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Dear Dedicated Professional:

=

The Arizona Quality Alliance is pleased to present the Arizona Criteria for Performance Excellence fg
theyear201Q We believethat you are utilizing one of tHeest methodologies available to develop a
higher level of organizational performance.

The State Quality Award continues to use the current year Baldrige National Quality Program criteria
(elements contained within) but has major differences from thenahprogram in how the process is
implemented. There is an option to submit an application for Feedback Only. This allows former
Governor6s Award recipients (or other organi Zati ons
feedback, even thgh they are not eligible to receive one of the awards. Examiners will be selected
from those eligible as needed, and will take additional training and preparation as a team.

Dedicated professionals and volunteers suppoilz®naPerformance Excellee ProgramThe State
of Arizona receives an enormous benefit from the efforts of these individuals and their willingness to
offer their time and talents. We extend our thanks to every participant in the process.

Reci pients of t he PBreerAward showdgakedpvide m theiraecomplistenent.
They are succeeding in their efforts to navigate a pathway toward performance excellence and customer
satisfaction. In the highly competitive and rapidly changing business climate we face, orgrasipatk
for ways to improve the value they provide. Customers demand excellence from the organizations the¢y
choose. We believe the Arizona Criteria for Performance Excellence provides a strong tool for
organization improvement, and look forward to workivith applicants and volunteers in the awards
process. If we may be of service to you in any way, please do not hesitate to call upon us.

Members of the Technical Integrity Council,
ArizonaPerformance Excellend&rogram

There is no minimum or maximurumber of awards given each year. Recipients of the awards represent a
high level of achievement in approach and deployment of quality systems and processes with results to
validate those approaches. Recipients are expected to share their learningewitingathizations.

Interested organizations should contact recipient organizations directly for information on learning from
their experiences.

Intent to Apply Form Due May 3, 2010. Applications Due July 16, 2010

8655 E. Via de Venturésuite E185, Scottsdale, AZ 852$8Tel (480) 8745815 ¢ Fax(480) 8748680 ¢ www.arizonaexcellence.com
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The Arizona State Quality Award
(Information througtpage9 is specific to the ArizonRerformance Excellence®gram; the remainder of
the Criteria is closely aligned with the Malcolm Baldrige Criteria. The Arizona Quality Alliance is
authorized to usthese Criteriawith nominal modifications.)

How to Apply (brief summary):

Contact AQAIf you have questiondetermining if your organization @igible to submit an
application.

e File 6l ntent to Applyd form (by stated deadline)
are norrefundable).

e Submit appropriate number of copies of an application that meets the enclosed guidelines with
remaining 50% of the appropriate application fee.

e Host a site visit per the State Quality Awards ¢
(this item is optional if the organization is submitting for feedback only).

An organization that submitsFeedback Only application may choose not to receive a site visit. There is
no reduction in the Application Fees, but no site visit or site visit expenses will be included in the
assessment. The feedback report will then be based on the consensulsteearaminer team. Note:

The Site Visit is a vital part of the assessment process. Although a Feedback Only organization may
choose not to host the Site Visit, the value of the feedback report will be reduced by this choice. If an
organization declaregatits application is for Feedbadaknly, this declaration cannot be changed after the
application is submitted to the Arizona Quality Alliance.

Applicant Categories
1. Large: any organization with 500 or more ftilne equivalent employees*
2. Medium: any organization with 100 to 499 falme equivalent employees*
3. Small: any organization with up to 99 fdilne equivalent employees*

e Parttime employees are counted as totalgiare hours per week divided by 40. For example
10 people at 20 hosiis equal to 5 full time equivalent employees (10 * 20 / 40 = 5).

Application Fees and Organization Eligibility
Seethe Arizona Quality Alliancé | nt ent t o Apply and EIl ifgundon!l i ty Ag
the AQA website atvww.arizonaexcellence.cominder AQA Performance Excellence Program

Application Package
For an application package to be accepted, it must contain:
e Appropriate number of copies of the application document conforming taiitheliges provided
o0 Large applicant = 20 copies
0 Medium applicant = 19 copies
0 Small applicant = 18 copies
e One(l)coppf the completed Al ntent to Apply and EI i
e Full payment of the application fé80% is paid with Intent to Apply and Eligitiif submission)

Format for the Application Report
e Usethe same Category and ltem numerical designations as in the Criteria.
e Provide aable of contents with the page nioen of each Category and Item.
e Print application report on standard 8 1/2 by irich paper using a font of 10 point or larger with a
1-inch margin(left, right, top & bottom). Timedlew Roman or Ariafont is required. Do not use
narrow, compressed, or condensed fonts
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Number of lines per page should not exceed 60, including thersefatsers, blank lines separating
paragraphs, page numbers and headings.

Font size used in pictures, captions, graphs, figures, data tables, and appendices must also meet the
requirements for size and spacing. All text and numbers in graphs/tablesyugtte a minimum of
10 point font in the final, published image or graph to assure ease of reading of hard copy.
Pages should be printed on both sides.

Applicationreportmust be bound, but ring binders or other bulky fasteners are not acceptable.
Application reporimust have &eavy,blank sheet of paper on both the front and back sides of the
application (for confidentiality purposes).

Page Limits and Exclusions

The Organizational ProfiléP.1 and P.2jor the applicatiomeport is limited to the edvalent of five
singlesided pages.

Responseaddressing all criteriddms ardimited to the equivalent of 50 singlesided pagesor
25 double sided pagesvhich must include all pictures, graphs, figures, tables, and appendices
These pages must bensecutively numbered from start to finidthis page limit does NOT include
Organizational Profile, glossatrtitle pages, organization chart, dividers, covers, tab separators or table
of contents

Examiners must base their evaluations sadelynformaton contained within the applicatioeport.

Do not add links to informatioon intenet orwelbsites. Examiners afastructed to rely solely on the
content in thepplication and are not allowed to follow asych links.

Do not submit copies of videaudotape or other information aids.

An application that does not comply with all of the requirements, including tk permitted page
limit, font size, and marginswill not be accepted by AQA

Complete ApplicatiorComponents:

Blank front and back covers (toimmize organizational name exposure)
Title Page

Table of Contents

Organization Chart

Glossary of Terms and Abbreviations

Organizational Profile (maximum of 5 pages)

Responses to Categories/ltems (maximum of 50 pages)

Balance of pplication fee

Submissiors that do not meet the requirements given may not be accepted and any application fees paid
will not be refunded.

Application Review

The review process for the Showcase in Excellence Award; Program is modeled after the approach used
for the Baldrige Natinal Quality Prograrih Process (Approach, Deployment, Learning, and Integration),
and Results (Levels, Trends, Comparisons, and Integration). Applications are reviewed and evaluated by
members of the Board of Examiners, in accordance with strict ruleslmegaonflict of interest. The

AQA will deploy a team of examiners to your application who are trained in effectively utilizing the
Baldrige review process and scoring matrix to provide you an appropriate feedback report and score for
your application.
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Applications are reviewed and evaluated by members of the Board of Examiners, in accordance with strict
rules regarding conflict of interest, in a fiseage process:

Stage I Independent review and evaluation by the individual members of the exdeane

Stage 4 Consensus review and evaluation by the examiner team

Stage 3 Site visits for the applicant by the examiner team

Stage 4 Review of application and examiner team input (findings and recommendations for awards)

by the Panel of Judges

Stage 5 Final due diligence conducted for recommended recipient organizations
Award applicants are evaluated on their performance to the Criteria. There is not competition amongst the
field of applicants; there is no minimum/maximum numtfeawards gien in each category each year.

Site Visits(All applicants that wish to be considered for an award will receive a site visit)
The primary objectives of a Site Visit are to verify the information provided in the Application Report and
to clarify issues anduestions raised during review of the Report. A general Site Visit schedule is
developed by the Examiner team, and is provided to the organization in advance of the Site Visit dates.
This initial schedule is tentative and may be revised by the tedme &ité Visit proceeds. Every effort
will be made by the AQA and the examiner team to minimize the disruption caused by the Site Visit. The
schedule includes an estimate of the total time for the visit and the names and employers of Examiners
scheduled tparticipate. Site Visits consist of interviews by Examiner teams, team reviews of pertinent
records and data, including data and information thabéas generatesince the formal submission of the
application, and other appropriate methods for verifyire application content. Applicants may make an
introductory presentation, usually not exceedinglom&i n | engt h. Depending wupon
the examiner team may request a tour of the facility. The examiner teams develop reporiBdoetioé
Judges. In most instances, a monitor will be assigned to the Site Visit. The monitor will ensure that the
team and applicant are kept informed of the status of the visit and act as a way for the team to be contacted
in the event of unforeseen aimmstances. The monitor does not act as a member of the team in
recommending whether an applicant should receivensrd The duration of Site Visits are estimated as
follows:

e Smalli Generally 1 or 2 days at the applicant facility, one additional @ieykon location

e Mediumi Generally 1 to 3 days at the applicant facility, one additional \dagkon location

e Largei Generally 2 to 4 days at the applicant facility, one additional \dagkon location

These estimates may change based upon the needdesdrihand the amount of verification required by
the application submitted.

Site Visit Expenses and Protocol

After the Site Visit is completed amckpenses have been tabulatgplicants will be invoiced by AQA for

the total amount of the examiner teaxpense. This may include lodging, food, meeting room costs for the
examiner team at their place of Il odging, and trave
Examiner teams endeavor to keep the costs of the Site Visits as low as pospinsekof the Site Visit

monitor, if any, will be included with the costs of the other team members.

The examiner team will request that the applicant provide a common meeting area on site for the team for

the duration of the Site Visit. This areashoolé s ecur e during t rsieeagivitiesi ods of
and should be kept secured when the team is nsit®@nAll documentation requested by the team for
examination will be r eviteeseamhterialswilindt be takeffsita bystheme et i n g
examiners. If the applicant has restrictions or requirements on the possession or use of personal computer
devices, citizenship, security clearances, etc., they should notify AQA of these constraints prior to

submittal of their application.
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To avoid any appearances of impropriety or perceptions of undue influence on the examiners by the

applicant, examiners are not allowed to receive gifts, tokens of appreciation, or other items as part of the

Site Visit. The team will arrange for theic@dmmodations and travel, and may not accept lodging or other
services from the applicant. Even if it is availab
market rates, the team will not accept accommodations from the applicant. Teamraerap ask the

applicant for contact information on convenient accommodations as they prepare for YhsitSite

Feedback to Applicants

The feedback report, a tool for continuous improvement, is a written assessment by an evaluation team

from the Boad of Examiners. Each applicant organization will receive a full feedback report at the

conclusion of the review process. The feedback report contains an apgfieaific listing of strengths

and opportunities for improvement based on the Showcase ifidexmeAward application and criteria.

When used by organizations as part of their strategic planning processes, the feedback report can help them
focus on their customers and improve productivity. The feedback system is one of the most important
componerg of the Award process; it provides a pathway for continuous improvement. Strict

confidentiality is observed at all times and in every aspect of application review and feedback.

Judgeso Final Revi ew

A final review of all evaluation reports for visitedmijgants is conducted by the Panel of Judges to
recommend award recipients. The Panel of Judges develops a recommendation for each applicant and will
forward it to AQA. This recommendation includes the determination of the level of award (Pioneer or

Gove nor 6s Award) for each recommended recipient.

Final Award Determination

Due diligence is performed for all recommended recipients to determine if there are any other outstanding
issues that may affect their selection as an Arizona State Quality AwargldéReciThe purpose of this

final review is to ensure that the awareness and p
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Notes for Public Sector and Ndbr Profit Organizations

The Arizona State Quality Awards are patterned after the BaldrigerdaQuality Program (BNQA).
This allows Arizona organizations to follow the same criteria, standards, and procedures while making
meaningful comparisons with any of the many organizations that apply for the Baldrige Award, state
programs based on BNQAr use BNQA criteria in selissessments. Unfortunately, a common language
across sectors does not exist. Some interpretation and translation of terms is necessary for some of the
organizations covered by the Arizona State Quality Awards. These guidetioeld assist in that process.
Special Note: It is very important that applicants in the public sector ofargirofit arena describe their
unigue circumstances in their Organizational Profile. The details provided are critical for examiners to
undersand the organizational content and Il earn of the el e
significant to improving its performance, including relationships and limitations.

Customers, Stakeholders, Markets, and Sales

Application of quality princ pl es t o organi zations relies on a oO0cus
Public sector organizations are rapidly adapting quality principles and are beginning to adopt the term
6customer 6 to mean any st akeh eitedlethe pubtidséceom t |, consti

however, some differences exist in customers and markets compared to the typical private sector

organization. For example, the customers of a police department would include all citizens within the
jurisdiction as wellasthes vi si ting or passing through the area.
by the police department to mean such things as ¢c¢r
organization means constituents served or services rendered.

Financial Analysis

Financial analysis and measures of success for private sector organizations often rely on revenue and
profits. In the public sector, organizations should use costs, budget performance, fees charged, and any
other appropriate financial informationitalicate effectiveness of service delivery.

Competition and Benchmarking

Private sector organizations operate in a competitive environment, and quality is one of the major factors
that will determine their competitiveness. With the movement toward daivgpgovernment,

organizations should indicate how quality relates to their continued survival and success. They may
benchmark against comparable organizations in the public or private sectors. For example, an agency
within city government could compaits results with like agencies in cities of the same size and
demographic characteristics.

Laws, Regulations, and Restrictions
Public sector organizations may be mandated by law to provide services and serve customers while their
private sector counteapts may have more freedom to choose products, services, markets, and customers.

Support Services

OSupport Servicesb6 refers to those functions that
accounting, or other services to the primary coregsses and outcomes of the organization. In a private

sector organization, these support functions are areas such as accounting, human resources, purchasing,
customer support, supplier services and information systems. In the public sector at lea$tisesee o

services may be centralized in a separate agency that provides support to other agencies.
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Notes for Health Care Organizations
The Arizona State Quality Awards are patterned after the Baldrige National Quality Program (BNQA).
This allows Arizona manizations to follow the same criteria, standards, and procedures while making
meaningful comparisons with any of the many organizations that apply for the Baldrige Award, state
programs based on BNQA, or use BNQA criteria in-asfessments. Unforturly, a common language
across sectors does not exist. Some interpretation and translation of terms is necessary by some of the
organizations covered by the Arizona State Quality Awards. These guidelines should assist in that process.
Special Note: It iwery important that applicants in the healthcare arena describe their unigue circumstances
in their Organizational Profile. The details provided in these areas are critical for examiners to understand
the organizational content and learn of the elementsbfe or gani zati onds environment t
improving its performance, including relationships and limitations.

Customers, Stakeholders, Markets, and Sales

Application of quality principles M#Hnthes on a 6cus
Heal thcare field, the term ficustomero refers to ac
programs. Patients are the primary customers of health care organizations, but also include: current or
future pat i epatiergs, customengotlikeiot sonilab agganizations, services or programs.
Stakehol ders refer to groups that are or might be
success. These might include patient families, the community, insuteothirdparty payors,

employers, Departments of Health, health care providers, or regulatory bodies. Markets refer to the

defined market(s) or area(s) served by your organization. Sales will include health care services, but it

may also refer to seices provided to the community, especially in not for profit health care organizations.

Workforce

AWor kf orced refers to all people activel Yhesenvol ved
may include paid employees, contract staff, indejeat practitioners, volunteers, and health care students.

AWor kforcedo applies to all workers, including team

Financial Analysis

Financial analysis and measures of success for private sector organizZiiomelg on revenue and

profits. For those in health care this typically will refer to measures of cost, revenue, market position, asset
utilization, asset growth and market share. Examples may include returns on investment, value added per
staff memberperformance to budget, operating margin, or other profitability and liquidity measures.

Competition, Comparative Data and Benchmarking

Private sector organizations operate in a competitive environment: quality is one major factor that will help
determingheir competitiveness. Likewise, health care organizations should indicate how quality relates to

their continued survival and success. Benchmarks are one source of comparative data. Health care
organizations, based on selection criteria, may also @enisicluding information obtained from other

organizations through sharing, information obtained via contribution to external databases, open literature
research, data gathering and evaluation by independent organizations (e.g., CMS, accreditingyyn indus
data (frequently averages), data on competitoroés p
within and outside the health care industry and your markets..

Laws, Regulations, Accreditations, and Restrictions

Health care organizations may bendated by law to provide services and serve customers while their

private sector counterparts may have more freedom to choose products, services, markets, and customers.
For healthcare these include HIPAA and JCAHO requirements.

Support Services

0Spprt Servicesd refers to those functions that pr
accounting, or other services to the primary core processes and outcomes of the organization. In a private
sector organization, these support functions Boea health care organization it may include areas such as
accounting, human resources, purchasing, patient support, supplier services and information systems
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Notes for Educational Organizations
The Arizona State Quality Awards are patterned afteBtidrige National Quality Program (BNQA).
This allows Arizona organizations can follow the same criteria, standards, and procedures while making
meaningful comparisons with any of the many organizations that apply for the Baldrige Award, state
programs bsed on BNQA, or use BNQA criteria in selfsessments. Unfortunately, a common language
across sectors does not exist. Some interpretation and translation of terms is necessary by some of the
organizations covered by the Arizona State Quality Awardssé& gaidelines should assist in that process.
Special Note: It is very important that applicants in the educational arena describe their unique
circumstances in their Organizational Profile. The details provided are critical for examiners to understand
theor gani zati onal content and |l earn of the el ements of
improving its performance, including relationships and limitations.

Customers, Stakeholders, Markets, and Sales

Application of quality principlestor gani zati ons relies on a O6customer
education, this refers to students and other stakeholders who are either actual or potential users of your
educational programs, offerings or services. Key customers for educatigindasts and others who

directly use your programs, offering and services. Stakeholders include others or groups that are or might

be affected by your success or actions. Examples of these may include parents, parent organizations, the
workforce, goverimg boards, alumni, other schools, regulatory bodies, taxpayers, policy makers, and
communities. Market refers to the defined market or area serviced by your organization. Sales for an
educational organization may also represent customers served ceseevidered.

Workforce

The term Aworkforcedo refers to all people actively
organization. These include paid employees, contract workersnsioactional employees, and

volunteer s. i Wo rokkérs inctuding adanimistratorseasd stipervisors at allvevels.

Financial Analysis

Financial analysis and measures of success for private sector organizations often rely on revenue and
profits. In the public sector, organizations should use costs, bpeldetmance, fees charged, and any

other appropriate financial information to indicate effectiveness of service delivery. Specifically for

education this would also include measures of cost containment, budget utilization and market share.

Areas such amistructional or administration expenditures per student as a percentage of budget, grants and
award dollars, program expenditures as a percentage of budget, resources applied to applied to education or
redirected to education, grant growth, scholarshipvr, and reserves.

Competition and Benchmarking

Private sector organizations operate in a competitive environment: quality is one major factor that will
determine their competitiveness. As competition intensifies for educational organizations atsll lev
organizations should indicate how quality relates to their continued survival and success. Benchmarks are
one form of comparative data. Others may include data collected by a competgartyirfdrequently in
averages), performance data from otb@ucational organizations and competitors, similar organizations in
the same geography or those offering similar programs, offerings or services in other geographic areas.

Laws, Regulations, Accreditations, and Restrictions
Public sector organizationsay be mandated by law to provide services and serve customers. For
educational organization these may include No Child Left Behind or accreditation organizations.

Support Services

OSupport Serviceso6 refers t o fdarrhd isfermdtianraining,ons t hat
accounting, or other services to the primary core processes and outcomes of the organization. In a private
sector organization, these support functions are areas such as accounting, human resources, purchasing,
customer supgt, supplier services and information systems. To an educational organization it may

include these or be more studémtused. Areas such as counseling or job placement may be examples.
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Baldrige Criteria for Performance Excellence Framework

A Systems Perspective
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Criteria for Performance Excellence Framework

The requirements of the Criteria for Performance Excellence are embodied in seven Categories, as follows:
Leadership

Strategic Planning

Customer Focus

Measurement, Analysis, and Knowledge Management

Workforce Focus

Process Management

N O OB WN

Results

The figure orpagelO provides the framework connecting and integrating the Categories.
From top to bottom, the framework has the following basic elements.
Organizational Profile

Your Organizational Profile (top of figure) sets the context for the way gaamization operates. Your
environment, key working relationships, and strategic challenges and advantages serve as an overarching guide for
your organizational performance management system.

System Operations

The system operations are composed of th8aldrige Categories in the center of the figure that define your
operations and the results you achieve.

Leadership (Category 1), Strategic Planning (Category 2), and Customer Focus (Category 3) represent the leadership
triad. These Categories are plddegether to emphasize the importance of a leadership focus on strategy and
customers. Senior leaders set your organizational direction and seek future opportunities for your organization.

Workforce Focus (Category 5), Process Management (CategorydGRemults (Category 7) represent the results
triad. Your organizationbés workforce and key processes
overall performance results.

All actions point toward Resufisa composite of product, customer, ketrand financial, and internal operational
performance results, including workforce, leadership, governance, and societal responsibility results.

The horizontal arrow in the center of the framework links the leadership triad to the results triadyeadiitical to
organizational success. Furthermore, the arrow indicates the central relationship between Leadership (Category 1) and
Results (Category 7). The tweaded arrows indicate the importance of feedback in an effective performance
management syes.

System Foundation

Measurement, Analysis, and Knowledge Management (Category 4) are critical to the effective management of your
organization and to a fatiased, knowledgdriven system for improving performance and competitiveness.
Measurement, analiss and knowledge management serve as a foundation for the performance management system.

Criteria Structure

The seven Criteria Categories shown in the figure are subdivided into ltems and Areas to Address.

ltems

There are 18 Items, each focusing on a magquirement. ltem titleand point values are given on pdde The Item
format is shown on pagtl.

Areas to Address

Items consist of one or more Areas to Address (Areas). Organizations should address their responses to the specific
requirements of thesAreas.
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Criteria for Performance Excellenced Item Listing
=]

Preface: Organizational Profile

P.1 Organizational Description

P.2 Organizational Situation

2009-2010 Categories and Items Point Values

1 Leadership 120
1.1 Senior Leadership 70
1.2 Governance and Societal Responsibilities 50

2 Strategic Planning 85
2.1 Strategy Development 40
2.2 Strategy Deployment 45

3 Customer Focus 85
3.1 Customer Engagement 40
3.2 Voice of the Customer 45

4 Measurement, Analysis, and Knowledge Management 90
4.1 Measurement, Analysis, and Improvement of Organizational Performance 45
4.2 Management of Information, Knowledge, and Information Technology 45

5 Workforce Focus 85
51 Workforce Engagement 45
5.2 Workforce Environment 40

6 Process Management 85
6.1 Work Systems 35
6.2 Work Processes 50

7 Results 450
7.1 Product Outcomes 100
7.2 CustometFocused Outcomes 70
7.3 Financial and Market Outcomes 70
7.4 WorkforceFocused Outcomes 70
7.5 Process Effectiveness Outcomes 70
7.6 Leadership Outcomes 70

TOTAL POINTS 1,000

81-85

Note: The Scoring System used with the Criteria Items in an Arizona
Performance Excellence Program assessment can be found on pages
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Criteria for Performance Excellence

The Importance of Beginning with Your Organizational Profile
Your Organizational Profile is critically important because
A it is the most appropriate starting point for sesbessment and for writing an application;

A it helps you identify potential gaps in key infaation and focus on key performance requirements and
results;

A it is used by the Examiners and Judges in application review, including the site visit, to understand your
organization and what you consider important (you will be assessed using the Griteiaments in
relation to your organizationds environment, r
Organizational Profile); and

A it also may be used by itself for an initial saffsessment. If you identify topics for which dimting, little,
or no information is available, it is possible that the Organizational Profile can serve as your complete
assessment, and you can use these topics for action planning.

P Preface: Organizational Profile P

The Organizational Profileis a snapshot of your organization, #ee influences omow you operate, and they
challenges you face.

P.1 Organizational Description: What are your key organizational characteristics?

Describe your organizati on6s oper ati ng e«kewrélationshipsemth cuseomeds y o u r
suppliers, PARTNERS and STAKEHOLDERS

Within your response, include answers to the following questions:

a. Organizational Environment
(1)) What are your or ganimga(see Woted beloma What aperthe delivery o f f e
mechanisms used to provide your products to yoeroMERS

(2) What are theey characteristics of your organizational culture? What are your statedsg
VISION, VALUES, andmissioN? What are your organia t icoraddMPETENCIESAN their relationship
to yourmission?

(3) What is yourworkrorceprofile? What are youworkFoRCEOr employee groups arteMENTS?
What are their education levels? What arexthefactors that motivate them to engage in
accomflishing yourmission? Wh at ar e y owbrkrorcragdgoboiversart, orgamzéds
bargaining unitsgey benefits, and special health and safety requirements?

(4) What are your major facilities, technologies, and equipment?

(5) What is the regulatgrenvironment under which your organization operates? What are the
applicable occupational health and safety regulations; accreditation, certification, or registration
requirements; relevant industry standards; and environmental, financial, and prodlattaes(?

b. Organizational Relationships
(1) What are your organizational structure adernancESYStem? What are the reporting
relationships among youovernanceEbOard,senior LEADERS and parent organization, as
appropriate?
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(2) What are youkey maketsSEGMENTS CUSTOMERQIOUPS ANASTAKEHOLDER groups, as appropriate?
What are theikey requirements and expectations for your produttstomERSUppOTrt services,
and operations? What are the differences in these requirements and expectations an&ng mark
SEGMENTS CUSTOMERQIOUpPS ANASTAKEHOLDER groups?

(3) What are youkey types of suppliersarTneErs andcoLLaBoraTors? What role do these suppliers,
PARTNERS andcoLLABORATORS play in yourwork systemsand the production and delivery of your
Key products ancdtusTomeRSUpport services? What are yeaary mechanisms for communicating
and managing relationships with suppliers;Tners andcoLLaBoraTors? What role, if any, do
these organizations play in your organizatiorabvaTion PrRocesse® What areyour key supply
chain requirements?

Notes:

N1.AProduct offeringso and Aproductso (P.1a[l1l]) refer t
the marketplace. Mechanisms for product delivery to yoususedcustomers might be direct or tigh dealers,

distributors, collaborators, or channel partndfenprofit organizations might refer to their product

offerings as programs, projects, or services.

N2. ACore competencieso (P.la[2]) referosurt oorygoaunri zaoartg aom
core competencies are those strategically important capabilities that are central to fulfilling your mission or

provide an advantage in your marketplace or service environment. Core competencies frequently are challenging

for competitorsor suppliers and partners to imitate and provide a sustainable competitive advantage.

N3. Workforce or employee groups and segments (including organized bargaining units) (P.1a[3]) might be
based on the type of employment or contract reporting relatiprisication, tour of duty, work environment,
family-friendly policies, or other factors.

N4. Customer groups (P.1b[2]) might be based on common expectations, behaviors, preferences, or profiles.
Within a group there may be customer segments based oreddféer and commonalities within the group. Your
markets might be subdivided into market segments based on product lines or features, distribution channels,
business volume, geography, or other factors that your organization uses to define related nmadtetisties.

N5. Customer group and market segment requirements (P.1b[2]) might incliofeeodelivery, low defect
levels, safety, security, ongoing price reductions, electronic communication, rapid responsa)estservice,
and multilingual servies. Stakeholder group requirements might include socially responsible behavior and
community serviceFor some nonprofit organizations, requirements also might include
administrative cost reductions, at-home services, and rapid response to emergencies.

N6. Communication mechanisms (P.1b[3]) should be-tvay and in understandable language, and they might
be in person, via-eail, Webbased, or by telephone. For many organizations, these mechanisms may change as
marketplace, customer, or stakeholder requéneisichange.

N7. Customers (P.1a[1]) include the users and potential users of your products. In some nonprofit
organizations, customers might include members, taxpayers, citizens, recipients, clients, and
beneficiaries. Market segments might be referred to as constituencies.

N8. Many nonprofit organizations rely heavily on volunteers to accomplish their work. These
organizations should include volunteers in the discussion of their workforce (P.1a[3]).

N9. For nonprofit organizations, relevant industry standards (P.1a[5]) might include industrywide
codes of conduct and policy guidance. The term “industry” is used throughout the Criteria to refer
to the sector in which you operate. For nonprofit organizations, this sector might be charitable
organizations, professional associations and societies, religious organizations, or government
entities—or a subsector of one of these.

N10. For some nonprofit organizations, governance and reporting relationships (P.1b[1]) might
include relationships with major agency, foundation, or other funding sources.

For additional description of this lte see pagé6-47.
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Information for Understanding All Criteria Items

For definitions of key terms presented throughout the Criteria and Scoring Guidelines text iSMALL
CAPS/SANS SERIF see the Glossary of Key Termen pages69-79.

Frequently, several questions are grouped under one number (e.g., P.1a[3]). These questions are related and do
not require separate responses. These multiple questions serve as a guide in ustd@ding the full meaning of
the information being requested.

The Items in the Baldrige Criteria are divided into three groups: thePreface,which defines your
organizational environment; Categories16 , whi ch def i ne Pycessesand Categoryi7,z at i onds
which contains yourResultsf or your organizationbs processes.

Item notes serve three purposes: (1) to clarify terms or requirements presented in an Item, (2) to give
instructions and examples for responding to the Item requirements, and (3) todiicate key linkages to other
Items. In all cases, the intent is to help you respond to the Item requirements.

A number of Item notes include guidance specifically for nonprofit organizations. This information appears in
italics.
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P.2 Organizational Situaton:Wh at i s your organizationébés strategic

Describe your organi zat i on 6ksystereareat BicEsiand @ovaRTRGES] o n me nt
and your system for PERFORMANCEIMprovement.

Within your response, include amars to the following questions:

a. Competitive Environment
(1) What is your competitive position? What are your relative size and growth in your industry or
markets served? What are the numbers and types of competitors for your organization?

(2) What arethe principal factors that determine your success relative to your competitors? What are
anykey changes taking place that affect your competitive situation, including opportunities for
INNovATION and collaboration, as appropriate?

(3) What are youkey available sources of comparative and competitive data from within your
industry? What are yowey available sources of comparative data fiatside your industry?
What limitations, if any, are there in your ability to obtain these data?

b. Strategic Context
What are youkey business, operational, and human reSOHrR&TEGIC CHALLENGESANUADVANTAGES?
What are yOUKEYSTRATEGIC CHALLENGESANdADVANTAGES associated with organizatiorglsTAINABILITY ?

c. PERFORMANCE Improvement System
What are th&ey elemerts of yourrERFORMANCEIMprovement system, including your evaluation,
organizational EARNING, andINNOVATION PROCESSE®

Notes:

N1. Principal factors (P.2a[2]) might include differentiators such as your price leadership, design services,
innovation rategeographic proximity, accessibility, and warranty and product optlanssome nonprofit
organizations, differentiators also might include your relative influence with decision makers,

ratio of administrative costs to programmatic contributions, reputation for program or service
delivery, and wait times for service.

N2. Strategic challenges and advantages (P.2b) might relate to technology, products, your operations, your
customer support, your industry, globalization, your value chain, and people.

N3. Perbrmance improvement (P.2c) is an assessment dimension used in the Scoring System to evaluate the
maturity of organizational approaches and deployr(esd page81-85). This question is intended to help you

and the Baldrige Examiners set an overall corfiaxyour approach to performandenprovement. Approaches

to performance improvement that are compatible with the systems approach provided by the Baldrige framework
might include implementing a Lean Enterprise System, applying Six Sigma methodologyS3i8000

standards, or employing other process improvement and innovation tools. A growing number of organizations
have implemented specific processes for meeting goals in product and process innovation.

N4. Nonprofit organizations frequently are in ayweompetitive environment; they often must compete with
other organizations and with alternative sources for similar services to secure financial and volunteer resources,
membership, visibility in appropriate communities, and media attention.

N5.Fornonp of it organizations, the term fibusinesso (P.2b)
mission area or enterprise activity.

For additional description of this Item, see pag@g7.

Page Limit

For Award applicants, the Organizational Profiléingted to five pages. These pages are not counted in
overall application page limit. Typing and formatting instructions for the Organizational Profile are thq
sameas for the applicatiorThese instructions are given above on pagés 2
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1 Leadership @zopts)
ThelLeadershipCategoryexaminesowy our or gani
senior Leabersguide and sustain your organization. Also examin
are your ocbvgnadtandravtydurcorganization
addresses its ethical, legal, and community responsibilities.

1.1 Senior Leadership: How do your senior leaders lead? (70 pts.) Process

Describe How sENI oRrR Lackionsrguéde and sustain your organization. Describe How SENIOR LEADERS
communicate with your workrorceand encourage HIGH PERFORMANCE

Within your response, include answers to théfeing questions:

a. VISION, VALUES, and MISSION
(1) How do seNIOR LEADERSSet organizationalision andvALUEsS? How 0O SENIOR LEADERSDEPLOY yOUr
or gani wzswotandvanuésshrough youreADERSHIPSYSTEM, 10 thewoRKFORCE O KEY
suppliers an@ArRTNERS and tocustomersand othelsTAKEHOLDERS as appropriateow do SENIOR
LEADERSD per sonal actions refl ecvaued? commi t ment t o t h

(2) How do senior LEADERSpersonally promote an organizational environment that fosters, requires,
andresults in legal andrHicAL BEHAVIOR?

(38) How do SENIOR LEADERSCreate asUSTAINABLE OrganizationHow do theycreate an environment for
organizationaberRFoRMANCEIMprovement, the accomplishment of yeussion andsTrRATEGIC
OBJECTIVES INNOVATION, compgitive or rolemodelrErFormaNcEleadership, and organizational
agility? How do they create an environment for organizationalvewrkrFoRrcE LEARNING? How dO
they develop and enhance their personal leadership gkdls?lo they participate in
organizationBLEARNING, in succession planning, and in the development of future organizational
leaders?

b. Communication and Organizational PERFORMANCE
(1) How do seniorR LEADERSCOMMuUnNicate with and engage the entit&kForce? How do SENIOR
LEADERS encourage frankwo-way communication throughout the organizatidtov do senior
LEADERS cOmmunicateaey decisionsMHow do they take an active role in reward and recognition
programs to reinforceicH PERFORMANCEANd acusTomerand business focus?

(2) HowdoseniorLEADERSC T eat e a focus on action to accompli sh
improvePERFORMANCE and attain itsision? WhatPERFORMANCEMEASURES OO SENIOR LEADERS
regularly review to identify needed actiorni$&w do senior LEADERsInclude a focus on creating
and balancingaLue for customersand othesTAaKEHOLDERSIN their organizationatERFORMANCE
expectations?

Notes:

N1. Organizational vision (1.1a[1]) should set ttantext for strategic objectives and action plans, whreh
described in Items 2.1 and 2.2

N2. A sustainable organization (1.1a[3]) is capable of addressing current business needs and possesses the agility

and strategic management to prepare successfully for its future business and market environment. In this context,

the concept of innovatioincludes both technological and organizational innovation to succeed in the future. A

sustainable organization also ensures a safe and secure environment for the workforce and other key stakeholders.

An organization®ds c¢ ont rliardedonomiosystem®beywmthose of itswerkfdrcea | , s oci
and immediate stakeholders are considered in its societal responsibilities (Item 1.2).

N3. A focus on action (1.1b[2]) considers the strategy, the workforce, the work systems, and the hard assets of

your organization. It includes both innovation and ongoing improvements in productivity that may be achieved

through eliminating waste or reducing cycle time, and it might use techniques such as Six Sigma and Lean. It

also includes the actions to accomplishyr or gani zati onbés strategic objectiyv

N4. Your organizational performance results should be reported in Iteiins.6.1
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N5. For nonprofit organizations that rely on volunteers to accomplish their work, responses to 1.1b(1) also
should discuss your effarto communicate with and engage the volunteer workforce.

For additional description of this Item, gesge47.

1.2 Governance and Societal Responsibilities: How do you govern and
fulfill your societal responsibilities? (50 pts.) Process

Describe your org a n i z acbveraAnc@system and approacHto leadership improvement. Describe
How your organization assures legal and ETHICAL BEHAVIOR, fulfills its societal responsibilities, and
supports its key communities.

Within your response, include answers toftiilowing questions:

a. Organizational GOVERNANCE
(1) How does your organization review and achieve the followingaspects of yousovERNANCE
system?
Aaccountability for managementdés actions
A fiscal accountability

A transparency in operations aselection of and disclosure policies farvernanceboard
members, as appropriate

Aindependence in internal and external audits
A protection ofstakeHoLpber and stockholder interests, as appropriate

(2) How do you evaluate theerrorMANCEOS YOur SENIORLEADERS, including the chief executivefow
do you evaluate theerrormaNceof members of yousovernanceboard, as appropriaté®w do
SENIOR LEADERsANd yourcoverNANcEbOard use theseerrormancereviews to further their
development and to improve bdtieir personal leadershiprecTiveNEssand that of your board
andLEADERSHIPSYSTEM, @S appropriate?

b. Legal and ETHICAL BEHAVIOR

(1) How do you address any adverse impacts on society of your products and operations?you
anticipate public concerngith current and future products and operatiais® do you prepare
for these concerns in a proactive manner, including conserving natural resources and using
EFFeCTIVESUpplY chain managemertocessesas appropriate? What are yaar compliance
PROCESES MEASURES andsoatsfor achieving and surpassing regulatory and legal requirements, as
appropriate? What are yokeey PROCESSESMEASURES andcoaLsfor addressing risks associated
with your products and operations?

(2) How does your organization pmte and assumerHicAL BEHAVIOR in all your interactions? What
are yourkey PROCESSESINOMEASURESOF INDICATORS for enabling and monitoringrHICAL BEHAVIOR
in your GovERNANCEStructure, throughout your organization, and in interactions avghomers
PARTNERS, suppliers, and othemrakeroLperS? How do you monitor and respond to breaches of
ETHICAL BEHAVIOR?

c. Societal Responsibilities and Support of KEy Communities
(1) How do you consider societal wedeing and benefit as part of your strategy antyagierations?
How do you consider the welleing of environmental, social, and economic systems to which
your organization does or may contribute?

(2) How does your organization actively support and strengthenkgsurommunities? What are your
Key communities?How do you identify these communities and determine areas for organizational
involvement, including areas related to yeore coMPETENCIE® How dO YOUrSENIOR LEADERS iN
concert with youmworkrorcg contribute to improving these communities?
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Notes:

N1.Soci et al responsibilities in areas critical to your
addressed in Strategy Development (Item 2.1) and in Process Management (Category 6). Key results, such as

results of regulatory and legabmpliance (including the results of mandated financial audits); reductions in
environment al i mpacts t hr ou g h-consereingacdivitiespof othBrgneamsard t ec hr
improvements in social impacts, such as the global use of &aigghlabor practices, should be reported as

Leadership Outcomes (ltem 7.6).

N2. Transparency in operations of your governance board (1.2a[1]) should include your internal controls on
governance processd®r some nonprofit organizations, an external advisory board may provide

some or all of the governance board functions. For those nonprofit organizations that serve as
stewards of public funds, stewardship of those funds and transparency in operations are areas of
emphasis.

N3. Leadership performance duation (1.2a[2]) might be supported by peer reviews, formal performance
management reviews, and formal or informal workforce and other stakeholder feedback and Bonsyse
nonprofit and government organizations, external advisory boards might evaluate the
performance of senior leaders and the governance board.

N4. Measures or indicators of ethical behavior (1.2b[2]) might include the percentage of independent board
members, measures of relationships with stockholder and nonstockholder constitirgstaiesgs of ethical

conduct breaches and responses, survey results on workforce perceptions of organizational ethics, ethics hotline
use, and results of ethics reviews and audits. They also might include evidence that policies, workforce training,
and maitoring systems are in place with respect to conflicts of interest and proper use of funds.

N5. Areas of societal contributions and community support appropriate for 1.2c might include your efforts to
improve the environment (e.g., collaboration to covséine environment or natural resources); strengthen local
community services, education, and health; and improve the practices of trade, business, or professional
associations.

N6. The health and safety of your workforce are not addressed in Item 0.2hgald address these workforce
factors in Item 5.2.

N7. Nonprofit organizations should report in 1.2b(1), as appropriate, how they address the legal
and regulatory requirements and standards that govern fundraising and lobbying activities.

N8. For some charitable organizations, societal contributions and support for key communities
(1.2¢) may occur totally through the mission-related activities of the organization. In such cases, it
is appropriate to respond with any “extra efforts” you devote to support of these communities.

For additional description of this Item, see pa@49.

Assessment of ltem Responses

Item responses are assessed by considering the Criteria Item requirements; your key business factors pre
your Organizational Profile; and the maturitiyyour approaches, breadth of their deployment, and strength of
your improvement process and results relative to the Scoring System. Refer to the Scoring System informa
pages81-85.
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2 Strategic Planning spts)

The Strategic PlanningCategory examineldOW your organization develops |

STRATEGIC OBJECTIVESNdACTION PLANS. Also examined arelOW
your choserSTRATEGIC OBJECTIVESndACTION PLANSare
DEPLOYEDand changed if circumstances require, BI@WV progress is
measured.

2.1 Strategy Development: How do you develop your strategy? (40 pts.)

]'\.

Process

Describe How your organization establishes its strategy to address itS STRATEGICCHALLENGES and
leverage itS STRATEGICADVANTAGES. Summar i z e Yy 0 UKEY STRATEQIGDRIECTREEEN their 0 S

related coALs.
Within your response, include answers to the following questions:

a. Strategy Development PROCESS

(1) How does your organization conduct its strategic planning? What aketheocesssteps? Who
are thexey participantsHow does yourrocessdentify potential blind spotsRow do you
determine YOULORE COMPETENCIESSTRATEGIC CHALLENGES andsTRATEGIC ADVANTAGES(identified in
your Organizational Profile)? What are your sharid longetterm planning time horizonsfow
are these time horizons sét@w does your strategic plannimrgocessaddress these time horizons?

(2) How do you ensuréhat strategic planning addressesuhefactors listed belowRow do you collect
andanalyzerelevant data and information pertaining to these factors as part of your strategic planning

PROCES®

Ayour organizationés st rseandghehts ,

weaknesses,

A early indications of major shifts in technology, markets, produots,omerpreferences,

competition, or the regulatory environment

A long-term organizationadusTainasiLiTy , including neededorE COMPETENCIES

A your ability to execut¢he strategic plan
b. STRATEGIC OBJECTIVES

(1) What are youkey sTRATEGIC oBJECTVES @and your timetable for accomplishing them? What are your

most importantoaLs for thesesTRATEGIC OBIECTIVES

(2) How do yoursTRATEGIC OBJECTIVESADAress YOUSTRATEGICCHALLENGES @aN0STRATEGIC ADVANTAGES?
How do yoursTrATEGIC oBJECTIVESAddress your opportunities fenovaTion in products,
operations, and your business modétw do yoursTraTEGIC oBJECTIVESAddress current and future
CORE cOMPETENCIER How do you engre that yousTrATEGIC oBJECTIVEShalance shortand longer
term challenges and opportuniti¢sdw do you ensure that yosrratecic oBiecTivEsCONnsider and

balance the needs of ally STAKEHOLDERS?

Notes:

N1.AiStrategy devel opmematdonécempproagbur forgahi or i

future. Strategy development might utilize various types of forecasts, projections, options, scenarios, knowledge

(see 4.2a for relevant organizational knowledge), or other approaches to engisi@nfuture for purposes of
decision making and resource allocation. Strategy development might involve participation by key suppliers,
distributors, partners, and customdter some nonprofit organizations, strategy development might

involve participation by organizations providing similar services or drawing from the same donor

population or volunteer workforce.

N2.The term Astrategyo should be

becoming a preferred supplier,
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producer, a market innovator, or a highd or customized product or service provider. It also might betedrec
toward meeting a community or public need.

N3.Your organizationd6s strengths, weaknesses, opportuni
are key to your organizationb6s fut ur ecusomeraned market i ncl udi
requirements, expectations, and opportunities; your opportunities for innovation antb®éperformance;

your core competencies; your competitive environment and your performance relative to competitors and

comparable organizationgour product life cycle; technological and other key innovations or changes that might

affect your products and services and how you operate, as well as the rate of that innovation; your workforce and

other resource needs; your ability to capitalize wedity; your opportunities to redirect resources to higher

priority products, services, or areas; financial, societal, ethical, regulatory, technological, security, and other

potential risks and opportunities; your ability to prevent and respond to emgrgeincluding natural or other

disasters; changes in the national or global economy; partner and supply chain requirements, strengths, and
weaknesses; changes in your parent organization; and other factors unique to your organization.

N4. Your ability to execute the strategic plan (2.1a[2]) should address your ability to mobilize the necessary
resources and knowledge. It also should address your organizational agility based on contingency plans or, if
circumstances require, a shift in plans and rapidetien of new or changed plans.

N5. Strategic objectives that address key challenges and advantages (2.1b[2]) might include rapid response,
customization, cdocation with major customers or partners, workforce capability and capacity, specific joint

ventues, virtual manufacturing, rapid innovation, ISO quality or environmental systems registratichagéeb

supplier and customer relationship management, and product and service quality enhancements. Responses to

Item 2.1 should focus on your specific deages and advantageshose most important to your ongoing

success and to strengthening your organizationbs over :

N6. Item 2.1 addresses your overall organizational strategy, which might include changes in product offerings
and customer engament processes. However, the Item does not address product design or customer
engagement strategies; you should address these factors in Items 6.1 and 3.1, as appropriate.

For additional description of this Item, seeges49-50.

2.2 Strategy Deployment: How do you deploy your strategy? (45 pts.) Process

Describe How your organization converts its STRATEGICOBJECTIVESINtO ACTION PLANS. Summarize your
Or g ani zaarbnirLansg, Bow they are bEPLOYED, and KEY ACTION PLAN PERFORMANCEMEASURES OF
INDICATORS. Project your orergoRvANCERIAtVE taokay @ampdrisomns o tikese
PERFORMANCEMEASURESOI INDICATORS.

Within your response, include answers to the following questions:

a. ACTION PLAN Development and DEPLOYMENT
(1) What are youkey short- and longettermacTion pLans? What are theey planned changes, if any,
in your products, youtustomersand markets, and how you will operate?

(2) How do you develop anderLoy AcTiON PLANSthroughout the organization to yoworkrorceand
to key suppliers andPARTNERS as appropriate, to achieve yaar STRATEGIC OBJECTVES? How doO
you ensure that theey outcomes of youkcTion PLANSCan be sustained?

(3) How do you ensure that financial and other resources are available to support the accomiplishme
of your acTion PLANS, While meeting current obligations®w do you allocate these resources to
support the accomplishment of the plars® do you assess and manage the financial and other
risks associated with the plans?

(4) How do you establish anstrLoy modified acTion PLANsif circumstances require a shift in plans
and rapid execution of new plans?

(5) What are youkey human resource avorkrorceplans to accomplish your sheand longeiterm
STRATEGIC OBJECTIVESANAACTION PLANS? How do the plas address potential impacts on people in
your workrForceand any potential changesworkrForcECAPABILITY andcapaciTy heeds?
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(6) What are yOuKey PERFORMANCE MEASIRES Of INDICATORS for tracking the achievement and
EFFECTIVENESSOf your AcTion PLANS? How do you ensure that your overalition PLaN measurement
system reinforces organizationalenment? How do you ensure that the measurement system
covers allkkey DEPLOYMENT areas an@dTAKEHOLDERS?

b. PERFORMANCE PROJECTION
For thekey PERFORMANCEMEASURESOT INDICATORS identified in 2.2a(6), what are yOBERFORMANCE
proJecTiongfor both your shortand longeiterm planning time horizongfow are theseroJecTions
determined? How does your projectegtrFormancECOMpare with the projectegtrrormanceof your
competitors or comparable organizations? How does it comparesvitENCHMARKS, GOALS, and past
PERFORMANCE a@s appropriate? If there are current or projected gagsitorMANCEAQaAINSt your
competitors or comparable organizatiofsy will you addres them?

Notes:

N1. Strategy and action plan development and depét are closely linked to other Items in the Criteria. The
following are examples of key linkages:
A ltem 1.1 for how your senior leaders set and communicate organizational direction;
A category 3 for gathering customer and market knowledge as input to your strategy and action plans and for
deploying action plans;
A Category 4 for measurement, analysis, and knowleggegement to support your key information neteds,

support youdevelpmentof strategy, to providan effective basis for your performance measurements, and
to track progress relative to your strategic objectives and action plans;

A category 5 for meeting your workforce capability and capacity needs, for workforce degatapm
learning system design and needs, and for implementing workfelated changes resulting from action
plans;

A Category 6 for changes to core competencies, work systems, and work process requiresogtitig from
your action plans; and

A Item7.6 for specific accomplishments relative to your organizational strategy and action plans.

N2. Measures and indicators of projected performg@@b) might include changes resulting from new ventures;
organizational acquisitions or mergers; new val@gation; market entry and shifts; new legislative mandates,
legal requirements, or industry standards; and significant anticipated innovations in products and technology.

For additional description of this Item,espageb0.
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3 Customer Focus s pts)

The CusTOMER Focus Category examinedOW your organizatiorengages its
CUSTOMERSfor long-term marketplace succedhis ENGAGEMENT strategy includes
HOW your organization builds a CUSTOMHERcused culture. Also examined is HOW
your organization $itens to the VOICE OF ITS CUSTOMERS and uses this informatior 1 /
improve and identify opportunities for INNOVATION. e

3.1 Customer Engagement: How do you engage customers to
serve their needs and build relationships? (40 pts.) Process

Describe How your organization determines product offerings and mechanisms to support cus TOMER S 6
use of your products. Describe also How your organization builds a customerfocused culture.

Within your response, include answers to the following questions:

a. Product Offerings and CUSTOMER Support
(1) How do you identify and innovate product offerings to meet the requirements and exceed the
expectations of youtrustomergroups and marketcements(identified in your Organizational
Profile)?How do you identify and innovate prodiuofferings to attract newmustomersand provide
opportunities for expanding relationships with existiogToMERs as appropriate?

(2) Howdo you determine yowey mechanisms to support use of your products and enabtemers
to seek information andbaduct their business with you? What are yayr means otusTomMER
support, including youkey communication mechanisms? How do they vary for different
CUSTOMERS CUSTOMERQroups, or marketeeMenTs? How do you determine yOurus TOMERS6 KEY
support requements™How do you ensure thaiusTomeERSUpPpPOTrt requirements anepLovebp to all
people angrocessesnvolved iNCUsSTOMERSUPPORT

(3) How do you keep youkrrroacHEsfor identifying and innovating product offerings and for
providingcusTomERSUppoOrt curent with business needs and directions?

b. Building a CUSTOMER Culture
(1) How do you create an organizational culture that ensures a consistently positiveer
experience and contributesdosToMER ENGAGEMENT How dO YOUrWORKFORCEPERFORMANCE
managenent system and yoworkrorceand leader development systems reinforce this culture?
(2) How do you build and manage relationships withTomMERStO
A acquire newcusTomERS

A meet their requirements and exceed their expectations in each stageusfrtherlife cycle;
and

Alincrease theiencAceEMENT With you?

(3) How do you keep youkrrroacHEsfor creating acustomerfocused culture and buildingysTomer
relationships current with business needs and directions?

Notes:

N1.iCust omer engatemgnud cefeobomersd investment in your
Characteristics of engagement include customer retenti
to do business and to increase businéssvith your organization, and custorsed wi | | i ngness to act

advocate for and recommend your brand and product offerings.

N2. AProduct offeringsod and Aproductsodo refer to the go
offerings (3.1a[1]) should consider all the importanaracteristics of products and services and their
performance throughout their full life cycle and the f
that affect customer preference and loy&ltpr example, those features that differentiaterymoducts from

competing offerings or other organizations®é services.
delivery, timeliness, ease of use, requirements for the use and dispdéssastious materials, customer or

technical support,ra the sales relationship. Key product features also might take into account how transactions
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occur and factors such as customer data privacy and security. Your results on performance relative to key product
features should be reported in Item 7.1, ande¢hmoncerning customer perceptions and actions (outcomes)
should be reported in Iltem 7.2.

N3. The goal of customer support (3.1a[2]) is to make your organization easy to do business with and responsive
to your customersd expectations.

N4. Customer relatioship building (3.1b[2]) might include the development of partnerships or alliances with
customers.

N5. The customer life cycle (3.1b[2]) begins in the-pade period and should include all stages of your
involvement with the customer. This might incluééationship building, the active business relationship, and an
exit strategy, as appropriate.

N6. For additional considerations on products, customers, and the business of nonprofit
organizations, see Item P.1, Notes 1 and 7, and Item P.2, Note 5.

For addiional description of this Item, s@ages 50-51.

3.2 Voice of the Customer: How do you obtain and use information
from your customers? (45 pts.) Process

Describe How your organization listens to your customersand acquires satisfaction and
dissatisfaction information. Describe also How cusTomeRr information is used to improve your
marketplace success.

Within your response, include answers to the following questions:

a. CUSTOMER Listening
(1) How do you listen tawusTomeRsto obtain actionable informaticand to obtain feedback on your
products and yourustomersupport? How do your listening methods vary for differartromers
CUSTOMERQroups, or marketeements? How do your listening methods vary acrossctberomer
life cycle?How do you follow up withcustomerson the quality of productgsustomersupport,
and transactions to receive immediate and actionable feedback?

(2) Howdo you listen to formerustomeRrs potentialcustomers andcustomersof competitors to
obtain actionable information and to alt feedback on your productsjstomersupport, and
transactions, as appropriate?

(3) How do you manageustomercomplaintsHow does yourustoMeErRCcOMplaint management
PROCEssensure that complaints are resolved promptlyamecTiveELY? How does YOUICUSTOMER
complaint managemenkocessenable you to recover youtu s T o Mmeeasifidence, and enhance
their satisfaction anencacemenT? How does your complaint management system enable
aggregation angnaLysis of complaints for use in improvement throughgotir organization and
by yourpAaRTNERS as appropriate?

b. Determination of CUSTOMER Satisfaction and ENGAGEMENT
(1) Howdo you determineustomersatisfaction anédncacement? How do these determination
methods differ amongustomergroups and marketcMmeTs, as appropriatelow do your
measurements capture actionable information for use in exceeding yeuro mE@xpectations
and securing youtus TOMERS 6 E NTAHmwdonyour determination methods enable
aggregation angnaLysis of data for use in impvement throughout your organization and by
your PARTNERS as appropriate?

(2) How do you obtain and use information on yaurs T o mesatisfaction relative to their
satisfaction with your competitor$®w do you obtain and use information on yaustavE R S 6
satisfaction relative to the satisfaction levelswfromersof other organizations providing similar
products or to industrgeNcHMARKS, as appropriate?

(3) How do you determineustomerdissatisfaction®low do your measurements capture actionable
information for use in meeting your s T o memegairements and exceeding their expectations in
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the future™ow do your determination methods enable aggregatiomemdsis of data for use in
improvement throughout your organization and by yoerners as appropriate?

c. ANALYsIs and Use of CUSTOMER Data
(1) How do you usecusTomER market, and product offering information to identify current and
anticipate futureustomergroups and marketeMenTs? How do you considetusTomeRrsof
competitors and othegrotentialcustomersand markets in this segmentatiafn@w do you
determine whicltustomers customergroups, and marketemenTsto pursue for current and
future products?

(2) How do you useusTtomeR market, and product offering information to identifydeanticipat&ey
customeRrequirements (including products and product features) and changing expectations and
their relative importance tou s T omepusehasing or relationship decisiortséw do you identify
and anticipate how these requirements andgingrexpectations will differ acrog®sTomeRs
cusToMERQGroups, and marketementsand across theustomerlife cycle?

(3) How do you usecusTomER market, and product offering information to improve marketing, build a
morecusTtomerfocused culture, anidentify opportunities fomnovaTion?

(4) How do you keep yourprrroacHEsfor customerlistening; determination afustomersatisfaction,
dissatisfaction, aneNcacemMeNT, and use ofusTomerdata current with business needs and
directions?

Notes:

N1.The fivoice of the customer 0 r e f-elatedinformnatipro \Wicef-fhe ocess f ¢
customer processes are intended to be proactive and continuously innovative to capture stated, unstated, and
anticipated customer requirements, exatehs, and desires. The goal is to achieve customer engagement.

Listening to the voice of the customer might include gathering and integrating various types of customer data,

such as survey data, focus group findings, warranty data, and complaint dataght f ect cust omer sé p
and engagement decisions.

N2. Customer listening information could include marketing and sales information, customer engagement data,
win/loss analysis, and compl aint dat afyourpiduttsaochabl e i nf
customer interactions that affect customersdé future r ¢

N3. Determining customer satisfaction and dissatisfaction (3.2b) might include the use of any or all of the
following: surveys, formal and inforah feedback, customer account histories, complaints, field reports, win/loss
analysis, customer referral rates, and transaction completion rates. Information might be gathered on the Web,
through personal contact or a third party, or by mail. Deterministpmer dissatisfaction should be seen as

more than reviewing low customer satisfaction scores. Dissatisfaction should be independently determined to
identify root causes of dissatisfaction and enable a systematic remedy to avoid future dissatisfaction.

N4. Other organizations providing similar products (3.2b[2]) might include organizations that are not competitors
but provide similar products in other geographic areas or to different populations.

For additional description of this Item,espagebl.
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4 Measurement, Analysis, and Knowledge
Management (opts)

The Measurement ANAL Ys/s, and Knowledge Managemef@ategory examinedOW your ot | 1 & [
organization selects, gathers, analyzes, manages, and improves its data, information, and T i ]

KNOWLEDGE ASSETSandHOW it manages its information technology. The Category alsm

examinedHOW your organization reviews and uses reviews to improvieERFORMANCE

4.1 Measurement, Analysis, and Improvement of Organizational Performance:
How do you measure, analyze, and then im@rarganizational
performance?45 pts.) Process

Describe How your organization measures, analyzes, reviews, and improves its PERFORMANCEthrough
the use of data and information at all levels and in all parts of your organization.

Within your respase, include answers to the following questions:

a. PERFORMANCE Measurement
(1) How do you select, collect, align, and integrate data and information for tracking daily operations
and for tracking overall organizatiorrrormance including progress refve to sTRATEGIC
oBJECTIVESANdACTION PLANS? What are youkey organizationabERFORMANCEMEASURES including
Key shortterm and longeterm financiaiveasures? How frequently are thes&asures
determinedMow do you use these data and information fopsut organizational decision making
andiNNOVATION ?

(2) How do you select and ensure #reecTiveuse ofkey comparative data and information to
support operational and strategic decision makingnayATion?

(3) How do you keep yourserFORMANCEMeEaAsuement system current with business needs and
directions™How do you ensure that yoserFORMANCEMeEasUrement system is sensitive to rapid or
unexpected organizational or external changes?

b. PERFORMANCE ANALYSIS and Review
How do you review organizationakrFormanceand capabilities? WhataLyses do you perform to
support these reviews and to ensure that conclusions are Malid®o you use these reviews to assess
organizational success, competitierorMANCE and progress relative $srRATEGIC oBJECTVES and
ACTIONPLANS?Howd 0 you use these reviews to assess your ofr (
changing organizational needs and challenges in your operating environment?

c. PERFORMANCE Improvement
How do you translate organizatioradrromance review findings into priorities for continuous and
breakthrough improvement and into opportunities§eovation? How are these priorities and
opportunitieserLovep to work group and functiondével operations throughout your organization to
enabk errecTive support for their decision making? When appropriate; are the priorities and
opportunitieerLoYED to Your supplierspARTNERS andcoLLABORATORSTO ensure organizational
ALIGNMENT ?

Notes:

N1.Performance measurement (4.1a) is used irfased decision making for setting and aligning organizational
directions and resource use at the work unit, key process, departmental, and organizational levels.

N2. Comparative data and information (4.1a[2]) are obtained by benchmarking and by seekiegjtoe

comparisons. ABenchmarkingo refers to identifying pr oc
performance for similar activities, inside oroutsideyour gani zati onés i ndustry. Compet:i
your or gan inmaace to that df competitaasid other organizations providing similar products and

services.

N3. Organizational performance reviews (4.1b) should be informed by organizational performance measurement,
performance measures reported throughout your Gritenm responses, and performance measures reviewed by
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senior leaders (1.1b[2]), and they should be guided by the strategic objectives and action plans described in Items
2.1 and 2.2. The reviews also might be informed by internal or external Baldrigsraesgs.

N4. Analysis (4.1b) includes examining performance trends; organizational, industry, and technology
projections; and comparisons, casdtect relationships, and correlations. Analysis should support your
performance reviews, help determine romtiges, and help set priorities for resource use. Accordingly, analysis
draws on all types of data: custonnetated, financial and market, operational, and competitive.

N5. The results of organizational performance analgsi$ review should contribute your organizational
strategic planning in Category 2.

N6. Your organizational performance results should be reported in Iteiing.g.1

For additional description of this Itersee pageS2-53.

4.2 Management of Information, Knowledge, and Information Technology:
How do you manage your information, organizational knowledge,
and information technology? (45 pts.) Process

Describe How your organization ensures the quality and availability of needed data, information,
software, and hardware for your workFoORCE suppliers, PARTNERS COLLABORATORS, and CUSTOMERS
Describe How your organization builds and manages itS KNOWLEDGE ASSETS

Within your response, include answers to the following questions:

a. Data, Information, and Knowledge Management
(1) How do you enare the following properties of your organizational data, information, and
knowledge?

A accuracy
Aintegrity and reliability
A timeliness
A security and confidentiality
(2) How do you make needed data and information availake®?do you make them aessible to
YyOour woRKFORCE SUPplierSpARTNERS COLLABORATORS, andCcUSTOMERS as appropriate?
(3) How do you manage organizational knowledge to accomplish
A the collection and transfer aforkForceknowledge;

A the transfer of relevant knowledge from an@usTtomers suppliersparRTNERS and
COLLABORATORS

A the rapid identification, sharing, and implementation of best practices; and
Athe assembly and transfer of relevant knowledge for use in your strategic plesmings

b. Management of Information Resources and Technology
(1) How do you ensure that hardware and software are reliable, secure, aftiensiy?

(2) In the event of an emergenayw do you ensure the continued availability of hardware and
software systems and the continued avditsiof data and information?

(3) How do you keep your data and information availability mechanisms, including your software and
hardware systems, current with business needs and directions and with technological changes in
your operating environment?

Note:
N1. Data and information access (4.2a[2]) might be via electronic or other means.

For additional description of this Iltem,espage 53-54.
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5 Workforce Focus @spts) ] -
... .’ m
The WorkrForce Focus Category examinesow your organization engages, [ o e
manages, andevelops youworkrorceto utilize its full potential imLIGNMENT T ‘- m
wi th your or g assionstrdtegyo andcson manseTiheadategory 1

examines your ability to assessrkFORCE caPABILITY andcapaciTy needs and to
build aworkrorceenvironnent conducive t®eiGH PERFORMANCE

5.1 Workforce Engagement: How do you engage your workforce to
achieve organizational and personal success? (45 pts.) Process

Describe How your organization engages, compensates, and rewards your worRKFORCEtO achieve HigH
PERFORMANCE Describe How members of your workrFoRrcg including leaders, are developed to achieve
HIGH PERFORMANCE Describe How you assess workFORCEENGAGEMENT and use the results to achieve
higher PERFORMANCE

Within your response, include answerstie following questions:

a. WORKFORCE Enrichment
(1) How do you determine theey factors that affectvorkFORCEENGAGEMENT? How dO you determine
thekey factors that affeotvorkrorcesatisfactionHow are these factors determined for different
WORKFORCEQIOUPS antsEGMENTS?

(2) How do you foster an organizational culture that is characterized by open communiaation,
PERFORMANCE WORK and an engagedorkrorc2 How do you ensure your organizational culture
benefits from the diverse ideas, cultures, amikthg of yourworkFoRce?

(3) How does youmoORKFORCE PERFORMANE Management system suppeiiH-PERFORMANCE WoRkand
WORKFORCE ENGAGEMENT How d0Oes YOUWORKFORCE PERFORMANE Management system consider
WORKFORCECOMpensation, reward, recognition, and moge practicesPlow does yOUWORKFORCE
PERFORMANCEManagement system reinforcewaTtomerand business focus and achievement of
YOUr ACTION PLANS?

b. WORKFORCE and Leader Development
(1) How does yourearniNG and development system address the follgvactors for youworkFoRCE
and your leaders?

Ayour or g aordcaveeteNciBsSTRAEEGIC CHALLENGES and accomplishment of itgTion
PLANS, both shorterm and longerm

A organizationabERFORMANCEIMpProvement anainovATION
A ethics and etlel business practices
A the breadth of development opportunities, including education, training, coaching, mentoring, and
work-related experiences, as appropriate
(2) How does yourearniNG and development system address the following factors for your
WORKFORCE?

A their LEarNING and development needs, including those that arédssitified and those
identified by supervisors and managers

A the transfer of knowledge from departing or retiring workers
A the reinforcement of new knowledge and skillstios job

(3) How do you evaluate therrecTiveneEssand efficiency of yourearning and development systems?

(4) How do you managerrecTIvE career progression for your entiserxkrorce? How do you
accomplisterrecTivEsuccession planning for management adiership positions?
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c. Assessment of WORKFORCE ENGAGEMENT
(1) How do you assessorkroRrcE ENGAGEMEN? What formal and informal assessment methods and
MEASURESOO You use to determiveorkFoORCE ENGAGEMENTANdwoRKFORCESatisfactionHow do
these methaglandveasuresdiffer acrossvorkrForcegroups andesmenTs? How do you use other
INDICATORS, SUCh asvorkFoRcEretention, absenteeism, grievances, safetypaooucTiviTy to
assess and improveRKFORCE ENGAGEMEN?

(2) How do you relate/our workFORCE ENGGEMENT assessment findings taevy businesgesuLts
reported in Category 7 to identify opportunities for improvement in WOHKFORCE ENGAGEMENT
and businessesuLts?

Notes:
N1.AWor kforced refers to the peopl eofyoauw organmizatioy. lti nvol ved i
includes your organi zat i otimé gersqneel, anavell asiahy,contraet@mptoyeasr y , a n

supervised by your organization. It includes team leaders, supervisors, and managers at all levels. People
supervised by contractor should be addressed in Category 6 as part of your larger work skstems.
nonprolfit organizations that also rely on volunteers, “workforce” includes these volunteers.

N2.iWor kf orce engagemento refer s ottoemotibnal arelinteleatual, to f wor k f
accomplishing the work, mission, and vision of the organization.

N3. The characperistimascefwédhkghenvironments (5. 1la[ 2]
utmost for the benefit of their customergldar the success of the organization are key to understanding an

engaged workforce. These characteri stpiecd oamandes awrnir ke«
page72.

N4. Compensation, recognition, and related reward and incentiveges¢5.1a[3]) include promotions and

bonuses that miiht be based on ierformance| skills aciuired| and other factorae iovernment

N5. Your organization may have unique considerations relative to workforce development, learning, and career
progression. If thiss the case, your response to 5.1b should include how you address these considerations.

N6. Identifying improvement opportunities (5.1c[2]) might draw on your workfdomeised results presented in
Item 7.4 and might involve addressing workferetated poblems based on their impact on your business results
reported in response to other Category 7 Items.

For additional description of this Item, see pagés5.

5.2 Workforce Environment: How do you build an effective and
supportive workforce environment? (40 pts.) Process

Describe How your organization manages WoRKFORCECAPABILITY and capAciTy to accomplish the work
of the -organization. Describe How your organization maintains a safe, secure, and supportive work
climate.

Within your response, include amasrs to the following questions:

a. WORKFORCE CAPABILITY and CAPACITY
(1) How do you assess YOuroRKFORCE CAPABILITY andcapraciTy needs, including skills, competencies,
and staffing levels?

(2) How do you recruit, hire, place, and retain new members of workrorce? How do you ensure
your workFORCErepresents the diverse ideas, cultures, and thinking of your hiringuanaer
community?
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