Baldrige 2006 Health Care for Performance Excellence
Process Management
6.2 Support Processes and Operational Planning: How do you identify and manage your support

processes and accomplish operational planning? (40 pts.)
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3. Design of the support

processes to meet all key
requirements

1. How do you determine them?

the health care processes?

2. What are the processes for supporting

1. How do you determine requirements

from: internal and external customers,
suppliers, partners and collaborators?
2. What are the key requirements for
these processes?

1. How do you design key processes to meet all of the
requirements?

2. How do you incorporate new technology, organizational
knowledge, and the potential need for agility into the design?
3. How do you implement these processes to ensure they
meet the design requirements?
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4. Key performance
measures or indicators

5. Minimize overall costs of
inspection, tests and
process or performance
audits

6. Improve business and
support process

3. How are in-process measures used?

1. Adequate financial

resources are available to

1. What key performance measure are used for
control and improvement of support processes?
2. How does day-to-day operation of key support
processes ensure meeting key performance requirements?

4. How is patient, other customer, supplier, partner and
collaborator input used in managing these processes?

1. How do you minimize these costs?
2. How do you prevent errors and rework?

1. How do you improve processes to:
- Achieve better performance?
- Reducing variability?
- Keeping processes current with health care service needs

and directions?
2. How are improvements and lessons learned shared with other

organization units and processes to drive learning and innovation?

b. Operational Planning

2. How do you ensure
continuity in the event of an
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support operations

emergency?

1. Ensure resources needed for current obligations?

2. Ensure adequate resources for new business investments?

3. Assess risks with current and major new business investments?
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