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Considering Your Customers

® Internal customer
B Staff
E Partners
m External customer
B Clients
® Funders
®m What values matter to your customers?
B Internal, external
e How do they compare? UPHC
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Demonstrations of a Quality
Culture

m Customer-focused

m Customers’ time is respected

m Customers are asked for input

m Understand customer needs better than they do
m Data-driven

m Data are routinely collected and used to monitor

program outcomes

E Problem solving

E Staff regularly discuss processes to identify
opportunities to refine practices

B Openness and consideration across staff EuP]]C
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Demonstrations of a Quality
Culture (continued)

E Consistency of service
m Referral processes are consistent across staff and get
customers the help they need
® Professionalism among staff

m Staff screened and hired based on fit within the quality
culture

m Staff encouraged to take advantage of internal and
external training/education opportunities

m Staff support one another to meet customer needs
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Quality Culture Processes

® Examples
B Semi-annual customer surveys

B Periodic review of service data and trend data
to identify opportunities for improvement

m Regular internal meetings focused on process
improvements

m Staff reviews organized around cultural values
and processes

Quality is never “good enough.” uplic
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Cycle of Improvement

Measurement
Improvement
Strategies

Consideration o
Process -
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Influencing Your Organizational
Culture

B Regardless of level in the organizétion, you
play a part in its culture. You can:

E Lead by example
» Reinforce positive values through your consistent
actions and decisions
m Promote values versus rules
= Values guide all actions, rules guide narrow actions
s Point out the benefits of improved quality

» Celebrate and reward application of the values and
good results




Influencing Your Organizational
Culture (continued)

® Get involved in change-making

s Identify your organization’s values and make the
case for changes where needed

» Participate in improvements

Plzc

{kh‘ﬂ

|ﬂ PIRAND

13

Continuous Quality Improvement
Toolkit

B Quality Improvement Toolkit, complete
with introduction to CQI and measurement

e Developed by Training and PIMIT statewide
workgroups for Michigan’s Campaign to End
Homelessness

B For agency and Continuum of Care levels

m Available on the Campaign’s Web site:
www.campalgntoendhomelessness.org
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Session Review

m Defined culture, quality, and a culture of
quality
B [dentified customers and their interests

B Discussed ways to influence your
organization’s culture

B Described quality improvement process
B Provided access to further resources
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Session Wrap-Up

m What will you do differently when you get
back to work?

B Session evaluation form
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