Leading Organizational Excellence 
This program is designed to:

· Give participants an executive level perspective of organizational performance
· Help improve organizational  performance practices and capabilities

· Facilitate communication and understanding of best practices

· Serve as a working tool for understanding and managing performance, strategic planning, human 
capital development, and knowledge management
The program facilitators, and the program material, use real-world, insurance industry examples that require program participants to apply critical thinking to address organizational challenges. At the end of this program each participant, regardless of position, should walk away with a list of specific ways in which he or she can lead efforts in organizational excellence. The program provides only a sampling of critical issues and is designed to stimulate discussion on which areas may need more attention. This program should be viewed as a starting point rather than a completion point.    

Educational Objectives

Module 1: Introduction 

1. Identify linkages between organizational challenges and organizational learning and development. 

Module 2: Leadership and Strategic Planning

2. Understand the terms mission, vision, values, goals, and objectives and link them to personal actions. 

3. Identify types of leadership characteristics and competencies that support organizational performance excellence and those characteristics and competencies that can derail leadership.

Module 3: Customer and Market Focus

4. Identify different types of customers and the relationships involved in delivering insurance services.

5. Identify factors that lead to satisfied customers of insurance.

6. Identify ways to determine what customers want. 

Module 4: Human Resource Focus

7. Provide reasons why it is important to attract and retain good people in the insurance industry.    

8. Identify factors that facilitate attracting and retaining good employees.

9. Relate training and development activities to the achievement of business objectives.

Module 5: Process Improvement

10. Given a process in an insurance organization, determine ways to improve it through a logical methodology.

Module 6: Measuring Results

11. Identify strategies to better measure business results.  

12. Outline a plan to assess organizational progress in meeting specific organizational goals and objectives. 

13.Identify potential obstacles and suggests ways to overcome obstacles and promote useful organizational change.

Organizational Assessment Questionnaire (Pre-Program Exercise)

Additional Learning Resource List

James R. Jones CPCU, AIS, AIC, ARM

Executive Director of the Katie School of Insurance & Financial Service 

Illinois State University

Phone: (309) 438-7754

E-mail: James.Jones@ilstu.edu
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