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Dear Fellow Travelers on the Road to Excellence: 
 
What’s In It For Me, NOW! 
What I learned from the TQM era of the 1980’s was the importance of planning and relationships.  
We were told the reason the Japanese were so successful was because they planned—10, 20 years 
out.  They built relationships and made deals based on brief documents of intent and a handshake.  
Actions in the present laid groundwork for the future.  Relationships and planning intertwined be-
cause, the theory taught us, the future is built on what we do today. 
 
Lately, the  future seems to have been abandoned for the immediacy of the present.   ROI, which I 
have always taken to be about financial investment, has also come to be a relationship analysis.  
What’s in it for me if I build this relationship?  Does it have financial value?  Why should I help that 
other person succeed if I don’t see return by the end of the month, quarter, year? 
 
Every salesman knows, that the hand you shake today may not provide a return for some years to 
come, if ever.  Yet, among so many leaders I talk to, relationships are calculated by ROI.  They seek 
out and support only those people or organizations they know will provide a return. 
 
I have a friend who works for Ernst & Young, the financial accounting firm.  He told me he was a 
stranger at an event where he saw a man across the room who seemed as out of place as him.  He 
walked up and introduced himself.  Through their conversation, he helped the man feel more at 
ease.  He discovered that the man had a son who was looking for a job.  “I’ll interview him,” my 
friend said, and he did.   
 
It didn’t work out for the son to get a job with EY, but a year later he got a call from this man of brief 
acquaintance who asked my friend to come to his office.  “I never forgot your initiative and kind-
ness,” he said.  He gave Ernst & Young a multi-million dollar contract. 
  
Not all relationship building provides such a return, or should.  But when we look at everything we do 
by first asking what’s in it for me, we close ourselves off to the potential rewards and simple satis-
faction of a single handshake. 
 
My friend’s advice:“Find out what’s important to someone and help them achieve it.  Expect nothing 
in return and they will remember you.”  How did we miss this at the Harvard Business School? 
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Who We Are 
Quality Texas focuses on an 

assessment and feedback proc-
ess, education, training, and 

recognition to help businesses, 
schools, hospitals, non-profits, 
and government agencies im-
prove performance.  The Foun-
dation administers the Texas 
Award for Performance Excel-
lence program (Based on the 
Baldrige Criteria), the state’s 

highest recognition for Quality. 
 

Vision  
What we're striving to do 

Engage all Texas organiza-
tions in a journey toward the 
achievement of world-class 
performance  excellence. 

 
 Mission  

Why we exist 
Quality Texas helps organiza-
tions achieve performance  

excellence using the Baldrige 
Criteria as a framework for  

improvement. 

 

“DO UNTO OTHERS AS YOU WOULD HAVE THEM DO UNTO YOU” 
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Rapid Cycle PDCA 

 
 
 
  
 
 

John Moran, Grace Duffy, William Riley 
 
We are often asked “What is Rapid Cycle PDCA?” The word 
“Rapid” means done or occurring in a brief period of time and 
characterized by speed. “Cycle” means an interval during which a 
recurring sequence of events occurs. Therefore Rapid Cycle 
PDCA, as shown in figure 1, is applying the recurring sequence of 
PDCA in a brief period of time to solve a problem or issue facing a 
team or organization that will achieve breakthrough or continu-
ous improvement results quickly. 
 
 Too often we encounter teams or organizations that launch a 
PDCA effort but take 3 months to do what could be accomplished 
in 3 days or 3 hours. They waste too much time and energy by 
not solving the problem quickly. These teams fail to hold the 
gains or move on to the next organizational challenge. Conse-
quences of not doing rapid cycle PDCA is that team members 
lose interest, become bored with a long process, do not gain ex-
perience and knowledge in applying QI, and do not see the im-
pact of their efforts for a long time.  
 
 
Figure 2 shows the Rapid Cycle Process Model which defines the steps to ensure a successful rapid cycle application of PDCA. 

 
The Rapid Cycle Process is defined as follows: 
 
•  Realization of a problem or issue that needs to be cor-
rected. Management is committed to making the change. 
• Act to start a resolution or change to the problem or 
issue by utilizing the QI tools and techniques. 
• Plan for success by developing a clear AIM statement. 
• Involve key constituents in the PDCA process. 
• Develop the change team and establish the rapid cycle 
time line. 
 
•  Consultative training interventions as required by the 
team. 
• analYze baseline data and understand the current state 
and scope of the problem. 
• Construct solutions to get to the desired future state. 
• Launch pilot improvement solutions to determine if the 
desired change can be achieved. 
• Evaluate results achieved from pilot improvement, 
make any necessary adjustments and launch it throughout 
the organization. 
 

We’re just different 

In a state that issues 73,000 concealed gun licenses a year and 
52% of us admit to having 3 guns or more, in Austin it is illegal to 
carry wire cutters in your pocket. (Wild west...cutting 
fences...cattle stampedes...we forgot that era is over) 
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PDCA/PDSA should be repeatedly implemented in spirals 
of increasing knowledge of the system that converge on 
the ultimate goal, each cycle closer than the previous.

Hold the Gains

Rapid 
Cycle

Figure 1 
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 The utilization of a Rapid Cycle PDCA process helps organizations realize a quick return on its investment in QI. Some of the benefits of insti-
tuting Rapid Cycle PDCA are: 

• short cycles of change to accelerate quality improvement in the organization, 
• hold the gains as a platform for the next level of project improvement,  
• develop a broad base of QI knowledge and experience in the organization, help in the establishment of an organization-wide cul-

ture of quality and excellence,  
• solve many organizational problems that will promote needed organization change and improvement, and 
• provide an iterative opportunity for team members to reinforce their QI knowledge quickly in the next project. 

 
 A Pre-Planning Check Sheet has been developed to help in using Rapid Cycle PDCA/PDSA (see Table 1). The check sheet contains ques-
tions that guide you when starting a Rapid Cycle Quality Improvement Project. This checklist leads you through the Rapid Cycle pre-planning 
to ensure a successful improvement project.  
 
 The check sheet provides columns to indicate what has been completed (√) and what needs to be done (TBD) along with the expected com-
pletion date. 
 
 

Table 1: Rapid Cycle PDCA/PDSA Pre-Planning Check Sheet  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
  
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

 
 
 
 

CONTINUED ON THE NEXT PAGE 
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Add other questions that are applicable to your particular improvement project. 
 
 Grace L. Duffy, CMOQ/OE, CQIA, CLSSMBB is a senior consultant with the Public Health Foundation, an ASQ Fellow, and author of several quality 
and leadership texts. 
 
  John W. Moran, Ph.D., CMOQ/OE, CQIA is Senior Quality Advisor for the Public Health Foundation. He is also an ASQ Fellow and author of many 
business and academic texts.  
 
 William Riley, Ph.D., CQIA is Associate Dean, School of Public Heath, and University of Minnesota. 
 
 All three authors are contributors to The Public Health Quality Improvement Handbook, released by ASQ’s Quality Press in 2009. 

 
 

 
Same Emperors, Still No Clothes 

Today's Economic Crisis Strips Bare Faulty Leadership Practices. 
 

 
 
 
 
 
 

DENIS LEONARD, PH.D. AND WILLIAM MURPHY, PH.D.     

You know the fable, the Emperor who glorified in himself and considered no one to be above him. Having been told that the clothing he 
would be wearing could only be seen by someone wise, he proceeded to “wear” his new clothes. Not one of his trusted advisers dared tell 
him that he appeared to be completely naked (for fear of the Emperor’s wrath and wanting desperately to believe what they had been told by 
the Emperor himself, that only wise people could see his clothes). Off the Emperor went in a public display. Only when a child shouted out, 
was the truth made plain.  

Imagine how often this plays out in the business world, with emperor’s wooed by their own sense of perfection, with underlings cowed into a 
permanent state of voicing admiration regardless of underlying thoughts to the contrary. Yes, emperors, that is, business leaders, can know-
ingly or unwittingly find themselves proudly wearing no clothes. Of course, there comes a day when a voice shouts the truth, and oh how 
quickly the facade is revealed. Sadly, we don’t have to look far today to see not just the cracking of the facade, but the crumbling of entire 
kingdoms. Look no further than the entire financial sector, with emperors and their entourages now cast as villains and nations on the verge 
of falling.  

Yes, it is patently obvious exactly how wrong things can go when leaders become like the Emperor with no clothes. If it is not obvious al-
ready, all leaders stop right now and ask yourself:  How do I guard against becoming like the Emperor?  
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As you consider this, think about just two of the most common ways that leaders become like the Emperor in the fable.   

The first is by creating a toxic situation whereby the leader's counselors and advisers (the executive leadership team) are rewarded for being 
"yes" men or women. Leaders believe they are doing the best for the company and leading it well. They even believe their people are 100 
percent behind them, following with glowing admiration. Leaders engage in this destructive path by either being passively or overtly aggres-
sive.  

The passive-aggressive leader rewards only those who shower admiration and agreement, drawing these favored into an inner circle. Since 
few want to be cast as an outsider, everyone soon learns what is necessary to win the leader's favor.  

The aggressive leader has no need for such a pleasing system. This leader uses an iron fist, with the tacit understanding that failure to ac-
cept and show approval for whatever he or she wants will lead to a stern rebuke and perhaps even ousting from the company. Here again, 
everyone learns the system and showers the leader with admiration (although some prepare resumes and work on their exit strategies). 
Leaders are led to believe they are working well and might even ask if everyone is in agreement on a decision. The response should come as 
no surprise.  

The second way leaders become emperors is even more toxic. In the first, they were most likely unaware of their damaging and destructive 
effects. But the leaders in our second scenario knowingly quash any original thought, innovation, or even the suggestion of challenge. Asking 
“What if…” would be met with an outright anger from these leaders. Other voices are not worthy and have nothing to offer here. As a result, 
these leaders forcefully impose the authority of their own voice and decisions; no others matter. Workers are indeed cowed in this environ-
ment, with the best workers looking for the exit door, and with those having nowhere else to go simply playing along while keeping a low 
profile.  

When the company is in a tailspin and the leaders are unable to blame their people, an outside voice can often be heard to shout, “but he 
has no clothes,” exposing the failed leadership.   

During one of our recent meetings with a quality professional, he told us that a vice president had gathered him and two other department 
managers in his office. At that meeting, the vice president shared the fact that he subscribed to the Harvard Business Review—certainly not 
a slouch journal for leading-edge thinking—and he welcomed them to borrow copies at any time. The surprise came when he proceeded to 
tell his managers that they “were not—under any circumstances—to tell anyone else in the organization that they read and have access to 
HBR.” He then told them that he did not want any suggestions about changing the company based on HBR articles since he himself would 
already have read the articles and decided whether or not there were any changes to be made.  

In one fell swoop, and without even realizing it, the vice president had distanced himself from his own managers. Further, his disregard and 
disrespect for his workers was made transparent. Rather than encouraging a learning organization, he was stalling this potentiality. Sadly, 
the vice president surely thought he was getting closer to his management team. After all, he had opened his private vault of journals to 
them, bringing them into his circle. The quality manager we spoke with said he had been sorely tempted to speak out, but he felt his hands 
were tied. He said he was not going to put his job at risk by telling the vice president this was wrong. Thus, the situation remained, with the 
quality manager finally deciding to leave the company less than a year later.  

Several years from now when the world emerges from the catastrophe so many emperors have led us into, we hope the Emperor's New 
Clothes syndrome becomes a "lesson learned" for all leaders. In the meantime, in what aspects of your engagement with your team mem-
bers are you like the Emperor? If you don’t know, how are you going to find out? For us, we’ll stay on your good side by closing with, “You 
look wonderful Emperor!”  

Denis Leonard, Ph.D., is a senior member of ASQ and a certified manager of quality, auditor and Six Sigma Black Belt. He has been an ex-
aminer for the Wisconsin and Malcolm Baldrige quality awards. Denis recently co-authored the book, An Executive Guide to Understanding 
& Implementing the Baldrige Criteria. He is President of Business Excellence Consulting and can be reached at DenisLeo-
nard@BusinessExcellenceConsulting.net or at (406) 451-9124. 

William Murphy, Ph.D., is an associate professor of marketing at Edwards School of Business at the University of Saskatchewan. He has 
developed distance learning marketing strategy courses for executives, taught across many marketing topics, consulted for numerous firms 
in business-to-business and consumer markets, and provided guidance for entrepreneurial ventures in both traditional and internet mar-
kets. William can be reached at wmurphy@edwards.usask.ca  or at (306) 966-2769.  

 

“Winning commitment begins with understanding the basic nature of a quality process.  Quality is 
made up of simple concepts: ‘Let’s make or do things better than we used to.’ ‘We want to be 

the preferred choice among potential buyers.’  Actually defining and implementing a quality  
processes - and carrying through with the relentless, day-to-day work necessary to maintain a 

continual improvement effort is not easy.  Quality is simple and difficult.” 
 - - - Pat Townsend and Joan Gebhardt, Quality Makes Money 

mailto:DenisLeonard@BusinessExcellenceConsulting.net
mailto:DenisLeonard@BusinessExcellenceConsulting.net
mailto:wmurphy@edwards.usask.ca
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Journey to Excellence: How Baldrige Health Care Leaders Succeed 
 
 
 
 
 
 
 
 

Kathleen J. Goonan, MD, Joseph A. Muzikowski, and Patricia K. Stoltz 
 
 For the last several years, the number and percentage of health care organizations applying for the Baldrige 
Award have been high compared to other sectors. This year, 60 percent of all national award applicants come 
from health care (see Figure 1). In 2007, the last year for which we have complete data, 130 health care or-
ganizations applied for state-level Baldrige-based excellence awards. This interest level probably represents 
the “tip of the iceberg” of users of the Criteria. 
 
Figure 1 - Trend in Baldrige Award Applications  
 
Why are so many health care leaders exploring Baldrige? Over the last decade, the U.S. health care system 

has endured mounting scrutiny and declin-
ing public trust, prompted by well-
researched and publicized evidence of far-
reaching problems in safety, patient experi-
ence, and efficiency of care. Health care 
leaders face complex challenges - shrinking 
reimbursements, rapidly emerging safety 
and quality standards, expanding transpar-
ency on performance metrics, non-payment 
for “never events,” workforce shortages and 
waning morale and escalating consumer 
demands. These leaders are searching for a 
means to build more sophisticated opera-
tional systems that will enable them and 

their organizations to move beyond fighting fires and effectively meet these complex challenges.  
 
 We took a deep dive into the experiences of the nine organizations from the health care sector that have 
received the Baldrige Award to understand how and why they used the Baldrige Criteria. From that research, 
we distilled the common elements of their success, which are described in detail in our book Journey to Excel-
lence: How Baldrige Health Care Leaders Succeed. We came to appreciate that for all nine organizations, 
Baldrige was far more than an award. It served as their roadmap, a comprehensive blueprint for building or-
ganization-wide competencies to address the challenges facing their organizations. These leaders were look-
ing for a comprehensive solution to meeting and overcoming the following strategic challenges:  

• Redesigning health care to comply with rapidly changing standards and expectations 
• Building new ways of leading and managing the key work processes of the organization 
• Moving from managing dozens of improvement projects to leading the organization as a holistic 

entity. 
  
The Journey 
 
 Organizations that embrace the Baldrige framework typically describe their transformation as a “journey.” 
Although all nine Baldrige health care recipients had their own unique circumstances and cultures, we found 
several universal themes in their experience. First, we found that there were stages of the journey common to 
all these organizations (see Figure 2). 

 

Platinum Level 
Supporters 

$75,000 

 

Gold Level  
Members 
$25,000  

 

 

 

 

“And here is my secret,” said the fox, “a very simple secret: It is only with the heart that 
one can see rightly; what is essential is invisible to the eye.” 
 

“What is essential is invisible to the eye,” the little prince repeated, so that he would be 
sure to remember.” 
 

- - - Antoine de Saint-Exupéry , The Little Prince 



Quality Texas Foundation Update 7 

 

 
 Figure 2 - Stages of the Baldrige Journey  
 
 We call the first stage, Stage 0, the Reaction Stage. This is where many organizations live, quite naturally, given the pressures and speed of 

change they face. They are focused primarily on compliance: re-
sponding to the ever-growing list of demands to measure this, dem-
onstrate that, or change particular practices and behaviors.  
 
 A focus on improving performance by launching improvement pro-
jects characterizes Stage 1, the Projects Stage. Seeking to improve 
proactively, organizations deploy improvement methodologies, such 
as Plan-Do-Check-Act, Lean, Six Sigma, or home-grown models and 
tools, often training large segments of the workforce for their use on 
the front line. These tool sets are invaluable, and organizations rou-
tinely using them experience some real gains. Projects alone, how-
ever, prove insufficient to create the system of interdependent proc-
esses and the organizational culture necessary for dramatic im-
provement in performance. Often organizations become over-
whelmed by the number of projects and programs consuming re-
sources but without a clear linkage to strategy. It becomes difficult 
to sustain the gains made.  

 
 Baldrige recipients found that they needed something else to align and integrate improvement activity, that is, to hardwire improvement 
and sustain the gains being made while moving to a higher level of performance overall. As Saint Luke’s CEO, Rich Hastings, told us, “We 
needed a comprehensive business model, an integrated system to evaluate how well we do what we do. Baldrige is the only organizational 
tool available to do that, to help us align everything we were doing.” 
 
 Baldrige provided a framework to diagnose their strengths and gaps in operational capability. Periodically evaluating and improving their 
approaches to leading and managing enabled the nine recipient organizations to hardwire their approaches and oversee improvement 
across the enterprise. We called this the Traction Stage, or Stage 2. They began to break down silos and barriers to cross-functional work. 
Their Baldrige feedback identified clear, actionable gaps in their culture and leadership and management approaches, such as leaders’ 
communication, strategic planning, performance measurement, and transfer of best practices.  
 
 Addressing feedback, whether from their Baldrige or state applications, gave them a disciplined approach to becoming more competent in 
each Baldrige Category. Over time, these organizations grew increasingly process literate: they understood and systematically measured, 
managed, and improved their key processes of leadership and management as well as their front-line work processes. With increasing proc-
ess literacy, they were able to improve organizational alignment and the connections across Categories, improving the entire system. We 
called this the Integration Stage.  
 
 The LASER Model 
 
 We also discovered that a set of fundamental practices focused these organizations and accelerated their journey. These practices were 
common across all the Baldrige health care recipients, although they manifested themselves in different ways in each organization. We 
called these five practices the LASER model, an acronym for the five elements:  

• Leadership 
• Assessment 
• Sensemaking 
• Execution 
• Results 

 
 The LASER practices represent the five strategic building blocks that form the foundation for transformation using Baldrige. Nested within 
each practice is a group of common approaches. For example, in Leadership, we noted that in every Baldrige health care recipient organiza-
tion, senior leaders: 

• Made a personal commitment to lead their organizational transformation - For example, at Mercy Health System, a 2007 Baldrige 
recipient, CEO Javon Bea personally led training programs to orient staff to the Baldrige Criteria and to explain why the organization 
was using Baldrige to improve performance. This reinforced to the staff that this was not just an effort to win an award, but the way 
to transform the organization’s performance. 

• Aligned people at multiple levels to the organization’s vision, mission and values - Poudre Valley Health System, a 2008 Baldrige 
recipient, established standing Performance Excellence Teams aligned with the Baldrige Criteria to drive its improvement agenda. 
All the other Baldrige health care recipients used similar cross-functional structures, either as standing teams or as ad hoc groups 
to develop their applications and address the gaps identified in their feedback reports. 

• Fostered a culture focused on organizational learning and improvement - After SSM Health Care won the Baldrige Award in 2002, 
CEO Sister Mary Jean Ryan made sure that SSM would maintain momentum by requiring every hospital in the system to participate 
in their state Baldrige-based award program. 

• Continually motivated, inspired and engaged their entire workforce - Sharp HealthCare, a 2007 Baldrige recipient, has the broad-
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est approach to motivating and engaging its workforce. It conducts annual all-hands meetings for all 14,000 employees to cele-
brate success and renew commitment to Sharp’s mission and vision, a fun-filled event featuring the CEO’s State-of-Sharp mes-
sage.  

• Built a results focus and processes for driving personal and organizational accountability - All Baldrige health care recipient organi-
zations have a defined cascade approach to planning and measurement to make sure employees’ personal goals and actions are 
aligned with the organization’s strategy.  

 
 Good to Great author Jim Collins characterized “the Baldrige process as a powerful set of mechanisms for disciplined people engaged in 
disciplined thought and taking disciplined action to create great organizations that produce exceptional results.” The Baldrige health care 
recipients discovered benefits they value far more than the Award, building cultural attributes and leadership competencies so deeply en-
grained that they can be sustained beyond the tenure of any individual leader. These leaders successfully transformed their organizations 
into high-performing systems capable of delivering quality and safety, engaging their workforce in building strong relationships with the pa-
tients they serve, and producing results that allow them to stay ahead of the enormous pressures in their industry.  
 
About the authors:  
 
 Kathleen Jennison Goonan, MD, is the executive director of the MGH Center for Performance Excellence, a Baldrige-based consulting group 
within the Massachusetts General Hospital/Partners Institute for Health Policy in Boston. Prior to founding the center with David Blumenthal, 
MD, in 2002, Kate spent twenty years as a health care executive, including senior vice president, Institute for Healthcare Improvement; vice 
president of quality, UMass Memorial Health Care; and senior vice president, Blue Cross Blue Shield of Massachusetts. She has served on 
the Panel of Judges, Malcolm Baldrige National Quality Award (2000-02), and as a judge for the AHA McKesson Quality Award and the 
JCAHO Codman Award. She is a member of ASQ.  
 
 Joseph A. Muzikowski is a senior consultant at the MGH Center for Performance Excellence. He is a member of the Board of Governors for 
Quality Texas and has been a member of the Board of Examiners for the Malcolm Baldrige National Quality Award for sixteen years. He also 
serves as a judge for the Veterans Administration Carey Award program. Joe is an ISO 9000 lead auditor and a Six Sigma master black belt.  
 
 Patricia K. Stoltz is a senior consultant at the MGH Center for Performance Excellence. She was formerly a leader in quality improvement at 
Henry Ford Health System in Detroit. She has been a member of the Board of Examiners, Malcolm Baldrige National Quality Award, for ten 
years (1999-2004, 2006-09). During the mid-1990s she helped draft and pilot the first Baldrige Criteria for Performance Excellence for the 
health care sector. She also serves on the Panel of Judges for the Michigan Quality Leadership Award.  
 

 
Attitude is Everything 

Management has a lot to do with influencing employee attitude 
 
 
 
 

David C. Crosby 
"This article first appeared June 24, 2009 in "QualityInsider,"  

An electronic publication from Quality Digest magazine (www.qualitydigest.com)." 
 

The most important element in producing a quality product or service is the attitude of the people doing the work—not only the worker—but 
the attitude of all levels of management. Employee attitude about the product, about the work, about the boss, and about the company will 
pretty well determine the quality of the work. By quality, I mean the absence of defects—conformance to the requirement—not the goodness 
of the product. However, goodness comes from attitude also.  
 
Attitudes are Habits 
An attitude is a thought habit; a habitual way of thinking. You might say that, it’s thinking without thinking; acting without thinking. Take foot-
ball fans, for example. Every major city has a professional football team. It’s been said that on any given Sunday, any team can defeat any 
other team. Also, the players are from all over the country, and football is a business. Why then are fans so nutty about their team? Chicago 
fans sit out in freezing weather to cheer on the Bears. Any sensible person would prefer their living room, a cold beer, and a TV. Football fans 
have a attitude. Wouldn’t it be nice if your employees were that nutty about their job and your company?  
 

 

“Knowing is not enough; we must apply. 
Willing is not enough; we must do.” 

- - - Goethe 

http://www.qualitydigest.com
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Most attitudes are formed as we grow up. Teachers, ministers, scout leader, parents, TV, etc. all influence our attitude. Once an attitude is 
formed, it’s pretty much the way a person will think about any subject. We vote, select a mate, select a car, and raise our children based on 
that attitude. A person’s attitude about their job, the product or service they produce, and about their leader will determine the quality of 
their work.  
 
If a new employee starts their career with a company in a dirty shop, with rejected material sitting around on a dirty floor, with a supervisor 
who will ship anything, you can imagine what kind of attitude will develop. A “That’s good enough” attitude will produce “That’s good 
enough” work.  
 
On the other hand, if you run a clean, well organized, well equipped, and safe shop or office, that first impression—that first attitude—will be 
positive, and will become a habit. When a candidate for employment walks into your lobby, or is interviewed, their attitude about you starts 
to form. As they say, “The product looks like the management.” In fact, everything looks like the management; the building, the lawn, the 
parking lot—everything.  
 
You have an opportunity to start molding a new employee’s attitude through a new-employee orientation program. This program should be 
professionally presented by a knowledgeable person. People are used to professional presentations and will recognize a slip-shod job. The 
person making the presentation must be properly dressed and well equipped. A slide show can display the rules as well as photos of the 
products, managers, and work area. The goal is to give the new employee a sense of belonging, like a football fan. You want your employees 
to be fans of the company.  
 
While much of an orientation program will be devoted to insurance, company rules, safety, and company benefits, most of the program 
should be devoted to the importance of producing a quality product or service. Without a quality product there soon will be no company 
benefits. You should make an impressive sales presentation with photographs of your product in use, or better yet, the real thing. You should 
include information about your customers and what your customers do with the product. It’s relatively easy to impress a new employee; you 
should give it your best shot. You might talk about what a defective would cost. For example, a helicopter part may cost enough to send a kid 
to college, or buy a sports car. That type of comparison makes an impression. New employees should leave the orientation program with a 
pamphlet in their hand and stars in their eyes. They should be excited about starting work.  
 
There are many ways to develop a positive attitude. Don’t forget the attitude of your present workforce; your “old” employees. They may have 
a good attitude, but then again, maybe not. They know all about you and your attitude; they know what you will put up with. If you haven’t 
made your performance standard clear, they’ve pretty well figured out what it is. Their attitudes about the company, the product, and you are 
already formed.  
 
The good news is that attitudes can be changed, even improved, if necessary. When you come up with your first-class employee orientation 
program, put the old employees through it too. They might be surprised at what they learn about their company.  
Since an attitude is a habit, you need something to break the old habit; and establish a new habit. A special event, like kicking off a new 
quality improvement program, or announcing a new product, or a new boss, or a new customer can do it. If done well, it could be a fresh 
start for everyone. People must feel good about their work and their company.  
 
Show Time 
Attitudes are affected by repetitive messages; advertising, examples, training, and communications. Some quality control gurus say advertis-
ing doesn’t work. That’s nuts, advertising is one of the most effective attitude adjustment tools known to man. If it wasn’t, why would it oc-
cupy so much expensive TV time? Why would magazines be jam-packed full of ads? The idea of all advertising is to get into a person's head. 
In advertising terms, the idea is to position your company and the product correctly in the employee’s mind.  
I once had a boss who thought Mercedes Benz was the quality standard of the auto industry. That was his attitude. Yet, he never owned one 
and never even drove one. Who convinced him it was the best? Could it have been Mercedes Benz?  
You should think about ways to keep the quality message in front of the employees all the time: posters, special events, award presentation 
for outstanding employees, and such.  
 
Housekeeping should be a big issue. Are the yellow lines getting a little pale? Are overhead lights collecting dust? Are desks, file cabinets, 
and machines topped with paperwork that should be put away or tossed out? Are the rest rooms and break rooms clean? Is it a nice place to 
work?  
 
If you are the big boss, you should examine the attitude of not only the workers, but the leaders—managers and supervisors. It’s their atti-
tude that has the biggest effect on the employee’s attitude, and thus on product quality. The attitude of these people is formed by your atti-
tude, and they pass along their version of your attitude and their version of your performance standard. A supervisor who is willing to bend 
the specification to get something out the door has installed a “that’s good enough” attitude in the people he or she leads. Sometimes it not 
the supervisor, but the thought-leader of the group; an employee who is more influential than the supervisor. It’s a common thing. It’s like 
the old black-and-white prison movies, when the new prisoner gets the real scoop from some old con leading against a gray wall, flipping a 
coin. “Hey kid, come over here. I want to talk to you.”  
 
Attitudes can be improved that will improve the quality of the work. Of course, it depends on how strong the attitude is. I think it would proba-
bly be hard to convince a terrorist that it it’s a better idea to negotiate with the enemy than to blow him up. From time to time, you may need 
to terminate someone with the wrong attitude. On the other hand, it’s not difficult to persuade most workers that their work is important and 
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they must be careful not to make a mistake. I have known workers who would quit rather than cheat, or take shortcuts or to do “good 
enough” work. Their attitude won’t let them do it.  
 
Measuring Attitudes 
There are many scientific tests to evaluate a person’s attitude. Forget those, you don’t need them. If you’ve been around a few years, you 
already know how to measure someone’s attitude. You do it every day. After failing to get information from the clerk at a local store, you 
might think, “That guy has a lousy attitude.” You don’t need to put a number on it.  
 
Some obvious indicators of a poor attitude are poor attendance, lateness, complaining, high defect rate.  
 
The important thing is that you recognize the importance of attitude and do something about it. Hire people with a good attitude, get rid of 
people with a bad attitude, take a close look at the attitude of the people who lead people doing work. Keep attitude in mind when making 
decisions.  
 
 

Keeping the Faith: The Role of Leaders and Employees during Crisis 
 
  
 
 
 
 
 

 Brian S. Lassiter 
President, Minnesota Council for Quality 

 
To get out of this recession, I believe we need quite a few things: we need perspective (knowing we’ve been there before and we’ll get out of 
this again); we need hope for a better tomorrow; and we need confidence that our organizations and our economy will rebound.  But we also 
need effective leadership and engaged employees.  Today, I’d like to offer some candid thoughts as to what leaders can do to guide organi-
zations through this crisis, and what individual contributors can do in their daily jobs to help navigate through this proverbial storm.  As local 
columnist Ross Levin stated in a recent article: “If you keep feeding fear, it could grow big enough to devour you.  Focus on what you can do 
now to provide a better outcome.”  This column will provide an extensive list of ideas for taking action today to improve your tomorrow… 
 
 Times are indeed tough.  But we cannot stand still, paralyzed by fear or stunned by uncertainty.  Indeed, we must take action to manage 
and improve our organizations today, investing in initiatives that focus on improving our enterprises.  That is the only way that we will im-
prove productivity, enhance value for stakeholders (customers, workers, and owners), and sustain performance in the long term.  We must 
take action as leaders and contributors. 
 
 The Role of Leaders 
 
 I know the challenges today emanate from broader macroeconomic issues, and I know that the solutions to our economic problems require 
extraordinarily strong leadership from our elected and appointed community leaders.  However, I’m focusing here only on organizational 
leadership – of what leaders can do today, given the circumstances, to improve their organizations and emerge stronger in the future. 
 
 Here are ideas to improve and sustain organizational performance today (in no order): 
 
 Listen and Be Honest.  Stevie Ray, the Minneapolis-based nationally recognized speaker and trainer – and founder of the Brave New Work-
shop comedy club – had a column recently in the Mpls-St. Paul Business Journal on leadership.  He said that tough economies like the one 
we’re in do a remarkable job at weeding out the good versus the bad leaders.  He says “…leadership is based almost solely on trust.  You 
can be the most brilliant thinker and planner in the world, but without the trust of your team, your ideas go nowhere.  Trust is not an intellec-
tual exercise; it is a purely emotional response.  If you haven’t been fostering an atmosphere of trust in your workplace, you’ll…have to 
scramble…to catch up.”  He goes on to say something that I think is really insightful for leaders during these tough times…   
 
When leaders ask him ‘how can I regain morale in my group?’, his question in return is ‘what did you do to lose it in the first place?’  If their 
answer is ‘the economy went sour,’ then he suggests they look inward.  His belief is that marriages rarely end because of an affair – the 
affair is a symptom that there was something else wrong with the marriage.  “A bad economy doesn’t break up a good team; a bad economy 
illuminates problems that were underneath the surface all along.” 
 
 Stevie Ray’s advice for improving leadership?  Be honest.  But he believes American leaders are probably holding their cards closer to  

 

  



Quality Texas Foundation Update 11 

 

chests these days out of fear and self-preservation.  They are becoming more guarded with data, more limited with their communications – 
just at the time that American employees need to hear more.  Ray says now is the time to sit down with your employees and say “I’m scared 
too” and tell them why.  Now is the time to listen to your people to hear about their fears and then try like hell to avoid that outcome.  Now is 
the time to have conversations with your people – not just about the problems, but about possible solutions. 
 
 Lead with Courage.  This month, our state program hosted two breakfast discussions on the importance of leadership in tough times.  The 
first was facilitated by Sandra Davis, Ph.D. and CEO of MDA Leadership Consulting (http://www.mdaleadership.com/).  Sandra had numer-
ous insights about the role of leaders during tough times (slides can be found at 
http://www.councilforquality.org/performance_archive.cfm).  She advocates that leaders can do many things to lead with courage, includ-
ing: 
 

•  Be deliberately visible.  Like Stevie Ray above, Davis says that during tough times, employees need re-assurances from their lead-
ers.  “Your absence screams loudly,” she claims.  Make it a point to be visible. 

• Recognize that you represent hope. 
• Communicate as much as you can about reality, your business plans, and hope. 
• Reach out to customers whether they are doing business with you or not.  I found this point insightful: whether or not customers 

are buying from you right now, they need to know that you are still there, that you care about their business, and that you can offer 
value to them today and in the future. 

• Try to remove ambiguity for your people.  Sandra says that ambiguity always breeds anxiety, so as much as possible try to eliminate 
uncertainty – or at least be candid about which are the things you are certain.  

• Maintain your own optimism – it’s a learned characteristic. 
• Keep focused on helping your team learn and grow.  It’s always easy to inadvertently reduce your focus on employee development 

during hard times.  But you still need to invest in your people…perhaps even more so during crisis. 
• Stay close to your strongest performers – they need to know you value them. 

 
 Lead with Energy, Passion, and Urgency.  The other breakfast discussion was facilitated by Jeff Lavers, Vice President and General Manager 
of 3M ESPE (Dental) Division, recipient of the Baldrige Award in 1997.  Jeff believes that during tough times leadership comes down to pas-
sion.  He claims that “…during a hurricane, people are searching for a tree to cling onto.”  He advocates that good leaders: 
 

•  Quickly respond to internal and external changing circumstances – they use “outside-in” thinking” to confront realities. 
• Convey a sense of urgency – while avoiding a feeling of panic, they are action-oriented, creating an environment in which critical 

thinking is encouraged and rewarded. 
• Create a vision of winning that captures the imagination of others – they help their people “connect the dots” by showing them 

where the dots are (but allowing them to do the connecting). 
• Speak with energy and expression that engages others – they inspire achievement and provide a spark for action. 
• Demonstrate confidence and relentless optimism – very similar to Davis’s advice, they keep perspective and help people move 

forward. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
• Are passionate about supporting and leveraging change 
 

Manage the Organization as a System.  Organizations are highly complex systems, comprised of literally hundreds of processes and proce-
dures.  I believe the role of leaders – during good times and bad – is to manage the overall system of processes so that it optimizes re-
sources, reduces waste, leverages strengths, and improves outcomes and results.  How?  Here are some ways: 
 

• Plan.  Create a vision and establish goals that sets a strategic course for the future.  Analyze your environment, set direction, cre-
ate action plans to move in that direction, implement those plans, and adjust as new data become available.  Make planning sys-
tematic, dynamic, and real. 

• Use data to make decisions.  Don’t rely only on intuition to make key decisions, but get in the habit of basing decisions on facts.  
Your decisions will be more accurate, more consistent and predictable, and more accepted by your people. 

• Never stop focusing on your people.  As Ray, Davis, and Lavers all imply: your workforce is your most valuable asset – they have 
knowledge, experience, relationships, and skills that allow the company to serve customers and achieve results.  Focus on their 
development, their satisfaction and well-being, and their engagement. 

• Manage your cash.  Be cautious with capital spending, but don’t forget to invest in the “right” initiatives.  It’s easy to freeze all 
spending during difficult times, but you have to continue to invest in the future – where those investments have an anticipated 
positive return. 

• Manage your processes.  Spend time investigating BETTER ways of doing things.  Eliminate waste (using Lean or other methods).  
Focus on productivity – doing more with less (or doing less with less, as appropriate).  Improve cycle times; reduce inventories.  
Simply put: manage your operations better.  

• Focus on the customer.  We can’t lose sight of who buys our products or consumes our services; we can’t lose sight of who gener-
ates revenue for our organizations.  Today, more than ever, organizations need systematic ways to listen to customer require-
ments, develop offerings that satisfy customers’ needs in a differentiated way, and create value for the buyer. 

• Build a culture of problem solving and innovation.  Get to the root cause of issues; use quality tools and data to make decisions 
and resolve problems.  Improve communication.   

http://www.mdaleadership.com/
http://www.councilforquality.org/performance_archive.cfm
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To me, the case for action is strong: now more than ever, leaders are compelled to more diligently and more systematically manage and 
improve their organizations.  William A. Foster once said “Quality is never an accident; it is always the result of high intention, sincere effort, 
intelligent direction and skillful execution; it represents the wise choice of many alternatives.”  During challenging times, leaders must lead. 
 
 The Role of Employees 
 
 My final point today is what I believe to be the role of employees during these tough times.  Remember I said pulling through this recession 
requires hope and perspective, effective leadership, and engaged employees.  Well, that last point is up to ALL of us as individuals, regard-
less of our position or rank. 
 
 And as individual contributors, we all can spend a little time each day improving the work we do: 
 

• Make suggestions; offer your improvement ideas; get involved in solving problems that you see at work.  This applies to all levels of 
contributors, from the CEO to the shop floor.  We all participate in daily activities, and we all know a better way to get work done.  
Now is the time to offer suggestions for changing and improving the processes in which you operate.  No one knows better than 
those who are within the process. 

• Keep focused on the customer.  We ALL deal with customers – either internal or external.  And as I mentioned above, more than 
ever, we need to focus on customer needs.  Why more than ever?  Because customers have a choice of buying from you, buying 
from your competitor, or not buying at all.  Customer service and customer relationships are paramount in tough economies. 

• Stay positive.  As Levin said: “If you keep feeding fear, it could grow big enough to devour you.”  Be realistic, but keep optimistic.  
Jeff Lavers says that too many employees (at all levels) are walking around each day looking at their shoes – there’s just a black 
cloud hanging over many organizations these days.  Well, it’s difficult to see where you’re going (or to navigate a new direction) if 
you’re head’s always pointed to the ground.  Keep confident. 

 
 Sometimes it’s easier said that done.  As Ferdinand Porsche, founder of Porsche cars, once said “to change is easy; to improve is hard.”  
But we must try.  We must experiment, adapt, react, and persevere.  Just like there’s not one solution to helping this country’s overall econ-
omy, there’s not one solution to helping an individual organization grow and succeed in the future.  But the only way we’ll get out of this cri-
sis is to take action. 
 
 Dale Carnegie wrote his classic book “How to Stop Worrying and Start Living” in 1944, at the end of the worst 15-year period for stock mar-
ket returns in history.  His advice rings true today: “The best possible way to prepare for tomorrow is to concentrate with all your intelligence, 
all your enthusiasm, on doing today’s work superbly today.” 
 
 So as a leader or a contributor, figure out what you do well and do it well.  As Levin said “…focus on your own piece to create your own 
peace.”  Sounds like sound advice. 
 

 

What’s The Point of Deming’s Red Bead Experiment?  
 

1. Defective products are caused by the system.  
2. System variation (frequently referred to as random variation) is inevitably present in any process, operation or 

activity.  
3. Knowledge of one source of system variation, such as the proportion of defects in the incoming supply, cannot 

be used to determine the total effect of system variation.  
4. All workers perform within a system that is beyond their control.  
5. There will always be some workers that are above the average and some workers that are below the average.  
6. Workers should not be ranked because doing so merely represents a ranking of the effect of the system on the 

workers. In the red bead experiment, 100 percent of the variation in the workers' performances is determined 
by the system. Even in this controlled experiment where the workers use the same inputs and tools, they are all 
victims of the system and cannot be compared in any meaningful way. 

7. Only management can change the system.  
 

SOUND INTERESTING? 
A FULL EXPLANATION OF DEMING’S RED BEAD EXPERIMENT  

WILL APPEAR IN THE OCTOBER EDITION 
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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_state.htm for complete information. 

 
 Spend your day networking with current and former Award recipients and learning about 
their best-in-class practices and insights on innovation and sustainability.  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 at http://www.maccinc.com/brc09 by August 24 and receive the advance regis-

tration 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 Regency Cambridge, Cambridge, MA 

 
 If you have questions about the Regional Conferences, contact the Baldrige Program  

at 301-975-2036 or email baldrige@nist.gov. 
 

 The 2009 Regional Conferences are sponsored by the Baldrige National Quality Program 
in conjunction with MassExcellence (www.massexcellence.com),  

the Wisconsin Forward Award (www.forwardaward.org),  
the Alliance for Performance Excellence (www.baldrigepe.org/alliance),  

and the Foundation for the Malcolm Baldrige National Quality Award. 
 

http://www.baldrige.nist.gov/2009_Regionals/Regionals_state.htm
http://www.maccinc.com/brc09
mailto:baldrige@nist.gov
http://www.massexcellence.com
http://www.forwardaward.org
http://www.baldrigepe.org/alliance
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http://www.tmac.org
http://texas-quality.org
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IT’S NOT TOO LATE 
Examiner Applications Now Available 
Our Process Is Easier, Better, Faster 

More Learning and Fun Than Ever Before 
 

Online Applications – www.texas-quality.org 
  

What are the benefits to you and your organizations as a Quality Texas Examiner? 
- Gain in-depth knowledge of the premier leadership system - the Baldrige Criteria.   
- Develop a high performance workforce in your organization. 
- Increase analytical, teamwork, interviewing and consensus skills. 
- Build your professional network and resume. 

  
Make a difference to your community and state.  

Creating better schools, hospitals, government, and businesses,  
ensures better communities, a better state, and a stronger nation. 

  
What’s new for 2009-2010? 
We listened to the voice of our customers—examiners, judges, applicants—and developed many training improvements in the as-
sessment and feedback process for all application levels, to reduce the time commitment while increasing quality.  
  
Training improvements include: 
- Focus on examiner core competencies and application of skills in a collaborative setting  
- Use of the electronic scorebook, Scorebook Navigator, during training and feedback preparation - speeds work and reduces time 
- Specific training for Team Facilitators on logistics, coaching, and leading a team 
- Training for Feedback Writers and Process Coaches 
Process improvements include: 
- Improved process manuals for examiners, team facilitators, feedback writers, and process coaches 
- Revised process for comment writing, consensus, and site visit worksheets 
  
What choices are available as a Quality Texas Examiner?   
With four application levels running through different timeframes, examiners will be able to participate in application re-
views in different months. If you don’t have time to commit to an award level with site visit, you can request assignment 
to the entry level applications (for experienced examiners). Multiple application cycles for our customers means more 
opportunities for you to participate. 
  
Can I serve as a Quality Texas examiner if I don't live in Texas? 
Quality Texas welcomes the expertise of individuals outside the state. Out-of-state examiners must cover all travel expenses, com-
plete the required training and meet the expectations of examiners as outlined in the Examiner application and instructions. You will 
receive training and participate in one of the nation’s top programs. 
  
What other Quality Texas volunteer opportunities are available? 
We are also seeking volunteers to assist with short- and longer-term special projects coordinated by the Board of Gover-
nors. If you don’t have time to serve as an Examiner but want to be involved with Quality Texas in other ways, 
please contact our office, 214-565-8550, or write Bill Denney, bdenney@texas-quality.org. 
  

 
Go to the Examiner tab on our website 

www.texas-quality.org  
  

  
 

"We are here to have fun, to learn, and to make a difference." 
W. Edwards Deming 

 
 

http://www.texas-quality.org
mailto:bdenney@texas-quality.org
http://www.texas-quality.org
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NEW CRITERIA BOOKS ARE AVAILABLE 

 

 

 

 

 

 
 

PDFs On Our Website 

Request Paper Copies From 
Lynn Tomaszewski 

Director of Operations 
ltomaszewski@texas-quality.org 

214-565-8550 
 

1 copy mailed at no charge 
2 or more, please pay postage 

 
Category 3 has been modified 

This and other changes on our podcast 
with Harry Hertz, Baldrige Director 

http://www.texas-quality.org/Content.asp?W=31&C=61&S=430  
 

 
The CUSTOMER Focus Category examines HOW your organization engages its customers for long-term 
marketplace success.  This ENGAGEMENT strategy includes HOW your organization builds a CUSTOMER-
focused culture.  Also examined is HOW your organization listens to the VOICE OF ITS CUSTOMERS and 
uses this information to improve and identify opportunities for INNOVATION.  

 

mailto:ltomaszewski@texas-quality.org
http://www.texas-quality.org/Content.asp?W=31&C=61&S=430
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  www.texas-quality.org  -  http://texas.qualitycampus.com 
Baldrige Criteria Class & 11 Other Classes In Spanish 

Contact Lynn Tomaszewski, Director of Opera-
tions for more information - 214-565-8550 

http://www.texas-quality.org
http://texas.qualitycampus.com
http://texas.qualitycampus.com
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 One Of The First Of It’s Kind  
Patient Safety And Quality Care Service  

Launched In Dallas-Fort Worth Area 
Regional Master Patient Index allows tracking of regional readmissions across area hospitals 

 

 IRVING, TX – The Dallas-Fort Worth Hospital Council Education and Research Founda-
tion (DFWHC Foundation) has developed the Regional Enterprise Master Patient Index 
(REMPI). Using software by QuadraMed, REMPI is one of the first known electronic mas-
ter patient index in the U.S. with an all-payor data warehouse,    
 
 “REMPI is a patient index for North Texas,” said W. Stephen Love, president and CEO of 
the Dallas-Fort Worth Hospital Council and board member of the DFWHC Foundation. 
“This electronic innovation will allow hospitals participating in the Information and Qual-
ity Services Center to trend regional readmission patterns, emergency room visits and 
other patient/hospital encounters across hospitals and systems.  REMPI opens new ar-

eas of research and exploration for the continued improvement of healthcare.” 
 
 The service provides evaluation of patient readmission patterns across the region, regardless of which hospi-
tal is accessed by a patient. Using the proprietary matching algorithm, 7,364,432 inpatient records admitted 
from 2003 through September 2008 have been processed and made available for patient safety and quality 
analysis by participating hospitals of the DFWHC Foundation.  The service complies with HIPAA and Texas 
state requirements for privacy and security of patients’ Protected Health Information. 
 
 “Our mission is to continually improve the community’s health by supporting safe, cost effective and equita-
ble healthcare through education, research and collaboration,” said Kristin Jenkins, president of the DFWHC 
Foundation. “The REMPI tool allows us to focus even more so on this mission. We are excited about these 
new areas of exploration and the opportunity to promote the continued improvement of healthcare in North 
Texas.”   
 
 REMPI will be used for patient record linking methodology of inpatient and outpatient claims for future Re-
gional Healthcare Information Exchange in North Texas. It can also be used for process improvement, care 
coordination and reducing healthcare costs.  
 
 Dallas-Fort Worth Hospital Council Education and Research Foundation is a non-profit 501c3 public charity.  
The mission of the Foundation is to continually improve the community’s health by promoting safe, high qual-
ity, cost effective, accessible, and equitable healthcare and by strengthening the healthcare workforce 
through education, research, and collaboration.        
 
 QuadraMed Corporation advances the success of healthcare organizations through IT solutions that leverage 
quality care into positive financial outcomes. QuadraMed provides real world solutions that help healthcare 
professionals deliver outstanding patient care efficiently and cost effectively. Behind the Company’s products 
and services is a staff of 600 professionals whose experience and dedication have earned QuadraMed the 
trust and loyalty of clients at over 2,000 healthcare provider facilities. For more information about Quad-
raMed, visit http://www.quadramed.com. 
 

Contact:  Michelle Raczynski 
Dallas-Fort Worth Hospital Council  

Education and Research Foundation 
mraczynski@dfwhc.org 

Phone:  (972) 719-4900 

mailto:mraczynski@dfwhc.org
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ARE YOU READY TO EXCELL? 

ARE YOU READY TO COMPETE? 

ARE YOU READY FOR FEEDBACK? 
 

APPLY, LEARN IMPROVE 
 

 

This Isn’t Your Father’s Baldrige Process 
Quality Texas Goes Farther 

 

NEW THIS YEAR 
Best Practice Feedback 

Business experts meet with applicants 
and provide actionable recommendations 

ALONG WITH 
Examiner In-Depth Analysis 

Executive Summary 
Graphs To Pinpoint Performance Opportunities 

Key Performance Themes 
 

Eligibility Forms for the 2010 cycle are available  
on the Quality Texas website (www.texas-quality.org). 

 
Four application Levels and four separate cycles  

 
 Contact Lynn Tomaszewski, Director of Operations,  

at 214-565-8550 for additional information. 

http://(www.texas-quality.org
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IN CONJUNCTION WITH 

 

INTRODUCES GLOBAL SYSTEMS AND SUSTAINABLE ORGANIZATIONS 
A First‐of‐its‐Kind Graduate‐Level Executive Certificate Program for Performance Excellence 

 

A Program At The Vanguard Of Executive Preparation 
 

Enhanced By the Baldrige Criteria 
Leadership: Senior Leader’s Role, Governance 

Strategic Planning: Development and Deployment 
Customer Focus: VOC and Engagement 

Measurement, Analysis, and Knowledge Management 
Workforce Focus: Engagement and Environment 
Process Management: Systems and Processes 

Results: Focused Outcomes 
 

An Unparalleled Program For Executives At All Levels 
The unique hybrid format combining distance learning and executive  

discussion makes this course available to students worldwide. 
 

Focused on leadership and sustainability in manufacturing, government,  
healthcare, education and service-related industries. 

 

For more information on admission requirements, courses, costs, and detailed schedules,  
contact executive@smu.edu or call 214‐768‐2002.  

 
Or, our Quality Texas-SMU representative 

Patrick Hicks 
patrick.hicks@lyle.smu.edu 

214-768-1992 
 

A PROGRAM DESIGNED 
FOR YOUR PERSONAL SUCCESS AND YOUR ORGANIZATION’S SUSTAINABILITY 

 

mailto:executive@smu.edu
mailto:patrick.hicks@lyle.smu.edu

