
Administrative Program Assessment

The Continuous Improvement Cycle
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Presenter
Presentation Notes
Williams Edwards Deming, His continuous improvement cycle is on the left; we won’t get into it, but basically this guy worked with  the Japanese after WW2 to totally transform Japan into a world economic power. What we are talking about today is the same thing – we just use slightly different words.



Deming Quotes
 It is not necessary to change.  Survival is not mandatory.
 If you can’t describe what you are doing as a process, you don’t know 

what you’re doing.
 It is not enough to do your best; you must know what to do, and then do 

your best.
 I should estimate that in my experience, most troubles, and most 

possibilities for improvement add up to proportions like this:
 94% belongs to the system (responsibility of management)
 6% special

 Whenever there is fear you will get wrong figures.

Presenter
Presentation Notes
Deming was big in the 1980s 
Ever since I went to see the movie about the Rock Group Queen I’ve been reliving that time of my life!
There are some interesting quotes on this slide, but in regards to administrative program assessment, we should be interested in the 4th one.  There is a great opportunity for us to effect change by improving the systems that we work with.



Plan
 Every administrative department / office should have a plan
 The plan should be informed by an environmental scan (strengths, 

weaknesses, opportunities, threats).
 The plan should be supportive and integrated with the divisional / 

university plan.
 Main components of the plan include
 Goals 
 Objectives
 Intended Outcomes

Presenter
Presentation Notes
Plan – Current Situation
	- Not all administrative units have plans
	- The plans we do have in place are not always tied into our divisional or university wide plans
	- Intended outcomes for many plans are not given or are very unclear.
Plan – Components
	- SWOT
	- Integrated
	- In addition to Goals & Objectives, clear intended outcomes are critical!
	



Plan - Examples
 Goal
 Improve Customer Service 
 Good – ties into university goal #3, objective #3
 Not so good – no benchmark

 Leverage technology to benefit stakeholders
 Not so good – doesn’t tie into anything
 Not so good – no benchmarks

 Objective
 Develop  Customer Service Training Plan
 Good – ties into related goal.
 Not so good – no intended outcomes.
 Not so good – lacks specificity

 Develop Department website
 Good – ties into related goal
 Not so good – no intended outcomes

 Goal
 Increase student satisfaction
 Good – ties into university goal #3, objective #3
 Good – goal based on benchmark data

 Objective
 Improve program Y achieving Z results
 Good – ties into related goal.
 Good – Includes intended outcomes

Presenter
Presentation Notes
After going through many administrative program assessments it was difficult to find examples of program improvements because of the kinds of goals and objectives listed on the left.

Not So Good:
	Goal – Improve Customer Service – need a starting point!
	Goal – Leverage Technology – Why?  
	Objective – Develop CS training plan – no outcomes
	Objective – Develop website – again, no intended outcomes
Good	Integrated goals based on benchmarks and clear outcomes
	



Execute
 These are the actions in 

the planning process: 
 Goals Objectives

Actions 
 Important concepts in 

plan execution
 Assign clear 

responsibility
 Assign clear timelines
 Identify clear outcomes
 Provide for regular 

reporting (handout)

Presenter
Presentation Notes
The most important things to keep in mind:
	Be clear who is doing what.
	One person needs to be responsible – more than one person means no one is responsible
	The outcome must be crystal clear (movie clip is from the 1990s, but its close enough to the 1980s to be relevant 
	Report on your progress regularly – example handout






Assess
 Identify Clear Intended Outcomes
 ANY RESULT IS GOOD!
 If intended outcomes aren’t achieved: see next slide
 If intended outcomes are achieved: see next slide

Presenter
Presentation Notes
There are no bad assessment outcomes.
Achieving or not achieving intended outcomes are both ok, as long as your goal is to continually improve!



Improve
 If intended outcomes are not met
 Change the actions 

 If intended outcomes are met
 Expand the actions 
 Integrate the actions

Presenter
Presentation Notes
The ‘improve’ part of the continuous improvement cycle is going to spill over into the ‘plan’ part by informing future plans.
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