_____ Planning Meeting

Sunday, ________ [date]

Conference Room reserved from 5 to 10 PM—we do not have to be there from 5 to 10!

Location: ___________________

1. Team-building time

· Review ground rules

· Review consensus plus/delta

· Proposed additions to the ground rules

2. Non-working dinner (or working dinner, as appropriate!)

3. Review of overall purpose of the site visit

· Expectations: 

· What would we like the applicant to say about our site visit?

· What would we like to say about the site visit?

· Review of final output of the site visit (exit presentation, feedback report, judges’ questions)

4. Build the storyboard from the key themes

· Decide who will take it to the site Monday and bring it back to the hotel Monday evening

· Are there any PGPs?

4. Review the Parking Lot items

· Any changes to SVIs from these?

5. Review the site visit schedule

· Questions?

· Additions?

· Deletions?

6. Review pairings for Day 1

7. Review guidelines for team members:

· Demeanor

· We represent the Council, not ourselves or our individual employers.  

· We need to behave professionally at all times (including “off times” like restrooms and private conversations you don’t think can be overheard). 

· Be courteous, gracious, and respectful to everyone at the site!

· Attire

· Business attire, including ties for the men, on all days. 

· Dressier for Days 1 and 4 (opening meeting, executive interviews, exit presentation)

· Traveling days can be a bit less formal—remember, you will still be talking to CEOs

· Being on time 

· Manage your time; it’s important to be on time for the next interview (or team meeting)! 

· If you need to schedule some follow-up with the person, do so, but keep the schedule!

· Technology factors

· Laptops--if you bring yours on site, you may only use it in the team conference room, not during interviews

· Printers—if you use a printer at the applicant site, ensure that you erase any files

· Cell phones—cell phones should be off while on site

· Interviewing tips (standard opening, asking your questions, standard closing, canned responses to FAQs) 

· Standard opening 

· Introduce yourselves (“Hello, I’m [your name here] from the Minnesota Quality Award team conducting the site visit for [applicant name].)—no need for other identification--at this point, the Council/Quality Award name is all the credential/introduction you need

· Ask permission to take notes and then take good notes 

· Always note who you are talking to, their title, and the time of the interview

· Tell them that you have a set of questions, and let them know that you may need to cut some of their answers short in order to learn everything you need to know

· Ask “Is there anything you want to ask me?”

· Asking your questions

· Speak English, not Baldrige-ese

· Use open-ended questions: “Tell me how…” or “How do you…?” rather than yes/no questions (“Do you use an employee survey?”)

· If you are unclear about the answer, try asking the question in a different way

· Avoid being prescriptive. Don’t tell them how you do something. Just ask how they do it.

· Don’t ask, “Why do you do this?” or “Why do you do it this way?”

· Be objective.

· Remember, there are no wrong answers to your questions. If an interviewee gives an answer that will unfavorably affect a comment, don’t reveal that. Watch your facial expressions and body language!

· Manage your interviews; don’t allow yourself to get sidetracked. Stick to your agenda.

· Standard closing

· Ask “Is there anything I should have asked that I didn’t ask?

· Compliment for cooperation and thoroughness of their answers

· Thank people for their time and information

· Leave on time

· Responding to FAQs

· “Why are you here?”

· “__________ decided to invite an external assessment based on the Baldrige criteria for performance excellence using the Minnesota Quality Award process. We are here to collect information for a feedback report which will be delivered to your leaders.”

· “Are you here to find out what we do wrong?” or “Are you going to fix things?”

· “We’re just here to clarify and verify a few things from the written application (or Baldrige Express survey) _________ submitted.”

· “How are we doing?

· “I can’t share that with you now. The team discusses its findings with _______ (the applicant representative) at the end of each day and will present a high-level summary at the end of the site visit on ________.”

· “How long have you been an evaluator?

· “For awhile. We all receive annual training from our state Council for Quality and receive our evaluator credentials from them.”

· “What will happen to your findings?”

· “At the end of the site visit, we will write a comprehensive, 25-page feedback report identifying your system’s strengths and opportunities for improvement. When they receive the feedback, your leaders are planning to communicate and celebrate the strengths identified in the feedback to affirm things you’re doing well. Collectively, your organization will prioritize and use the opportunities for improvement identified in the feedback for planning and process design. 

· Other guidelines

· Use the buddy system: 

· Always interview in pairs

· Give one another feedback

· Do not accept gifts or gratuities of any kind…the only thing we are allowed to take away is what we eat

· Do not talk to patients/other customers. We ask employees criteria-based questions about how they relate to patients/customers

· It is not uncommon for applicants to do research on team members or ask leading, personal questions. Don’t answer!

· Take care of yourself and your team members to ensure that you survive a long, intense week in good shape 

· Keep up with your notes, Site Visit Issue Worksheet documentation, and comments

· Keep the writing rules in mind when working on your comments

· Enjoy the experience!

8. Review administrative procedures:

· Handling applicant materials

· Determine with the applicant representative whether we may use materials in our hotel or whether we may only look at them at the applicant’s site

· Ensuring that team members label materials they receive with the name of the person who provided them and determine whether the person wants them returned or whether they should be returned to the applicant representative at the end of the site visit for disposal

· Keep track of materials you have received

· Do not write on applicant documents 

· When you have finished with them, put applicant materials in a box for return to the applicant representative at the end of the site visit

· Handling team member notes, drafts, etc.

· Continue to keep all notes, drafts, laptop screens, etc. confidential 

· Use a shredding box

· Ask for a volunteer to manage shredding box (this means keep it in a safe place and make sure it’s in our conference room for team meetings!)

· Assign responsibility for taking the box back to the Council offices at the end of site visit

9. Work in your pairings to consolidate interview scripts for the Day 1 interviews from the SVIs

10. Agree on a gathering time and place for the morning. 

11. Adjourn and REST !!!
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