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WHAT IS YOUR TOP CONCERN FOR YOUR
ORGANIZATION?

* Leadership Development
* Operations Process Control
* Subcontractor Relationships

* Strategy

* Customer Focus



PERFORMANCE EXCELLENCE CATEGORIES

1) Leadership

2) Strategy

3) Customers
4) Workforce
5) Operations

6) Measurement/Knowledge

Management

7) Business Results
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1 PAGE SELF ASSESSMENT

MEASUREMENT WORKFORCE OPERATIONS RESULTS
ANALYSIS & FOCUS FOCUS
KNOWLEDGE MGT
Decisions made by few. Processes to track No systematic approaches. | Some financial and non-
Key information kept by employee perceptions, but | Limited information financial results identified
few. No systematic limited follow up action. relates only to key and available. Results
SCORE LEADERSHIP STRATEGIC CUSTOMER in scope. No
PLANNING FOCUS ement trends of 3-5
imited data on
- - ity perceptions.
Management makes Business plans focused No systematic approach ks some
1 decisions as individuals. only on financial targets. determining or targeting  htion effectiveness

Promotes developing &
improving organization
but no systematic
approach is established.
Targets set. Information is
anecdotal. Management
not seen as champions of

quality.

Plans not widely
communicated or
championed. Mission
statement exists. No
systematic approach to
review vision, mission,
values or strategic
challenges.

customers. Information is
anecdotal and mainly
relates to customer
complaints. Some
corrective action, but root
causes not sought.
Limited customer VOC

satisfaction data available.

Imer satisfaction.

GRANG SCORES.




JAYNES RESULTS
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JAYNES RESULTS

Executive Team Self Assessment Scores

1

Total Score: 217.5

Number: 1

Office: Albuguergue
Department: Executive Team
Position: COO

-~ Total Score: 217.5

Shad

Total Score: 255

Number: 2

= Position: Executi

Office: Albuguergue
Department: Execyfive Team

Vice President
Total Score: 25
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NMumber: 1

Office: Albuguergue
Department: Executive Team (5™
Position: COO

Total Score: 217.5

Greg

Total Score: 310

huerque

310

Rick M.

Total Score: 464

huerque
: Executive Team
FO

464

Wayne D.

Total Score: 244

Number: 14

Office: Albuguergue

Department: Executive Team
Position: Executive Vice Prasidant
Total Score: 244

Krishna R.



JAYNES RESULTS — COMPANY AVERAGE

SCORE LEADERSHIP STRATEGIC CUSTOMER MEASUREMENT WORKFORCE OFERATIONS RESULTS
FLANNING FOCUS AMNALYSIS & FOCUS FOCUS
KNOWLEDGE MGT
Management makes Business plans focused Mo systematic approach Decisions made by few, Processes to track Mo systematic approaches. | Some financial and non.

1 decisions as individuals. only on financial targets. determining or targeting Key information kept by employee perceptions, but | Limited information financial results identified
FPromotes developing & Plans not widely customers, Information is few, Mo systematic limited follow wp action relates only to key and available, Results
improving organization communicated or anecdotal and mainly approaches. Anecdotal Mo systematic approach. processas. Mo analysis of limited in scope. Mo
but no systematic charmpioned. Mission relabes to customer information. Regulatory Mo consistent 3-5 year current or fukure improvement trends of 3-5
approach is established. statement exists. Mo complaints. Some environments are not trend data. Most data i= technology or equipment years. Limited data on
Targets set. Information is | systemalic approach Lo corrective action, but rook scanned or analyzed for anecdotal and limited. needs, Few procedures community perceplions,
anecdotal, Management review vision, mission, causes not sought. changes that may relate to | Absentecism and staff exist, Changes & Monitors some
not seen as champions of values or strategic Limited customer YOO potential opportunities or | tumover high. Training improvements made only organization effectiveness
quality challenges, satisfaction data available, | negative impacts see as costly. when problems arise, & customer satisfaction

2 Systemnatic approaches to Start of systematic Systematic collection & Data exists, often Emploves satisfaction Beginning of systematic System exists to measure
increase awareness of approaches. Critical analysis of customer discussed but rarely used issues identified. Forms approach. All key & monitor key financial &
business issues across sticcess fackors dentifled. complaints and trends, for improvements, Start start of a systematic processes are identified, non-financial indicators,
organization. Major Processes to collect key Key measures identified. of a systematic approach. approach. Management flowcharts/ documented. Some results are reported
deplovment gaps, internal information Current and former client | Focus on timelimvess, recoginiae SUCCEss Cames Opportunities for for critical aspects Some
Management acts as teamn | enables reviews, Monitor information gathered & integrity, reliability, from employees. Major improvement assessed, areas of improvement
Lo set & deploy short & business plans and targets. | analyzed. Key aceuracy, security and gaps in deployment. Major deployment gaps. indicated. Some
long term goals, Two-way | Performance comparsons | requirements identified. confidentiality. Market Training made available Awareness of rew benchmarking on
communication. to past performance and Focus on building research up to date, and aligned to strategic technologies, changing community perceptions,
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invalvernent. Ethical performance. Major gaps partnerships. Major gaps | Strengths and Educational levels and job | business performance Key performance
business practice focus. in deployment. in deployiment. opportunities assessed. diversity considered. improvement beginning, outcomes established.

3 Effective systematic & Innovative approach Effective and responsive Process in place to manage | Effective systematic, Responsive and systematic | Resulis communicaied to all
responsive approaches. ing. Svstematic, approach created. dissernination of relevant TESpONSIvEe Process (o approach created to '.'l'!1|1|!.1:-1-'l-'$ on a regular basis
Management devel a"‘ nsive approach. Customer data wsed to set info to vendors, customers | create two-way evaluate effectivencas of “lﬂl improvement Largels
support g fr‘i? Move from reacting tu PL‘FfL'"'ITnaI'H.'\L targets, & employees, Moving key & value added indhicated, Results included
Leams. ment fully me}]em-: L ke J - action Lo from reacting to problems ployee processes. Move from F::-r many "”t":"'l aspects of
communicates and angd ous preven . s of | to prevention and _ ght. reacting to problems I[“" OTEANIZE / mh £
strategy v# provement. Early stages | deployvment of 51..5 g improvement. Farly Data used to set (lggets {corrective action) to :ET‘ : -ﬂu-.:f.-d inc:m;w
horizontal o_Fdprn_}-ment. approach to integrate 5.+ag;e$_ of deplmrmrn'r an a_nd an:hn_m pl-.m_:-. _ pn{‘\'-ﬁﬂ‘ive u_n:tmn andd o arcas reparted, Ran;_:r
continuoypgETovemeant Competitor d customer awareness of customers & Emphasis on diversity, continuous improvement. argets set, data gathered,
focus. Sets priorities, salisfaction data collection market & their impact on ach with ideas and succession Transfer of learning from results analyeed and trends
Supporting local & analysis. Results widely | competitive position, Key a focus ¢ ration planning, Proactive focus. pw]l:cl:s ACTOSE estahlished
communily groups, communicated. auccess factors improved. across the organization. Early deployment. i

4 Well deploved in many Fact based, effective Relevance of targets bo Decisions are made on the | Fact based, effective Trends used o5 indicators

arcas, Fact based
systemaltic approaches.
Management creates
improvement teams,
checks progress & pives
timely recognition.
Reviews organizational
performance. Assesses
community perceptions.

approach well deployed
through many areas Lo
ENSUTE Processes are
reviewed. Promotes
understanding of vision,
strategy, policy &
responsibilities to all
stakeholders, Effective,
efficient communications.

custommer satisfaction
strongly assigned. Fact
bazed effective systematic
approach well deployed in
many areas, Action plans
have defined time-scales,
responsibilities are clearly
assigned. Customer
perceptions gathered.

basis of fact based
information. Stock,
miakerials ebe related o
customer requirements
and linked to pmj?ﬁ
management. Fact based,
effective systematic
approach, Well deploved
in many areas.

systematic approaches,
Strong links to employee
satisfaction. Effective
appraisal system. Skill
gaps identified, planned
and reviewed. Training
supported & reinforced on
the job. Trends are
established, targets set.

with targets set, Facus on
innovation. Fact based
effective systematic
approach, Partnerships
with suppliers are
established, Focus on
agility for the future.

maonitored regularly & are
used to set targets for
improvernents, Giood
improvement trends of 3-5
years based on some
comparative (best in class
and world class)
benchmarking data evident in
mary lo maost eritical areas.
LConsistently improve trends,
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JAYNES RESULTS — ComPpPANY AvaG vs CEO

LEADERSHIP

STRATEGIC
FLANNING

CUSTOMER
FOCUs

MEASUREMENT
ANALYSIS &
ENOWLEDGE MGT

WORKFORCE
FOCUs

OPERATIONS
FOCUS

RESULTS

Management makes
decisions as individuals.
Promotes developing &
improving organization
but o systematic
approach is established.
Targets set. Information is
anecdaotal. Management
nol seen as champions of
quality,

Business plans focused
only on financial targets.
Plans not widely
communicaled or
championed. Mission
statemnent exists. Mo
systermabic approach ko
review vision, mission,
values or strategic
challenges.

Mo systematic approach
determining or targeting
customers. Information is
anecdotal and mainly
relates to customer
complaints. Some
corrective action, but root
causes not sought,
Limited customer VOO
satisfaction data available.

Decisions made by few.
Kev information kept by
tew. Mo systematic
approaches. Anecdotal
information. Regulatory
ENVIFONMEents are not
scanned or analyzed for
changes that may relate to
potential opportunities or
negative impacts,

Processes to track
emplovee percepticns, but
limited follow up action.
Mo systematic approach.
Mo comsistent 3-3 vear
trend data. Most data is
anecdotal and lmited,
Absenteeism and staff
turnover high, Training
seen as costly,

Mo systematic approaches.
Limited information
relates only to key
processes, Mo analysis of
current or future
techivology or equipnent
needs, Few procedures
exist. Changes &
Improvements made only
when problems arise.

Some financial and non-
financial results identified
and available. Results
limiled in scope. No
improvement trends of 35
vears, Limited data on
community perceptions,
Monitors some
arganization effectivencss
& customer satisfaction,

Systematic approaches to
increase awareness of
business issues across
organization. Major
deployment gaps
Management acts as team
to set & deploy short &
long term goals. Two-way
communication.
Impravement group
involvement. Ethical
business practioe focus,

Start of systematic
approaches, Critical
suceess factors identificd,
Processes to collect key
internal information
enables reviews. Monitor
buziness plans and targets.
Performance comparisons
Lo past performance and
competitors, Project future
performance. Major gaps
in deployiment,

Systematic collection &
analvsis of customer
complaints and trends,
Key measures identified.
Current and former client
information gathered &
analyzed. Key
requirements identified.
Focus on building
relativnships and
partnerships. Major gaps
in deployment,

Data exists, often
discussed but ravely used
for improvements, Start
of a systematic approach.
Feosens om tamaeliness,
integrity, reliability,
accuracy, security and
confidentiality. Market
resgarch up Lo date,
relevant and useful
Strengths and
apportunities assessed,

Employee satisfaction
1ssues identified. Forms
start of a systematic
approach. Management
TUCOEMIZE SUCCESS COMEs
fram employees. Major
gaps in deplovment.
Training made available
and aliged to strategic
and employee plans
Educational levels and job
diversity considered,

Beginning of systematic
approach. All key
processes are identified,
flowcharts / documented.
Opportunities for
improvement assessed,
Major deployment gaps.
Awareness of new
techiologies, changing
customer needs, Foous on
business performance
Improvement beginning

System exists to measure
& monitor ke financial &
nen-financil indicators
Some resulit are reported
for criticifaspects. Some
areas ojimprovement
indiclifd. Some
bengfmarking on
cogfaunily perceplions,
clfranmental issues

y performance
Putcammes established,

Effective systematic &
responsive approaches.
Management Je

GOt

teams. nagement fully
communjgatesapes and
erategerrﬁgi

horizontally, I

continuopagiET oy cofnt
focus, Sets prioritg
Supporting |

Comnmuniiy,

8

Innovative approach

i matic,
ch,

ing o

provement. Ea
of deployment,
Competitor & custo
satisfaction data collel
& analysis, Results wid
communicaled,

Effective and responsive
approach created.
Customer daty used to set
performance targets.
Aovine [rorm reaction to
prevention, Early es of
deployment of systerligh
approach to integrate
awareness of customers &
market & their impact on
competitive position. Key
suecess factors improved,

Process in place to manage
dissemination of relevant
infu to vendors, customers
& emplovees. Moving
fromn reacting to problems
te prevention and
improvement. Early
stages of deploymen
gctive systemat

Effective systematic,
responsive process to
create bya-way

comi ion of
ploves
Wusht.
Data used to sel (Sgets
and action plans,
Emphasis on diversity,
ideas and succession
planning. Proactive focus.

Responsive and systematic
approach created to
evaluate effectiveness of
key & value added
processes, Move froa
reacting to proble
[corrective action) |
proventive actio o
continuous impgfrement.
Transfer of leagifing from
gast projects gfross
Sanizatiog

Well dep o Ry
areas. Fact L* !
systemaltic approaches.
Management creates
improvement teams,
checks progress & gives

Fact based, effective
approach well deployed
through many areas lo
CTISUE PIOCEsses are
reviewed. Promotes
understanding of vision,

Relevance of targets to
customer satisfaction
strongly assigned. Facl
bised effective systematic
pproach well deploved in
my arcas, Achion plans

based
ion. Stock,
2T l= et related to
stomer requirements
arud hinked to project

Early deployment,

systematic approaches,
Steong links to employee
satisfaction, Effective
appraisal system. Skill
gaps identified, planned

Results communicated 1o all
emplovess on o regular basis
with improvermsent targets
indicated, Results included
for many critical aspects of
the organizogds.
Improve rends of 3-5
vears gl reflected i many
ol W areas reported. Range

arpets set, data gathered,
results analyzed and trends
estahlished,

il | Ea gh
2 o focus
vements

many dig
o key ity
with targets set. Focus an
innovation. Fact based
effective systematic

Trends used as indicators
munitered regularly & are
used to sel targets for
improvements, Good
improvement trends of 3-5
years based on seme
comparative (best in class

timely recognition. strategy, policy & b management. Fact based, | and reviewed. Training approach. Partnerships andt world clss)

Reviews arganizational responsibilities to all res v | effective systematic supported & reinforced on | with suppliers are benchmarking data evident in
performance, Assesses stakeholders. Effective, EEST approach. Well deployed | the job. Trends are established. Focus on many bo most critical areas,
communily perceplions. efficient communications. perce X in many areas. established, targets set. agility for the future. Consistently improve irends.
Fact based systematic Relevant resources The nes 4 and Data gathered fanalyzed Fact based systematic Aligned with needs of 0% of targets met. No
evaluationimprovement proactively made exceed Poner needs is for accurate view of evaluationimprovement organization. Customer negative performance

process, Aligned with

organizational needs,

Trends improved. Process
P

available for improvement
efforts. Aligned with the
organizations needs. Fact

! ! .

related il the strategic and
operational plans. Fact
based systematic

oo

competitors. Used in

business plans. Processes

that identify additional
i

process. Alignment with
organizational needs.

Employee satisfaction
. .,.

needs linked to processes,
Well deploved
throughout. Chuality

Improvement trends in miost
eriticnl arens ie key
customer, market & process
reguitements are evident




JAYNES RESULTS — ComPANY AvaG vs COO

LEADERSHIP STRATEGIC CUSTOMER MEASUREMENT WORKFORCE OFERATIONS RESULTS
FLANNING FOCUS ANALYSIS & FOCUS FOCUS
KNOWLEDGE MGT
Management makes Business plans focused Mo systematic approach Decisions made by few. Processes to track Mo systematic approaches. | Some Enancial and non-

dl_‘l_‘h—iﬂrls as ';I1dl\.'il.]l,l1'll.$,
Promates dm'uluping &
improving organization
but no systematic
approach is established.
Targets set, Information is
anecdotal. Management

mot seen as champions of
[ 8 { [

quality.

q1r||:,- on financial ta rguts
Plans not widely
cormmunicated or
championed. Mission
statement exista, Mo
systernatic approach to
Teview vision, mission,
values or strategic
challenges,

ditermin ing ar rguhrig
customers. Information is
aneedotal and mainly
relates to customer
complaints. Some
corrective action, but root
causes not sought.
Limited custarmner VOO
satistaction data available.

Ki_-':,' information kg-pt b_!,
few. Mo svstematic
approaches. Anecdotal
information. Regulatory
enviromments are nol
seanmesd or analyzed for
changes that may relate to
potential opportunities or
negative impacts.

employes perceptions, but
limited follow up action.
Mo systematic approach,
Mo consistent 3-5 year
trend data. Most data is
arecdotal and limited
Absentecism and staff
turnover high. Training
seen as costly,

| .1'|11|:g'd in'Fl,mnuh':;-n
relates only to key
processes. No .m.;ly.-'.i.-'. of
current or future
technology or equipmernt
needs. Few procedures
exist. Changes &
improverments made only
when problems arise,

Fimarscial results identified
and available. Results
limited in scope. Mo
improvement trends of 3-5
years. Limited data on
cammunity perceptions
Blonitors some
organization effectiveness
f customer satisfaction.

Systematiepyimeticed to
IndTease
business issues across
organization. Major
deployment gaps.
Management acts as team
to set & deploy short &
long term goals. Two-way
communication.

Start of systematic

success factors identified.
Processes to collect key
internal information
enables reviews, Monitor
business plans and targets,
Performance comparisons
1o past performance and

Systematic collection &
“Lasbormer

information gathe
analyzed. Key
requirements identified”
Focus on building

Data exists, often
discussed but rarely wsed
for improvements. Start
of a systematic approach.
Focus on timeliness,
integrity, reliability,
accuracy, security and
confidentiality. Market
wearch up to daba,

Emplovee satisfaction
issues ident Forms

 in eleployment,
‘raining made available
and aligned to strategic

Beginning of systematic
approach, All key
processes are identified,
flowecharts/ documented.
Opportunities for
improvement assessed.
Majer deployment gaps,
wareness of new

System exists to measure
& muonitor finarcial &
non-fina indicators.
Some Ls are reported
for giical aspects Some
of improvement
alicated. Some
benchmarking on
community perceplions,
environmental issues,
Key performance
outcomes established.

Improvement group competitors. Project future | relationships and vant and usebul, and employee plans,

imvalvernent. Ethical performance. Major gaps partnerships. Major gaps Sl Educational levels and job t :
business prachice focus in deployment in deployment. diversity considered imp nning
Effective systematic & Effective and responsive Process to manage | Effective systematic, Respons systematic
responsive approaches. approach created. disseminat®i of relevant responsive process bo approach led to

SUpport
teams magement fully
COMMUNICIEsE gqnd
strategy v%ﬂ“
horizontally

ConbinLo:

provement
focus, Sets prioritics,
Supporting local
cormmunity groups,

Innguative approach

El i g Systematic,

Mandgu@ﬁmp sspinsive approach.
1 i

Mowve from reacting to

improvement, Early stages
of deplovment.
Compelitor & customer
satwsfaction data collection
& analysiz. Results widely
commurnicated.

Customer data used to set
performance targets.

prevention. Early s
deplovment of systema
approach to integrate
awareness of customers &
market & their impact on
competitive position. Key
success factors improvied,

info to vendors, customers
& employees. Moving
from reacting to problems
to prevention and
improvement, Early

a focus on infegration
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Data used to set ta
and action plans.
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ideas and suecession
planning, Proactive focus.
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processes, Move from
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preventive action and
continuous improvement.
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JAYNES RESULTS —

vs COO

SCORE LEADERSHIF STRATEGIC CUSTOMER MEASUREMENT WORKFORCE OPERATIONS RESULTS
PLANNING FOCUS AMNALYSIS & FOCUS FOCUS
EDGE MGT
Management makes Business plans focused Mo systemal TProcesses to track Mo systematic approaches, | Some financial and nan-

1 decisions as individuals. only on financial targets. kept by employee perceptions, but | Limited information financial results identified
Promotes developing & Plans naok widely | limmiked Follow up action, relates anly to key and available, Results
improving organization communicated or Mo systematic approach, processes, Mo analysis of limited in scope. No
but no systematic championed. Mission No consistent 3-5 year current or fubune improvement trends of 3-5
approach is established statement exists, No nvironments are not trend data. Most data is technology or equipment years., Limited data on
Targets set. Information is systematic approach to scanned or analyzed for anecdotal and limited. needs. Few procedures community perceptions.
arveedotal, Management FEVIEW VISION, Mission, changes that may relate to sentecism and staff exist. Changes & Meonitors soame
not seen as champior f values or strategic Li potential cpportunities o pver high. Training improvements made only | organization effectiveness
quality. challenges. 3 ~.I'.u'lmn d'!l.: available, negative impacts. eC) ostly. when probloms arise. & customer satisfaction.

2 Systematic gopros Start of systematic stematic collection & Daka exizta, often Ermpla <abiafackHon Beginning of systematic Systern exists bo measure
increase aw:Mgess o sproaches. Critical nalysis of customer discussed but rarely used | issues ideMiged. Forms approach. All key & monitor key financial &
business issue-Nrass &'.‘L‘x factors identified. complaints and trends. for improvements, Start start of a sy i processes are identified, nan-fimancial indicators,
organization. M s to collect key Key measures identified, of a systematic approach, approach. Marigement flowrcharts documented. Some results are reported
depln}-menl gApPSs. Aformaltion Current and former client Focus on timeliness, 1'er'ng|1i/g SUOCESS 1185 Dppm’luniiies for for critical asperls.Smﬂe
Management acks as b ere s reviews, Mond information gathered & integrity, reliability, from employecs, M I provement assessed areas of improvement
to set & deploy short & business plans and targif=. | analyzed. Key accuracy, security and gaps in deployment. Major deployment gaps. indicated. Some
long term goals, Two-way srformance oo % reguirements identified, confidentiality, Market Training made available Awareness of new benchmarking on
communication. d Focus on building research up to date, and aligned to strategic cchnologies, changing community perceptions,
Improvement group fut ture | relationships and relevant and useful. and emplovee plans. Wl omer needs. Focus on environmental issues.
involvement. Ethical partnerships. Major gaps Strengths and Educational levels and job | biiggss performance Key performamnce
business practice focus. in deplovment. opporbunities assessed. diversity considered. i et besinning outcomes established.

3 Elfective ﬁyﬁlemnlir & Innowvati h Effective and respmt—'\i\'e Process in pla.re Lo manage Elfeclive ﬁyﬁlenmlir, Reeapnn e and systematic Results communicated to all
respomsive approaches, h ing approach created dissemination of relevant TespOnSive process to approach® regular basis
Management cmsive approach. Customer data used to set | info to vendors, customers | creale two-way evaluate effectiveness of with improvement targets
supp @ 1 \l'l'u\-'l_' from rl_'.whng +L| A targets, & employvees, Moving key & value added indicated. Results included
teams. Mwfana bement fully | problems to action to from reacting to problems ployee processes. Move from for many critical aspects of
COMmMun ‘a g5 and an LG prevention. s of | o prevention and 1pht, reacting to problems .:I“' rganiz e of 1.5
strategy g rovement, Early stages | deployment of wslt i improvement. Early Data used to set ts (cormective action) to }Eﬁf“ n.-ﬂ‘:ll.-rIT:i inL:rkM-a-;'
hﬂn'_man 11\. Priy, I.:-[ doplu.:.'mt:nl. appmarh [15) mlt.glah- stages of d[!p[ll!r'l'ﬂ-l'n' and arlh.m |:r1an.-i. . prt:v_unm-'t- action and of areas reported, Range
continua Competitor & customer awareness of customers & Emphasis on diversity, continuous improvement argets set, data gathered,
focus. Sets priovities. satisfaction data cellection | market & their impact cn ideas and succession Transfer of learning from Tesnlts analyzed and trends
Supporting local & analysis, Results widely | competitive position, Key a focus o ration planning, Proactive focus, st propects across established,

COMMUNiky groups. communicated. success factors improved. across the organization. Early deployment.
1 Well deploved in many Fact based, effective Relevance of targets to Decisions are made on the | Fact based, effective Trends wsed as indicators

areas, Fact based
svstematic approaches.
Management creates
improvement teams,
checks progress & gives
tmely recoernition.

approach well deploved
through many areas to
CRESUNEe PrOCesses ane
reviewed. Promotes
understanding of vision,
strateev. nolice &

customer satisfacton
strongly assigned. Fact
based effective systemalic
approach well deployed in
many areas. Action plans
have defined Hme-scales,

basis of fact based
information. Stock,
materials ete related Lo
customer requirements
and linked to project
manaeement. Fact based.

systermatic approaches
Strong links to employee
salisfaction. Effective
appraisal system. Skill
gaps identified, planned

and reviewed. Trainine

with targets set. Focus on
innovation, Fact based

elffeclive systemalic
anoroach. Partnershins

mamitored regularly & are
wsed 1o set fargets for
improverments. Good
improvement trends of 3-5
years based on some

comparative {best in class




BREAKTHROUGH IMPROVEMENT
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Breakthrough
Improvement

Collaborated Efforts



HITTING OUR TARGET
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How DO YOU...
& FI.I.I...!'.

BALDREIGH

EACELLENCI :
FRAMEWORK * How do you determine customer

P foduin-hiukesdd satisfaction AND engagement?

. o e w2

Customer

 How do your listening methods vary
for different customers, customer
groups or market segments?

— * How do your measurements capture
actionable information to use in
meeting your customer
requirements and exceeding their
expectations in the future?

[ ] 1 ¥ whaan g
! ] il it




DISSATISFIED CUSTOMERS

“How do your measurements capture actionable
information to use in meeting your customer
requirements and exceeding their expectations in the
future?”



WORLD CLASS COMPANY




FREESE AND NICHOLS BALDRIGE APPLICATION

LEARN of CLIENT COMPLAINT

“Marketing issues a Client Issue Resolution form when a client

satisfaction survey has a score of “3” or below, the client made
negative comments, or answered “yes” to the question “Would you like us to
contact you to further discuss our performance?”

ASSIGN COMPLAINT RESOLUTION

- COO assigns person responsible

RESOLVE CLIENT COMPLAINT

- Resolution is completed and documented



OUR FIRST LESSON LEARNED
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PLEASE CC ME ON ALL EMAILS




CHANGE ORDER PROCESS
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Build. Lead. Grow.*

CLIENT
ENGAGEMENT
GROUP

WE DO,
WE DO IT.

OFFERING SEAMLESS
TRANSITION FroMm
CONSTRUCTION 710
WARRANTY.

TO BE A CONTINUED
RESOURCE For
THE LIFE oFr YOUR
BUILDING.




JAYNES EMPLOYEES




BALDRIGE

7 Are We Making Progress?

How do you know?

Are your values, vision, mission, and plans
being deployed?

Does your leadership team understand them?

Do the members of your workforce understand
and support them?

Are your communications effective?

Is the message being well received?



Are We Making Progress?
Your opinion is important to us!

There are 40 statements below. For each statement, check the box that best matches how you feel (strongly
disagree, disagree, undecided, agree, strongly agree). How you feel will help us decide where we most need
to improve or change. We will not be looking at individual responses but will use the information from our
whole group to make decisions. It should take you about 10 to 15 minutes to complete this questionnaire.

Senior leaders, please fill in the name of organization or unit being discussed.
Mote: This refers to what is meant each time the word “organization” is used below

. Str St |
n Leadersh p Dis::.g,rgye Disagree  Undecided  Agree :\:{:EJ

1A | know my organization’s mission 0 ®) 0 0 O
(what it is trying to accomplish).

1B | know my organization’s vision »] [®) @) O )
[where it is trying to go in the future).

1C My senior (top) leaders are ethical and 9] 9] 9] ®] 9]
demonstrate our organization’s values.

1D My senior leaders create a work environment O O O ) O
that helps me do my job.

AL ad imasicato Voo o) L aai i - =y i - -

. Strongl Strongl
n LE‘EdE‘I’ShIP Di;ngm Disagree Undecided  Agree .-t'u.'_p',rﬁr:llr

1A | know my organization’s mission D) ®) 0O 9 D)
(what it is trying to accomplish).

T

2D | know how to tell if we are making progress 0O O O @) O
on my workgroup’s part of the plan.

2E My organization is flexible and makes ®) ®) @) 0 e}
changes quickly when needed.

Are We Making Progress? » wwwinist govbaldrige




40 Questions

Operations -4

Measurement
Knowledge
Management -5

Customer Focus -5
Strategic Planning -5
Leadership — 6
Workforce — 6

Results -9

72 Participants

* 100% Executive Team -6

* 38% of our Workforce - 66

= 2880 data points



= 2880 data points

wla o[ o]ulo]w]e]e] ]=]=]=]~]=

] ___l'__ ___—____ 3

wlafe]alc]u]r]n]~

Fias tciter
Aoy 7 I

Fatreis Sancer

| N

| I T IR R

| EEN T TS R I
S R CE R O U S

| N R CHN R R U R O R R R —
L1 i T FESS PR N R PR R P 1]
SN RN O R R i H R ER
S DO RN R
[
E— [ H 1
N N FN (I CO— O CE— E— O G

| ES R
| R
| PR
| N ER—
| FR—
|
3z I
| R
| S PR
L}
| ER—
| ER
| R
| N
| EN R
[}
| ER—
| N R
| N
| EN
| EN R
| PR
| S ER—
| FR—
| R
| N R
3 R
| O PR
| N R
R
| PR
| R R
| R
| ES
| R
[
3 N




INFO GRAPHICS

Let\(our Voice Be Hear

Workforce Survey Results

Workforce

0, Strongly Strongly

920% s 3 Underided ) Diagiee {500
of employees believe...
Jaynes is a good place to work

Jaynes is a safe place to work

& ethics

Jaynes uses company values to
guide organization

Jaynes has an environment that
helps peaple do their work

1 Oocyo believe...

Jaynes employees are committed
to the success of Jaynes

Results

Operations Focus

IS

Measurement/Knowledge Mgmt.  4.12

Workforce Focus

Average Score

Customer Focus

Strategic Planning
s \ 20-32 yrs. 10-16yrs. 5-9 yrs.
! Leadership EEE |\ _ . v p ) Tenure with Jaynes

workers Ranked Happiest Em

ployees
t

James or Jill #

Jaynes practices high standards ...that Jaynes ask what they think

{Leadership)

doing as a whole
na 1)

<1-3yrs.

Em%lge% 5

SURVEY RESULTS

from Is the MVV message being well received?
2 O 14 1 Is Jaynes’ communication effective?

Does Jaynes leadership team understand the MVV?
to
Are Jaynes' MVV and plans being deployed?
2 O 1 ; Do Jaynes workforce members understand & support the MVV?

Leadership

LEADERSHIP

OPERATIONS

WORKFORCE

My organization removes things that get in the way. 3.58 | 3.71
As it plans for the future, my organization asks for my ideas. 3.75 | 3.83

Only two questiopg that
W

ere p

Customer Focus

I know who my most important customers are.
I regularly ask my customers what they need and want,

1 ask if my customers are satisfied or dissatisfied with my work.
I also know who my organization’s most important customers.

Tam allowed to make decisions to solve problems for my customers.

EMPLOYEES WERE
UNDECIDED OR DISAGREED...

SCENIC . hat Jaynes asks what they think
OVERLOOK .that they know how Jaynes is doing financially

...that they know how Jaynes is doing as a whole

hat Jaynes is flexible and can make changes quickly
...that they know their part in Jaynes’ plan that will affect them & their work

ey know how to tell if they are making progress on their work groups’ part of the plan

Aver@of category scores by office location
Average scores by category o w 2 »
I = 2 z =]
2014 .. 2015 A CEEEE
i o o g &
a 5 o
143 £ 2 w
i 3 2 o
453 o 2 51
ul
44 =

|Executives
Workforce

CUSTOMERS
OPERATIONS

LEADERSHIP
WORKFORCE

ALBUQUERQUE M DURANGO
B FARMINGTON Bl LAS CRUCES Darticipation

SRR




INFO GRAPHIC — 2014 CATEGORY RESULTS

Overall Average Score hy Category

Results 4.34
Operations Focus 4.21

Measurement/Knowledge Mgmt.  4.12

Workforce Focus 4.11 @

Customer Focus 4.03
-~ Strategic Planning

| Leadership

P! | 7, b A
Owerall Average*Score by




INFO GRAPHIC - 2014 - 2015 CATEGORY RESULTS

=

Average scores by category

2014 .. 2015

3

RESULTS

E
<
o
=
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MEASUREMENT
CUSTOMERS
OPERATIONS
LEADERSHIP
WORKFORCE
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[ T'S EVERYTHING WE DO.

BUILD. LEAD. GROW.



Sam Hatchell

Corporate Quality Manager
Jaynes Corporation

Direct: 505-345-8591
Cell: 505-235-3098

sam.hatchell@jaynescorp.com






