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Preparing to read your feedback report ... 

Your feedback report contains Tennessee Center for Performance Excellence examiners' 
observations that are based on their understanding of your organization. They have 
provided comments on your organization's strengths and opportunities for improvement 
relative to the Criteria for Performance Excellence. It will tell you where examiners think you 
have strengths to build on and where they think improvement opportunities exist. The 
feedback includes observations and recommendations for how you may want to address 
these opportunities. The specifics will depend on what you decide is most important to 
your organization. 

Applicant organizations read and use feedback comments (both strengths and opportunities 
for improvement) in different ways. We've gathered some tips and practices from prior 
applicants for you to consider: 

• Take a deep breath and approach your feedback with an open mind. You 
participated in the TNCPE Award Program to receive the feedback. Read it, take 
time to digest it, and read it again. 

• Celebrate your strengths! You have worked hard and should congratulate 
yourselves on what you are doing right. 

• Use your strength comments to understand what the examiners observed you do 
well and build upon them. Continue to evaluate and improve the things you do well. 

• You know your organization better than the examiners know it. There might be 
relevant information that was not communicated to them or that they did not fully 
understand. If the examiners are not accurate on a particular point, don't discount 
the entire report. Consider the other comments and focus on the most important 
ones. 

• You may decide to address all, some, or none of the opportunities in a particular 
item. It depends on how important you think that item or comment is to your 
organization. 

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

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

• Remember: Performance excellence is a continuous journey. The TNCPE mission is 
"to drive organizational excellence in Tennessee." Let us know how we can help 
you. 
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Key Themes 

Key Themes are strengths or opportunities for improvement that are common to more than 
one item or category in the Criteria, are especially significant to your organization, and/or 
address a core value of the Criteria for Performance Excellence. 

These are the most important strengths or outstanding practices (of potential value to 
other organizations) identified in Maury County Public Schools' organizational processes: 

• Within its organizational structure, Maury County Public Schools (MCPS) has 
built a well-developed system for leadership that is driven from the top by the 
board of education, and includes a well-conceived system for evaluating and 
enhancing the effectiveness of its leader. This system is aligned with the current 
iteration of the organization's mission, vision, and values. This approach helps to 
build organizational alignment and a workforce structure that encourages all 
employees to devote their time and energies to the same organizational 
pursuits. 

• MCPS has created the foundation for what can become a complex and broad
based knowledge management system that enables the organization to analyze 
and review its performance, and improve the effectiveness of its educational 
practices over time. The system is structured and includes a variety of inputs, 
offering MCPS the potential to improve performance as the organization 
continues to develop its capabilities and capacities for analyzing the data that is 
now available to employees. 

• MCPS has already achieved role model status on a limited number of practices 
(e.g., crisis management/emergency response system) and is sought out by 
peers to share its best practices. This observation offers initial evidence that the 
organization is performing at an exceptional level in some areas, and that it has 
developed effective practices, which are regarded as innovative and of high 
quality by other similar organizations. 

These are the most significant opportunities, concerns, or vulnerabilities identified in 
Maury County Public Schools' organizational processes: 
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• Over the last strategic planning cycle, MCPS initiated a number of improvements 
that do not yet appear to be systematic or part of a routine operational system. 
While a variety of organizational improvements have been recently completed 
(e.g., revised mission/vision/values; revised leadership evaluation system), there 
is little evidence that these approaches are more than one-time improvements, 
or that they will be systematically refined and improved on a consistent basis 

· over time. 
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Key Themes (continued 

In the current iteration of its attempts to adopt a performance excellence-based 
framework, MCPS remains at the "reactive" rather than "proactive" stage of 
development in guiding how the organization is led, managed, and improved. 
Until its approaches become more systematic and proactive in nature, MCPS 
may be vulnerable to having one-time and/or short-term events consume a 
disproportionate share of leadership and workforce resources, rather than 
having the ability to align such resources with its mission, vision, and values. This 
positive transition should occur naturally over time, as the organization matures 
in its adoption and understanding of performance excellence systems and tools. 

Considering Maury County Public Schools' key business/organization factors, these are 
the most significant strengths, opportunities, vulnerabilities, and/or gaps (related to 
data, comparisons, linkages) found in organizational results: 
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• Given the time constraints of a Level 1 site visit, the examiner team was not 
privy to, nor did it evaluate MCPS's results 
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Leadership Category 1 

Strengths 

Tennessee 
Center 

+ Maury County Public Schools {MCPS) has developed a formal guiding set of Mission, 
Vision, and Values (identified as "Beliefs" statements) that are deployed throughout 
the organization . The current MVV set was developed over a six-month timeline that 
included input from the board, administration, and teachers; and offers 
opportunities for individual schools to develop their own unique mission statements 
provided each is aligned with the district's overarching MVV. This practice helps to 
assure that MCPS's collective actions are being projected through a common lens 
that helps align organizational resources with the organizational purpose, while 
allowing sub-units some flexibility to operate within their own unique environments. 

Members of MCPS's highest level of governance lead by example through the 
philosophy that they are accountable to the organization's employees, customers 
and key stakeholders and should therefore be held to the same strict standards of 
excellence and practice expected of MCPS employees. This approach by the board 
helps to build and maintain a culture in which there is open and honest two-way 
communication with employees and stakeholders. Consequently, this approach 
helps to build a sustainable organization . 

+ Senior leadership is evaluated through a formalized and highly-structured system 
that includes input from multiple sources (i.e., all board members, teachers, and 
administrators). The leadership evaluation system is based on a number of best
practice examples from school peers and non-industry organizations; and the input 
from it occurs just prior to the board's deliberation on its evaluation decisions. The 
board evaluation then leads to production of a set of written goals for the senior 
leader, against which progress can be measured across the next evaluation cycle. 
This evaluation system helps to assure that the senior leader's personal actions will 
help guide and sustain the organization over time and should help create an 
environment that leads to innovation and a high level of organizational 
performance. 

+ The board and senior leadership of MCPS have begun to develop a foundation for 
building a sustainable organization through recent improvements in the 
organization's performance-based leadership system and its system for monitoring 
and improving organizational performance, and an increased orientation to 
organizational and personal learning. As the organization continues its commitment 
to deploying and improving these practices over time, both customers and key 
stakeholders should benefit through receiving greater value as stated in Maury 
County Public Schools' mission statement. 
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Leadership (continued) Category 1 

Strengths 

+ MCPS has developed and implemented a set of policies for defining ethical 
behaviors on the part of its leaders and employees, maintaining the viewpoint that 
they are all held to an even higher standard due to operating in an environment that 
focuses on children. Ethics policies are built into defined expectations for the 
organization's relationships with vendors, and are reviewed annually for 
appropriateness and fit with the organization's current operating environment. Any 
breaches in ethical behavior are brought before a board-created ethics committee 
for investigation and decisions on appropriate remedies. This approach helps to 
ensure high levels of ethical behavior through the MCPS governance structure and 
throughout the organization itself. In addition, it leads to ethical interactions with 
the organization's workforce, students, other customer partners, suppliers, and 
stakeholders. 

Opportunities for Improvement 
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MCPS lacks a process for ensuring that its mission, vision, and values (MVV) are 
evaluated and improved over time as the organization and its environment continue 
to change. Although the current version of the MVV is widely regarded as being of 
high quality and a significant improvement over the previous versions, it appears 
that the trigger for recent changes was dissatisfaction with what was replaced rather 
than part of a systematic approach to evaluating and improving over time. 
Formalizing an approach that includes a defined schedule for reviewing and revising 
its MVV, may enable MCPS to ensure that these guiding statements and principles 
are consistently aligned with the environment and challenges it faces over time. 

MCPS's mission, vision, and values are communicated internally to leadership and 
employees and made available to the public through its website. However, there 
does not appear to be a formalized approach for assuring that all customers and 
stakeholders are aware of and understand MCPS's overall purpose, its vision for a 
future state, and the principles (i.e., beliefs) that guide its actions on so many levels. 
By developing and implementing a framework for educating students and key 
stakeholders on its organizational mission, vision, and values, MCPS may experience 
a greater degree of partnership and identification from these groups with its 
organizational pursuits. 
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Leadership (continued) Category 1 

Observations/Recommendations 

Tennessee 
Center 

• MCPS has made tremendous strides in improving its leadership system in a relatively 
short amount of time. With a newly-revised MVV set, an improved performance 
evaluation system for senior leadership and a board that adheres to a philosophy of 
fact-driven and process-based management, MCPS is well-positioned to make rapid 
improvements in its performance if it continues its current direction and set of 
approaches. One noted example of a recent change is the new practice of having 
the senior leader spend more time in each school so as to better understand what is 
happening at the local level and better assuring management understanding of the 
entire organizational operating environment from top to bottom. Management 
should be commended for having taken these important first steps in building a 
high-performing and sustainable organization . 

• During site visit, the board chair (speaking on behalf of the board and school 
leadership) summed up leadership's guiding philosophy that MCPS is on a path to 
becoming a data-driven organization that "trusts the process." Furthermore, 
leadership's belief is that ifthey continue to implement the right processes and 
operate as a fact-based organization, the end result will be that MCPS accomplishes 
its mission and achieves its goals. The examiner team can think of no better way to 
articulate a recommendation for leadership than this summation from its own board 
representative. 
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Strategic Planning Category 2 

Strengths 

Tennessee 
Center 

+ MCPS engages in a multifaceted strategic planning process, which includes the 
following components. The school board's five-year strategic plan (SP) guides the 
district; it includes financial plans and capital outlay. The school district has an 
annual strategic plan, as does each school in the district. Key leadership from each 
level (board, district, school) is actively engaged in the planning process, monitoring 
trends and real-time data in order to make adjustments to the SP as quickly as 
possible. The fact that MCPS is engaging in both longer- and short-term strategic 
planning is encouraging; and the fact that real-time data is being used to ensure that 
the plan can be adjusted as soon as a problem is detected assures that students and 
staff are not stuck with a plan that is no longer working for them. 

MCPS is efficient at collecting large amounts of data on both students and teachers, 
and then using this data to effect meaningful changes. Student data on academic 
scores, attendance, discipline, and even physical fitness is used to assess students 
and identify deficiencies as early as possible, and to develop interventions that are 
tailored to the individual student. Much of this same data, along with trends in data, 
are used to help teachers determine if their teaching styles are effective, and to 
make changes in the classroom as needed. 

+ MCPS regularly engages key stakeholders when major decisions are on the table that 
might affect key stakeholders. Examples highlight how the organization actively 
seeks to engage stakeholders in the planning process, such as holding meetings to 
gauge parental support of the dress code and changes to the school calendar, and 
surveying teachers for input on professional development. 

+ The use of data teams to do in-depth analysis of the vast number of data points 
being tracked is an effective method to ensure that data is being used to its 
maximum potential. Data teams have been put in place at each school, and are set 
up to cover specific performance measures. The teams look at everything from 
overall school performance to teacher performance, to tracking data pertinent to 
grant objectives. The data teams ensure that data is being collected and analyzed in 
an efficient and relevant way that ties data back to strategic objectives and goals 
that were laid out in the planning process. 

+ Action plans are developed to implement the strategic plan; they are put together 
using the SMART formula (Specific, Measurable, Achievable, Relevant, Time
Sensitive). This best practice helps to ensure that the goals set in the strategic 
planning process will be easy to understand, achievable, related to the MVV of the 
organization, and completed within the planning cycle. 
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Strategic Planning (continued) Category 2 

Opportunities for Improvement 

Although MCPS's mission statement indicates that encouraging students to be 
lifelong learners is of importance, the organization does not have a systematic way 
of analyzing whether or not students do, indeed, remain lifelong learners. For 
example, tracking students past graduation to see how many go on to obtain 
bachelor and postgraduate degrees may indicate whether or not MCPS is 
succeeding in turning students into lifelong learners. 

MCPS collects vast amounts of data, much of which provides vital information on 
students and faculty. However, much time is spent reacting to state data and 
mandates from state and federal entities. Implementing a systematic process for 
regularly reviewing what data is being collected, what data is mandated, and what 
additional data would be useful, may enable MCPS to use data more effectively, 
and be more proactive in the use of data, rather than reacting to mandates from 
higher entities. 

MCPS surveys many stakeholders, most notably students and faculty. However, the 
organization lacks a job satisfaction survey for employees and other key 
stakeholders identified in the organizational profile (e.g., business/industry and 
local government and elected officials). If these groups are key stakeholders, then it 
may be beneficial to find ways to engage them and measure how effectively MCPS 
is meeting their key requirements. 

Observations/Recommendations 

Tennessee 
Center 

• MCPS is already working in a mode of continuous planning review, not waiting for 
the old planning cycle to end before making changes. The fact that MCPS is using 
real-time data to course correct and to identify students who are in need of 
immediate academic assistance is impressive. This attention to detail and the use of 
the data teams to ensure that data is being used in the most effective way possible 
puts MCPS in a strong position to adjust to any changes that suddenly arise and have 
the capacity to react in a proactive, rather than reactive, manner. 
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Customer Focus Category 3 

Strengths 

+ MCPS uses a variety of methods to communicate with and listen to its customers; 
and the lines of communication are always open. For example, the district uses the 
Student Handbook, Quarterly Newsletter (for internal and external customers), "All
Call" communication system, staff directories, District Messenger System, email, 
staff meetings, Parent-Teacher conferences, Facebook, Twitter, local news media, 
district and individual school websites, and voicemail. MCPS now has 1,000+ more 
Facebook followers than one month ago. The consistent use of these 
communication and listening methods helps to expand the organization's 
relationship with current students, parents, and other customers. 

MCPS evaluates customer satisfaction and dissatisfaction using information 
gathered from Climate Surveys, Facebook comments, board meetings, and formal 
complaints. All formal complaints are recorded, investigated, tracked, and resolved 
within ten business days. If resolution cannot be accomplished within the ten-day 
timeframe, then MCPS communicates the need to extend the timeframe to the 
complainant. This process helps to enhance students' and customers' satisfaction, 
confidence, and engagement. 

+ MCPS provides licensed teachers who are qualified to meet specific standards; 
greater social and athletic opportunities for students; three of the seven unit schools 
in the state; differentiated teaching styles; and a large amount of data, which allows 
for better student assessment and the ability to cater to individual students' 
academic needs. This approach helps the organization to be more competitive in its 
educational program offerings and is consistent with the fulfillment of MCPS's 
beliefs/core values, mission, and vision . 

Opportunities for Improvement 
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While MCPS uses many methods to communicate with stakeholders (such as district 
and school websites, Facebook, Twitter, climate surveys, PTSO, social and sporting 
events, newsletters, and phone calls), there is no evidence of a systematic approach 
to address the key challenge of customer engagement and involvement. This gap 
could negatively affect accomplishing the organization's belief/core value of moving 
from a "they" mindset to an "our" mindset. 
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Customer Focus (continued) Category 3 

Opportunities for Improvement 

- MCPS uses Facebook, Twitter, newsletters, and Job Fairs to communicate with 
former and potential customers. However, there is no repeatable process in place 
for consistently gathering or tracking information in order to determine why 
students leave to pursue their educational requirements elsewhere, or to determine 
which students and customer groups need to be emphasized and pursued for future 
growth and engagement. 

MCPS lacks a systematic process for identifying and communicating with customers 
who do not use social media nor attend formal school functions. While the 
organization uses a variety of mechanisms to communicate with students, parents, 
and other customers (e.g., telephone calls, local news media, community activities, 
sporting events, Parent/Teacher conferences, Student/Parent orientation sessions, 
Literacy Night, Math Night, Spelling Bees, school walk/runs, and flyers), it appears to 
lack a formal means for engaging potential customers and stakeholders. Without 
assuring that this group has the potential to receive organizational messages, MCPS 
may have difficulty maximizing its ability to accomplish its mission, vision, and values 
(beliefs). 

Observations/Recommendations 

Tennessee 
Center 

• MCPS should consider the merits of developing a systematic approach to identify 
and communicate with former and potential students in order to identify, meet, and 
work toward exceeding the expectations of this customer group. Developing a 
better of understanding of the needs and behaviors of these two customer 
segments could enhance the organization's abilities to better serve its existing 
students. 

• It was noted by the Public Relations personnel in the Category 3 session that parents 
and students are quick to voice their complaints. These complaints are addressed 
promptly and complainants are informed that they can make a formal complaint. It 
is apparent that MCPS is concerned about customer satisfaction and maintaining the 
confidence and trust of its customers, and that the organization strives to ensure 
prompt and effective complaint resolution. 
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Measurement, Analysis, and Knowledge Management Category 4 

Strengths 

Tennessee 
Center 

+ MCPS has developed a basic knowledge management system (e.g., SharePoint site 
across multiple groups) that provides the capacity for capturing and reporting data 
and information across a wide range of organizational units. This information 
appears to be stratified across the various levels of educational offerings and 
segmented by individual school unit. Given the organization's creation and 
deployment of this information system, management has access to a variety of 
inputs that can help it continue to improve the quality of its offerings in addition to 
monitoring the effectiveness of any innovations it seeks to implement. 

MCPS has developed a measurement, analysis, and organizational performance 
improvement system that has begun to track a wide range of in-process and support 
measures (mid-cycle) that are believed to impact those key outcome measures 
contained in the year-end performance dashboard that is the State's primary 
organizational performance evaluation tool (i.e., Tennessee Report Card). As MCPS 
continues to develop and analyze this range of in-process measures, the 
organization may benefit from continued growth in understanding of the 
relationships between organizational actions and outcomes. 

+ MCPS has developed an approach to identify and share best practices through a 
variety of venues and across a variety of organizational levels. The organization has 
been identified as a leader in some operational areas (such as emergency 
preparedness and disaster response programs) and shares willingly well beyond the 
boundaries of its district and across the State. More importantly, however, 
discussions with employees reveal that the concept of "best practices" discovery and 
sharing is an important component of the organization's culture and is a practice 
that is well-understood and deployed across the management system. Continuing 
this practice should lead to new opportunities for innovation and organizational 
learning that will continue to improve organizational performance over time. 

+ In order to help assure that organizational data, information and knowledge are 
protected in the event of an emergency, all data is secured in on-site data systems, 
as well as through redundant off-site data servers and warehouses. This approach 
helps to ensure that MCPS data and information will be available even if an 
unexpected crisis compromises a single data repository and that the organization 
will continue to have access to information as it delivers and improves its 
educational services. 
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Measurement, Analysis, and Knowledge Management (continued) Category 4 

Opportunities for Improvement 

While MCPS representatives were able to describe an impressive array of data and 
information sources during the site visit, it does not appear that the organization 
consistently prioritizes the wealth of data that is routinely gathered, nor does it 
specify how all of that information is used to systematically improve the quality of 
decision-making across the school system. Without clear-cut priorities in place on 
the specific purpose and management target for each piece of data gathered, an 
organization may find itself gathering data for data's sake and therefore waste 
valuable time and energies that could otherwise be directed toward performance 
improvement. 

While there was some confusion between what was reported in the application and 
what was clarified during the site visit relative to whether or not MCPS has direct 
competitors for its educational services, there is little evidence that competitive data 
is being gathered and analyzed for comparison purposes. Without a common 
definition (throughout the school system) of organizational competition, MCPS runs 
the risk of not understanding how it is performing relative to local peers, or which 
alternative educational options for its customers are a threat to the MCPS mission 
and vision . Furthermore, MCPS may miss trends that could lead to identifying 
specific best practices by its peers, which is a key element of organizational learning 
and improvement. 

Observations/Recommendations 

Tennessee 
Center 

• Given the time constraints of a Level 1 site visit, the examiner team did not have 
access to a full-blown demonstration of MCPS's knowledge management system 
beyond the brief management overview provided. However, it is clear that MCPS 
has a strong commitment to utilize data and information to improve organizational 
performance and the quality of educational services delivered to its students. Some 
of the examples of how information is used to assess performance are 
representative of an organization that has already moved beyond the initial stage of 
becoming a data-driven organization and is moving toward a more mature stage of 
operation (e.g., using test and assessment scores from middle- and/or high school 
levels to drill backwards to the curricula experienced by elementary school 
students). MCPS appears to be well-positioned to continue growing its knowledge 
management system and using it to drive improvement and innovation. 
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Workforce Focus Category 5 

Strengths 

+ MCPS's workforce recruiting process has many components, such as: 
teachersteachers.com; utilization of local Career Centers; University Job Fairs; and 
an on line applicant system. This approach helps to ensure that the organization 
maintains a workforce that can accomplish the educational processes and services in 
order to achieve MCPS's overall mission and vision . 

+ MCPS has processes in place to ensure safety and security. These include a Crisis 
Management Team; regular drills; Safety Teams in each school; SRO's in each school 
and a Crisis Management Plan that has been used as a model for crisis planning 
across the state. This approach helps to ensure health, security and accessibility, 
which enables the organization to successfully achieve its goals and objectives. 

+ MCPS offers a competitive benefits package that includes retirement, 
individual/family insurance coverage available for all employees (medical, dental and 
life) and other offerings. This approach helps to build an effective and supportive 
work environment. 

+ MCPS ensures in-services and mandated trainings are done throughout the year. 
Data teams are used to assess teacher performance and professional development 
needs in order to provide adequate training and support. This approach helps to 
ensure both personal and organizational success. 

Opportunities for Improvement 

Tennessee 
Center 

MCPS has an extensive workforce recruiting process in place and change 
management practices that enable it to react to mandated changes, such as data 
teams assisting in the implementation of Common Core Standards. However, the 
organization lacks a step-by-step repeatable process to prepare for potential 
growth and changes affecting workforce capacity. This gap could affect MCPS's 
ability to predict changes in staffing levels and qualifications in order to ensure 
continuous successful delivery of educational programs and services. 

- MCPS has special events to recognize its workforce such as "Love the Bus," 
"National Food Service Week" and student special programs to acknowledge the 
staff. However, there is no evidence of a systematic approach to address the key 
challenge of workforce engagement and involvement. This gap could negatively 
affect workforce commitment and limit employees' ability to accomplish work that 
supports the organization's mission and vision . 
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Workforce Focus Category 5 

Opportunities for Improvement 

Although MCPS utilizes data teams to enhance professional development, there is 
no systematic approach to assess workforce need or potential need, or to provide 
professional development opportunities that are based on identified needs in order 
to more effectively achieve the organization' s mission and vision. 

Observations/Recommendations 

Tennessee 
Center 
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MCPS may find it beneficial to develop and document a step-by-step process to 
predict and prepare for potential growth and changes, putting in place action plans 
to ensure sufficient workforce capacity (staffing levels) and capability (skills) on an 
ongoing basis. Such an approach would help to ensure that MCPS is prepared for 
necessary changes in staffing levels/qualifications in order to provide continuous 
successful delivery of educational programs and services. 
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Operations Focus Category 6 

Strengths 

Tennessee 
Center 

+ MCPS has developed a Crisis Plan and deployed it throughout the district. The Crisis 
Plan includes training for all School Resource Officers {SRO), Administrators through 
the Safe Schools Institute, teachers, bus drivers, custodians and other employees. 
MCPS participates annually in a Crisis Drill that tests the overall Crisis Plan down to 
school-specific plans. The drill includes the community first responders and county 
responders for a multi hazard approach. This plan helps to ensure that a safe, caring 
environment is created in which students can obtain knowledge and parents can be 
assured that their children are in a safe environment while learning. This approach 
supports the School District's beliefthat "all students should feel secure." 

MCPS must meet specific stakeholder requirements including providing a low cost 
quality education for students. In order to achieve this requirement, the 
organization has a capital budgeting process in place to evaluate and make decisions 
for future capital needs. This process includes assessing which processes could be 
contracted out for savings and which services can be bundled throughout the district 
for total savings. By assessing these needs, MCPS saves money that can be used in 
individual schools to enhance the quality educational experience for students and 
meet the expectations of community members and elected officials, thus driving the 
organization to continued success. 

+ The size and complexity of MCPS compel the organization to have systematic 
processes in place that support its mission and add value to customers and 
stakeholders. Key work processes are developed through an annual review of board 
policies, changes in the law and customer feedback. Specific facility needs are 
assessed, the laws are reviewed and recommendations are presented to the board. 
The board then authorizes a bid process that supports MCPS's fiscal responsibilities 
and maintains continuous improvement in services. 

+ Work processes are the driving force for continued improvement. MCPS evaluates 
work processes based on feedback from surveys, review of outdated processes and 
complaints. Processes are changed and suggestions are implemented on a trial basis 
to assess for effectiveness. For example, the ListServ system and Call System are 
two processes that were successfully changed. Changes to systems are 
communicated throughout the organization via various methods such as e-mails, the 
automatic call system, website, and meetings. This process of change enhances 
MCPS's success in achieving its strategic objectives for future growth and 
achievement of goals. 
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Operations Focus (continued) Category 6 

Strengths 

+ MCPS has demonstrated innovation through the development of its Crisis 
Management Plan. The success of this plan has allowed the organization to serve as 
a model with the Tennessee Department of Education and resulted in the team 
being invited to speak in other districts. This district was one of the first to 
implement SRO's in every school, which enhances a safe environment that is 
essential to teaching and learning. Being a leader in Crisis Management supports 
the organization's mission and vision for the creation of a safe learning environment. 

Opportunities for Improvement 

While MCPS identifies the service requirements necessary for providing the best 
learning for students, it is unclear what the key program, service and process 
requirements are and how they are developed. Although feedback is gained from 
the vision of the director, MCPS lacks a systematic process for development and 
ongoing review. Putting in place a system to determine key service requirements 
may augment MCPS's ability to fulfill the key requirements of its customers and 
stakeholders. 

While MCPS has had success with innovation of the Crisis Management Plan, there 
does not appear to be a repeatable process in place to determine intelligent risks for 
the organization's future development. Retreats for administrators and board 
members, current events, and encouragement for employee memberships in local, 
state and national organizations are some of the methods used to determine new 
opportunities; however, there is not a formal system for this. Implementing a 
systematic process may enable MCPS to advance and improve its place in the 
competitive environment of education. 

Observations/Recommendations 

Tennessee 
·Center 

• MCPS has a large amount of information to assess and coordinate with local, state 
and federal agencies to ensure its ongoing progress and success. The leadership 
team is to be commended on its ability to manage this information and continue to 
focus on future advancement. Having systems in place that follow the Baldrige 
framework and support the leadership team may help the organization create 
systematic processes that can be managed to ensure future success and 
sustainability. 
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Results Category 7 

Observations/Recommendations 

Tennessee 
Center 

• Although the Level 1 evaluation does not include a formal evaluation of results, the 
team did make note during the application review and site visit that results across a 
variety of areas are being measured, tracked, and reported for the purpose of 
organizational performance review and improvement (at least at the administrative 
office level). Quantitative results are readily visible on office walls and hallways, 
indicating effective deployment of a results-based focus. Observed performance on 
a number of measures appeared to be on the rise during the most recent 
measurement cycle. 
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Appendix 

The TENNESSEE CENTER FOR PERFORMANCE EXCELLENCE Award Program provides a system for 
organizations to measure their progress toward performance excellence. By submitting an 
application to the TNCPE Award Program, you have differentiated yourself from most U.S. 
organizations. Through this step-by-step application process, your organization can gain 
valuable knowledge and skills to help improve performance in an increasingly competitive 
environment. By incorporating this newfound knowledge into your strategic planning and 
process improvement cycles, you can expect significant gains in performance and results. 

This feedback report contains the findings of the Board of Examiners, which are based upon 
your responses to the Criteria for Performance Excellence provided in your written 
application, as well as information gathered through a site visit. The report includes a 
summary of 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. 

Background 

Interest Level - Education and Examination 

Level 1 applications are assigned a team of two or more examiners depending upon the size 
and complexity of the organization . Assignments are made based on the examiners' areas 
of expertise and to avoid any conflicts of interest. Three major types of conflicts are 
considered in examiner assignment: 

• direct linkage, such as current or recent employment or client relationships 

• significant ownership 

• significant involvement with business competitors or companies for which 
direct linkages or ownership exists. 

Examiners only serve when they do not have any conflicts of interest. 

The team members review the Organizational Profile provided with the application form 
and use it as the basis for planning the site visit. Based upon the unique characteristics of 
the organization, a site visit agenda is created . Specific education points and questions are 
developed to provide information to the applicant and to evaluate current practices in each 
category of the Criteria for Performance Excellence. Through the site visit process, 
examiners provide education regarding the basic category-level requirements of the 
Criteria and specific suggestions for improvement. At the conclusion of the site visit, team 
members formalize their observations and recommendations in a written feedback report. 
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This report includes: 

~_____,-

• a summary of Key Themes, identifying major strengths and opportunities for 
improvement 

an assessment of each of the seven categories of the Criteria, detailing 
strengths and opportunities for improvement 

The feedback report is intended to identify those actions, processes or system 
improvements that would bring the greatest value to the organization. The final 
assessment is forwarded to the president of the TNCPE Award Program for review prior to 
distribution. Organizations completing the Interest Level education and examination 
process receive a Certificate of Participation and public recognition during the annual 
Awards Banquet. 

Commitment, Achievement and Excellence Award Levels 

Level 2, 3 and 4 applications are assigned a team of two to eight examiners depending upon 
the size and complexity of the organization. Assignments are made based upon the 
examiners' areas of expertise, while avoiding potential conflicts of interest. Each application 
is independently evaluated by examiners who write comments relating to the applicant's 
strengths and opportunities for improvement, and use a scoring system developed for the 
Award Program. The application evaluation process is outlined in Figure 1. 

After each team member completes his or her independent assessment, the second review 
stage begins. The entire team meets and reaches consensus on comments that capture the 
team's collective view of the applicant's strengths and opportunities for improvement, the 
score for each item/category, and issues to clarify and verify during the site visit. The team 
documents its comments, scores and site visit issues in a consensus scorebook. The 
consensus process is depicted in Figure 2. 

In the third stage, each TNCPE Award Program applicant receives a site visit, which is planned 
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. Site visit issues 
from the consensus scorebook are identified and translated into a detailed agenda, with 
each team member assuming a specific assignment. While on the visit, team members meet 
periodically to review their findings and, if necessary, modify the agenda. After the site visit, 
the team of examiners prepares a final Site Visit Scorebook (Figure 3). 

Applications, Site Visit Scorebooks and worksheets, and an award recommendation are 
forwarded to the Panel of Judges for confirmation of the process integrity and determination 
of award level. The Judges discuss and consider each applicant in each recommended award 
level. 
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The Panel of Judges' review includes a detailed appraisal of each application against award 
level criteria found on pages vi and vii of the 2013-2014 Criteria for Performance Excellence, 
a detailed comparison of the applications within each award level, and a determination of 
the appropriateness of Level 4 applicants as role models for the Excellence Award (Figure 4). 

Judges do not participate in discussions or award level decisions for organizations in which 
they have a competing or conflicting interest. 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 award level decisions. 

Following the judges' review and determination of awards, an Editorial Review Board of 
experienced examiners edits the final Site Visit Scorebook, which becomes the Feedback 
Report. 

Scoring 

The scoring system used for Level 2, 3 and 4 applications is designed to differentiate 
applicants in the various stages of maturity and to facilitate feedback. As seen in the Scoring 
Guidelines (Figures Sa and Sb), responses to Criteria items are scored based on two 
evaluation dimensions: process and results. The four factors used to evaluate process items 
(categories 1-6) are approach (A), deployment (D), learning (L), and integration (I); and the 
four factors used to evaluate results items (category 7) are levels (Le), trends (T), 
comparisons (C), and integration (I). 

In the Feedback Report, examiners have determined a percentage scoring range for each 
Criteria item. The range is based on the Scoring Guidelines, which describe the 
characteristics typically associated with specific percentage ranges. 

As shown in Figure 6, the applicant's overall performance for processes and results each fall 
into one of eight scoring bands. Each process scoring band and each results scoring band has 
a corresponding descriptor of attributes associated with that band. During site visit, 
examiner teams often find that applicants are stronger in some or all of the categories than 
was indicated by their original score; others are weaker. Consequently, some applicants' 
scores may move up following site visit, while others may move down. 

The Feedback Report and judging reflect all knowledge gained through the entire evaluation 
process. 
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Application Evaluation Process 
Levels 2, 3 and 4 

Figure 1 
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Consensus Review - Figure 2 

Step 1 I Step 2 I Step 3 

Consensus Planning 

• Assign category/item leaders 

• Prioritize items for discussion 

• Review findings from the 
independent assessments 

Consensus Meeting 

• Discuss key business/ 
organizational factors 

• Discuss categories/items and key 
themes 

• Achieve consensus on 
comments, site visit issues and 
scores 

• Document findings 

Post-Consensus Activities 

• Prepare consensus scorebook 

• Prepare site visit agenda and site 
visit issue worksheets 

After the consensus review, a site visit is conducted to clarify uncertain points in the 
application and to verify that the information provided is correct. After the site visit is 
completed, the team of examiners prepares a final scorebook. The site visit examination 
process is shown in Figure 3. 

Site Visit Review - Figure 3 

Step 1 I Step 2 j Step 3 

Team Preparation Site Visit Site Visit Evaluation 

• Review consensus findings • Make/receive presentations • Resolve issues 

• Review site visit issues • Conduct interviews • Summarize findings 

• Plan site visit • Record observations • Finalize comments and scores 

• Review records • Prepare final scorebook 

Applications and final scorebooks for all Level 2, 3 and 4 applicants are forwarded to the 
Panel of Judges for final award decisions. 

Panel of Judges Review - Figure 4 

Step 1 I Step 2 

Judges Review 

• Application 

• Final (site visit) scorebook 

• Scoring 

• Site visit issue worksheets 

• Award recommendation 
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~( ( >lff DESCRIPTION 

• No SYSTEMATIC APPROACH to item requirements is evident; information is ANECDOTAL. (A) 
• Little or no DEPLOYMENT of any SYSTEMATIC APPROACH is evident. (D) 

0 % OI' 5% • An improvement orientation is not evident; improvement is achieved by reacting to problems, (L) 
• No organizational ALIGNMENT is evident; individual areas or work units operate independently, (I) v J 

// • The be~ng of a SYSTEMATIC APPROACH to the BASIC REQUIREMENTS of the item is evidenL (A) 
• The APPROACH is in the early stages of DEPLOYMENT in most areas or work units, inhibiting progress in 

10°/o, 15"4,1 achieving the BASIC REQUIREMENTS of the item, (0) 
20%, or 25% • 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) 

/ 

I • 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, (0) 

30%, 35%, • The beginning of a SYSTEMATIC APPROACH to evaluation and improvement of KEY PROCESSES is 
40%, or 45 % evident (L) 

• The APPROACH is in the early stages of ALIGNMENT with the basic organizational needs identified in 
response to the Organizational Profile and other process items, (I) 

• 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, (0) 
50%, 55%, • A fact -based, SYSTEMATIC evaluation and improvement PROCESS and some organizational LEARNING, 

60% 1 or 65% including INNOVATION, are in place for improving the efficiency and EFFECTIVENESS of KEY 
PROCESSES, (L) . The APPROACH is ALIGNED with your overall organizational needs as identified in response to the 
Organizational Profile and other process items, (I) 

• An EFFECTIVE, SYSTEMATIC APPROACH, responsive to the MULTIPLE REQUIREMENTS of the item, is 
evident (A) 

• The APPROACH is well DEPLOYED, with no significant gaps, (0) 
70%, 75%, • Fact-based, SYSTEMATIC evaluation and improvement and organizational LEARNING, including 

80%. or 85% 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 current and future organizational needs as identified in 
response to the Organizational Profile and other process items, (I) 

• 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) 
~)()"!.,, 95%, • Fact-based, SYSTEMATIC evaluation and improvement and organizational LEARNING through 

or 100% 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 current and future organizational needs as identified in 
response to the Organizational Profile and other process items. (I) 

Figure Sa - Scoring Guidelines for Process Items 
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S< OIH ·ocsCRIITTION 

• There are no organizational PERFORMANCE RESUCTS, or the RESULTS reported are poor. (Le) 
• TREND data either are not reported or show mainly adverse TRENDS. (f) . 

OQ1~ or 5°/o • Comparative information is not reported. (C) . RESULTS are not reported for any areas of importance to the accomplishment of your organization's 

1 
MISSION. (I) 

• A few organizational PERFORMANCE R'ESULTS are reported, responsive to the BASIC REQUIREMENTS of the 
item, and early good PERFORMANCE LEVELS are evident. (Le) 

10<%., 15~~, • Some TREND data are reported, with some adverse TRENDS evident. (I) 
20%, or 25"/o • Little or no comparative information is reported. (C) 

• RESUCTS are reported for a few areas of importance to the accomplishment of your organization's 

I MISSION. (I) 

I • Good organizational PERFORMANCE LEVELS are reported, responsive to the BASIC REQUIREMENTS of the 
item. (Le) 

30%, 35%, • Some TREND data are reported, and most of the TRENDS presented are beneficial. (f) 
40%, or45% • Early stages of obtaining comparative information are evident. (C) 

• RESUCTS are reported for many areas of importance to the accomplishment of your organization's 
MISSION. (I) 

• Good organizational PERFORMANCE LEVELS are reported, responsive to the OVERALL REQUIREMENTS of 
the item. (Le) 

• Beneficial TRENDS are evident in areas of importance to the accomplishment of your organization's 
50°10, 55'Y'>, MISSION. (I) 

60%, or 65% • Some current PERFORMANCE LEVELS have been evaluated against relevant comparisons andlor 
BENCHMARKS and show areas of good relative PERFORMANCE. (C) 

• Organizational PERFORMANCE RESUCTS ate reported for most KEY CUS1DMER, market, and PROCESS 
requirements. (I) 

• Good-to-excellent organizational PERFORMANCE LEVELS are reported, responsive to the MULTIPLE 
REQUIREMENTS of the item. (Le) 

• Beneficial TRENDS have been sustained over time in most areas of importance to the accomplishment of 

70%, 75 % .. 
your organization's MISSION. (T) 

• Many to most TRENDS and current PERFORMANCE LEVELS have been evaluated against relevant 
80%, or 85% comparisons and/or BENCHMARKS and show areas of leadership and very good relative 

PERFORMANCE. (C) 
• Organizational PERFORMANCE RESUCTS are reported for most KEY CUS1DMER, market, PROCESS, and 

ACTION PLAN requirements. (I) 

• Excellent organizational PERFORMANCE LEVELS are reported that are fully responsive to the MULTIPLE 
REQUIREMENTS of the item. (Le) 

• Beneficial TRENDS have been sustained over time in all areas of importance to the accomplishment of 
90%, 95'Yo, 

your organization's MISSION. (T) 
or 100% • Industry and BENCHMARK leadership is demonstrated in many areas. (C) 

• Organizational PERFORMANCE RESUCTS and PROJECTIONS are reported for most KEY CUSTOMER, market, 
PROCESS, and ACTION PLAN requirements. (I) 

Figure Sb - Scoring Guidelines for Results Items 
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Figure 6 - Scoring Band Descriptors 

Band 

Score 

0-150 

151-200 

201-260 

Band 

Number PROCESS Descriptors 

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. 

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 

3 The organization demonstrates effective, systematic 
approaches responsive to the basic requirements of 

I 
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 overall 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 

I\ 
use of measures. There is excellent integration of 
approaches with organizational needs. Organizational 
analysis, learning through innovation, and sharing of 
best practices are pervasive 

Band 

Score 

0-125 

126-170 

171-210 

211-255 

256-300 

301-345 

346-390 

391-450 

Band 

Number RESULTS Descriptors 

1 A few results are reported responsive to the basic 
Criteria requirements, but they generally lack trend and 
comparative data. 

2 Results are reported for several areas responsive to the 
basic 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. 

3 Results address many areas of importance to the basic 
Criteria requirements and accomplishment ofthe 
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. 

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 overall Criteria requirements and the 
accomplishment of the organization's mission. 

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 overall Criteria requirements and 
the accomplishment of the organization's mission. 

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 
industry* leader in some results areas. 

7 Results address most key customer/stakeholder, 
market, process, and action plan requirements. Results 
demonstrate excellent organizational performance 
levels and some industry* leadership. Results 
demonstrate sustained beneficial trends in most areas 
of importance to the Criteria requirements and the 
accomplishment of the organization's mission. 

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. 
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