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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



EXCELLENCE FRAMEWORK



BUILD A BRIDGE



1 PAGE SELF ASSESSMENT



JAYNES RESULTS



JAYNES RESULTS



JAYNES RESULTS – COMPANY AVERAGE



JAYNES RESULTS – COMPANY AVG VS CEO



JAYNES RESULTS – COMPANY AVG VS COO



JAYNES RESULTS – COMPANY AVG VS COO



BREAKTHROUGH IMPROVEMENT

Collaborated Efforts

Breakthrough 

Improvement



HITTING OUR TARGET



THE CRITERIA FOR PE

VS



HOW DO YOU…

Customer

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

• How do you determine customer 
satisfaction AND engagement?

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



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



PLEASE CC ME ON ALL EMAILS



CHANGE ORDER PROCESS



PARTNERSHIP





JAYNES EMPLOYEES







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



INFO GRAPHICS



INFO GRAPHIC – 2014 CATEGORY RESULTS



INFO GRAPHIC - 2014 - 2015 CATEGORY RESULTS
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