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Maurice Reid, PhD, Editor  

Chairman’s Message 

The KYCPE Leadership team has been busy since the May 
Conference in an effort to improve the value of the services we 
offer our members. As part of this effort, we recently introduced 
Baldrige Express and the Consultant Referral Network.  

Baldrige Express is a web-based tool that enables users to quickly 
collect and evaluate information designed to benchmark key 
capabilities and processes, and to target improvement efforts. 
The Consultant Referral Network is designed to help members 
identify consultants with expertise that matches their unique 
performance improvement objectives. Additional information for 
both of these services is included in this newsletter and on our 
website (KYCPE.org).  

We’ve also been working closely with educational leaders across 

the state to investigate ways we might leverage Baldrige 

processes and practices to support improvement efforts in the 

primary and secondary education system. We are truly excited 

about the potential of extending the Baldrige process to 

Kentucky schools.  

If your organization is interested in learning more about the benefits of participating in the annual 

application/feedback process, I’d encourage you to attend the Application Workshop. The workshop is a 

one day program that addresses the foundations of performance excellence and prepares applicants for 

participation in the annual program.  

I would like to end this message by extending my personal gratitude to the volunteers who have 

tirelessly committed their time and talents to help KYCPE help Kentucky organizations learn about and 

apply Baldrige excellence principles.  

Bob Gardner 
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Vision: 

Our vision is for all 

Kentucky organizations 

to be recognized for 

world-class performance. 

The purpose at KYCPE is 

not to give an award, but 

rather to provide a 

service to organizations - 

large and small; to 

provide a framework for  

the continuous 

improvement of the 

quality of Kentucky's 

goods and services. 
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 2010 Annual Conference and Awards Luncheon ReCap 

June 3 was a great day for quality in Kentucky. 

The KYCPE Awards Conference was held at the 

Capital Plaza Hotel in Frankfort, punctuated 

with presentations from the Poudre Valley 

Health System, Pikeville Medical Center in 

Kentucky, The Iredell-Statesville School District 

in North Carolina and a Quality Research Team 

from Eastern Kentucky University.  Each 

presentation was made by a quality award 

recipient with the exception of the research 

presentation which discussed quality practices 

and opportunities for firms in Kentucky.  In 

addition to the presentations there was time to 

meet with other managers and executives to 

discuss quality practices and success with the 

other attendees, who represented a broad 

spectrum of businesses based in Kentucky.  One 

highlight  of the afternoon was the recognition 

of firms who are committed to making quality a 

priority in their organizations and demonstrated 

this commitment by earning a KYCPE Quality 

Award, signifying not only a commitment to 

improve organizational performance but 

proving to an independent panel that they are 

benefiting from the results that prioritizing 

quality can bring.  The winners of Kentucky 

Center of Performance Excellence for 2009 are:  

Level III:  Humana Quality Engineering, Louisville 

Level II: Hematology & Oncology Center, PLLC, 

Somerset 

Level I: Kindred Healthcare, Health Services 

Division, Clinical Operations, Louisville 

Congratulations to all winners. 

Presentation Summaries 

Poudre Valley Health System (PVHS) 

Ms. Priscill Nuwash from PVHS presented the 

history of PVHS in their quest to become the 

2008 National Baldrige Quality Award Winner.  

The process took them eight years when 

management thought they would win in year 

one, because they were doing “all the right 

things”.  The first thing they learned was that 

there are a lot more control points that can be 

optimized then what they had focused on and 

these areas significantly impact the 

performance of the business.  For example, the 

business was organized into discipline specific 

departments that didn’t talk to each other 

enough to insure that all the departments were 

pursuing complementary goals and objectives.  

This was realized when an evaluation team 

asked some of the doctors working at the 

hospital what were the mission and goals of the 

hospital.   To management’s surprise many 

doctors had no idea how to answer this 

question.   Management was very discouraged 

in 2000 and some of the following years as each 

review highlighted problems that prevented 

them from earning the award;  but they did 

learn to use the feedback process to continually 

improve the way they operated the health 

system, improving communication among all 

types of employees, creating reward and 

recognition systems to reward employees for 

“living the values” of the organization and 

installing customer feedback processes so that 

patients and their families shared their likes and 

dislikes about their hospital stay with the 

management of the hospital.  Ultimately the 

product that management desired most from 

the application process was the feedback they 

received from the application review because it 

identified and prioritized areas where quality 

investment would provide the best return.  As 

the focus of the award application process 

changed from winning to using the feedback 

received to make the organization better, PVHS 

earned the National Baldrige Award.   
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A key message of this presentation was that you 

need perseverance, you are not likely to win on 

the first try and you can’t let that jeopardize the 

value of the process which is in the feedback 

reports that tell you how you what can 

improve. 

Pikeville Medical Center (PMC) 

Ms. Debbie Puckett and Mr. Greg Donithan of 

The Pikeville Medical Center in collaboration 

with consultant Mr. Paul Grizzell described the 

process that resulted in the PMC earning the 

2009 KYCPE Excellence Award, the highest 

recognition given to an organization by the 

KYCPE for their quality practices.  PMC was also 

awarded National Hospital of the Year (2009-

2010) as a result of the quality practices 

implemented in the organization.  A motivating 

quote from Vince Lombardi set the tone of why 

PMS is involved in the program; “ Perfection is 

unattainable, but if we chase it, we can catch 

excellence” which is an understanding that was 

shared among all of the award winners 

presenting during the program.  PMS adopted 

the Baldrige process to provide a roadmap of 

organizational alignment to fuel performance 

improvement and have found it to be a very 

effective process.  PMC recognized that the 

involvement and support of senior 

management is a critical factor of the success of 

their quality initiatives, and the role that senior 

management has played to date in insuring 

progress of the quality program was 

emphasized by the presenters.  This 

involvement begins with the organization’s 

mission which in Pikeville is “to provide quality, 

regional healthcare in a Christian environment.” 

Mr. Grizzell is a partner with Core Value 

Partners an organization specializing in helping 

clients manage their quality initiatives. 

Iredell-Statesville School District (ISSD) 

The keynote conference presentation was made 

by Dr. Terry Holliday, the commissioner of 

Kentucky’s Department of Education, who as 

superintendent led the ISSD to win the National 

Baldrige Quality Award in 2008.  Dr. Holliday 

described the challenges and small victories 

experienced by the ISSD as they progressed 

through six years of improvement before 

earning the award.  The flexibility of the 

Baldrige process was critical in the decision to 

adopt it for the school district where unlike 

private industry there are more groups of very 

important stakeholders.  Each group often had 

conflicting perspectives of the problem(s) and 

what the solution to the problem should be, 

requiring a flexible approach to problem 

resolution.  Using the Baldrige Framework Dr. 

Holliday was able to “ignite a passion for 

learning” that was adopted by all levels of 

employees of the district as well as other 

stakeholders of the process.  Incorporated into 

the Baldrige framework were techniques Dr. 

Holliday had used before (ADLI; approach, 

deployment, learning and integration and LeCTI; 

levels of performance, comparisons, trends and 

integration) which made for an easier transition 

for the school district to the Baldrige 

Framework.  After implementation of the 

quality initiatives identified through this 

process, some of the resulting performance 

changes in ISSD’s statewide ranking were to go 

from 53rd to 11th in graduation rate, 57th to 7th in 

SAT scores, and 55th to 3rd in Attendance; while 

spending $700 less per student than the state 

average (One of the 10 lowest expenditures per 

student in the state).  The performance 

improvement coupled with systematic 

monitoring has allowed ISSD to get closer to its 

potential and earn the 2008 Baldrige National 

Quality Award. 

Quality Management Practices in Kentucky 
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Dr. Maurice Reid, an assistant professor at 

Eastern Kentucky University (EKU) presented 

the findings of a research project undertaken at 

EKU to identify quality practices used by 

Kentucky businesses, comparing these practices 

with the responses to a similar study done 10 

years ago and to Baldrige practices.    The 

Commonwealth is 17th (state) in the nation in 

sending goods to other places, across a broad 

spectrum of industries; given this dependence 

on customers outside of Kentucky, industry in 

the Commonwealth must be competitive on 

quality characteristics in order to maintain and 

grow our customer base.  The survey findings 

indicate that firms do some things well for 

example, utilizing 3rd party organizations like 

ISO 9000 to certify their processes as being high 

quality and requiring similar certification from 

their suppliers.  Firms send more of their 

employees for quality training for longer 

periods of time than they did 10 years ago.  

More than 90% of firms document their quality 

performance on a regular basis – almost double 

the response of 10 years ago.  In general firms 

are doing a lot more than they used to; but 

there is still lots of opportunity to improve.  The 

improvements noted are based in operating 

practices, but quality processes start with 

leadership that must be active and involved in 

making a process consistently high quality and 

motivating and rewarding continuous 

improvement.  The previous presentations all 

emphasized the critical role that senior 

management had in making quality investments 

pay off, and it is in these areas that Kentucky 

organizations can benefit the most from 

applying Baldrige principles to their businesses. 

More information about the study and 

continuing work on quality can be obtained at 

myviewofquality.org a website established to 

collect and disseminate information on quality 

practices, attitudes and perspectives.

  

Meetings:  
The KYCPE Operating Committee meets on a monthly 

schedule, typically the second Saturday of each month. 
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Baldrige Express – The fastest way to get independent feedback on your 

processes 

KYCPE introduces the Baldrige Express to 

Kentucky organizations looking for a quick 

evaluation of their organization process to 

identify areas were improvements can be made 

and what strengths your organization possesses.  

The evaluation is web based and is typically 

conducted in just a few weeks.  The report that is 

delivered to the company provides a 

comprehensive overview and a detailed analysis 

of the organization allowing you to better deploy 

your resources to where they can provide the 

best return.  For more information go to the 

KYCPE Webpage at http://www.kycpe.org and 

click on Baldrige Express on the home page. 

 
 

Structure:  

KYCPE is a non-profit 501(c)(3) organization with a 

board of directors comprised of not more than 25 

members, an operating committee composed of 10-15 

members, Quality Examiners  trained to assess quality 

practices of all types of organizations and firms who use 

their membership to have their processes assessed for 

their quality performance and benchmarking their 

processes with “best of breed” performers.  

Membership is open to any organization with 

operations in Kentucky, and the Operating Committee is 

composed of members spanning manufacturing, 

service, health care and education organizations. 

 

  

Examiner Training Corner: 

In the fall of each year, KYCPE trains 

examiners for the following year’s applicants.  

This is a great opportunity to have one or 

some of your employees enhance their 

quality skills and become exposed to best 

practices.  For the 2009 examination cycle 28 

volunteers have completed the training on the 

Baldrige Criteria for Performance Excellence, 

and will become part of the assessment 

teams that review and score new 

applications.  This year’s examiners come from 

a range of professions including education, 

healthcare, manufacturing, service industries and 

insurance. 

Examiners also prepare the feedback reports that 

applicants can use to improve their processes.  

Examiners can make significant contributions to 

the KENTUCKY CENTER FOR 

PERFORMANCE EXCELLENCE by serving as 

ambassadors through outreach and educational 

activities with other organizations in the 

Commonwealth. 

For more information look at our examiners 

tab on the KYCPE Website;  www.kycpe.org  

 

Mission: 
 
The mission of the Kentucky Center for 
Performance Excellence is to offer education, 
recognize significant achievements, and share 
the winning strategies and best practices among 
all organizations. The mission includes 
communicating the Malcolm Baldrige Criteria 
for Performance Excellence to all organizations 
across Kentucky, helping them to understand 
and apply the criteria, promoting the sharing of 
best practices, and providing recognition for 
organizations who set an example of success.  
The purpose is not to give an award, but rather 
to provide a service to organizations – large and 
small; to provide the framework for the 
continuous improvement of the quality of 
Kentucky’s goods and services. 
 
For more information about the Malcolm 
Baldrige Quality Award see the website: 
http://www.quality.nist.gov/ 

 

Contact the Editor: 

With news/announcements to be included in this 
newsletter via email Maurice.reid@eku.edu 

Please put “KYCPE Newsletter Announcement” in 
the subject line of the email 

http://www.kycpe.org/
mailto:Maurice.reid@eku.edu
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Please join us at the 

Annual State and Local Quality Award Program Leadership Workshop 
Monday, September 27, 2010 

8:30 AM – 4:30 PM 

Healthways Offices, 701 Cool Springs Blvd.  Nashville   TN 

Our meeting takes place across the street from the Franklin Marriott Cool Springs 

Specially designed for all those involved in the administration, operation and support of a quality award 

program  

(Executive directors, board, staff, key volunteers anyone who is trying to get a quality award up and running) 

 

Held in conjunction with the Tennessee Baldrige Regional Conference  

September 28, 2010 at the Franklin Marriott Cool Springs 

 

We’re making it easier than ever for you to participate! 
¶ We’ve waived the registration fee  (Thanks to generous in-kind support from TNCPE and 
Healthways!) 

¶ We’ll reimburse some of your travel expenses (Up to $200 per Alliance member program to 
defray       travel and lodging expenses).   
Note:   We have researched area hotels, and the Franklin Marriott Cool Springs is among the 

lowest cost hotels we could find within walking distance of the conference site  

Based on YOUR feedback…workshop attendees can expect: 

To get MOTIVATED by Baldrige recipient organizations who KNOW the value of the work we do. 

To LEARN about successful non-award initiatives that could become revenue streams, such as  

Tennessee’s coaching program and other collaborative strategies*** 

To UNDERSTAND what deliverables we can expect from the four states awarded  

curriculum development grants 

To GIVE and GET feedback from the Baldrige National Quality Award Program 

To BRAINSTORM about ways the Alliance could better serve your award program via a World Café,  

and how we could better support each other 

 

To COLLABORATE with other programs about sustainability strategies,  

plus time to conduct team and committee work face-to-face 

 

To NETWORK with other workshop attendees during breaks, lunch, and dinner…Katie and Sue at 
TNCPE are planning some Monday evening Nashville-style FUN for us.  Cowboy hats optional! 

 
***Do you have a best or darn fine practice that brings in revenue to your program that is not part of 
your official award process?  Would you be willing tell us about that initiative in 15 minutes as part of a 
Best Practices Showcase?  Let us know via your registration form, and we’ll send out a presentation 
template for you to use. 

 
To register:  Complete and return the form below by email, fax or snail mail as 
soon as possible to: 
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Liz Menzer 
Wisconsin Center for Performance Excellence 
2909 Landmark Place, Suite 110 
Madison, WI  53713 
menzer@forwardaward.org 
Fax:  608-663-5302 
 

Your name: ________________________________________________ 
Program name: _____________________________________________ 
Address: ___________________________________________________ 
Email: _____________________________________________________ 
Phone: ____________________________________________________ 
 
Are you interested in having us help coordinate ground transportation?  Will you be renting a car at the 
airport? If so, let us know if you need or would be able to transport to and from the conference hotel 
from the airport. 
 
____I’d love a ride                    ____I can pick up and drop off 
 
_____I have a darn fine practice I would like to share as part of the 15 minute Best Practice Showcase.  
Contact me with details 

 
Registration for the September 28 Baldrige Regional Conference (in exchange for marketing the 
conference) is being coordinated through Scott Kurtz at NIST.   Additional regional conference 
information (including registration details) can be found at 
http://www.quality.nist.gov/2010_Regionals/Regionals.htm 
Membership in the Alliance is NOT required to attend.   
 
Know someone who might be interested in attending?   
Please forward this communication to them, and invite them to join us. 

 

mailto:menzer@forwardaward.org
http://www.quality.nist.gov/2010_Regionals/Regionals.htm

