new way to do business.” 
7 New best practices in efficiency and productivity which significantly advanced the ability of the agency, as well as partner, supplier or customer organizations, to provide support services efficiently in the future and are transferable or replicable to others.
8 New best practices in efficiency and productivity, which significantly advanced the ability of the agency, as well as partner, supplier or customer organizations, to provide key business services efficiently in the future and are transferable or replicable to others.


Enter Text Here

	J.  Show how the project contributed to ORGANIZATIONAL LEARNING AND GROWTH.  

	0 No institutional learning or professional growth.
1 Agency staff gained limited insights from the project.  
2 Agency and stakeholders gained limited insights.  
3 Some involved staff increased their skills and abilities somewhat.
4 Some involved agency and stakeholder staff increased skills somewhat.
5 Project resulted in significant professional development for agency staff.

6 Project resulted in significant professional development for agency staff, as well as external stakeholders.

7 Project resulted in organizational transformation for the agency.  The improvements constitute best practices in organizational learning, transferable or replicable to others.
8 Project resulted in organizational transformation for the agency, its partners, suppliers, customers or others. The improvements constitute best practices in organizational learning, which are transferable or replicable for other organizations.
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TEAM and IQC: For each question in the application, enter the score that you believe is appropriate (see instructions, page 2)





A___  B____ C____ D____ E____ Total A thru E_________


F___  G____ H____ I_____J____ Total F thru J_________





Total self score __________





Don’t forget!
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