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Executive Summary

The assessment of your organization falls in the 261-360 point scoring band for process items (1.1 – 6.2).  Organizations scoring in Band 4 for process items typically demonstrate effective, systematic approaches generally responsive to the overall Criteria requirements. Deployment may vary in some areas or work units. Key processes benefit from fact-based evaluation and improvement, and approaches are being aligned with overall organizational needs.

The assessment of your organization has it scoring in the 126-170 point scoring band for results items (7.1–7.5).  For an organization scoring in Band 2 for results items, results are reported for several areas responsive to the basic Criteria requirements and the accomplishment of the organization’s mission.  Some of these results demonstrate good performance levels.  The use of comparative and trend data is in the early stages.

Notable Strengths:
· The Minnesota Pollution Control Agency (MPCA) has systematic processes in place to prepare for the future through its strategic planning and workforce planning and development approaches.  Senior Leaders (SL’s) engage multiple levels of the organization to develop and deploy five-year business plans, three-year program plans, and one-year cycles of operational plans.  The workforce is prepared for the future through strong recruiting, systematic development based on strategic context, and a thorough understanding of workforce wants and needs to meet changing needs.
· MPCA has a strong focus on continuous improvement (CI), through Senior Leadership-sponsored cross-functional media forums, lateral teams, and management teams focused on best practices and improvement.  Lean and Six Sigma are embedded into the organization through a CI Deployment Plan, which is aligned to strategic and operational plans.
· MPCA uses data and information for fact-based decision making, and data are leveraged at all levels of the organization to measure and improve.  The Environmental Results Management System is a single system with data, information, and processes which enables quick data access, facilitating effective operational and organizational decisions.  
· The organization has a strong leadership system, which balances a focus on people and processes.  Senior Leaders use effective processes to create a focus on the future, customers, and workforce development.  To consider cross-functional perspectives, leaders engage the organization at multiple levels for strategic planning.  Leaders serve as mentors and coaches to encourage employee development.
· Employees are passionate and commit to the organization’s mission and vision through their strong environmentally-focused values.  Most of the workforce are subject matter experts in environmental sciences and work together in a collaborative environment with stakeholders.
Significant Opportunities for Improvement
· A value of MPCA is being a “Learning Organization,” that includes promoting innovation to continuously improve.  While there are pockets of innovation throughout the agency, MPCA lacks a fully systematic approach to managing for innovation and for capitalizing  on strategic opportunities.  Innovation is not fully and systematically incorporated into MPCA’s Strategic Planning Process, and is not yet leveraged across the workforce or all operational processes.
· Although the organization is focused on improving and has a well-defined and well-deployed continuous improvement culture, systematic, fact-based processes to drive organizational sustainability are not evident.  The organization, like all State agencies, is challenged with sustaining its strategic objectives and improvement iniatives when a new leader is appointed or when priorities change by the legislature.  The agency would benefit from a process that balances the needs of its various stakeholders (the public, elected officials) while sustaining its mission and improvement efforts.
· MPCA has strong relationships with many experts and passionate people in the public.  While there are good feedback systems for certain individuals and groups, the organization does not yet have a systematic process to gather customer satisfaction, dissatisfaction, and engagement information across all current and potential customer/stakeholder segments.   As a result, it may be difficult for the agency to always and fully meet emerging customer demands and expectations now and into the future.  
Notable Strengths & Opportunities for Improvement in Results

· Results are provided for many of the results expected, given the performance excellence standard (Baldrige) and the organization’s objectives and environment.
· Most results reflect beneficial trends.
· Many of MPCA’s result lack comparative data, which makes it difficult for leadership to determine relative performance.
Award Level Descriptions

Commitment 

Organizations recognized at this level have demonstrated serious commitment to self-assessment as a catalyst for improvement and a means of promoting competitive and organizational excellence.  It is in the early stages of developing and implementing approaches to address Criteria requirements.

Advancement

Organizations recognized at this level have demonstrated, through commitment and implementation of quality management principles, progress in building systematic approaches responsive to the basic purposes of the Criteria.  The “driver triad” is systematic and the organization is in early stages of obtaining results.

Achievement 

Organizations recognized at this level have demonstrated sound and effective approaches responsive to the overall requirements of the criteria.  They are generally aligned throughout the organization and demonstrate some evaluation and refinement.  They demonstrate good trends for most areas important to organizational business requirements and have no major gaps.

Excellence 

Organizations recognized at this highest level have demonstrated organizational excellence by the purposefulness with which they continue to improve and build upon results and systems.  These organizations show refined approaches, fully deployed with positive trends in key measures and results.  These organizations are well integrated, have no “show stoppers” and can be national and global role models.
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1
Leadership
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1.1
Senior Leadership






70
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Governance and Societal Responsibilities




50
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2.1
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2.2
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40
3
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3.1
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40

3.2
Customer Engagement
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4
Measurement, Analysis, and Knowledge Management
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4.1
Measurement, Analysis, and Improvement of Organizational Performance
45


4.2
Management of Information, Knowledge, and Information Technology

45



5
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5.1
Workforce Environment






40

5.2
Workforce Engagement
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6
Operations 


85


6.1
Work Processes







45
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40
7
Organizational Performance Results 


450


7.1
Product and Process Results




             120

7.2
Customer-Focused Results






80

7.3
Workforce-Focused Results





80

7.4
Leadership and Governance Results




80

7.5
Financial and Market Results





90


TOTAL POINTS







1000

1.0

Leadership

The Leadership Category examines how your organization’s senior leaders’ personal actions guide and sustain your organization.  Also examined are your organization’s governance system and how your organization fulfills its legal, ethical, and societal responsibilities and supports its key communities.
1.1
Senior Leadership

	Strengths

	Item Ref
	Comment

	1.1a(1)
	The Minnesota Pollution Control Agency (MPCA) Senior Leadership (SL) team sets the organizational vision and values every five years through a collaborative strategic planning process, which is driven by state statute.  The process includes input from the agency’s history; strategic measures results; and conversations with stakeholders, the Media forums, Lateral teams and Management teams.  The vision and values are cascaded to employees and key stakeholders.  This is accomplished via the strategic planning process, business planning, and annual project planning.  It also occurs through various communication methods, including new employee orientation, reports and newsletters, stakeholder sessions, and face-to-face interactions.


	1.1a(3)
	Senior Leaders build a sustainable organization of success – now and in the future – by focusing on and committing to continuous improvement at the project, business, and strategic levels.  Additionally, Senior Leaders create a sustainable organization by aligning the agency’s mission and strategies using a matrix organization, as well as its Strategic and Organization Management meetings, with organizational data within the Environmental Results Management System (ERMS), to review progress and take action.  Senior Leaders serve as mentors, encourage employees to participate in career development by participating in the organization’s leadership training programs (Leadership Academy, Emerging Leaders Institute, Senior Leader’s Institute), and require personal/professional development plans within the Performance Management System.


	1.1b(1)
	Senior Leaders discuss key messages at weekly leadership meetings and determine what and how to communicate with employees and stakeholders utilizing a variety of methods, including face-to-face conversations, reports and newsletters, meetings, and an online presence.  The Commissioner and Senior Leaders targets interactions with a list of key customers, and Senior Leaders are present at requested public meetings and advisory boards.  Senior Leaders incorporate communication strategies by personally participating in annual recognition programs (Voyageurs’ Awards, etc.), personal email, and handwritten notes.  Based on the need to reinforce and ensure understanding of important messages, talking points are developed to succinctly communicate and differentiate from other types of communication.


	1.1b(2)
	Senior Leaders create a focus on action through strategic and operational reviews during Strategic and Organizational Management Meetings, utilizing the ERMS, with actions from program plans and individual work plans linked to the strategic plan.  Senior Leaders monitor progress toward goals, while project leaders present status and then develop revised action plans to address incomplete actions.  Following each legislative session, Senior Leaders determine actions needed to implement legislative mandates, as well as to address environmental issues and include that information in annual strategic planning along with revised program plans.


	Opportunities for Improvement

	Item Ref
	Comment

	1.1a(2)
	Senior Leaders do not yet have a systematic, effective process in place to personally demonstrate their commitment to legal and ethical behavior.  As a result, senior leaders may miss opportunities to send consistent personal messages regarding the importance of ethical behavior, which could be misinterpreted by the workforce and other stakeholders that legal/ethical behavior is not a priority of the agency.  


	1.1b(1)
	Although Senior Leaders communicate with the workforce and key customers, they do not systematically communicate and engage with all employees, including those at remote locations, nor with all key customers.  Failure to communicate and engage with all employees may send a message that some employee groups are less important or do not have the ability to make decisions and act.  And failure to communicate with and engage all key customers could impact leaders’ ability to fully understand market situations and to respond with appropriate direction and plans.  


	1.1 a, b
	Although Senior Leaders are making some improvements, they do not utilize a systematic, fact-based process to evaluate the efficiency and effectiveness of some of the key elements of the leadership system.  This could impact some leaders’ effectiveness and/or could impact the agency’s ability to ensure its leadership systems are kept current with organizational needs.


1.2   Governance and Societal Responsibilities
	Strengths

	Item Ref
	Comment

	1.2a(1)
	MPCA is governed by three levels of management: Governor-appointed Commissioner, who acts as head of the agency; Senior Leaders, hired by the Commissioner, who set the direction of the agency; and Division Directors, who guide the environmental and operational decisions at a program level.  Management Teams, Lateral Teams, and Media Forums are cross-functional teams sponsored by Senior Leadership at a lateral level to provide strategic and tactical feedback to Senior Leaders for organizational efficiency and priorities.  Accountability and transparency of operations are gained through a chain-of-command system from the Governor to tactical leaders in the Performance Management System; plans aligned with the strategies; a strategic and organizational management calendar with all action plans from programs and initiatives presented at least annually for status and revised plans; and internal and external independent audits including federal, legislature-directed and financial.  Fiscal accountability is accomplished by Senior Leaders reviewing business plans, individual plans, program plans, the agency’s budget and quarterly spending, and with independent audits.  Management Teams were improved by adding staff and collaborating with other agencies to gain a diverse perspective on actions going on at the tactical level and to learn about best practices.



	1.2a(2)
	Senior Leaders’ annual performance reviews cascade from Governor to Commissioner, Commissioner to Deputy Commissioner, and Deputy Commissioner to Division Directors as direct reports.  Performance reviews include feedback from colleagues and staff, annual work plan goals, and employee engagement surveys.  Reviews also include a professional development plan, collaborated on with managers, for leaders to increase effectiveness through training and education.



	1.2b(1-2)
	MPCA addresses adverse societal impacts of its services and operations through directives from the legislature, the Governor, and public input.  Ethical behavior is promoted and ensured through training, levels of sign-off, auditing, and formal HR Department investigation of breaches.  Employees receive ethics training through New Employee Orientation and annual updates. Signatures are required to acknowledge that training materials were reviewed and understood.  Email reminders are sent from the Senior Leadership team to reiterate the importance of integrity across the organization.  Internal controls are in place for certain budgetary purposes, and both internal peer-to-peer, and external audit reports are reviewed by Senior Leaders.  Leadership meetings are held to recognize gaps and to ensure closure.  The HR Department leads investigations for any ethics breaches and the department reports findings and recommendations to the Senior Leadership team, which may include discipline up to and including dismissal.



	1.2c(1-2)
	MPCA engages with customers, stakeholders, and communities through regular events, requested customer meetings and program interactions to consider environmental concerns, and through utilizing the ERMS to understand current conditions while reaching out to other agencies and organizations for future and global perspectives.  Elements of federal and state initiatives are discussed and compared to existing programs during strategic planning.

	
	

	Opportunities for Improvement

	Item Ref
	Comment

	1.2b(1)
	While MPCA addresses adverse societal impacts related to its services and operations, it does not yet have an effective, systematic process to anticipate and address public concerns.  This may result in the agency having to continuously react to public concerns, which could sub-optimize resources or impact stakeholder relationships.  


	1.2c(2)
	Other than through its core services (air, water, land) and through regular events and community meetings, the agency does not have a fully effective, systematic process to support its key communities.  This could impact public and stakeholder relationships, but also may be a missed opportunity for MPCA to further expand its mission of protecting and improving the environment and enhancing human health. 


	1.2a,b
	Although some improvements to the Governance and Societal Responsibilities processes have been implemented, MPCA does not have a systematic, fact-based process to evaluate the efficiency and effectiveness of its key governance processes.  This could impact the agency’s ability to consistently ensure leader and agency accountability or to ensure leadership development and effectiveness of the leadership system.

	
	


2.0 
Strategy
The Strategy Category examines how your organization develops strategic objectives and action plans.  Also examined are how your chosen strategic objectives and action plans are implemented and changed if circumstances require, and how progress is measured.
2.1
Strategy Development 

	Strengths

	Item Ref
	Comment

	2.1a(1)
	MPCA plans for the future through a comprehensive strategic planning process (SPP) with five-year planning cycles.   The SPP includes SLs, division leaders, and key process owners.  This process, led by SLs and facilitated by the Environmental Results Management Team (ERMT), includes three cycles for development and deployment of the strategic plan and resource allocation: longer- term review of vision, mission, goals, objectives of the current strategic plan (five-year cycle); shorter-term business plan review to establish programs and priorities (two- to three-year cycle); and program plans (one- to two-year cycle of operation and strategic objectives/measures).  The PDCA process is utilized at multiple levels to determine changes, improvement, underperformance, and implementation.  The organization has improved the strategic planning process through cycles of evaluation (e.g., development of the strategic and organizational management calendar to synchronize multiple levels of PDCA and improvements to “Getting to Green” processes).


	2.1a(3)
	The organization effectively considers relevant data and information as part of its overall SPP.  As part of this process, MPCA incorporates information from its customer listening and learning strategies, legislative and federal mandates, current performance data, future environmental trends, and other pertinent organizational factors to inform its SPP.  When identification of strategic advantages and challenges occur during Step Two of the five-year strategic planning cycle, MPCA uses a set of eight standard strategic consideration questions.  This approach is consistent with each media forum (air, water, land, excellence).  Embedded as part of the analysis, the organization evaluates changes in the natural environment, as well as the political and regulatory landscape.


	2.1a(4)
	The organization utilizes a process to evaluate work systems, make work system decisions, and implement work systems as Step Two of the SPP.  During this step, the organization utilizes its processes embedded in the strategic considerations from each media service (air, water, land, excellence) as a method to inform work system decision-making during the SPP.  The organization’s work systems include: monitoring and assessment, pollution prevention, clean-up, management, and operations.  SLs and program managers, with input from others, determine the methods for doing work, and the outcomes are documented in program plans. Program managers make decisions on utilization of external partners and suppliers to improve work processes based on information gathered from staff, supervisors, and other managers.  


	2.1b(1)
	The organization’s strategic areas for priority are focused in the categorical areas of Water, Air, Land/Waste, People and Approaches, and Operations.  Many of the objectives include outcomes that articulate what the organization wants to achieve in the future.  The organization’s timetable for completing many of the strategic objectives are embedded in the measurement system, levels of leadership review, and the organizational results tracked.  


	2.1b(2)
	Strategic objectives balance strategic challenges, advantages, and core competencies.  The organization’s SLs and program media leads/forum and management teams balance strategic objectives through a two-phase process: 1) assessment and planning of overall agency strategic direction by SLs, program media leads/forums, 2) implementation and communication the directives that impact the rest of the agency by management teams.


	Opportunities for Improvement

	Item Ref
	Comment

	2.1a(2)
	The organization does not have an ongoing, systematic, effective process to stimulate and incorporate innovation as part of its SPP.  For example, there is no process that considers possible strategic opportunities that may arise from out-of-the-box thinking, that capitalize on emerging opportunities, or that facilitate strategic choices when considering intelligent risks.  As a result, the organization may not always take advantage of opportunities to make meaningful, breakthrough change or to fully address emerging strategic challenges, such as attracting a strong and diverse workforce or keeping pace in a future that is characterized by both increasing requirements and reduction of fiscal resources.  
 

	2.1a(3)
	Although the organization has a process for analyzing relevant data at the program and organizational level as part of its five-year SPP, it does not have a systematic, effective process to manage the risks to the agency’s future success or to identify potential blind spots that may impact its ability to execute on its goals and objectives.  Failure to consider these risks and potential blind spots may result in the creation of strategic objectives that don’t always fully respond to strategic challenges and opportunities facing the agency.


	2.1b(2)
	Although the organization has a fact-based, systematic strategic planning process, it does not have a systematic process to determine how it will balance the competing legislative and programmatic needs and objectives.  Additionally, the organization does not have a process to effectively and systematically consider and balance the needs of various stakeholders, such as planning for workforce shortages (unfunded positions) while contending with increased customer needs.  Failure to ensure that strategic objectives fully consider and address the rapidly changing threats and opportunities facing the agency could impact MPCA’s ability to optimize resources and fully achieve its strategic objectives.  



2.2
Strategy Implementation
	Strengths

	Item Ref
	Comment

	2.2a(1, 2)
	The organization identifies key actions plans and indicates which actions are considered long-term or short-term.  MPCA implements strategy through the use of program action planning, which is deployed and shared with supervisors and staff in each program area of the workforce through individual work plans (WPs) in the organization’s Performance Management System.  The program action planning process is embedded in the matrix organization, where deployment of strategy and action occurs as part of the organizational governance structure.  The organization’s ERMS is also used to cascade actions, objectives and current measures to action plan owners.  Some evaluations are taking place in parts of the organization where various leaders are evaluating the process in which they deploy strategy to employees. These evaluations include gathering feedback regarding the transfer of implied and specified outcomes of action between the supervisor and the workforce.


	2.2a(3)
	MPCA uses a four-step process (strategic plan accountability, fiscal accountability, operational accountability, governance accountability) to assign staffing levels; determine and implement resource allocation; develop and approve biennial budget; draft annual spending plan; review annual spending plan; cascade annual spending plan through the organization; and manage the spending plan.  During the second step, managers review their previous and current allocations in relationship to strategy, and submit requests for changes.  The Fiscal Service Management Team (FSMT) and MPCA management collaborate to adjust, where needed, to obtain a balanced spending plan within appropriations. 


	2.2a(4)
	Formal workforce plans are developed by leaders at the unit, section, and agency levels to manage and identify key staffing needs and are a required part of any vacancy posting packet, which enables the agency to create workforce plans in support of short- and longer-term goals.  An agency workforce plan is developed every three to five years to examine the current staffing mix, future staffing needs, succession planning needs and workforce diversity, as well as to address the anticipated increase in retirements over the next five to ten years.


	2.2a(5)
	The organization has performance measures within key short- and long-term action plans that support the strategic objectives or strategic focus areas.  Strategic alignment is supported through the multi-tiered performance review processes and is maintained as part of the ERMS.  Progress towards the accomplishment of action plans is reported and shared with the workforce using the knowledge management processes.  The management team structure, along with cross-program and cross-division team-building, assists in communication and alignment.


	2.2a(6)
	Performance projections are available for some of the agency’s key performance measures.  Projections are aligned to the organization’s strategic plan through the planning system and are tracked throughout the year.  Any gaps in actual performance versus projected performance are discussed during the strategic or operational review processes.   


	2.2b
	As part of the operational review process, actions and performance measures that require modification are identified and cascaded through the EMS.  Strategic plan progress is reviewed twice per year using the “Getting to Green” protocol.  This protocol uses “red,” “amber,” and “green” data reporting system.  Under-performing measures (red, yellow) are discussed, and determinations are made on what must be done to “get to green” or “bend the curve” (from Results Based Accountability).  MPCA establishes and implements new action plans, which are tracked and discussed in various venues (policy forum, SL retreats and weekly meetings, biweekly management team meetings, monthly forums, and manager meetings) to ensure implementation and address changes.  The biennial development and annual review of program plans determine necessary changes.   

	Opportunities for Improvement

	Item Ref
	Comment

	2.2
	The organization does not have a fact-based, systematic process in place to evaluate the effectiveness and efficiency of its processes used to implement strategy.  This could impact MPCA’s ability to fully and effectively implement strategy. 



	2.2a(6)
	Although the organization has identified key performance indicators for some of its performance measures, it does not have an effective process in place to project the future performance of its action plan measures relative to key comparisons for those measures, such as performance to top-performing organizations.  Failure to project future performance relative to key comparisons may result in setting goals that do not result in leading levels of performance, even if the organizational goals are attained.

	
	


3.0

Customers
The Customers Category examines how your organization engages its customers and stakeholders for long-term success.  This engagement strategy includes how your organization builds a customer- and stakeholder-focused culture.  Also examined is how your organization listens to the voice of its customers and uses this information to improve and identify opportunities for innovation. 
3.1
Voice of the Customer 
	Strengths

	Item Ref
	Comment

	3.1a(1)
	MPCA has a number of effective processes to listen to, observe, and interact with customers on a consistent basis.  The agency uses a five-step Voice of the Customer (VOC) process: determine purpose and objectives, identify and evaluate possible methods, select and customize methods, implement, and summarize results.  Some listening and learning strategies vary by customer group and service segment.  Process examples include focus groups, interviews, and meetings with external organizations, legislative hearings, and public comment/meeting/hearings.  The organization provides internal support to program areas around VOC data collection via the Customer Research Coordinator (CRC) and the Organizational Improvement Unit (OIU).  The methods used to listen to customers effectively inform other customer-related processes, such as enhancing key work processes and supporting new services.  One example includes learning from citizens in the Minneapolis Como Neighborhood as ground vapor issues surfaced: as a result of feedback, meeting processes were changed to include more elements (small group and 1:1 meetings). 


	3.1b(1)
	The organization collects customer satisfaction and dissatisfaction information through focus groups, interviews, surveys and meetings.  Research projects are launched during Continuous Improvement (CI) projects, which require customer input, or when a business unit comes to the CRC with a business challenge or question, which customer input can inform.  There is evidence that data were used to streamline the processing of information requests in at least several cases.

	Opportunities for Improvement

	Item Ref
	Comment

	
	

	3.1a, b
	Although MPCA has improved its VOC processes, there is not a fact-based process in place to evaluate the efficiency and effectiveness of some of its key VOC system.  As a result, the organization’s listening and learning approaches may not always be current with changing agency needs or customer requirements.


	3.1a(2)
	The organization does not have an effective, systematic process in place to listen to potential customers to obtain actionable information relative to its core products and services.  Consequently, it may be difficult for the agency to meet emerging customer demands and expectations now and into the future.   



	3.1b(2)
	The organization does not have a systematic process in place to obtain and use information on customer satisfaction relative to the satisfaction of the customers of any possible competitors or other organizations that provide similar products or services.  If the organization does not know why customers are using other like-type providers or are working outside of the agencies guidelines, it may lose opportunities to learn about customer habits and/or improve current services to sustain its primary mission of protecting the environment and improve human health.   

	
	


3.2
Customer Engagement
	Strengths

	Item Ref
	Comment

	3.2a(1)
	The agency’s primary processes to determine product offerings is through meeting mandated state and federal laws, executive orders, legislation, and federal requirements.  The agency proposes new product offerings to the Legislature (e.g., St. Louis River Clean-up) based on data analysis, benchmarking of other state trends and customer feedback.  Additionally, the agency determines product offering through its customer listening and learning processes.


	3.2a(2)
	The organization has federal and state guidelines for customer support (required public notices, responses to comments, public meetings) and also goes beyond state and federal guidelines in gathering information (discretionary public meetings, opportunities to comment, civic engagement in watershed work, newsletters, compliance aids, education and assistance).  The organization has included customers in the testing of and providing feedback for a new data management system.  Real-time information is provided to customers through websites, mobile apps, e-mail, and Twitter alerts. 


	3.2b(1)
	The organization utilizes unique environmental programs to build and manage customer relationships with permittees/beneficiaries and other customer groups.  Two significant processes include: Minnesota Business First Stop, which provides timely assistance, and What’s in Our Neighborhood.  By tracking and monitoring air, water, and waste data, MPCA identifies sectors or geographic areas needing improvement and develops relationships to meet the needs of its customers by directly engaging with those customers.  One example is with the ethanol sector, where MPCA created a “strike team” to help improve compliance in meeting regulations.  Citizens are also able to provide unsolicited feedback and seek information through social media (Twitter, Facebook), “Ask MPCA,” and through a published main phone number.


	3.2b(2)
	The organization manages and resolves customer complaints using two primary paths: environmental compliance/enforcement path and legislative path.  The compliance/enforcement path requires entry of the complaint into a centralized database, which allows monitoring status, tracking trends, and querying/reporting. The organization addresses some complaints through its “complaint link” located at the MPCA website.  Some media services within the organization are beginning to use fact-based approaches to evaluate and improve the complaint management systems by collecting complaint cycle-time data and customer input.  Some improvements to the complaint management process have been instituted, such as the newly revised triage process in a primary media area.

	
	


	Opportunities for Improvement

	Item Ref
	Comment

	3.2
	Although some improvements have been made, the agency has no systematic, fact-based process to evaluate the efficiency and effectiveness of its customer engagement processes.  This may make it difficult for the agency to ensure that its customer engagement processes are fully effective at building trust and effective relationships with its customers.   



	3.2a(3)
	No effective, systematic process exists to determine appropriate segmentation for customer groups and markets.  This may cause the organization to misjudge service expectations, to improperly focus its services, or to provide services that don’t fully meet various customer requirements with its limited resources.


	3.2b(2)
	Although the organization has an effective process to manage complaints from those customers in the environmental compliance and enforcements services, there is no effective, systematic process in place to manage complaints in other areas of the organization.  For example, there is no systematic complaint management process for complaints that might originate with the agency’s legislative customer group.  This includes a process to manage complaints promptly and effectively and/or manage complaints in this area to build confidence within this customer group.  As a result, the agency may not be able to ensure full stakeholder confidence and/or may impact relationships with certain customer segments.  


4.0

Measurement, Analysis, and Knowledge Management

The Measurement, Analysis, and Knowledge Management Category examines how your organization selects, gathers, analyzes, manages, and improves its data, information, and knowledge assets, how it learns, and how it manages its information technology.  The Category also examines how your organization uses review findings to improve its performance.
4.1
Measurement, Analysis, and Improvement of Organizational Performance 

	Strengths

	Item Ref
	Comment

	4.1a(1)
	The agency uses data and information to track daily operations and overall organizational performance of its strategy through effective, systematic processes that are aligned with the organization’s goals.  The organization annually reviews strategic and operational performance utilizing the seven-step ERMS process and following principles of Results Based Accountability.  Key short- and long-term financial measures include compensation, expenditures, fund balance and receipts, and are tracked bi-weekly, monthly, quarterly, and twice a year.  The Environmental Performance Partnership Agreement with the EPA is reviewed annually; the Business Plan Focus is reviewed by the management team annually; progress toward strategic plan objectives are reviewed via weekly section and division meetings.  The ERMS measures are informed by the strategic plan and deployed to the workforce through a process of cascading goals and measures from the strategic plan to work plans.  The organization has implemented a cycle of review and improvement in the ERMS system by implementing “getting to green” and uses standard operating procedures (SOP) for selecting measurements.


	4.1a(3)
	The agency selects VOC from three major groups: 1) government/controllers, 2) permittees/beneficiaries, and 3) citizens/influencers.  Data collection is accomplished through website inquiries, focus groups, listening sessions, and other processes.  The VOC data are used to design service requirements and to design key work processes.  VOC use is mandated in the Continuous Improvement (CI) process.  This VOC data has been used for a cycle of improvement in the reporting CI initiative.


	4.1b
	MPCA reviews performance and capabilities data on its strategic plan twice a year by the Air, Water, Land and Excellence Forums and by SLs on 30 strategic objectives that are given red, yellow, green progress designations.  Trends and comparative information are assessed.  The organization review key measurements, competitive performance, financial reports, satisfaction/ engagement surveys, and audits to determine opportunities for improvement or innovation.  Action plans are utilized throughout the organization to align goals, and budgets are reviewed and managed on an ongoing basis as well as during monthly SL and directors meetings.  


	4.1c(1)
	Through performance analysis and review, best practices are determined (green-colored measures are assessed for potential best practice).  Once determined, these are shared during unit, section, and division meetings; forums; and training sessions.  Agency teams are utilized to transfer knowledge internally for best practices and innovation, including agency management teams, media forums, permit teams, compliance teams, and continuous improvement efforts.  MPCA also maps key processes and stores those maps in a centralized location as a means of capturing and transferring organizational knowledge.  Examples of shared best practices include: the process of implementing Tempo and external reporting processes, improved through CI and shared with the internal reporting group.



	4.1c(3)
	Continuous improvement efforts are identified through the “getting to green” review of performance.  Other CI initiatives are brought to the organization by the review of the CI team and employee interactions.  Priorities are developed through meetings of the CI team and performance reviews (both strategy and operational). 

	Opportunities for Improvement

	Item Ref
	Comment

	4.1a(2)
	There is no systematic process to select and effectively use comparative data.  As a result, the organization may find it difficult to determine relative performance and to set organizational goals that move the agency forward as compared to other organizations with similar services such as like-type states. 


	4.1a(4)
	No systematic process exists to ensure performance measurement system agility.  While the measurement system is reviewed, there is no evidence of the measurement system’s ability to respond to rapid changes, which might occur in measures that affect the organization's services or customer requirements.  As a result, the organization may be unaware of rapid changes in its environment and/or may not always have the correct information to make decisions.  




4.2
Knowledge Management, Information, and Information Technology 
	Strengths

	Item Ref
	Comment

	4.2a(1)
	MPCA has a systematic process for collecting, storing, sharing, transferring, and mining knowledge information within its five key work systems (Prevention, Management, Clean Up, Monitoring and Analysis, Operations.  Data collection occurs through various methods (guidance documents, reports, process maps, permit applications, inspection data, monitoring information) and storage methods (Tempo, Tableau, and OnBase) and customized data systems (Environmental Quality Information System [EQiS], Hydstra, Air Vision, and Access databases).  The organization utilizes a fact-based, systematic evaluation process to evaluate the effectiveness and efficiency of its IT systems.  From these evaluations, the organization has had cycles of improvement with the Tempo implementation, where it continually evaluates and improves the effectiveness of the systems that manages the correlation of data and knowledge.  Data visualization tools (Tableau, Excel, InDesign) are utilized for shared data drives and databases, and sharing of organizational data is accomplished through the agency’s internal and external websites, electronic newsletters, email, and a variety of forms of social media.  Agency management teams transfer knowledge for best practices and innovation through routine meetings and process mapping, with storage in a centralized location.  Knowledge transfer also occurs through mentoring, leadership academy, internal web, new employee training, and annual performance review.  Collection and transfer of workforce knowledge are aligned with the organization's work systems.



	4.2b(2)
	The organization has effective processes in place to systematically ensure data and information security.  Internal access to electronic data is protected with access set by job function.  Hard copies are kept in locked areas with access control.  A collection of non-public personal identifying information is protected through information release protocols and policies.  Firewalls, spam filters, and frequent password changes are utilized to ensure the security of electronic systems.  Server access is badge-restricted, and the organization works with MN.IT@MPCA to ensure that cyber security meets industry standards for security configurations, layers of protection, and application security scanning.  Information security training is mandatory for the all employees.


	4.2b(3)
	Data and information are available through multiple systems and applications (such as web pages, data systems, document management, and reporting software) and user access, user friendliness, and timeliness are determined through rigorous protocol and internal controls, which are determined through users’ access requirements, program requirements, and the system needs.  Protocols are determined through employee position, job scope, and need-to-know access based on work requirements. 

 

	4.2b(4)
	MN.IT@MPCA works with the organization's Chief Financial Officer (CFO) and deputy commissioner for hardware and software options as well as efficiency in funding; they are also responsible for performance metrics regarding reliability and security.  Hardware and security standards for state government are set by MN.IT Enterprise.  Deficiencies in reliability and user-friendliness are addressed by IT projects and/or IT maintenance, as well as through business process improvements.  IT projects, IT maintenance, and business process improvements address deficiencies, and any changes are verified in a test environment.


	4.2b(5)
	The organization has emergency plans for all offices, including an emergency plan for incidents that go beyond eight hours; the Continuity of Operations Plan (COOP) includes data and system back-up.  The organization relies on MN.IT@MPCA to provide the necessary hardware and software and to manage information technology platforms and I/T system security.

	
	

	Opportunities for Improvement

	Item Ref
	Comment

	4.2a(1)
	Although the organization has a systematic process for knowledge management, there is no process in place to transfer relevant knowledge to and from suppliers, partners, and collaborators.  As a result, the organization may miss the opportunity to share important knowledge with some of its key partners, keeping those stakeholders updated with operations, continually improving performance, and consistently maintain alignment with agency expectations.  


	4.2a(2)
	While the organization has a robust CI process, it does not utilize its knowledge and resources to embed learning in the way the agency operates.  This could limit the agency’s improvement efforts and impact its ability to achieve innovation – breakthrough change – in its key processes.



5.0

Workforce
The Workforce Category examines how your organization assesses workforce capability and capacity needs and  builds a workforce environment conducive to high performance. The Category also examines how your organization engages, manages, and develops your workforce to utilize its full potential in alignment with your organization’s overall business needs.   
5.1
Workforce Environment 
	Strengths

	Item Ref
	Comment

	5.1a(1)
	The organization has an effective process to determine workforce capability and capacity needs for current and ongoing operations given its future strategy.  Capacity needs are determined through the budgeting process and with an assessment of the amount of funding the agency receives from the Legislature.  The capability of the workforce is assessed through an annual job performance review, and certain positions receive competencies/skills assessments.  The organization’s workforce planning model determines workforce needs and informs strategy and action plans.  Job descriptions and hiring protocols are in place to ensure the workforce has appropriate skills, competencies, and certifications.  The organization uses CI tools to evaluate the effectiveness of this process, such as reviewing the process steps and developing process maps for some of its most important processes for building an effective workforce environment.  



	5.1a(2)
	The agency utilizes a four-step process for recruiting and hiring new workforce members.  The process begins with supervisors developing a vacancy and requesting the position be posted.  Upon reviewing a vacancy request, supervisors are asked to answer several questions about how the position would assist their team in completing their strategic objectives.  If the position is approved by the SLs, the position is announced to the public via advertising in MN Jobs, MMB, the state diversity coordinator, career fairs, Twitter, personal networking, current and former volunteers, student worker pools, informational interviews, State Fair, newsletters, and professional conferences.  Interviews are convened, and the selection is made based on qualification and other agency factors.  All supervisors use the hiring and onboarding process, as well as the performance management system.  Annually, supervisors and employees agree on a work plan, examples of which were reviewed during the site visit.  Work plans contain measures and developmental goals for each employee.


	5.1a(3)
	The workforce is organized by division, section, program, and unit, with each providing key services to accomplish the organization’s overall mission.  Organization and management of the agency’s workforce are accomplished via individual work plans, which are cascaded from the SP to unit, section, program, agency workforce plans.  Individual work plans are developed and reviewed at least annually for consistency, with their contribution to the organization’s strategic goals noted.  In order to more effectively meet the organization’s mission in 1996, the agency changed to a matrix management system based on a fact-based review of performance and mission accomplishment.  It was apparent in the review of several employee work plans that the organization assures that its work is aligned with its strategy.  Customer focus is ensured through MPCA’s continuous improvement culture, and HR-related CI projects all involve an element of customer research.  Leaders and most staff have received formal training in CI.  Nearly all managers have been trained in Results Based Accountability.  CI projects, progress, and measures are reported quarterly to SLs.  The agency also recognizes employees annually who have made outstanding CI contributions.


	5.1a(4)
	The organization’s process to prepare the workforce for changing capability needs is addressed through an approach that includes communication and training.  The process begins with activities that first create program plans, which are prepared in writing to anticipate and respond to the expected changes in capability, whether those changes are a result of new strategy or a result of legislative directives.  HR plans are then reviewed and updated to include training and development opportunities for employees that might be affected by changing needs within the workforce.  As part of preparing and reviewing, the Program Plan managers are asked to document how and whether they are meeting the work demand and to anticipate whether demand for services is increasing and within the capability of the existing workforce.  Individual work plans are updated and reviewed to include training and development opportunities. 



	5.1b(1)
	MPCA has workforce health and safety strategies and goals.  Key components include: employee wellness programs; MPCA’s occupational health, safety, and risk management program; workplace policies, guidance and procedures on safety, accessibility, and reasonable accommodations.  Work/life balance has ranked as the #1 reason employees stay with MPCA, as of 2011.  There is a comprehensive safety, health, and risk management program aimed at ensuring occupational health for employees.  The governor’s MnSAFE program establishes annual safety and health goals for the agency, and SLs set objectives to achieve these goals.  Field employees that are identified as being at risk for exposure to hazardous materials and waste are subject to the processes embedded in federal and state mandates, such as the Employee Right to Know act, Medical Surveillance processes, Personal Protective Equipment allocation, and Respiratory Protection Programs.  Building security is tailored to each office location, and there are varied safeguards (e.g., security guards, visitor log-ins, temporary badges) to reduce threats and respond to emergencies.  Buildings are accessible under ADA Title II, Title III, and the organization supports its workforce using its biennial Affirmative Action plan.  The organization’s performance measures and improvement goals are: worker’s compensation claim goal of 5% annual reduction with a target of zero; total recordable injury/illness rate goal of 5% annual reduction with a target of zero; and incident severity rate (LT/RT/TX) with a 5% annual reduction with target of zero. 



	5.1b(2)
	The organization effectively supports its workforce with services, benefits, and policies.  Key benefits offered to the workforce include health benefits, financial benefits, and workforce environment benefits and services.  Several of these benefits were identified as being among the top 10 reasons employees stay at MPCA, according to its 2011 survey, including health/dental insurance, retirement plans, telecommuting policy, hours of work policy (compressed schedule/flex-time).

	Opportunities for Improvement

	Item Ref
	Comment

	5.1a, b
	Although the organization evaluates its processes to build an effective and supportive workforce environment, it has not yet made ongoing cycles of improvement or meaningful changes to one or more of its workforce environment processes.  This could impact MPCA’s ability to keep its workforce current with changing agency needs. 



	5.1a(2)
	The organization does not have a process in place to ensure that its workforce represents the diverse ideas, cultures, and thinking of its hiring and customer community.  As a result, it may be difficult for the agency to fully uphold its commitment to the value of “People,” of which supporting a diverse workforce is a key component.


	5.1a(4)
	Although the organization has an effective process to prepare the workforce for changing capability needs, there is not process in place to prepare the workforce for changing capacity needs.  For instance, this may include preparing the workforce in times of reductions, workforce growth, or other changes in staffing level.  Failure to have a systematic, effective approach for changing capacity needs may jeopardize organizational sustainability or may impact workforce effectiveness and engagement. 



	5.1b(2)
	The agency does not have a process to tailor workforce services and benefits to the needs of its diverse workforce.  This could impact MPCA’s ability to satisfy all workforce segments, impacting productivity and engagement.

	
	


5.2
Workforce Engagement
	Strengths

	Item Ref
	Comment

	5.2a(1)
	The organization fosters open communication and high performance through its matrix organization, performance management processes, and through the performance review processes.   Leaders have informal open-door policies.  Regularly scheduled meetings from “leader-driven” to staff meetings and individual meetings also support open communications.  Staff feel free to communicate with their co-workers and supervisors: nearly all of the employees provided concrete examples of the open communication processes in use.  Performance is formally evaluated at least annually, with employee work plan reviews that align with strategy, core competencies, and main services.  Staff development plans are used to target specific learning objectives, and short- and long-term goals are set in annual goal planning, action plans, and professional goal setting.  Employees show engagement through awareness and understanding of the organization’s mission. 


	5.2a(3)
	The organization assesses workforce engagement through a workforce engagement survey.  The surveys have been administered in most years (2006, 2009, 2011, 2012, 2014, and 2015) with a 60-80% participation rate from employees.  The survey measures six factors: overall job satisfaction, recognition/career advancement, senior leadership, direct supervisor, coworker performance/ cooperation, and organizational effectiveness.  The organization compares survey results to national norms across sectors and utilizes data from Minnesota Management & Budget (MMB) conducting surveys during open enrollment.  Results are available to all staff and management teams to review data and make recommendations.


	5.2a(4)
	The organization engages its workforce and supports/reinforces customer focus through recognizing high-performance work via its performance management system.  Most of the primary processes within the performance management system are mandated by the state legislature or rules embedded within the state government system.  The agency, however, tailors the performance management processes to focus on driving performance improvements, productivity, and outcomes relative to strategy, and to develop and grow the employees through the development system.  Performance issues are addressed with coaching, written letters of expectation, and progressive discipline.  Compensation for MPCA is governed by the statewide policies and procedures on job classification and salary administration.  Employee group contracts must be approved by the legislature.  Step salary increases available via the statewide policies can be withheld in cases of lagging performance.  To mitigate the agency’s restricted ability to offer larger salary increases to high performers, MPCA offers desired flex time, where feasible, as well as a variety of rewards and recognition opportunities (e.g., personalized note from Commissioner’s Office, Voyager Award, and Gordie Award for innovation and CI).  Some risk activities and customer focus activities are embedded in the CI efforts, which in turn are considered as part of the recognition programs. 


	5.2b(1)
	The agency has an effective process in place to develop its workforce.  Systematic learning and development processes are in place to support leadership development, continuous improvement, and managerial training.  Developmental needs are identified through a gap analysis between the current competencies and those needed to accomplish the goals of the strategic plan, as well as determined from the engagement survey.  Staff development needs align with the organization and specific area goals.  Learning opportunities include on-site training, off-site training, education seminars, simulation labs, online training, webcasts, college courses, professional-specific development, and mentorship.  During employees’ annual review, supervisors and employees can designate additional training needs.  Through formal submission of a form to the supervisor, an employee can request additional training throughout the year.  During the initial and yearly review of the individual work plans, development needs which align with the organization’s core competencies and strategic goals are identified and considered in the gap analysis.  Leader effectiveness is further developed through participation in supervisory/managerial training, continuous improvement training, and other training opportunities, such as the Leadership Academy.  A customer-focused element is introduced in every learning and development opportunity that is associated with CI.  Informal learning includes the participation of staff on various committees, work teams, and outside boards and associations.  


	5.2b(2)
	The organization evaluates the effectiveness of its learning and development systems through the orientation process, as well as the performance management process of assessing employee performance.  End-of-course and follow-on evaluations are used to assess learning effectiveness in training.  Additionally, annual staff satisfaction surveys provide some data on leadership effectiveness.  When warranted based on feedback, course improvements will be made.  Employees are given opportunities to provide feedback on course effectiveness.


	5.2b(3)
	The agency ensures succession and career progression planning through practices such as conducting annual reviews and providing career advancement based on employee’s skills, knowledge, and abilities, as well as time in service.  An employee can potentially progress through four levels in the environmental specialist job classification.  Employees are able to move through the levels based on performance and tenure, with an emphasis on performance. As employees progress in their careers, they gradually move up levels or may change into other roles to expand their experience.  The organization provides employees with opportunities to learn and grow through participation in the Senior Leaders Institute, Emerging Leaders Institute, Leadership Academy, or other training opportunities.

	
	

	Opportunities for Improvement

	Item Ref
	Comment

	5.2
	Although the organization has made some ad hoc improvements to aspects of its workforce engagement system, and in some cases evaluates processes that relate to workforce engagement, the agency does not have a systematic, fact-based process in place to evaluate key elements of its workforce engagement processes.  Additionally, from the processes that are evaluated, such as the learning and development system, the organization has not made ongoing, meaningful improvements as a result of those evaluations.  As a result, MPCA may be missing some opportunities to make meaningful change to how it engages with its workforce.  


	5.2a(2)
	The organization does not have an effective, systematic process in place to determine the key drivers of workforce engagement.  As a result, MPCA runs the risk of focusing on factors unrelated to workforce members’ commitment, both emotional and intellectual, to accomplishing the agency’s work, mission, and vision. 


	5.2b(2)
	Although the organization conducts course evaluations to determine effectiveness of specific training courses, the organization does not have an effective, systematic process in place to determine the efficiency of its learning and development systems.  Evaluation might include evaluating the return on investment or overall costs associated with the learning and development process.  Without a way to determine efficiency and overall effectiveness of the learning and development system, MPCA may find it difficult to ensure that its learning approaches are keep current with agency needs. 

	
	


6.0

Operations
The Operations Category examines how your organization designs, manages,improves, and innovates its products and work processes and improves operational effectiveness to deliver customer value and achieve ongoing organizational success.  Also examined is your readiness for emergencies.
6.1
Work Processes 
	Strengths

	Item Ref
	Comment

	6.1a(1)
	The agency determines key product and key work process requirements through the legislative process and through the input of customer and stakeholder requirements.  Key requirements for those processes that are not mandated by the legislative process or Federal/State regulations are determined primarily through external or internal customer interaction forums or determined as part of service-level requirements determined in the SPP.  Key work processes include: remediation; monitoring/analysis; standards; policies and rules; permits and licensing; non-regulatory assistance and partnerships; grants/loans; operational support; compliance determination; reports (Watershed Restoration and Protection Strategies (WRAPS), legislative and policy).  Requirements for key products and services include: accuracy, reliability, timeliness, and quality (Figure P1-6 “Key Customer Groups and Requirements”).  Key requirements for work processes include timeliness and quality measures.  Key work processes align with customer requirements and support the mission of the agency.


	6.1a(2)
	MPCA designs key products and key work processes using a systematic approach.  For key products and services that are mandated by federal/state law or Legislative rule, the organization follows a process, which includes steps such as gathering customer input, determining requirements, establishing a cross-functional design team, piloting the process and evaluating pilot results, and adjusting requirement or process steps.  For key work processes that are not mandated by federal or state law, the process follows similar steps but leverages the customer listening and learning strategies from its VOC processes.  Additionally, as part of its continuous improvement efforts, the organization is beginning to use the Define, Measure, and Analyze, Design, and Verify (DMADV) approach.  This approach was evident in the key work processes embedded in the Environmental Analysis and Outcomes Division.  



	6.1b(1)
	The organization has an effective process to systematically manage work processes through work process implementation.  Once work processes are determined and designed, they are assigned to a work process owner.  The work process owner develops and establishes measures for the work process, then establishes an SOP for the work process to ensure consistent operation during day-to-day operations.  Many of the work processes are then entered into the appropriate information management system (e.g.; TEMPO) for individuals to retrieve, learn, and improve.  Work process performance is reviewed within directorates and as part of organizational reviews.  Performance measures for work processes include timeliness and quality measures such as 90% of Voluntary Investigation and Clean-up (VIC) responses with 30 business days; cycle time (timeliness) to develop contracts; and percent of WRAP studies completed in four years.  Work processes are aligned with the organization’s mission, work systems, and core competencies. 



	6.1b(2)
	Some support processes are determined by state and federal regulatory requirements.  Key supports include HR, contracts, IT, fiscal, data governance, legal, contracting, continuous improvement and communications, and supports are managed through the Operations Division.  Other state agencies also place requirements on some areas (fiscal, HR, CI, and IT), and MPCA has more flexibility to sets its own goals for some areas (data governance, CI, and Communications).


	6.1b(3)
	The organization utilizes Lean and Six Sigma tools to improve work process performance.  Annually, the CI Management Team develops a CI Deployment Plan based on a work plan approved by SLs.  Projects are tracked in the CI Project Tracker database and at meetings with SLs and Deputy Director.  CI project selection and management are accomplished at two levels within the agency: annually by division/agency level to address risk, or in determining which process improvement opportunities are prioritized by those that have the largest impact on the agencies products and core competencies.  Project improvements are briefed to and tracked by the deputy director.  The organization evaluates the effectiveness of its process improvement approach to include bringing in an outside Lean Six Sigma (LSS) consultant to review the product and process improvement approach from end-to-end.  Through this systematic evaluation process, the organization has made meaningful, ongoing improvements to its overall process improvement approach.

	
	


	Opportunities for Improvement

	Item Ref
	Comment

	6.1b(2)
	Although the organization has a process to determine some key support processes through law and regulation, there is not a systematic, effective process in place to determine support processes for those support processes that are not subject to regulations.  As a result, the organization may not always ensure that these processes are fully meeting their requirements. 


	6.1c
	The organization does not have an effective process to manage for innovation.  For example, although the organization makes ongoing improvements to key work and support processes through improvement tools such as LSS, an approach does not exist that allows the agency to capitalize on strategic opportunities, to consider intelligent risk, or to make meaningful, breakthrough change to processes.  As a result, the organization may find it difficult to continually deliver services that proactively address future trends or to continue to adapt to changes in its operating enviroment. 


6.2
Organizational Effectiveness 
	Strengths

	Item Ref
	Comment

	6.2a
	The organization controls costs for some of its operations through the use of cycle-time metrics, costs metrics, and productivity metrics.  This is supported by the budgeting process, which is used to control overall costs of the agency’s operations.   An example of controlling costs includes the permitting process, where permit cycle-time is monitored on a daily and weekly basis.  



	6.2b
	The organization effectively manages supply chain requirements, the selection of suppliers, and the evaluation of supplier performance.  To do so, the agency uses a four-step process, which includes establishing service level standards and product specifications, identifying and following procurement policies established by state requirements, securing contractors, and evaluating contractors’ effectiveness.  Contract terms are managed by the contracting office, ADM, and monitored by the agency service leads.  Non-compliant vendors incur cancellation.  Vendor evaluations are posted on Minnesota Administration’s (MN ADM’s) web-site, as appropriate.  Inadequate products are noted, and complaints regarding the contractor are filed with MN ADM.  



	6.2c(1)
	The agency has an effective approach to providing for a safe operating environment.  The process begins with the Governor’s MNSAFE initiative, which outlines key safety guidelines for each state department.  From this, the MPCA commissioner issues his top-level commitment statement, establishing safety guidelines which include safety expectations and performance goals for the agency.  Examples include: workers compensation claims, days lost, and key OSHA metrics.  Leaders within the organization review safety goals and reports on a quarterly basis.  The organization’s Safety, Health, and Risk Management Policy establishes guidance for employees, supervisors, managers, and SLs.  Incident Data Forms are utilized to collect causation analysis, and are reviewed and shared by the occupational health and safety advocate within the agency.  Ergonomics and safety assessments occur for all new employees or when an employee requests an assessment.  Employees are subject to online safety training, which includes training relative to security, workplace violence, and right-to-know.  Numerous drills, such as fire drills, tornado drills, and other safety drills, are performed in nearly all locations on a recurring basis.  The overall processes are evaluated quarterly against best practices available in the health and safety industry.  The organization has made cycles of improvements based on these evaluations, and some examples of improvements include instituting the fire drill check sheets, developing the “send word now” phone process, and improving online training.  

 

	6.2c(2)
	The agency prepares for disasters or emergencies through MPCA’s Continuity of Operations Plan (COOP) plans located at each office.  MPCA has emergency plans identified for each office, addressing evacuation emergencies, shelter-in-place emergencies, and utility disruptions.  Evacuation drills and emergency exercises are regularly conducted.  The agency’s COOP is in compliance with federal and state guidelines, through which top-priority services are specified.  MPCA has also documented its list of critical technological applications, in addition to suppliers and partners for recovery.  Agreements with other agencies/vendors, as well as emergency purchasing authority, allows for critical services to continue at time of disaster, including purchasing, mail delivery, fleet, staffing resources, fiscal resources, space, lab testing, contracts, communications, and technology.  The agency actively participates in Continuity of Government exercises to test the COOP and operational posture in the event of an emergency and conducts in-house drills to test and evaluate the COOP.  The latest test included a scenario in which an airplane struck the MPCA main office.

	
	

	Opportunities for Improvement

	Item Ref
	Comment

	6.2a
	Although the organization controls the overall costs of some of its operations, such as the cycle-time of its permitting processes and costs associated with its safety processes, there are many areas of operations within the agency that do not effectively and systematically control costs of operations.  Failure to control costs, prevent defects and reduce service errors, may sub-optimize resources or impact process efficiency or effectiveness.  


	6.2b
	The agency does not have a systematic process in place to provide feedback to suppliers to help them improve.  As a result, suppliers could continue to unknowingly deliver services which are inconsistent with the goals of the agency.  

	
	


7.0

Results

The Results Category examines your organization’s performance and improvement in all key areas – product and process results, customer-focused results, workforce-focused results, leadership and governance results, and financial and market results. Performance levels are examined relative to those of competitors and other organizations with similar product or service offerings.
7.1
Product and Process Results 

	Strengths

	Item Ref
	Comment

	7.1

7.1
	Results are reported for most areas of importance related to Product and Process Outcomes.  

Results showing good performance levels, relative to comparisons, and favorable trends, include but are not limited to:

· Progress on Next Generation Energy Act GHG reduction Goal (Figure 7.1-4) (as compared against the MN Legislative mandated goal)

	7.1
	Results showing improving performance trends include but are not limited to:

· Air Media Focused Results (Figures 7.1-1 through 7.1-3)

· Water Media Focused Results (Figures 7.1-5, & 7.1-7)

· Land Media Focused Results (Figures 7.1-10 & 7.1-11)

· Lab Compliance Rate (Figure 7.1-13)

· Watershed Chemistry Performed by Local Partners (Figure 7.1-14)

· Loads of Contaminants (TSS, Total Phosphorus, CBODS) by Flow (Figure 7.1-16)

· Mercury Emissions Inventory (Figure 7.1-17)

· Total Pollutants (Actual Mass Loading Over Time)(Figure 7.1-18)
· Permitting Backlog (Figure 7.1-19 a & b)

· Tons of Diesel Reduction (Figure 7.1-21)

· Waster Generation Rate (Figure 7.1-22)
· Compliance Rates (Figure 7.1-24)

· WRAPS Reports Timeliness (Figure 7.1-25)

· CI Index Survey (Figure 7.1-28)
· Bill Receipting Cycle-Time (Figure 7.1-30)

· Bill Receipting Unit Cost (Figure  7.1-31)

· Days to Complete Contracts (Figure 7.1-33) 

· Contract Quality (Figure 7.1-34)

· Land Restoration (on-site)

· Environmental Analysis – Effectiveness (on-site)

· State and EPA Air quality Improvement Levels (on-site)

· Information Request Processing Rate (Figure 7.3-14)

· Billed vs Collected Air Program Fee Receipts (Figure 7.5-7)

	7.1
	Results showing good performance, relative to comparisons include but are not limited to: 

· None


	Opportunities for Improvement

	Item Ref
	Comment

	7.1
	Performance results showing both adverse performance levels, relative to comparisons, and unfavorable trends, include but are not limited to:

· None

	7.1
	Performance results showing unfavorable trends, include but are not limited to: 

· VIC and PBP – VIC Response Within 30 Days (Figure 7.1-9)

	7.1
	Performance results showing adverse levels, relative to comparisons, include, but are not limited to:

· None

	7.1
	Key product and process outcome results required by the criteria and/or expected because of importance to the applicant were not reported for the following:

· Measures of emergency preparedness 

	7.1
	The applicant did not provide sufficient data to demonstrate trends (minimum of three data points) or comparative performance from which to judge good performance for the following product and process results it indicated were important:

· The following measures do not provide trend data:
· Long-Term Water Quality (Figures 7.1-6a & b)

· Permit Timeliness (Figure 7.1-20)

· Staff Satisfied with Improvement Contracting Process (Figure 7.1-23)

· Although the following results are listed as strengths for positive trends, the key results lack comparative data:  
· Air Media Focused Results (Figures 7.1-1 through 7.1-3)

· Water Media Focused Results (Figures 7.1-5, & 7.1-7)

· Land Media Focused Results (Figures 7.1-10 & 7.1-11)

· Lab Compliance Rate (Figure 7.1-13)

· Watershed Chemistry Performed by Local Partners (Figure 7.1-14)

· Loads of Contaminants (TSS, Total Phosphorus, CBODS) by Flow (Figure 7.1-16)

· Mercury Emissions Inventory (Figure 7.1-17)

· Total Pollutants (Actual Mass Loading Over Time) (Figure 7.1-18

· Permitting Backlog (Figure 7.1-19 a & b)

· Tons of Diesel Reduction (Figure 7.1-21)

· Waster Generation Rate (Figure 7.1-22)

· Compliance Rates (Figure 7.1-24)

· WRAPS Reports Timeliness (Figure 7.1-25)

· CI Index Survey (Figure 7.1-28)

· Bill Receipting Cycle-Time (Figure 7.1-30)

· Bill Receipting Unit Cost (Figure  7.1-31)

· Days to Complete Contracts (Figure 7.1-33)

· Contract Quality (7-1-34)  


	
	


7.2
Customer-Focused Results

	Strengths

	Item Ref
	Comment

	7.2
	Results are reported for very few areas of importance related to Customer-Focused Outcomes.  

	7.2

	Results showing good performance levels, relative to comparisons, and favorable trends, include but are not limited to:

· MPCA Awards, Recognition and Innovative Program Awards from independent agencies (Figure 7.4-16)

· Complaint Tracker (Figure 7.2-6)

	7.2

	Results showing improving performance trends include but are not limited to:

· None

	7.2

	Results showing good performance, relative to comparisons include but are not limited to: 

· None


	Opportunities for Improvement

	Item Ref
	Comment

	7.2
	Performance results showing both adverse performance levels, relative to comparisons, and unfavorable trends, include but are not limited to:

· None

	7.2
	Performance results showing unfavorable trends, include but are not limited to: 

· None

	7.2
	Performance results showing adverse levels, relative to comparisons, include, but are not limited to:

· None

	7.2
	Key Customer-Focused results required by the criteria and/or expected because of importance to the applicant were not reported for the following:

· Measures of Customer Satisfaction and Dissatisfaction
· Measures of Customer Engagement

	7.2
	The applicant did not provide sufficient data to demonstrate trends (minimum of three data points) or comparative performance from which to judge good performance for the following customer-focused results it indicated were important:

· Complaints Tracker (Figure 7.2-6)


7.3
Workforce-Focused Results

	Strengths

	Item Ref
	Comment

	7.3
	Results are reported for many areas of importance related to workforce-focused outcomes.  

	7.3
	Results showing good performance levels, relative to comparisons, and favorable trends, include but are not limited to:

· Workers Compensation Rates (Figure 7.3-5)

· Workers Wellness Survey (Figure 7.3-8)

· Recordable Incident Rate (Figure 7.3-6) 

	7.3
	Results showing improving performance trends include but are not limited to:

· Percent of Employees Completing Performance Review (Figure 7.3-13)

· Incident Severity Rate Reduction (LT/RT/TX) (Figure 7.3-7)

· Measures of Employee Engagement (on-site)

· Volunteer Hours for Eco Experience (Figure 7.3-10)

· Promotions From Within (Figure 7.3-2)

· Staff Training on Ethics (Figure 7.4-10)



	7.3
	Results showing good performance, relative to comparisons include but are not limited to: 

· Recordable Incident Rates (Figure 7.3-6)


	Opportunities for Improvement

	Item Ref
	Comment

	7.3
	Performance results showing both adverse performance levels, relative to comparisons, and unfavorable trends, include but are not limited to:

· None

	7.3
	Performance results showing unfavorable trends, include but are not limited to: 

· Measure of Organizational Workforce Capacity – Wastewater Division (Figure 7.4-3)

· Recordable Incident Rate (Figure 7.3-6)

· Incident Severity Rates – Lost Time (Figure 7.3-7)

	7.3
	Performance results showing adverse levels, relative to comparisons, include, but are not limited to:

· None

	7.3
	Key workforce-focused results required by the criteria and/or expected because of importance to the applicant were not reported for the following:

· Comparative data for many of the results provided
· Level and trends for professional development
· Measures of training effectiveness

· Results of workplace safety and security inspections

· Health assessment measures
· Measures of capability 

	7.3
	The applicant did not provide sufficient data to demonstrate trends (minimum of three data points) or comparative performance from which to judge good performance for the following workforce-focused results it indicated were important:

· Employee turnover rate (on-site)

· Measures of workforce satisfaction (Figure 7.3-9)

· Participation in CI problem solving and Lean (7.3-16)

· Representation of MPCA staff by EEOC-protected group (Figure 7.3-3)




7.4
Leadership and Governance Results

	Strengths

	Item Ref
	Comment

	7.4
	Results are reported for a few areas of importance related to leadership and governance outcomes.  

	7.4
	Results showing good performance levels, relative to comparisons, and favorable trends, include but are not limited to:

· None

	7.4
	Results showing improving performance trends include but are not limited to:

· MPCA Greenhouse Gas (Figure 7.4-14)

· MPCA Fleet Total Fuel Gallons (Figure 7.4-14)

· Community Support (Figure 7.4-13)

· Progress on Strategic Objective (on site)

· Senior Leadership Accessibility (Figure 7.4-1) 

· Environmental Self-Assessment (Internal Controls) (Figure 7.4-7)

· Senior Leadership Rating for Open and Honest (Figure 7.4-11)

	7.4
	Results showing good performance, relative to comparisons include but are not limited to: 

· None


	Opportunities for Improvement

	Item Ref
	Comment

	7.4
	Performance results showing both adverse performance levels, relative to comparisons, and unfavorable trends, include but are not limited to:

· None

	7.4
	Performance results showing unfavorable trends, include but are not limited to: 

· SL Communication with the Workforces

	7.4
	Performance results showing adverse levels, relative to comparisons, include, but are not limited to:

· None

	7.4
	Key leadership and governance results required by the criteria and/or expected because of importance to the applicant were not reported for the following:

· Comparative data 
· SL engagement with customers
· Overall achievement of action plans 
· Results for MPCA compliance with regulatory guidelines (Guidelines imposed on the internal operation of the MPCA such as EO, affirmative action, VA hires, procurement, etc.) (See Figure P1-5)

	7.4
	The organization did not provide sufficient data to demonstrate trends (minimum of three data points) or comparative performance from which to judge good performance for the following leadership and governance results it indicated were important:

· Ethical Behavior – HR Investigations (Figure 7.4-12)
· Employee Engagement Survey: Senior Leadership (Figure 7.4-1)
(Note: Previous surveys not the same, so no trend)

· Risk Assessment (Figure 7.4-6) (No Trend)


7.5
Financial and Market Results

	Strengths

	Item Ref
	Comment

	7.5

7.5
	Results are reported for most areas of importance related to financial and market outcomes.  

Results showing good performance levels, relative to comparisons, and favorable trends, include but are not limited to:

· Trends in recycling (Figure 7.5-10) (Market)

· Amount of Energy, Water, and Waste Reduction (Figure 7.5-11) (Market)

· Reduction of Mercury (On site) (Market)

	7.5
	Results showing improving performance trends include but are not limited to:

· Compensation Actual vs Projected (Figure 7.5-3)(Fiscal)

· Expenditures Overall (Figure 7.5-2)(Fiscal)

· Fund Balance – Environmental (Figure 7.5-6) (Fiscal)

· Fund Balance – Remediation (Figure 7.5-6) (Fiscal)

· Program Cost Recovered (Figure 7.5-8) (Fiscal)

· Remediation Programs Budget (Figure 7.5-9) (Fiscal)

· Total Waste Management (Figure 7.5-14) (Market)

· Direct Technical (Figure 7.5-20) (Market)

	7.5
	Results showing good performance, relative to comparisons include but are not limited to: 

· Example: Enter Title of Result (and Figure Reference in parentheses)


	Opportunities for Improvement

	Item Ref
	Comment

	7.5
	Performance results showing both adverse performance levels, relative to comparisons, and unfavorable trends, include but are not limited to:

· None

	7.5
	Performance results showing unfavorable trends, include but are not limited to: 

· Remediation’s Program Budget – Petroleum (Figure 7.5-9)

· MN Waste Collection per Capita (Figure 7.5-13)

	7.5
	Performance results showing adverse levels, relative to comparisons, include, but are not limited to:

· None

	7.5
	Key Financial and Market results required by the criteria and/or expected because of importance to the applicant were not reported for the following:

· Comparative data
· Results in this area may include cost savings or returns from Lean Six Sigma Programs, internal agency recycling programs, or financial cost savings from internal energy efficiency programs. 

	7.5
	The organization did not provide sufficient data to demonstrate trends (minimum of three data points) or comparative performance from which to judge good performance for the following financial and market results it indicated were important:

· 2013 MSW disposal (Figure 7.5-12)
· CAFO permit comparison chart (Figure 7.5-16)
· Authorized biennial budget (Figure 7.5-1)
· States with bio assessment programs (Figure 7.5-15)


	
	

	
	


8.0 Scoring
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