Preparing to read your feedback report . . .

Your feedback report contains Baldrige Examiners’ observations 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 how best to address the opportunities.
If your organization has applied previously, you may notice a slight change in the report. Key themes, which serve as an overview or executive summary of the entire report, now comprise four sections rather than three: (a) Process Item strengths, (b) Process Item opportunities for improvement, (c) Results Item strengths, and d) Results Item opportunities for improvement. 
Applicant organizations understand and respond to feedback comments in different ways. To make the feedback most useful to you, 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 observations that the Examiner team found particularly important—strengths or opportunities for improvement that the team felt had substantial impact on your organization’s performance practices, capabilities, or results and, therefore, had more influence on the team’s scoring of that particular Item. 

· You know your organization better than the Examiners know it. If the Examiners have misread your application or misunderstood information contained in the application, 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—PROCESS ITEMS

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

An organization in band 5 for Process Items (1.1–6.2) typically demonstrates effective, systematic, well-deployed approaches responsive to the overall requirements of most Criteria Items. The organization demonstrates a fact-based, systematic evaluation and improvement process and organizational learning, including innovation, that result in improving the effectiveness and efficiency of key processes.
a.   The most important strengths or outstanding practices (of potential value to other organizations) identified in ISS’s response to Process Items are as follows:

· ISS’s leadership is driving an evolution of the organizational environment from a focus on teaching to a systemic focus on learning. In the classroom, five questions anchor ISS’s Raising Achievement, Closing the Gap (RACG) performance model and focus discussion and analysis on what students should know and be able to do. All teachers participate in face-to-face or virtual Professional Learning Communities (PLCs). Instructional facilitators located at each school lead these grade-level or subject-area PLCs in data analysis, action research, and the identification and sharing of best-practice instructional strategies. The instructional facilitators also provide ongoing professional development through coaching, modeling, and mentoring. The implementation of PLCs is monitored with a Teamwork Matrix (TWM). Throughout the district, teaching assistants are trained alongside teachers and most staff, including classified staff. Employees involved in implementing the RACG performance model have professional development plans embedded in their Individual Growth Plans (IGPs). Beyond the classroom, a Leadership Academy ensures the training of administrators in ISS’s Model for Performance Excellence and provides additional professional development tailored to the needs of administrators. A newly revised organization chart and ISS’s new vision, “a school system committed to improving student learning by igniting a passion for learning,” also support this focus on learning.

· The extensive use of the Plan, Do, Study, Act (PDSA) methodology supports ISS’s value of continuous improvement. Cross-functional teams initiate and track improvements in ten key PDSAs at the district level. Department Improvement Plans (DIPS) and School Improvement Plans (SIPs) are created and monitored at the appropriate level. PDSAs begin with a gap analysis; then standard guiding questions, embedded in each phase of the continuous improvement cycle, are addressed. Implementation is further supported by templates tailored for use by departments and school sites. During two separate improvement cycles, PDSA templates and guiding questions were modified for use by students and classified employees. Senior leaders regularly monitor district, department, and school-site PDSAs, with progress reported and successes shared at regular intervals. Daily-to-weekly PDSAs that focus on student learning are deployed at various levels to most classrooms. Classroom-level deployment is monitored by classroom walk-throughs (CWTs) conducted by district office and site leaders. 

· In the classroom environment, fact-based, data-driven decision making supports learning and continuous improvement. To support RACG, both administrative and site-based teams receive extensive analysis of student achievement data in midyear and end-of-year organizational reviews. Student achievement results are reviewed in shorter cycles of 9.0 and 4.5 weeks through the analysis of predictive and teacher-developed common formative assessments. Weekly PDSA assessments are administered in many classrooms. Demonstrating ISS’s value of management by fact, data are reviewed at the class and individual student level and are used to assess progress toward goals as well as to modify PDSAs.

b.   The most significant opportunities, concerns, or vulnerabilities identified in ISS’s response to Process Items are as follows:

· Although strategic planning involves one- and three-year time horizons for strategic priority areas and goals designed to address state mandates, ISS creates only 90-day rolling activity plans for its strategic objectives. While these rolling plans and subsequent quarterly review of SIP, DIP, and cross-functional PDSA tools enable organizational agility, the lack of engagement in longer-term action planning may inhibit ISS’s ability to prepare successfully for its future education, market, and operating environment and effectively address its longer-term strategic challenges and key changes. Use of short- and long-term action plans that coincide with ISS’s planning and goal horizons may assist the district in meeting or exceeding its critical goals and targets.

· While ISS strives to maintain its value of management by fact for its highly distributed and diverse organization, the lack of effective technological solutions and the isolation of related data and information sources may not permit the district to adequately leverage its organizational knowledge or sufficiently deploy information to decision-making points throughout the district. Manual calculation for critical tools, such as the Balanced Scorecard, reduce such tools to the level of annual or semiannual reports rather than dynamic management tools. Separate databases for student achievement, financial, human resources, and other operational functions reduce the ability to visualize and use data as effective information. Many key data management functions—such as many PDSA results, control of work processes, and community information, including complaints and comments—are handled manually and locally, preventing aggregation and analysis for sharing and organizational performance improvement. An integrated approach to the use of technology may enable ISS to monitor and control its key processes to ensure efficient and effective functioning and maximize its information systems.

· Deployment of ISS’s Model for Performance Excellence to all areas of the workforce is limited. For example, the Operations Triangle/Aligned, Effective, and Efficient Support Processes (AEESP) model, IGPs and professional development for classified staff, classroom application of PDSAs within some sites, the complaint management system, the data warehouse, and communication of organizational performance reviews are inconsistently deployed. In addition, key processes, such as complaint management, are inconsistently used, and key tools, such as the quarterly radar-chart reporting process, are not in evidence at the school building level. A well-deployed, integrated, and aligned performance management system may support ISS in sustaining high performance, achieving its mission of rigorously challenging all students to achieve their academic potential, and adhering to the values of a continuous improvement focus, partnerships and teamwork, and a results focus. 

KEY THEMES—RESULTS ITEMS
The Site Visit Team found the descriptor for results scoring band 4 to be the most accurate for ISS. For an explanation of the results scoring bands, please refer to Figure 6b, Results Scoring Band Descriptors.

For an organization in band 4 for Results Items (7.1–7.6), results typically address some key customer/stakeholder, market, and process requirements, and they demonstrate good relative performance against relevant comparisons. There are no patterns of adverse trends or poor performance in areas of importance to the Criteria requirements and the accomplishment of the organization’s mission.
c. Considering ISS’s key business/organization factors, the most significant strengths found in response to Results Items are as follows:

· ISS demonstrates good performance levels and beneficial trends in the accomplishment of its mission and strategic plan priority areas. For example, in 2007-2008, approximately 85% of schools achieved Accountability, Basic Skills, and Local Control Plan (ABC) growth approaching the 2010 long-term goal of 90% (Figure 7.1-2). Cohort graduation rates steadily increased from approximately 64% in 2002-2003 to 80.7% in 2007-2008, and the SAT composite score increased from approximately 990 in 2002-2003 to 1056 in 2007-2008 (Figures 7.1-3 and 7.1-4). The overall average class size in core subject areas decreased from 20.5 in 2001-2002 to 18.6 in 2006-2007 (Figure 7.5-4), and the end-of-grade (EOG) reading composite score improved from 75% of students proficient in 
2000-2001 to 90.6% in 2007-2008 (Figure 7.1-7).

· ISS has demonstrated significant progress in eliminating achievement gaps for some of its most challenging subgroups. For example, the EOG reading gap for African American students has been cut almost in half over the past six years, decreasing from 23 percentage points in 2001 to 12 percentage points in 2007. This level is 3 points below the current state level, which has increased during the same period (Figure 7.1-8). Similarly, the EOG reading gap for Exceptional Children (EC) decreased from 42 points to 21 points during the same period and is now 10 points below the state level (Figure 7.1-9).
· ISS shows some areas of good-to-excellent relative performance in nearly all mandated student achievement areas and good relative performance in some financial and workforce-focused outcomes. For example, ISS moved from 19th to 7th place in the state in student achievement from 2003 to 2008, and the total average SAT score (at 1056 in 2008) has trended upward and is better than that of a local district (1005), peer districts (995), the state (1007), and the nation (1017; Figure 7.1-4). The attendance rate, at 96.03% in 2008, is consistently higher than that of the local district (95.93%), a charter school (95.8%), a peer (95.16%), and the state (94.98%). At 4.52%, the dropout rate is consistently lower than that of a local district (4.56%) and peer districts (5.56%) as well as the state (5.25%). Incidents of crime, at 6.36 per 1,000 students, has been consistently lower than the state rate of 7.8 in 2006-2007, and ISS ranks 107th among 155 school systems in per-pupil expenditures (Figures 7.2-7 and 7.3-2). In 2006-2007, the teacher turnover rate was approximately 10.2%, below the state level of approximately 12% (Figure 7.4-2).

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

· Results are not available for some areas that may inform ISS’s ability to make day-to-day and strategic decisions. For example, results are not available for student learning across ISS’s full course of study, including visual and performing arts, foreign language, health, and alternative education. Additionally, results are not available for some programs and processes, including student assistance, early college high school, virtual learning, stakeholder complaints, workforce participation in PLCs, and staff development outcomes. Missing results may make it difficult for ISS to assess its progress in key areas, including whether or not it has achieved its targets and identified gaps.

· Adverse trends and inconsistent performance are noted in some areas of importance to ISS. For example, the percentage of No Child Left Behind (NCLB) targets met by ISS declined from 98% in 2003-2004 to 94% in 2007-2008 (Figure 7.1-1), and incidents of crime increased from 4% in 2004-2005 to approximately 6.4% in 2007-2008, moving away from the long-term goal of 4% (Figure 7.2-7). Market share steadily decreased from 79.77% of county students in 1992-1993 to 71.11% in 2007-2008 (Figure 7.3-5). The teacher turnover rate increased from 9% in 2003-2004 to more than 10% in 2006-2007 (Figure 7.4-2), and transportation efficiency decreased from 99.7% in 2003-2004 to 95.5% in 2007-2008 (Figure 7.5-7). Adverse and inconsistent trends may make it difficult for ISS to achieve its strategic objective and timelines and to ensure that it is meeting its five key stakeholder requirements.

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 5a, Scoring Guidelines for Process Items.)

STRENGTHS

· To personally promote an organizational environment that fosters, requires, and results in legal and ethical behavior, the Executive Cabinet meets weekly and monitors local, state, and national changes in legal and ethical requirements, breaches of expectations, Ethics Hotline reports, and investigations of violations. In addition, in response to feedback from state and national quality award programs, ISS has implemented several new approaches during the past two years, including improvements in background checks for volunteers, athletic eligibility compliance, financial guidelines for volunteer organizations, and a focus on ethics in the Leadership Academy. Senior leaders deliver in-person and online training to clearly communicate ISS’s expectations for legal and ethical behavior to the workforce.

· Senior leaders create an environment for performance improvement through the Model for Performance Excellence, which includes semiannual performance reviews. Additionally, leaders create an environment for workforce learning by directly providing PDSA and continuous improvement training, participating in PLCs, and supporting a Quality Team and the position of Chief Quality Officer. Senior leaders also promote innovation through the Innovation Pilot process, the Educational Foundation Endowment Fund, and the use of comparative data from 20 districts in the state. 

· Senior leaders communicate with, empower, and motivate the workforce through a variety of methods (Figure 1.1-2), including offering training and workshops; writing articles, blogs, and e-mails; serving as champions for PDSA and Baldrige Categories; and regularly using quality tools such as issues bins and plus/deltas. In addition, four surveys regarding the effectiveness of communication ensure that employees have input into decision making and are kept informed once decisions are made. The superintendent meets with each department and school twice each year to discuss progress in reaching ISS’s vision, mission, and goals. Senior leaders take an active role in stakeholder recognition by participating in reward events throughout the year and maintaining a standing Board of Education (BOE) agenda item to recognize faculty, staff, students, and stakeholders. A pan for a districtwide reward and recognition program was developed in 2003-2004, and feedback from employees has led to several improvements.

· To create a focus on action, ISS uses SIPs and DIPs to establish goals, measures, and action strategies to address the needs identified through various input tools. Senior leaders review the Balanced Scorecard measures (Figure 4.1-2) and use recommendations from PDSA cycles and quarterly PDSA radar tracking to determine which district processes will receive priority and resources for improvement. These approaches support ISS’s values of management by fact and a results focus.

OPPORTUNITIES FOR IMPROVEMENT

· While ISS defines a leadership system to integrate the organization’s key components, such as planning, key processes, stakeholder focus, and data systems (Figure 1.1-1), the implementation and deployment of the system is incomplete. Given the district’s size, gaps in the integration of the key leadership components and limited deployment of the system throughout the district may limit organizational alignment and the leadership team’s ability to fully support innovative improvements and fact-based decisions.

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 no change in the consensus percentage range. (Please refer to Figure 5a, Scoring Guidelines for Process Items.)
STRENGTHS

· ISS ensures accountability for management’s actions through the creation and monitoring of multiple plans, including a BOE improvement plan and alignment of senior leaders’ personal development plans with ISS’s strategic objectives. Fiscal accountability is ensured through an annual budget process, managed by the leadership budget committee, that includes collaboration with county commissioners on the development of a funding formula based on the county’s long-range strategic plans. The annual budget process includes a zero-based budgeting approach that has been refined in each of the last four years. In addition, the BOE reviews numerous internal and external audits, including fiscal and safety audits, energy audits and inspections, and a Quality Assurance Audit that is integrated with the annual Southern Association of Colleges and Schools accreditation as well as the PLC, TWM, and RACG models. Through annual stakeholder and community surveys, the Systems Check Level III (SCIII) semiannual review, and use of comparative data from other Baldrige-based school boards, the BOE monitors and improves the governance system.

· ISS’s leadership performance and evaluation process includes a district SWOT analysis that begins with training by senior leaders in the use of the performance evaluation instrument and ends with a semiannual evaluation meeting during which improvement plans are developed. Compensation for administrators is based on how well they enable the school or department to achieve the goals in their improvement plans. The superintendent, department administrators, and principals receive bonuses for achievement of student learning goals. The BOE evaluates the superintendent using an instrument that is aligned with the Baldrige Criteria and process and with a 360° feedback process. The BOE self-evaluates semiannually using the SCIII and measures its performance against its goals. The entire leadership evaluation system has gone through at least three cycles of improvement, including starting a goals-based system in 2000; increasing the emphasis on ISS’s value of a results focus in 2004-2005; adding a community survey to measure stakeholder trust; and addressing alignment with new state standards and evaluation tools for teachers, principals, administrators, and superintendents in 2007-2008.

· ISS ensures ethical behavior through numerous methods, including the Ethics Code and Ethics Hotline, which are available to internal and external stakeholders; an online concern/complaint management system; background checks for volunteers and new hires; and ethics training for all new employees and volunteers. In addition, senior leaders review legal, regulatory, and accreditation requirements on a quarterly basis. ISS improved the ethics process in 2007-2008 by adding specific goals and measures for bullying of students and background checks for volunteers and field-trip chaperones. 

OPPORTUNITIES FOR IMPROVEMENT

· Although the Cabinet reviews all regulatory, legal, and accreditation requirements quarterly and uses various input methods, such as the Ethics Hotline and the online complaint management system, to anticipate and prepare for public concerns, most information and data are collected after the incident. Information and data collected in the Environmental Scan Process (ESP) and through the PDSA template and guiding questions do not specifically address adverse impacts resulting from ISS’s programs and offerings. A systematic approach to anticipating and preparing for public concerns may enable ISS to be proactive rather than reactive in meeting the needs and expectations of its stakeholders.

· A systematic approach is not in place to improve ethical behavior processes, including ethics training programs for new employees, the Ethics Code, the Ethics Hotline, or the online concern/complaint management system. By continually assessing its approaches to determine the effectiveness of its processes to ensure ethical behavior, ISS may limit its vulnerability to future ethical violations from its stakeholders.

· Some key compliance measures and goals for achieving and surpassing standards for safety, ethical behavior, and support of key communities (i.e., reduce the number of claims for Workman’s Comp, increase United Way dollars, increase volunteer hours and partnership grants; Figure 1.2-1) do not have clear measures or specific goals. In addition, some of ISS’s measures and goals are not in alignment with the results achieved. For example, a stated goal is to decrease the violations of student ethical behavior and bus conduct incidents by 5%, but in 2005-2006 incidents increased by 11% and in 2007-2008 decreased by 52% (Figure 7.6-2). By selecting and aligning quantifiable measures to determine if the desired results are achieved, ISS may operate in greater support of its organizational culture of performance excellence and its value of management by fact.

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 no change in the consensus percentage range. (Please refer to Figure 5a, Scoring Guidelines for Process Items.)
STRENGTHS

· ISS uses a 13-step, systematic strategic planning process that starts in July-August each year with a review of current performance by the leadership, the Executive Cabinet, and the Cabinet (Figure 2.1-2). The review includes PDSA results, budget and leadership performance reviews, reports from coaches and administrators, and progress on individual school and department plans. The strategic planning process ends with a BOE retreat and budget/resource allocations approved by the BOE in August-September. The process incorporates short (one-year) and long-term (three-year) planning horizons, multiple performance reviews, SIPs, and DIPs. The strategic planning process was initiated in 1998 and modified in 2002 to improve alignment of ISS’s plan with that of the state and alignment of school and department plans with that of ISS, as well as mandated improvement plans for schools set by the state.

· ISS determines organizational strengths and opportunities for improvement through numerous methods, including the annual ESP, a biannual Strengths, Weaknesses, Opportunities, and Threats (SWOT) analysis of each of the strategic objectives, and the use of PDSAs. The Cabinet analyzes the annual state report on technology, community demographics, market share results, and regulatory and competitive data (Figure 2.1-3) to identify early indicators of educational reform, major shifts in technology, and student and local demographics.

· ISS’s three-year strategic plan consists of five priority areas as well as 16 goals that are aligned with those of the state. Measures are selected based on gaps in data collected by ISS for academic achievement results; district, school, and department PDSAs; and SWOT analyses of the district and school measures. Most measures and targets are mandated. The district uses a 2% bonus to classified staff for pilot PDSAs to encourage innovation.

OPPORTUNITIES FOR IMPROVEMENT

· ISS does not include all stakeholders, such as suppliers and partners, in the development of the strategic plan. The systematic inclusion of all stakeholders in the strategic development process may help ISS identify emerging issues and or blind spots, assist with the achievement of organizational goals, and more effectively address organizational challenges. In addition, while ISS provides various examples of improvements made as a result of the strategic planning process during the past five years and evaluates specific events of the process, primarily with plus/deltas, the district does not evaluate the overall strategic planning approach and process. With a systematic approach to evaluating its strategic planning process, ISS may better identify and address its longer-term strategies and achieve better alignment and integration of goals, measures, and key processes. 

· ISS does not have a process to balance short- and longer-term strategic challenges or prioritize potentially conflicting stakeholder needs in the strategic planning process. For example, the process at the district level does not address all services and programs, such as EC programs; preschool programs; programs for limited-English-proficient students; Title III, Title I, Title II, and Title V programs; health services; guidance services; the dropout and Student Assistance Program; day treatment services; or differentiated diploma or homebound services. In addition, the strategic planning process does not balance the needs of these varying programs or groups. Without ensuring inclusion of all students and key stakeholders and balancing their varying needs during strategic planning, ISS may have difficulty meeting its key objective of RACG as well as deciding how to use its limited resources in determining future priorities.

Although ISS’s process for setting individual goals (the IGP) is deployed districtwide to leadership and certified staff, the process is inconsistently deployed among classified staff. In addition, the DIP and SIP processes are inconsistently applied across the district, and although each school has an SIP that is aligned with district goals and measures, as well as Goal Teams and School Improvement Teams, the creation and communication of that plan vary from school to school. A consistent process for creating and communicating goals and measures at all levels of the district may enable ISS to better address its strategic challenges and advantages as well as sustain increases in performance in both academic and nonacademic achievement areas. 

2.2   Strategy Deployment

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 5a, Scoring Guidelines for Process Items.)
STRENGTHS

· Senior leaders, principals, executive directors, and staff develop and align SIPs and DIPs with district strategic plans using an action-planning process and template. ISS currently tracks over 100 leading indicators at the district level that are reported at weekly Cabinet meetings. School Improvement Teams and Goal Teams conduct quarterly improvement cycles and annual reviews, and report year-end performance gaps and strengths that feed back into each department and the district as the basis for new objectives to address the gaps. Deployment plans include action steps, resources assigned, persons responsible, and evaluation measures or leading indicators. ISS monitors and adjusts these plans when measures indicate that changes should be made. Additionally, PDSAs are used throughout the district to review and improve any areas where gaps are identified. The action-planning process supports ISS’s values of management by fact, a continuous improvement focus, and a results focus.

· ISS establishes and deploys modified department- and building-level action plans throughout the year through its PDSA-based DIP and SIP template and approach, creating 90-day action plans. If a shift is required in the SIPs and DIPs, plans are revised during the “Act” part of the PDSA cycle to reflect the needed changes. The results of PDSAs are rolled up through the organization or down through the organizational levels as appropriate. This approach allows ISS to remain agile enough to shift action plans as needed while maintaining a focus on the overall achievement of short-term strategic goals.

· Goal Teams, School Improvement Teams, and District Teams review quarterly measures as well as SWOTs and survey results to set specific, measurable, aligned, results-focused, and timely (SMART) goals in relation to results. School Improvement Teams and Goal Teams are coached and receive feedback semiannually from ISS’s leadership. Quarterly reviews and coaching assist ISS in setting short-term, actionable plans that allow for flexibility and reaction to changing focus areas based on results reflected in data.

OPPORTUNITIES FOR IMPROVEMENT 

· Although ISS states that various stakeholders are included in the strategic planning process, action plans, including modified action plans, are not deployed throughout the value chain to suppliers, partners, and the business community. At the district level, communication takes place monthly with various committees, but below the district level, no systematic communication of processes takes place regarding the district plan or school or department plans. Suppliers and partners are expected to seek information, if desired, through the Web site. Without communicating and deploying the strategic plan to all stakeholders, ISS may not be able to capitalize on valuable human resources that may support organizational alignment by contributing to the achievement of its goals, and may not be able to react to circumstances requiring rapid execution of shifts in plans. 

· Although ISS cites human resource training and development plans for each action plan (Figure 2.2-2), the human resource plans do not address the potential impact on the workforce, including potential changes to overall workforce capability and capacity. Without addressing the potential changes in workforce capacity needs, ISS may not adequately prepare its workforce or be able to achieve and sustain its current and projected levels of student and workforce-related performance. 

· Although ISS provides some projections for performance data in its timeline horizons 
(Figure 2.1-4) and states that it uses a SWOT analysis, no process is defined for determining these projections. Furthermore, no process exists for comparing performance projections to those of competitors or comparable organizations. No cycles of improvement have been applied to determination of projections. A systematic process to determine performance projections and to deploy and communicate those projections to all stakeholders may enable ISS to identify gaps and ensure that it achieves best-in-class performance.

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 no change in the consensus percentage range. (Please refer to Figure 5a, Scoring Guidelines for Process Items.)
STRENGTHS

· ISS determines key customer requirements through voice-of-the-customer mechanisms that include surveys, focus groups, advisory boards, and diagnostic assessments of students. These listening and learning mechanisms vary by stakeholder group, including individualized attention for some minority groups, surveys in Spanish, and electronic methods for business partners. Input is obtained from former, current, and future students (Figure 3.1-2). Senior leaders and administrative team members meet monthly to review the voice-of-the-customer data and to make service and programming recommendations. Decisions are communicated through the 2-WCM (Figure 5.1-1).

· Senior leaders use student and stakeholder input to plan, modify, and enhance educational offerings and determine the focus of staff development and training. These inputs include plus/deltas, issue bins, surveys, and the PDSA process. PDSA provides a foundation for improvement and innovation. Improvements resulting from stakeholder input include iPods and computers for classrooms, SMART Boards, the redesign of the K–2 report cards, improved hiring practices, and adjustments to the school day.

· Leaders attend conferences to learn about the latest research and literature affecting public education and monitor local climate changes through the various inputs. Senior leaders include the analysis of these inputs as data for the Model for Performance Excellence, benchmarking, and pilot programming to promote a continuous quality environment that aligns with the organizational value of continuous improvement. 

OPPORTUNITIES FOR IMPROVEMENT

· ISS does not have a systematic process for determining which student and market segments to address outside of those required by federal and state mandates. The district does not systematically identify student and markets to pursue for current and future educational programs, offerings, and services, including those served by other educational providers, such as home schoolers, charter school students, and students who may relocate within the district. A well-defined process for identifying these groups may enable ISS to accurately segment students as well as ensure that it can meet the current and future needs of students living within its boundaries. 

· ISS does not have a process for translating voice-of-the-customer input into stakeholders’ key requirements. In addition, although ISS identifies how it addresses the needs of former, current, and future students (Figure 3.1-2), the district does not have a systematic process for using feedback from these groups, including communication of the needs of former, current, and future students, as well as data on utilization of offerings and services, voluntary departures and transfers, positive referrals, and complaints. Without a systematic process, ISS may not be able to develop new services that meet students’ and stakeholders’ needs and requirements.

· Even though ISS reviews voice-of-the-customer input and notes that student input resulted in the provision of a drug and alcohol program, no systematic approach is in place to address how student and stakeholder needs are identified and improvements made or to determine whether all stakeholder segments have the opportunity for input. In addition, although ISS uses PDSAs for process innovations and pilot programs have resulted in innovations in teaching and learning, no specific process is defined for identifying opportunities for innovation. A defined process to identify stakeholder needs and desires, as well as opportunities for innovation, may enable ISS to achieve its goals of high student performance and operational efficiency throughout all areas.

3.2   Student and Stakeholder Relationships and Satisfaction

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 5a, Scoring Guidelines for Process Items.)
STRENGTHS

· ISS’s systematic approach to building relationships includes the Golden Opportunities Partner Program, focus groups, advisory meetings, and supplier surveys. Through PDSA cycles, ISS determines areas where relationship building may support student learning and enhance organizational performance. Some systematic improvements based on stakeholder feedback include increasing numbers of classroom volunteers and tutors, new academic offerings, Prime Time, Teachscape, dual enrollment opportunities through Mitchell Community College, the Blumenthal Center for Performing Arts, and the Barium Springs Home for on-site alternative school.

· ISS encourages and enhances two-way communication through a variety of key access mechanisms and communication tools, including the registering of concerns and complaints (Figures 3.2-2 and 3.2-3). Students, family members, and community stakeholders can gain information and voice concerns in person, by telephone, and electronically, as well as through a Freshman Academy for orientation and a Family Resource Center. Access mechanisms are deployed throughout the district using a variety of staff development methods, staff meetings, advisory meetings, and distribution of district policies and expectations in plans. All site administrators are trained on Crucial Conversations and other communication tactics that promote ISS’s value of partnerships and teamwork.

· ISS determines stakeholder satisfaction primarily through surveys of all students and random samples of parents, suppliers, and community and business partners. The PDSA process is used to improve surveys in order to secure information for continuous improvement.

OPPORTUNITIES FOR IMPROVEMENT 

· While ISS collects complaints through the Community Conflict Resolution Tool and the employee Electronic Issue Bin, the complaints submitted via these mechanisms are not aggregated and analyzed beyond the individual complaint level to inform systemwide learning. Complaints at the site level are not entered into ISS’s online complaint resolution database, which does not allow for systemwide process improvement. Complaint resolution has not met the 24-hour turnaround goal, and ISS has just begun collecting data on the time frame for responses. With no defined process, ISS may have difficulty ensuring that its overall approaches to complaint management are effective and that actionable information is captured and shared throughout the district.

· While ISS uses numerous modes to communicate with stakeholders, it is unclear how the district determines the methods for assessing the satisfaction, dissatisfaction, and loyalty of the different student and stakeholder groups. Segmentation is not defined beyond the basic level of student demographics. Market share is dropping as students move to a charter school environment. Without increased segmentation, ISS may have difficulty developing relationships that support its mission and vision, improve the quality of programs and services, and ensure future interactions and positive referrals from all student and stakeholder segments. 

· Although ISS monitors other school districts and national trends for initiatives and comparative data regarding the satisfaction of its own and competitors’ students and stakeholders, and measures its own performance by using the Model for Performance Excellence, no systematic method is in place to obtain and use comparative satisfaction data or determine best-in-class or benchmark performance learnings. Without comparing information on student and stakeholder satisfaction and dissatisfaction relative to competitors and other high-performing organizations, ISS may have difficulty assessing the effectiveness of its approaches and supporting its stated desire to foster a progressive, innovative atmosphere.

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 5a, Scoring Guidelines for Process Items.)
STRENGTHS

· ISS collects student achievement, financial, human resource, compliance, and operational data daily, weekly, monthly, quarterly, or annually, depending on the availability of the data. District-level data are shared in midyear and end-of-year reviews using a Balanced Scorecard approach. Student predictive assessment data are maintained in the data warehouse; an end-user interface, DASH, provides access for administrators, principals, assistant principals, instructional facilitators, and teachers. 

· District leaders (Central Office staff, principals, assistant principals, and instructional facilitators) conduct midyear and end-of-year performance reviews of ISS’s 16 strategic indicators through an 11-step process (Figure 4.1-1). The steps focus the review on trends, comparisons, and competitive analysis. The end-of-year review uses four systemic data questions to develop a SWOT analysis for review by the BOE. If performance gaps exist between the results and the associated target goals for the 16 strategic indicators, the goals remain strategic goals for the following year.

· ISS uses a PDSA model of continuous improvement to identify improvement opportunities, with its most successful application of PDSAs in student learning. Organizational knowledge gained from the PDSAs is shared broadly throughout the district through a variety of methods. Progress on district PDSAs is reported quarterly in radar charts and posted online, school-level PDSAs are shared at principals’ meetings, classroom-level PDSAs are shared at instructional facilitators’ meetings, and department PDSAs are shared by Central Office administrators.

· ISS incorporates a variety of organizational performance reviews into the systematic evaluation and improvement of its key processes. Midyear and end-of-year reviews evaluate performance on each strategic goal and identify possible candidates for PDSAs to address gaps in performance. Additional district, school, department, and classroom reviews occur weekly, monthly, or quarterly. The district also uses feedback from external Baldrige and North Carolina Awards for Excellence reviews to identify areas for improvement.

OPPORTUNITIES FOR IMPROVEMENT

· ISS does not use comparative data for some key operational areas, including human resources and financial performance. Identifying and using appropriate comparative data, including data from organizations outside the education sector, may help ensure that ISS maintains its top-ten status and achieves its desire to be a benchmark district. 

· ISS does not have a systematic approach to ensure that the measurement system is sensitive to rapid or unexpected changes; the district changes strategic goals and measures only in response to changes in state strategic priorities. ISS is currently in the process of converting and realigning its current strategic priorities and measures to new North Carolina Department of Public Instruction strategic priorities focused on 21st-century skills. Focusing on its unique stakeholder needs and requirements and its desire to be a benchmark organization may help ISS develop a state-of-the-art measurement system as well as anticipate and respond with agility to unanticipated change. 

· While ISS provides several examples of using measurements, performance reviews, and PDSAs for improvement, a systematic approach is not in place for improving the performance measurement process itself. Such a process may enable ISS to identify and meet changing stakeholder needs and support innovation throughout the district.

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 no change in the consensus percentage range. (Please refer to Figure 5a, Scoring Guidelines for Process Items.)
STRENGTHS

· ISS makes data and information available and accessible to the workforce and stakeholders through various mechanisms. A technology platform, a local-area network, a wide-area network, targeted e-mail, press releases, advisory groups, and hard and soft copies of documentation deploy data, procedures, processes, and practices to various stakeholders. Financial, human resource, compliance, and operational data systems (Figure 4.2-1) collect, organize, and make data available on demand to the appropriate personnel. A technology plan outlines short- and long-term plans for technology against state priorities; the plan is reviewed annually by the state and updated every three years.

· The Information Technology Team coordinates all technology purchases to ensure reliability, durability, and serviceability of hardware and software across the organization. ISS ensures the confidentiality and security of data through authorized access, password requirements, Internet filters, and a firewall. Several data systems, including the Integrated Software Information System (ISIS) Financial System, ISIS Timekeeper, the Human Resources Management System, the Transportation Information Management System, the Comprehensive Exceptional Children Accountability Education System, School Dude, and Big Web (Figure 4.2-1), provide data to appropriate personnel in real time and provide updates whenever data are revised. Other systems are updated biweekly in the data warehouse.

· ISS backs up digital information contained on servers to other storage devices. Data critical to operations are backed up daily and removed to off-site locations, ensuring continued availability of data and information in the event of an emergency. A nonpublic disaster recovery plan is in place. This approach helps ensure that ISS can continue to meet the requirements of its students and stakeholders in the event of an emergency.

· ISS shares organizational knowledge through its systemic continuous improvement and workforce management processes, including PDSAs, PLCs, instructional facilitators, and performance reviews. This approach provides the opportunity to share knowledge about effective programs and practices across the district, grade levels, and departments.

OPPORTUNITIES FOR IMPROVEMENT 

· While ISS regularly backs up digital information on servers and has a disaster recovery plan, nondigital data and information are not maintained in any other form or off-site. Hard-copy student folders are maintained in fireproof filing cabinets in each school building, and hard-copy personnel folders are stored in nonfireproof filing cabinets in a secure room. While digital backups are periodically tested, no systematic process exists to ensure that all data systems will be operational and accessible in the event of an emergency. Without such a process, ISS may have difficulty continuing to meet all the requirements of its students and stakeholders in the event of an emergency.

· Although individual hardware and software components are regularly updated and the technology plan is reviewed annually, ISS does not have a systematic approach to improving its data, information, and knowledge management systems. Without a systematic approach, ISS may not be able to meet future needs and directions, and may be unable to respond to rapid and unexpected changes.

· While ISS provides district-level data and information to the public through its Web site, brochures, and newsletter, the data are limited to district strategic indicators. Financial, human resource, market, and operational data are not available, and access to individual school performance data is limited to parents and community members who participate in School Improvement Teams. Information other than student assessment data, including classroom PDSAs, PLCs, and minutes from internal meetings, is stored in shared folders on a limited-access intranet drive. Access to data, information, and knowledge may allow all stakeholders to contribute effectively and efficiently to ISS.

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 no change in the consensus percentage range. (Please refer to Figure 5a, Scoring Guidelines for Process Items.)
STRENGTHS

· ISS determines the key factors affecting workforce engagement and satisfaction through the biannual Teacher Working Conditions Survey (TWCS), the Principal Working Conditions Survey, the Central Office survey, the Classified Working Conditions Survey (CWCS), the Two-Way Communication Model (Figure 5.1-1), the Teacher of the Year forums and program, quarterly professional development surveys, and True North Logic (TNL) software. The TWCS was improved to include a survey of classified staff and measures related to leadership engagement. Various informal communication mechanisms, including plus/deltas, issue bins, and measures such as retention/turnover rates, grievances, absenteeism rates, and safety measures, are also used to assess workforce engagement. These approaches support ISS’s newly developed value of a motivated faculty and staff.

· ISS fosters high performance through various methods, including IGPs for goal setting, PDSAs, incentive rewards for innovation, review of progress on SIPS and DIPS, and cross-functional teams and committees. Cooperation, effective communication, and skill sharing occur regularly among most faculty and staff. Instructional facilitators share best practices and benchmarking throughout the district, and principals and district office personnel share successes at job-alike meetings. This fostering of high performance may help ISS fully realize its performance excellence model.

· ISS supports high-performance work and engagement with a performance- and dialogue-based instrument for the evaluation of teaching personnel. The district was a leader in the state in piloting the instrument as the primary system of appraisal because of its focus on the accomplishment of district and school strategic priorities (derived from the state), promotion of engagement and high-performance work, and focus on 21st-century skills. ISS uses a state evaluation process for administrators that is aligned with the accomplishment of district and state goals. Classified employees are evaluated through a separate appraisal form that measures performance aligned to a specific job. The evaluation of most employees includes the creation or updating of IGPs. Staff members are recognized for their accomplishments via video on ISS’s Web site, at BOE meetings, and through individual recognition at staff and district meetings. All employees are eligible for bonuses based on student performance or incentives based on improvement. 

· ISS identifies the workforce’s needs and desires for learning and development through gap analysis. The RACG model (Figure 6.1-1a), along with the TNL survey methods (tracking five levels of professional development), links professional development to strategic needs. The DIPs and SIPs identify gaps, which are used to determine focus areas for staff development. IGPs for certified employees are then developed to address individual gaps, aid in the accomplishment of action plans, and encourage performance improvement. The district describes several cycles of improvement to the workforce development and learning system, including aligning professional development to the state’s 21st-century standards. The quarterly DIP and SIP reviews and improvement cycles enable ISS to be agile.

OPPORTUNITIES FOR IMPROVEMENT

· Although ISS deploys the 2-WCM as the main mode of communication between various employees in the district at the administrative level, the methods are not systematic and fully deployed at all levels of the organization. In addition, the methods are not effective in fostering cooperation and skill sharing among all faculty and staff and across the district. Without a systematic and effective approach to communication, ISS may not be able to ensure that the entire workforce achieves the district’s strategic priorities of high performance; quality teachers, administration, and staff; and effective and efficient operations.

· While ISS manages effective career progression and succession planning for certified personnel, such an approach is not in place for classified personnel. Without effective career progression and succession planning for all workforce groups, ISS may have difficulty ensuring that it attracts and retains a quality workforce and effectively addresses the strategic priority of quality staff. 

· Although IGPs are aligned to the performance appraisal instrument and fully deployed to certified employees, the IGPs are not fully deployed or are aligned to the performance appraisal instrument of classified employees. Without this deployment of IGPs, ISS may have difficulty fostering an organizational culture conducive to high performance motivated by individual goal setting, empowerment, and initiative, and may be unable to meet the value of motivated staff.

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 an increased percentage range of 70–85. (Please refer to Figure 5a, Scoring Guidelines for Process Items.)
STRENGTHS

· ISS analyzes results of multiple surveys and input sources, such as state regulatory requirements, to determine if changing regulatory requirements or student/stakeholder needs necessitate a change in workforce capability. The recent state-mandated addition of 
21st-century skills for leaders and teachers, including evaluation rubrics, has led to improved staff and stakeholder capability. Interview screening processes are more closely aligned with core competencies and with the RACG (Figure 6.1-1a) and AEESP (Figure 6.1-1b) models. ISS addresses changing workforce capability issues through gap analysis of progress to goals and uses training and development processes to prepare the workforce for changes.

· ISS’s systematic approach to recruiting, hiring, and placing certified employees involves a full-time recruiter, college recruitment, and a local job fair. These methods are the direct result of a PDSA designed to improve the placement and retention of new employees. The improvements have led to an increase in the number of applicants and growth in the minority workforce. Additional practices to recruit and retain math, science, and EC teachers as well as teachers for at-risk schools include signing bonuses, moving allowances, at-risk supplements, and improvement bonuses. As a result of these combined efforts, ISS began the last two years with 100% of its staff positions filled. 

· ISS manages the workforce to accomplish its work through the RACG and AEESP models, through which data are reviewed at least quarterly by principals and department heads, with oversight by the Quality Department. Improvements to the RACG and AEESP models have achieved greater alignment between the way the workforce is managed and organized and the strategic plan and strategic challenges. The district uses multiple listening and learning methods to ensure that decisions are made collaboratively and that feedback is sought from all stakeholders. Work to address the strategic challenges cascades from the Executive Cabinet to schools and departments. Each department addresses specific strategic priorities relevant to its work group and creates DIPs to address them. The action plans from the DIPs and SIPs are then deployed at the school level by PLCs and Goal Teams. This approach allows for local control of school issues and leads to increased agility and flexibility. 

· The district Safety Committee is charged with addressing health, safety, and security issues. ISS also employs a full-time Safety Compliance Officer certified by the Occupational Safety and Health Administration, and all schools and work sites maintain a safety plan. The “Highway to Health” program encourages employees to make healthy lifestyle choices. Eligible employees can participate in state-regulated benefits regarding leave and health and life insurance. Additional local benefits include a cafeteria benefits program and a health-screening process that enables employees to develop personalized health plans. Consistent with the strategic priority of healthy, safe, orderly, and caring (HSOC) schools, ISS uses the TWCS, the CWCS, and other survey information through the PDSA process to assess workplace health, safety, and security.

OPPORTUNITIES FOR IMPROVEMENT

· Although ISS describes many examples of the assessment of workforce capability, workforce capacity assessment is limited to budget analysis. Without systematically and effectively addressing this strategic challenge as the district continues to grow, ISS may not have the ability to increase capacity as well as prepare the existing workforce for expansion, thereby ensuring continuity in all operations.

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 5a, Scoring Guidelines for Process Items.)
STRENGTHS

· ISS has established three models to communicate its Model for Performance Excellence system management approach: the Leadership System Model (Figure 1.1-1); the RACG model, also known as the Learning Triangle (Figure 6.1-1a); and the AEESP model, known by the workforce as the Operations Triangle (Figure 6.1-1b). The Learning Triangle is composed of all instruction-focused processes: Quarterly Predictive Assessments, Instructional Guides, and PLCs. The Operations Triangle encompasses the functional support processes, including student support services, financial services, and operations. Both models are aligned with ISS’s core competency of a continuous improvement approach. Each model includes five questions intended to determine if planned improvements are achieving the goal, which is the initial step in the PDSA approach. The PDSA approach is used throughout the district to improve processes based on gap analysis. The three systems approaches support key work processes (Figure 6.1-4), and, together, they support a systems perspective on organizational performance improvement.

· ISS has defined seven key work processes that are linked to its two core competencies 
(Figure 6.1-4). Embedded in the processes are four data and five operational common questions that focus organizational and individual action on students and stakeholders 
(Figure P.1-4). The learning work processes have undergone several cycles of improvement using the PDSA model. 

· ISS addresses readiness for a broad array of emergencies and disasters by using defined plans, monitoring, drills, and performance reviews to maintain a safe environment. This approach, overseen by the Safety Committee, is deployed throughout the district and has been improved based on external feedback and the PDSA approach. The plans are in alignment with national school safety guidelines. ISS also addresses emergency preparedness in conjunction with the Federal Emergency Management Agency (FEMA) and the county Office of Emergency Management.

OPPORTUNITIES FOR IMPROVEMENT

· Although ISS identifies three models as composing its Model for Performance Excellence (the Senior Leadership Model, the RACG model, and the AEESP model), deployment of these models varies throughout the district. For example, although the five operational questions in the Learning Triangle are well deployed, the RACG model and its components are unclear or unknown to many administrators and teachers; additionally, many classified support staff are unaware of the Operations Triangle/AEESP model. Without a more thorough understanding and use of its performance improvement models, ISS may have difficulty delivering student and stakeholder value and achieving organizational success and sustainability.

· While ISS states that the ESP, encompassing inputs from an array of sources, is the principal systematic approach to determining key work process requirements, the district does not review, manage, or improve the ESP to include input from students, suppliers, business leaders, community organizations, and partners into the key operational work process requirements provided (Figure 6.1-4). Because the AEESP model used by the operational workforce does not include this element of input, operational process improvements may not be meeting the needs of all stakeholders. By managing input from its key stakeholders, ISS may be able to ensure that all of its systems and processes deliver value to these stakeholders as appropriate.

· Although ISS includes a basic design model to include suppliers, inputs, processes, outputs and customers (SIPOC) in its processes, the district does not systematically incorporate new technology; organizational knowledge; the potential need for agility; or cycle time, productivity, cost control, and efficiency and effectiveness factors into the design of processes. In addition, ISS does not involve all stakeholders in the design and innovation of the work system and processes. A systematic approach to designing and innovating all of ISS’s work processes, including all stakeholders, may better enable the district to achieve its goal of improved operational efficiency.

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 no change in the consensus percentage range. (Please refer to Figure 5a, Scoring Guidelines for Process Items.)
STRENGTHS

· The standard course of study and common instruction guides and textbooks prevent variability in the delivery of curriculum and the pacing of instruction. ISS reduces variability in operational processes through adherence to regulatory requirements, standardized procedures, and regular internal and external reviews. Variability is also reduced through the collection and monitoring of key process measures (Figure 6.1-4). Additionally, operations processes use regular inspections/checklists and common training to minimize overall costs. ISS encourages classified employees to further minimize costs through an incentive bonus program.

· ISS’s clearly defined, systematic process for improving learning processes uses PDSA methodology (Figure 6.2-1) in all learning areas. Examples of 2008-2009 PDSAs include CWTs, classroom assessment, dropout prevention, and new teacher orientation. In 2004, PDSA templates were refined for classroom use, and, in 2005, the templates were adapted for classified employees. Improvements and lessons learned are identified during the “S” phase of the PDSA (“What were the accomplished improvements and results?”), and plans for sharing improvements from PDSAs are made during the “A” phase (“How can the improvement be transferred to other areas of ISS?”). Improvements are shared during Cabinet, principal, and PLC meetings. This PDSA approach is the foundation of ISS’s core competency of an aligned and integrated systems approach to managing the organization.

OPPORTUNITIES FOR IMPROVEMENT 

· Although principals, assistant principals, instructional facilitators, and teachers monitor learning process implementation through CWTs, teacher evaluations, weekly to monthly PDSAs for selected improvement areas, the TWM, and plus/deltas and issues bins, ISS does not have a systematic approach to ensure that other key processes, such as the daily delivery of instruction, two-way communication, and academic interventions, meet design requirements or key requirements for day-to-day operations. In addition, although some suppliers (i.e., Teachscape) are involved as partners in the design of work process requirements, input from partners and suppliers is not systematically used to manage key work processes. By effectively managing all of its key work processes from design through implementation, ISS may experience greater efficiencies, increase student achievement, and decrease costs. 

· ISS does not have a systematic approach to identifying opportunities to minimize costs, errors, and rework in key learning and operations work processes. The “Plan” phase of PDSA does not include a required step intended to minimize costs, errors, and rework. Without a systematic and proactive approach, substantial opportunities for cost minimization and reduction of inefficiencies may not be identified, even if a PDSA is subsequently launched to modify the process. 

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 no change in the consensus percentage range. (Please refer to Figure 5b, Scoring Guidelines for Results Items.)
STRENGTHS

· ISS has made sustained progress toward its key strategic goals for high student performance. From 2003 to 2008, ISS moved from 19th to 7th place in student achievement results in the state. The cohort graduation rate improved steadily from approximately 65% in 2002-2003 to approximately 80.7% in 2007-2008, and SAT scores increased from about 990 in 2002-2003 to 1056 in 2007-2008 (Figures 7.1-3 and 7.1-4). The EOG math composite improved from 71.1% proficient in 2005-2006 to 80.4% proficient in 2007-2008, and the EOG reading composite improved from approximately 75% proficient in 2000-2001 to approximately 90.6% proficient in 2006-2007 (Figures 7.1-5 and 7.1-7). The EOG reading gap for African American students showed a favorable decreasing trend from about 23% in 2000-2001 to about 12% in 2006-2007, as did the EOG reading gap for EC, which decreased from approximately 42.5% in 2000-2002 to 21% in 2006-2007 (Figures 7.1-8 and 7.1-9). In addition, the percentage of students earning level 3 or higher on an Advanced Placement exam improved from 55% in 2005-2006 to 59% in 2007-2008, with ISS outperforming state and national averages; the number of students taking the exams more than doubled, rising from 505 in 2006-2007 to 1,125 in 2007-2008 (Figure 7.1-14). Additionally, computer proficiency increased from 69% in 2005-2006 to 94% in 2007-2008. These improvement trends demonstrate ISS’s progress toward its mission of rigorously challenging all students to achieve their academic potential and its commitment to the value of a student and learning focus.

· ISS evaluates its performance in all student learning outcomes against similar organizations, with many favorable comparisons. In adequate yearly progress and SAT scores, ISS outperformed Mooresville Graded School District, peer districts, and the state average from 2004-2005 to 2006-2007 (Figures 7.1-1 and 7.1-4). ISS met 94% of its NCLB goals, exceeding 88% accomplishment by a local district, peers, and the state. While ABC growth declined slightly from 2006-2007 to 2007-2008, ISS is outperforming the state, peer districts, and competitive districts, with 29 of 35 schools having met or exceeded expected growth (Figure 7.1-2). ISS has consistently outperformed the state for two to five years in several measures: EOG composite, end-of-course composite, EOG reading composite, EOG reading gap for African American students, EOG reading gap for EC, math assessments, and 14 of 22 reading assessments (Figures 7.1-5 through 7.1-9, 7.1-11, and 7.1-12). The use of comparisons demonstrates ISS’s focus on its value of management by fact and enables the district to evaluate its performance against similar organizations, which may be imperative to sustaining its rank among the top ten districts in the state.

OPPORTUNITIES FOR IMPROVEMENT

· Some results of key student performance show flat, inconsistent, or unfavorable performance. These include the percentage of NCLB targets met, which exhibits declining trends from 98% in 2004 to 94% in 2007-2008, and ABC growth, which demonstrates mixed trends from lows of 80% in 2003-2004 and 2005-2006 to highs of approximately 96% in 2002-2003 and 
2004-2005 and 85.3% in 2007-2008 (Figures 7.1-1 and 7.1-2). The district’s end-of-course overall composite score declined from 79.6% in 2004-2005 to 75.5% in 2007-2008. Specifically, the composite score for Grades 9–12 shows mixed results, declining from 79.6% in 2002-2003 to 74.5% in 2006-2007, including a decline to 70.4% in 2005-06 before the state changed mathematics standards in 2006-2007 (Figure 7.1-6). The African American subgroup shows a decline from 67.4% in 2005-2006, to 68% in 2006-2007, and to 48.1% in 2007-2008. With negative or uneven trends, ISS may not be able to achieve its strategic objectives and timelines, including meeting performance projections and maintaining its position in the top ten districts in the state, its recently accomplished vision. 

· Although the district offers comprehensive curriculum and many programs, results are not provided for courses and education programs based on the North Carolina Standard Course of Study for Grades K–8 in selected science and social studies courses or for visual and performing arts, foreign language, health, or physical education (with the exception of results for one semester; Figure 7.2-15). Without student learning results for all key courses and programs, ISS may be missing an opportunity to ensure compliance and sustainability and to ensure that it has the data and information it needs to make decisions on planning, expansion of offerings and services, and application of the PDSA approach for improvement. 

· Although results for the ten EOC composites (indicating the percentage proficient in all high schools) show increases in some subject areas, the percentage of students who are proficient in civics and economics declined from 2006-2007 to 2007-2008 for the district (71.9% to 68.2%). These percentages also declined at four schools (Lake Norman High School [LNHS], 89.1% to 88.3%; North Iredell High School [NIHS], 67.4% to 61%; Monticello School, 33% to zero; and South Iredell High School [SIHS], 67.3% to 58.6%). In addition, the percentage of students proficient in biology declined at three schools (West Iredell High School, 73.6% to 64.3%; Collaborative College for Technology and Leadership, 100% to 66.7%; and LNHS, 82.8% to 78.1%) as well as for the district (73.3% to 72.2%). The percentage of students proficient in U.S. history declined at three schools (SIHS, 69% to 56.5%; Monticello School, 16.7% to 8.3%; and LNHS, 89.1% to 88.3%). In math, the percentage of students proficient in Algebra I declined at Monticello School (22% to 12%), the percentage of students proficient in Algebra II declined at SIHS (70.3% to 63.3%), and the percentage of students proficient in Geometry declined at SIHS (84.6 to 84.4%). 

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 5b, Scoring Guidelines for Results Items.)
STRENGTHS

· Consistent with its mission to challenge all students to achieve their academic potential, ISS shows favorable trends for most indicators of student-perceived value. Attendance improved from approximately 95% to more than 96% from 2002-2003 to 2004-2005 and has remained at or above 96% for the last two years (Figure 7.2-1). Out-of-school suspensions improved from 2005-2006 to 2007-2008 and are at the lowest level in three years, decreasing from 1,263 in 2005-2006 to 801 in 2007-2008 in middle schools (Figure 7.2-4). The number of high school summer school credit hours recovered has steadily improved from approximately 500 in 2004 to approximately 1,400 in 2008 year-to-date (Figure 7.2-13).

· Results related to stakeholder-perceived value demonstrate favorable trends in support of ISS’s strategic priority of strong family, community, and business support. In 2008, 76% of community survey respondents gave ISS a B or better, an increase from 70% in 2007 
(Figure 7.2-8). The number of volunteer hours favorably increased from approximately 40,000 in 2003-2004 to slightly over 144,000 in 2006-2007 and slightly over 146,500 in 2007-2008 (Figure 7.2-9). The number of business partners also favorably increased from 39 in 2003-2004 to 229 in 2007-2008 (Figure 7.2-10). In addition, the percentage of parents participating in two or more conferences a year improved from approximately 65% in 
2003-2004 to approximately 89% in 2007-2008 (Figure 7.2-11), and Parent-Teacher Organization booster funds increased from slightly over $300,000 in 2004-2005 to slightly over $450,000 in 2006-2007 (Figure 7.5-6).

· The district’s dropout rate was consistently lower than the rate of its comparative local district, its peer group, and the state from 2004-2005 through 2006-2007; Figure 7.2-3). At 4.52%, the dropout rate remains lower than that of these comparisons (4.96%, 5.6%, and 5.25%, respectively).

OPPORTUNITIES FOR IMPROVEMENT

· ISS presents direct measures of the dissatisfaction of students and stakeholders, such as the number and type of complaints and student losses to other educational institutions, by school but not by grade or subgroup. The school complaints received are not entered into the district database. From February 2008 through September 2008, complaints in the database steadily increased relative to the same period in 2007. In addition, the satisfaction rating for the HSOC composite score decreased from 78.8 in 2006-2007 to 77 in 2007-2008, with only 50% of schools improving their scores. Market share data show that charter school enrollment has increased from 0.58% to 2.50% since 1992 while ISS’s market share has declined from 79.77% to 71.11% since 1992. These results may indicate that ISS’s schools, programs, and services may not be addressing key student and stakeholder needs and expectations.

· Despite a decision in 2007 to include comparative data for all key results reported for the district, ISS provides comparisons for only 6 of the 17 measures associated with student- and stakeholder-focused outcomes. In addition, with the exception of the 90th percentile comparison for attendance (Figure 7.2-1), ISS compares itself to Mooresville Graded School District, peer districts, and state or regional districts rather than the top ten districts, as suggested in step 4 in Steps for Review by Leadership Team (Figure 4.1-1). Nor does ISS compare itself to state quality award and Baldrige Award recipients either within or outside education. Comparison to the top ten districts or other top-tier organizations may enable ISS to identify new dimensions and levels of performance needed to achieve its vision of being a benchmark organization and remaining among the top ten districts in the state.

· While ISS distributes satisfaction surveys to students, parents, Golden Opportunities Partners, chamber of commerce members, and vendors/suppliers, and tailors surveys to groups of employees, the climate survey results provided are segmented only by students and parents (Figure 7.2-2). In addition, with the exception of results for out-of-school suspensions 
(Figure 7.2-4), which are segmented by school type, ISS does not segment results of student- and stakeholder-perceived value, student persistence, positive referral, or other aspects of building relationships with students and stakeholders by school type, location, or student or stakeholder subgroup. Segmented results may help ISS identify the distinct needs and expectations of different student, stakeholder, market, and workforce groups and to tailor programs, offerings, and services to these groups’ specific or varying needs and expectations.

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 no change in the consensus percentage range. (Please refer to Figure 5b, Scoring Guidelines for Results Items.)
STRENGTHS

· ISS’s fund balance, which addresses the strategic challenge of ensuring that funds are available for program development and general operations, demonstrates sustained positive improvement from $931,000, or approximately 4% of revenue, in 2001 to $9.6 million, or approximately 29% of revenue, in 2007 (Figure 7.3-1). The fund balance has surpassed the North Carolina Association of County Commissioners’ level of 8% for the past five years. 

· Districtwide energy savings increased from 19.7% in 2004 to 27% in 2008, placing ISS in the top ten regionally among schools of similar size and longevity of programs relative to more than 700 Energy Education school sites nationwide (Figure 7.3-4). Savings from this cost containment practice are returned to individual schools for capital improvement projects. 

OPPORTUNITIES FOR IMPROVEMENT

· ISS’s market share decreased from 79.77% of county students in 1992-1993 to 71.11% in 2007-2008, while the percentage of students in charter schools in the county increased from 2.05% in 2006-2007 to 2.50% in 2007-2008. In comparison, the percentage of charter school students in Mooresville Graded School District increased from 17.78% to 17.91%, while the percentage of home- and private-schooled students decreased from 2006-2007 to 2007-2008, confirming that the opening of a new charter school in the southern end of the district has affected market share. A declining market share may be an indicator of decreasing student and stakeholder satisfaction and loyalty and of the erosion of strong family support, a strategic priority for ISS.

· While ISS compares its fund balance to that of 20 peer districts, compares per-pupil expenditures to those of all districts in the state, and compares energy savings to those of Energy Education sites nationwide and regionally, no comparison data are included for other measures of financial or market performance. Without relevant comparisons, ISS may have difficulty achieving its key strategic challenge of fund availability through a systematic planning process.

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 5b, Scoring Guidelines for Results Items.)
STRENGTHS

· The local supplement shows a favorable trend from $2,355 to $3,300 from 2002-2003 to 2007-2008 and compares favorably with that of Mooresville Graded School District and the region (Figure 7.4-1). The supplement is projected to increase by $498, reaching $3,498 for 2008-2009. In 2008-2009, the supplement for the teaching staff increased from 7.9% to 8%, which meets the long-term BOE goal of 8% by 2010. The increase in the local supplement supports improved workforce retention, expectations, and requirements as well as the strategic challenge of alleviating the shortage of qualified teachers.

· ISS demonstrates a favorable trend in the percentage of highly qualified teachers employed, which increased from 83.67% in 2002-2003 to 94.97% in 2007-2008 (Figure 7.4-4). Also, 100% of teaching assistants meet requirements for highly qualified status. TWCS results show improving trends in the domains of time, leadership, professional development, and facilities and resources (Figure 7.4-5). The results in all five domains are better than regional and state results in 2008. In addition, the overall composite score on the TWCS increased from 3.46 to 3.68 from 2006 to 2008 and has reached the internal goal of 3.66 by 2010. On the CWCS, the overall composite score increased from 3.64 in 2006-2007 to 3.66 in 
2007-2008, with increases in three of the five domains. These results are aligned to the strategic challenge of securing and retaining highly qualified teachers.

· ISS demonstrates a favorable trend in Worker’s Comp Loss Ratio (Figure 7.4-8). The ratio decreased from 132.31 in 2003 to 3.49 in 2007 and is nearing the long-term projection of less than 3.0 by 2010. ISS also demonstrates favorable trends and levels in Worker’s Comp Incident Rate (Figure 7.4-7), which decreased from 8.4 incidents per 1,000 work hours in 2001 to 1.61 incidents per 1,000 work hours in 2007, meeting the long-term goal of less than 2.0 incidents per 1,000 work hours by 2010. Maintenance Customer Satisfaction Composite (Figure 7.4-9) shows favorable trends and levels, increasing from 83.51 in 2003-2004 to 88.03 in 2007-2008. This result meets the 2008 goal of 88% and is on track to meet the 2010 goal of 90%. The results are aligned to and help ISS address the strategic priority of healthy, safe, orderly, and caring schools.

OPPORTUNITIES FOR IMPROVEMENT

· Despite an increasing local supplement (Figure 7.4-1), the teacher turnover rate has not continued to improve over the last four years (Figures 7.4-2), increasing from approximately 9% in 2003-2004 to more than 10% in 2007-2008. This unfavorable trend in teacher turnover does not support ISS’s stated strategic advantage of the ability to retain a quality workforce. 

· Although the percentage of National Board Certified Teachers (NBCTs) increased from 6% in 2002 to nearly 10% in 2007 (Figure 7.4-6), it is lower than the percentage in the state, the region, and comparison districts and does not meet the 2008 goal. Given the relatively flat level of NBCTs (below 10% for 2004-2007), ISS may not be able to reach its projected percentage of 12% by 2010. Without an increase in NBCTs, a measure of highly qualified status, ISS may have difficulty ensuring a high-quality workforce and meeting the strategic priority of quality teachers, administrators, and staff.

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 no change in the consensus percentage range. (Please refer to Figure 5b, Scoring Guidelines for Results Items.)
STRENGTHS

· Class size shows favorable trends over the last five years, decreasing from 21.8 in 2001-2002 to 18.6 in 2006-2007, which allows closer interaction between students and teachers 
(Figure 7.5-4). ISS is outperforming peer districts and the state in this measure. As well as being a “strategy to improve performance,” smaller classes are linked to ISS’s mission, to its value of a student and learning focus, and to two strategic priorities (high student performance and health, safety, orderly, and caring schools).

· In measures of improved process effectiveness and efficiency, CWT data from November 2007 to May 2008 indicate an increase in effective practices from 79% to 83% of elementary school classes, 74% to 78% of middle school classes, and 71% to 72% of high school classes. Cycle time improved in several work process areas. For predictive assessments from 
2003-2004 to 2007-2008, ISS reduced delivery time from 5 to 2 weeks, reduced administration time from 15 to 5 days, and decreased turnaround time between scores in schools from 35 to 24 days (Figure 7.5-2). From 2003-2004 to 2007-2008, the maintenance process reduced the cycle time for administering and assigning work orders from 2 days to immediate electronic assignment, reduced response time from 3–5 days to 1–3 days, and reduced the total time from report to response/completion from 15–20 days to 1–3 days (Figure 7.5-3). These results demonstrate progress with regard to the key stakeholder requirement of effective, efficient operations.

· Protective actions for schools as well as emergency worker and vehicle monitoring and decontamination in conjunction with FEMA show no deficiencies or corrective actions. In this measure, ISS’s performance is better than that of Catawba, Gaston, Lincoln, and Carrabus counties and trails only that of Mecklenberg County.

OPPORTUNITIES FOR IMPROVEMENT

· No comparative data are presented for several of ISS’s process effectiveness results, including those shown in Predictive Assessment Rework (Figure 7.5-2), Maintenance Process Improvement Cycle (Figure 7.5-3), Booster Funds (Figure 7.5-6), and Technology Uptime (Figure 7.5-12). Comparison data may help ISS achieve its desire to be a benchmark district.

· ISS presents negative or flat trends in some areas of importance for support processes. For example, transportation efficiency remained flat at 96% from 2004-2005 to 2007-2008 (Figure 7.5-7), and child nutrition is not on target to be self-sustaining, showing a loss of $347,800.76, which is 3% of its operating revenue (Figure 7.5-10). This result may indicate that ISS may not achieve a key strategic objective. 

· Although ISS provides information regarding grants and partnership strategies and supplier requirement compliance, no specific, measurable goals are provided (Figures 7.5-5 and 
7.5-13). Without this information, ISS may have difficulty determining if it is managing by fact, continuously improving, or addressing a stakeholder requirement of effective and efficient operations in these areas.

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 no change in the consensus percentage range. (Please refer to Figure 5b, Scoring Guidelines for Results Items.)
STRENGTHS

· Results for key measures of ethical behavior and stakeholder trust in ISS’s senior leaders and governance demonstrate sustained positive performance from 2003-2004 to 2007-2008, with goals and targets attained each year (Figure 7.6-2). Background checks yielded zero violations among those hired, 100% of new employees were trained in ethics, and no violations to the BOE Ethics Code were reported. Violations per 100 students decreased steadily from 21.2 to 9.8, better than the target of 11.5. In addition, results show the beginning of a positive trend from 2004-2005 to 2007-2008 on agreement with five questions from the BOE Survey regarding climate (59.6% to 98.6%), accessibility and responsiveness (76.7% to 92.9%), use of the district process to solve complaints (76.3% to 90.6%), building and maintaining relationships with the community (59.5% to 95.5%), and providing adequate district facilities (40.5% to 76.1%; Figure 7.6-5). 

· The majority of key measures of regulatory, safety, accreditation, and legal compliance show accomplishment of goals with sustained positive trends (Figure 7.6-2). The district achieved a 100% four- out of five-star rating for Prime Time and district accreditation from 2005-2006 through 2007-2008, and the percentage of highly qualified teachers increased from 83.7% in 2003-2004 to 98.3% in 2007-2008, approaching the 100% target. The Workman’s Compensation loss ratio decreased from 132.31 in 2003-2004 to 3.49 in 2007-2008, better than the 5% goal. Audit results for building and program codes/standards include zero violations, and ISS faced no lawsuits from grievances from 2003-2004 to 2007-2008. In addition, savings from energy conservation have increased from 19.7% to 27% during the past six years. These results indicate that ISS is making progress in areas related to its strategic priorities and key compliance areas.

· ISS is a United Way Pacesetter organization. Over 3,000 employees contributed to the community through the United Way, and contributions increased from approximately $96,000 in 2002-2003 to $131,000 in 2007-2008 (Figure 7.6-3).

OPPORTUNITIES FOR IMPROVEMENT

· Although ISS provides examples of improvements in four strategic areas over the six-year period from 2002 to 2008 (Figure 7.6-1), no results are provided for the strategic priority of strong family, community, and business support. No other levels, trends, or comparisons are provided for the accomplishment of organizational strategy and action plans. By determining whether it is accomplishing its strategic plans, ISS may fully understand its overall progress and the link between strategies and results, and may be more able to allocate resources to accomplish long- and short-term plans.
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 the key themes of the 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 receipt of the Award applications, 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. Examiners are assigned based on their areas of expertise and with attention to avoiding potential conflicts of interest. Each application is evaluated independently by the Examiners, who write observations relating to the Scoring System described beginning on page 65 of the Education Criteria for Performance Excellence.
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Figure 1—Award Process Review Cycle

Consensus Review

In Consensus Review (see Figure 2), 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. 

	Step 1
Consensus Planning


	Step 2
Virtual Consensus


	Step 3
Consensus Calls

	Step 4
Post–Consensus Call Activities

	· Clarify the timeline for the team to complete its work

· Assign Category/Item discussion leaders

· Discuss key business/ organization factors


	· 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
	· Discuss a limited number of issues related to specific comments or scores, and discuss all key themes

· Achieve consensus on comments and scores


	· Revise comments and scores to reflect consensus decisions

· Prepare final Consensus Scorebook

· Prepare feedback report


Figure 2—Consensus Review

Site Visit Review

After Consensus Review, the Panel of Judges selects applicants to receive site visits based on 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 Scorebook, 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 (see Figure 3 for the Site Visit Review process). After the site visit, the team of Examiners prepares a final Site Visit Scorebook. 

	Step 1
Team Preparation
	Step 2
Site Visit
	Step 3
Post–Site Visit Activities

	· Review consensus findings

· Develop site visit issues

· Plan site visit
	· Make/receive presentations

· Conduct interviews

· Record observations

· Review records
	· Resolve issues

· Summarize findings

· Finalize comments

· Prepare final Site Visit Scorebook

· Prepare feedback report


Figure 3—Site Visit Review

Applications, Consensus Scorebooks, and Site Visit Scorebooks for all applicants receiving site visits are forwarded to the Panel of Judges for review (see Figure 4). The Judges recommend 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 of the applicant and the appropriateness of the applicant as a national role model. The process is repeated for each Award category.

	Step 1
Panel of Judges’ Review


	Step 2
Evaluation by Category

	Step 3
Assessment of Top Organizations

	· Applications

· Consensus Scorebooks

· Site Visit Scorebooks


	· Manufacturing

· Service

· Small business

· Education

· Health care

· Nonprofit
	· Overall strengths/ opportunities for improvement

· Appropriateness as national model of performance excellence


Figure 4—Judges’ Review

Judges do not participate in discussions or vote on applications from organizations 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 recommendation 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. As seen in the Scoring Guidelines (Figures 5a and 5b), the scoring of responses to Criteria Items is based on two evaluation dimensions: Process and Results. The four factors used to evaluate process (Categories 1–6) are Approach (A), Deployment (D), Learning (L), and Integration (I), and the four factors used to evaluate results (Items 7.1–7.6) are Levels (Le), Trends (T), Comparisons (C), and Integration (I).

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

As shown in Figures 6a and 6b, the applicant’s overall scores for Process Items and Results Items each fall into one of eight scoring bands. Each band score has a corresponding descriptor of attributes associated with that band. 

	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, including innovation, 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, including innovation, are key management tools; there is clear evidence of refinement 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 through innovation 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 5a—Scoring Guidelines for Process Items in the Education Criteria
	SCORE
	RESULTS (For Use With Category 7)

	0% or 5%
	· There are no organizational performance results and/or poor results in areas reported. (Le)

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

· Comparative information is not reported. (C)
· Results are not reported for any areas of importance to the accomplishment of your organization’s mission. (I) 

	10%, 15%, 20%, or 25%
	· A few organizational performance results are reported, and early good performance levels are evident in a few areas. (Le)

· Some trend data are reported, with some adverse trends evident. (T)

· Little or no comparative information is reported. (C)

· Results are reported for a few areas of importance to the accomplishment of your organization’s mission. (I) 

	30%, 35%, 40%, or 45%
	· Good organizational performance levels are reported for some areas of importance to the Item requirements. (Le)

· Some trend data are reported, and a majority of the trends presented are beneficial. (T) 

· Early stages of obtaining comparative information are evident. (C)

· Results are reported for many areas of importance to the accomplishment of your organization’s mission. (I) 

	50%, 55%, 60%, or 65%
	· Good organizational performance levels are reported for most areas of importance to the Item requirements. (Le)

· Beneficial trends are evident in areas of importance to the accomplishment of your organization’s mission. (T)

· Some current performance levels have been evaluated against relevant comparisons and/or benchmarks and show areas of good relative performance. (C)

· Organizational performance results are reported for most key student, stakeholder, market, and process requirements. (I)

	70%, 75%, 80%, or 85%
	· Good to excellent organizational performance levels are reported for most areas of importance to the Item requirements. (Le)

· Beneficial trends have been sustained over time in most areas of importance to the accomplishment of your organization’s mission. (T)

· Many to most trends and current performance levels have been evaluated against relevant comparisons and/or benchmarks and show areas of leadership and very good relative performance. (C)

· Organizational performance results are reported for most key student, stakeholder, market, process, and action plan requirements, and they include some projections of your future performance. (I) 

	90%, 95%,

or 100%
	· Excellent organizational performance levels are reported for most areas of importance to the Item requirements. (Le)

· Beneficial trends have been sustained over time in all areas of importance to the accomplishment of your organization’s mission. (T)

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

· Organizational performance results fully address key student, stakeholder, market, process, and action plan requirements, and they include projections of your future performance. (I)


Figure 5b—Scoring Guidelines for Results Items in the Education Criteria 
	Band

Score
	Band

Number
	PROCESS Scoring Band Descriptors

	0–150
	1
	The organization demonstrates early stages of developing and implementing approaches to the basic Criteria requirements, with deployment lagging and inhibiting progress. Improvement efforts are a combination of problem solving and an early general improvement orientation.

	151–200
	2
	The organization demonstrates effective, systematic approaches responsive to the basic requirements of the Criteria, 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.

	201–260
	3
	The organization demonstrates effective, systematic approaches responsive to the basic requirements of most Criteria 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.

	261–320
	4
	The organization demonstrates effective, systematic approaches responsive to the overall requirements of the Criteria, 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.

	321–370
	5
	The organization demonstrates effective, systematic, well-deployed approaches responsive to the overall requirements of most Criteria Items. The organization demonstrates a fact-based, systematic evaluation and improvement process and organizational learning, including innovation, that result in improving the effectiveness and efficiency of key processes.

	371–430
	6
	The organization demonstrates refined approaches responsive to the multiple requirements of the Criteria. These approaches are characterized by the use of key measures, good deployment, and evidence of innovation in most areas. Organizational learning, including innovation and sharing of best practices, is a key management tool, and integration of approaches with organizational needs is evident.

	431–480
	7
	The organization demonstrates refined approaches responsive to the multiple requirements of the Criteria Items. It also demonstrates innovation, excellent deployment, and good-to-excellent use of measures in most areas. Good-to-excellent integration is evident, with organizational analysis, learning through innovation, and sharing of best practices as key management strategies.

	481–550
	8
	The organization demonstrates outstanding approaches focused on innovation. Approaches are fully deployed and demonstrate excellent, sustained use of measures. There is excellent integration of approaches with organizational needs. Organizational analysis, learning through innovation, and sharing of best practices are pervasive.


Figure 6a—Process Scoring Band Descriptors

	Band

Score
	Band

Number
	RESULTS Scoring Band Descriptors

	0–125
	1
	Results are reported for a few areas of importance to the accomplishment of the organization’s mission, but they generally lack trend and comparative data.

	126–170
	2
	Results are reported for several areas of importance to the Criteria requirements and the accomplishment of the organization’s mission. Some of these results demonstrate good performance levels. The use of comparative and trend data is in the early stages.

	171–210
	3
	Results address many areas of importance to the accomplishment of the organization’s mission, with good performance being achieved. Comparative and trend data are available for some of these important results areas, and some beneficial trends are evident.

	211–255
	4
	Results address some key customer/stakeholder, market, and process requirements, and they demonstrate good relative performance against relevant comparisons. There are no patterns of adverse trends or poor performance in areas of importance to the Criteria requirements and the accomplishment of the organization’s mission.

	256–300
	5
	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 Criteria requirements and the accomplishment of the organization’s mission.

	301–345
	6
	Results address most key customer/stakeholder, market, and process requirements, as well as many action plan requirements. Results demonstrate beneficial trends in most areas of importance to the Criteria requirements and the accomplishment of the organization’s mission, and the organization is an industry1 leader in some results areas.

	346–390
	7
	Results address most key customer/stakeholder, market, process, and action plan requirements and include projections of future performance. Results demonstrate excellent organizational performance levels and some industry1 leadership. Results demonstrate sustained beneficial trends in most areas of importance to the Criteria requirements and the accomplishment of the organization’s mission.

	391–450
	8
	Results fully address key customer/stakeholder, market, process, and action plan requirements and include projections of future performance. Results demonstrate excellent organizational performance levels, as well as national and world leadership. Results demonstrate sustained beneficial trends in all areas of importance to the Criteria requirements and the accomplishment of the organization’s mission.


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

Figure 6b—Results Scoring Band Descriptors
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