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Welcome to the Fourth Issue of KYCPE’s Newsletter

Maurice Reid, PhD, Editor
Chairman’s Message

In my last message, | mentioned that your Kentucky Center for
Performance Excellence would be looking for additional ways to Vision:
deliver meaningful value to Kentucky Organizations that are
aligned with our core mission of supporting the use of the

Baldrige Criteria for Performance Excellence. | am excited to

Our vision is for all
Kentucky organizations
to be recognized for
report that we're close to deploying two new offerings that will world-class performance
help us help you. The purpose at KYCPE is

The first offering, Baldrige Express, is a web-based self- not to give an award, but

assessment tool that can be used by organizations wishing to
quickly benchmark themselves against the Baldrige criteria and

rather to provide a
service to organizations -

large and small; to
to identify areas where they can focus improvement efforts to provide a framework for

achieve maximum long-term value. Baldrige Express is the continuous

convenient to use and able to provide comprehensive feedback improvement of the

at minimal cost. quality of Kentucky's

; 3 goods and services.
For the second offering, the Consulting Referral Network, we've

partnered with other state programs to establish a network of
consulting resources with expertise in a variety of disciplines related to organizational performance
improvement and Baldrige excellence practices. By partnering with other states, we will be able to
connect interested Kentucky organizations with proven service providers.

We will formally announce these offerings at the 2010 Kentucky Center for Performance Excellence
Conference and Award Banquet on June 3",

I'd like to close by expressing our collective appreciation for the tireless efforts of Dean Bondhus and
John Simson to research and prepare these services offerings for our state.
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Speakers for 2010 Annual Conference and Awards Luncheon Announced

On June 3™ KYCPE will be hosting its annual
conference and awards luncheon celebrating
and sharing superior quality practices between
organizations that utilize superior practices and
anyone interested in implementing similar
practices in their organization. The conference
will be held at the Capital Plaza Hotel in
Frankfort with registration beginning at 9:30am.
The cost for this full day program is only $75.00
and includes all conference materials and a
buffet lunch. A registration form is appended
to this newsletter.

Speakers include:

From Poudre Valley Health Systems (PVHS) in
Colorado, an organization that has earned the
Colorado Performance Excellence Peak Award
twice and the 2008 National Malcolm Baldrige
Award for Excellence in Health Care; Ms.
Priscilla  Nuwash, Director of Process
Improvement will share with us her experiences
and insight on how the Baldrige Criteria for
Health Care helped direct the organization to
this superior level of performance. PVHS has
also been recognized as the nation’s number
one hospital for sustained nursing excellence
and has established a long trend in making
quality improvements that benefit their
customers, patients and other stakeholders in
the PVHS community.

From Kentucky’s Pikeville Medical Center (PMC)
winner of the 2008 KYCPE Excellence Award and
the National Hospital of the Year for 2009-2010;

Calendar:

Principal activities that are conducted by the
organization are training sessions for Quality
Examiners, Quality Evaluations for member
organizations and the Annual Awards Conference
and Luncheon to recognize those firms
progressing in their quest to improve their quality

June 3™ - Awards Conference with Nationally
recognized organizations from Health Care and
Education

three different perspectives of implementing
quality will be presented. Ms. Debbie Puckett,
CEO of Rehabilitation Services will discuss the
strategic perspective of executive management
of implementing quality. Mr. Greg Donithan,
Director of Performance Improvement, is a
manager responsible for implementing quality
initiatives and can address the process of
quality improvement from the perspective of a
manager on the line, directing daily activities
and developing reports used by management to
track progress towards organizational goals.
Providing a third perspective on making quality
work at PMC is Mr. Paul Grizzell, a Baldrige
Performance Excellence Coach who assisted
PMC in identifying and implementing activities
that made a difference. Pikeville Medical
Center is an excellent example of what is
possible to achieve in Kentucky.

From the Kentucky Department of Education,
the Commissioner Dr. Terry Holliday, will be
presenting to the group about how the quality
process works in providing superior results in an
education system based on his experiences at
the Iredell-Statesville School District in NC
which earned the 2008 national Malcolm
Baldrige Award for Excellence in Education.

In addition to these interesting speakers,
information from research about quality
practices being conducted on Kentucky
Businesses by Eastern Kentucky University will
be provided to participants identifying
opportunities to improve processes and product
quality.

Meetings:
The KYCPE Operating Committee meets on a monthly

schedule, typically the second Saturday of each month.




Transformational Quality

Contemporary Quality Practices Can Produce Transformational Performance Improvement

Quality has and continues to evolve over time;
failure to understand this evolution and
incorporate key changes into your operations
will result in lost customers, lost revenue and
poor performance. A standard definition of
quality according to the Encarta Dictionary (in
Microsoft’s Word) can be 1) the general standard
or grade of something; 2) a characteristic of
somebody or something; 3) an essential
identifying nature or character of somebody or
something; or 4) the highest or finest standard.
When you compare these definitions to some of
the “contemporary” definitions of quality, you
will find that quality is a much more robust
concept now. If you were to ask 10 of your
customers to give you their definition or
interpretation of quality, you would likely get
multiple answers that have very little in common
with each other. Even in your own organization
you have different standards of quality for your
processes, the warrantees that you provide to
your customers and the expectations that you
have for staff employees. For example, a
manufacturing process operating within its
design parameters and producing parts that
meet specification 99% of the time maybe
considered an acceptable level of quality for the
process. Your customer however is guaranteed
that the products delivered to him will meet
specification 100% of the time and products that
do not meet specification will be replaced at no
cost. These two different standards of quality
typically exist in one organization, and
mechanisms like inspection and in-process
testing have been developed to compensate for
the differences between the two standards. A
similar example of quality standards can be
made for a staff function of your business, like an
accounting department and a line department

like final assembly. Quality is now more than
just a word, often taking on the title of Total
Quality Management, House of Quality, Six
Sigma and/or Baldrige Quality among other
names. All of these terms incorporate multiple
dimensions into the traditional definition of
quality including characteristics like customer
satisfaction, fitness for use, reliability, aesthetics,
manufacturability, and warrantees to identify
just a few of the many possible dimensions of
quality. Not all of the titles include every
dimension, but the trend has been that the
factors that define good quality have continued
to increase as businesses become more
knowledgeable about the wants and needs of
their customers. With these expanding
definitions of quality, models have been
developed by academics and others to better
understand the importance of the different
dimensions of quality and the influence that
these dimensions have on an organization’s
performance. The Baldrige Criteria is one of
these models and has proven to be a robust and
effective structure to improve an organizations
quality performance. That is why the Baldrige
has achieved the popularity it has today, it helps
businesses improve and this improvement
happens in multiple areas of the organization
creating transformational change. What
different standards do you have in your
organization? How do you leverage these
standards to maximize the performance you can
attain? If you want answers to these questions,
and want to improve your organization’s
performance take advantage of what the
Baldrige criteria can do for you.






