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REPORT OF THE QUALITY COUNCIL

TO THE

BOARD OF DIRECTORS OF PLAN INTERNATIONAL

BACKGROUND

The subject of Quality and, in particular, Program Quality has been at the top of many 
agendas for quite some time. In May, 1991, a Workshop on Program Quality and 
Program Quality Indicators was held to discuss what we mean when we refer to "Program 
Quality" and what the indicators are in respect of such Quality, This Workshop brought 
together the members of the Board of Directors of PUVN International, representatives 
from the Field, the National Organizations and from International Headquarters. A 
working definition of "Program Quality" was developed and the Quality Council was 
formed to:

1. Synthesize and disseminate the substance of the discussions.

2. Obtain consensus with respect to the definition of Program 
Quality.

3. Identify Quality Indicators or a means for identifying such 
Indicators.

4. Prepare a proposal for working towards achieving Program 
Quality through a universal commitment throughout PLAN to 
Total Quality.

MEMBERS OF THE QUALITY COUNCIL

The Members of the Quality Council are:

Mark McPeak (Project Manager) 
Timothy R. Allen 
Marjorie Smit 
Glorianne Stromberg

Area Manager, South America 
Director of International Relations 
Deputy Program Director 
Secretary and Director of PLAN 
International



ACTIVITIES OF THE QUALITY COUNCIL

The Quality Council has:

. Synthesized and distributed a Report on the substance of the 
discussions and conclusions reached by the participants at 
the Program Quality and Quality Indicators Workshop. This 
Report was distributed with the Quality Council’s Update 
Number Two.

. Conducted focus group discussions and, with the assistance 
of the Regional Representatives at the Program Quality and 
Quality Indicators Workshop, conducted surveys to ascertain 
the consensus on a definition of Program Quality. The results 
of these surveys and of the focus group discussions are 
summarized in Part II of the Quality Council’s Report on 
Follow-Up Work Regarding the Program Quality and Quality 
Indicators Workshop. This Follow-up Report is contained in 
the Quality Council’s Update Number Five.

. With the assistance of the Regional Representatives at the 
Program Quality and Program Quality Indioators Workshop, 
conducted surveys to identify Program Quality Indicators. A 
summary of the suggestions for the development of Program 
Quality Indicators as well as an outline of PLAN’S efforts to 
date to develop Program Quality Indicators is set out in Part 
III of the above-mentioned Follow-up Report.

. Considered how PLAN oould create a structured framework 
to strive in a unified way and on a continuous basis for 
Quality. The Quality Council’s proposals in this respect are 
outlined below. In preparing these proposals the Quality 
Council was assisted by ODI Inc, an international consulting, 
research and training company that has been helping 
organizations improve quality, increase productivity, reduce 
cycle time and manage their human resources more 
effectively. QDI’s findings and recommendations are set out 
in Schedule A to this Report.
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CONSENSUS THROUGHOUT PUVN

DEFINITION OF PROGRAM QUALITY

The results of the above-mentioned surveys and of the focus group discussions that were 
conducted confirm that there is a broad-based consensus that:

1. There is general agreement with the Working Definition of (Program) Quality 
which was developed at the Program Quality and Quality Indicators 
Workshop. This working definition defined (Program) Quality as the optimal 
utilization of all resources to enable our vital customers (Foster 
Children/Foster Families/Communities and Foster Parents) to meet their 
needs.

2. (Program) Quality is part of Total Quality.

3. PLAN should undertake a systematic worldwide program to 
manage and monitor the level of Program Quality.

4. This program should be implemented through a Total Quality 
initiative, centering the efforts of everyone in the organization 
on high quality service to Foster Children, Families and 
Communities and to Foster Parents.

5. The focal point of this effort should be the needs and 
requirements of these people.

This consensus forms the basis for the Quality Council^ conclusions that the most 
effective way to provide quality Programs is for the entire PLAN organization to focus, on 
a continuous basis, all of its operations in a Total Quality initiative.

A key component of the Total Quality initiative is "customer" focus-the identification of 
who is our "customer" both internally and externally, the identification of the "needs" or 
"requirements" of such "customers", the identification of suitable measurement indicators 
to determine how well these "needs" or "requirements" have been satisfied and the 
identification of the ways to improve the satisfaction level. These identifications are not 
just a one-time activity but rather are reviewed on a continuous basis with adjustments 
being made as appropriate to lead to continuous improvements in Quality in every aspect 
of our undertakings. It is this concentration on ways to make continuous improvements 
that will lead to demonstrable improvements in Program Quality.

Many people both at the Workshop and in response to the surveys have queried what 
the relationship is between "beneficiary needs and wants", between "self-perception" and 
"helper" perception and between the range of "needs" and "institutional mandate".
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V

The Quality Council has considered these queries and how they will be addressed by the 
implementation of the Total Quality initiative that it has recommended be implemented 
throughout PLAN.

In this respect, the Total Quality initiative that the Quality Council is proposing is founded 
on PLAN’S values. These values have been expressed in the Vision, Mission and 
Commitment to Quality Statement that the Strategic Plan Task Force has circulated. 
When adopted, the Vision, Mission and Commitment to Quality Statement will set the 
framework - the "institutional mandate" - in which PLAN’S sponsorship and community 
development work will be carried out and the needs and wants of program participants 
will be identified within the context of what PLAN is committed to doing.

The Vision, Mission and Commitment to Quality Statement focuses the role of the 
organization on empowerment and sustainability as opposed to the more patriarchal 
approach that previously characterized PLAN’S program interventions. This focus on 
empowerment and sustainability contemplates that the program participants will carry out 
their own analysis and identification of sustainable process and development, with PLAN 
acting in a facilitating and enabling role.

This focus on the needs and wants of the program participants will necessitate an 
hierarchial categorization of such needs and wants in terms of basic needs (survival), 
perceived needs (quality of life) and wishes. The program participants, with the 
assistance of PLAN acting in a facilitating and enabling role, will accordingly be defining 
their requirements in relation to these categories and PLAN’S role will be concentrated on 
the translation of the needs and wants into program interventions--but always within the 
context of the Vision, Mission and Commitment to Quality Statement.

The question has been raised as to whether or not the affiliated families would be in 
agreement with the proposed Total Quality approach. Specifically, it has been asked 
whether or not the affiliated communities would be willing and able to determine their own 
needs appropriately and to carry out appropriate development activities with PLAN’S 
support. Focus group sessions in two Field Offices in South America, while not 
representing any sort of scientific sample, have strongly indicated that PLAN’S 
communities are enthusiastic supporters of the ideas of empowerment and the "customer" 
determination of needs and requirements in the context set forth above.

QUALITY INDICATORS

With respect to the identification of Quality Indicators, it is clear that more work is required 
to be done in this area. As indicated in the Follow-Up Report, although PLAN has made 
progress in identifying resuits-based indicators, little work has been done to date on 
identifying suitable process-based indicators. The focus on Total Quality referred to below 
will provide the basis for establishing and monitoring suitable Quality Indicators and 
providing a foundation for continually improving PLAN’S processes and results. 
Reference is made to Part III of the Follow-Up Report for further particulars.
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CONCLUSIONS OF THE QUALITY COUNCIL

Based upon the work that the Quality Council has done, the Quality Council has 
concluded that the most effective way to provide quality Programs is for the entire PLAN 
organization to focus, on a continuous basis, all of its operations in a Total Quality 
initiative. This conclusion is supported by the conclusions reached at the Program Quality 
and Quality Indicators Workshop, the results of the above-mentioned surveys and focus 
group discussions and by ODI.

THE BENEFITS OF TOTAL QUALITY

Total Quality has been recognized in both the private and public sectors as an effective 
vehicle for improving the satisfaction of the people who are involved, both internally and 
externally, with an organization, improving communications, shortening cycle time, 
reducing costs and fostering innovation.

Organizations that employ Total Quality as a means of operating have achieved the 
following organizational or cultural changes:

• Improved attitudes and morale

• Increased cooperation and communication between functions

. Higher levels of employee performance through training and 
team problem solving

. Heightened sense of individual and group responsibility for 
results

• Greater commitment to the goals of the organization 

. Enhanced innovation and an openness to new ideas.

As illustrated in the diagram appearing in the Introduction Section of the ODI Report, Total 
Quality is founded on the Values of an organization as reflected in its Vision and Mission 
and is supported by the Five Pillars of Quality-Customer Focus, Total Involvement, 
Measurement, Systematic Support and Continuous Improvement.

In its review of the organization, ODI has correlated its key findings to the Five Pillars of 
Quality. This correlation is set forth in the Findings Section of its Report, under the 
heading "Correlation of GDI’s Findings to the Five Pillars of Quality". GDI’s findings are 
similar to findings made by the Morale Task Force and others. However, GDI’s 
recommendations are focused on how to achieve fundamental improvements through the
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implementation of a PLAN-wide Total Quality initiative designed to motivate and unify 
PLAN.

ODl’s findings, its recommended strategies and the anticipated benefits that will flow from 
the implementation of these strategies are set out in the Recommendations Section of its 

Report.

QUALITY COUNCIL’S RECOMMENDATIONS

PLAN-WIDE TOTAL QUALITY INITIATIVE

The Quality Council recommends that a PLAN-wide Total Quality initiative, designed to 
improve the way we work together and the services we provide, be implemented. The 
implementation proposals are designed to enable management in each office to tailor the 
Total Quality initiative to the local situation using the common core concepts contained 
in the_Five Pillars of Quality, within the context of guidelines that will be established by the 
new Quality Council. This Quality Council will be made up of management from all parts 
of the organization.

It is recommended that implementation be phased so as to provide an opportunity for 
assessment and modification. Accordingly, it is proposed that Phase I include pilot 
implementations at International Headquarters as well as in five Field Offices in two 
Regions and at two National Organizations. Phase II will entail a staggered rollout 
throughout the remainder of the organization. Details of the implementation proposals 
are set out in the Recommendations Section of the ODI Report.

The Total Quality Implementation model, as illustrated in the diagram appearing in the 
Recommendations Section of the ODI Report, under the heading "Total Quality 
Implementation Model", is based upon the following steps:

. the development of PLAN’S Vision, Mission and Commitment 
to Quality Statement, with the corresponding establishment of 
PLAN’S Goals and Priorities

. the creation of the Total Quality infrastructure

• the provision of skills through Quality Management, Problem 
Solving and Quality Awareness Training

. the alignment of systems and processes

VISION, GOALS AND PRIORITIES

It is essential that PLAN’S Vision, Mission and Commitment to Quality Statement be a
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cohesive, inspiring and unifying driving force, which will form the foundation for all of 
PLAN’S activities. Initial work with respect to the development of PLAN’S Vision, Mission 
and Commitment to Quality Statement has been undertaken by the Strategic Plan Task 
Force and has been circulated throughout PLAN for review prior to adoption. The Quality 
Council recommends that there be no delay in adopting such a Vision, Mission and 
Commitment to Quality Statement.

Fstablishment of Organizational Priorities In view of the organizational stress that is being 
caused by there being too many major projects under way at once, the Quality Council 
recommends that two to four clear organizational priorities be established. The Quality 
Council further recommends that the remainder of the projects be put on hold until they 
can be systematically reviewed and paced within the context of Total Quality 
management.

Leadership It is essential that the management team be composed of people who create 
and maintain an empowering management environment in which the principles of Total 
Quality can flourish.

necentralization It is essential that the process of decentralization which was started with 
the establishment of the Regional Office in South America be completed without delay as 
the duplication of systems and procedures is placing undue strains and demands on the 
organization and its employees.

In this respect, it is recommended that the management structure with the corresponding 
staffing for the three remaining Regions be put in place forthwith and that these Regional 
Offices operate "offshore" pending completion of the necessary governmental agreements 
and concessions.

This step will facilitate the establishment of the Total Quality infrastructure that is 
necessary to support the Total Quality initiative throughout PLAN. In addition, it will 
expedite decentralization and permit staffing and the structuring of systems and 
procedures in a manner that facilitates improvement in Total Quality.

CREATION OF INFRASTRUCTURE

Formation of the New Quality Council It is recommended that a new Quality Council be 
established. This Quality Council will provide the central organizational focus and 
guidance to the quality effort. Its prime functions will include linking and integrating the 
component parts of PLAN, establishing overall goals and strategic direction, developing 
policies, procedures and guidelines, identifying and assigning responsibility for addressing 
key quality issues, resolving conflicts over priorities and ensuring that resources are 
provided.

The members of the Quality Council will be the lED, key members of senior management 
at International Headquarters, the six Regional Directors, the eight National Directors and
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the Quality Coordinator. The Chairman of the Quality Council will be the lED. Initially, it 
is anticipated that this group will meet four times a year. This composition will link the 
separate units in all levels of the organization in a forum focused on the key processes 
and strategic directions which are fundamental and essential to PLAN.

Quality Council Executive Committee Because of the size of the Quality Council, it will be 
necessary to form a Quality Council Executive Committee which will be empowered by 
the Quality Council to follow-up, monitor and track actions agreed upon by the Quality 
Council. This Committee will consist of the lED, the key members of senior management 
at International Headquarters, the Quality Coordinator, two Regional Directors elected by 
the six Regional Directors and two National Directors elected by the eight National 
Directors. The I ED will be the Chairman of this Committee and it is contemplated that the 
Committee will initially meet every six weeks.

Steering Committees It is recommended that a Steering Committee be established at 
each Regional Qffice, each Field Qffice, each National Qrganization and at International 
Headquarters. The Steering Committee established at each of these offices will be the 
coordinating body that sets the direction for the quality efforts in such offices.

The role of the Steering Committee in each office will be to act as the coordinating link 
with other parts of the organization, to establish priorities within the local office, to oversee 
the implementation of Total Quality within such office, to clear systemic barriers and to 
solicit "customer" input and feedback.

The membership of the Steering Committee in each office will consist of top management 
at such office and representatives from key groups, when appropriate. The leader of the 
Steering Committee will be the National Director in the case of a National Qrganization’s 
Steering Committee, the Regional Director in the case of a Regional Qffice Steering 
Committee, the Field Director in the case of a Field Qffice Steering Committee and the 
Quality Coordinator in the case of the Steering Committee established at International 
Headquarters.

Quality Action Teams Quality Action Teams will be formed by the Quality Council or by 
a Steering Committee to (i) identify and analyze issues impeding attainment of work unit 
objectives or quality of work, (ii) recommend solutions or improvements, and (iii) 
implement changes within the parameters of established guidelines.

Several different types of Quality Action Teams may be formed. These types include: (i) 
Cross-functional process improvement teams, (ii) Task Teams that will self-destruct after 
completion of the team’s assignment, (iii) Natural Work Teams (e.g. all mailroom 
employees) and (iv) Incremental improvement and breakthrough (innovation) teams.

The membership of these teams will consist of people at any level and from any function 
on an "as-needed" basis. The leader of a Quality Action Team will be selected by the 
Quality Council in the case of a Quality Action Team established by the Quality Council

-8-



and by the Steering Committee in the case of a Quality Action Team established by a 
Steering Committee.

Further particulars concerning this infrastructure are contained in GDI’s Report under the 
heading "Recommendations" and in the Appendix.

Quality Coordinator A "Quality Coordinator" will be required to be appointed. The 
function of the Quality Coordinator is to coordinate the implementation of Total Quality 
throughout PLAN, to act as an internal Total Quality consultant to all parts of the 
organization, to coordinate all other quality resources (facilitators, consultants, etc.) of the 
organization, to recommend to the Quality Council and other appropriate bodies initiatives 
to support, measure and recognize quality, to serve as a focal point for exchanging 
information to facilitate continuous improvement through organizational learning and to 
attend to other related matters. In carrying out these functions, the Quality Coordinator 
will work with and through line management to make Total Quality the "way in which 
PLAN works." The Quality Coordinator’s position will be a line position, reporting to the 
International Executive Director. It is anticipated that the Quality Coordinator will require 
technical and administrative support.

PROVISION OF SKILLS TRAINING

Training will be provided to all staff to provide them with the necessary skills and tools to 
work in a Total Quality environment. This training will start by training management in 
Quality Management Skills. The training will then extend to training management and 
other staff in Quality Awareness and Problem Solving Skills. This training will be provided 
on a "just-in-time" basis.

Quality Awareness skills include training in the ways to identify internal and external 
"customers", the ways to interact with these "customers" to agree on valid requirements, 
the ways to gather and use feedback to achieve alignment with "customer" requirements, 
the ways to create customized "customer-based" quality measurement criteria, the ways 
to develop quality-based performance standards and the ways to develop quality 
improvement action plans. Training will also be provided in how to identify and map key 
processes and to establish and monitor tracking and measurement systems. These skills 
will be crucial in establishing Quality Indicators and in monitoring and improving Program 
operations in particular.

Details of the Quality Management, Problem Solving and Quality Awareness Skills Training 
and of the anticipated outcome of such training are set forth in the Appendix to the ODI 
Report. A schedule showing the time requirements for the initial training is set out in the 
Recommendations Section of ODI Report, under the heading "Step 3."

Your attention is drawn to the fact that the proposal is that ODI staff will conduct the initial 
training that is required. As its.training system is based on training PLAN staff who will 
then be responsible for training other PLAN staff, GDI’s involvement after the initial training
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phase of approximately twelve months, will be confined to providing consulting support 
on an "as-needed" basis.

ALIGNMENT OF SYSTEMS AND PROCEDURES

It will be necessary to provide consistency between organizational systems and 
procedures and Total Quality management. Therefore, systems such as program 
planning and evaluation, budgeting and human resources development and procedures 
such as purchasing and personnel evaluation will be required to be aligned with Total 
Quality management. For example, a key process such as strategic planning within the 
context of Total Quality will enable PLAN to focus on long term needs of PLAN’S vital 
"customers" as well as achieve the systematic alignment of organizational priorities with 
these needs in order to guarantee the health and prosperity of the organization.

IMPLEMENTATION TIMETABLE

Implementation of the Total Quality proposals will commence upon Board approval being 
obtained. Reference is made to the implementation timetable that is described in the 
Recommendations Section of the QDI Report. This timetable has been prepared on the 
assumption that Board approval is obtained in November 1991.

ESTIMATED COSTS

The estimated costs of implementing the Total Quality initiative during Phase I are 
$1,062,000 and during Phase II are $1,371,000. The estimated costs of the Total Quality 
initiative once PLAN is in a position to sustain the Total Quality effort itself-is $221,000 per 
annum. A breakdown of these costs is set forth below. Before implementing Phase II, 
there will be a management review of the Phase I results to determine whether any 
modifications are necessary.

Implementation costs have been categorized in the table on the following page.
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$
(OOO’S)

Consulting
ODI

Training
ODI

Materials
PLAN
Travel Total

Phase 1
(Pilots)

$315 $255 $ 27 $465 $1,062

Phase II
(Staggered

Rollout)
$426 $ 55 $410^^) $480 $1,371

Total $741 $310 $437 $945

NQTES;

(1) Included in these consulting costs is a contingency of $100,000 for 
additional consulting services during Phase 1 and $100,000 for additional 
consulting services during Phase II if PLAN and ODI mutually agree that 
such services are required.

(2) In addition to the amount shown above for ODI Materials during Phase II, it 
is anticipated that PLAN’S in-house costs for material reproduction will be 
approximately $50,000. The figure of $410,000 for materials during Phase II 
includes $360,000 which is an estimate of the cost of customizing ODI 
materials for PLAN. The decision as to the required degree of customization 
will be made by PLAN.

Salary costs involved in Total Quality implementation are estimated to be $120,000 during 
Phase I and $575,000 during Phase II. These salary costs have not been reflected in the 
above table because they are not incremental costs; the staff implementing Total Quality 
will be existing staff, suitably retrained. These salary costs would not be eliminated if Total 
Quality were not implemented. PLAN salary costs involved once PLAN is able to sustain 
the Total Quality initiative itself are estimated to be $450,000 per year.
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After the Implementation Phases are complete, it is anticipated that the costs attributable 
to continuing to operate using the Total Quality methodology will involve annual costs of 
approximately $221,000 for travel and $450,000 for salaries. These salary costs are not 
incremental because existing staff, suitably retrained, will manage the Total Quality 
method of operating.

ANTICIPATED BENEFITS

ODI has advised that clients who have successfully implemented Total Quality initiatives 
usually experience a return on investment of between $3 and $6 for every $1 invested in 
Total Quality within a period of between 3 and 5 years.

ODI has also advised that its experience in working with multinational organizations 
operating in Africa (Angola) and Asia (Thailand and Indonesia) has indicated that its 
training methodology can be suitably adapted to local conditions to enable on-the-job 
application. ODI has observed that early results that flow from the Quality Awareness 
Training show a significant increase in communications across department lines and 
within sections.

PLAN’S experience to date with Total Quality provides a basis for some rough estimates 
of the cost benefits which might reasonably be expected to be derived from the 
introduction of a Total Quality management environment.

At the National Organization level, the Netherlands National Organization has utilized Total 
Quality management principles in its operating environment for several years now. In 
qualitative terms, greatly increased staff involvement, identification with PLAN’S purposes 
and high morale can be seen to be results of Total Quality. In quantitative terms, impact 
on many processes and results can be seen. For example, the Netherlands National 
Organization attributes an estimated 1% increase in its Foster Parents retention rate to be 
a direct result of Total Quality. Also, process improvements have resulted in many gains 
including a reduction of one man-week per month spent on certain tasks in the 
accounting department as a result of improved efficiency. As well, increased efficiency 
in the Donor-Services Department has been observed.

To quantify only one of these gains in terms of potential applicability to the whole PLAN 
organization, a 1% increase in the Foster Parent retention rate would result in additional 
resources available for program interventions of $1,500,000 per year, based on the 
number of Foster Children currently enrolled.

At the Field Office level. Total Quality has been implemented only recently, and only in 
three offices in one Region. Nevertheless, clear benefits are already being seen.

In the Altiplano Field Office, initial results indicate a greatly increased level of staff 
identification with PLAN’S basic principles, along with smoother work-flows and better
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communication. Of the processes analyzed to date, the time it takes between when a 
community decides to initiate a project until a check to fund the project is issued has 
been reduced from about 42 days to around 18 days. A preliminary cost analysis of this 
process indicates that each funding cycle requires about $130 in staff time (salary) per 
project. If this cost were reduced in proportion to the reduction in time (57%), and if it is 
assumed that 300 projects are funded per year, then the cost savings would be on the 
order of .«t;pn-OQQ per year per Field Office. Based on a projection of 100 Field Offices, this 
single improvement would result in savings of approximately $2,000,000 per year.

These are the kinds of direct cost savings which are being experienced today in PLAN 
and which it is reasonable to assume would be replicable in an organization-wide Total 
Quality management environment.

Another way of looking at PLAN’S anticipated return on its investment in Quality is to look 
at it in the terms of productivity gains experienced by other organizations that have 
successfully implemented a Total Quality management environment. Based on the 
productivity gains experienced by such organizations, a productivity gain of 4% per year 
is a conservative estimate of what PLAN might anticipate making. In PLAN, a productivity 
gain of 4% a year would increase the proportion of funds available to be applied to 
"program" activities instead of operating overhead. This increase in productivity would be 
of direct benefit to the affiliated communities. The increase in funds available for program 
interventions which results from productivity gains alone would be many times greater 
than the investment projected to be made in implementing Total Quality throughout PLAN.

These are very preliminary and rough estimates of cost benefits, but they do indicate that 
GDI’s professional opinion that a 3-to-1 to 6-to-1 payback of the Total Quality investment 
in terms of increased efficiency and more-satisfied customers is achievable.

IMPACT ON OPERATIONS

Once a Total Quality environment is established. Total Quality will become the day-to-day 
way of managing the organization and carrying on all activities. Initially during the training 
period, the Total Quality rollout will require significant attention and time of all staff.

This requirement further reinforces the need to sharply prioritize and pace the current 
plethora of organizational initiatives.

The experience of other organizations has shown that the efforts involved in successfully 
establishing a Total Quality environment and operating style will result in improved 
attitudes and morale, increased cooperation and communication between functions, 
higher levels of employee performance through training and tearri problem solving, a 
heightened sense of individual and group responsibility for results, a greater commitment 
to the goals of the organization and enhanced innovation and openness to new ideas.
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In addition, these efforts will result in:'

. Higher impact of community-level program interventions 

. Improved and efficient work processes

. Improved expense ratios

. More effective use of available resources resulting in lower 
overhead and increased resources available for programs

PLAN’S EXPERIENCE TO DATE WITH TOTAL QUAUTY

Total Quality initiatives have been started at the Dutch National Organization, at the South 
American Regional Office and in the Field Offices located in Altiplano, Bolivia and Loja, 
Ecuador. Management and staff are excited about the results to date which are 
proposed to be outlined in future Quality Council Updates.

ENTHUSIASM GENERATED BY THE PROSPECT OF TOTAL QUALITY

Throughout PLAN the prospect of introducing a Total Quality management initiative has 
been greeted with enthusiasm and anticipation. It is seen as a revitalizing force and a 
means of regenerating all that is good in PLAN. It will also provide PLAN with the added 
skills and resources that it needs to be the pre-eminent Non-Governmental Organization 
dedicated to achieving lasting improvements in the quality of life of deprived children 
through a process that unites people across cultures and adds meaning and value to 
their lives by:

enabling deprived children, their families and their 
communities to meet their basic needs and to increase their 
ability to participate in and benefit from their societies;

fostering relationships to increase understanding and unity 
among peoples of different cultures and countries;

promoting the rights and interests of the world’s children.



RECOMMENDATIONS

The Quality Council recommends that the Board of Directors:

(1) approve the implementation of the Total Quality initiative 
outlined in this Report and amplified in the ODI Report which 
is annexed as Schedule A to this Report.

(2) authorizes the allocation of the funds required to proceed with 
the implementation of the above-mentioned Total Quality 
initiative in the amounts outlined under the heading “Estimated 
Costs."

Respectfully submitted by the Quality Council this 27th day of September, 1991.

Timothy R. Allen 
Marjorie Smit 
Mark McPeak 
Glorianne Stromberg
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