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People often think of innovation as futuristic, cutting-edge technology, but many researches found that it doesn’t 

have to be—in fact, many non-profits successfully use existing technology to innovate in more subtle ways, 

implementing solutions that are often both low-cost and effective. A number of different examples of 

organizations using straightforward, inexpensive technology to provide higher quality services and create 

opportunities to do more with less. Nevertheless, in order for any organization to be efficient and effective, it is 

generally necessary to strive for the development of processes that track and document why organizational 

changes are necessary; why the changes mark improvement within the organization; and how to continuously 

refine and re-evaluate what the organization is doing to achieve its mission. A primary goal of process 

improvement is to develop organizational commitment and energy to facilitate continued process improvement. 

  

1. Introduction 
An organization in which no owner, stockholder or trustee shares in profits and losses, and which exists not to 

earn revenue but to promote a mission that typically but not necessarily enhances the public welfare is 

considered a non-profit. Generally there are four categories of non-profit organizations: 1) voluntary 

organizations which are driven by creating social missions from values; 2) Public Service Contractors or PSCs 

that work as businesses that are built to serve the public and the economy without gaining profit; 3) People’s 

Organizations, or POs, which are interested in helping members with specific interests; and 4) Government 

Organized Organizations or NGOs. 

Today’s non-profit organizations are confronted with a variety of challenges: demographic changes that are 

expanding the market for the services that non-profits provide; commercial pressures that are pushing non-

profits into greater reliance on fee-for-service income; expanded competition from for-profit providers; 

opposition to nonprofit advocacy activity; increased accountability pressures; rapidly changing communications 

technology. In the non-profit sector, as in business and government, performance is the ultimate test of an 

organization. A high-performing organization is the one that can create a balance between performance, quality, 

customer relations, and profitability. High-performance organizations are thus defined as groups of employees 

that produce desired goods or services at higher quality with the same or fewer resources. Their productivity and 

quality improve continuously, from day to day, week to week, and year to year, leading to the achievement of 

their mission. 

Every organization, whether it is large, medium, or small, profit-driven or not-for-profit, has one thing in 

common: their operation requires processes. Processes represent a fundamental way of thinking about, 

operating, and managing an organization. The human issues of teamwork, communication, and leadership are 

also vital to achieving performance excellence. In today's competitive environment, organizations need to assess 

and evaluate the efficiency and effectiveness of business processes across the organization. Therefore, I have 

focused on improving and monitoring organizational performance processes. 

 

2. Understanding Process Improvement 
Process improvement concerns the methods that are used to improve the way that activities and business 

practices in an organization are organized and carried out. Whether an organization needs to improve current 

processes, or develop new ones, process improvement can assist in designing and implementing steps to 

increase efficiency. 

The Plan-Do-Check-Act (PDCA) Cycle, creates a continuous helix of process improvement .PDCA operates 

as follows: An organization identifies and evaluates a process’s possible areas for improvements. It then plans 

how to improve the process, implements a plan of action, checks the improved process in comparison with 

expected results, and then acts to correct or amend the process. The cycle repeats by continuously identifying 

new areas for improvement. 
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3. Organizational Learning 
Organizational learning is the ability of an organization to gain insight and understanding from experience 

through experimentation, observation, analysis, and a willingness to examine both successes and failures. In 

short, devolving responsibility to the organization’s employees and involving them in the decision-making 

processes is very much the ethos of the learning organization. A consistent theme to emerge in these discussions 

is how power is transferred from the company to its employees. Garvin (1993) noted that ―a learning 

organization is an organization skilled at creating, acquiring, and transferring knowledge, and at modifying its 

behavior to reflect new knowledge and insights‖. Most agree that individuals can learn in an organization, but 

some question whether organizations themselves can learn. 

 

4. Creating a Process Improvement Culture 
Culture is composed of behavioral norms that members of an organization follow as they perform their work. an 

organization's culture has a significant impact on its ability to execute a chosen strategy. It is important for 

leaders to understand their organization's culture and determine how it is affecting strategy implementation and 

ultimately performance. For example, an organization that wants to implement a strategy that is entrepreneurial 

and aggressive may have difficulty if its culture values low risk-taking, hierarchical decision-making and 

positional power. Strategy helps to define the business, the position that the organization hopes to hold in the 

industry or market, and the means by which it is to compete. 

 

5. Process Improvement: Execution and Evaluation 
The key elements of process improvement include a focus on processes, the selection of strategic projects, the 

use of metrics and data, clear leadership, rigorous project management, and teamwork. 

 

Strategies for Implementing Process Improvement  

Successful process improvement requires systematic implementation. The first step to implementing process 

improvements is identifying the processes most critical for the success of the function or department and 

pinpointing the need for improvement. Unfortunately, many organizations struggle with poorly defined and 

communicated processes. An organization could decide to engage in a process improvement project to further 

explore ways to improve services for their constituents. 

 

Process Improvement Tools 

For a non-profit, and especially for one that is a newly formed organization, an internal time utilization study is 

a recommended process improvement tool. A utilization study should ask all employees how they spend their 

time and what they do during that time. The purpose of these questions is to learn how much time is spent on 

each task, in order to appreciate which tasks receive the most and least attention or activity. 

The leaders of the organization should develop a skill chart. This should list and explain the skill sets that are 

required at the organization and how those skills are perceived to be beneficial to employees and customers or 

constituents. A realistic evaluation of skills can help to bridge the gap between where staff members are 

spending their time and whether or not the time used meets the skills that are needed. Mapping an organization’s 

processes helps one to see the big picture, but there is also always a need for a specific, measurable and 

challenging target condition for any process one wants to improve. 

Once the processes are documented, identifying process owners is another helpful tool when implementing 

process improvement initiatives. Process owners are responsible for the management of the process from 

beginning to end. 

Another very important part of the process improvement tool kit is establishing benchmarks for what the 

organization seeks to achieve for its customers or constituents, and how these achievements should occur. Once 

the goals of the process improvement initiative are established and the differences that exist between what is 

taking place and what needs to take place are clear, all stakeholders (e.g., management and employees) should 

be provided the necessary resources to make the change. Allocating additional money or staff is not always 

possible within an organization. Therefore, creativity in implementing change is often necessary. 

 

Monitoring Process Improvement Efforts 

While the work of process improvement should be about bringing people together and listening to various ideas, 

once goals and process changes are put into place, there has to be a level of accountability and process 

monitoring. Process improvement should not stop after the first improvement effort. It requires the effort of each 

individual within the organization to ensure that the process under his or her control continually improves. 

Continuous improvement should be an integral part of process improvement initiative. The process must be 

monitored and analyzed continually to discover any opportunities for improvement. 
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Current management theory now emphasizes performance monitoring as a tool to promote desired change and 

help responsible entities determine for themselves how to improve what they do. With this approach, attention is 

given not only to outcomes but also to process—to the actions that are expected to contribute to achieving 

desired outcomes. 

 

6. Conclusion 
The importance of process management doesn’t seem to be linked to other performance management tools in 

the non-profit sector. To support this sector achieving its potential, there will have to be greater awareness of 

different approaches to, and the tools for implementing, process improvement. Engaging in process 

improvement in nonprofit organizations will require organizations to maintain continuity between the existing 

and evolving organizational cultures and management processes, and implement process improvement efforts 

that ultimately affect all of these elements and the people involved. 

The challenge of every organization is to constantly modify itself to serve its customers or constituents and 

respond to internal and external challenges. Organization change and improvement planning call for systems, 

processes, and discipline. These are often top-down, organization-wide approaches. 

Developing change champions and supporting process improvement initiatives take leadership. Management 

plays a pivotal role in the success or failure of any organization change or improvement effort. The leadership 

component of the change within an organization involves managing the vision, values and focus; and identifying 

customer or constituent gaps to be closed and cultivating the environment for organizational learning and 

innovation. As nonprofit organizations continue to determine how their structure is impacting their ability to 

make significant progress toward their mission, process improvement can play a significant role in helping 

organizations become more efficient. Changing consumer needs, new technologies, increased competition for 

funding sources, and experience remind those of us in the nonprofit sector that we cannot continue to conduct 

business as usual. By taking a broad and integrated approach to process improvement, a more coordinated and 

effective response can be developed. Fortunately, the nonprofit sector is well suited for the task at hand, given 

that innovation is one of its strengths. Since many nonprofits work to address social concerns that have resisted 

traditional interventions, they bring a supply of creative ideas to the forefront. By engaging in process 

improvement, non-profit organizations can begin to internally leverage the importance of being able to react to 

reality, adapt to change, and seize opportunities. 
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