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Performance Excellence in 
Education  

- Morning Session -
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Partners Worldwide
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Section 3 - Business Excellence Profile 
 
3.1 Which statement most accurately describes your knowledge of business excellence?  
If the survey is being completed by a team substitute “I” for “we”.  
 

Tick the one that applies 
A Low understanding - My company has undertaken an assessment against a business excellence 

framework but I (we) had little involvement in the process. 
 

B Basic understanding - My company has undertaken an assessment against a business excellence 
framework and I was (we were) involved in the process.  

 

C Good understanding - My company has undertaken an assessment against a business excellence 
framework and I was (we were) involved in the process. I have (we have) attended a training course 
on business excellence.  

 

D Very good understanding - My company has undertaken an assessment against a business 
excellence framework and I was (we were) involved in the process. I am (we are) trained business 
excellence assessors.  

 

E Other – please specify:  
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The key components of a 
national business excellence strategy
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• A Centre of Excellence for Business Excellence 
has been created in Singapore to help the 20 
member countries of the Asian Productivity 
Organisation increase their focus on business 
excellence.
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OECD, PISA 2009 database

Science only
1.2% Reading only

1.6%

Mathematics only
5.0%

Reading, 
mathematics 
and science

4.1% in 
OECD

Reading & 
science 0.8%

Reading &
maths
1.2%

Maths &
science

2.5%
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OECD, PISA 2009 database
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World class 

650+ points

400+ points

35 Schools

SQA 
winners

SQC 
schools

.���%�� �

> 200 Schools

Singapore helps schools to improve through providin g 
stepping stones to excellence from “Singapore Qualit y 
Class” to “Singapore Quality Award” winners

This has been achieved even though Singapore spends  
less on education than 27 out of 30 OECD countries!

Thailand needs to learn from the best for Reading, 
Mathematics and Science 

OECD, PISA 2009 database

Ranking of Middle East Countries in Comparison to 65  Participating 
Countries for  Competency Scores

Reading  Mathematics Science

Shanghai - China – 1 Shanghai - China – 1 Shanghai - China – 1

Korea – 2 Singapore – 2 Finland – 2

Finland – 3 Hong Kong – China – 3 Hong Kong – China – 3

Hong Kong – China – 4 Korea  4 Singapore – 4

Singapore – 5 Chinese Taipei – 5 Japan – 5

Thailand – 51 Thailand – 52 Thailand – 49
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Great Ormond Street Hospital for Children 
were concerned at the amount of time it 
took, and problems that occurred when  
transferring patients from the operation 
theatre  to the intensive care unit (ICU)

��� 
%������I 
%��"��� �!
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In F1 pit-stop a 20-member crew changed the 
tyres, filled the fuel, cleared the air intakes 

and sent it off in only 7 seconds.
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The solution

The result
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Benchmarking changes the culture 
to an “anything is possible” culture

=&%����������
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�
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McLaren driver Lewis Hamilton with Matthew who 
benefited from the new process

Key learning points 

• Even if you are in a highly regulated industry such
as healthcare you can still do benchmarking.

• Benchmarking primarily is a strong learning tool
and not just a data exchange tool.

• If you are happy with your performance you must 
be comparing yourself to the wrong organisation.
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Financial measures:

Expenditure, cost of labour, cost of buildings/equipment, 
cost of energy use, adherence to budget, cash flow, 
revenue collected. 

Non-financial measures:

Absenteeism, staff turnover, % of admin staff to front-line 
staff, budget processing time, complaints, environmental 
impact, call centre performance.
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Best Practice Benchmarking is the most 
powerful type of benchmarking

2
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� How mature is your organisation? 
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� Proven approach
� Flexible – short and long 

projects
� Easy to communicate
� Step by step approach
� Rigorous planning
� Strong likelihood of 

success
� Delivers results
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Certification Levels
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TRADE Resources

• TRADE Project Management System in Excel
– Terms of Reference Worksheet
– 5 x Worksheets (for each stage of TRADE)
– Additional Worksheets

• Training Manual
- Detailed notes on how to undertake each Stage and Step 

of TRADE
- Over 30 template forms to assist benchmarking projects
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Example of a Terms of Reference Form

����	����"��<��
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%�� �+� �%��������������

Description Expenses Capital 

1.1 Determine area of focus for 
benchmarking project

Team to discuss 
on the area of 
focus 

Meeting/ 
discussion

N.A. 0 L Garvin 12-Sep-07 12-Sep-07 12-Sep

1.2 Develop project brief Garvin supplied Powerpoint 
Slide deck 
prepared and 
presented 
during CSC 
Mgt Mtg

N.A. 0 L Garvin 12-Sep-07 12-Sep-07 12-Sep

1.3 Form project team Garvin supplied N.A. N.A. 0 L Garvin 12-Sep-07 12-Sep-07 12-Sep

1.4 Train project team Garvin supplied 3 people 
trained by 
Garvin (OJT)

0 0 L Garvin 12-Sep-07 12-Sep-07 12-Sep

1.5 Understand benchmarking 
code of conduct

Organise team to 
sign code of 
conduct

Understandin
g and Signing 
the Code of 
Conduct

0 0 L Garvin 12-Sep-07 12-Sep-07 12-Sep

1.6 Prepare Terms of Reference Draft Terms of 
Reference and 
tasks involved

Preparing 
Term of 
Reference 
(Planning 
Stage)

0 0 L Garvin 12-Sep-07 1-Oct-07 1-Oct-07

Risk  
(L, M, 

H)

Person 
Responsible

Planned 
Start Date

Steps Tasks Planned 
Finish Date

Actual 
Finish Date

Expected Costs
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To increase the success rate of engineering projects - cost & delivery 
on time. 

To identify best practices in customer satisfaction to reduce customer 
complaints

To identify best practices in managing customer relationships with a 
client from another culture

To enhance the effectiveness of our supplier qualification criteria and its 
deployment 

To identify best practices in evaluating and improving education 
outcomes for schools. 

To reduce cycle time in servicing customers with our products/services

Recommended organisational 
structure for benchmarking 

CEO

Benchmarking 
Unit

Director Director Director
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Organisational structure if buy-in from all 
divisions/directors is not forthcoming

CEO

Benchmarking 
Unit

Director Director Director

Benchmarking unit

Benchmarking Unit
(Benchmarking  Manager)

Oversee benchmarking 
projects/ initiatives

Project 1
Team leader
Administrator

Team members
Facilitated or have access to a 

Benchmarking Champion 

Project 2 Project 3 

Project Steering Group
(CEO/Directors)

Sponsor benchmarking 
projects

Over see Benchmarking Unit 
activities
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• Globalisation 
• Clash between performance management and 

the traditional collegial and democratic cultures
• Rising expectations of stakeholders: the student, 

the employer, the government and funding 
providers

• Organisational effectiveness and value for money
• E-learning agenda
• Growth in education market
• Building management capacity and capability
• Quality assurance and accreditation 
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• Higher Education Institutions (HEIs) help students to 
learn but are they learning and improving their own 
performance?

• Do HIEs learn from each other?

• Do HIEs learn from the experiences of the private 
sector?

• What systems are in place to capture best practices 
and implement them?

• From year to year do HIEs objectively assess whether 
they are improving?

�%�	��  ����������	��
�
�!�	


It is time for change at Berkeley. We need to 
examine all aspects of how we conduct our 

business with the aim of streamlining decision 
making and infusing our campus community with a 
service orientation. We must make certain that the 
same ethos of excellence that marks our teaching 
and research permeates our entire organisation.  

Organisational effectiveness is everyone’s 
responsibility.

Chancellor Berdahl, 2003
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� Counselor Education
– U Minnesota
– Indiana U
– UNC Greensboro
– U of MD College Park
– U South Carolina
– Kent State
� Portland State

� Criminal Justice
– U Louisville
– Michigan State
– SUNY Albany
– Cal State LB
– Rutgers U
– Georgia State
– U Cincinnati
� UNC Charlotte

� Optics
– Stanford U
– MIT
– UC Berkeley
� 5 others didn’t respond
– U Arizona
– U Rochester

� K-8 Math/Science Ed
– UC Berkeley
– U Wisconsin Madison
– Ohio State
– Clemson
– Oregon State
– Hofstra
– George Mason
– San Diego State
� 5 others didn’t respond

� Human Factors
– U Ill. Urbana Champaign
– George Mason U
– Georgia Tech
– U Cincinnati
– New Mexico State
� NC State
– Wright State

� Computer Science
– UC Berkeley
– UCLA
– NYU
– Columbia U
– Duke U

� Environmental Engineering
� Stanford U
� UC Berkeley
� Georgia Tech
� UT Austin
� U Michigan
� U Ill. Urbana Champaign
� Cal Tech
� U Florida
� Virginia Tech
� NC State

� Nursing
� U Washington
� UNC Chapel Hill
� Ohio State
� U Kansas
� U Kentucky
� Arizona State
� U Florida
� Georgia State
� U North Dakota

��� E&�"�&���Q���� 1�	+ E����	��&���Q���� '���	 E1����Q����4 ���I����� �	��
��	
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• faculty characteristics
– # of faculty

– # of society fellows

– # of national awards

– # of publications

– # of faculty publishing

– #  of faculty with research 
support

– amount of external and 
federal funding

• student characteristics
– # of students
– # of minority students
– # of international students
– GRE scores
– # of students supported 

(GTAs, GRAs)
– # of national fellowships 

(other fellowships)

• program characteristics
– # of degrees awarded
– amount of lab space

Benchmarking of

• Office supplies
• Laboratory Supplies
• Agency Temporary Staff
• Travel Management Costs
• Transaction Banking
• Telecommunications  
• PCs and Laptops
• Printing
• Advertising
• Professional services

�#�!" ��.�I ���
�� ��	���
��	� ����%���
�����
��	�1������!�	
�4�	�%!��+�	��
1�����!!� .//5�
��.//0
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• Several universities reported office supplies savings in 
1st year of:
– $60,000 
– $673,000 ($20,000 on toner cartridges)
– $380,000
– $108,000

• Savings in Temporary Staff Contracts: $75,000
• One university:  Travel savings $500,000 per year.
• One university: Process improvement will save around 

$2M over two years.

&%��(���%�;	������
����N�� �
��4�����%���
"����������	�!����������
�"���
����������
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Steps 1 and 2 of the project

9. ��	��������	
���	)�������"��

5.�;���	
�����������������+���������������
���&���	
�������;�����������,����������	����
��������
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Step 3 of the project

3. Questionnaire issued to Institutes of 
Technology, Universities and Colleges. 

The questionnaire covered the lifecycle of the 
student – including institutional organisation, 
preliminary arrangements, the supervisor(s), the 
courses, the student, the project, induction and 
professional development, monitoring progress and 
feedback, the dissertation and the examination 

Step 4 of the project

4.Focus Group Discussions

Seven Universities, two Institutes of Technology and 
the Dublin Institute of Technology hosted focus group 
discussions with their students, supervisors and 
administrators and support staff.

Over 300 stakeholders were met during the course of 
30 discussion groups with numbers equally 
distributed between the three stakeholder groups. 
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Steps 5 to 7 and closure of the project

5. Drafting of the Updated PhD Guidelines

6. Pre-publication consultation

7. Final report

Result

• Guidelines were produced that cover the
whole life cycle of PhD programmes from
enrolment to graduation.

admission Induction Supervision Student Project

Professional 
development

Monitoring 
progress Dissertation Examination Graduation

Data records 
and 

reporting
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• Association of Commonwealth Universities (ACU) - UK

http://www.acu.ac.uk

• Consortium for Higher Education Benchmarking Analys is 
(CHEBA) - USA

http://www.cheba.com

• Benchmarking in European Higher Education - Europe

http://www.education-benchmarking.org

• National Association of College and University Busi ness 
Officers (NACUBO) - USA

NACUBO Online Benchmarking Tool

http://www.nacubo.org

4�	�%!��+�	������"�6�������
��	������
%��%��������
��	

• Canadian Association of University Business Officer s (CAUBO) 
- Canada

http://www.caubo.ca

• European Centre for Strategic Management of Univers ities -
Europe

DEAN & HUMANE Networks

http://www.esmu.be/networks.html

• ET Higher Education Benchmarking System - Australia

http://www.acpet.edu.au/industry-advocacy/higher-education-
benchmarking

• Australian Universities Quality Agency (AUQA) - Aust ralia

http://www.auqa.edu.au



50

� ��	
�������(	
���� ��#��  �	���I �%����� ����  �!�
;	������
��
%

"@66���,�%�,��,�+6�������%6�	
���� �#��  �	��6�	
��#,%
! 

� ���
���������1�����!�	����#��  �	���I �����
��	�
���
����

%

"@66���,��� �
�,	��
,���6���
����,%
!

%

"@66���,��� �
�,	��
,���6��	
��
�R1���� ��,%
!

�
%�������� � �	+�,,

�
���
�������
��	�	��������	

� ���������	
����
�
� ���	�������	
��������������������
� ���	�������	
��������������
� ��������	
�������������
� ��������������������
� ���������������������� ������������������
� �����������
������!�������"�����	�
� ���������	
�����������������!�������"�����	�
� #	������	
����������������
	�����	�����!�������"�� ���	��
� ��	� ���	���
�
�!�	




51

;����  �
�"��������	�%!��+�	��
����%�����
����	�����#��  �	��

(	���!� �4�	�%!��+�	�

����������	�$����������  �"��������

1�����!�	���4�	�%!��+�	�

�	 �������������������	��
����
��	�
%��
��
�$���������!�	��"��������������
�����
����� ������ �� �

4��
�1���
����4�	�%!��+�	�

��������+����""��
�	�
��������
�!"����!�	



����=��	���		��>��������	�
&��	����	��"��������������9?>:@��

�	����� ��	������#���	���
�		��A��������	�&��	����	��"������

5:::��	�5::A

&%����%���	�%!��+�	�S�



52

Benchmarking between business units leads to 
Boeing Aerospace Support achieving world-class 

status in three years.
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Boeing Aerospace Support’s
Revenue Performance

2000 2001 2002 2003

PLAN ACTUALS AVG GROWTH

Started Baldrige
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David Spong, CEO, Boeing Aerospace Support 
receiving the Baldrige Award from George Bush
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Dr Robin Mann, Director, Centre for 
Organisational Excellence Research 
(COER) www.coer.org.nz, 
R.S.Mann@massey.ac.nz,  
+64 6 326 7377 +64 21 142 6531 

�����E ���� �"�������
%�� ���,41(�,��! E 
%��!��
���!"��%�	�����
�	���	���!�
���������
����� �������	���	�%!��+�	�$� ���
�"���
����$�
"�����!�	���!������!�	
$�����	�����#��  �	����	���� 	��� �
"�����!�	����!"����!�	
,�


