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Excellence and process management
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The Quality Journey
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Competence and consciousness

cConsciousness

conscious conscious
Incompetence Competence

=
L

Unconscious Unconscious
Incompetence Competence

Competence
A continuous cycle, developing new skills
and behaviours
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The evolution of quality and excellence

Excellence

Total Quality
Management

Management

Quality

Quality
Assurance

Craft
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The Evolution of Organisational
Excellence

VN

Business/Organisational Excellence
EFQM Model
Baldrige Model
Business Process Management
Juran, Crosby, Peters
System Thinking, Psychology
Deming’s 14 Points, the Customer
Focus on process variability

Quality Inspection - Statistical Process Control

Scientific Management -Taylorism
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Fundamental Concepts of
Excellence

Results Orientation

Corporate Social
Responsibility Customer Focus

Leadership &
Constancy of
Purpose

Partnership
Development

People Development &

Involvement . Management by

. . Processes and Facts
Continuous Learning,

Agility Innovation & Future Focus

Improvement
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EFQM Excellence Model®

Enablers Results

People

Leadership gfrgfggf; Processes -

Partnerships
& Resources

Innovation and Learning
Everythingisconnectedtoeverything

The EFQM Excellence Model is a Registered Trademark
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Five Stage Model (Hardjono, INK)

Quality of Society

Available instruments
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Reaching the Essence

The Essence
|

Six sigma, Hoshin

Breakthrough
Cl, Kaizen

Continuous

Spirituality
1ISO 9000 Aesthetics

‘ Values

(Professor Teun Hardjono, October 2005)

Improvement
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Getting the values building blocks in position

Positive Focus / Excessive Focus

SERVICE & SOCIAL
RESPONSIBILITY

SERVICE TO HUMANITY
Ethics, Social responsibility, Future generations.

STRATEGIC ALLIANCES AND PARTNERSHIPS

PARTNERSHIPS & Employee fulfillment. Community involvement,

COLLABORATION Customer collaboration, Supplier partnerships
COMMITMENT & DEVELOPMENT OF A STRONG COHESIVE CULTURE
TRUST Commitment, Enthusiasm, Shared values,

Creativity

CONTINUOUS RENEWAL AND LEARNING
Adaptability, Innovation, Teamwork,

TRANSFORMATION &

INNOVATION Continuous Improvement
3 Productivity. Efficiency. Quality. Professional growth.

Bureaucracy, Complacency, Internal Politics

LOYALTY & RELATIONSHIPS THAT SUPPORT THE ORGANISATION

Good communication between employees,

customers and suppliers.

Manipulation. Blame.

FINANCIAL STABILITY

Financial soundness. Employee health and safety.
Exploitation. Over-control.

RELATIONSHIPS

FINANCE &
SAFETY
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Finding meaning through
Integral Excellence

Values Behaviours
Individual Values Individual Actions
and Beliefs and Behaviours
* Personal Values * Personal Behaviours
» Leadership Style » Leadership Behaviours
Individual |.Levels of ey ¢ Organisational Role (Authority)

Consciousness » Modes of Decision-Making

e Individual Drivers
& Worldviews

* Skills, knowledge y I
Group Values and / ‘ Group Actions
Beliefs and Behaviours

* Group Culture * Strategies

* Shared Vision

Team « Organisational Values >

e Policies

e Processes

* Organisational Beliefs » Systems

* Group Drivers
& Worldviews

e Performance Measures

* The Brand
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The Never Ending Journey In
Pursuit of Excellence

Good
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Characteristics of successful
OrganisatiOnS (Barrett, Collins and Porras, de Geus, Fitz-Enz)

* A strong, positive, values driven culture
A commitment to learning and self-renewal

« Continual adaptation using internal and external feedback from
environments

 Strategic alliances with internal and external partners, customers and
suppliers

* A willingness to take risks and experiment
e A process orientation
* A balanced, values based approach to measuring performance that
includes
— Corporate survival (financial)
— Corporate fitness (efficiency, effectiveness)
— Collaboration with suppliers and customers
— Continuous learning and self-development (evolution)
— Organisational cohesion and employee fulfilment
— Corporate contribution to the local community and society
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How would
you define
Excellence?
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Achieving balanced stakeholder satisfaction

Goals and OQutcomes

Satisfied Proud Delighted Enhanced
Dwners/Sponsors Employees Customers Communities

What you and | need to do

Individual Objectives @
Processes WI and strategi
focus

Scorecard

SAOur game plan

Strategy/strategic initiatives
fe—
Vision

Our basis for
Mission Competition or

ervice Delivery

What we
believe in

Values

17
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Required Organisational
Change

Change

Customer
Feedback

Employee
Feedback

—
_ Customer Focused and Supportive
Control Oriented and Internally Focused
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The Two Dimensions of Quality (Noriaki

Kano)

Very Satisfied

A well designed product or service
should have both dimensions.
In time ‘attractive quality’ becomes

‘must be’ quality. -

Unexpected:
Thrilled customer

Attractive qu@

oes beyond current needs

Special features, thrill or

excites customer

If not there, customer does not comment

Not available

Fithess for ugé

If customeyoes not get it,

> High degree

p—

they will be very dissatisfied

f labilit
Expected: of availability

Customer has no comment

Very Dissatisfied
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In the beginning: the simple model

Achieve better results through involvement of all
the people In continuous iImprovement of their
processes.
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Significance of processes

1
L1 1
From Hierarchy.................. {0 PO Process Working
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Differences between...

Management of Process Management by Process

e focus on holistic and integrated processes
focus on individual processes

/9

7wy ~ N
\ | Process \
T~

Process Process Process
\ |

%)

A

Process

Process
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Sheffield Hallam High Level
Process Model

Governance and Strategic
Direction Setting

Business Planning and
Performance Management and
Review

Deliver the Student Experience

Deliver Applied Research, Consultancy and
Commercial Activity

: : Human : .
Financial Resource Library and Facilities Customer
Management formation Servicg8® Management & partner relationship
Management management
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Sheffield Hallam University Process Model v6

A1 understand

A2 develop and

A5 develop, maintain and AB develop and implement

G1 create or acquire subject knowledge through pure research and scholarship

external maintain vision and A3 understand A4 develop corporate . o frameworks for ensuring public
: . - " service organisational e - -
environment and values, culture and internal capability plan and strategies ¥ accountability and with legislative and
. committee structures .
markets key policies compliance

(2 develop and maintain academic framework and ensure sector and professional
accreditation

B4 review
performance and
manage in-cycle
action

B1 plan business, set
budget and manage
associated risk

B2 communicate,
cascade and
implement plans

B3 develop and ensure quality frameworks B8 prioritise and deliver
organisational

development projects

B5 benchmark
performance

and systems and conduct quality
assessments.

G3 conduct pedagogic research and learning technology development

G4 research design, validate, review and update educational provision for target markets

E1 plan and manage course delivery

9 I d ional collaborati hi
A Governance and Strateglc G5 develop and maintain educational collaborative partnerships

Direction Setting

E2 promote and recruit to academic programmes

G6 research and develop products and services for target markets

E3 admit, enrol and induct students

G7 develop and ensure QSME frameworks and systems

E Deliver the Student Experience

G Knowledge
Creation,
Acquisition and
Transformation

E4 collect fees and administer loans, burseries and scholarships

F Deliver Applied Research, Consultancy and
Commercial Activity

E5 enable learning (including teaching, academic support and

academic guidance) F1 provide a gateway for linking with business, industry and the region

E6 assess student achievement F2 bid for / negotiate and deliver applied research and consultancy contracts

J Information and
Business Process
Management

E7 progress or graduate student F3 manage research, contract research and consultancy

E8 provide student pastoral support and lifestyle services F4 promote and sell commercial products and services

L5 develop and manage partnerships and strategic alliances J4 manage corporate information storage,
security and access
L6 manage and deliver corporate marketing communications

L7 develop and manage customer relationship
management frameworks

E9 manage complaints, discipline and appeals F5 manage relationships with public & private funders

H1 manage staffing levels and
deployment

H2 recruit, appraise and develop staff

J1 develop and maintain SHU information and
process architecture and frameworks

12 process financial and accounting
transactions

I3 manage procurement and supplier
payments

14 pay staff

IS5 manage inventory and asset register

16 ensure statutory and regulatory financial
compliance

K2 manage and develop the ICT
infrastructure

K3 provide catering, sport and
recreation facilities / services

and management information systems

11 manage revenue and capital budgets,
investment, cash flow and solvency

‘JZ develop and maintain SHU transactional ‘

J3 deliver electronic communications and
office systems

H3 manage performance, reward and
recognition

H4 ensure staff welfare and satis-
faction and gather staff feedback

HS manage employee relations

K1 manage and maintain the estate
and optimise the space utilisation

K4 provide campus business services
K5 manage residential property
services

J5 provide data, information and reports for
statutory and funding body purposes




E1 plan and manage course delivery

E2 promote and recruit to academic programmes

E3 admit, enrol and induct students

E4 collect fees and administer loans, burseries and scholarships

E5 enable learning (including teaching, academic support and
academic guidance)

EB assess student achievement

E7 progress or graduate student

ES8 provide student pastoral support and lifestyle services

E9 manage complaints, discipline and appeals

A Governance and Strategic
Direction Setting

G Knowledge
Creation,
Acquisition and
Transformation

E Deliver the Student Experience

F Deliver Applied Research, ConsL
Commercial Activity

| Financial
Management




Structure, roles and

responsibilities

EFQM Excellence
Model

Core Process

(Nortel)

_| |_ _| |_ Vision/Mission

Responsibility

Executive Management

Process  Owner
(Sponsor)

Process Manager

Process Expert

Model Objectives/Goals
Process Overviews > > >
Process Maps
e ——

Process Practitioner

Procedures (ISC
Documents)

CJ

K

Document no.
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Qualitative Measurement

Process Performance

(Efficiency)

Internal Process Rating

Process is defect-free, has
IQW unit costs, a short cycle
time, and no waste.

Process is effective, costs
are low, waste is low, and
cycle time is good.,

Process is fairly effective
but shows room

for improvements in
cycle time and unit costs,

Process is inefficient
and needs improvement,

Unhealthy

Process has major problems
wyith defects, unit costs,
and long cycle times.

Outputs do not COutputs meet CQutputs meet COutputs meet Outputs exceed
meet customer same customer most customer all customer all customer
requirements. requirements. requirements, requirements. reguirements.

Product Performance

(Effectiveness)
Customer Satisfaction Rating

A point would be mapped onto the satisfactory band for a product or service that meets most customer requirements and is produced by a process that is
effective.
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The Excellence Journey

Excellence

Organisational Development
Process Management
Corporate Scorecard

Goal Deployment
Personal Development
Customer and Supplier Relationship
Management

Partnership & Collaboration

Learning Organisation

Business Plans % Strateqic tool
&

Self-Assessment

Self-Assessment Planning tool
Action plans _ ,
Integration & alignment

Health check

Maturity of organisation
28
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Models: options and choices

29
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The Never Ending Journey In
Pursuit of Excellence

Good
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EFQM Excellence Model®

Enablers Results

p— People |
Policy &
Strategy

Partnerships

& Resources

Leadership | | Processes

e ————————————————————————
Innovation and Learning

Everythingisconnectedtoeverything

The EFQM Excellence Model is a Registered Trademark
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Achieving Excellence

N

The way of working that enables the
organisation to achieve balanced
stakeholder satisfaction:

© Sheffield Hallam University 32



.r', J-;-.il e e,
on v i@éﬁﬁi‘eﬁon is simply dreahﬂ't;} o T
C ._'wftﬁo'bt vision is merely activity
Isic _v::’j?gttion - you can change the world
i

...-.""r"r S _Joel Barker



	Part 4
	The Quality Journey
	Competence and consciousness
	The evolution of quality and excellence
	Fundamental Concepts of Excellence
	EFQM Excellence Model®
	Five Stage Model (Hardjono, INK)
	Reaching the Essence
	The Never Ending Journey in Pursuit of Excellence
	Characteristics of successfulorganisations (Barrett, Collins and Porras, de Geus, Fitz-Enz)
	How would you define Excellence?
	Achieving balanced stakeholder satisfaction
	The Two Dimensions of Quality (Noriaki Kano)
	In the beginning: the simple model
	Significance of processes
	Differences between…
	Sheffield Hallam High Level Process Model
	Structure, roles and responsibilities    (Nortel)
	The Excellence Journey
	Models: options and choices
	The Never Ending Journey in Pursuit of Excellence
	EFQM Excellence Model®
	Achieving Excellence

