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19756 26 19851 DI SR ML o8t 0122 AW Aa2 4248 SEHAD, MBY MBS B0 HUE
MIT AHIMALY 1930 2 DN E ATHEB(CS. 1985.9.22 =2 Hal K82l 2350H/18 > 114 & 12081/1&)
« AlCHOH HEOIX FZE=

« ©I1F el Ao

o L, MAF TZ QA St Ry

- QIETHAOI CHE FA

o ALY, BIARIS) BIZE 4 A0 S0 1 #el0] &t A

a=e

1) &2, AR O AtI M AbA TS0l CHE EAME I

2) GE, Motorola, |BM,Xerox S 86138

3) AE MY AW B4 RSHO| & Y (Deming)d

£8 EM2 19871 8% 20 ¥3 WS X 2JHE 8 &{Malcolm Baldrige National Award)0ll 28t 8l &
HASD, MAA S AHH GAE FT
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Ay 344 170 334 99 116 1,063 +
B AL 20 50 47 14 22 223 1988 ; M=, AHIA 20t
471 26 14 16 7 5 68 19994 : WK, S 2 E0F FI}t
JRp— BEA AL 26% 29% 14% 14% 19% 21% S o220k 20028 SAK(1)
#4719 8% 8% 5% 7% 4% 6%

BEAAZIE £4710 29% 28% 3% 50% 23% 30%

b M3 M1 £01(1988-2005) — I ojZ o} MM 7|9 £0](1999-2005)
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MBNQA & IS09000 H| l
2z 1S09000 MBNQAS| 22 EaE oW F
assxm QEE TZHAR USHOZM TAOEE SRAYSZH XX 9
== FAPYE BES=0 US e FAAIE O US.
=820t DH-BEX AF A BEISEAHS AYAARE HIMSHI! #8t
e AR = U= Z2MAE HA Framework@ X| Al
BEy SR A0 THE X SelYy ot A IS D& |
AARIO IS Mo | Bas eIt HIAYNE 4E B I
By PIZIIZEONS XA 0% A0l CHE 2E D JIBI2) PN
N SHAKMOITZ N A, S A SE AtE 0l ol221M X2
- a8 ANRIT2MA derEol YA AH
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Auarg Kot AR EHIUYC XA AL NS S8 AIYA DS XSE e I
UBERQ PR U L AUBH G DAL 2 | NENAS BGHE T2 §B ]
o kol Ao o — ERSSESS S — = Tais

L Malcolm Baldridge Model ]
Malcolm Baldridge &IAIZIEQ| AIAE] &2 MB ZEIA OlH HIR
2, OlgEARIS] B, ENS| SHUH 3 71gie| E2 ol
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AAE ZEOIAS MBNQA 77 R & SEHA

{ DRIVER

citiy
INPUT | PROCESS B OUTPUT
a4018 > QIE TR B > Ared & 1t
cEwb ZZAA B A2 E Y
N

MEASUREMENT

& A & X AlRE ¢ RIS AAHIHNN HRLE.

Malcolm Baldrige&! 701 ¥3=9| 0| 0| & % & ] A (Quality Bus 0|l HI R 5t

2l EFRURSHEA BlAlcHs BEH AL 28 AKDriver)0l1], £&. £4E 218 (Fuel),

&E 7182 X = (Map), 2/ ZGR A= HA T (Engine), ZEZA/AE 01F (Route),

AP A = B X B (Landmark), 22|31 ZHE+ES 2| E S X|(Destination)01 2t & 4= US.
(M.M Steeples, The Corporate Guide to The MBNQA,ASQC Quality Press.)
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| DRIVER z
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ST BTIEE S A YN HE BN
ZEAI0| EF

| BREOAAAS WS NS 2(@FE) NSIE el

? = =E R ISEEP ) n] AtBlel Y
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S SV -z 'MBNQA Model

L MBNQA AlA}7|Z50] SS9} SlI#t 4310f 0|2

BTt g2t (Performance Excellence Goals)
> EXL, e 30, ojchaRic ) XS om A=A K] KR
> 2BRKN|PAIEA ETX|2| HNYo} g AR} om oy
> =ES) Rl XGn2) te B

Erg A T40j) olg_-:: gi ’l____-

AGA 24 — h & Eéllgg Eé‘l‘]ﬂ

| ismmaauz | | (RESsMNOEE) oo |

‘ ! lOuas e A0 ;

i @ Informal Approach i \ | . @&n Ao Yy =3 ;

(OHe! B9 @) | ADIE @ E el Be !

@ Repeatable Approach ' ] @ ac @A Y MELS X B |

(RAES T2:B.P) : ® = Gus nSBYY) i

® Disciplinary Approach , @ Exg N SN OIHEBA :

(A BEE AAHE 33) | @ 23 ga w1482 @oee B2 :

@® Agile Approach i ® AR FA AHAION 28t @2l !

| EUDSNAERED) : ® ZZ=HA &2 TPt Hh PR !
| ® Visionary Approach o @ NS | @ AR UINNBE SN

 (magasaD) i D ANLE #E _‘

_ I T T T T T T T T T T T T T T T T IMBNQA Model

L MB : BPM & Business Excellence Model I

Business Performance Model Business Excellence Model

N4
(Sold, 4B, IR

L D2 ML &%
O, Ba,671 §) (HEAY, BHE, 8t §)

Son 88
K& RBHY &

What to Do ? How to Do ?
Do the Right Things,,,, : Do Things Right,,,,
» Communication « Diagnostics
* Strategic Focus * Benchmarking
* Alignment  Improvement
* Learning = Best Practice
RUBEREEIE - o T LTI L LT T L T L Lo 10
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TIMBNQA Model

I 8 M9 Cycle I

; Improvement : Learning {z_{\dapting ; ‘[ Approach : Thinking & Planning —5
+ 2t ltem0f CHEt Approach$} Deployment2| « 2t ftemOll CHBH 232 NE?

HESM FE4E BHY & UL Process= 23OII? < O{E 2H(goal)Jl BEIAE=IN?
+ 2 ltem0i (et A M 0@ MEB=IN - SRS BYI KB BB, IF, Processs FALIIN?
PRRE REH 2@ WL 0B A2, - 85 &4 HI& Monltoring & £ Y= SRXEE?

Approach & Deploymentilt JH&13t2] %310}
OIS #BHEIN?

- F2YUO0l YA 08 HAS D A=It?

r Deployment : lmplementi;g & Doingfﬂ‘%

> 2 itemOll it HHX B2 Trend= ONHBIIL?
» 4140t Benchmark?t Hin@ 0§ 0= $Fe1J}?
- AN B PP L0l O YR DiXIEIN?
« M40t BB Approach & DeploymentE £ E 0 RCiE
AW OISH & 4 A=dH7
4R OB B3, HAs, #8880 UEI?
pumERREY e o

KORLA PRODUCTIVITY CENTER

» ®&, DX, Process)t @ Al¥S D U=It?
XX BHHCET 4HO AO0IY WOIE OIEDII?
<0l 3T YAEC R WELD YEIN?

~IMBNQA Model

8 A 2| Road Map & MB2| 9|4} I

Business <8 {IOJ 4>
Benefit
4 IR AR AES

S5k,
AD,R, cycle& &S00

Process Improvement

Strategic Weapon

" (Premium Price) Phase IV
"7 Market Driverr ~ 7| Phase 11
'_‘Standardization . (Beat the Competition)| - (MBNQA)

Customer Driven Phase 11 2 0T BEY
(Delight the Customer) | (Customer Care) (Standardization)®
Conformance Quality Phase | E510] Process
(Do it right first time) |(ISO 9000.PONC) A

—>
Time
CREEERAFS — - - oo e o s
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LT LI MBNQA Model

. MBNQA & A E2 74 M &L AN

l RS A ADIES AN |

Questionaire Approach : MBNQA criteria® 4 23AC2 ¥}
* — BSCY 41t & SHZ W/SOIA BoIsIC =
S5 B SEEY.

Self-Assessment Proforma Approach  : MBNQAZ2| Sub-Criteria ¥ & &} Trend 2}

Variation0ll 2 &= A¥E OIX = R8I, Process?|
2L %EF 3Ot

| Award simulation Approach : MBNQA Criteria® Question 27X
FHRSZ BIHProforma + Evaluation & AtD|E)

7 Categories

19 Examination Items

37 Areas to Address

94 Questions

Hierarchy of Award Criteria

@ﬁg %&ﬁg i s - 13
[ T T L T LT T L T o T T T T T I MBNQA Model
MBNQA A A ES HEAX
EES BE Y = By
1.0 21y 120 | 5.0 NI FA 85
11 AGE 2IH 70 51 YRAAR 35
12 KD XQ ALSIE 240l 50 52ER S U SIS 25
20 &8 85| S3EY =P U oE 25
ARSE ST 40 6.0 T2 A A B 85
22 MM 45 6122 ORMA 45
3.0 8T AR FAl 85| 62X ZR2HA Y 2N 40
3.0 &%, Bt 02 2|10 S BAR 40
ofl et ol aH
3.2 8%, JIEF I DHO| B2 BSY 45 7.0 AL A D 450
S
10 =3 24 U QAT 90 | 7.192AMHHIA NZAD 70
41 EZHHYY SN 26 U AE 45 72 859 JIEF DA SAISD 70
42328 KAz 45 TIMBAIE L 70
74 QIR AT 70
75 ZXN2YS S0 At 70
76 2ICIA T ALBI R Q! 4T 70
|

1000 | -
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1. Leadership

[ Leadership2l 1B

S0 4ES 37010, B2 YHN RIHCZ AT IISO0 BHLL(ARIS & HIH AA)

+CHE DU RFOR @A HIEF J1X 1D U0 0t BCL(Envisioning)

+CiCEHIRS 4510 AHoI0| YV YA SHR L5t AZAE X KoY 0 B Ch(Cooperative Goal)
+SHE I Y, SIIXI2 LWE WSS H0{0} BHLH(Walk The Talk)

‘FHS HIAHOR L8511, SYNOE 510{2 T BISHE O 4= UTE 31010 BHCt.(Challenge & Change)
*HRECE H1 Data® A S8, H DT SHE LA 5T R 22 810} BHCE(Performance Review)

[ ‘ Customer Focus : Strategic Vision :
! Leadership C4E Model | .
: ' Challenge & Envision
DI ]
Performance &3 Cooperative Goal :
Measurement : e BA Enable
&3 =3
Encourage
L Empowerment :
P 29 W
= Energi.
a3 rgize
*** Core Competency -
RHBERNES a— —— e
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" TiMBNQA Model
| Leadership® BIIYS & FRAAIIE
|t 2R | - HIBMJIXAD, A0S E, 02|30 I8 SUSEY B |
- 8839 Xy
. 2 fiet 8l = *
LS P ZILEE B HURY £ o
ciCi &l
ANAB Y | SLREE HBUHNOIE, ALKV E X 57|20 N
i |
EXLU B | - 4USHEO YE, HEER |
-
CEHY TR MAFY, EHSN,FF0L EE S
RO AWTE |- BT S o
L ETE AHo QAT RASE 1
, lpea go3g |f-0|6HE)ﬂI}2}9.I 215 e B |
ALSH Yy :
NSAS KA
ASI2Z KE | XIGAIS N, A BHES02 Sd4H N
T T T T LT L [ [LIZILTTTTIMBNQA Model
Boeing A & T2 Leadership System Ahgil ]
* A & TS 2ICI&) ALA B2 Stakeholders 2] R 70 &S ¥ 1, Stakeholders®} Q1B A& 51)| §is HAS
ZHSIHLL S0l TS 20{5t0, SR 2AGHH, @EYR A S8 F0i6l= SO T2 A AARS
N£H2Z Nedie s DS 83
Set Direction i
* Vision & Values
« Policy
Continuousty Improv s Priorities: Q, D, C Be Role Models
§ghﬁﬁﬁ
Requirement & Expectations
Learn & Improve Organize, Plan & Align '
. « Program function
. ;‘;:::;s::‘?il::d : gv‘:::;;.:::e g « Strategic & Operational Planning
* Improvement Plan « Supptiers 3 * Goals & Measures
- « Community s Lo teams
Share holgde S,T
Motivate Employees & Empower Teams
Develop, Reward & Recognition ' Perform to Plan '
+ Employee development ’ * Process Management
* Workf{orce reward « Plan implementation
« Performance recognition « Performance review/mgnt acti
- |
Analyze Performance
@zgﬁ%&&tﬁ: LrToIT Iy TmTIoTrt T T L o _ 18
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Solectron Business Excellence Road Map

L DT T T IMBNQA Model

Hagy d4 b | A
MBNQA ‘ ot & E= 4o
‘A” “D” “R” “I”
1. 2IEHA Mission, Vision, & 0@ HIE0ICHal & | &3 Ot HAUHED B HY
. Belief MNAS. NES 8S
FII08, AN, D | XY, Site, 12D 2T | CEON A8 HAUHR | N8 CHH| DIXIBt 28
oD B T2 A A, & @5 ol NYED A=K 2I1 | Ol N E +BRE
2. Wk O g OHC B E. AL HOIC Al AISE

DI OIA A8 &®O1
DE2MAC WHAUE.

3. 03 A Z0l

NBE4:
0 2PANE
CRM

2Fotsy, J¥R
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SIANSE Teet 2
€ D400 chet H&. 0

R0 Chet =2t 45
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8.

et DA SR XAL

2 0l B &Y
Ol 0 &tE=XI0N CHet
T E B2 2. CSI,
238, 529 4.

et =g A pseL A 24 focus team. CSI &3,
3D SR CHet &
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KRAUERSG AENF | IYNY AW YA | RIS LYY AR [ AD0SIES MIXIOH
2 A FelE X85 | B 3. OEMES(Al OFE IR NUE. | U HAE. F
E dee &5, F, 685, A8, 232 HIXI0FY R AIZD | 2 AAR S, 0810
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MBNQA ‘GA” “D” “R” (‘I”
HR @, 24,213 428, 0K, 88, | U PHE. Rate of K&Eel A,
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A, g HE 21010
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LA T2 HA 1t Best Practice *Management & € HE A2 N a4t
MHIA CIRR! *HR JI2HAL ol cHet Dig| @ N E.
«NPI Jlg IS0 XW-215 glg:mu STQEASFA
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S3UH el A&
«HH0h S 0L HOH
A1 R w2 EcaX
-150 218
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ILTTITTIMBNQA Model

BOIS A/OI2 s oW BIIEN
=) ALE2 THE A 2
SSMHC 0} At8l e HRLIEI ¥DA 2,3,4,5
e CRP& HIPAAE 11 5
BAE0A 345
T3 =2 2AHE BN 34,5
CRP&HIPAAE DA 5
a2 SSMHCHRERE R E 2
FSANAH =) SSMHCPIR/EF 210 A 1,234
= B2I1€ £ 9 2 1 H(Loyalty,Pat.) 24
SSMHC PIR 1,23,4
ao Network/Entity S & I R W & 2
2239 23| Entity IS 2O A 2
= ¥ PIR 123
=ZAY PIVERZIA 25
Innsbrook Group 04 244 01CH CIZTPNE 1234
Network/Entity 2 M P R E 2
/2 R PIR 1,234
Network2I HA S A} K 8| =3 Entity B& S DA 3,45
= +ENY PR/BREDN 2,5
EOHE A 34

e ey

KOREA PRODUCTIVITY CENTER

L LT IMBNQA Model

2t
2.7240| 8 ST EL IS ]

<EHSHIOIAMBO EHO| W30 F RUCH( Strategic Focus: KDF = KBF = KSF= Action Program=Evaluation)
c LU0 UZRO B0 FYHSHH 01201 X2 YCk( Participative Management)

« HEAHO| BB 8421 2H0) CHE! ™ O| A RUALH(Core Competency)

+ IR0 A2 BEFOZ HA G D v S O UCH(Bench- marking)

+BHII N BY, 8H% £ X8, SHY 39 ZH0| 020 X2 YCh(Harmony)

Key Strategic Issues
How to Compete?
* Value Proposition
+ Business System
* Core Competency

CDHmERBEG -

KOREA PRUDUCTIVITY CENTER N

" Extemal Environmeni | =

Analysis

- ¥'Macro-environment
" ¥ Industry Attractiveness

Strategy Development Process

. ¥ Product/Market Segment Strate
' * Growth Vehicles e i Strategy Implf—y Strategy
Where to Formulation . Evaluation
Compete? e mentation
« Industries o Internal Organization
+Products = Strategy .. . Analysis. CGeferation "L o g
« Customers v Company Performance o ofStrategic’ L blan System
« Channels ¥ Business System _ Option
e i + Evaluati
When to Compete? ¥ Capabilities & Resources Co ofg:r::elg‘:: . Res'po.nsibilities -EPel;forx.nance
« Timing of Entry/Exit - b1 Alternatives & Timing valuation
+ Sequence of Moves , .oieol“t(i'r‘:;l + Resource « Feedback
« Speed of Implementation Suaregmi Allocation & Adjustment

22
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ZMBNQA Model

IBM Rochester2] Market Driven Quality Cycle(A}2]) l

+IBMZ2 HRIEE, 21100 DM MHIA ERHAHS R 2 JIYSSB HIZSOE NAME ST/ G43)) 21510
Market Driven Quality Cycle0fl 671X/ 2| #MASH I Q012 B850 US.
NSNS J NS EUR,2) DARTIHE FAYots T2 HA R NASEH0, 3)6AI 00 BEX2AF A W30,
HIAKLZ IS B0l SWLS AU SAN HARHN NS 310!, 5) SANO MO B/ ST 310
6) SIFCEE ®M AOIR EIYS S0l O US.
Strategy

Support er-success.
" Meet customer needs. - Requirements
" Expand Business. - >

Gain Establish accurate product
satisfied : & service specification
customers ] o B '
CycleTime | A . : Key ‘\ ‘ l Six Sigma Levels
Reduction ' | i Measurement ' ¥
b Prevent devélopment.

Create faster
solutions & increase
competitive advénta_ges

Manufacturing & service rework

Employee Involvement Employee Education N

epcha B s S

KOREA PRODUCTIVITY CENTER

T IUTTII I _TiMBNQA Model

IBM Rochester®| Strategic Planning for Quality(Algl) —l

« 224, ARIE, JISET B 0l EH+-EHIZ AN Z-AASHH H0I5t0 S, 200E, X NS sX12oR
ANBIOl +B. BXUHYS WS AMFOS AYE + UTE IHFC2 N0l X1, 0|8 B3 HH & %)

HES Ownere NEHEHQZ HOIZ WED2A A8 1D US.

Corporate Goals,Policies,| .
& Instructions

Segment Market & Technology &
Identify Opportunities Process Capabilities

Competitive &

Executive Review

. Benchmarks
Industry Positions (e
& Approvals Commit Strategy
« Corporate H.Q & Operating Plan

Customer Strategy & Supplier &
Requirement Alliance Strategies
* Business Unit
L Market Driven Quality(MDQ) Goals j
L 2 . AN

5 Year Strategy

Functional Strategy Leader Initiatives Two Year T .
wo Year Targe:
« Employee Involvement From Strategy

Operating Plan with Two Year Horizon

Department, Team &
Employee Assessment
of Requirement to
Identify

Business Strategy

Human Resource |° Closed loop Customer )
Revenue Goals S < . |
Market Share Goals Capital Resource | Satisfaction Process + Revenue : guallly hr];pn;vemen
Expense * Partnership + Market Share Tes?uArceN eed s
« Cycle Time Optimization « ROA . Trallmng eeds
* Benchmarking - Cash *» Tools
Profit & Cash Goals " . < Benehmarks
Return on Asset Goals Operational Productmtﬂ h

26
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STEP 1- DEVELOP
SIGNIFICANT ISSUES

Saint Luke’s Hospital of Kansas® F2J| & T2 4 A AL

DEVELOP

STEP 2. DEVELOP STEP3 -
-> SASs & SAPs »

ALLOCATE ,
RESOURCES

STEP 4. BALANCE
CUSTOMER NEEOS

»Customer Retreat * System Plan *Growth & Financlal Retreat  « Clinical & Administrative
«Peopie Retraat «Mod Staff Development Plan  +Capital Budget Process Quality Retreat

. b A *Risk A *Operating Budget Process * Customer Focus Groups
»Mission, Vision, Values + SFA Valldation *HR Planning Process * Product Line Conference

Fignre 2.1-1 SLH Strategic Planning Process

STEP 5 - FINALIZE ’ STEP 6 -
AND APPROVE

« Deployment Retreat

ALIGNMENT

« Finalize Budgets +90-Day Action
* Board Approval Planning Procass
* Reset 88C *Pertormance

Management Process

CREATE

»BSC Reviews
*90-Day Process Reviews
* 8SC Depariment Report Form

D YEE R T -

KORLA PROLUCTIVITY CENTER

SAS:Strategic Aim Statement, SAP: Strategic Action Plan

T T:MBNQA Model

SSM A 0] MASE, AWYS L WANDNE
S fop age HAXE
o RE AR
L eXE 4B NS FEt BN 0B heaz
ESEttAY 4 SOl OHE Eol B L]
~FIEE %O AIB
URBT BYE
SAs AXOE QISHLE BB SN ST JHE 2tBAL BIEE
HEUE 2tE0 MYZFEHIHY QAR
2lALRHE SHEIIBOAL BRI Y S HRUES
AY EEI =4
B HIBYA 29 g
‘338 uy 21128 8 2YSAnHIE
SiFst R4 CUBE YA MK AR AAE
S YT ANRE IR YA R A" =019
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B PP ——)  /: ][ 2 W7 (1 7}

SSM gl A /P-4 SH

Short Term Goals tong Term Goals Benchmark
2004

Consolidated Cperating 2.5% 3.3% 3.04.0%
Margin {Hospitals included
Unrestricted Days Cash 220 days 193-220 days
Acute Admissigns 145,200 TN
Patient Revenue!4FD $1,393 $1,305
Operating ExpenselAPD $1.434 $1.5058
21- Day Unplanned Readmis- 3.48% 2.42%
sign Rate
Insatient Loyatty Index 53 1% a0 1% 52 3%
Employee Satsfaction 73 0% 75.0% 74%
ind:cator
Physician Saus®action 79 9% 31 9% 93.0%
ind:cator
Nursing Home Operating -2.05% 4.28% <3 0%
Margin
Hursing Home Prevalerce of o ] S%
Daily Physica! Restrainis
Home Care Operatng Margin 71% 84% 15.0%
Home Care Batent Loyaty 54 0% T1.0% 52.7%
ingex
Het Reverue per pnysican $32571 $36.553 $32.371
Physician Direet Operating €7.30% 51.55% £8.64%
Experse

Figure 2.2-2 Key Performance Indicators, Short‘Long Term Goals and Benchmarks
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| #X,718 0% & AIZ SAY YeHE |
* AlZO0| MIESEI0f U3, SHAIZO0| H&H3HH o5 0f SICH
© SHAZY HARNAE Q00| AT ULk
¢ MO BIHE LX SR 0B D YCLETIIY N WIS DG =)
- HIZo| 20| ALO| 23t DA JICH B} =R HOZ MY UCH
« D20 CHE St T DAN0) A2 HJAMII DAQREHO LSS T2 YAR NHSI= 0 @85 ACH
« X OLERE 510 D2ALHEQ| 0120 XD YULH.
* DAFUOI X SIHOIA 2ESIH HEIED, I HOI0I SAE0 T2 A HEC2 010X UCH.
DAS| A2 B T2 A A(Feedforward Channel) Value Proposition ‘Market Segmentation
(HATWAHLLI TE & MHIANS HATZHA) Ferformance | eHIABR:
Reliability q Category build
‘ ‘ Design Quality B S
A Features | eEWRA: ARG
BUSINESS PROCESS oUTPUT 'Customer | Product Breadth | (= EQ)
| Service Quality | Al !
Delivery Hi | oFJNNH: DHAE
DA MEBH B8 T2 M A (Feedback Channel) e o S s
. DABe FEED DHEEE ERAA Info. Sharing_| 5 | | MMM DABYE
< DYSHEMEIE BEIIE - DADS MA@ ABEE Profit Sharing | +ABIsEd
CPBRERBFS - - - oo - e L
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i A&TPS| DHBAE I1E S8 dPYRL2A 0| 21 clAEo =M 434 A8 84
| Hol= 1ol 1 o|4 ghtM EESID o FA3l0] HlolE| ZRE 0lB3l0| 352 SF, A& $

Requirements Robust design Products and service
g::lt;;mer Definition and 2?:”::: for and successful that meet
f coordination P test program requirement
1 4 k| y A
Devel Integrated produc Production
hefpp( DOVEIOPD o =t definition 1 o
The Strategic plan Supplier ‘ost-Deliveny
‘ management Support
2 4 5
Voice
i Lt Assess Business Develop Win strategy
i. of environment *Posi tion Program " Satisty customer [
: Customer> Modify Best v Develop Proposal Keep it sold |
| opportunities . — ‘
| Negotiate cONtract | «ff——emm— Feedback !
' I
|
! !
Customer Competitive Design and i
! AST Focus Requirement Positioning testing that 3::;1:::‘ ahntdﬁ?eervice |
i Technology focused solution delight the custome?- |
‘ Refationship and winning proposel customer i
D NBER V(33
KOKEA PRODUCTIVITY CENTER
- DI ITIITTTTTTTT T IMBNQA Model
A T & T Universal Card Services] Customer Relationship Mgnt Strategies(A}2]]) I

pckid-E 3. 4o o e

AT & TIt MO 2B FYSID |XsH: e

o UMY RFZHN IR F256t1,

© 0O 272 J|H $£EI5H= MED AR 8330,

© DM &S 01X HIXUA TZHASE FIISII &8 Ol HSHE2ES YFD Y

JdHo Ao B EYNHSIE G
117 gE=E 888

KOREA PRODUCTIVITY CENTE!
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[
>

Customer Impacting

Business Processes

v

[ Solicited Feedback -- Strategy l

v

v

h 4

[ Operations Feedback -- Strategy ]

v w

Organization Improvement Activities

Customer Listening Post Team

v

L 4

Short Term

Long Term

Modification of existing Policies/
Procedures & Standard

Integration of Customer Feedback

into the Strategic Planning &

Product/Service Development Processes

34
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Customer § Use Listening & Learning Tools & Frequency Primary Qwners
Former & Current ¢ Satisfaction Surveys: insatents Outpatients, ED Corvoraie Planning
~atients & Famiies Renab Angulmory Surgery, Home Care, & Long Term
(1H3¥4) Care iContinuous) Nenwork/Entity
* Primary-Seconcary Maraet Research jAnnuaiyPRN) + PanningMarketing
¢ Comment Cards /Continuous} *+ Hospitality/Cuality
* Compaint System & in‘ormal Feechack (Continuous; * Cuality/Rigk
* Selzcted Patient Fol:owap Calis {Continucus) * Depanments
* Intemer-Neb Pages Reasonse System /Continuousi + PRMarketng
Potential Patients & NetworkEntity
Future Marsets * Primary-Secondary Marset Research [Annua’’PRN; + Rarning/Marketing
(D23 ® Survey Research iAnnual & PRH) ¢ RanringMarketing
® Publshed Stuzies (Annuai & PRN) * Zanring/Marketing
¢ Cormunity Cortact Telephore Lines (FRM} + Parning/Marketing
* Inteme:-Neb Pages Reszonse System {Cortinuous) * SRMarketing
® Professoned Assoclanors Courses. Joumals, and * BerningMarketing
E.mail Newsletter Subscriptions & News Abstract
Services {Continueus)

Figure 3.1-1 Tools Used to Determine Customer Needs & Contact Requirements Lse of Information; {1) heaith

care service pianning (2) marketing ¢ 2) making improvements 4} other business developmert

HE e
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CFI: Opportunity for Improvement

No

CCI: Continuous Quality Improvement

CRC: Quality Resource Center

Yes
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4. 53, 24 ¢ XAl@e)

3,24 ¥ NalHEo ety
2T Y W Y, 8, B4, WS CycleO| FHIS 0) UL (Information Cycle) |

* B9 REJH YY Y (Vecto) I N H(Linkage) & I D UCH (Integration) | Management
° IANBEEY 2ATEIH B NSO UCH i
‘HAFEO| TO EAUCH NS UCHKey Trend) E By
° ZIHLNNES WoH5ED R4 CH(Early Warning Indicators) f
- B & T2t B4 HE A2 Driving Forces2 28812 ULk Fact

+ B2 EANI ZSAV/MNK HIN D ACk(Deployment)
© Datall B2 4, HAIY, M2 M, BES, HM0 B014 S

h DATA WH /il
SEM f\\ Cust Y | | Strategy Formation & Simulati
= I ustomer LY (Forward Looking Analysis)
= = Y . Data Mart ;
| = ‘
; X| 1a:
| E T ; g_.‘ MKTG i Performan(t.;sl\é;magement
i 11{C|r| 5 |_DataMart i
‘ MRP {R = !
} m L m M M A }& ,/ ) m , Profit Management
| | SCM | S N e Dper;;on , (Value-Based Management)
i i i .
| E ) ata Mart | f +
SR o . 1 JMHE
=___= i Finance 5 (el OISR Tt
-P{ lll(Money Resources Planning) i Data Mart h .
R HIEERRES e ——— - |
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Boeing A & T2 Performance Management System(A}2ll) I

CASTIHOIEA HER R8I0, 0l 8ol N« WD AIABOR SHE 4+ U0, ] #HA2 DA H, IINR
SEHO COIE & FEE SB5t= 0l US. HOHE 2AZD, A8 S A= SRA NEE YJUI2 B HY
SH0 RESE.

Integrated Planning Process I
EE—
~_Input L Company Performance Revie
——Goal Flow Down Process ~ pany lew
: A [N
" Data&Info . - Data & Info
& & Data S MFHEY i * | A &T Performance Goals & Targets -
i =2 | < 80 o
P89z S
. DU FRY ol oBgE il [ 9% |a
£l =578l TR
. = S Lol o b4
gaszs 288 § -8 Organization = %
2 — o e =
- FHNBY ERE < : i I =
z : Program I N Function |2
- BEHsE 3 | | Mo 1432
% lo g gz : Teams i % 8 %
- 1 Qgsg———- ) . e B
s BostasEs S R g a8 « Integrate goals & measures into action plaig | %2 :
- T « Collect data i £E
— | * Integrate & summarize data & information|
Data & Info « Use comparative data =2
@”Eii'&*%r s OO Y ||
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SSM A o FLM

SSM Information Entity Service
Cent Leve!

SSM Information Center
IS Planning & Management
SSMHC
S5PP
@ L vendors /
z Consultants
e
Ene mMc Committee
[ Nursing
g informatics
[ Medical
] nf #i
8 [ e-Healin / er
2 Web IMC
Iy
z [ Revenue -
g Cycle Taciical cerationai! Project
g Teams Teams Cffice
[ eP
g
E [ User Groups
3 Entity Membership

Blan { Check

Figure 4.2-1 IS Planning & Management Process

IMBNQA Model
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5. AHFTA FA

| PIE R FAIQ| BN |

2SH=s Y= U = g0k O3 U A2 DS 8 M2E01= OEch

« A2 AYTI XA AT (Trust) 238 HH5H= G UCE. (Relationship Building)

« YEWO| oA HIAFRLE FY5tD, 0|52 HOE =HFTAI2ICH. ( Employee Involving)

s AMEFHON U= LXRNO| Empowormont® 8 AFAI2ICE. (Sl f-directed Toam)

- AN ot SIE YAADID, LRTRINL0 (et FXNE 2012HCE. (Employee Learning)
< QIETRAY N ADFILON I8t B2 ® ZBIBCH (Information Sharing)

“TRUST”
the people
you work for ...

2 XI(Pride)

[13 ”» H
.. have “PRIDE ..and “ENJOY”
inwhatyoudo.... e people you work with...
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Boeing A & T2 Integrated People System(Atdil) ] :

* A & TE Integrated Planning ProcessOl Al 84 Al X QI EEI D XX 0| S HE 8250, Z0 AE SHE TRS3ID,

CIEXIRON CHEt A S & E.

+HUSQE A SHE ULSH= O “EHOl I8 RYEH"E ENE S0 B2 €1 SARN0| A0ISI= T2 4 A
SH9 238 BIHSID US.

" People Strategy .
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6. TZAHA 2tel

[ DA 222 Yehe

< ZREH0 R7dal & ULk

+HZO0l (iUl A0t &F L, HEHO2 A S D UCH

+HIZUA TR NAD} RGAIOIBE SIS O UL (Feedforward Channel & Feedback Channel)
SEHEOAS 22 ZOIED HEsH Helsof UCH
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< 2R elaat)] 40| &K 3t (Thoroughly) & & 3l{|(Completely) 0120 X| 2 UCH

__(_p____v)
HELY TEHAY MY o Core Process (Competenc

EON
SECIETIETEXETIETT R il
[I 11 1 T TPM |

lI'_HH—lH_H_"_”_H Target |

4

1
o

S EHFHEHEEE
T

LT aé-‘ =
L CRM cE UL EE som sem

gpUmERuEy e —— T

,,,,, J— [
KOREA PRODUCTIVITY CENTER

1
!
N Y S ] 6All[ll'i
i

N [ CITTI T IMBNQA Model

T2 A aejo JIEHH

| sy mmam,

T T aemsaaes
B Sapg

; CAH QBN | NI DZRMAY i_,_+ CcDQEY 1
i | . e=no7ne 1 Q7PAE 32 ; LT 2 }
\ h T N T Tt
: ; i
. | ‘ : v DM g T2 AL &
{ 1 Y
i [ Lo T i i 2

MR MNEE BER4A e =g

IR B 1~ S : .
| crars i : v HIZUA D2 KA
i { if'w'""; : ! .
| | wBamee o v ; v 33Y &l
e NN © 1= §-3-7" 2N- R
I e R R uaa i v BESEN 41 &
| REEZEMA — [ S i
b i ! v K& JHss TR A

Y t

; . ! ‘—_ Yoo e I
7 ERMANM < ERMAARE} € oo

-66-



——— B———— — " T:MBNQA Model

ZZHA #EI2 IIYA & AADIE
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AT&T2 PDCA Cycle(At2l) ]

AT & TE Policy Deployment S, B2t Y RH(ZZHE), ILIEY Bt AWK E, ZEI| SHI} List up=
Quality Planning Matrix® 2tS 1), PDCAZHS Management Cycle= S8I0| T2 A S 22i5t0 US.

Plan * Develop Draft Company Level Objectives
(Setting the Direction | * Deploy & Link Objectives across Company

: Policy Deployment) | * Cascade Goals & Objectives
A ——

D » Identify Key Business Process

0 * Assign Process Owners

* Asses Process Performance

* Decide How to Change(Incremental Improvement or Transformational Improvement)

(Executing the Plan
. Key Process Mgnt)

Check
(Checking Execution
Capability : CEO’s
Qlty Assessment)

+ Define the Management or Key Process
* Review Performance Results
« Identify Gaps

* Define the Problem
Act * Analyze Root Causes
. « Identify Countermeasures
(Closing The Gaps o Develop & Implement Plans
o Assess Results
o Share Lessons Learned

: Problem Solving)

RN EREFI —- -
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Xerox| SR T2 KA |

» HI® A= Leadership Through Quality 8 J| 202 &t= B FAUS &8

o HBALE

BAt= SIS AL
o BE2 HEAL JI2X AARAO|CH

o B AR DX QP8 PHEAIDI= MAS AN AHIAR W35t BIALCH

o BEAYMNE2 AIBA DE AMRQ 220ICH

AHBA=

=T

oz

Fa

1.Identifying &
Selecting

Problem 2
6. Evaluating Analyzing ,
Solution Problem /

— ¢ 3.Generating

Potential
4.Selecting Solution

Solution

& Planning
Solution

roblem\
Solving/ _

O|® SO Z BUIGH F5H0 6T EXYE EZ AL BEAYN T2 AR UGN 29.

BN IZHA
[[1. Identify OQutput g
[ 2. 1dentify Customer [ ]
{ 3. I1dentify Customer R‘equirement ]

[ 4. Translate Requir into Supplier Specificatjon

[ 5. Identify Steps in Work Process ]
6. Select Measurements |

7.Determine Process Capabili
No

Can it Produce Qutput?
Yes

P(;?;:;;ﬁf Exit Work Process
8. Evaluate Results

g T
roblem . Is There Problem? |
Solving

Noy

[[9. Recycle

ol B AES o
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«SHLES OBE #® 01019 't 2610
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a2, A =0l Q2
N Smatl - . Smatl . .
Hanuf, Service Bus. Education® HegithCare®  Iotal Menut, Service Bus. Educatign®  HeglthCare Total
2005 Appiications 1 3 3 16 33 B4 4996  Apokications 12 6 10 29
Stte Visits 1 1 2 3 7 " Ste Visits 5 2 z M
Awsrds 1 1 i 2 1 6 Zvcards 3 1 2 s
1995 Applicat 18 10 18 47
2004 Appications 3 H 5 7 2 0 s
- Sita Vists 7 4 2 13
Sitg Visits 3 2 2 2 4 13 Aviards 2 3 s 2
Awards 1 a 1 1 1 1
alicati 2 G 7
2003 Appicatons 10 3 12 19 19 g 19 Asslications B 18 x n
< Suta Vigits 5 5 3 14
Site Vists 3 3 2 2 3 13 Aanards 0 3 1 3
Awards 1 2 1 1 2 7
2002 Applications 8 3 1 10 7 g 1883 fenicanons 2 3 " I
Site Visits 2 2 3 0 4 1 Site Visits 5 3
Aaards * » 1 0 1 3 Avards 1 @ ! z
2001 Apphcations 7 1 3 10 3 37 1992 Applications 31 1% # a0
Site Vists 2 2 3 4 2 13 Site Visis 7 5 £ W
Asards 1 2 1 3 0 5 Awards 2 2 i 5
2000 Appiications 14 5 1 dl 3 49 1991 Applications £ 2t a7 108
Site Visits 4 1 2 1 1 ) Site Visns 3 5 £ 13
Awards 2 1 1 [} 2 4 Asards 2 ¢ 1
1939 Appiications H 1" 12 16 9 £2 1930 Apphcations 45 18 H 97
Sie Vists 3 2 2 2 1 10 Stz Visits 5 3 3 12
Awards 1 2 i 0 0 1 Awards 2 1 -4
1998  Apglications 1€ 3 18 ki 1983 Apphicatians 23 & 1" 40
Site Yisits 5 1 3 3 Site Vists 3 Z g 1
Awards 2 9 1 3 Avards 2 4 € 2
1987  Appiicatons g 7 10 26 1988 Agplications 45 g 12 85
Site Visits 5 3 3 1 Sita Visns 17 H 1 13
Awards 2 2 0 1 Fovards 2 ¢ 1 3
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2004 press Release

A
[ MBNQA +=42{8 ] Moanuf Small Business
The Bama Cempanies. Inc Texas Nameplate Company. Inc
cgntactg profile award application summary contacts peofile. award apglicabion summary
2005 Education BK Health Care
Kenneth ¥¥ fonfort College of Business Robert Wood Jofinson University Hospital Hamiiton
Manufacturlng cts. profite. awaid agpl Summary contacts profie. gward applivation summary
Sunny Fresh Foods,Inc., 2003
Service Manufacturing Service
Medrad Inc Boeing Aerospace Suppart
DynMcDermott Petroleum sentacts, profils_award application summary contagts profile. avard application symmary
Small Business Service Small Business
Caterpillar Financisl Serices Corporation ~ U & Stoner. Inc
Park Place Lexus centagts, profile. award application gymmary contacts profile award apglication summary
Education Health Care x
Community Consolidated Schooi District 15 Baptist Hospital Inc
Education contacts profile award agplication summary sontacts profile sward application summary
Richland College Health Care
Saint Luke’s Hospital of Kansas City
Jenks Public Schools contacts profile. award gppfication sum ®
2002
Health Care ;sé Manutacturing Health Care
i . Motarola Commercial Government & Industrial Solutions Sector SSHA Heaith Care
Bronson Methodist Hospital contacts. profile. award aeplication summary contagts profile award application summary
Kalamazoo,Michigan Small Business

Branch-Smith Printing Division
contacts profile award application summary
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