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Successful - KYCPE Annual Awards Conference

More than 100 managers, business leaders, educators and Vision:

students assembled in Frankfort on June 4 to learn about the our vision is for all

benefits of effectively implementing the Baldrige Quality Kentucky organizations
Framework in their business and to recognize 5 companies in the to be recognized for
Commonwealth who have effectively instituted the Baldrige world-class performance.
Quality Philosophy that has improved the performance of their The purpose at KYCPE is
firm and increased their competitive position. These awards, not to give an award, but

rather to provide a
service to organizations -
large and small; to
provide a framework for

the continuous
their product and service offerings —they practice these improvement of the

sponsored by the KYCPE, recognize firms for their commitment to
superior quality products (and services) and the processes used to
meet and exceed the expectations of their customers. These firms
not only promote the ways in which quality processes enhance

techniques resulting in a competitive advantage that they bring to quality of Kentucky's
the market. goods and services.

The awards conference brought speakers from all over the country

together to present testimonials of how The Baldrige Framework was applied in Education, Healthcare
and Manufacturing organizations to improve profitability, enhance their organizations responsiveness to
their customers and their environment and grow their organizations customer base —even in this
difficult economy. Barbara Baker of the Office of Kentucky Lieutenant Governor Mongiardo urged
organizations from across the Commonwealth to examine how to apply the Baldrige process towards
excellence. National winners have consistently cited that using the Baldrige Framework has improved
their organizational results such as increased market share, improved revenues and higher levels of
customer and employee satisfaction.

Pikeville Medical Center received the Kentucky Excellence
Award, by demonstrating the highest level of performance
excellence. This award recognizes outstanding examples of
high performance organizat
processes that serve as role models for others.

Organizations recognized at the highest level have
demonstrated management excellence with superior results over time, which are directly attributable to
a systematic, well-deployed improvement approach and a robust management system that
demonstrates alignment throughout the organization. Continued on next page
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Pikeville Medical Center Conference Attendees

KYCPE Goal:

Todevelop an infrastructure tevaluateandrecognize organizations that have superior quality practices, to rec

organizations to apply for Kentucky Quality Awards and the Baldrige National Quality Award and to promote
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They continue to improve and build upon their outstanding results and excellent systems. Pikeville
Medical Center is only the second organization in Kentucky to achieve this top award.

Louisville VA Medical Center was awarded the Achievement Award, exemplifying a high level of
performance excellence. Recognition at this advanced level acknowledges significant achievement in
building systematic processes, which are deployed and aligned throughout the organization. Results
show improvement that is directly attributable to a systematic improvement approach, a robust
management system and effective performance management principles.

Three other organizations were recognized with the Commitment Award. The awardees included
Hematology & Oncology Center, LLC — N. Mullai, MD of Somerset, Trillium Industries of Louisville, and
Humana Quality Engineering. Recognition with the Commitment Award demonstrates serious
commitment to and implementation of performance improvement principles on their journey to
excellence. This intermediate level, acknowledges organizations that have demonstrated progress by
identifying and putting in place some key process improvements, which are directly attributable to a
fact-based improvement process.

For more information see the KYCPE press release of June 13, 2009 and the accompanying article
“AwardConf er ence Hi gHitbrkght s”

Mission:
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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

The operating committeput on a great
conference last montthat was enjoyed by
lff 6K2 FGGdSYRSR® C
wait for our next conference, in the

announcement section you can see wher|
other regions will be having their conferenc
Weexist to bea Wond.erfUI re_sourC.e for providing recognition for organizations who set an
manufacturersandservice preiders in the example of success. The purpose is not to give an
commonwealth who are committed to award, but rather to provide a service to
improving the processes used to satisfy the organizations —large and small; to provide the
customers.| encourage you to take framework for the continuous improvement of the
advantage of the expertise available throug quality of Kentucky’'s
the KYCPE.
For more information about the Malcolm Baldrige
Quality Award see the website:
http://www.quality.nist.gov/

- Learn Best-in-Class Business Practices
Register for the 2009 Baldrige Regional Conferences
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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, 27 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
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.

Award Conference Highlights

proce

Calendar

Principal activities that are conducted by the
organization are training sessions for Quality
Examiners, Quality Audits for member organizations
and the Annual Awards Banquet to recognize those
firms progressing on their quest to improve their
quality.

August ¢ Examiner Applications Available on website
September 4: Examiner Application Due
25: New Examiner Orientation
29: New Examiner Orientation
October 14: Intent to Apply for 2009 Awards Due
21-22: Examiner Training (2 Days)
29-30: Examiner Training (2 Days)
December 21: Applications Due

described some of the risks that Richland has

undertaken to serve their market place more

In addition to recognizing excellence in the
processes that KY organizations use to exceed their
customer expectations and grow their businesses,
there were a number of presentations by Baldrige
National Quality Award Winners who provided
their insight on how improving their quality

i mproved their
Presentations were made in three categories,
Education, Healthcare and Manufacturing.
Following these presentations was the keynote
luncheon presentation by Janet Crutchfield, the
Senior Corporate Director of Quality for the Ritz-
Carlton Hotel Company, LLC a two time winner of
the National Baldrige Quality Award and a

efficiently and the role that the Baldrige
framework played in helping to identify and assess
the risks that were evaluated in the decision
process. The results were innovative and creative
programs that not only increased student
~enrollment but also provided a more meaningful
ocrgani Zs?ugie}\t gxge,rie%ce a%aebéttfer%uralme% nancde '

employable) graduates.

workshop entitled “ Get |l ence”
Education
The education track of conference presentations i
examined the experiences of Richland College a
2005 Baldrige National Quality Award winner from Dean Fonda Vera of Richland College
the Dallas, Texas area. Ms. Fonda Vera, Dean, Healthcare
Planning and Research for Institutional
Effectiveness gave two presentations. The first Mercy Health System (MHS), a 2007 Baldrige
presentation explored the focus on continuous National Quality Award winner operating in
improvement that must be a part of any Wisconsin and Northern lllinois shared their
organization that wants to remain competitive in experiences for two sessions in the Healthcare
their market. The second presentation was titled track, providing testimony on how adopting the
“Responsi bl e ahuitisskonc@paik i Bﬁ\lﬁrige Framework helped them achieve and
deployed at Richland College to allow the sustain organizational excellence. Using the
framework MHS was able to prioritize the aspects 3

organization to grow to its full potential. Ms. Vera



of their organization that are the most important
to their customers and to their employees, who
are the key to delivering high quality healthcare.
The Baldrige Framework highlighted the
importance of effective communication with all
employees and with their clients. In an
organization with 43,000 employees in 64 distinct
locations, operating 39 different clinics, having all
employees engaged with the mission and
objectives of the organization so they can interface
with clients and convey to them a uniform sense of
purpose is critical to providing superior service to
their client.

Ms. Kathy Harris of Mercy Health System

Another component of the Baldrige Framework
that MHS has benefitted from exploiting is the
customer focus part of the framework. Any
business can outperform their competition when
they are better able to respond to evolving
customer needs, and having an efficient way of
monitoring customer wants, needs and satisfaction
is the only way to insure that these needs are
consistently recognized and used to affect the
service offering of the organization. Using the
Baldrige Framework allowed NHS to identify things
that when changed significantly improved their
ability to focus on customer needs.

Manufacturing

The manufacturing track of the conference
included presentations from the Pro-Tec Coating
Company a 2007 National Baldrige Quality Award
Winner in the small business category and Marvin
Wi ndows and Door s’ Mr
of Quality Assurance and Continual Improvements.

Mr. Eric Franks of Pro-Tech Coating Company
described how Pro-Tec incorporated the Baldrige
philosophy into their organization and how the
flexibility of the framework let them include six
sigma, ISO (International Organization for
Standardization) requirements, VPP (OSHA
Voluntary Protection Programs) and ORA (Pro-
Tec's Ownership,
Program) as sub-components of their Baldrige
quality program. An example of the benefits
realized by focusing on quality has been the
reduction in their breakeven production volume,
which has allowed Pro-Tec to remain profitable
even while operating at 40% of their production
capacity (due to the decline in the auto industry, a

major customer).

Mr. Eric Franks of Pro Tec Coating Company

Mr. Gary Floss

Mr. Floss, who has 19 years of experience as a
member of the Baldrige Board of Examiners,
focused his presentation on the importance of the
planning process on quality and the fact that
feedback is an important part of the planning

planning as a part of quality and is a useful way to

Responsi bil
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insure that an organization looking to improve
itself is comprehensive in examining all the areas

that can impact performance.

Keynote Speaker

The keynote speaker at the conference luncheon
was Janet Crutchfield of the Ritz Carlton Hotel
Company; winners of the Baldrige National Quality

Award in 1992 and 1999.

Ms. Janet Crutchfield (Ritz Carlton)

Ms Cr ut c hf atienldecribed 7pnythe of e
operating a business and how implementing a
comprehensive quality program can shatter these
myths and allow a business to focus on issues that
make a more significant impact on satisfying the

customer.

Learn Best-in-Class

Business Practices
egister for the 2009

' | rigesRegional
Conferences

—
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September 15, 2009 = Milwaukee, WI
October 2, 2009 = Cambridge, MA

Workshop

All of these testimonials were followed by a

presentation by Mr. Paul Grizzell, a Baldrige

Mr. Paul Grizzell

Performance Excellence Coach with Core Values

Partners, Inc. and Mr. James Stith, Director of

Strategic Planning at Clark Memorial Hospital in

Jeffersonville, I ndi
Excell ence” a pri mer
systematic program to

quality.

Mr. James Stith of Clark Memorial Hospital

General

The conference attendees thought highly of the

presentations and enjoyed the networking

opportunities to meet and discuss ways to improve

their organization

S

who took the time to complete a session feedback

form, we thank you —your feedback has been

compiled, analyzed and distributed to the
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operating committee
conference better and more useful for you.

We (the KYCPE) look forward to providing more
opportunities to firms to help them progress on
their path to better quality products and services
in the Commonwealth.

Board of Directors:

Chairman of the Board: Mr. Danny Siders

Managing Member; | B Moore Company, LLC
Lexington, KY 40510

Secretary: Mr. Bob Gardner, VP, Process
Engineering, Affiliated Computer Services, Inc. (ACS)
Lexington, KY 40509

Mr. Dan Dufresne, President, Quality Systems
Services, Frankfort, KY 40601

Treasurer: Harry Standinger, Treasurer, KYCPE
Dr. Wayne P. Jones, Director International MBA
Programs; University of Louisville, Louisville, KY

40207

Mr. N (Muru) Murugesan, Senior Consultant
Naveen Consulting Associates, Somerset, KY 42503

t ol wauld lke to thank mha skudentgof Eastera x t

Kentucky University who attended the conference
and provided reviews of the sessions that were
incorporated into this article. ~Editor~

year

Meetings:
The KYCPE Operating Committee meets on a monthly
schedule, typically the second Saturday of each month.

Announcements:

Examiner Training Corner:

In the fall of each year, KYCPE trains
examiners for the following yeard applicants.
This is a great opportunity to have one or
some of your employees enhance their quality
skills and become exposed to best practices.
2009 Training dates in September and October
are listed in the calendar (pg 3) and on our
new website.

September: New Examiner Orientation
25: Midway - Midway College
29: Midway - Midway College

October: Two Day Training Course
21-22: Midway i Midway College

November: Two Day Training Course
5-6: Louisville - TBA

For more information look at our examiners
tab on the KYCPE Website; www.kycpe.org

Examiners review, comment upon, and score
written applications and prepare feedback reports
to applicants. The role of an Examiner includes
mandatory participation in consensus evaluations
and site visits. Examiners also can make
significant contributions to the KENTUCKY
CENTER FOR PERFORMANCE EXCELLENCE
by serving as ambassadors through outreach and
educational activities.

1. The KYCPE website is being redesigned and enhanced. Look for more conference photographs

and more information about us on the new website, which should be operational on or before

September 15.

2. Atthe conference a study was announced whose goal is to compile a census of the quality

practices of organizations in the Commonwealth. Your participation is solicited to make the

results of the survey more insightful examination of what practices are in use and what works.

For a manager or executive familiar with the quality practices of your firm the survey should

S
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take between 30 and 45 minutes to complete, with most of the questions requiring clicking on
the appropriate circle.

Results of the survey will be made available to all those who request it at no cost.

The survey can be accessed at the website: www.myviewofquality.org

The survey is being conducted by a team of business faculty from Eastern Kentucky University
and any questions you have can be directed to Maurice.Reid@eku.edu

Thank you for your help and participation.

3. Examiners for the 2009 cycle are needed, enjoy the benefits of being an examiner, see the
webpage for more information. www.kycpe.org/Examiners.himl

Upcoming 2009 Regional Quality Conferences

Subject: Learn Management Best Practices from Baldrige Award Recipients

We invite you to participate in a day of dynamic learning and networking with the nationally recognized
Baldrige Award recipients.

Leaders of 13 Award winning organizations will share their management practices at the 2009 Baldrige
Regional Conferences in Milwaukee, WI, on September 15 and Cambridge, MA, on October 2. Visit
http://www.baldrige.nist.gov/2009 Regionals/Regionals_statefdrticomplete information.

Spend your day networking with current and former Award recipients and learning about thieir best
class practices and insights on innovation anthmability. Then, close the day by participating in Open
Mic sessions where you can share your insights on selected topics in an interactive open forum.

Register ahttp://www.maccinc.com/brcOBy August 24 andeceive the advance registration rate for the
conferences. Add the Preconference Workshop for Baldrige Beginners for only $50 more.

Conference Locations:

September 15, 2009
Hyatt Regency Milwaukee, Milwaukee, Wi

October 2, 2009
Hyatt RegencyCambridge, Cambridge, MA

If you have questions about the Regional Conferences, contact the Baldrige Progras7d: 3036 or
emailbaldrige@nist.gov

Contact the Editor:

With news/announcements to be included in this newsletter via email
Maurice.reid@eku.edu
t £ SFAS Lizi aY,/t9 bSgatSIGSNI ! yy2d:



http://www.myviewofquality.org/
mailto:Maurice.Reid@eku.edu
http://www.kycpe.org/Examiners.html
http://www.baldrige.nist.gov/2009_Regionals/Regionals_state.htm
http://www.maccinc.com/brc09
mailto:baldrige@nist.gov
mailto:Maurice.reid@eku.edu

