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AIM:  By August 2013, improve 
management’s perception of 
SLCoHD’s Culture of Quality 

0 = Nothing in place 
1 = Just getting started 
2 = Moving in right direction 
3 = Adequate, good progress 
4 = Very good performance 
5 = Found through organization 

In 2012, we surveyed middle and upper management 
groups at SLCoHD to compare their perceptions of our 
Culture of Quality. Below are the areas included in the 
survey and results obtained by the 2 different groups.  
 
Whereas both groups rated Customer Focus as well-
established, Upper Mgt identified Process Focus as 
needing more progress, while Middle Mgt identified 
Empowerment as needing improvement. Both agreed 
that Institutionalization needs work. 

In January 2013, facilitated groups analyzed Process Focus 
for Upper Mgt and Empowerment for Middle Mgt. Issues of 
Communication were found to be most pertinent (see above). 
In March, 80 managers met in groups to identify problematic 
issues and in May they met again to identify solutions.   
Below are examples of tools found, to assist supervisors with 
effective communication. 

Below are the results of the group’s solutions, after distilling 
the list and prioritizing solutions via survey to all managers.  
 
The left green column shows the relative rankings received 
with the prioritization matrix. The solutions are grouped by 
types of communications that affect feelings of empowerment. 
 
Administration agreed to endorse the Actions Taken, which are 
listed in the right column 

In August, a year after the project was begun, a second survey 
repeated the assessment for perceptions of Quality Culture. 
The results: 

    Middle Mgt  felt the Culture had improved in 5 areas 
    Upper Mgt felt the Culture had improved in 6 areas 
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