EF.CM

Excellence Models
and Stakeholders



EFQOM Your presenter:

*The role of Chris Hakes &
Faculty's tutors is to facilitate,
share knowledge, challenge
misconceptions, coach good
practices and represent the

Mission and Values of EFQM.

‘Knowledge base today own
experiences as trainer, parent,
and governor in using the model
and outcome of European wide
study on SA Good practice

*hakes@efgm.org
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EFQM Learning Connection

Comparisons Benchmarking
* Focused on results e Focused on how results
« Used to compare - - achieved

e Used to learn from best
practice

* Need to understand
own process first

* Need to think outside
owh sector

* If the self assessment
process is relevant to
you keep listening...

performance and set
improvement targets
* Helps identify good
organisations 7
* Need to ensure “apples/iis
and apples” |
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EF@M Measur

e/inform a Management Syst
(its not a system in itself)

Plan Do Check
the Organisation what is needed progress

Business ISO 9001
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EF@M Love it or hate it.....

ENABLERS

Leadership Processes Fnr;amla.;mn
Strateg) esu

INNOVATION AND LEARNING

RESULTS




EF@M A way to vision and measur

ENABLERS
People Results
: Policy & Key
Leadership iy Processes Customer Results 8l Performance
Strateg Results

Y
P "n h. ¥
st el

INNOVATION AND LEARNING




EF@M Well shared values?

www.efqm.org/downloads

Customer Focus

People development

& improvement Public-Societal responsibility
(CSR)
Management by Results
process and facts orientation

Continuous learning,
Partnership innovation &
Development improvement

Leadership & constancy of purpose
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EF@M Vision and Measurement

Processes

— People

Policy &
Strategy

__Partnerships &

Resources

Leadership

A
Y
A

Results

Enablers

-Work from right to left
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EF@M Be really clear on your aims?

*At satisfying
“Customers’”

CURRENT At Excellence

STATUS

000 0000000000 OCGOGNOSGNOCGOGNS
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EFQOM “Suitcase” words?

Three common favourites:

Suitcase words in which everyone
places the things that suit
them....
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EF(OM sSuccessFacToRs....

1.

YoU RESEARCH AND DEVELOP DEEP INSIGHT INTO T

CHARACTERISTICS AND NEEDS OF PRESENT AND
FUTURE STAKEHOLDERS AND CONCLUDE WHICH
ELEMENTS OF THIS YOU WILL ADDRESS. —IT WON’T BE
EVERYTHING!

. YOU SYSTEMATICALLY GET ONGOING EXTERNAL

FEEDBACK ON THE KEY FEATURES YOU HAVE CHOSEN
YOU HAVE AN APPROPRIATELY COMPREHENSIVE RANGE
OF INTERNAL MEASURES TO TRACK THE PERFORMANCE

OF THE ORGANISATION’S PROCESSES (THOSE THAT ARE LIKELY
TO IMPACT ON THE TARGETED EXTERNAL STAKEHOLDERS FEATURES)

. YOUR PEOPLE ARE APPROPRIATELY EMPOWERED TO

RESOLVE THE MAJORITY OF CUSTOMER GRIEVANCES
YOU RECEIVE
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EF.CM

In summary...

Processes

—Partnerships &

People

Policy &
Strategy

Resources

Leadership

EFQM & Stakeholders...Key
learning: Decide for yourselves, be

specific, carry on with life
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EF@M Our Learning in detail...

Action Plans

Establish

Agree Importance Deployment

Strengths Picture i Make
mportance/

Determine P for Score Performance
stakeholders

Learning

Connections
Improvement

e Highlight
Identify Profile Priorities
Information

Gather

Information
Source EFQM 2002-3 Strategy benchmarking study

Copyright EFQM 2004 Quality in Educational Systems 28-29th October 2004



EF.CM

Review and Questions....



EF@M EVOLUTION TOWARDS EXCELLENCE

ENMNABLERS

(1) I.P.S.= Improvement Suggestion System
(2) K.A.M. = Key Account Management
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EFQM Learning Connection

Comparisons

Focused on results

Used to compare
performance and
set improvement
targets

Helps identify good

organisations

Need to ensure
‘““apples and apples”

Benchmarking

Focused on how
results achieved

Used to learn from
best practice

Need to understand
own process first

Need to think
outside own sector
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A final thought
EF.CM -Integration is important
Vision Strategy




EFM Some Challenges

The Feedback Acceptance Model

Denial
an
Mood /
Shock
@
Internalisation
(VID)
Disillusionment
(111) Consolidation
Testing
Letting Go (V)
av)
Risk of
Resistance JAbandoning | Learn to |Unsystematic|Systematic | Routine use
Time to Self Value Improve- | Improve- of
Wasting | Change | Assessment | Feedback ment ment Feedback

Adapted from : Adams,Hayes and Hopson (1976)  Time

With kind permission from R Simpson (BT Northern Ireland), Dr S Meegan (The British Quality Foundation), Dr F Hill & SA Hazlett

(The Queens University of Belfast), E O’Neill (University of Ulster). Adapted from Adams, Hayes and Hopson (1976)
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1.2 The Fundamental Concepts -

REALLY MEAN BY
EXCELLENCE ?
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EFQM Death by Initiative?

20

Leadership Six Siama EMS Ba
Competencies g Survey Scor

People I
Leadership Policy & Processes

Strategy

Partnerships
& Resources

Balanced Process Environment Customer

Scorecard 1ISO 9000 Survey Survey Survey
Tools

Copyright EFQM 2004 Quality in Educational Systems 28-29th October 2004



EFCM Vision (1)

21

L

CURRENT FUTURE

Obijective: Define future, desired, organisational state and
link needed activities and targets
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EFQQM Integration (2)

Plan Do Check
the Business the Business the Business

v

Business
Plans

Potential
improvements
Act (improve) <

the Busmess

Prlorltlsed
Improvement Plan
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EF@M A way to vision and measur

ENABLERS RESUI.TS

People Results
. Policy & Key
Leadership iy Processes Customer Results 8l Performance
Strategy Results
P "n h. ¥
Scity R

INNOVATION AND LEARNING




EF@M Be specific if you are serious

‘be clear on What/Who/How of stakeholders..

‘WHAT Example: “Provide learning
centered on the real needs of students,
professions, markets and society”

*Who: Be transparent on specific segments
of students/others you intend to address

‘How: Build an internal consensus on
how.......
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EFQM ‘Causal’ Measures

25

Enabled
People

Less Error

\

Accessible
Resources

Shorter
Cycle
Times

Motivated
People

/ Satisfied
Customers

Better
Educated
Students

Credible
Image
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EFQM Learning Connection

26

Comparisons

Focused on results

Used to compare
performance and
set improvement
targets

Helps identify good

organisations

Need to ensure
‘““apples and apples”

Benchmarking

Focused on how
results achieved

Used to learn from
best practice

Need to understand
own process first

Need to think
outside own sector
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EFCM

What are you challenges?

A PUTTING YOU
ON THE STRATEGLC
PLANNING TEAM.

A

S RNAS  Sehieir SCOTTADMME@ADLCOM

ITS LIKE (WORK
BUT WITHOUT THE
SATISFACTION OF
ACCOMPLISRING
ANYTHING.

YOURE NEW, 50 ( WJE BAVE MEETINGS
LET ME EXPLAIN AND TALK ABOUT
HOW THLS (WORKS THE. COMPANY'S
STRATEGY TN VAGUE
EMOTIONAL
TERMS,

IN TIME, WE CONVINCE
QURSELVES THAT LE'RE
MORE THAN MEDIOCRE
THINKERS (WHO SIT
AROUND COMPLAINING.

a1}

5 TS Ui Fosien Syraismis. x

WE START BELIEVING THEN WE SNAP OUT \ | [(TLike \ /cTumLy
OUR OPINTONS WILL OF IT AND MAKE MAKING || WE USE
STEER THE COMPANY . VIEWGRAPHS THAT VIEW- || LAST YEARS
LJE FEEL TMPORTANT. SAY WE SHOULD KEEP || || GRAPHS. J1 vrFLiGRAPH
WE FEEL ALIVE !/ DOTNG (JHAT

g Blah

-Is your customer strategy clear?

27

Copyright EFQM 2004 Quality in Educational Systems 28-29th October 2004




EFQM Why -Why Not

* “Pm too busy we don’t need more
systems”’

* “Accountability is an affront to
professionalism”

e “Not another initiative”

*Do as I’m told

*See if it works

*ldentify and action improvements
*Inform the planning process
*Change the culture

28 Copyright EFQM 2004 Quality in Educational Systems 28-29th October 2004
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EFQQM Radar is Important!

29

Element

Attributes

Results

e trends

® targets

® comparisons
® causes

® scope

Approach

e sound
e integrated

Deployment

e implemented
e systematic

Assessment &
Review

® measurement
e learning

e improvement
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EF.CM

Effective strategy and planning with
Excellence Models
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EFCM

31

You have a clear view on the opportunity gap between current performance of
the organisation and what needs to be achieved

The lead times and time horizons of the organisations management processes
match those of the external environment

Y our management processes achieve a targeted level of balance between
demand for change and the organisation's capacity for excellent execution

Y our people understand the overall strategic gameplan and their role in it
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EFQOM Your presenter:

32

‘EFQM, amongst many oth
things, maintain and share

the EFQM Excellence model
See www.efgm.org

*The role of Chris Hakes &
the Faculty's tutors is to
facilitate, share knowledge,
challenge misconceptions,
coach good practices and
represent the Mission and

Values of EFQM.
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,

EF@mrated Management Syste

Plan Do Check
the Business the Business the Business

v

Business
Plans

l

the Business

Prioritised
Improvement Plan
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EFQOM What are you trying to

34

Objectives

s Make improvements
across the

organisation SUSTAINABLE

s En-grain a transparent EXCELLENCE
process to manage
cultural change

CURRENT
STATUS
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EFQQM How could you do it?

| Define what you intend

2 Assess progress
3 Prioritise the gaps

4 Establish and deploy SUSTAINABLE

EXCELLENCE

action plans leading to

best practice

CURRENT
STATUS
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EF@M What does it mean for you?

y

36

eWhich organisations
do you most admire?

oeWhy?

(-What are the values or
achievements that underpin your
belief)
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EF@M Well shared values?

www.efqm.org/downloads

Customer Focus

People development

& improvement Public responsibility
Management by Results
process and facts orientation

Continuous learning,
Partnership innovation &
Development improvement

Leadership & constancy of purpose
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EF@M A way to vision and measur

.....................................................................
.....................
............

ENABLERS

Leadership hﬁ ey 'E;r Processes
P "n h. ¥

INNOVATION AND LEARNING




EF@M Our Learning in detail...

39

Action Plans

Establish

Agree Importance Deployment

Strengths Picture i Make
mportance/

Determine P for Score Performance
stakeholders

Learning

Connections
Improvement

e Highlight
Identify Profile Priorities
Information

Gather

Information
Source EFQM 2002-3 Strategy benchmarking study
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a r1
EF@ EVOLUTION TOWARDS EXCELLENCE

ENMNABLERS

"‘4 E: ‘:: : .‘.““ o

INNOV ATIONM AND LEARNING

e

(1) I.P.S.= Improvement Suggestion System
(2) K.A.M. = Key Account Management
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EF.CM

Review and Questions....



EFQOM “Suitcase” words?

Three common favourites:

Suitcase words in which everyone
places the concepts that suit
them....
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EFQM Key Lessons .....

STRATEGY PROCESSES VALﬂJES
OBJECTIVES ACTIVITIES BELIDEFS
OUTCOMES TASK BEHAVIOURS

~ 1 7
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EFQM Why -Why Not

* “Pm too busy we don’t need more
systems”’

* “Accountability is an affront to
professionalism”

e “Not another initiative”

*Do as I’m told

*See if it works

*ldentify and action improvements
*Inform the planning process
*Change the culture
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EF \.M What are your challenges?

BUT THE
BUSINESS

VISION: EMPOWERED
EMPLOYEES LOORKING
TOWARD A COMMON

ROW AM T 3} (T1( yE(L
SUPPOSED TO AT YOU IF
KNOW WHAT |1 vou Do THE

T0 DO° WRONG

HERE'S THE
COMPANY VISION
AND BUSINEDS
PLAN.

ITS CONFI-
DENTIAL.

PLAN I3
BLANK.

L

5 Agdeems Bt SCOTTADAMBMPADL COM

1 THOUGHT } ('pon'T BE RE I T DON'T KNOLJ.
I WAS S0 LITERAL |1 |} HEEP DOING \OU DOOMED. || T HAVENT SEEN
EMPOLIERED. WHAT T WAS \100\-“\ MENTT | e PLaN.

B WE

g-a) & YIUE Uil Faiiiars Syralivwey., e,

12 AR £

Is your planning process effective?
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EFQQM Radar is Important!

46

Element

Attributes

Results

e trends

® targets

® comparisons
® causes

® scope

Approach

e sound
e integrated

Deployment

e implemented
e systematic

Assessment &
Review

® measurement
e learning

e improvement
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EFQM Death by Initiative?

47

Leadership Six Siama EMS Ba
Competencies g Survey Scor

People I
Leadership Policy & Processes

Strategy

Partnerships
& Resources

Balanced Process Environment Customer

Scorecard 1ISO 9000 Survey Survey Survey
Tools
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EFQM Use the EFQM Model’

A rigorous and structured approach
to organisational improvement that

can:

* act as a powerful diagnostic tool

 drive consistency of direction/vision

help obtain a consensus on needed resources

helps integrate various change management

and organisational improvement efforts

Track progress

48 Copyright EFQM 2004 Quality in Educational Systems 28-29th October 2004



EFQOM Integration is important i
Vision




