Template for Quarterly Quality Updates 

NOTE: only those categories which are relevant would have entries.  Results category would include results of improvement activities, such as those submitted in Governing for Results database or nominated for the Governor’s Award


WE’VE DONE THE SELF-ASSESSMENT!

NOW WHAT?
The Baldrige-based self-assessment gives managers information about where the opportunities exist to strengthen their agency’s capacity for performance.  Like any information-producing tool, the self-assessment is only useful if you put the information it provides to work.  For example, if your cholesterol test comes back at 321, and you write down the number and mail it to your physician, the test will have been a waste of time.  The test only adds value if you make the necessary dietary adjustments, and retest periodically to check progress in lowering the number. 

In the same way, the self-assessment requires follow-up in order to be more than a “compliance exercise.”  The discussion that you have in order to develop a “score” for each item - especially if you involve a cross section of the agency - will help you and your management team:

· Identify the areas in which the agency is doing well (so you can leverage them), 

· Identify the opportunities to improve (so that you can address them)

The best way to address the opportunities is to use the self-assessment process as a forum for soliciting participants’ suggestions about them:

· Identify the area(s) that people feel needs to be addressed first

· Brainstorm what it would take to improve in the “opportunities” areas, and agree on an approach

· Assign responsibility for design and implementation, and 

· Monitor regularly.  

During our quarterly meetings, I will be interested in hearing how you are progressing on the opportunities.  Please use the attached format to submit your quarterly quality updates by Jan 31, Apr 30, Jul 31 and Oct 31.

Quarterly Quality Update

Department of Seamless Service

June 2002

Leadership

· Chartered cross-functional team charged with developing agency’s “shared values.”  Completed product due Aug 20, 2002

Strategic Planning

· No updates
Customer Focus

· Selected on-site customer transaction survey software.  Survey installation and testing scheduled for July.

Information and Analysis

· 4 of 5 divisions completed development of division scorecards.  ABC Division is refining customer measures to reflect stakeholder input.
Human Resource Development

· Conducted quarterly recognition event, including acknowledgement of Governor’s award winners
· Completed employee survey; response rate 65%, up from 54% in 2000.
Process Management

· Completed development of boilerplate for personal services contracts, beginning testing phase.   Process revision pending approval by ATG.

Results 

· Reduced wait times for client walk-ins from 12 minutes to 8.5 in the Eastern Regional office

· Increased batch processing capacity from 12 entries per second to 25 at the Headquarters office

· Decreased errors on payroll input from 10 errors per month to 2.2 per QUARTER.



