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Abstract
This report summarizes a study on the quality and excellence program in northern Israel.
The report opens with a review of professional and managerial literature on the development of quality approaches over the years, and a summary of the main points of currently accepted approaches to promoting regional and national quality and quality award programs in Israel and abroad. The criteria for the program for quality and excellence in the north is based on those of the Yitzhak Rabin National Award for Quality in the Business Sector in Israel. 
The program is unique among recognized quality programs. Those working on the program do so on a volunteer basis—the program’s administration, steering committee, mentors and evaluators. Most organizations that have participated in the program have been small, from 2 to 100 employees. The organizations come from the Jewish and Arab sectors in Israel, from industry, service, education, and also non-profit organizations that care for people with special needs. The program includes volunteer mentors for organizations that are interested in receiving one, and most of the organizations do decide to accept the mentoring. Mentoring is complex because the mentor must adapt himself to the size of the organization and the nature of its activity. The program is also a community project in the social responsibility program at the northern Rafael plant, encouraging people from its quality and management array to act as volunteer mentors. The power of the program is in its social and community roots.
The organizations participating in the program each year receive quality stars based on external evaluation, in accordance with their progress in meeting quality criteria.
In this article, we will review conduct and management of the program over the years. In addition, we will discuss the results of a study that was carried out among the organizations and the volunteers in the various program positions. The study includes the findings of tracking conducted in program management over the years. We added to it an analysis of the findings of the study feedback questionnaires that were filled out last year by enterprise management, evaluators, mentors and interested parties. These findings include assessment of the program’s strengths, weaknesses, and recommendations for improvement.
The quality and excellence program in the north has been held every year since 2006. Three hundred twenty-four enterprises have participated thus far, of which 164 entered the annual external assessment stage.
The fact that the program has been running for about 12 years is a sign of its power and the diligence of the partners and participants in the program.
The study found that the main strengths of the program are its clear criteria, the dedication and professionalism of the mentors and evaluators, and the option for a participating organization to focus only on some of the criteria. Recommended steps for improvement of the program and its components were evaluated, among them adaptation of the program’s criteria to small and medium companies, examination of the possibility to reduce the scope of the time invested in the program by the organizations, training the mentors in understanding the needs and expectations of the participating organizations, and ways of improving competitiveness of the companies, for example by implementing elements of innovation and advanced production. 
Background
Quality and excellence are pre-requisites for business success and survival in a competitive and demanding world. Excellence will be achieved as a result of management for quality and innovation, and based on continuous improvement of the organization’s activities.
Participation in a national or regional quality and excellence program is part of the process of assimilating the principles of quality management at enterprises in Israel. National quality and excellence competitions have been held since 1989. After decades of national quality competition in Israel, participants testify that the very preparation for the competition sharpened the principles of quality management. Participation in the competition contributed to assimilation of these principles at the plants.  
Also in the U.S., investment in managerial excellence and quality at an organization is considered an impetus for success. In comparing the value of shares of companies that won at Baldrige, it was found that on average, the situation of shares of those winning the award is 2.7 times better than that of the top 500 companies in the market. In the case of companies participating in the competition who did not win, their shares fared 2 times better than those fo the top 500 companies in the market. Meaning, the very participation in the competition leads to proven results, even without winning the award. (Harry and Sonnenschein 1995).
Literature Review
Development of Approaches to Quality Over the Years
Quality approaches have changed and developed widely throughout modern history, and especially in light of industrial development. 
Until 1950, the approach to quality was mainly technical and based on inspection and examination according to engineering specifications, using statistical techniques of sampling and control (Shewhart 1931). From the 1950s onwards, a layer was added to quality perception, the human-behavioral aspect, and the managerial aspect (Crosby 1979).  Initially, these aspects focused on what was going on inside the organization, and from the 1980s, they were diverted towards the market and the customers (Drucker 1999). From the 1950s, quality in product engineering and development was added, thereby including techniques of quality engineering, reliability engineering, and experimental design (Duncan 1986).   During these years, quality assurance was also added (Clausing 1994). In the 1970s, the concept was widened to general quality assurance (Feigenbaum 1991), which added empowering employees to contribute to quality as individuals and as quality improvement teams (Juran 1995)  which were meant to create a culture of quality in companies 
 From the 1990s, additional components were integrated in advanced quality conceptions, such as learning organization (Senge 1990), change management, knowledge management (Gupta and Sharma 2004), social responsibility (Standards Institution of Israel (SII) 2013).
Practices of including various management systems like quality management according to ISO 9000 (SII 2015), environmental management according to ISO 14000 (SII 2016), safety management according to ISO 18000 (SII 2007) and more were introduced. Implementation of these management systems at companies was also accompanied by accreditation and certification of organizations according to these international standards. The standard for sustainable enterprise excellence ISO 9004 (SII 2018) has been updated in recent years.
The development of quality approaches has also influenced the criteria for national quality award programs, by periodic update of the criteria (NIST), for example, integrating environmental aspects, social aspects, information systems aspects based on digital technology, integration of cyber protect aspects and more.
With the development of the fourth industrial revolution, which combines the digital revolution with the transition to robots, artificial intelligence, Internet of things (IOT), 3D printing, social networks and more, approaches to quality are expected to be updated and adopt the innovative and positive elements of this revolution (Sonnenschein, Kenneth, et al 2018).
It should be noted that the basis for these developments in quality approaches is the insight that quality is of strategic importance to the success of companies, both in terms of the quality of products and services provided by the company to its customers and the market, and in terms of the quality of processes in the organization which contribute to its effectiveness and success, and reduction of the costs of poor quality.
In 1993-1996, the Center for Quality and Excellence was established and administered at the Israeli Prime Minister’s Office, which led a national program for promotion of quality and excellence in all sectors of the Israeli economy-industry, government sector, municipal sector, military, education, health (Israel Center for Quality and Excellence 1994). The initiative to set up the center was that of the late Prime Minister Mr. Yitzhak Rabin and a group of senior business people (Carr and Littman 1995). As part of this initiative, the national award program for quality and excellence was set up in the business sector, and other national quality award programs will be described later (Association of Electronics and Information Industries, 2000).
The Main Quality Approaches	Comment by Susan Treister: I assume this is part of the literature survey, and making it Heading 2. That avoids other issues, hopefully meaning it's correct. :)
For several decades, a variety of quality approaches have been developed and implemented. Following are the main ones.
Deming Approach
W. Edwards Deming was an American professor of statistics who was sent to Japan after World War II to assist with Japan’s economic rehabilitation. Deming’s quality concept included 14 principles that were adopted word for word by the Japanese, and launched what was called the quality revolution in Japanese industry. Deming received extraordinary recognition in Japan, and a national quality award, which still exists, was established in his name in Japan. Only in the 1980s did the West recognize his work and approach which was called Total Quality Management, and it started to be implemented in the U.S. and in the West. His model is summarized in his 1982 book Out of the Crisis (Deming 1986), and includes the following points:	Comment by Susan Treister: These can be taken from the internet in English; maybe in updated versions if relevant,. such as at: https://asq.org/quality-resources/total-quality-management/deming-points 
1. Set yourself a goal to improve the product and customer service, and stick to it.
Adopt new behavior. The management must introduce behavior patterns that reject compromise on imperfect quality. 
Cease dependence on inspection to achieve quality.
End the practice of awarding business on price alone.
Steadily improve the production system.
Institute on-the-job training.
Institute leadership. It is the job of the manager to assist workers in carrying out their responsibilities.
Drive fear out of the company.
Break down barriers between departments.
Eliminate slogans that are not backed up with practical plans.
Avoid quotas.
Remove barriers that rob the worker of his right to pride of workmanship.
Institute a vigorous educational program.
Put everybody in the company to work accomplishing the transformation. Management must be committed to leading the change.
These are the core principles of the National Award for Quality and Excellence Programs.
Taguchi Approach to Robust Design
Dr. Genichi Taguchi developed and implemented an original approach to designing a robust process or product that is not sensitive to the effects of changes in the conditions of use or production. Taguchi’s method enables the designer to test or improve a product’s robustness or production process using a minimum number of tests, analyzing their results and determining an optimal working point. In the 1950s, Dr. Taguchi implemented his method in many plants in Japan, and contributed to Japanese products’ being well-known for their extremely high quality. In 1957, he published his book (Taguchi 1960) on designing experiments as part of the design of products and processes, Systems of Experimental Design.	Comment by Susan Treister: not sure what this is??
In the early 1970s, Taguchi developed the Quality Loss Function which helps designers design robust products.
Garvin’s Approach to Competitive Quality Based on the Eight Dimensions of Quality
In 1988, Prof. David Garvin of Harvard University published his book Managing Quality (Garvin 1988) in which he outlines eight dimensions involved in the quality of products and systems for them to be competitive in the global market: performance, features, reliability, conformance with specifications, durability, serviceability, aesthetics, and perceived quality. Garvin advises that each manufacturer needs to decide which dimensions to concentrate on in accordance with the market it is directing its products to. The value of the product rises in the eyes of the customers and the market if the manufacturer focuses on improving the quality dimensions according to the needs and preferences of the customers.
Juran’s Quality Trilogy
Joseph Juran was one of the originators of the modern approaches to quality management. Juran, like Deming, helped the Japanese during the quality revolution. Juran became famous thanks to his 1951 book Quality Control Handbook (Juran and Gryna 1988) in which he included all aspects of quality control. The first chapter in the book discusses Quality Economics, and he compares the cost of quality to “gold in a mine”, attracting the attention of managers in order to reduce it through quality improvement processes. According to Joran and others, “what costs money, and lots of it, is not quality, but poor quality”. In 1979, Juran founded the Juran Institute headquartered in the U.S. which is engaged in quality research and consultation, and has published dozens of constitutive books and articles, among them:
Managerial Breakthrough (Juran 1994)
Juran on Leadership for Quality (Juran and Gryna 1988)
Juran’ s New Road Map (Juran 1999) 
Juran developed a series of important approaches to improvement, among them the Quality Trilogy that includes quality planning, quality control, and quality improvement. In any quality improvement effort, he recommends applying this trio. He promoted the improvement project approach to raising quality and preventing chronic problems.
Essential Changes in Quality Approaches to Achieve Improvements in Organizational Performance
In Critical Shift-The Future of Quality Organizational Performance (Silverman and Propst 1999), the authors present several out-of-the-box approaches to the world of quality in the 21st century. The authors’ main argument is that the modern environment challenges the discipline of quality to substantive change in order to be relevant for organizations.
The challenging modern environment can be described by the acronym CHAOS:	Comment by Susan Treister: Not sure how things like this should fit into the template. They end up looking like New Paragraphs, maybe it works??
Changing definition of work and the workplace
Heightened social responsibility
Aging baby boomers
Overarching demographics change
Strategic growth through technology and innovation
It should be noted that this book was published in 1999, and yet the evaluations of environmental challenges are just as true today, if not more so.
In response to these challenges, five directions are proposed for fundamental positive change in the world of quality, described by the acronym SHIFT:
Quality goes Softer
Quality goes into Hiding
Quality goes Integrative
Quality goes Far-flung
Quality goes Technical
These directions emphasize the following:
Quality should take into account the soft factors of employee and manager conduct, such as leadership, team work, motivation, knowledge and more.
Quality should be assimilated into all employee and manager actions, and all processes without special prominence (even “in hiding”).
Quality should be integrated into all processes in the company.
Quality should cover a wide range of processes and activity at the enterprises.
Quality should address all technical aspects of planning, production, and maintenance.
Interim Summary of Quality Approaches
Quality approaches have developed over decades from quality control to overall quality management focusing on technical and process aspects of the product, to focusing on managerial and total systemic aspects including those impacting on organizational excellence and quality towards systemic approaches to total quality management.
National and Regional Programs for Quality and Excellence Around the World
The National Award in the U.S. for Quality and Excellence – the Baldrige Program	Comment by Susan Treister: This seems to be called: Malcolm Baldrige National Quality Award
This U.S. program was founded in the 1980s and is the flagship of national quality competitions. It serves as a model for many countries, including Israel. They are:	Comment by Susan Treister: I don't understand this.
?? 
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Figure 1 - The Baldrige Program - Quality and Excellence Award for NIST Management (US)
The seven criteria of the Baldrige program (NIST 2019) include: leadership for quality, strategy, customer satisfaction, human resource development, process operations, actual results.	Comment by Susan Treister: only six here?
The program is managed by the U.S. Institute of Standards NIST with the assistance of the American Society for Quality (ASQ).
Since it was established, hundreds of companies in the U.S. and around the world have participated in it in a wide variety of areas.
The program’s criteria are updated every few years.
The current set of criteria is at the following link:
https://www.nist.gov/baldrige
Over the years, the Baldrige program has developed special criteria for the health and education sectors. Recently, special criteria for organizational cyber protection has been developed.
The awards are usually given out by the president of the US at a ceremony at the White House. 
 

Additional National Quality Programs and Regional Programs
Based on the American Baldrige program, national and regional programs have been formulated in several other countries and regions. Vokuda R, et al (2000) mention the programs in Europe-EFQM which most European countries are involved in, the Deming Award in Japan, the Canada Awards for Excellence, and the National Award in Australia. In their article, they present a comparison between the various plans in terms of objectives, quality principles, and criteria. It appears that these programs are largely similar to each other, especially in their criteria: leadership, long-term planning, customer focus, employee centrality, planning, control and improvement of processes, cultivating and improving suppliers, measuring and improving actual results. The weight of the criteria in each program is different in accordance with the criteria emphasized within the program. For example, in the American program, the weight of the criterion actual results is 45%, in comparison with 10%-25% in the rest of the programs.
The Deming award has been operated in Japan by the Union of Japanese Scientists and Engineers (JUSE) for decades. The criteria for the prize are:
1. Company policy
Organization and management
Education and training: internal – for employees, external – for suppliers
Use of quality data, quality indicators, quality control, and quality assurance in R&D, design, procurement, production and control, and analysis of all of these components
Actual results
Future plans
Most of the companies entering this competition are Japanese. It is generally accepted that this is the most demanding awards program.
The European Award Program EFQM – (EFQM 2013) is a different program. It requires formal study of the programs requirements at institutions certified by EFQM. It requires a series of self-evaluations in the format called RADAR before the companies can be judged in the competition. The EFQM criteria include: leadership, policy and strategy, employees, partnerships and resources, processes, results for customers, results for employees, results for society and community, key performance results.
The programs mentioned above are not only implemented at the national level. Various geographical areas initiate and operate such programs on a local level using the same criteria and making adjustments and emphases adjusted for the special requirements and characteristics of the regions. 
Program for Excellence in Industry in the South
Based on the ideas of the quality and excellence program in the north, and at the initiative of the Nuclear Research Center – Negev (NRCN), the program for excellence in industry in the south was established in 1996. The criteria and the format are adapted to the European Quality Plan (EFQM).
The suppliers conference in 2016 was attended by dozens of companies. Only four suppliers actually participated in the program and tried to implement the EFQM criteria with the help of consultants.
In 2017 and 2018, an attempt was made to recruit enterprises to the program as part of the supplier meetings, without much success.
As a result of this, NRCN and the Southern Branch of the Manufacturers Association in Israel (MAI) formulated a peer program for quality managers at southern enterprises, in which quality managers in the south met for lectures and discussions on quality issues of interest to quality managers. Recently, a program of mentoring was added for quality managers at small enterprises by senior quality personnel.
In addition, a quality conference is held in the south by the Israel Society for Quality, which is attended by most of the quality people at companies in the south.

The Main Idea of the Quality and Excellence Program in the North
As of 2006, a quality and excellence program for enterprises and non-profit organizations has been operating in the Galilee, which was later expanded to all of northern Israel. The program is run entirely by volunteers, and has managed to involve more than 100 organizations in long-term quality processes with the goal of improving quality leadership at organizations, and helping promote their competitiveness in the national and global markets.
The idea was to contribute to improving the quality of the products, quality of the processes, and quality of the services of the enterprises in the north by assimilating the principles of quality and excellence of the national quality award in industry.
Two academic colleges in the Galilee (Western Galilee and Braude), the Israeli Society for Quality, Rafael, the Finance Ministry, Galilee Development Authority, and the northern branch of the MAI joined together to turn the idea into reality. All these organizations are run by volunteers.
Implementation of the idea is led by a steering committee comprised of representatives of the partners and a public committee of figures in the Galilee prominent in promoting industry and regional development.
The criteria of the program are the same criteria as in the Yitzhak Rabin National Award for Quality and Excellence. The seven criteria are leadership for quality, customer and market focus, strategic planning, process improvement, human resource development, information and knowledge management, actual results. The enterprises that enter this program have the option of working only on some of the criteria, and thus advance in a multi-year process towards conforming with all the criteria for quality and excellence.
Distribution of quality stars takes place at the annual ceremony held at the ORT Braude College of Engineering in Karmiel which is a partner in the program, during the quality conference held by the college. The college annually contributes three scholarships for a four-year degree for organizations participating in the program according to criteria determined by the program steering committee. The scholarships are intended for the organizations’ employees or their family members. The northern branch of the MAI also contributes scholarships for courses for some of the organizations. 
Based on the lessons of the program since its inception, most of the organizations need professional and volunteer guidance in quality and excellence management, mainly in the following aspects:
Understanding the criteria
Evaluation of the enterprise condition
Assistance in implementation of opportunities for improvement
Assistance in preparation of a self-assessment booklet for the external evaluation day.
Objectives of the Study
The study examines the results and contributions of the program for its about 12 years of activity (from 2006) for the following parameters:
The contribution of the program to participating enterprises and non-profit organizations and their levels of satisfaction.
The contribution of the main partners of the program – academia (ORT Braude College); the large enterprises, headed by Rafael, which place volunteer mentors to assist participating organizations, and evaluate in the annual evaluation stage; interested public institutions, among them the MAI, and the Finance Ministry
Continued participation of the enterprises or non-profit organizations in the quality program over the years
Program strengths, points for improvement
Research Methodology
Examining the results of feedback questionnaires. The questionnaires were passed out to participating enterprises and non-profit organizations, mentors of organizations, evaluators at the annual external evaluation stage, and additional interested parties who were partners in the program.
Reviewing annual summaries of the steering committee over the years and examining the extent of participation and diligence of the enterprises in the program. 

Main Points of the Quality and Excellence Program in the North
The excellence program in the north focuses on improving growth-oriented competitiveness of industrial enterprises in northern of Israel. The program is appropriate for small and medium enterprises, recognizing their value and potential for growth.
The program’s directors formulated rules and guidelines for the program that serve as its methodological basis. The guidelines are updated from time to time as needed, and are validated by the steering the committee.
Figure 2 outlines the main processes in the program.
In order to enable every organization to advance at its own pace, it has the option of being judged on all seven criteria, or on only a portion of them. The first criterion, of leadership for quality, is mandatory and must be fully addressed. Besides the first criterion, each participant can relate to a set of criteria at his discretion, including partial sections.  	Comment by Susan Treister: This was indented like this in the original.??
If that was not correct, style should be "new paragraph.
At the annual external evaluation stage, each organization is assessed by two evaluators, who perform a professional and objective evaluation. The evaluators are selected from a pool of judges for the National Award for Quality in Industry. At the end of the evaluation day, the evaluators meet with the organization management and present their assessment. The assessment focuses on the strengths and opportunities for improvement identified during the visit. The evaluation is summarized afterwards in writing, in a document sent by the evaluators to the organization’s managers, and a copy sent to the chair of the steering committee.
Findings of the evaluators are sent to the judging committee which grants stars of excellence in accordance with the scores that the organizations received as follows:	Comment by Susan Treister: This was indented like this in the original.??
If that was not correct, style should be "new paragraph
Table 1 – Conversion table from external evaluation score to stars of excellence
	Score
	No. of stars
	Note:
Receiving 5 excellence stars requires competition in all the criteria of the program. Those who receive more than 800 points without competing in all the criteria receive only 4 stars of excellence. 

	Up to 200
	1
	

	400 – 200
	2
	

	600 – 400
	3
	

	800 – 600
	4
	

	1000 – 800
	5
	


Benchmark – After all the findings have been collected, each participant receives benchmark data that include its relative position in the final score, and in each of the criteria sections, as compared with the rest of the participants.
Scholarships and enterprise training programs – The program encourages public bodies to grant scholarships or provide enterprise training programs. The scholarships are granted by the ORT-Braude College of Engineering and the northern branch of the MAI. Regulations for awarding the scholarships are determined in the program’s regulations.
The encounter with organizations in a wide range of sizes and fields of activity (metal, plastic, chemical, electronics and food industries, services, commerce, and non-profit organizations) creates a synergy that enriches all program participants, and intensifies the program’s contribution to advancing the northern periphery of Israel. There is a process of transferring knowledge and support from outstanding enterprises at the national and international level (mainly Rafael, Elbit, Mekorot).
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Selecting areas for improvement
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External evaluators
Feedback results and lessons




Figure 2 – The Process from Mentoring to Stars of Excellence

At the end of each cycle, a questionnaire is sent to enterprises and non-profit organizations that participated that year. They are asked to evaluate the contribution of the program, the quality of the assessment, and quality of the mentoring. They are asked to assess whether they will continue to participate in the program in years to come. The answers to the questionnaire are provided separately by the company director the quality manager, and presented in Table 2 below.
Range of grades: 1 low – 5 high           

Table 2 – Grades given by program participants over the years

[image: ]


	Year
	2006`
	2008

	Number of participants
	5
	8

	Contribution to the company – General Director
	4.2
	4.2

	Contribution to the company – Quality Manager
	4.8
	4.4

	Quality of the evaluation
	Not asked
	4

	Quality of the mentoring
	Not asked
	Not asked

	Continued participation
	Not asked
	Not asked



Number of quality stars of program participants
Fifty-five organizations (out of 164) received 4 and 5 stars in the external evaluation over the years. The number of organizations that participated in the program, and those that underwent the external evaluation	Comment by Susan Treister: not sure this is the whole sentence
 Figure 3 – Distribution of Stars from 2006 – 2018
	5 stars

	4 stars

	3 stars

	2 stars

	1 star




 Reaching the external assessment stage
Starting from  2006 (the beginning of the program), 324 enterprises chose to participate in the program and registered for it; and ultimately at the end of the process, 164 participated in the external evaluation. In other words, the rate of those who entered the self-evaluation phase was about 50%. One of the challenges of the program and the mentors is to keep the companies in the process until that stage. In the first years of the program, the percentage of those who reached the external evaluation stage was  relatively low (20% - 40%), and in recent years it has greatly improved (50% - 90%).

Main Findings from Feedback Questionnaires in 2018	Comment by Susan Treister: בבקשה, יש לבדוק את הכותרות, בכל המסמך, שהם כפי שהתכוונתם.

גם לגבי הבולטים כאן, אולי הם צריכים להיות headings

Feedback was collected from the program participants on the influence and contribution of the program on three main topics: identifying program strengths, identifying appropriate points for improvement in the program, ideas for future improvements in the program. 
The questionnaires were passed out in 2018 to four groups: directors of enterprises and non-profit organizations that participated in the program, evaluators of the organizations, mentors who supported the organizations, other interested parties that participated as supporters or assistants in the program.
There were 51 respondents to the questionnaire, which included 46% of the organizations that participated in the program.

Table 3 – Response rate to the feedback questionnaires
	
	Participants
	Number responding to the questionnaire
	%Responding

	Enterprises and non-profits
	57 (during the last 5 years)
	22
	39%

	Evaluators
	20
	17
	85%

	Mentors
	20
	7
	35%

	Interested parties
	13
	5
	38%

	Total
	110
	51
	45%


  
Feedback from Managers and Representatives of Enterprises and Non-profit Organizations
Directors of the enterprises and non-profit organizations responded positively to the program. Figure 4 presents their assessment. Most of them recommended to their peers to participate in the program, indicating that management and employees are involved in the program and appreciate the contribution of the mentors. They understand the long-term impact of the program on the enterprise/ association.
It appears that enterprises and non-profit organizations do not find a perfect match between the contribution of the quality program and their improved competitiveness in the economy. It also appears that for most of the enterprises and non-profits, the program operates internally within the organization, without involvement or influence on subcontractors or customers. In addition, most of the participating enterprises are from traditional industries, and the improvement in their competitiveness is dependent on the application of innovativeness in their processes and products. It is possible that the enterprise directors expected the program to also help them in implementing innovative and advanced processes.


Figure 4 – Summary of Evaluation Scores – Managers / Representatives of Enterprises and Non-Profit Organizations

	3.0
	Contribution to improved competitiveness

	3.7
	The criteria are a road map

	3.8
	The mentors have added value

	3.0
	Our customers pressure us to participate in the program.

	3.8
	We recommend the program.

	4.0
	Management involvement

	3.6
	Employee involvement

	2.5
	Subcontractor involvement

	3.4
	Long-term impact of the program




The strengths of the program according to managers of the companies and non-profit organizations participating in it (Figure 5) focus on the clear criteria of the program and the dedication and professionalism of the mentors and evaluators. The companies do not place high value on the connection to an academic institution or to outstanding enterprises or to the MAI. This apparently shows that the participating companies do not recognize the depth of the ties and the connections to an academic institution, to the exemplary enterprises providing the mentors, or to the MAI.


Figure 5 – Program Strengths – Feedback from Directors and Representatives of Enterprises and Non-Profit Organizations 

	77%
	Clear criteria

	68%
	Dedication and professionalisms of mentors and evaluators

	45%
	Option to focus on only some of the criteria

	55%
	Support and appreciation of the program centers

	32%
	Connection with an academic institution

	41%
	Connection with participating enterprises

	32%
	Connection with the MAI



The main weakness of the program (Figure 6), according to the directors of the companies and associations, is the need to invest a great deal of time. Enterprise directors report that they are too busy with their daily work, and the struggle for the enterprise’s survival. The quality program is directed to the long term, but requires investment of the managers’ precious time in the short-term.
In addition, it is noted that the criteria are liable to be too demanding for small and medium enterprises.

Figure 6 – Program Weaknesses – Feedback from Managers and Representatives of Enterprises and Non-Profit Organizations

	36%
	Criteria are too demanding for small and medium enterprises

	82%
	Time investment too high

	18%
	It is difficult for mentors and evaluators to understand the company’s needs.



Evaluator Feedback
It appears that the evaluator’s assessment of the program is relatively high. In their opinion, the criteria are a roadmap to excellence, the program contributes to improving competitiveness, has a long-term impact, and the evaluators certainly recommend that enterprises participate in it.



Figure 7 – Summary of Evaluation Scores – Evaluator Feedback

	4.2
	Contribution to improved competitiveness

	4.5
	The criteria are a roadmap

	3.8
	The program has a long-term impact.

	3.9
	The mentors are a valuable addition to the program.

	4.8
	We recommend the program.



The strengths of the program (Figure 8) according to the evaluators focus on the clear criteria of the program, the option to focus on only some of the criteria, and the dedication and professionalism of the mentors and evaluators. The evaluators do not see much value in the connection of the academic institution with the program. On the other hand, they see certain value in the connection with the participating enterprises and the MAI.


Figure 8 – Program Strengths – Evaluator Feedback

	71%
	Clear criteria

	76%
	Dedication and professionalism of mentors and evaluators

	76%
	Option to focus on only some of the criteria

	47%
	Support and appreciation of the program centers

	18%
	Connection with an academic institution

	59%
	Connection with participating enterprises	Comment by Susan Treister: מקווה שזה מספיק קרוב לפירוש של מפעלי עוגן. (בכל מקום במסמך) אולי אפשר תואר נוסף שמסביר יותר טוב.

	47%
	Connection with the MAI



The evaluators do not clearly indicate any particular weaknesses (Figure 9), but do note that the amount of time that must be invested in the program is liable to be a weakness, as is the difficulty that mentors and evaluators have in understanding the needs of the company. In addition, the criteria are very demanding for small and medium enterprises.



Figure 9 – Program Weaknesses – Evaluator Feedback

	35%
	Criteria are too demanding for small and medium enterprises

	29%
	Time investment too high

	35%
	It is difficult for mentors and evaluators to understand the company’s needs.



Mentor Feedback
Seven program mentors responded to the questionnaire, and their assessment of the program (Figure 10) was very high. In their opinion, there is cooperation with the companies participating in the program, including support from management. They are satisfied with their role as mentors and witnesses to a productive learning process. 



 Figure 10 – Summary of Evaluation Scores – Mentor Feedback

	4.3
	Contribution to improved competitiveness

	4.6
	The criteria are a road map

	4.4
	The program has a long-term impact.

	3.9
	There is cooperation with the companies.

	4.0
	The mentors are a valuable addition to the program.

	4.7
	The mentors find satisfaction in the program.

	4.3
	There is management support.

	4.7
	There is a learning process.

	4.7
	I recommend participation in the program.



The program strengths according to the mentors (Figure 11) focus on the clear criteria of the program and the dedication and professionalism of the mentors and evaluators. The mentors do not see value in the program’s connection with an academic institution, in connecting with participating enterprises, or with the MAI. It appears that the mentors have no information on these connections and their significance to the program and enterprises.


Figure 11 Program Strengths – Mentor Feedback

	86%
	Clear criteria

	86%
	Dedication and professionalism of mentors and evaluators

	71%
	Option to focus on only some of the criteria

	43%
	Support and appreciation of the program centers

	29%
	Connection with an academic institution

	29%
	Connection with participating enterprises

	14%
	Connection with the MAI



The central weakness in the program (Figure 12), according to the mentors, is the need to invest large amounts of time. As noted above, enterprise directors report that they are very busy in day-to-day management and the survival of the enterprise. But the long-term quality plan requires investment of much precious time by the managers in the short term. The mentors experience this situation in the difficulty coordinating mentoring times, scope of the mentoring, and actual participation by the senior managers in the mentoring. 
In addition, they note that the criteria are liable to be too demanding for small and medium enterprises.


Figure 12 – Program Weaknesses – Mentor Feedback

	29%
	Criteria are too demanding for small and medium enterprises

	86%
	Time investment too high

	14%
	It is difficult for mentors and evaluators to understand the company’s needs.




Feedback from Interested Parties
The assessment of interested parties of the program is very high (Figure 13). They support the success of the program, appreciate the value added by the mentors, assess that the program criteria are a roadmap to excellence and see the positive impact it has, and its contribution to competitiveness.


Figure 13 – Summary of Evaluation Scores – Interested Parties Feedback
	4.2
	Contribution to improved competitiveness

	4.4
	The criteria are a road map

	4.4
	The mentors are valuable to the program.

	3.6
	We recommend the program.

	4.4
	We support the success of the program.

	4.2
	The program has a positive impact.



Interested parties (Figure 14) see an advantage in the program being connected with an academic institution, and see added value in the program’s clear criteria, in the dedication and professionalism of the mentors and evaluators, and in the connection with participating enterprises and the MAI.

 

Figure 14 – Program Strengths – Feedback of Interested Parties

	40%
	Clear criteria

	40%
	Dedication and professionalism of mentors and evaluators

	20%
	Option to focus on only some of the criteria

	40%
	Support and appreciation of the program centers

	60%
	Connection with an academic institution

	40%
	Connection with participating enterprises

	40%
	Connection with MAI




The evaluators do not point clearly to any weaknesses (Figure 15), but do note that the amount of time invested in the program is liable to be a weakness, like the demanding criteria for small and medium enterprises.



Figure 15 – Program Weaknesses – Feedback from Interested Parties

	40%
	Criteria are too demanding for small and medium enterprises

	40%
	Time investment too high

	20%
	It is difficult for mentors and evaluators to understand the company’s needs.




Gaps between the Evaluations of Enterprise Management and Program Leaders
One of the insights from the questionnaire responses is the differences in the evaluations between enterprise management and the other three groups (mentors, evaluators, interested parties). It appears that all those involved in leading the program value the program more highly than the customer, i.e. the director of the enterprise or non-profit organization, who is supposed to join the program and use it to improve the quality of his enterprise.
It seems to us that this discrepancy is natural, since the mentors and evaluators come from a professional point of view, and the enterprise directors represent the daily difficulties and the business aspects.
Key Strengths – Clear criteria, dedication and professionalism of mentors and evaluators, the option to focus on only some of the criteria.
Main Points for Improvement – Understanding the contribution of the connection with an academic institution, understanding and appreciating the support of the MAI.

Main Weaknesses – Significant time investment by the enterprises, very demanding criteria for small and medium enterprises, the mentors finding it difficult to understand exactly the needs of the companies. In addition, enterprise directors feel that their investment in the quality in the program is not repaid in terms of improved competitiveness.
 
Summary of Recommendations for Possible Improvements Based on Research Feedback 
Examining the possibility of adjusting the program criteria for small and medium-sized companies.
Examining with a sample of enterprise directors how to reduce the time companies invest in the program.
Training the mentors in aspects of understanding the needs and expectation of participating companies, as well as aspects in implementing innovation and advanced production. In addition, it is a good idea that the evaluators also be exposed to possible contributions of advanced production.
Formulation and clarification of the value added by an academic institution and the MAI for participating customers.
More managers of participating companies should join the program steering committee.
Examination with program managers of the possibility of providing a solution in the program for the competitiveness of the participating enterprises, such as by including innovation and advanced production in the program criteria. The Samuel Neaman Institute formulated an evaluation questionnaire on maturity of enterprises for advanced production (Sonnenschein A., Edres E. et al 2018) that could assist the enterprises in improving competitiveness via innovation. ORT Braude College of Engineering recently won a tender to establish an institute for advanced production in the north which could assist the enterprises in this direction.
Summary and Conclusions
This study summarized a look at the contribution of the quality and excellence program in the north to participating organizations and the industrial ecosystem.
A review of the literature of the development of quality approaches over the years was presented, as well as a summary of the main approaches to quality. National and regional quality award programs in Israel and around the world were briefly described. The quality and excellence program in the north is based on examination of criteria of the Yitzhak Rabin National Award for Quality in the Business Sector in Israel.
The program for quality in the north is not an awards competition, but a program to improve quality in participating enterprises. The participating companies are awarded quality stars based on external evaluation in accordance with their progress in conforming with the quality criteria. The program is voluntary in terms of the contributors to the program – program management, steering committee, mentors, and evaluators. The program is also a community project in the social responsibility program of large enterprises in the north such as Rafael, in which mentors from the quality and management array in Rafael volunteer. Part of the program’s strength is the fact that it draws on the social and community roots of its leaders.
The quality and excellence program in the north has been held every year since 2006. Over the years, 324 enterprises have participated in the program, among them 164 reached the external evaluation stage. In recent years, the percentage of enterprises reaching this stage has improved.
In this study, we examined the value of the excellence and quality program in the north for participating organizations by analyzing the findings of the follow-up conducted among the program management over the years, by analyzing findings of the feedback questionnaire filled out during the last year by enterprise directors, evaluators, mentors, and interested parties. These findings include assessment of strengths, weaknesses, and recommendations for improving the program.	Comment by Susan Treister: not sure all these words are necessary.
The fact that the program has been held for about 12 years indicates the intensity of the program and the persistence of its partners and participants.
As part of the research conducted, it was found that the main strengths and conventions of the program are the clear criteria, dedication and professionalism of the mentors and evaluators, and the option to focus on only some of the criteria.
In addition, measures recommended for improving the program were evaluated, mainly:
Examining the possibility of adjusting the criteria for small and medium companies.
Examination with a sample of enterprise directors the possibility of reducing their time investment in the program.
Training mentors to understand the needs and expectations of the participating companies.
Formulating and clarifying the added value of the academic institution and the MAI for participating companies.
Having directors from companies that have been participating for several years join the program steering committee for the purpose of examination of the possibilities of increasing the contribution to the competitiveness of the participating enterprises, by implementing innovation and advanced production in the criteria of the program.
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תרומה לשיפור התחרותיות	הקריטריונים מהווים מפת דרכים	לחונכים ערך מוסף	קיים לחץ מלקוחותינו להשתתף בתכנית	אנו ממליצים על התכנית	מעורבות הנהלה	מעורבות עובדים	מעורבות קבלני משנה	השפעה ארוכת טווח של התכנית	3.0454545454545454	3.6818181818181817	3.7727272727272729	3.0476190476190474	3.8181818181818183	3.9545454545454546	3.6190476190476191	2.5238095238095237	3.4090909090909092	



קריטריונים ברורים	מסירות ומקצוענות של חונכים ומעריכים	אפשרות להתמקד בחלק מהקריטריונים	תמיכה והוקרה של מרכזי התכנית	חיבור של מוסד אקדמי	חיבור עם מפעלי עוגן	חיבור עם התאחדות התעשיינים	0.77272727272727271	0.68181818181818177	0.45454545454545453	0.54545454545454541	0.31818181818181818	0.40909090909090912	0.31818181818181818	



קריטריונים תובעניים למפעלים קטנים ובינוניים	השקעת זמן מרובה	קושי עבור חונכים ומעריכים להבין את צרכי החברה	0.36363636363636365	0.81818181818181823	0.18181818181818182	



תרומה לשיפור התחרותיות	הקריטריונים מהווים מפת דרכים	השפעה ארוכת טווח של התכנית	קיים ערך מוסף לחונכים	אנו ממליצים על התכנית	4.2352941176470589	4.4705882352941178	3.75	3.9411764705882355	4.8235294117647056	



קריטריונים ברורים	מסירות ומקצוענות של חונכים ומעריכים	אפשרות להתמקד בחלק מהקריטריונים	תמיכה והוקרה של מרכזי התכנית	חיבור של מוסד אקדמי	חיבור עם מפעלי עוגן	חיבור עם התאחדות התעשיינים	0.70588235294117652	0.76470588235294112	0.76470588235294112	0.47058823529411764	0.17647058823529413	0.58823529411764708	0.47058823529411764	



קריטריונים תובעניים למפעלים קטנים ובינוניים	השקעת זמן מרובה	קושי עבור חונכים ומעריכים להבין את צרכי החברה	0.35294117647058826	0.29411764705882354	0.35294117647058826	



תרומה לשיפור התחרותיות	הקריטריונים מהווים מפת דרכים	השפעה ארוכת טווח של התכנית	קיים שת"פ מצד החברות	קיים ערך מוסף לחונכים	קיים סיפוק לחונכים	קיימת תמיכת הנהלה	קיים תהליך למידה	אני ממליץ להשתתף בתכנית	4.2857142857142856	4.5714285714285712	4.4285714285714288	3.8571428571428572	4	4.7142857142857144	4.2857142857142856	4.7142857142857144	4.7142857142857144	



קריטריונים ברורים	מסירות ומקצוענות של חונכים ומעריכים	אפשרות להתמקד בחלק מהקריטריונים	תמיכה והוקרה של מרכזי התכנית	חיבור של מוסד אקדמי	חיבור עם מפעלי עוגן	חיבור עם התאחדות התעשיינים	0.8571428571428571	0.8571428571428571	0.7142857142857143	0.42857142857142855	0.2857142857142857	0.2857142857142857	0.14285714285714285	



קריטריונים תובעניים למפעלים קטנים ובינוניים	השקעת זמן מרובה	קושי עבור חונכים ומעריכים להבין את צרכי החברה	0.2857142857142857	0.8571428571428571	0.14285714285714285	



תרומה לשיפור התחרותיות	הקריטריונים מהווים מפת דרכים	לחונכים ערך מוסף	אנו ממליצים על התכנית	אנו תומכים בהצלחת התכנית	לתכנית השפעה חיובית	4.2	4.4000000000000004	4.4000000000000004	3.6	4.4000000000000004	4.2	



קריטריונים ברורים	מסירות ומקצוענות של חונכים ומעריכים	אפשרות להתמקד בחלק מהקריטריונים	תמיכה והוקרה של מרכזי התכנית	חיבור של מוסד אקדמי	חיבור עם מפעלי עוגן	חיבור עם התאחדות התעשיינים	0.4	0.4	0.2	0.4	0.6	0.4	0.4	



קריטריונים תובעניים למפעלים קטנים ובינוניים	השקעת זמן מרובה	קושי עבור חונכים ומעריכים להבין את צרכי החברה	0.4	0.4	0.2	
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