Preparing to read your feedback report . . .

Your feedback report contains Baldrige Examiners’ observations that are based on their understanding of your organization. The Examiner Team has provided comments on your organization’s strengths and opportunities for improvement relative to the Baldrige Criteria. The feedback is not intended to be comprehensive or prescriptive. It will tell you where Examiners think you have important strengths to celebrate and where they think key improvement opportunities exist. The feedback will not necessarily cover every requirement of the Criteria, nor will it say specifically how you should address these opportunities. You will decide what is most important to your organization and the best way to address the opportunities.

Applicant organizations read and use feedback comments in different ways. We’ve gathered some tips and practices from prior applicants for you to consider:

· Take a deep breath and approach your Baldrige feedback with an open mind. You applied to get the feedback. Read it, take time to digest it, and read it again. 

· Especially note comments in boldface type. These comments indicate particularly important observations—those the Examiner Team felt had substantial impact on your organization’s performance practices, capabilities, or results (either a strength or opportunity for improvement) and, therefore, had more influence on the team’s scoring of that particular Item. 

· You know your organization better than the Examiners know it. There might be relevant information that was not communicated to them or that they did not fully understand. Therefore, not all of their comments may be equally accurate.

· Although we strive for “perfection,” we do not achieve it in every comment. If Examiners have misread your application or misunderstood your organization on a particular point, don’t discount the whole feedback report. Consider the other comments and focus on the most important ones.

· Celebrate your strengths and build on them to achieve world-class performance and a competitive advantage. You’ve worked hard and should congratulate yourselves.
· Use your strength comments as a foundation to improve the things you do well. Sharing those things you do well with the rest of your organization can speed organizational learning. 

· Prioritize your opportunities for improvement. You can’t do everything at once. Think about what’s most important for your organization at this time and decide which things to work on first. 

· Use the feedback as input to your strategic planning process. Focus on the strengths and opportunities for improvement that have an impact on your strategic goals and objectives.
KEY THEMES

The Site Visit Team found the descriptor for scoring band 5 to be the most accurate overall for Iredell-Statesville School (ISS). For an explanation of the scoring bands, please refer to Figure 6, “2007 Scoring Band Descriptors.”

An organization in band 5 typically demonstrates effective, systematic, well-deployed approaches responsive to the overall requirements of the Items. The organization demonstrates a fact-based, systematic evaluation and improvement process and organizational learning that result in improving the effectiveness and efficiency of key processes. Results address most key customer/stakeholder, market, and process requirements, and they demonstrate areas of strength against relevant comparisons and/or benchmarks. Improvement trends and/or good performance are reported for most areas of importance to the organization’s key requirements. 
a.   The most important strengths or outstanding practices (of potential value to other organizations) are as follows:

· ISS is committed to performance excellence with a focus on the mission “to rigorously challenge all students to achieve their academic potential and to lead productive and rewarding lives” and vision to become a “Top Ten” performing school system in North Carolina. Senior leadership’s commitment to the district’s Model for Performance Excellence (MPE) and the pervasive use of the Plan, Do, Study, Act (PDSA) approach to manage and improve learning and work processes has created a palpable environment of continuous improvement focused on high student achievement. 

· The strategic planning process engages the Board of Education (BOE), superintendent, cabinet, principals, faculty, parents, students, and community stakeholders. The cabinet reviews and monitors the balanced scorecard that articulates the district’s five strategic priorities—high student performance; healthy, safe, orderly and caring schools; quality teachers, administrators, and staff; strong family, community, and business support; and effective and efficient support processes. These priorities are integrated with the strategic goals, department improvement plans (DIPs) and school improvement plans (SIPs), and measures that cascade to the individual employee level and are focused on improving district performance. The planning process has undergone numerous refinement cycles, including a recent change to the organizational review cycle from semiannual to quarterly reviews and the resetting of action plans.

· Student-centered learning is the focal point for the district. All employees clearly understand how their work makes a difference in student performance. ISS maintains a clear focus on the needs and expectations of students and key stakeholders in the community. Systematic and collaborative processes are used to listen to and learn from current and future students, parents, businesses, Faith-based organizations, and others in the community to gain knowledge, provide relevant educational programs, and promote the district. For example, relationships are forged through Faith-based partners and the Golden Opportunities Partner program that provides tutors, classroom volunteers and other contributions, YMCA swim lessons, the Mitchell Community College, MGSD dual enrollment program, involvement in community organizations such as the State Public School Forum, and students and staff who participate in community service activities. 

· Data and information sources are leveraged for decision making at all levels and the management of learning processes. Students and teachers use formative results and the PDSA improvement process to determine what learning techniques are most effective in achieving learning objectives. Professional Learning Communities (PLC) use PDSA and common formative assessments and quarterly predictive assessments to monitor progress toward end of class and end of grade goals and intervene with remediation as required. The curriculum team and teachers use end of class, end of grade, and other summative results to make changes to the instructional guides to improve achievement of curriculum objectives in an annual PDSA process. Systems Check III is used by the BOE, at the district level, at the school level and at the individual level with students and teachers in some classrooms to monitor the implementation of the Performance Excellence Model. Results are incorporated in action planning quarterly by district leadership. 

· The district identifies “focus on motivated faculty and staff” as a core value, actively recruits high performing individuals, and invests in the development of its faculty and staff. Future leaders are prepared through participation in the Leadership Academy and are given additional duties in their schools as they transition from the classroom to administrative duties. In addition, the superintendent personally identifies potential leaders and encourages them to assume positions that will develop their leadership capabilities. Instructional facilitators in each school provide daily support to teachers and foster the sharing of best practices. New teachers are assigned a mentor for their first three years and are supported by the PLCs, which facilitate the transfer of instructional skills. The district recognizes the high level of employee engagement needed to achieve the vision to be a “Top Ten” district in North Carolina. Activities to improve employee engagement and address the changing workforce include PLCs, High Yield Strategies, and a Framework for Understanding Poverty. 

· Processes are in place to design learning and work processes incorporating student, stakeholder, partner, and supplier requirements. Learning processes are implemented by curriculum team members and are reinforced by the instructional facilitators and by frequent classroom observations by school and district leaders. These processes are managed by classroom teachers and PLCs using the PDSA model to identify and address gaps in performance. Improvement using the PDSA methodology is pervasive in the learning processes. 

b.   The most significant opportunities, concerns, or vulnerabilities are as follows:

· Systematic processes are not in place to compare performance projections relative to that of competitors or comparable districts, to measure and monitor ethical behavior, or to analyze district-level complaint information. While numerous activities are in place to manage suppliers, the activities have not evolved to a systematic approach. Lack of systematic processes may make it difficult to ensure consistency in performance, which may impact sustainability, improving capacity, and closing performance gaps to drive improvement results.

· While the Model to Raise Achievement and Close Gap is effectively deployed in the learning processes, the deployment of the Model for Aligned, Effective and Efficient Support Processes is not systematically deployed. For example, PDSA is used in support processes more frequently for responding to problems than it is as a means of managing performance. Inconsistent deployment of the Continuous Improvement Approach portion of the model may limit progress in achieving the strategic priority of effective and efficient processes in support areas.

· Although there are methods in place to share information across the district using the executive directors, principals, and instructional facilitators as conduits between schools and departments, the district is reliant on each individual for recognizing and promoting a technique as a best practice. There is no common understanding of what constitutes a leading practice beyond improved formative or summative testing results. The district may be vulnerable to missed opportunities for information transfer if an individual believes a practice is not worthy of sharing when the practice could provide benefit to other locations at differing levels of performance, or may promote a technique as a best practice when other motivational forces might be driving changes in performance. While the instructional facilitator model promotes verbal sharing, there may be limited ability to recall this information in the future.

c.   Considering ISS’s key business/organization factors, the most significant strengths, opportunities, vulnerabilities, and/or gaps (related to data, comparisons, linkages) found in its response to Results Items are as follows:

· The district presents high and/or sustained performance levels and trends for some student learning outcomes relative to the “Top Ten” of North Carolina Schools. These include ranking #10 for SAT scores and #3 in attendance. Brawley Middle School ranks #9 in the state for middle schools and Sharon Elementary School has also been recognized as a School of Distinction and School of Honor for multiple years. Levels and trends show improvements and good performance for reducing the Grade 3 Math All/Exceptional Children Gap, improving from 23 to 11 in the past five years. Good performance levels and trends are evident for specific budgetary and financial results including fund balance and per pupil expenditure. Workforce satisfaction outcomes are positive for teacher satisfaction with maintenance, and state rankings related to fully licensed teachers, National Board Certified Teachers, local supplement compensation to teachers, and teacher turnover. These results are directly related to the district’s key success factor of quality teachers and the strategic challenge—a shortage of highly qualified teachers. 

· Results were unavailable for review on site in several areas identified as important by the district. Unavailable results included workforce absenteeism; workforce safety results beyond Workers Compensation, employee health or security results; and indicators of ethical behavior by faculty or staff. In addition, while employees are involved in a variety of community activities, there are limited measures related to organizational citizenship. 

· Comparative or competitive data are lacking for results identified as important to the district, including student and stakeholder satisfaction and percent  of budget dollars spent for instruction. While it is clear the district has a results focus and values management by fact, the lack of appropriate comparative data may hinder leadership’s ability to determine the relative performance levels required to achieve the “Top Ten” vision. In addition, segmentation of information derived from survey tools is limited to location. This does not facilitate identification of other demographics that may provide an understanding of specific segments of students, stakeholders, or certified or classified employees that may demonstrate differing levels of satisfaction or dissatisfaction, thus limiting improvement activities. 

· The district has experienced negative performance results in several areas identified as important by ISS and evidenced on site and in the updated performance results. Figure 7.1-2, Annual Yearly Progress (AYP), indicates a four-year negative trend. Figure 7.1-3 End of Grade Reading and Mathematic Composite, has dropped below the “Top Ten” status for 2005–2007. Figure 7.1-6, English 1 Exceptional Children, also indicates a decline in 2007. Other areas of negative performance include a three-year decline in attendance (Figure 7.2-2). The data shown in Figure 7.1-1, “Top Ten” for High Student Performance, reflects a decline in ranking of 4th and 7th grade writing below the “Top Ten” performance goal as well as a decline in the ranking for 10th grade writing.

DETAILS OF STRENGTHS AND OPPORTUNITIES FOR IMPROVEMENT

Category 1  Leadership

1.1   Senior Leadership

Your score in this Criteria Item for the Consensus Review is in the 70–85 percentage range. The findings from the site visit resulted in no change in the consensus percentage range. (Please refer to Figure 5, “Scoring Guidelines.”)

STRENGTHS

· The cabinet (senior leaders) developed the vision, values, and strategic priorities after dialog with the BOE and all stakeholders in 2003. In 2005, an improved method for gathering stakeholder input using consensograms and electronic polling resulted in the vision to be a “Top Ten” district. Senior leaders deploy the vision, values, and priorities to all stakeholders through the methods identified in the ISS Leadership System (Figure 1.1-1). These methods have undergone three refinements as a result of the System Check III review process. Senior leaders demonstrate their personal commitment to ISS values through their involvement as champions on PDSA improvement and Baldrige Category teams; by participating as national Baldrige Examiners; by participating in BOE, executive, cabinet, and curriculum meetings; giving speeches; by leading performance improvement training sessions (Figures 1.1-2 and 1.1-3); and through their role model behavior.

· Senior leaders create and sustain a high performing organization using a variety of methods (Figure 1.1-3). Leaders conduct training on performance improvement using the Baldrige-based Model for Performance Excellence and PDSA and are involved in leadership development training in the Leadership Academy. The cabinet reviews and monitors the balanced scorecard for the accomplishment of strategic objectives and provides research and best-practice information on innovation or role model performance. The quality office tracks and reports progress against the Baldrige Deployment Plan (BDP), the strategic plan, DIPs, and SIPs. The Executive Cabinet has a monthly succession planning discussion when it monitors the reviews of all leaders and creates plans for succession and the transfer of knowledge associated with retirements, transfers, and contract non-renewals. The superintendent identifies high potential employees and invites them to assume positions that will prepare them for future leadership. 

· Senior leaders communicate and engage the workforce through a variety of methods, including meetings, workshops, writing articles and blogs, and email. Leaders have an open door policy and encourage the use of issue bins for communication. Area advisory groups are invited to provide input into decision making. Senior leaders developed the district-wide reward and recognition program for staff in 2003 and added the Back to School Rally in fall 2004 where outstanding schools and employees were recognized. There is a standing item on the BOE agenda for recognition of faculty, staff, students, and stakeholders.

· Senior leaders create a focus on the actions required to accomplish the district’s strategic objectives and improvement through the Deployment Plans for Key Action Steps process within the leadership system, the strategic planning process, and the identification of the Balanced Scorecard (Figure 4.1-2) and related leading indicators. The cabinet and administrative teams review the status of DIPs and SIPs and prioritize actions based on the PDSA cycles. The district has accelerated improvement, learning, and accomplishment of action plans and has experienced rapid cycles of improvement in many areas.

OPPORTUNITIES FOR IMPROVEMENT

· While the superintendent and chief operations officer (COO) are visible at schools, the other cabinet members do not visit schools and demonstrate by their personal actions their reinforcement of ISS’s values. 

· Although the conditions for an ethical environment exist in the district as a result of personal and organizational values and the Executive Cabinet regularly reviews ethical issues that rise to that level, there is no evidence of a systematic method for senior leaders to actively promote the expectation of such behavior and establish processes for capturing, tracking, and resolving breaches in ethical behavior. Without a systematic approach by which senior leaders promote an environment that requires and fosters ethical behavior and gathers and analyzes data, it may be difficult for ISS to determine whether it is continually improving in this area. 

· Senior leaders have created an environment for organizational and personal learning, but there is an opportunity to make the transfer of knowledge from schools and between schools more systematic. Information between schools is primarily shared informally at weekly instructional facilitator meetings and at monthly principal meetings, but there is no clear criteria for determining best practices and what should be shared, nor a systematic process to ensure that knowledge and best practices are shared and retained for future use. This may limit ISS from leveraging the rapid improvements individual schools are achieving and ensure that this knowledge is transferred as quickly as possible to other schools that could benefit. 

· Some communication improvements have occurred, such as combining emails from multiple departments to the principals, resulting in the distribution of a weekly, streamlined email. However, there is no approach in place to systematically measure communication effectiveness or to use the information for improvement. 

1.2   Governance and Social Responsibilities

Your score in this Criteria Item for the Consensus Review is in the 50–65 percentage range. The findings from the site visit resulted in an increased percentage range of 70–85. 
(Please refer to Figure 5, “Scoring Guidelines.”)

STRENGTHS

· The district is governed by a seven member elected BOE that ensures management accountability through the use of the leadership evaluation process and System Check III to monitor alignment of management actions with the strategic plan and policies. Fiscal accountability is ensured through regular review by the BOE and external and internal audits. Public participation in BOE meetings and the two-way communication model encourage transparency in operations. The BOE election process is external and managed by the local BOE. Independent external audits are conducted for finance and accreditation. Quarterly energy inspections evaluate the use of the resource-sustaining process. Recent refinements to the governance process include a zero-based budgeting process.

· Senior leaders are evaluated semiannually using System Check III and Strength, Weakness, Opportunity, and Threat (SWOT) analysis tools to determine how well aligned and integrated leadership performance is. The resultant strengths, opportunities, and focus for the next meeting are used to determine how well the leader has enabled the school or department to achieve improvement goals. The superintendent is evaluated annually by the BOE. This evaluation has been refined to include a 360 degree component and is aligned with the Baldrige criteria. The BOE conducts a self-evaluation using Systems Check III and BOE goals. 

· The cabinet acts as the risk and compliance management committee and reviews all regulatory and accreditation requirements and ensures that environmental scans are completed. Key compliance processes, measures, and goals are identified for regulatory compliance, accreditation, safety, legal, program risks and operations risks (Figure 1.2-2). The district has developed the Energy Education program to implement energy savings and address energy conservation. Each school has a Healthy, Safe, Orderly, and Caring Committee to define appropriate improvement in each SIP. 

· ISS has identified four key communities and works with community leaders and strategic partners to identify areas of mutual benefit. It partners with the community college to share resources in support of training programs and the Collaborative College for Technology and Leadership. Senior leaders are involved in a variety of state education leadership and local community boards and civic clubs, including Head Start and Smart Start pre-school programs. The Faith-based initiative is a mutual partnership whereby students and faculty provide support for local families in need and churches provide scholarships and volunteers to schools. The Citizens for a Brighter Future group was created after passage of the bond issue to address growth management and collaboration of governmental entities from each key community. A new center for the performing arts and performing arts magnet program is planned through collaboration with a community partner. Individual schools report many such partnerships.

OPPORTUNITIES FOR IMPROVEMENT

· Although the Chief Academics Officer (CAO) conducts internal reviews of state and federal funds, such as Title I, to ensure compliance in preparation for external auditor reviews; the district has an annual external financial audit conducted by its independent accountants; the finance area conducts annual audits of the schools’ local funds, and cabinet members conduct quality assurance reviews of key functions in their own departments, there is no independent and objective internal audit process in place. The district may be vulnerable to operational and financial risks absent independence and objectivity in internal audits. 

· While ethics training is conducted for employees, an effective system for gathering potential ethical issues, establishing measures and goals, and ensuring timely resolution have not been established. Consequently it may be difficult for the district to effectively enable and monitor ethical behavior throughout the organization and in interactions with students and stakeholders.
Category 2  Strategic Planning

2.1   Strategy Development

Your score in this Criteria Item for the Consensus Review is in the 50–65 percentage range. The findings from the site visit resulted in an increased percentage range of 70–85. 
(Please refer to Figure 5, “Scoring Guidelines.”)

STRENGTHS

· The strategic planning process (Figures 2.1-1 and 2.1-2) is led by senior leaders as illustrated in Figure 1.1-1. The PDSA continuous improvement planning framework uses built-in cycles of evaluation including a 13-step process executed over an annual planning calendar that engages the BOE,  the cabinet, principals, executive directors, parents, faculty, students, and other stakeholders, forming the basis for organizational learning. Organizational strengths and opportunities for improvement are identified using numerous methods, including an environmental scan and SWOT Analysis to address strategic priorities and challenges through DIPs and SIPs. The planning process uses the Systems Check III review process to analyze the Baldrige categories at the department, school, and classroom levels. 
· The strategic planning process has several mechanisms to avoid blind spots. An environmental scan process is used to collect and analyze data for goal attainment, gap analysis, and the development of DIPs and SIPs to address priorities and goals in the strategic plan. Data collected for each priority are analyzed using a systematic 11-step process (Figure 4.1-1). There are multiple methods for obtaining input and feedback from key stakeholders, notably student test data, satisfaction surveys, focus groups, leading indicator reports, budget forecasts, and various regulatory organizations. The district’s planning process includes multiple opportunities to review relevant data and information, including weekly cabinet meetings. 

· Refinement of the district’s strategic plan reduced the number of goals from 31 to 17 and established three-year (2008, 2009 and 2010) performance targets for each goal. This is to ensure that division, department, and school improvement plans focus on key challenges and opportunities for improvement to address the plan’s five priorities and the district’s vision to become a “Top Ten” school system in North Carolina.

OPPORTUNITIES FOR IMPROVEMENT

· While an annual timetable for strategic goals and related performance targets in the district’s 2007–2008 strategic plan is in place, the recent changes to the planning process moved progress reviews to a quarterly frequency. The current timetable  may make it difficult to integrate the new goals with the district’s review process.
2.2   Strategy Deployment

Your score in this Criteria Item for the Consensus Review is in the 50–65 percentage range. The findings from the site visit resulted in no change in the consensus percentage range. (Please refer to Figure 5, “Scoring Guidelines.”)

STRENGTHS

· The district’s commitment to continuous improvement is demonstrated through refinement of the district’s strategic plan and modifications to division, department, and school improvement plans. Refinement of the district’s strategic goals in mid-2007 as part of the strategic planning process (Figure 2.1-2) and the board’s approval in September of the 2007–2008 strategic plan illustrate senior leadership’s commitment to execute an effective strategic plan. Modifications to improvement plans by the executive directors and school principals are impacting the ability of teachers, other academic staff, and operations staff to develop and deploy action steps needed to address the strategic priorities, goals, and performance targets of the plan.

· Senior leadership’s systematic process to develop and deploy performance improvement plans originates from a PDSA-based template that ensures alignment and consistency in the use of division, department, school, and classroom improvement plans. Use of the PDSA template to improve performance has helped create an environment of continuous improvement for cabinet members, executive directors, principals, teachers and students. PDSA-based improvement plans are being used to address short-term performance targets as well as longer-term (i.e., 2010) targets included in the 2007–2008 strategic plan.

OPPORTUNITIES FOR IMPROVEMENT 

· While some financial planning strategies are evident in the district’s strategic plan and related improvement plans developed since the BOE approved the plan in August 2007, senior leaders have not used a systematic process to ensure adequate financial and other resources are available district-wide to deploy the new plan and address the challenges and related implications developed as part of the mid-2007 planning process. This may impact the ability of the district to deploy the strategic plan and department and school improvement plans, and effectively address the challenges.

· Although some training and development activities have been identified in support of the district’s 2007–2008 strategic plan, the revised human resource plan does not address the impact of the recent changes in strategy, including new challenges and their implications, such as the challenge “Qualified Staff Pool of Candidates” and the district’s need to focus on a lack of Hispanic minority candidates. This may impact the district’s ability to address workforce related changes resulting from the refined strategic plan.

· ISS does not have a systematic process in place to use the performance projections included in the 2007–2008 strategic plan to compare district performance to comparable organizations or competitors during the plan’s three-year period (2008–2010). Consequently, the district may limit its ability to identify and close gaps in performance. Absent these analyses, the district may also find it difficult to address current and future challenges.

Category 3  Student, Stakeholder, and Market Focus

3.1   Student, Stakeholder, and Market Knowledge

Your score in this Criteria Item for the Consensus Review is in the 50–65 percentage range. The findings from the site visit resulted in an increased percentage range of 70–85. 
(Please refer to Figure 5, “Scoring Guidelines.”)

STRENGTHS

· ISS identifies a core student market, which it then segments further into future, current, and former students. It has an established method for tracking Career Technical Education (CTE) students after graduation (Figure 3.1a1-2). The district has identified a Market Analysis (Figure 3.1-1) that addresses seven specific markets, methods and offerings and meets local and district needs. State and federal requirements identify basic student segments and additional stakeholders are identified by district leadership. ISS defines the core student market as all children 18 and under—further segmented into current, prospective, and former; alumni are extensions of the core group. Students are further segmented by academic program, school level, and geographic locations. 

· The district has systematic processes in place to address the needs of former, current, and future students with detailed processes within the two-way communication model (Figures 3.1a1-2 and 3.1a2-3). ISS seeks information on its CTE students and students who go to college through their sophomore year. The Student and Stakeholder Listening and Learning approach for current, former, and future students, parents, school board, and community stakeholder segments includes requirements for frequency, information sought, how used, and used by whom. By listening to and learning from the stakeholders, the organization gains knowledge about the needs and expectations of current and future students and markets, enhancing its ability to provide relevant educational programs.

· Information gathered from student and stakeholder groups is used by senior leadership to plan, modify, and enhance instructional offerings. This strategy enables the school district to make decisions that are student-focused and learning-oriented. Methods used to address the needs of different student segments include: Climate Survey, Student focus groups, event feedback, Scholastic Achievement Testing (SAT) and ACT. The information is used for planning education programs, for marketing, for improving work systems and processes, and for developing new services through the PDSA process. The most recent example of a student-centered PDSA is the district’s iPod PDSA—piloting iPods and Macbooks for use in classroom for Pod casting exercises. School-level PDSAs resulted in the purchase of SMART Boards through a district matching-funds program, the redesign of report cards, and a pilot program aimed at recruiting highly qualified teacher assistants. Issue bins and plus/delta are used in classrooms, staff meetings, and at the district level to gain feedback and ideas from stakeholders. ISS has deployed and integrated this process throughout the district.

OPPORTUNITIES FOR IMPROVEMENT

· While ISS has an established method for tracking CTE students, other post graduation students are not tracked. Without this information, the district may be unable to identify and measure student success and therefore identify needed improvements for future students. Lack of this information also may limit ISS’s ability to address the strategic challenge of improving student achievement.

· Currently ISS does not gather information from students enrolled in other schools or home-schooled students. Without learning why students do not attend ISS schools, the organization may be unaware of additional programs and services that are desired by the unserved segment and so may not be anticipating the needs of future students or realizing funding from these students. 

3.2   Student and Stakeholder Relationships and Satisfaction

Your score in this Criteria Item for the Consensus Review is in the 70–85 percentage range. The findings from the site visit resulted in no change in the consensus percentage range. (Please refer to Figure 5, “Scoring Guidelines.”)

STRENGTHS

· ISS learned through focus groups and advisory meetings that students and parents want relationships that ensure friendly, supportive, and safe learning environments. Relationships with businesses, Faith-based organizations, and other commercial agencies are forged through the ISS Golden Opportunities Partner program, which provides tutors, volunteering in classrooms, and contributions to enhance learning. Additional relationships include the YMCA, which provides swim lessons to students, the Mitchell Community College and Mooresville Graded School District (MGSD) dual enrollment, and additional programs. ISS also is involved in community organizations, such as the State Public School Forum, the Virtual High School Advisory Committee, the Governor’s Teacher Working Conditions Advisory Committee, the United Way, Rotary clubs, and leadership programs sponsored by local Chambers of Commerce. Students and staff participate in community service activities and area realtors provide information to promote the district to prospective families and businesses. The PDSA process is used to extend relationships to current students and the Barium Springs Home for Children.

· The district has a number of key access mechanisms and communication tools designed to enhance the district’s two-way communication model (Figure 3.2-2). It offers additional outlets to enable students and other stakeholders to communicate with the district and its schools, such as the freshman academy orientation program and the Family Resource Center that are aimed at seeking and sharing information. By designing key access mechanisms and communication tools, ISS gathers actionable information to improve key student and stakeholder contact requirements.

· Procedures to handle complaints are deployed throughout the district and include resolution of issues at the lowest level with escalation as appropriate from teacher/coach to principal or director. District concerns are resolved using the Community Conflict Resolution Tool. When necessary complaints are escalated to the district’s COO and the BOE. Additional procedures are in place within the BOE’s policies to ensure that specific areas of complaints are addressed.

· ISS uses stakeholder satisfaction surveys to gather feedback from students, staff, and parents in all five strategic priorities—then celebrates successes and identifies opportunities for improvement. After analyzing data, schools and departments use the PDSA process to improve key processes. Various measures are used to capture actionable information, including action steps required in every SIP, DIP, and MPE, and links these actions to the performance reviews.

OPPORTUNITIES FOR IMPROVEMENT 

· Although the on-line Community Conflict Resolution Tool for students and stakeholders and the electronic issue bin for staff are used for receiving and addressing concerns, the district is not systematically aggregating and analyzing information from these systems to identify improvements. While complaints may be resolved individually using the online tools, with respect to other informal tools, the lack of aggregation and analysis may make it difficult to identify trends or patterns of complaints indicative of systemic issues or repeat complaints that may be related to ineffective resolution.

·  ISS does not use information from competitors or other appropriate comparisons for student and stakeholder satisfaction data. Lack of comparisons may make it difficult to determine if the district is achieving its vision to be a “Top Ten” performing school system in North Carolina.

Category 4  Measurement, Analysis, and Knowledge Management

4.1   Measurement, Analysis, and Improvement of Organizational Performance

Your score in this Criteria Item for the Consensus Review is in the 50–65 percentage range. The findings from the site visit resulted in no change in the consensus percentage range. (Please refer to Figure 5, “Scoring Guidelines.”)

STRENGTHS

· The district selects and aligns information in conjunction with the strategic planning process and environmental scan by asking five questions: (1) Do the data relate to district goals? (2) Do the data relate to district and student needs? (3) Are the data valid and reliable? (4) Are trend data available? (5) Are benchmark data available? These questions determine the fit between the data and district and student needs and goals, ensure data validity and reliability, and confirm the availability of trend and comparative data. Data are collected at multiple levels, and sources of data include internal formative, summative, and state assessments. These data are retained in multiple locations such as classroom records, and formal data systems like the Integrated Software Information Systems (ISIS), Human Resource Management System (HRMS), and the System for Evaluation and Assessment (SEA). The use of the balanced scorecard assists in aligning and integrating data and information.

· Leaders across the district use a well deployed systematic 11-step process to review organizational performance relative to strategic indicators and the success of North Carolina School Districts. Fact-based, systematic, organizational level analyses include the integration of a four-question-based analysis of data reported to the BOE by district cabinet members. The four questions answer What do the data tell us? What do the data not tell us? What are the opportunities for celebration? and What are the opportunities for improvement? These responses are then prioritized for the PDSA process. One example of improvement that resulted from this process was the decision to lower the students-per-computer ratio as it could influence improved student achievement on state assessments.

· All processes undergo a thorough, fact-based, systematic evaluation using PDSA and the four data questions. The district shares the results of district PDSA on improvement priorities by publishing reports online, sharing school-level PDSA information at principal meetings. Central office administrators share department PDSA results. Parents, through the Parent Teacher Organizations are also involved in setting priorities, taking action, and evaluating performance based on this review process. The integration and effective execution of the System Check III review process results in refinements and, in some cases, innovative break-through best -practice changes in ISS’s key processes.

OPPORTUNITIES FOR IMPROVEMENT

· Although the district has deployed a systematic process to select and use measures that have “Top Ten” comparisons, the process does not address the use of other comparative sources cited by ISS or sources outside of the academic community. It is not evident that the process for selecting sources of comparative data other than “Top Ten” is well ordered, repeated, or measured in a meaningful way so that learning would be possible. Although the approach for systematic selection of comparative sources to state district comparisons is aligned with ISS’s vision, restricting comparisons to state sources may limit ISS’s ability to choose the best sources for benchmark partners pursuing opportunities for breakthrough improvement and innovation.

· While ISS has entered into a four-year lease to keep computer equipment current, the information provided on the approach to keep the measurement system current is anecdotal and does not systematically ensure that the measurement system continues to meet educational service needs and direction. 

· The approach for review of the measurement system to ensure it is sensitive to rapid organizational change is anecdotal. There is no evidence that reviews have consistently resulted in improvements to the performance measurement system.

4.2   Management of Information, Information Technology, and Knowledge 

Your score in this Criteria Item for the Consensus Review is in the 30–45 percentage range. The findings from the site visit resulted in an increased percentage range of 50–65. 
(Please refer to Figure 5, “Scoring Guidelines.”)

STRENGTHS

· The district makes needed data and information available using its local area network (LAN) and wide area network (WAN). The PDSA continuous improvement process is the basis for decisions on how to make data available to all stakeholders. Thirteen databases and systems are used to store information and include the ISIS Financial System, ISIS Timekeeper, HRMS, SEA, the state’s “window of information on student education” (NC WISE), the Transportation Information Management System (TIMS), Comprehensive Exceptional Children Accountability Education System (CECAS), Connect-ED, Meals Plus, School Dude, and Customer Expressions. Many of these applications are available via the Internet providing access to employees and stakeholders. A data warehouse is used to provide data on a timely basis. 

· The Information Technology (IT) department oversees all equipment procurement and ensures equipment meets requirements for reliability, durability, and serviceability. As a result of a PDSA, the district has begun leasing equipment with a four-year replacement cycle. 

· The district effectively and systematically manages organizational instruction-based knowledge and transfer information through well deployed PLCs. The instructional facilitators, through participation in the school based PLCs, effectively capture learning and instruction-based practices within their respective schools and transfer the learning to PLCs within those schools to improve processes that impact student learning. instructional facilitators mentor teachers and PLC team members to ensure effective implementation of chosen best practices.

OPPORTUNITIES FOR IMPROVEMENT 

· Although there are methods in place to make data and information accessible to faculty, staff and students, similarly appropriate access is not addressed for suppliers, partners, or collaborators. Additionally, even though the Chief Accountability/Technology Officer (CATO) provides guidance for information systems, the district lacks a systematic approach to ensure improvement in hardware or software security or ease of use. The absence of these processes may inhibit achievement of the district’s value of fact-based decision making as some stakeholders may not have access to and others may have difficulty using the systems to obtain information.

· While there is a regular back up protocol and a Disaster Recovery Plan has been in place since 2004, the plan has not been fully deployed to ensure continued availability of hardware and software systems and the continued availability of data and information in the event of an emergency. The district lacks effective and systematic methods of using information available from stakeholders, suppliers, and partners to make systematic improvements and keep information mechanisms current.

· The district is in the early stages of establishing systematic methods to ensure the accuracy, integrity, and security and confidentiality of data and information. For example, data owners create verification systems; however, the systems are reactive to identified data errors that are discovered in the analyses of the data. There is no refinement of these approaches using the PDSA process or other methods.

· It is not evident that the methods in place to manage organizational knowledge are comprehensive in nature. The methods for managing organizational knowledge transfer to and from stakeholders, suppliers, partners, and collaborators are reliant on the individual to determine the relevance of sharing. There is no PLC approach or similarly appropriate approach for learning from best practices deployed to non-instructional processes or employees. Lastly, although knowledge gained is considered an asset within the district, determining which instructional-based best practices are to be transferred and/or adopted is not systematic. These opportunities combined may significantly impact ISS’s ability leverage knowledge assets within the system and result in unnecessary expenditures of time and resources in addressing district needs.

Category 5  Workforce Focus

5.1   Workforce Engagement

Your score in this Criteria Item for the Consensus Review is in the 50–65 percentage range. The findings from the site visit resulted in an increased percentage range of 70–85. 
(Please refer to Figure 5, “Scoring Guidelines.”)

STRENGTHS

· The district fosters a culture of high performance, goal setting, innovation, and diversity. Employee involvement in the PLC and in the decision making and development of the district strategic plan and the department and school improvement plans enhances cooperation, skill sharing, and diversity inherent in the community and in cross-functional teams. The Two-Way Communication model (Figure 5.1-02) enhances cooperation and effective communication, goal setting, and innovation through the Individualized Growth Plan (IGP) and through a SWOT analysis for classified employees. Goals are established for individuals and the organization and are aligned to various programs, such as the Leadership Academy, the development of instructional facilitators, and involvement in book studies to engage leaders in the latest educational theory and best practices. Through a well-deployed approach to creating a culture of high performance work, the organization focuses on student achievement, flexibility, innovation, knowledge and skill sharing, good communication and information flow, alignment with organizational objectives, and the ability to respond to changing educational and stakeholder needs and requirements.

· The district’s workforce performance management system supports high performance work and workforce engagement through the following: the Teacher Performance Appraisal Instrument-Revised (TPAI-R) for certified staff based on years of service, a Systems Check III for all teachers, a performance review of goals and performance for administrators, and measurement of performance and accomplishment of goals aligned to specific jobs for the classified employees. Reward and recognition incentives for all employees include a yearly program to recognize “all of the year” employees based on individual accomplishments and success in meeting district goals and helping children to be successful, the Teacher of the Year (TOY) Forum that recognizes best teachers and receives feedback about the direction of the school system, and the two-percent performance incentive for classified employees that generate cost savings and process improvements. By creating a workforce performance management system that includes performance appraisals, rewards, and recognition, the organization supports high performance work and workforce engagement. 

· The district addresses the workforce development and learning needs, training needs, core competencies, challenges and action plans, and performance improvement through a gap analysis using the DIP and the SIP processes as well as the  IGP and SWOT analysis to guide in the accomplishment of short- and long-term action plans, addressing strategic challenges, performance management, technological change, and innovation. The learning program is driven by the Model to Raise Achievement and Close Gaps including the Continuous Classroom Improvement Process (CCI). By addressing the district’s workforce development and learning needs, ISS may enhance student and stakeholder needs and requirements, organizational high performance, and student achievement. 
· The district assesses workforce engagement and satisfaction through the Teacher Working Condition Survey, the new Classified Staff Working Conditions Survey (which now includes classified employees), and a variety of informal means including meetings, electronic issue bins, and indicators, such as turnover and grievances. Improvement plans are developed based on the survey results. A recent PDSA on the domains of time and empowerment from the survey resulted in modification to the MPE, which allows more flexibility in the application of the model.

OPPORTUNITIES FOR IMPROVEMENT

· While the five domains of time, empowerment, staff development, leadership, and facilities/resources are used in the Teachers Working Conditions Survey and the Classified Staff Working Conditions Survey (instituted in spring of 2007), there is no process for the determination of the key factors that affect workforce engagement and satisfaction or for determining differences in these factors for different workforce categories and types. Further, ISS lacks a systematic process to segment, analyze or review satisfaction performance scores by the different workforce categories. Lack of a process for determining key factors that affect workforce engagement and satisfaction may make it difficult for ISS to understand the key points of leverage for improving workforce engagement and satisfaction for all employees. 

· Although ISS fosters effective communication and learning within individual schools through such methods as the two-way communication model, PLCs and regularly scheduled meetings, there is not a systematic process in place to ensure knowledge and sharing across departments and schools. The lack of a systematic process for cooperation and sharing skills across schools and departments may inhibit ISS’s ability to create a culture conducive to high performance and a motivated workforce. 

5.2   Workforce Environment

Your score in this Criteria Item for the Consensus Review is in the 50–65 percentage range. The findings from the site visit resulted in no change in the consensus percentage range. (Please refer to Figure 5, “Scoring Guidelines.”)

STRENGTHS

· The district manages workforce capability (ability to accomplish work processes) and capacity (sufficient staffing levels) needs, including skills, competencies, and staffing levels through a variety of approaches. It hires certified and classified employees as defined by the federal No Child Left Behind (NCLB) and state funding guidelines and uses the HOUSSE process to address licensure requirements and to expand the licensure areas for teachers. State policies allow teachers to expand highly qualified areas through the passage of the PRAXIS licensing exam. An allocation process is in place for all positions, and job descriptions are expanded and updated as necessary. The Human Resource Department ascertains and monitors staffing needs through the allocation process. By addressing workforce capability and capacity needs, ISS builds an environment for accomplishing the work to achieve high student performance.

· ISS uses various activities to address recruiting, hiring, and retaining employees. These include signing bonuses and salary advances to attract teachers to critical needs areas, additional funding for teachers serving most at-risk students, a contract with a minority recruitment specialist, establishing a Director of Recruitment and Retention, attending job fairs, a succession planning process used to identify an applicant pool for lead teachers and assistant principals, internships, and the Leadership Academy. Job descriptions are in place and Web site and newspaper advertising are used as vacancies occur. In addition, information from satisfaction and exit surveys is used for determining issues to address. By focusing on recruiting, hiring, and retaining a diverse workforce to represent the hiring community, the percentage of minority employees grew from 12% to 15% from 2004-2005 to 2006-2007, which may help to meet the student and stakeholder needs and requirements necessary to accomplish the work of ISS.

· The workforce is organized based on the triangle models, which are aligned with core competencies and the MPE. The SIP and DIP reinforce a focus on students and stakeholders. The PDSA process supports high performance through a focus on milestones, identified measures, and visual tracking. PDSA plans are posted in classrooms and include action plans to the individual student level. Through these processes, local schools, departments, classrooms, and individual students are empowered to identify and close unique gaps—remaining agile to exceed high performance expectations. 

· The district has developed processes and activities to help ensure workplace health, safety, and security, including establishing a School Safety Committee that focuses on health, safety, and security issues and by employing a full-time Occupational Safety and Health Administration (OSHA) safety compliance officer, who provides training and monitoring. It has implemented a tobacco-free policy, a drug and alcohol policy, and a Highway to Health program. Also, ISS performs regular monitoring of indoor air quality. Training is conducted on blood-borne pathogens. In addition, ISS has created a safety program Web site, installed a surveillance system, and conducts emergency and security drills. The district uses the PDSA process to address safety issues to improve workforce safety. By addressing the health, safety, and security issues, the district creates a safe working environment for its workforce. 

· ISS supports its workforce via policies, services, and benefits through various state benefits that are awarded to all eligible employees, and state policies regarding sick leave, personal leave, family medical leave, disability, professional development leave, annual leave, military leave, health insurance, life insurance, and other benefits supported by the state, including the state retirement system. The program provides additional optional benefits as well. The policies, services, and benefits are tailored to the needs of a diverse workforce through a local salary supplement used to attract and retain staff, a current local salary for classified staff, which is above the regional and state averages for classified staff, and a bonus program segmented by employee groups (teachers and teacher assistants based on student performance on year-end assessments, school bus drivers based on attendance, and classified staff who use the PDSA to improve processes that result in reduced district expenses). By supporting the workforce through policies, services, and benefits, ISS enhances the workforce climate to accomplish its strategic priorities, address the strategic challenges, and build on the strategic advantages.

OPPORTUNITIES FOR IMPROVEMENT

· Although the district ensures that the workforce represents diverse ideas, cultures, and thinking through their inclusion in PDSA, DIP, and SIP processes and through focused minority recruitment, minority hiring has lagged desired levels, especially for Hispanics. In addition, the district does not track retention rates for minorities and thus lacks information on whether minority recruiting, hiring, and placing processes are effective. These processes may be important in meeting the district’s strategic challenge to close the achievement gap in the growing, non-English speaking, Hispanic segment.

· Although the district has developed processes and activities to help ensure workplace health, safety, and security, it has limited performance measures and goals related to results or outcomes of these processes. The absence of measures of workplace health, safety and security for the different work place environments may inhibit the district’s ability to effectively manage these processes.

· The focus of the safety committee is limited to workmen’s compensation costs and this measure is not segmented. Once the overall goal for this measure was reached, no new goals were established. Without identifying segmented performance measures, it may be difficult for ISS to measure and improve the strategic priority of Healthy, Safe, Orderly, and Caring Schools.

Category 6  Process Management

6.1   Work Systems Design

Your score in this Criteria Item for the Consensus Review is in the 50–65 percentage range. The findings from the site visit resulted in no change in the consensus percentage range. (Please refer to Figure 5, “Scoring Guidelines.”)

STRENGTHS

· Leadership determines core competencies as an aligned and integrated systems approach to management (AISAM) that is the depth and breadth of its continuous improvement system (DBCIC) as shown in Figure 6.1-3. Based on a Baldrige assessment, the use of the Competency Determination Matrix, triangle models (Figures 6.1-1 and 6.1-2), PDSA methodology, and Systems Checks, the district links core competencies to the vision, mission, values, and strategic priorities in order to meet the needs of students and stakeholders and improve the efficiency and effectiveness of its operations. 

· Learning processes are designed by teams from the Central Office Services and the curriculum and instruction division using the Learning Work Processes Design Flowchart. Support processes are designed by department teams using the Support Work Processes Design Flowchart. District teams ask learning questions, develop an improvement plan, and analyze data using five data questions, or use a five-step method for outsourcing a process. By examining work processes, the district creates work systems that deliver student and stakeholder value.

· Key work processes related to core competencies that contribute to delivering student and stakeholder value, learning, organizational success, and sustainability are defined in Figure 6.1-3. For example, work processes for curriculum design, instruction, assessment, student services, human resources, financial, technology, transportation, and maintenance and facilities are delineated. By identifying key work processes, values, core competencies, key work systems, key process requirements, and process measures, the district aligns key processes with core competencies to help ISS maximize student success, including accommodating individual differences in learning and targeting effective transitions between educational levels.

OPPORTUNITIES FOR IMPROVEMENT

· Although cycle time, productivity, and cost control are incorporated in the design of work processes for the classroom, these factors are not consistently incorporated in the design of work processes not directly related to the classroom. Inconsistencies in addressing productivity in the support processes may inhibit the achievement of the stakeholder requirement for effective and efficient operations.

· While there is an Emergency and Disaster Preparedness Plan, it does not fully address continuity of operations, and recovery. For example, there were no plans addressing identification of alternate facilities or recovery of instructional materials or classroom technology. As a result, it may take the district longer to resume operations and high student performance may be impacted. 

· Competencies and key work processes do not appear to address management of the numerous suppliers, partners, and collaborators. Without addressing the requirements of suppliers, partners, and collaborators, it may be difficult for these stakeholders to contribute to ISS’s work processes and systems.

6.2   Work Process Management and Improvement

Your score in this Criteria Item for the Consensus Review is in the 50–65 percentage range. The findings from the site visit resulted in an increased percentage range of 70–85. 
(Please refer to Figure 5, “Scoring Guidelines.”)

STRENGTHS

· The district implements work processes through day-to-day operations to ensure that design requirements are met by asking the fidelity questions and using the PDSA improvement cycle. Processes are also monitored using PDSA, including input from stakeholders obtained through two-way communication, plus/delta, and surveys from stakeholders. Indicators used to control and improve these processes include mid-and end-of-year SWOT analyses, area advisories, student advisory, and Systems Check III. By implementing work processes and ensuring design requirements are met, the values of continuous improvement focus and management by fact and the strategic priority of effective and efficient operations are achieved for learning processes. 

· The district has identified multiple methods to reduce variability in the implementation of work processes. The principal, assistant principal, and instructional facilitators provide instruction guides to reduce variability in instruction and assessment, and teachers verify the use of these guides. Some support processes use checklists to reduce variability and minimize costs, such as regular inspections for fire, electrical, boilers, and transportation. Incentive bonuses reinforce performance standards and are available to testing coordinators and any classified staff member who develops a PDSA that reduces cost in any school procedure. The use of PDSA reduces variability in work processes and as a result reinforces ISS’s value of continuous improvement. 

· The district has multiple methods to help improve work processes, such as the PDSA method used for process improvement. In the PDSA method, each step is defined and has prescribed questions. Further, each process improvement team uses the PDSA method, which is deployed throughout the district at all levels and for all types of employees. In 2004, the PDSA tool went through a PDSA process for improvement and a Four Block PDSA was created. Improvements have been noted in areas such as the senior leadership system, the SIP process, stakeholder satisfaction surveys, professional development, and predictive assessment 
(Figure 6.1-6), which contribute to the organization’s value of a continuous improvement focus. 
OPPORTUNITIES FOR IMPROVEMENT 

· The use of PDSA or similar methods to manage improvement in support processes is not consistently deployed. As a result, opportunities to identify issues and make daily operational decisions to improve the work processes may be missed.

· While school and department improvement plans and PDSA methodologies are used to define improvements, and instructional facilitators share improvements within the learning processes, the sharing of lessons learned is not systematic across locations. Within and across support processes and locations, the sharing of best practices occurs at the discretion of those developing the new practice or those who happen to hear about it. Without a systematic process for sharing of best practices among the support processes and across the various locations in the district, ISS may limit organizational learning and innovation.

Category 7  Results

7.1 Student Learning Outcomes

Your score in this Criteria Item for the Consensus Review is in the 50–65 percentage range. The findings from the site visit resulted in a decreased percentage range of 30–45. 
(Please refer to Figure 5, “Scoring Guidelines.”)
STRENGTHS

· Levels and trends show improvements and good performance for reducing Grade 3 Math All/Exceptional Children Gap (Figure 7.1-4), improving the proficiency gap from 23 to 11 in the past 5 years. This decrease is more than a 50% reduction in the gap between the Exceptional Children and All Grade 3 Math students.

· The district SAT scores (Figure 7.1-8) were above the national average from 2004–2006. The score improved from 991 to 1045 in the past five years, surpassing peer, state average, key competitor and national average for past three years and is currently ranked tenth in the state ( Figure 7.1-1) up from a rank of 57 in 2002. Participation in the SAT is the option of the student. With the 2006-07 rank, the district has become a “Top Ten” district in SAT.

OPPORTUNITIES FOR IMPROVEMENT

· Although “Top Ten” for high student performance is the vision for the district 
(Figure 7.1-1) and was achieved in 2005-06, ranking for 4th, 7th, and 10th grade writing performance decreased for the 2006-07 year causing the district to move below the 
“Top Ten” ranking for these measures.

· Although the ABC Growth (Figure 7.1-10) shows 80% or better ISS student growth during the years from 2003–2007, the five-year trend indicates uneven growth during this period. 

· Some levels and trends show adverse or negative results such as a four-year negative trend for % schools making AYP, and the 2005–2007 results for Reading and Math composite.

7.2 Student- and Stakeholder-Focused Outcomes

Your score in this Criteria Item for the Consensus Review is in the 30–45 percentage range. The findings from the site visit resulted in no change in the consensus percentage range. (Please refer to Figure 5, “Scoring Guidelines.”)
STRENGTHS

· The district has achieved “Top Ten” status in attendance percentages (Figure 7.2-2). Attendance percentage increased from 95.1% to 95.9% over the past five years and exceeds that of the peer group, state average, key competitors, and charter schools over past two years. It is currently ranked third in the state (Figure 7.2-1). One method for encouraging attendance is involvement in athletics. Athletes outperform non-athletes  in the measures for Algebra, English I, Attendance, Graduation Rate, GPA, and Discipline Referrals (Figure 7.2-6). The district’s dropout rate has decreased from 5.3% to 4.0%. The graduation cohort rate has increased to 75.1% from 65.1% for the past five years. 

· Parents/guardians involved in decisions about students (Figure 7.2-4) demonstrate a favorable trend with composite scores in the stakeholder survey increasing from 83.4% to 85.0% over three years. 

· Positive referral, relationships and value are reflected in the increasing number of volunteer hours (from 30,000 to 100,000 hours) over the past three years. The value of volunteers has increased from $168 thousand to $522 thousand. This value-added activity enhances the school district by direct contributions of goods and services to the schools and students. The use of volunteers also allows increased flexibility in the use of the District General Fund so that more money is available to fund needs related to curriculum, instruction, and assessment of student instruction.

OPPORTUNITIES FOR IMPROVEMENT

· Upon review of the 2007 K-12 Student and Stakeholder Satisfaction Results, there were no sustained improvement trends for the past three years. Composite, parent and student segments all demonstrated uneven performance. Segmentation by building units exists and exhibits large variability. Additional segmentation by cluster or level is not available, which further limits the district’s ability to compare performance within these segments. Lastly, student and stakeholder satisfaction results are not segmented by gender, race/ethnicity, socio-economic status, disability, or age making it difficult to identify specific services and goals of the school district that might require improvement. 
· The district understands the value of stakeholder satisfaction and the need for a formal process for capturing dissatisfaction. However, the district’s computerized complaint process has yet to yield meaningful data (as of the end of the first quarter, 2007-2008 school year). The complaints that are lodged with individual employees are not gathered, analyzed, or represented in any systematic way, which limits the district’s ability to meet the needs of the stakeholders.

· Lack of comparative data from across the state, region, or with other relevant comparisons may prevent the district from discerning the relative goodness of performance levels, or from gathering knowledge about the district and the constituent communities.

7.3 Budgetary, Financial, and Market Outcomes

Your score in this Criteria Item for the Consensus Review is in the 30–45 percentage range. The findings from the site visit resulted in an increased percentage range of 50–65. 
(Please refer to Figure 5, “Scoring Guidelines.”)
STRENGTHS

· The district experienced improvement trends and/or good performance levels for key measures identified for budgetary and financial performance. Fund Balance (Figure 7.3-1) is above the state-recommended level for the past four years and is five % above the comparison district fund balance. Per Pupil Expenditure (Figure 7.3-2) increased from $6,000 to just over $7,000 in the past five years. Further, the district continues to rank in the bottom 10 districts in expenditure, while demonstrating improved student performance. Audit Findings (Figure 7.3-3) have decreased from 11 in 2001 to zero in 2006. Local Teacher Supplement (Figure 7.4-9) increased from $2,355 in 2002-2003 to $3,316 in 2006-07. Currently ranked 16th in the state, ISS’s local teacher supplement currently exceeds that of both the key competitor and the region.

· Energy Savings as a percentage of cost avoidance (Figure 7.3-4) has increased from 20% in 2004 to 30% in 2007, putting the district in the top five % of national comparisons. Redirecting or reducing operating costs ($4 million over last four years) has facilitated an increase in the percentage of dollars spent for instruction (from 61% to 67%) during that period. 

· The district experienced improvement trends and/or good performance levels for some key measures related to market results, including average enrollment growth of three % for the last ten years, success in a new market of virtual delivery from zero offerings in 2004-2005 to over 500 enrollments for 2007-2008, and an Early College venture that enrolled a number of home-schooled students (20) and MGSD students (25).

OPPORTUNITIES FOR IMPROVEMENT

· ISS may be vulnerable due to the limited nature of its financial outcome indicators, demonstrating the effectiveness of its fiscal systems in meeting strategic objectives and addressing the strategic challenges of funding and growth. For example, an analysis and comparison of funds that are required to demonstrate incremental increases in student performance might illustrate the effectiveness of the fiscal system and leverage available funds.

7.4 Workforce-Focused Outcomes

Your score in this Criteria Item for the Consensus Review is in the 30–45 percentage range. The findings from the site visit resulted in an increased percentage range of 50–65. 
(Please refer to Figure 5, “Scoring Guidelines.”)
STRENGTHS

· The district summarizes workforce-focused satisfaction outcomes through teacher satisfaction with maintenance that indicates an increase from 83.5% in 2003-04 to 87.6% in 2006-07 (Figure 7.4-6) and teacher turnover rate, which has decreased from 10.71% in 2001-02 to 9.68% in 2005-06. This turnover rate is lower than state and regional averages and is currently the 17th lowest in the state (Figure 7.4-7). School climate surveys, conducted annually each year since 2003-04, also provide detailed information about the reactions of certified and classified staff to the conditions and/or initiatives of the district. For classified employees, their baseline Satisfaction Survey Composite was 3.64 as compared to 3.90. These outcome measures provide one means for the school district to determine on a regular, on-going basis the workforce satisfaction as identified in the success factor—Quality Teachers, Administrators, and Staff. 

· Quality Staff “Top Ten” percentage of fully licensed teachers was ranked 16th in the State in 2005-06, which is up from 62nd in the State in 2002, and increased from 82.67% in 2002 to 94.6% in 2006-07. The percentage of National Board Certified Teachers exceeds the regional average, lags the state average and key competitor, established the rank of  41st in the state and increased from 4.48% in 2002 to 10.07% in 2005-06 
(Figure 7.4-1). The Percentage of Highly Qualified Teachers increased from 83.67% in 2002-03 to 94.36% in 2006-07. Local Teacher Supplement has increased from $2,355 in 2002-03 to $3,316 in 2006-07, which currently exceeds that of the key competitor and region. This outcome also serves to enable ISS to rank 16th in the state. By increasing the rank and performance percentage of fully-licensed and National Board-Certified teachers, the percentage of highly-qualified teachers, and the Teacher Supplement, ISS enhances the workforce capability (ability to accomplish work processes) and capacity (sufficient staffing to accomplish work processes). Volunteer hours have risen to 140,000 with an estimated dollar value of $522,000 (Figure 7.2-9).

· ISS Incident rate decreased from 8.4% per 100 full time employees in 2001 to 4.3% in 2005, however, it lags the state and national averages. Data for 2006 for the school district continue to trend downward to 2.3%; however, comparative data have not been released.

OPPORTUNITIES FOR IMPROVEMENT

· Teacher Working Condition Survey (Figure 7.4-3) demonstrates unfavorable performance in leadership and professional development, which have declined from 2004 to 2006: leadership from 3.85 to 3.71 and professional development from 3.70 to 3.27.

· There are no results reported for absenteeism and productivity as measured and assessed by schools and departments, and indicated as important by the school district. Results for workforce health, safety, security and workforce services and benefits are limited to Workmen’s Compensation (Figure 7.4-5) and Local Teacher Supplement (Figure 7.4-9). Without measures related to workplace health, safety, security, and workforce services and benefits, the district may not be able to discern the effectiveness of the approaches used to create and maintain a productive, responsive, and caring workforce climate. 

· Results are not segmented by employee type or provided for all employee types. Without reporting segmented results, disaggregated for race/ethnicity, age, subject matter taught, and gender, and employee type for all employees, it may be difficult for ISS to analyze workforce performance and to identify, understand, and meet the distinct needs and expectations of key stakeholders. 

7.5 Process Effectiveness Outcomes

Your score in this Criteria Item for the Consensus Review is in the 30–45 percentage range. The findings from the site visit resulted in an increased percentage range of 50–65. 
(Please refer to Figure 5, “Scoring Guidelines.”)
STRENGTHS

· The Core Learning Process Refinement Cycles (Figure 7.5-1), the Predictive Assessment Processes Goal:  Reduce Cycle Time and ReWork (Figure 7.5-2), and Maintenance Process Improvement Cycle (Figure 7.5-3) indicate four years of improvement, while the Model for Performance Excellence Work System Implementation (Figure 7.5-16) showed improvement over three years. For example, the Core Learning Process Refinement Cycles increased predictive assessments and added end-of-course (EOC) assessments. Assessment Cycle Time reduced cycle times for administration of the assessment from 15 days to immediate over a five-year period, the delivery process from 5 weeks to 2.5 weeks, turn-around time between scoring in hands of directors to schools from 5–7 days to 5 days and further reduced it with implementation of the data warehouse in 2006-07. Turnaround time between scores and schools and Plus/Delta delivery has decreased from 35 to 30 days to five days or less with the beginning of the data warehouse in 2006-07. Maintenance Process Improvement cycle time was reduced from 15–20 days to 1–2 days over four years. The MPE indicated increasing improvement of data reviewed at the mid- and end-of-year SWOTs and deployment of the seven Baldrige Criteria. By tracking key areas of organizational and operational performance, the organization may enhance the efficiency and effectiveness of its work systems and work processes and help achieve strategic priorities. 

· Prime Time (extended day care) Star Ratings (Figure 7.5-10) improved from seven facilities with one star to all 18 facilities achieving five-star ratings in five years. Child Nutrition Supplemental Sales Revenue (Figure 7.5-14) increased from $14,408 to $17,718 over three years, improving the self-sufficiency of this program. Internet-Connected Computer Ratio (Figure 7.5-5) improved from 4.1 to 3.8 students per computer over four years. By measuring indicators of key work processes, the district may improve educational programs, offerings, and services and align improved work processes with the value of continuous improvement focus. 

· Custodial Ratings (Figure 7.5-11) demonstrate an increase in quarterly inspection scores of buildings from 84.16 to 96.75 over the past four years. Further, the district is recognized nationally as one of the top five models for “Green Schools.”

OPPORTUNITIES FOR IMPROVEMENT

· Results or indicators of process effectiveness outcomes are missing in several areas. There are no results for supplier and partner performance, simplification of internal job/job classifications, changing supervisory ratios, response times for emergency drills, results for work relocation or contingency exercises, or workplace preparedness for disasters or emergencies. 

· Comparisons to other agencies are limited to transportation efficiency (Figure 7.5-9), students per Internet-connected computer ratio (Figure 7.5-5), and Class Size 
(Figure 7.5-4). Lack of relevant comparative data may make it difficult to understand if the improvement demonstrated is sufficient to accomplish district goals.

7.6 Leadership Outcomes

Your score in this Criteria Item for the Consensus Review is in the 30–45 percentage range. The findings from the site visit resulted in an increased percentage range of 50–65. 
(Please refer to Figure 5, “Scoring Guidelines.”)
STRENGTHS

· Progress in completing action plans related to the strategic priorities is demonstrated by a representation of significant accomplishments over the past four years (Figure 7.6-1). Performance reached “Top Ten” status as a result of achieving action plans in two areas: supplemental salary paid to faculty and staff (over and above state salary guidelines) and student attendance. These accomplishments are related to the strategic priorities of quality staff and high student performance, respectively. The energy program was recognized as one of the top five % in the nation in support of the priority for effective and efficient operations. 

· Annual incidents of crime have decreased from eight to two assaults over the past five years, and weapons incidents have decreased from 31 to 10 over the past five years. The district performance is the 16th lowest level of weapons incidents in the state. Additionally, due to a PDSA, high school student incidents of crime related to illegal alcohol and drug use have decreased. First-quarter data for 2007-08 as compared to 
2006-07 indicates a 50% reduction in overall incidents. One hundred % of new employees have received ethics training in the past four years, background checks have been conducted for 100% of the positions, and there have been no reported ethical violations of the BOE or senior leaders over the same time period. The number of bus discipline incidents has decreased from 4,600 referrals to less than 2,600 referrals over five years. These indicators are related to the strategic priority of Healthy, Safe, Orderly, and Caring Schools. 

· Fiscal audit findings have improved from 11 findings in 2001 to no reportable findings in the past three years. The district has been recognized for the past two years by the State Board of Education for excellence in accounting and received the 2005 Eagle Award from the American School Business Officials for excellence in accounting. 

· The district was recognized for being the first school in the nation achieving certification as a LEEDS-certified Green School. There have been no findings in sanitation inspections of the cafeteria in the past four years and the district sustained a rating of 100%. Boiler inspection discrepancies have decreased from 101 to 18 over the past six years. Electrical inspections are 100% compliant for all buildings and the district is in compliance with surface DENR watershed standards. External audits conducted by the Exceptional Children’s Program and ESEA have had no reportable audit exceptions in the past four years. The district was the third in the state and one of the first 30 districts accredited by the Southern Association of Colleges and Schools. All stakeholder complaints that could have resulted in a lawsuit or EEOC/OCR complaint have been resolved for the past four years. 

· Contributions to the United Way (Figure 7.6-3) have increased over the past six years (from $95,000 to $120,000). Employees and students raised over $200,000 for Katrina relief efforts.

OPPORTUNITIES FOR IMPROVEMENT

· While there was a bond approval in 2005, there are no indicators of stakeholder trust in leaders/governance reported that demonstrate sustained levels of performance. There are no segmented results for ethical behavior by faculty or staff. While district employees are involved in a variety of activities described in 1.2c, there are limited indicators or measures related to organizational citizenship in support of key communities. Further, although Figure 7.6-2 lists the types of social responsibility that the school district values, results are not listed for 16 items.

APPENDIX

By submitting a Baldrige application, you have differentiated yourself from most U.S. organizations. The Board of Examiners has evaluated your application for the Malcolm Baldrige National Quality Award. Strict confidentiality is observed at all times and in every aspect of the application review and feedback. 

This feedback report contains the Examiners’ findings, including a summary of key themes of the application evaluation, a detailed listing of strengths and opportunities for improvement, and scoring information. Background information on the examination process is provided below.

APPLICATION REVIEW

Independent Review
Following the receipt of the Award applications, the first step of the Award process review cycle (shown in Figure 1) begins with the Independent Review, in which members of the Board of Examiners are assigned to each of the applications. Assignments are made according to the Examiners’ areas of expertise and to avoid potential conflicts of interest. Each application is evaluated independently by Examiners, who write observations relating to the Scoring System described on page 51 of the Criteria for Performance Excellence (page 53 in the Health Care Criteria and page 55 in the Education Criteria).
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Figure 1—Award Process Review Cycle

Consensus Review

Beginning in 2007, all applicants are benefiting from Consensus Review. A team of Examiners, led by a Senior Examiner, conducts a series of reviews, first managed virtually through a secure Web site and eventually concluded through a focused conference call. The purpose of this series of reviews is for the team to reach consensus on comments and scores that capture the team’s collective view of the applicant’s strengths and opportunities for improvement. The team documents its comments and scores in a consensus scorebook. The Consensus Review process is shown in Figure 2. 

	Step 1
	Step 2
	Step 3
	Step 4

	Consensus Planning:

· Clarify the timeline for the team to complete its work

· Assign Category/Item discussion leaders

· Discuss key business/ organization factors


	Virtual Consensus:

· Review all Independent Review evaluations—draft consensus comments and propose scores 

· Post Consensus Review worksheets for the team to review

· Address feedback, incorporate inputs, and propose a resolution of differences on each worksheet

· Review updated comments and scores
	Consensus Calls:
· Discuss a limited number of issues related to specific comments or scores, and discuss all key themes

· Achieve consensus on comments and scores


	Post-Consensus Call Activities:

· Revise comments and scores to reflect consensus decisions

· Prepare final consensus scorebook

· Prepare feedback report


Figure 2—Consensus Review Process

Site Visit Review

After the Consensus Review process, the Panel of Judges selects applicants to receive site visits based upon the scoring profiles. If an applicant is not selected for Site Visit Review, one of the Examiners on the Consensus Team edits the final consensus report, which becomes the feedback report.

Site visits are conducted for the highest-scoring applicants to clarify any uncertainty or confusion the Examiners may have regarding the written application and to verify that the information in the application is correct. After the site visit is completed, the team of Examiners prepares a final site visit scorebook. The Site Visit Review process is shown in Figure 3.

	Step 1
	Step 2
	Step 3

	Team preparation:

· Review consensus findings

· Develop site visit issues

· Plan site visit
	Site visit:

· Make/receive presentations

· Conduct interviews

· Record observations

· Review records
	Site visit scorebook:

· Resolve issues

· Summarize findings

· Finalize comments

· Prepare final site visit scorebook

· Prepare feedback report


Figure 3—Site Visit Review Process

Applications, consensus scorebooks, and site visit scorebooks for all applicants receiving site visits are forwarded to the Panel of Judges. The Judges make final recommendations on which applicants should receive the Award. The Judges discuss applications in each of the six Award categories separately, and then they vote to keep or eliminate each applicant. Next, the Judges decide whether each of the top applicants should be recommended as an Award recipient based on an “absolute” standard: the overall excellence and the appropriateness of the applicant as a national role model. The process is repeated for each Award category. The Judges’ review process is shown in Figure 4.

	Step 1
	Step 2
	Step 3

	Panel of Judges’ Review:

· Applications

· Consensus scorebooks

· Site visit scorebooks


	Evaluation by Category:
· Manufacturing

· Service

· Small Business

· Education

· Health Care

· Nonprofit
	Assessment of Top Organizations:
· Overall strengths/ opportunities for improvement

· Appropriateness as national model of performance excellence


Figure 4—Judges’ Review Process

Judges do not participate in discussions or vote on applications in which they have a competing or conflicting interest or in which they have a private or special interest, such 
as an employment or a client relationship, a financial interest, or a personal or family relationship. All conflicts are reviewed and discussed so that Judges are aware of their own and others’ limitations on access to information and participation in discussions and voting. 
Following the Judges’ review and recommendations of Award recipients, the Site Visit Team Leader edits the final site visit scorebook, which becomes the feedback report.

SCORING

The scoring system used to score each Item is designed to differentiate the applicants in 
the various stages of review and to facilitate feedback. The Scoring Guidelines shown in Figure 5 are based on (1) evidence that a performance excellence system is in place; (2) the maturity of the applicant’s processes as demonstrated by Approach (A), Deployment (D), Learning (L), and Integration (I); and (3) the results the applicant is achieving.

In the feedback report, the applicant receives a percentage range. The percentage range is based on the Scoring Guidelines, which describe the characteristics typically associated with specific percentage ranges.

An applicant’s total score falls into one of eight scoring bands. Each band corresponds to a descriptor associated with that scoring range. Figure 6 provides scoring information on the percentage of applicants scoring in each band at Consensus Review. Scoring adjustments resulting from the Site Visit Review are not reflected in the distribution. 

	SCORE
	PROCESS (For Use With Categories 1–6)

	0% or 5%
	· No systematic approach to Item requirements is evident; information is anecdotal. (A)
· Little or no deployment of any systematic approach is evident. (D)

· An improvement orientation is not evident; improvement is achieved through reacting 
to problems. (L)

· No organizational alignment is evident; individual areas or work units operate independently. (I)

	10%, 15%, 20%, or 25%
	· The beginning of a systematic approach to the basic requirements of the Item 
is evident. (A)

· The approach is in the early stages of deployment in most areas or work units, inhibiting progress in achieving the basic requirements of the Item. (D)

· Early stages of a transition from reacting to problems to a general improvement orientation are evident. (L)

· The approach is aligned with other areas or work units largely through joint 
problem solving. (I)

	30%, 35%, 40%, or 45%
	· An effective, systematic approach, responsive to the basic requirements of the Item, 
is evident. (A)

· The approach is deployed, although some areas or work units are in early stages 
of deployment. (D)

· The beginning of a systematic approach to evaluation and improvement of key processes is evident. (L)

· The approach is in the early stages of alignment with your basic organizational needs identified in response to the Organizational Profile and other Process Items. (I)

	50%, 55%, 60%, or 65%
	· An effective, systematic approach, responsive to the overall requirements of the Item, 
is evident. (A)

· The approach is well deployed, although deployment may vary in some areas or 
work units. (D)

· A fact-based, systematic evaluation and improvement process and some organizational learning are in place for improving the efficiency and effectiveness of key processes. (L)

· The approach is aligned with your organizational needs identified in response to the 
 Organizational Profile and other Process Items. (I)

	70%, 75%, 80%, or 85%
	· An effective, systematic approach, responsive to the multiple requirements of the Item, 
is evident. (A)

· The approach is well deployed, with no significant gaps. (D)

· Fact-based, systematic evaluation and improvement and organizational learning are key management tools; there is clear evidence of refinement and innovation as a result of organizational-level analysis and sharing. (L)

· The approach is integrated with your organizational needs identified in response to the Organizational Profile and other Process Items. (I)

	90%, 95%, or 100%
	· An effective, systematic approach, fully responsive to the multiple requirements of the Item, is evident. (A)

· The approach is fully deployed without significant weaknesses or gaps in any areas or work units. (D)

· Fact-based, systematic evaluation and improvement and organizational learning are key organization-wide tools; refinement and innovation, backed by analysis and sharing, are evident throughout the organization. (L)

· The approach is well integrated with your organizational needs identified in response to the Organizational Profile and other Process Items. (I)


Figure 5—Scoring Guidelines for the Education Criteria
	SCORE
	RESULTS (For Use With Category 7)

	0% or 5%
	· There are no organizational performance results or poor results in areas reported. 

· Trend data are either not reported or show mainly adverse trends. 

· Comparative information is not reported. 

· Results are not reported for any areas of importance to your key mission or organizational requirements. 

	10%, 15%, 20%, or 25%
	· A few organizational performance results are reported; there are some improvements and/or early good performance levels in a few areas. 

· Little or no trend data are reported, or many of the trends shown are adverse.
· Little or no comparative information is reported. 

· Results are reported for a few areas of importance to your key mission or organizational requirements. 

	30%, 35%, 40%, or 45%
	· Improvements and/or good performance levels are reported in many areas addressed in the Item requirements. 
· Early stages of developing trends are evident. 

· Early stages of obtaining comparative information are evident. 

· Results are reported for many areas of importance to your key mission or organizational requirements. 

	50%, 55%, 60%, or 65%
	· Improvement trends and/or good performance levels are reported for most areas addressed in the Item requirements. 

· No pattern of adverse trends and no poor performance levels are evident in areas of importance to your key mission or organizational requirements. 

· Some trends and/or current performance levels—evaluated against relevant comparisons and/or benchmarks—show areas of good to very good relative performance. 

· Organizational performance results address most key student, stakeholder, market, and process requirements. 

	70%, 75%, 80%, or 85%
	· Current performance levels are good to excellent in most areas of importance to the 
Item requirements. 

· Most improvement trends and/or current performance levels have been sustained over time.
· Many to most reported trends and/or current performance levels—evaluated against relevant comparisons and/or benchmarks—show areas of leadership and very good relative performance. 

· Organizational performance results address most key student, stakeholder, market, process, and action plan requirements. 

	90%, 95%,

or 100%
	· Current performance levels are excellent in most areas of importance to the Item requirements. 

· Excellent improvement trends and/or consistently excellent performance levels are reported in most areas. 

· Evidence of education sector and benchmark leadership is demonstrated in many areas. 

· Organizational performance results fully address key student, stakeholder, market, process, and action plan requirements.


Figure 5—Scoring Guidelines for the Education Criteria (continued)
2007 Scoring Band Descriptors

Band
  Band
   % Applicants  


Descriptors


Number      in Band1
0–275           
1
11%
The organization demonstrates the early stages of developing and implementing approaches to Item requirements, with deployment lagging and inhibiting progress. Improvement efforts focus on problem solving. A few important results are reported, but they generally lack trend and comparative data.

276–375    
2
27%
The organization demonstrates effective, systematic approaches responsive to the basic requirements of the Items, but some areas or work units are in the early stages of deployment. The organization has developed a general improvement orientation that is forward looking. The organization obtains results stemming from its approaches, with some improvements and good performance. The use of comparative and trend data is in the early stages. 

376–475       
3
31%
The organization demonstrates effective, systematic approaches responsive to the basic requirements of most Items, although there are still areas or work units in the early stages of deployment. Key processes are beginning to be systematically evaluated and improved. Results address many areas of importance to the organization’s key requirements, with improvements and/or good performance being achieved. Comparative and trend data are available for some of these important results areas. 

476–575   
4
25%
The organization demonstrates effective, systematic approaches responsive to the overall requirements of the Items, but deployment may vary in some areas or work units. Key processes benefit from fact-based evaluation and improvement, and approaches are being aligned with organizational needs. Results address key customer/stakeholder, market, and process requirements, and they demonstrate some areas of strength and/or good performance against relevant comparisons. There are no patterns of adverse trends or poor performance in areas of importance to the organization’s key requirements.

576–675   
5
  6%
The organization demonstrates effective, systematic, well-deployed approaches responsive to the overall requirements of the Items. The organization demonstrates a fact-based, systematic evaluation and improvement process and organizational learning that result in improving the effectiveness and efficiency of key processes. Results address most key customer/stakeholder, market, and process requirements, and they demonstrate areas of strength against relevant comparisons and/or benchmarks. Improvement trends and/or good performance are reported for most areas of importance to the organization’s key requirements.

676–775    
6
 0

The organization demonstrates refined approaches responsive to the multiple requirements of the Items. These approaches are characterized by the use of key measures, good deployment, evidence of innovation, and very good results in most areas. Organizational integration, learning, and sharing are key management tools. Results address many customer/stakeholder, market, process, and action plan requirements. The organization is an industry2 leader in some results areas.

776–875  
7
 0

The organization demonstrates refined approaches responsive to the multiple requirements of the Items. It also demonstrates innovation, excellent deployment, and good-to-excellent performance levels in most areas. Good-to-excellent integration is evident, with organizational analysis, learning, and sharing of best practices as key management strategies. Industry2 leadership and some benchmark leadership are demonstrated in results that address most key customer/stakeholder, market, process, and action plan requirements.

876–1000    
8                 0

The organization demonstrates outstanding approaches focused on innovation, full deployment, and excellent, sustained performance results. There is excellent integration of approaches with organizational needs. Organizational analysis, learning, and sharing of best practices are pervasive. National and world leadership is demonstrated in results that fully address key customer/stakeholder, market, process, and action plan requirements.
____________________

1. Percentages are based on scores from the Consensus Review.

2. Industry refers to other organizations performing substantially the same functions, thereby facilitating direct comparisons.

Figure 6—Scoring Band Descriptors































































PAGE  
Malcolm Baldrige National Quality Award—Feedback Report
1

_1242736358.vsd
Applications Due 
CD:  Mid-May 
Paper:  Late May


Site Visit Review
October


Independent Review & Consensus Review
June–August


Feedback Report to Applicant


Feedback Report to Applicant


Judges Meet
 Mid-September 


Judges Meet Mid-November


Judges Recommend Award Recipients to NIST Director/Secretary of Commerce 


Selected


Not Selected


Not Selected


Award Process Review Cycle



