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“It takes humility to seek feedback. It 

takes wisdom to understand it, 

analyze it, and appropriately act on it.

-Stephen Covey 



QPS 2.0 Objectives

▷ Background: Jennifer 
▷ Data and Research: Kyle
▷ Recommendations: Kristi and Krystal
▷ Beyond Scope: Jason
▷ Summary: Carla



QPS 2.0 
Background



What is the Quarterly Pulse Survey?



History

1

Jul 2017 
First team member 

survey launched 
75% participation

4

Jul 2021
QR Code added

to survey

2

Nov 2018 
First QPS survey 

launched
57% participation

6

Jan 2022
3 questions by 

department
Feb 2022

MLA capstone 
recommendations

5

Oct 2021
QPS 11  

40% participation

Oct 2020
Dashboard results 

in Tableau

3

2019 Average 
participation 

54%

2020 Average 
participation 

51%

2021 
Average 

participation 
45%



Rhythm

Direction
Leadership

Engagement
Professional Development

Summer and Winter

Accountability
Motivation

External Orientation

Spring and Fall

The QPS is sent out via email and QR code to all 
state team members every quarter.



QPS 2.0 
Data and Research



Desired Outcome of QPS 2.0 Capstone

Create tools to put QPS data into meaningful, 
tangible action steps at the Department, Division, 
and program level.



Sources of Data

▷ QPS Results

▷ QPS Research Survey



QPS Research 
Survey

Data and Research



QPS Data: Fall 2021

Source: State of Missouri Quarterly Pulse Surveys

40% or 16,230

Team members participated in 
the survey

40,869

Team members invited to 
participate in the survey*



QPS Data: Participation Rates

Source: State of Missouri Quarterly Pulse Surveys



QPS Research 
Survey

Data and Research



15 of 16 agencies

20% Front-line 

47% Mid-Level Supervisors

33% High-Level Managers

QPS Research Survey Respondents



50%
disagree

Leaders communicate QPS 
results to team members

QPS Research Survey Data



61%
disagree

Leaders in my agency use QPS 
results to make decisions to 
improve organizational health.

QPS Research Survey Data



68%
disagree

Leaders in my agency 
communicate improvements 
that are made as a result of 
feedback from the QPS.

QPS Research Survey Data



Additional Feedback Topics

1%

1%

3%

4%

4%

4%

4%

4%

6%

6%

13%

21%

29%

Surveys are not frequent enough

Change how the results are communicated

Clarify my level in the organization

Communicate how it is anonymous

Allow more open ended feedback

Train managers how to utilize

Increase accessibility

Utilized QPS at the Division or Unit Level

Communicate the value of QPS

Surveys are too frequent

Clarify "Supervisor"

Change the questions

Communicate changes from QPS



“
Until real changes…regarding tangible benefits 

are seen/felt by employees, most people will 
remain skeptical.

QPS Research Survey: Additional Comments



“…Front line staff…really don't 
see/understand how this impacts them, 
why it matters for them to share their 

voice, and until that is more effectively 
communicated and understood--I believe 

we will continue to see low results… 

QPS Research Survey: Additional Comments



“…we should really begin to focus on how to 
USE the data to improve organizational 
health.  If team members see us actually 
using the data, trying to understand why 

responses are trending a certain way… 
they will value the QPS more. 

QPS Research Survey: Additional Comments



Problem Statement
How can State of Missouri 

leaders interpret and 

communicate QPS results to 

all team members in the 

next 90 days?



QPS 2.0 
Recommendations 



Use QPS Communication Guide 



Use QPS Communication Guide



Use QPS Communication Guide



Use QPS Communication Guide



Provide Access to QPS Results

To best serve Missourians with excellent customer service we must first 
ensure team members feel they belong. 

Source: State of Missouri Quarterly Pulse Surveys, November 2021

Sense of belonging by department among team members who feel they are recognized for their work



https://showmeexcellence.mo.gov/

Make QPS Resources Available 

https://showmeexcellence.mo.gov/


Revitalize QPS Branding



QPS 2.0 
Beyond Scope



Beyond Scope 

“Progress cannot be generated when we 
are satisfied with existing situations.”

Taiichi Ohno
Father of Lean

Future priorities not addressed in QPS 2.0

▷ Should some questions be changed?

▷ How can we further increase participation and trust?

▷ What else can be done to dispel myths?

▷ How should the data be used?

▷ Additional analytic analysis / correlations

▷ Avoiding retribution



QPS 2.0 
Summary



Problem Statement
How can State of Missouri 

leaders interpret and 

communicate QPS results to 

all team members in the 

next 90 days?



Recommendations

▷ Use QPS Communication Guide

▷ Provide transparency through high level access 
to QPS results for all team members

▷ Provide easy access to resources 

▷ Rebrand/reinvigorate interest in QPS

QPS may be the elephant in the room, but with each 
bite, we can create positive change and take action.



We are grateful for the 
Leadership Academy 
opportunity.

What questions do you have about QPS 2.0?

Leadership Academy Class 7: QPS Accelerators


