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Straight	
  A	
  Leadership	
  
Alignment,	
  Ac4on	
  and	
  

Accountability	
  



About	
  Studer	
  Group	
  

!   Execu&on	
  company	
  focused	
  on	
  
achieving	
  and	
  sustaining	
  excep&onal	
  
clinical,	
  opera&onal	
  and	
  financial	
  
outcomes	
  

!   Work	
  with	
  over	
  800	
  organiza&ons	
  in	
  the	
  
US	
  and	
  beyond	
  

!   >	
  50	
  Coaches	
  and	
  Interna&onal	
  Speakers	
  
!   Educa&onal	
  Resources	
  –	
  Books,	
  Training	
  

Videos,	
  Webinars	
  and	
  Ins&tutes	
  

!   Web	
  based	
  soLware	
  solu&ons	
  for	
  
opera&onal	
  alignment	
  and	
  process	
  
efficiency/	
  improvement	
  

!   Evidenced	
  Based	
  tac&cs	
  that	
  produce:	
  
  Accelerated	
  rate	
  of	
  improvement	
  

and	
  efficiency	
  in	
  quality	
  	
  	
  
  Favorable	
  customer	
  percep&on	
  

results	
  
  Increased	
  customer	
  loyalty	
  
  Improved	
  flow,	
  opera&onal	
  

metrics	
  and	
  customer	
  experience	
  



Purpose,  
worthwhile work 

and making 
a difference 

® 

Studer	
  Flywheel®	
  

!   Bo>om	
  Line	
  Results	
  

(Transparency	
  and	
  
Accountability)	
  

!   Self-
Motivation 

!   Prescriptive 
To Do’s 

WHY 



Execu4on	
  Framework	
  
Evidence-­‐Based	
  LeadershipSM	
  

Standardization Accelerators Must  
Haves® 

Performance 
Gap 

Objective 
Evaluation 

System 

Leader 
Development 

Foundation Breakthrough 

STUDER GROUP®: 

!  Agreed upon 
tactics and 
behaviors to 
achieve goals 

!  Re-recruit high 
and middle/
solid performers 

!  Move low 
performers up 
or out 

!  Processes that 
are consistent 
and standardized 

!  Process 
Improvement  
!  PDCA 
!  Lean 
!  Six Sigma  
!  Baldrige 

Framework 

!  Software 

Aligned Goals Aligned Behavior Aligned Process 
!  Create process 

to assist 
leaders in 
developing 
skills and 
leadership 
competencies 
necessary to 
attain desired 
results 

!   Implement an 
organization-
wide staff/
leadership 
evaluation 
system to 
hardwire 
objective 
accountability 
(Must Haves®) 

Rev 4.8.11 



Driving	
  Performance	
  

Diagnose 

Assess 

Treatment  

Actions 

Systems 

Tools 

Techniques 

Processes 

Teach 

Skill 
Development 

Validate Coach Reward 



Consciously 
unskilled 

(incompetent) 

Phases	
  of	
  Competency	
  and	
  Change	
  

Even with positive change, there is resistance . . . 



Organiza4onal	
  Assessment	
  -­‐	
  UPCEA	
  

What	
  is	
  your	
  role?	
  

Actual	
  

Dean	
  /	
  VP	
  	
   9	
  

Director	
  	
  	
   15	
  

Associate	
  Director	
  	
  	
   6	
  

Coordinator	
  	
   8	
  

Support	
  Specialist/Instructor/Other	
  	
   6	
  

Total	
   44	
  



Organiza4onal	
  Assessment	
  -­‐	
  UPCEA	
  

Please	
  mark	
  the	
  top	
  three	
  (3)	
  things	
  your	
  University	
  ConCnuing	
  EducaCon	
  Unit	
  does	
  
well	
  and	
  should	
  conCnue	
  to	
  do.	
  

Dean	
  /	
  VP	
  	
  	
  
(n=9)	
  

Director	
  	
  	
  
(n=15)	
  

Associate	
  
Director	
  	
  	
  
(n=6)	
  

Coordinator	
  	
  
(n=8)	
  

Support	
  
Specialist/	
  

Instructor/Other	
  	
  
(n=6)	
  

Quality	
  Instruc&on	
   Quality	
  
Instruc&on	
  

Customer	
  
Sa&sfac&on/	
  
Percep&on	
  of	
  

Service	
  

Leadership	
  
(engagement,	
  
visibility,	
  and	
  
support)	
  

Quality	
  
Instruc&on	
  

Customer	
  
Sa&sfac&on/	
  
Percep&on	
  of	
  

Service	
  

Customer	
  
Sa&sfac&on/	
  
Percep&on	
  of	
  

Service	
  

Quality	
  
Instruc&on	
  

Quality	
  
Instruc&on	
  

Customer	
  
Sa&sfac&on/	
  
Percep&on	
  of	
  

Service	
  

Technology	
   Community	
  
Outreach	
  

Community	
  
Outreach	
  

Customer	
  
Sa&sfac&on/	
  
Percep&on	
  of	
  

Service	
  

Community	
  
Outreach	
  



Organiza4onal	
  Assessment	
  -­‐	
  UPCEA	
  

Please	
  mark	
  the	
  top	
  three	
  (3)	
  opportuniCes	
  for	
  improvement	
  at	
  your	
  University	
  
ConCnuing	
  EducaCon	
  Unit.	
  

Dean	
  /	
  VP	
  	
  	
  
(n=9)	
  

Director	
  	
  	
  
(n=15)	
  

Associate	
  Director	
  	
  	
  
(n=6)	
   Coordinator	
  	
  (n=8)	
  

Support	
  
Specialist/	
  

Instructor/Other	
  	
  
(n=6)	
  

Market	
  Research	
  Market	
  Research	
  Market	
  Research	
  
Employee	
  

Compensa&on	
  
and	
  Benefits	
  

Internal	
  
Educa&on,	
  
Training,	
  and	
  

Skill	
  
Development	
  

Communica&on	
  
(transparent	
  	
  
and	
  open)	
  

Internal	
  
Educa&on,	
  
Training,	
  and	
  

Skill	
  
Development	
  

Goal	
  Sebng	
  and	
  
Strategic	
  
Planning	
  

Community	
  
Outreach	
  

Leadership	
  
(engagement,	
  
visibility,	
  and	
  
support)	
  

Financial	
  
Performance/	
  

Fiscal	
  
Responsibility	
  
(net	
  revenue,	
  
EBDITA,	
  etc)	
  

Employee	
  
Compensa&on	
  
and	
  Benefits	
  

Dealing	
  with	
  
Low	
  Performers	
   Market	
  Research	
  

Goal	
  Sebng	
  and	
  
Strategic	
  
Planning	
  



Organiza4onal	
  Assessment	
  -­‐	
  UPCEA	
  

Please	
  mark	
  the	
  top	
  three	
  (3)	
  barriers/challenges	
  you	
  face	
  that	
  keep	
  you	
  
from	
  achieving	
  your	
  results	
  in	
  your	
  area	
  of	
  responsibility	
  at	
  your	
  University.	
  

Dean	
  /	
  VP	
  	
  (n=9)	
   Director	
  	
  (n=15)	
  
Associate	
  Director	
  	
  

(n=6)	
  
Coordinator	
  	
  (n=8)	
  

Support	
  Specialist/	
  
Instructor/Other	
  	
  

(n=6)	
  

System/Silo	
  
Thinking	
  

Resource	
  
Limita&ons	
  	
  
(staffing,	
  

equipment,	
  space,	
  
etc.)	
  

Resource	
  
Limita&ons	
  
(staffing,	
  

equipment,	
  space,	
  
etc.)	
  

Resource	
  
Limita&ons	
  
(staffing,	
  

equipment,	
  space,	
  
etc.)	
  

Resource	
  
Limita&ons	
  
(staffing,	
  

equipment,	
  space,	
  
etc.)	
  

Too	
  Many	
  
Priori&es	
  

Financial	
  
Constraints	
  	
  and	
  

Industry	
  
Pressures	
  

Financial	
  
Constraints	
  	
  and	
  

Industry	
  
Pressures	
  

System/Silo	
  
Thinking	
  

System/Silo	
  
Thinking	
  

Resource	
  
Limita&ons	
  
(staffing,	
  

equipment,	
  space,	
  
etc.)	
  

System/Silo	
  
Thinking	
  

System/Silo	
  
Thinking	
  

Inconsistency/	
  
Lack	
  of	
  

Standardiza&on	
  
and	
  Hardwiring	
  

Leadership	
  
(engagement,	
  
visibility,	
  and	
  
support)	
  



Organiza4onal	
  	
  
Assessment	
  -­‐	
  UPCEA	
  

Over	
  the	
  past	
  5	
  years,	
  the	
  external	
  market	
  for	
  the	
  University	
  where	
  you	
  work	
  has	
  
been:	
  	
  (1=Very	
  Easy	
  to	
  5=Very	
  Difficult)	
  

Very	
  
Easy	
  
1	
  

Easy	
  
2	
  

Normal	
  
3	
  

Difficult	
  
4	
  

Very	
  
Difficult	
  

5	
  

Dean	
  /	
  VP	
  	
  (n=9)	
   50	
   0	
   3	
   3	
   3	
   0	
  

Director	
  	
  (n=15)	
   66.67	
   0	
   0	
   6	
   8	
   1	
  

Associate	
  Director	
  	
  (n=6)	
   50	
   1	
   0	
   3	
   2	
   0	
  

Coordinator	
  	
  (n=8)	
   50	
   0	
   1	
   6	
   1	
   0	
  

Support	
  Specialist	
  /	
  Instructor/
Other	
  	
  (n=6)	
  

54.17	
   0	
   1	
   3	
   2	
   0	
  

Total	
  	
  (n=44)	
   56.25	
   1	
   5	
   21	
   16	
   1	
  

27	
  or	
  61%	
  of	
  the	
  44	
  leaders	
  who	
  answered	
  this	
  
quesBon	
  feel	
  the	
  external	
  market	
  over	
  the	
  PAST	
  
FIVE	
  YEARS	
  at	
  your	
  organizaBon	
  has	
  been	
  very	
  
easy,	
  easy	
  or	
  normal.	
  



Organiza4onal	
  	
  
Assessment	
  -­‐	
  UPCEA	
  

Over	
  the	
  next	
  5	
  years,	
  the	
  external	
  market	
  for	
  the	
  University	
  where	
  you	
  work	
  
will	
  be:	
  	
  (1=Very	
  Easy	
  to	
  5=Very	
  Difficult)	
  

Very	
  
Easy	
  
1	
  

Easy	
  
2	
  

Normal	
  
3	
  

Difficult	
  
4	
  

Very	
  
Difficult	
  

5	
  

Dean	
  /	
  VP	
  	
  (n=9)	
   69.44	
   0	
   1	
   0	
   8	
   0	
  

Director	
  	
  (n=15)	
   63.33	
   0	
   3	
   3	
   7	
   2	
  

Associate	
  Director	
  	
  (n=6)	
   58.33	
   0	
   1	
   2	
   3	
   0	
  

Coordinator	
  	
  (n=8)	
   56.25	
   0	
   1	
   4	
   3	
   0	
  

Support	
  Specialist	
  /	
  Instructor/
Other	
  	
  (n=6)	
  

58.33	
   0	
   1	
   3	
   1	
   1	
  

Total	
  	
  (n=44)	
   61.93	
   0	
   7	
   12	
   22	
   3	
  

19	
  or	
  43%	
  of	
  the	
  44	
  leaders	
  who	
  answered	
  this	
  
quesBon	
  feel	
  the	
  external	
  market	
  over	
  the	
  NEXT	
  
FIVE	
  YEARS	
  will	
  be	
  very	
  easy,	
  easy	
  or	
  normal.	
  



Organiza4onal	
  	
  
Assessment	
  -­‐	
  UPCEA	
  

If	
  your	
  University	
  ConCnuing	
  EducaCon	
  Unit	
  conCnues	
  to	
  act/perform	
  	
  exactly	
  as	
  
it	
  does	
  today	
  (with	
  the	
  same	
  processes,	
  same	
  cost	
  structure,	
  same	
  efficiencies,	
  
same	
  enrollment,	
  same	
  producCvity,	
  same	
  techniques)	
  your	
  results	
  over	
  the	
  next	
  
five	
  years	
  will	
  be:	
  	
  (1=Much	
  Worse	
  to	
  5=Much	
  BeVer)	
  

Much	
  
Worse	
  

1	
  

Worse	
  
2	
  

Same	
  
3	
  

Beier	
  
4	
  

Much	
  
Beier	
  
5	
  

Dean	
  /	
  VP	
  	
  (n=9)	
   38.89	
   1	
   4	
   3	
   0	
   1	
  

Director	
  	
  (n=15)	
   46.67	
   0	
   6	
   5	
   4	
   0	
  

Associate	
  Director	
  	
  (n=6)	
   45.83	
   0	
   3	
   2	
   0	
   1	
  

Coordinator	
  	
  (n=8)	
   37.5	
   1	
   3	
   3	
   1	
   0	
  

Support	
  Specialist	
  /	
  Instructor/
Other	
  	
  (n=6)	
  

33.33	
   1	
   3	
   1	
   1	
   0	
  

Total	
  	
  (n=44)	
   41.48	
   3	
   19	
   14	
   6	
   2	
  

22	
  or	
  50%	
  of	
  the	
  44	
  individuals	
  who	
  
answered	
  this	
  quesBon	
  feel	
  if	
  they	
  stay	
  
the	
  same,	
  results	
  will	
  be	
  the	
  same,	
  beWer	
  
or	
  much	
  beWer.	
  



If people think the future 
is going to look a lot like 
the present, it is going to 
be hard to create urgency 

for change. 

If people believe the 
future is going to look a 
lot like the present, it is 

very hard to create 
urgency for change. 



Recommenda4on	
  

!   If	
  you	
  believe	
  the	
  organiza&on	
  needs	
  to	
  change,	
  you	
  
have	
  to	
  put	
  together	
  your	
  burning	
  plajorm.	
  



Organiza4onal	
  Assessment	
  -­‐	
  UPCEA	
  

How	
  well	
  does	
  your	
  course	
  evaluaCon	
  system	
  help	
  build	
  leadership/faculty	
  
accountability	
  today?	
  (1=Very	
  Poor	
  to	
  5=Excellent)	
  

Very	
  
Poor	
  
1	
  

Poor	
  
2	
  

Fair	
  
3	
  

Good	
  
4	
  

Excellent	
  
5	
  

Dean	
  /	
  VP	
  	
  (n=9)	
   63.89	
   0	
   2	
   2	
   3	
   2	
  

Director	
  	
  (n=15)	
   51.67	
   1	
   1	
   9	
   4	
   0	
  

Associate	
  Director	
  	
  (n=6)	
   37.5	
   2	
   1	
   1	
   2	
   0	
  

Coordinator	
  	
  (n=8)	
   43.75	
   1	
   2	
   3	
   2	
   0	
  

Support	
  Specialist	
  /	
  Instructor/
Other	
  	
  (n=6)	
  

58.33	
   0	
   0	
   4	
   2	
   0	
  

Total	
  	
  (n=44)	
   51.7	
   4	
   6	
   19	
   13	
   2	
  



Recommenda4on	
  

!   Develop	
  a	
  more	
  robust	
  evalua&on	
  tool.	
  	
  	
  



Organiza4onal	
  Assessment	
  -­‐	
  UPCEA	
  

How	
  well	
  does	
  your	
  current	
  leader	
  training	
  prepare	
  you	
  to	
  lead	
  for	
  success	
  in	
  the	
  
organizaCon	
  today?	
  	
  	
  (1=Very	
  Poor	
  to	
  5=Excellent)	
  

Very	
  
Poor	
  
1	
  

Poor	
  
2	
  

Fair	
  
3	
  

Good	
  
4	
  

Excellent	
  
5	
  

Dean	
  /	
  VP	
  	
  (n=9)	
   55.56	
   0	
   0	
   7	
   2	
   0	
  

Director	
  	
  (n=15)	
   51.67	
   2	
   1	
   7	
   4	
   1	
  

Associate	
  Director	
  	
  (n=6)	
   41.67	
   1	
   1	
   3	
   1	
   0	
  

Coordinator	
  	
  (n=8)	
   53.12	
   0	
   1	
   5	
   2	
   0	
  

Support	
  Specialist	
  /	
  
Instructor/Other	
  	
  (n=6)	
  

54.17	
   0	
   0	
   5	
   1	
   0	
  

Total	
  	
  (n=44)	
   51.7	
   3	
   3	
   27	
   10	
   1	
  



Recommenda4on	
  –	
  Eat	
  Your	
  Own	
  Cooking	
  

!   If	
  one	
  of	
  your	
  goals	
  is	
  to	
  lead	
  con&nuing	
  educa&on	
  and	
  
development,	
  you	
  have	
  to	
  be	
  the	
  best	
  at	
  leadership	
  
development	
  yourself.	
  



SKILL SET Dean / VP Director Associate 
Director Coordinator 

Support 
Specialist/ 
Instructor/ 

Other 
Running effective meetings  
Managing financial 
resources  
Answering tough questions 
so as to not create a “we/
they” culture 
Selection of talent  
Development of talent  
Critical thinking  
De-selection  
Understanding the external 
environment  
Manage up the positive, the 
solution and the decision  
Improving processes  
Communication  
Total 

Skill Set Matrix Leadership	
  Founda4on	
  Skills	
  



Organiza4onal	
  Assessment	
  -­‐	
  UPCEA	
  

From	
  a	
  customer	
  perspecCve	
  and	
  point	
  of	
  view,	
  how	
  would	
  he/she	
  rate	
  your	
  
organizaCon	
  today?	
  (1=Worst	
  to	
  10=Best	
  in	
  Class)	
  

Worst	
  
1	
  

2	
   3	
   4	
  
Avg	
  
5	
  

6	
   7	
   8	
   9	
  

Best	
  
in	
  

Class	
  
10	
  

Dean	
  /	
  VP	
  	
  (n=9)	
   7.33	
   0	
   0	
   0	
   0	
   1	
   0	
   4	
   3	
   1	
   0	
  

Director	
  	
  (n=15)	
   7.8	
   0	
   0	
   0	
   0	
   0	
   0	
   6	
   7	
   1	
   1	
  

Associate	
  Director	
  	
  
(n=6)	
  

6.83	
   0	
   0	
   0	
   0	
   1	
   0	
   4	
   1	
   0	
   0	
  

Coordinator	
  	
  (n=8)	
   6.5	
   0	
   0	
   0	
   1	
   1	
   1	
   3	
   2	
   0	
   0	
  

Support	
  Specialist/
Instructor/Other	
  	
  
(n=6)	
  

6.5	
   0	
   0	
   0	
   0	
   2	
   0	
   3	
   1	
   0	
   0	
  

Total	
  	
  (n=44)	
   7.16	
   0	
   0	
   0	
   1	
   5	
   1	
   20	
   14	
   2	
   1	
  



Organiza4onal	
  Assessment	
  -­‐	
  UPCEA	
  

Rate	
  your	
  percepCon	
  of	
  the	
  ease	
  of	
  students	
  engaging	
  in	
  your	
  program	
  today.	
  
(1=Worst	
  to	
  10=Best	
  in	
  Class)	
  

Worst	
  
1	
  

2	
   3	
   4	
  
Avg	
  
5	
  

6	
   7	
   8	
   9	
  

Best	
  
in	
  

Class	
  
10	
  

Dean	
  /	
  VP	
  	
  (n=9)	
   6.56	
   0	
   0	
   0	
   0	
   4	
   0	
   2	
   2	
   1	
   0	
  

Director	
  	
  (n=15)	
   6.6	
   0	
   0	
   0	
   0	
   3	
   3	
   6	
   3	
   0	
   0	
  

Associate	
  Director	
  	
  
(n=6)	
  

7.33	
   0	
   0	
   0	
   0	
   0	
   0	
   4	
   2	
   0	
   0	
  

Coordinator	
  	
  (n=8)	
   5.75	
   0	
   0	
   0	
   1	
   2	
   4	
   0	
   1	
   0	
   0	
  

Support	
  Specialist/
Instructor/Other	
  	
  
(n=6)	
  

6.5	
   0	
   0	
   0	
   1	
   1	
   0	
   2	
   2	
   0	
   0	
  

Total	
  	
  (n=44)	
   6.52	
   0	
   0	
   0	
   2	
   10	
   7	
   14	
   10	
   1	
   0	
  



Organiza4onal	
  Assessment	
  -­‐	
  UPCEA	
  

Rate	
  your	
  percepCon	
  of	
  the	
  consistency	
  in	
  the	
  leadership	
  throughout	
  the	
  University	
  	
  
today.	
  (1=Worst	
  to	
  10=Best	
  in	
  Class)	
  

Worst	
  
1	
  

2	
   3	
   4	
  
Avg	
  
5	
  

6	
   7	
   8	
   9	
  

Best	
  
in	
  

Class	
  
10	
  

Dean	
  /	
  VP	
  	
  (n=9)	
   5.67	
   0	
   1	
   0	
   0	
   4	
   1	
   1	
   2	
   0	
   0	
  

Director	
  	
  (n=15)	
   5.87	
   0	
   0	
   0	
   1	
   6	
   4	
   2	
   2	
   0	
   0	
  

Associate	
  Director	
  	
  
(n=6)	
  

5.33	
   0	
   0	
   1	
   1	
   2	
   0	
   1	
   1	
   0	
   0	
  

Coordinator	
  	
  (n=8)	
   5.88	
   0	
   0	
   1	
   2	
   1	
   0	
   2	
   1	
   1	
   0	
  

Support	
  Specialist/
Instructor/Other	
  	
  
(n=6)	
  

4.83	
   0	
   1	
   0	
   2	
   0	
   2	
   1	
   0	
   0	
   0	
  

Total	
  	
  (n=44)	
   5.61	
   0	
   2	
   2	
   6	
   13	
   7	
   7	
   6	
   1	
   0	
  



Organiza4onal	
  Assessment	
  -­‐	
  UPCEA	
  

Rate	
  the	
  skill	
  set	
  at	
  your	
  University	
  in	
  implemenCng	
  and	
  execuCng	
  best	
  pracCces	
  
throughout	
  the	
  University	
  today.	
  (1=Worst	
  to	
  10=Best	
  in	
  Class)	
  

Worst	
  
1	
  

2	
   3	
   4	
  
Avg	
  
5	
  

6	
   7	
   8	
   9	
  

Best	
  
in	
  

Class	
  
10	
  

Dean	
  /	
  VP	
  	
  (n=9)	
   5	
   0	
   1	
   0	
   3	
   3	
   0	
   0	
   2	
   0	
   0	
  

Director	
  	
  (n=15)	
   5.67	
   0	
   0	
   0	
   3	
   6	
   1	
   4	
   0	
   1	
   0	
  

Associate	
  Director	
  	
  
(n=6)	
  

5.5	
   0	
   0	
   1	
   0	
   3	
   0	
   1	
   1	
   0	
   0	
  

Coordinator	
  	
  (n=8)	
   6.38	
   0	
   0	
   0	
   0	
   3	
   1	
   3	
   0	
   1	
   0	
  

Support	
  Specialist/
Instructor/Other	
  	
  
(n=6)	
  

5.67	
   0	
   1	
   0	
   0	
   2	
   0	
   2	
   1	
   0	
   0	
  

Total	
  	
  (n=44)	
   5.64	
   0	
   2	
   1	
   6	
   17	
   2	
   10	
   4	
   2	
   0	
  



Organiza4onal	
  Assessment	
  -­‐	
  UPCEA	
  

The	
  average	
  leader	
  supervises	
  
7.77	
  individuals	
  



Organiza4onal	
  Assessment	
  -­‐	
  UPCEA	
  

Out	
  of	
  approximately	
  241	
  
employees	
  idenBfied,	
  

approximately	
  26	
  or	
  11%	
  are	
  
idenBfied	
  as	
  not	
  meeBng	
  

expectaBons	
  



Organiza4onal	
  Assessment	
  -­‐	
  UPCEA	
  

13	
  employees	
  of	
  the	
  26	
  
employees	
  not	
  meeBng	
  
expectaBons	
  (50%)	
  were	
  
idenBfied	
  as	
  in	
  formal	
  

correcBve/disciplinary	
  acBon.	
  



H M L 

Performance	
  Curve	
  

8% 58% 34% 

H=High Performer, M = Middle/ Solid Performer, L=Low Performer 



H 

M 

L 

Gap is  
uncomfortable M 

H 

L 

H 

M 

L 

Gap is  
Intolerable 

The 
Wall 

The	
  Gap	
  is	
  Intolerable	
  



M 

H 

L 

H 

M 

L 

Gap is  
uncomfortable 

H 

M 

L 

Gap is  
intolerable 

The 
Wall 

H M 

M 

L 

Results 
Decline 

Results	
  Decline	
  	
  (look	
  familiar?)	
  



M 

H 

L 

H 

M 

L 

Gap is  
uncomfortable 

H 

M 

L 

Gap is  
intolerable 

H 

M 

The 
Wall 

Over	
  the	
  Wall	
  



OLD 

NEW 

Performance 

Improved	
  Opera4onal	
  Performance	
  Across	
  the	
  
Board	
  



“Always bring it 
back to values . . .” 

Quint Studer 



VALUES 

® 

Studer	
  Flywheel®	
  

!   Bo>om	
  Line	
  Results	
  

(Transparency	
  and	
  
Accountability)	
  

!   Self-
Motivation 

!   Prescriptive 
To Do’s 


