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United States Senate Productivity and Quality Award
for Virginia and the District of Columbia

Dear Virginia Business Leader,

The U.S. Senate Productivity and Quality Award for Virginia (Virginia SPQA) is
celebrating its 35th year of serving organizations across the Commonwealth of Virginia
and District of Columbia. From its beginning, Virginia SPQA has been a national leader
in driving excellence in organizational performance. Virginia SPQA endorses the Baldrige
Excellence Framework, a systems-based perspective that is used by hundreds of
organizations to stay abreast of competition and to improve organizational performance
and results.

Every organization in Virginia and the District of Columbia that uses the Baldrige
Framework is a winner!

Virginia SPQA partners with Virginia’s Secretary of Commerce and Trade and various
state agencies and organizations supporting small business in the Commonwealth of
Virginia to create the Ones to Watch Program. Ones to Watch can help improve your
business’s financial results, customer loyalty, job creation, operational effectiveness,
improvement strategies, and workforce engagement.

This Ones to Watch: Discovery Guide will help you complete your Baldrige-based self-
assessment—an opportunity to identify key factors of strategic importance to your
organization. The value of Ones to Watch doesn’t stop there. In addition, as a Ones to
Watch business, you will receive coaching, training, actionable feedback, and professional
business services that can help improve your organization’s ‘bottom line’.

And then, based on your Ones to Watch experience, consider how other Virginia SPQA
programs can help your organization achieve the next level of organizational maturity and
performance excellence.

Very truly yours,
Janice K. Garfield, PhD
Chairman, Board of Directors



US Senate Productivity and Quality Award (SPQA) Overview

Virginia SP@As  mis ®psomatencontinual improvement strategies and provide training, mecogyriitgppartd

organizations inrpuit of performance excell&ieeaccomplish our mission through a process of knowledge sharing,
evaluation, feedbacid recognititiroughiyedistinct programdsyard and Recognition Program, Discoveny Progdo

Watch Prograntaihind’rogranand the Virginia Forum for Excelingmia SPQA 501C3 nofprofit corporatigs

administered and supported by an extensive network of orgpaimdisnand individual volunteersVi r gi ni a SP QA
of Directorgomprised of volunteerpartisan representatives from public and private sector organizations, administers the
program under the sponsorship of US Senators MaahdMamétainEor more information, visit the SPQA website at

WWW.SPGEa.0rg

What is the Virginia SPQA Ones to Watch Program?

The Ones to Watch Program is designed to help Virginia small businesses reach tiRsirfglsptaetaithto participate in

Ones to Watchpresents a unique opportunity for Small Businesses to shaapegidimearstgement skills so critical to

sustained grow@nes to Watch introduces small businesses and their leaders to ansysfeovassehon thigaldrige

Excellence Framek@riteria for Performance Excell®actcipating businesséscompletbeOnes to Watch: Discovery
SelfAssessment Templatevided by SPQBusinesses should understand before getting started that it will take many hours of
work to conduct and record a meaningfssesdinent.he value will be in the amount and quality ofthediness

spenddissecting and understaritibgsinesi whoit isand wherigwansto go

In addition, SPQA will providebesatestraining and assign an SP@#&dvito help them understan@ieis to Watch:
Discovery Guidew to ustheOres to Watchiscovery S&issessment Temphatehow to navigate throtigfOnes to

Watch processgeneralSPQA will provide a team of experienced examiners to conduct an objectiveaekaluation of
busi wrterSe®Assessment. SPQA will then provide eSkRQreedback Report arideconference with the
examiners to help clarifyrél@elback Repoitlext, the SPQA Mentor and one or more professional service and resource
providers will helach businesievelop and implement improvement strategies based on the SPQA Feddbaek Report.
time will be involved in developing and implementing the action plans derived from the SPQATFRéetreckvik dort.
well spent becau@aes to Watch will help Virginia businesses improve

- Financial Results

Customer Loyalty

Job Creation

Operational Effectiveness

Improvement Strategies

Workforce Engagement
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Ones to Watch ultimately contribagiesvth and sustainability

Why Become a ‘One to Watch’ Business?

Virginia SPQA promotes awareness of performance excellence as an increasingly important element of competitiveness.
Participation @nes to Watcheates an oppanty for you witically examine yousinessdentify strengths and
opportunitiesitaproveand implement improvement strat@gies to Wateltcelerategourimprovement by introducing a
rigorous, objective, and extBaldfigdased evaluation of and feedback dnyai pesfamrsadcgheOnes to Watch

Program uses a simplifieciorof theBaldrige Excellence Frameavaflitassessmemiethods basedn the core maturity
concepts arhsic and OwadirRequirements of Baddrig&xcellence Framew®rkeria for Performance ExcellEoce

more information on the Baldrige Excellence Framétorwisit.nist.gov/baldige r gi ni a S P QA sa Ohres
cost 6 pleoeftyoaandyoutbusirtess by providing:

= Free trainingn how to conduct a Discovery (Baldrige basealuséibn of your business processes

Actionable feedback on the strengths and opportumitiegdorent of your business

An experienced mentor who will work withtpeanene help you navigatd complete thgram

Access to a network of professional service andoresoilecse

Press recognition for programicipation

T T (T T 1T

How to Participate

Each participant in the Virginia SPQA Ones to Watch Progeattmeusiigibility requiremedtsoanplete an online
application found on the Virginia SPQA webhgitngaa.orgThe application requirestmemitment thehighest ranking


http://www.spqa-va.org/
http://www.nist.gov/baldrige
http://www.spqa-va.org/

officialApplicatiorfsom eligible businessékbe evaluated and those selected to participate will receive a letter of notification
fromthe Commowealth Ones to Watch Partnership.

Programasticipants must agree to participate in Ones to Watch training, pAasassa&alfusing the Onégatah:
Discovery Template and this Guide, and work with the assigned SPQieditprdatephoftssional service and resource
providers. Also, businesses must recognize and agree tdienersmgdaternal resoeaamitment.

Small Business Eligibility Requirements

The following are the eligibility requirements for those small businesses wishing torafipiynier Gne201
to Watch Progr am. Prior to submitting an sapplication,
to see if you are eligible to apply. These requirements also appear on the application.

E 51% independently owned and controlled by one or more individuals who are U.S. citizens or legal resident
aliens

E Fewer than 250 employees and less than $16ddgjpisover previoyears

E Control of management and daily operations by one or more individual owners

E Business headquarters and principle operations primarily located in the Covingiomavealth of

E Business has not filed for bankruptcy or foredtlosuiiee last 24 monthe ioperation/incorporated

E Business or its owners are not subject of investigations and not named subject of any current criminal investigations or
crimingroceedings

E Pgram is open to any business from any sector thatés

development programs offered by the Commonwealth.

E Owners agree to trainingassiissment, mentor assignment, ageam@mmitmend participation in
the Ones to Watch program

Ones to Watch Training

Eachsmall business selected for Ones to Watahiitl 268deivetaaining sessioBPQA will provide a trainer and training
materialsThe Ones to Watch businesgprovide auitable training facitsPQA will provide the training facility. If the
business provides the training facilitgir operating atbaymayirvite any number of employeestakeholders as

desired. The training workshop will proviadelactiorr to the Baldrige Excellence Framework and is designed to help the
participating business complete its Ones to Watch: Disé@sessBaht and navigate the Ones to Watch Program.

SPQAMentor Role

TheSPQAVientoreinforces your Ones to Wedatingluring th8elfAssessmentqcess and can help ymetter understand

the templagnd how to complete it. The Mentor daglgleagain a better understanding 8atldeige Excellence

Framewoidnd how th@riteridfor Performance Excelézelat to the Discussiameds in the templafesyour Ones to

Watch 6go tod per son, vy o uaduttheeatinet@esrto WaicH Prograne t her e t o ass

Ones to Watch: Discovery Program Confidentiality
All persons involved in the SPQA Ones to Watch Program including members of the SPQA Examiner Team, are held to a :
of standardsfconduatlesigned to protdwt confidentialityeath Ones to Walkalsiness.

How to Use this Guide

ThisGuider ovi des i nformati on o-avallatiowand fow to completesitiem Opesta r b usi ne
Watch Self-Assessment using th©nes to Watch: Discovery Tenfmiatgbmission to Virginia SPQA. This Guide also
provides some insight i nto h owitterSSEIif@gsessmentausing theBaklrigavi | | e v a
Excellence Framew@rkeria for Performance Excell¥ooe assigned SPQA Memdrmaofessional service and resource
providers will help you navigate the remaining steps of the Ones to Watch process that occur after you reeeie the SPQA |
Report.



The Particulars of Conducting Your Business’s Self-Evaluation and
Completing the Written Self-Assessment

Eachparticipatingusinesss to use th@nes to Watch: Disco@atjAssessmefiemplatewhich ibased on the core
concepts artle Basic ar@@veralRequirementstbEBaldrige Criteria as reflected in this Glédines to WatcBiscovery
SelfAssessment Tempiatavailable in MS Watndww.spgaa.ordocateen the Ones to Watch p&ge reference, the
template jgrovided as an Appendix to this Guide.

Your business’s completed Ones to Watch: Discovery Self-Assessment must be received electronically by Virginia SPQA
no later than 45 days following the date of your business receiving Ones to Watch training.

HowyouconducyourSelfAssessmemtepends in part on the sigewbusiness The information below is only suggested.
Youmustdecide forourseliow to proceed with theasséssment processoweverywe advisall businessego review
pages4-19 (TheParticulars ofconductingYourBu s i nSelffs &1 u at i o tothéRossary) ikhistGuide This
informationprovides valuable insights regarding the basic constructs of the assessment method and what Examiners
expect to see.

For exampley averysmalbusinesdess than 50 employees or so, the senior leatteed@signee may write the
assessment with the assistance of a few indimiduatgiebusiness, maybe BI0 employedhge senior leader might
assign a team to gathemttoernation and conducBgiEAssessmentin either case, having a Baldiégérginia SPQA
trainedexamineor someone experienced with the Baldrige EXreleesertn staff as a resouncayhelp to ensure the
full value of the effénformation on SPQA Examiner training can be found on thewesbsita,.org

For a large business of2%3Memployeasgpropose usitige steps below

Regardless of the approach adopted to or some variation to ensure the maximutobeaafpleting thelfS
conduct your self-evaluation and Assessment.
complete your written Self-Assessment,

the value to your business is in the . . .
discussion that occurs around each of First, A Meeting of Senior Management

the questions provided. The Ones to The senior leadeh@/hedesignee would gather senior managers to devise a
Watch: Discovery Self-Assessment strategy to completeSe#Assessmein a way that is most beneficial to the
process will only add value if it engages business A possible model might include assigniagseasme@ategory

enough individuals to ensure a broad to a teamCreatig a separate Assessment WFigiagto refine the

consensus on the answers. Your self- CategoryeTa ms 6 nraightsaddese.§ he Assessment Writing Team

evaluation will work best if it is able to ; ; - g P e :
might also write firet sectio®fganizati@al Profi)avith significant input

prompt internal debate and initiative on fro?n the senior managers 9 ) 9 P

how to improve or sustain performance. ag

Second, The Draft Assessment

Inthis model, when each Categamp Tompletes its work, the Assessment Writimgulésawimg into action. The
Assessment Writing Teanldassemble tHandings ofaeh Categorgdm and create a succinct assessment within the
limited number of pages and ensure cross content integration/compatibility

Third, Consensus Meeting

When the Assessment Writing Team has completed its assignment, albpdtiepiaatsl ensumensensusThe

purpose of this meeting is to reach consensus cAtkesSaient Submission, not to achieve a unanimougtdscision.
meeting, approached correctly could positively impact the fuisineeskilvben conseas is reached for the content in all
seven Categories and@nganization@fofile, each member of the team, although not required, is encouraged to sign the
Transmittal lettarich is part of the Bslessment Submission.

Your Self -Assessmentand Feedback Template

To make the process easiehave provida®nes to Watch: DiscoBaijAssessment Templagpace for tlexaminer
Feedback component is incorporated reimate. Thus, when receivindegoitacck, it will be easyctmnpar¢he


http://www.spqa-va.org/
http://www.spqa-va.org/

feedback to what you subnidtezhch Categoryour SeKssessment should not exceed 36 ipatietinthe embedded
guestionwithin the templabetexcludintheCover Page, the one page transmittal letteeptige Examiner feadk
placeholdsin each Category andEkamineFeam Observation Summary at thAlkmaugh not required, it is helpful for
savingpaceand to Examiners if you enipaicehblegiraphics related to the Organizational Profile, Caegodes 1
Category 7 into the docuinstéad girovidingarrative explanations. These figbtesfraphics may use a smaller font
((not less than fonb8) must still be legiBler Category 7, srfladiiblegharts and graphics in each &Gfénesuisareas

are highly encouraged.

Within the 36 page limit, the following is a potential but not required guide.

Section Page Limit
Organizational Profile 6 pages including embedded questions and graphi
Categories 24 pages including embeddedtions and graphics
Category 7 6 pages including embedded questions and graphi

IMPORTANT: Please do not alter the template in any way to maintain its integrity including its configuration and the type
fonts and sizes. Likewise, keep within the 36 overall page limit as defined above. Failure to do so can result in your initial
submission being returned to you for refinement and a delay in receiving your feedback.

Self-Assessment Content

The ability to succinctly artiordatbusiness s If matugsty relativeechCategorin a limited number of pagasand
of itself a measure of mat@ites to Watddiscoveris meant to be a learning oppodapdyare encaaged to use the
process tanderstand and docurbefityourstrengths anuropportunities for improvenieig alsintended to help your
organization improve by prompting the documentation of and achieving consensus for whattrahesgetderieseas
mature Indeedthe Ones to WatEhscovergdf-evaluatiois intended to cause serioussdied€tion withjourorgaization
based on coBaldrige Excellence Frame@ritdridor Performance Excellence concepts.

Also, when developing woitterSelfAssessment, rememiwmer gre preparing a responseMingnia SPQA Examiner Team
who will not l¥siting your site or reviewing your website. The Team is solely dependent on-jsgesgitient Séien
evaluating your response to the Categories. Also, Exaamilyeusndarstand who you are and what is important to your
organization if you create an accuraterandtihaccount of your organization by addressing all of the questions in the
Organizational Profile. Taking the time to document whdngreiyarare and where you think you should be will only
enrich the feedback you receive.

SPQA Mentor Role during the Ones to Watch:  Discovery Self -Assessment Phase

As stated above 8PQAMentoreinforces your Ones to Watch tidiming th8elfAssessment@cess and can hefpu

better understand the tematatéhow to complete it. The Mentor daglleagain a better understanding of the Malcolm
Baldrige Excellerlramewor&ndhow th&iteridor Performance Excellealze to theliscussiorreas in the template.
During this phasEOnes to Watdie Mentaanno#act asabusiness consultant and wilssitt wittorprovide content
suggestions feponducting amditing/ourSelfAssessment

Feedbackto OnestoWatch Businesses

AllOnes to Watch businesgdieeceivdeedbacklheExaminer Teanillreview the u s i wréter@néssto Watch:
DiscovergelfAssessmeand develapFeedbacRkeport inside theitterSelfAssessmerbcumendsing the space

reserveth the Templatss suchat the end of the proctssie is only one docurttetincludes bgthub u s | Salfs s 6 s
Assessmeand the éedbacReport Additionallyhe Examiner Teanll provide verbal feedback via teleconference to help
clarify thewrittefeedback for thasinessThewritten and verliaédback f@nes to Wateintended to be educatiandl

to contributedo b u s peroemarecdimproveménr manyusinesse®nes to Watddiscovery serves as a wsarn

more about tiBaldrig&xcellencErameworknd may bemeludeoapplyindor theviedallion Award withiR Q Awasd
andRecognition Program.

Your business6s SeHAssessrmentvill\Wwa bpoded cscbreddhe mteref they feedbaiskto helgou
determineybu aren the right track relative to understanding fundamental performanceifgancapebntb articulate
how our or gracesses eotnpamhmtusdamentals of@rieridor Performae Excellenc®nes to Watch:
Discovergffers no site visitgace to fadeedback sessiomih the Examiner Tedine Examiner Observations provided are
based entirely pourability to communicate performance in atimgtehews an understagdof th€riteria.



In theProcess Maturitsectionexamineraddress wh&PQA itooking for relative to the basic maturity of the processes and
methodgou describia each Process Discussion Area. Here, the Examiners are logiongddrdsshe fundamental

maturity indicatopgroach andDeployment). This applies@ategories-@and their associated Process Discussion Areas a

and b The Examiners use a series of predetermined statements to indicate their overall impressies tof gacin tfspo

the ProcedBiscussion Areasgndpand el aborate by making observations arc
and offer improvement suggestions.

In theResults Maturitgectionthefocuds onyourability to demonstrad@viioumeasuréhe successf your or gani z s
processes and methods previously idenGigegoriestl As in the casefifocess Maturigtbeit from a slightly different
perspective, the Examiners are looKinudfanental basienaturity indicatarevels andTrends) in the way Results are

discussed and portrayed. This applies to Catrdaty associated Results Discussion Areas a.tHrikagihe Process

Discussion Areas, for Category 7, a seriedeténpneed statents are used to indicate an overall impression. However,
although there dieeResults Discussion Areas, unlike the Process Discussion Areas, the Exapmeeyst pfovide
overarchinigedback andbgervatiorfer all of Category 7.

Finallyatthe endhere is @eam Observation Summangnded tshare overalidly observations and commantanarize
the Examiner Tyeusom@sa nii mpart é sodfddeenramhag éppoitunities for anprdvement.

Self-Assessment Submissi  on

Please submaibelectronic copyMS Word only. Since, examiners use the template to create the FeedPBekvReport, a
not be acceptedransmigour complet&hes to Watch: DiscoBmifAssessmetd Virginia SPQAthiM5daysofthe date

your business receivedhes t&Vatch trainin@articipanisill benotified when submissions are rec¥veelf

Assessment Submission sho@chbiedo:

OnestoWatch@speenrg



The Ones to Watch: Discovery
Self-Assessment Framework

Organizational Profile: What we are looking for

Your Organizational Profile is critically important because:

It isthe most appropriate starting point-fesesdmen

It isa snapshot that describes your organization and the environment in which it operates.

It helpgouidentify potential gaps in key information

It helpyou tdocus on key performance requirements and business results.

It isused by the Examinieneviewing yoBelfAssessmeid understand your organization and what you consider
important.

> > > >

TheOrganizational Profiles a snapshot of your organization, the key influences on how you operate, and the key challenges
faceTheOnes to Watch: Disco@atjAssessment Templatastrated in the Appendix) divides the Organizational Profile into
fivesections.

Organizational Environment
Organizational Relationships
Competitive Environment
Strategic Context

Performance Improvement System

aprwbdPRE

Each Section contains a series of qutstipos are asked to addré&3snsidering the page liteidsekeep your
responses brief.

TheOrganizational Profitend the process for creating it are possibly the most importhat@aets tof WatEhiscovery
procesd-or some organizatidnsQtrganizational Profiteay be used by itsalén initial sedfvaluationlf you identify

topics for which conflicting, little, or no information is available, it is possible that the Organizatieresbemfileletn serv
assessment, and you can use these topics for action planning.

Process Maturity (Categories1-6): What we are
looking for

The BllrigeExcellencEBramewornkethod of assessing process maturity is based on the relatvatdefytioof
sophistication in four areas; Approach, Deployment, Learning, and Integration (ADLI).

Integration P

"

» /Approach " D 4 ' Deployment P 4 /Learning .

r/

In evaluating your response to each Process Discussion Area, the Examiners will look for evidence in youg narrative to det
how well the processes and methodientify relate to the ADLI concepts. For each Process Discussion Area, the Examiners
look for answers to the follomithaa particular focus\amdD:



A Approach. Are approaches, i.e., methods and/or processes ident’ . !

Howmaturefophisticated are they relative to what would be resot B Review of tne' IR
& — Excellence Framework will

reasonable for your organization? How long have they been art @4 provide additional information
Are they in writing and/orkwel/n? on the ADLbncept.

A Deployment. Are the approaches fully deplaxdmplemented and
establishe@mong those affected? How long have they been deployed?
Are they deployed in a way which ensures they are working as intended?

A Learning. Are the approaches reguiaviewed for improvement? Do the approaches providetodéoabion
improvement in other areas?

A Integration. Are approaches aligned with the organizational needs identified in the Organizational Profile? Are approac
plansand actiorisarmonized across processes and work units to support avigsgadis@reyour measures,
information, and improvemetgrsgcomplementary across processes and Work units

The Importance of Story Telling
AOnes to Watdbiscovery Séissessentrequires busines® tell a story about each of its KEY processes and/or methods
applicable to the Process Discussion Area. To the extent practical, stories should be able to at least address the ADLI
fundamentad$ Approach andDeployment, clearhand concisely for epobcess identifieth telling these stories, most
organizations that conduct theBdifassessmefull into one of the following categories:
1. There is a great story to tell, but becamsuhiey conceptlating to ADIdhot fully understood ribtclearly

articulated.
2. There is not a great story to tell relative to process maturity, so the organization describes what it has the best it can.

!

More mature organizations are able to tell their great

story in the context of ADLI or the maturity concept

The ability ah organizatiom easily articulate the ADLI
story behind its KEY processes and methods i in a
itself a positive indicatbhen there is not a great story
to tell, it is espalty important for opportunities for
improvement to be-gidhtifieddelping organizatioms
understanthe need for improvenagto identify
specific opportuniiiegan essential part of@nes to
WatchDiscovery Program.

uSStepswhich are clearly defined

- — &

o¥imeframesassociated with the Steps

"

wan Owner expert in the process; Expectéiitcomes

r
!

uRepeatableand Reportable

wintegratedand Improved

S — &

CEEE&&

Another way to remembeiStioayT ellindgs important in
conveying the maturity of your processes is found in
acronyrSTORIE. A mature systematic process, i.e. a
process described inrttaturity conceggnse hasr is

uEvaluatedfor Effectiveness

— — e

For each Process Discugsien, the Examiners will read and eyalu&eifAssessment narratitebles and grapsd
provide written feedback based on the following two perBpé#tiperspectives work together as indicators of overall
organizational maturity in atmatpieach Process Discussion Area.

1. Your description of your business’s Approach(es) in the context of activities that address the Discussion Area.
Understanding the range of activity associat®dosgh®iscussion Area as it contribut@gerall succasessential
to conducting a baseSréAssessmenthich identifies whgoeirorganization is today or needs to be as related to the
subjectThe Selfssessment narrative should deteeilamge of activities to address thedpé of tHerocess
Discusion Area. The narrative should definltel@ctivitiesvhich areurredy underwaydannedand/odesiredhat
support the Discussion Area

2. Your description of the Deployment of your Approach(es) in the context of the activities identified that address the
Discussion Area.



In addition to being able to degotimErganization's rangewfentplanne@nd/odesiredctivities to address the full

scope dheProcesPiscussion Argaumarréive also needs to describe the level of sophistication relative to
implementatioh these activitieéou must be able articulatealtivities associated with the Process Discussion Area are
being deployed in a systematimetiwbdical manner. viEswvhich are not being deployed in a systematic and

methodical manner may represent opportunities for future improvement including how they impact other Discussion Ar

1.  Leadership

In your discussion of tteses, regardless of the methymdsuse, the Examiners are looking for evidence of breadth in methods and maturity of each. Of the
two, maturity has the most imp&etwisehe Baldrige Criteriaraseprescriptive. The purpose of noting processes often found in this area is purel
educational and not an expectation for how your organization should operate.

Process Discussion Area:
a. Describe how senior leaders lead and how their personal actions guide and sustain your organization. Answering
the following questions may enhance your discussion.
A How do they set vision and values?
How do their actions demonstrate their commitment to legal and ethical behavior?
How do their actions build an organization that is successfuthefutanezn
How do they communicate with and engage the entire workforces and key customers?
How do they create a focus on action that wil!/l

I > > >

Suitable Processes: What we are looking for-

This BeussioAreas fundaméally aboltow senior leaders leadthe KEYwajsader shi p i nf or mati on
Apul |l edo f andkeydustoeneisisb okt owed by how the information is
performanaespecially in areasnofovation amtdistomer engagemerdt u st omer sd commi t ment t o at
products and/or servicaslis Area is also about how leaders sustain and move the organization toward an envisioned future.

Workforce communicatiethods and processes often found in this ars . ) .-
. . . Maturity Example: An or@nization has
include large and small employee meetings hosted by leadership, b quarterlji lmpl oyeed meetings.
leadership lunches at multiple levels, newsletters, and technology ¢  qoes it actually occur quarterly? Second,
rang|ng from emaI|S, to ChatS and SOC'aI netWOI‘kIng app|lcatI0nS ( does each session include components
methods identified include h@ari zat i onds perf o which not only fMpusho info
system which translates leadership goals to individual employee g¢  information from attendees and how
also not unusual to find Leadership feedback systems such as emy  sophisticated is that elem@hi#d, how | )
surveys, focus groups and the use of Leaderstipedsnents. does the qﬂ_“a?) ligweed the fia
Examles of sstomer communication methods and processes inclug ~ Meeting improve over time? Fimallys |
- . S the informatdhp u s hedo and fAipul |l ed

guarterly program reviews with customers or periodic, e.g. annafl | : :

. . . . . to dfect improvement in other areas?
senior leadevsthbusiness to businésy custom&@E Os, seni
participation in focus groups, and lostioger appreciation days.
Examples of leadership processes that help sustain an ongayization
include regular review of operational dashboardeadersiapl dfites to discuss ongoing mission, vision and strategic goals.

Note:Some ahese methods might be repeated in other Disreestmeatisfy different objectives.

Process Discussion Area:
b. Describe how you govern your organization and how your organization fulfills its legal and ethical and societal
responsibilities. Answering the following questions may enhance your discussion.
A How does your organization ensure responsible governance?
A How do you evaluate the performance of your senjondbatiegsthe chief executive and your
governance board
How do you arpiate and address public concerns with you products and operations?
How do you promote and ensure ethical behavior in all interactions?
How do you consider societab@ietj and benefit as part of your strategy and daily operations?
How do you suppamt! strengthen you key communities?

T > > >

Suitable Processes: What we are looking for-




This BcussioAreas fundamentally about the KEY ways Leadessttip organization to ensure it does the right thing from
both a business and values stewardship perspective.

The m_ethods_ and processes often fo_und in this grém'mﬂmtesses Maturity Example: An orgnization
associated with wat#iblished leadership groups with governance conducts annual Ethics Traifimgthow
responsibilities. Other processes include approacisemoaking, is the training condu@t&skcond, is there
diversity, equal opportueihycal behavior, amvironmeal and regulatory  an attendangwal, if so, is it met? Third,
complianceAdditionally, this area includes community and social out how is effectiveness measured and how
methods and processes used by the organization. Finally, individuz ?hoeefr;?rﬁrfggtiggg\?gﬁlemig Tg‘;"mégfove
performance systems often specify proper behavior at the individua e i< of the organiZation
Note:Some of these methods might be rejpeatieer Discussion Areas to

satisfy different objectives.

2. Strategy

In your discussion of theses, regardless of the methods you use, the Examiners are looking for evidence of breadth in methods andhmaturity of each. Of t
two, maturity htiee most impadtikewisehe Baldrige Critaai@not prescriptive. The purpose of noting processes often found in this area is purely
educational and not an expectation for how your organization should operate.

Process Discussion Area:

a. Describe how your organization develops its strategy and strategic objectives. Answering the following questions may
enhance your discussion.

A How do you conduct your strategic planning?

How does you strategy development process stimulate andinmowgoate

How do you collect and analyze relevant data and develop information for you strategic planning process?

What are you key work systems?

What are you key strategic objectives and timetable for achieving them?

How do your strategic objectibésvacappropriate balance among varying and potentially competing

organizational needs?

> > > > >

Suitable Processes: What we are looking for-
This BcussioAreas fundamentally akoody the organization cresttesegiobjectives and goals and its abiitticulate
them

The methods and processten found in this area inelledeents of a

strategic management cycle such d@3d@daeckAct(PDCAWwhich ia leadership planning refrea
traditional overarching strgpégiaing amdanagemenpproach appro achpt(? strategi ¢ planiiitgtwho
integrated with marateggories. Aspects of this area also eftdudeto is involved, how is information é;athered and
collect information from customers, employees and others as inpl  ysed during the retreat, how often does it
strategiclanning process. Many organizations identifycamental occur and what doesiite® Second, do
assessment or a Strengths, Weaknesses, Opportunities, and Thr.  sessions occur when planned, how does
(SWOT) assessment as inpthede effortfrocesses may also inclu  the information drive actions? Third, how
how the organization identifisstitture and systems to accomplish | do these retreats improve over time?
work of the organization and how key work system dbaisiamne Finally how is the informéation the
strategic in natuaee madeln the most basic view afrganization, retreaisused [ provement njotier
there may be three generic work systems: prodstdioer interface LS

(e.g. sales and markétengd general and administrative support.

Maturity Example: An orgnization has

Note:Some of these methods might be repeated in other Disasssisatisfy different objectives.

Process Discussion Area:
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b. Describe how your organization implements strategy, i.e. develops action plans, implements them, changes them if
circumstances require, and measures progress. Answering the following questions may enhance your discussion.

A What are your key stamtl longelerm action plans?
A How do you deploy your action plans?
A What are yokey workforce plans to support yourskdangeterm strategic objectives atidraplans?
A What key performance measures or indicators do you use to track the achievement and effectiveness of actior
~ plans?
A For these key performance measures or indicators, whag@oenyance projections for your planning
horizons?

Suitable Processes: What we are looking for-

This BcussioAreas fundamentally aktat KEY processes and methodsyisedtn or gani z aotvertchighbb s | e a
level strategic goals into actions where progress can be systematicalthargiitgrsilategy as needed based on

information.

. . . . Maturity Example: An or@nization has a
The methods and proces$tes found in this area integrate witartbe Pl strategic plan that needs to be executed as

CheclAct construct outlined in 2a. (Bieatégy Execytrﬁeam Charters, g, approach in this Category. First, are the
Gantt charts and other wagisrtnstrate a systematic approach to exe  action items for each goal clear, with a
of strategy are often described. Strategic Management Systems Wh  person/team accountable? Second, is there
senior executivesattively review progress relative to strategic goals ¢  atimeline with a specific activity, cost, etc.?
make changes on a periodic basis are often foudataytis Third, is the effort reviewed periotlically
based on performance measures? Finally,
Note:Some of these methods might be repeated in other Discussion NOW is the effort impacting other areas’
satisfy different objectives.

3. Customers

Inyour discussion of thases, regardless of the methods you use, the Examiners are looking for evidence of breadth in methods andhmaturity of each. Of t
two, maturity has the most imp&etwisehe Baldrige Criteriarmseprescriptive. Theppge of noting processes often found in this area is purely
educational and not an expectation for how your organization should operate.

Process Discussion Area:
a. Describe how you listen to the Voice of the Customer (VOC) and obtain information from your customers.
Answering the following questions may enhance your discussion.
A How do you listen to, interact with, and observe customers to obtain actionable information?
A How do you listen to potential customers to obtain actionable information?
A How do yadetermine customer satisfaction, dissatisfaction, and engagement?
A How do you obtain information on customerso satis

Suitable Processes: What we are looking for-

This BcussioArea focuses on KEY methods and processes your organization uses to ensure it can sustain its future throu
understanding its current and potential customadrabdlsey wamthere they are going, and how your products and services
adapt to match ithieiture need$. includes processes for determining their satisfaction, engagement, and dissatisfaction.

11



The rethods and processes often disdusbésiarea incluclarent and Maturity Example: An orgnization offers
potential customer focus grsapsfaction and engagesieneys as well surveys to customers as a KEY process.
as market research methods and processes. Because of its broad & t':r:;sg mr?)iiﬁl?]r:altotf)a(g:{:%?:;iiﬁcsﬁnde?es
customer relationship management systgroédentified in this and the engaggment? S§c0nd how broad =t
nextDiscussion Area. Other processes often mentioned in this Disct participation,.are the riéht people
relate thowyou obtaioustomefieedback on your products and services  participating, and how do they keiow t
through means other taweys. participation counted? Third, is the
collected information actionable? Finally, is
Note:Some of these methods might be repeated in other Discussion| social media being used?

satisfy different objectives.

Process Discussion Area:
b. Describe how you engage customers by serving their needs and building relationships. Answering the following
guestions may enhance your discussion.
A How do you determine product or service offerings?
A How do you enable customers to seek information and support?
A How do yodetermine your customer group and market segments?
A How do you build and manage customer relationships?
A How do you manage customer complaints?

Suitable Processes: What we are looking for-
This BcussioAreas fundamentadlipout how the organizatierchines its product requiremenaantlow the
organization keeps and engages customers as strategic partners in a greater enterprise for mutual benefit.

The methods and processes often found in talatareacustomer Maturity Example: An orgnization has a
relationship management systems, including systems which answe|  1-800 number for customers to call for
provide technical suppaijydicate complaints and reward repeat busi  complaints as well as a place to lodge
Other prosses may include how current and future customer and m  complaints on the website. First, is it
requirements are determif@dpreactive organizations, it is not unusu¢  relatively easy for a customer to get through
include processes and methods like focus groups which engage cu/  ©n the phone or navigate the website?

the desigand improvemaitproducts aservices for the future. R 0w qualiiied areliliaiggy
who receive the complaint? Third, how

No'Fe:Some of these methods might be repeated in other Disasssiol ?;gll(\%g r;(:]g (ins\fvﬂ\:\;e:lngrtgzgggn mzltnl;
satisfy different objectives. collected used to improve the complaint
system? Finally, how is the information
used to improve customer satisfaction and
to affecbther processes?

4. Measurement, Analysis and Knowledge Management

In your discussion of these areas, regardless of the methods you use, the Examiners are looking for evideads ahtneedthiin ofieach. Of the
two, maturity has the most imipdéetvise, the Baldrige Criteria@rprescriptive. Thepose of noting processes often found in this area is purely
educational and not an expectation for how your organization should operate.

Process Discussion Area:
a. Describe how you measure, analyze, review, and then improve organizational performance. Answering the following
guestions may enhance your discussion.
A How do you use data and information to track daily operations and overall organizational performance?
A How do you select and effectively use comparative data and information?
A How do you useisanttheCustomer (VOC) and market data and information?

12



A How do you ensure that your performance management system can respond to rapid or unexpected organizatic
or external change?

A How do you review your org “0or mance
capabilities? Maturity Example: An organization has
A How do you sharethqsctices in your organization? chosen the Balanced Scorecard as a key

process in this Category. First, are the
outcomes in each area sufficiently defined

\ \ including leading and laggitigators,
Suitable Processes: What we are looking for- LaI:mI:e% andl rglated toggrggnizational

This [scussioAreaexamines how the organization effectively selects, | goals? Second, is the information

manages, and uses data and informatiprol®rganizational planning al sufficiently mature and visible so the data
performance improvement.afégegs s of t en r ef er r ed isunderstood? Third, isthe information c ent e
the alignment of organizational operations with its strategicldbigeistives  used to systematically manage

where an organization would discuss how it camipapesoinpetitors or improvement? Finally, is the information

other similar organizations, or benchmarks and uses these comparis¢  Used to cae improvement across

improve and support decision making. Also, this area examines how . Scorecard areas?

organization uses customer data, e.g. survey and complaint data to suppore

decision malgn

The met hods and processes often footpuoutcone modeld) and otherrtypes i n c
of measurement systems. Other methods and processes oftenGategbimpataite to how the performance informatio

systems, both qualitative and quantitative are related to the development and systematic ex&rottessesstrategy.
connecting customer data to strategy and operations are often discussed.

A How do you project your organization/s future performanc

Note:Some of these methods might be repeatediisatission Areas to satisfy different objectives.

Process Discussion Area:
b. Describe how your organization manages its knowledge assets, information, and information technology
infrastructure. Answering the following questions may enhance your discussion.
A How do you manage organizational knowledge?
How do you use knowledge and resources to embed learning in the way your organization operates?
How do you verify and ensure the qualitygdritmational data and information?
How do you ensure the security of sensitive or privileged data and information?
How do you ensure the availability of organizational data and information?
How do you ensure that hardware and software are reliabla] sseiniendly?
In the event of an emergency, how do you ensure the hardware and software systems and data and informatic
continue to be secure and available to effectively serve customers and business needs?

D> D> D> D> >

Suitable Processes: What we are looking for-

This BcussioAreaexamines how the organization ensueslitye integrity, relialaitity availabilityaafcurate and timely
data anthformatioas well as ensuring reljagleure and user friesdfgware, and hardwawren during erngencies It

also addresses haworganizatitwild and managdtsknowledge assets. High performing organizations make data and
information available and accessible to all appropiiate itdarsiware systems and software are reliable figshdiyer

In high performing organizations, every appropriate perpdeatfers to individual workers; andestenyer and
stakeholder, as appropiiets,access to the data they need to make decisions about their work.

Methods armlocesses often found in this area include collaborative/  Maturity Example: Anorganization lists its
and/or file sharing systénfistmation assurance efforts, quality contr¢  COOP as akey process. First, is it based
efforts for data, and conyimfiibperations plans (CO@#net, and on standards and updated SySIEHIESES, *
internetveb sites among othé&mocesses to manage knowledge asse second, has there been trainiGISHEERs
. : . . everyone understand their rblesit been
including the retention of knowledge for retiring workers are found | octaq? Third, if so, has the COOP been
updated as a reSulfinally, does the
Note:Some of these methods might be repeateddisctission Areas t  COOP sufficiently link to external COOPs as
satisfy different objectives. needed?
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5. Workforce

In your discussion of these areas, regardless of the methods you use, the Examiners are looking for evideads ahtneedthiin ofieach. Of the
two, maturity has the most impketvise, the Baldrige Criterinaingrescriptive. Thepose of noting processes often found in this area is purely
educational and not an expectation for how your organization should operate.

Process Discussion Area:

a. Describe how your organization builds an effective and supportive workforce environment to accomplish your
organization’s work. Answering the following questions may enhance your discussion.

A How do you assess your workforce capability and capacity needs?

How do you recruit, hire, place, and retain new workforce members?

How do you organérel manage your workforce?

How do you prepare your workforce for changing capability and capacity needs?

How do you ensure workplace health, security, and accessibility for the workforce?

How do you support your workforce via services, benefiesand polici

> > D > >

Suitable Processes: What we are looking for-

This BcussioAreas fundamentally about the KEYtlweagsganizatiensures that work is being; dawve the organization
determines how many and what types of employees it needs to get the wakstthat ¢hamaganization recruits, hires,

and retains employees who will meet the skill requirements required to position the anganizates &rdut

sustainabilityt examines hake organization ensures and improves workforce security and health and workplace accessibilit
and supports the workforce via benefits and policies.

The m#hods and processes often found in this area are purposed f
and maintainh e w o kndwledge, skéls) abilities, and competen
to accompl i. S h .tPi‘DEB_sseS_rthgtaaSBéSicalrl_:e_mt af approach? Second, how widely is it
futyr_e workforce cap_abllltles apdire to |_dent|f|ed needs by hiring, deployed, i.e., do all supervisois,bayt
training, and mentoring are often mentioned. Processes fa@nuanz ysed? Third, how does it evolve? Finally,
organizinthe workford¢e get wortone are frequently mentioned. how key is it to success in other areas such
Variable hours, telework, and other qualityitaftiifesrare often as retention?

discussedLikely Discussion Area topics also include descriptions or._..

the organization addresses its responsibility to make sure regulatory

standards on workplace haatttsecurity are met.

Maturity Example: Anorganizatiadentifies
its Telework Program. First, is there a clear

Note:Some of these methods might be repeated incotbsioDifsasto satisfy different objectives.

Process Discussion Area:
b. Describe how your organization engages, manages and develops its workforce to achieve a high performance work

environment and utilize the workforce’s full potential in alignment with overall business needs. Answering the

following questions may enhance your discussion.

A How do you foster an organizational culture that is characterized by open communication, high performanc

and an engaged workforce?
How do you determine the keysiai/workforce engagement?
How do you assess workforce engagement?
How does your workforce management system support high performance and workforce engagement?
How does your |l earning and devel openmat system s
development of your workforce members, managers, and leaders?
How do you evaluate the effectiveness and efficiency of your learning and development system?
How do you manage career progression in your organization?

> > > >
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Suitable Processes: What we are looking for-

ThisDiscussion Area is fundamentallyadrtifdrcand leader
performance managenieatning and development procasdes
determining workforce satisfaction and engagieemantind6EY ways
that th@rganizaticessesses workforce engagemepediodmance and
respond® ensure high performance, continual improvement and in
It examines h@m organization engages, compensates and rewards
employees; develops both employees and leaders; and assesses 1
engagement; and hosvdiganization creates a good working enviror,

Frequently found processes include employee training programs si
periodic mandatory training, new employee orientation, technical tr
professional development progrests lte methods diprocesses often
found in this area focus on how employees are engaged, both emot.

intellectually, and how that information is used to improve individual and

organizational performaaeual Employee performance evaluation system&eamofezhher€ompensation and

reward systems are typical of methods and processes listed and may be tied to demonstrated skills or peer evaluations.
Organizational reward and recognition approaches are often listed including profit shagnggpiieratocoemrards for

exemplary team performance. Employee feedback systems, e.g., surveys, focus groups, etc. along with how they are use:
improve the organization are also frequently mentioned in this Discussion Area.

Maturity Example: Anorganizatidms an
individual performance management
system which calls for annual individual
performance plans. First, are the plans
developed so the employee is clear about
expectations? Second, dessic
supervisor/employee reviews occur and if
so, how is quality measured? Third, is
there a learning effort to assess quality and
extract information for the organization?
Finally, are employee plans aligned/
integrated to organizational plans?

Note:Some of these tmetls might be repeated in other Discussigno gatisfy different objectives.

6. Operations

In your discussion of these areas, regardless of the methods you use, the Examiners are looking for evideads ahbneedtiniin ofeactheOf
twq maturity has the most impdewise, the Baldrige Criterinatrprescriptive. The purpose of noting processes often found in this area is purely
educational and not an expectation for how your organization should operate.

Process Discussion Area:

a. Describe how your organization designs, manages, and improves its key products and work processes. Answering
the following questions may enhance your discussion.

A How do you determine key product and work process requirements?

How do you desigour products and work processes to meet requirements?

How does your etaylay operation of work processes ensure that they meet key process requirements?

> >

> >

How do you determine keyrsupport procesdes

How do you improve your work processes toproguate and performance, enhance your core

competencies, and reduce variability?
How do you manage innovation?

Suitable Processes: What we are looking for-

This Discussion Area is fundamentally about the KEY approaches the organization uses to identify critioal processes withir
work systems, how processekiding internal support procaissesanaged and measured, and how processes are

continually improved to better support customer requirements and &qdsotatiansnes how the organization manages
innovatiome. how are: (1) ideas generated; (2) decisions made to pursue

resource, and implement them; and (3) these decisions linked to s’

objectives.

Methods and processes often discussed in this area include appr(
managing asystematicallpprovingroducts and key wandcesses
whichmay be as simple as develdgitagjed process flow shabther
methods frequently mentioned are Lean Enterprise System, Six S
International Organization of Stank@]€apability Maturity Model
IntegratiolCMMIprograms, ett.ists of product and service delivery
processes and support processes may be furnished along with inf
on how an organization knows when these processes are Woeking We...

Maturity Example: An organization lists it

Lean Six Sigma Program as key. First, is
there an understanding of how processes
are reviewed and prioritized for improvement
relative to strategy? Second, is there
sufficient knowledge and commitment to
implement the initiatite fulfillment?

Third, are the improvements reviewed for
effectiveness? Finally, are the methods
replicated in other areas?
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generation processes like suggesties fmay be discussed. Processes that tie decisions to implement ideas to the

organi zationébés strategic planning efforts may be ment.i

Note:Some of these methods might be repeated in other Disasssigatisfy different objectives.

Process Di.scussion Area: o . ) Maturity Example: An organization
b. Describe how your organization ensures effective management of its discusses how it communicates with
operations. Answering the following questions may enhance your,  suppliers through its supplier portal on its
discussion. web site. First, are suppliers made aware
A How do you control the overall costs of your operati  of this vehicle for communication and given
A How do you manage your supply chain? access? s it user friendly and does it allow
A How do yaprovide a safe operating environment? :‘r’]":‘i’;?grﬁ’;g?nug;ccﬁfﬁﬁghgoé"d'z -
A How do you ensure that your organization is prepar: 9 g

used to address issues and improve
communication and relationships? Third,
are the improvements reviewed for
Suitable Processes: What we are looking for- effectiveness? Finally, are the methods

The Discussion Area is fundamaiiali( EYways to control the cost of duplicated for other suppliers?
operationsnanaging the supply clk@aping operations safel being
prepared for emergencies

disasters or emergencies?

Methods and processes often discussed in this area include approaches tinsystesagiicadss efficiency and

effectiveness to control costs. Processes to select, manage and communicate with suppliers are often discussed.

prevent accidents and workplace safety inspections may be discussed. Contingengeplanprapdreteess plans are
often discussettiea generation processes like suggestion boxes may be discussed.

Note:Some of these methods might be repeated in other Disasssisatisfy different objectives.

Results Maturity (7): What we are looking for

Proces

The Baldrige ExcelleRamewonmkethod of assessing results maturity is based on the relative depth of sophistication in four

areas; Levels, Trends, Comparisons, and Integration (LeTCI).

' Comparisons / _Integration /

In evaluating your response to each Resedi@isArea, the Examiméliokfor evidence to deterrhioe well @results
of youprocesses and methods ridatee LeTCI concepts. For each ResdsiDiséuea, the Examinersftma@nswers to
the followingith a particular fooasL and:T

A Levels. Has esults oriented informaiien presented or portrayed
relevant to the Result Discussion Area? Isimtialabetween this ... Reviewof the Baldrige
) informatioand the process(es) gnd me.thods disc@amgmietrfs.? ﬁ:ﬂ‘* E;(o?/?g:n:; dﬁﬁ:’;‘fﬁg:::tlion
A Trends. Are there trends associated with the results oriented inforn k » | on the LeTCI concept.
S0, is there enough information to determine how favorable the trei
A Comparison. Has information been presented relative to how the results
oriented information relates to comparable dxamglesipetitors, benchmarlksher appropriate organizations
A Integration. Do the results address important customer oregmoitaments identified in the Organizationalpeofile?

results harmonized across processes and work units to supporivaicggzasen
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The Importance of Portrayal

A picturés wortla thousand words. To the extent practicaloresuéid portrayals should be able to highlight at least the
LeTCfundamentatfLevels andTrends. Graphics are helpful tools to show Levels, Trends, and Comparisons at the same tim
Results anesuallyhe most difficult area for organizations. Most fall into one or more of the following categories:

1. Much information is available and piiosaiedtimes satisfying fundamental LeTCI concepts, but the KEY results related
to the KEY processes have beeerdetermined.

2. Information is provided can satisfy fundamental LeTCI concepts, but tthieceisibtink to the processes and
methods articulated in Catege@iesd/or the goals and objectives of the organization.

3. Information is provided,i® simply not mature enough to make the maximum contribution to leadership, i.e., anecdotal, n
systematic, etc.

The ability of an organization to pite&&tiY results in a manner which shows an understanding of LeTCl is a positive indicator
ForOnes to WatcBiscovery, acknowledgement of opportunities for improvement in this Category is also a positive indicator

The Category is looking for the portiastabbfatand resultssed by the organizatimt merely examples of data it might

use. Graphs and charts should be readable and be straightforward so the Examiner Team can interpret the data and unde
its meaninglhe Examiner Team is looking for evidence that the results that aile stabvie tarthe organization, i.e. the

results are good for the organization.

For the Category 7 Results section, the Examiners will provide one overall indication of their impression of this Category b
checking one of the following general statbatariate to the Baldrige core methods of evaluating process and results
maturity.

[] FewifanyresultsvereprovideéhthesixDiscussioArea/Categories.

[] Afeworganizatialperformanagesultsarereporteéha fewoftheDiscussion Areas/Categories.
[] OrganizationperformancesultsrereportethmosDiscussioreas/Capries.

[] Sustaineiinproemeninorganizatialperformancgesultarereporteéhallareas/Categories.
[1 Other:

The Examiners will also make some specific observatiorsastawe sul t s t hey saw or didnot
make some suggestions about results they might haveesgrebiesbd on what seems important to the organization.

7. Results

Results Discussion Areas:

a. Providgourkeyproduct performance and procestectiveness and efficien@sults.Includeesultdoryour
products and customer service processes. Include results for your process effectiveness and efficiency. Include your
emergency preparedness results. Include your supply chain managénatulerapphspriate comparative data.
Segment youiesults by product offeringsgraestgroups, antarket segments, and by processatypéscations, as
appropriate.

b. Providgourcustomeffocusedperformanceesults. lhaok result®r customer sdtistiondissatisfactiand
engagementnclude appropriate comparative Sa@rent your results bgdguct offerings, customer groups, and
market segments, gprapriate.

¢. Providgrouworkforcefocusedresults Includgoumnworkércecapability and capacity results. Include workforce climate
results (e.g. health, safety, sesenticesand benefits). Include your workforce engagemeninasdisyour
workforce and leader development taslitie appropriate compardtitaSegment your results to address the
diversitpfyour workforce andaddress your workforcepgrand segments, gpipriate.

d. Providgourserior leadership and goverrceresultsinclude results for senior leader communication and engagement
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with the workforce and custormaiside results for governance accounitatiiliting those for fiscal aatoility
Includéegaland regulatory resudteng witkresults fagthi@al behavior, societal respdityspidsupport of key
communitiednclude results for the achievement of your orgastiza¢ignatl action planclude appropriate
comparative datdeggment your results by orgaozdtiinits, as pppriate.

e. Providgourfinancialand marketplacperformancesdts by market sagnts or customer groups, as appropriate.
Include appropriatamparative data.

Results Portrayal: What we are looking for

ThefiveResults iScussioAreasxamine the performance and improvement measures identified by the organization as being
KEY tdtssuccess. Category 7 reflects timely measures (weekly, quarterly, annual as applicable) of performance for evalua
and improvementofi 0 r g apdessestpioducats) and services, whadigrzed with overall organizational strategy,

goals and directamdwhich are produced by tposeesses and methtidsorganizatioostlinein Categories6l

For examplan organization lists its employee Mentor Program as a KF
process in Category 5. Restlispfogram waibe included as part of tt
7cdiscussion. One view of resultssooplgp e i p a ri hat uusypakh

Maturity Example: An organization list:
its employee Mentor Program as a KEY
process in CategorfiytBus an

if the effortis new. Anoteewvi of r es ul t sideatified | d expectation of Results. First, has a
through surveys, etldkewisef the purpose of the programaddress relationship between the Mentor Program
iempl oy eoef ryeotuerthgt algoemightlshewd Tpus, multiple and Results been established? If so, is
Results are often associated with one process. there evidence of baseline information?

Is there evidence of baséfiformation
Processes and methods have purposes and outcomes intended to b¢ @S itchanges over time? Is there
The question is which are KEY resullts, i.e., what outcome does the i comparable information from other

- . . . organizations? |Is there information
2
:gﬁzénttﬁgi;%iﬁjﬁzoggeed, there might be multiple processes dir regarding how these results affect other

areas?
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GLOSSARY

Action Plans - Specific actions that your organization takes to reachrits Ishgeerm strategic objectives.

Approach - The methods (processes) your organization uses to carry out its processes.

Basic Requirements - The most central concept of a Ones to Watch: Discovery Discussion Area reflected by bolded text a
beginning of a Discussion. Area

Core Competencies -Youo r g a n iaeas bfigreateét sitjse, those strategically itmpbcapabilities thag a

central to fulfilling your mission or that provide an advantage in your marketplace or service environment

Customer EngagementiYour customersd investment in or commit meni
of an engaged customdude retention and loyalty, willingness to make an effort to do business with your organization, and
willingness to actively advocate for and recommend your brand and product offerings.

Customer Satisfaction i The measure of how well you meet the expectations of your customers concerning the products
and services provided by your organization.

Deployment - The extent to which your organization applies an approach in addressing the requirementseaf a Discussion /
Effective - How well a process or a measure addresses its intended purpose.

Goals - Futureanditions or performance levels that your organization intends or desires to attain.

How - The systems and processes that your organization uses to achieve its mission requirementsiOWresponding to
guestions in each Discussion Areas include information on your approach (methods and measures) deployment, learning,
integration. In otkerds, tell yoSTORIE (see page 9 or this Guide).

Maturity T Maturity isolwwelltheorganization descsiliemethoslprocesass(approaas or residtin the context of the

Di scussion Areabds Basic Over ahDeploymensarnivntégtatiop dr eeveBe qui r e m
Trend€<Comparisorategration, respectivétymature processaranore reactive to problems rather than systematic and

effective Mature processes are systematic, effective, and well integratprbestsseimeisupport key strategic and

operational goals. Immature results are characterized by being poor, lacking trend data and comparatemoinformation and

significaito t he accompl i shment of an ellengeaperformance leveis@sd trendssaisdi o n .
show good relative performance against comparisons. Mature results indicate a likeibcadsgheyarestnked to
the organizationés mission, and strategic and operatio

Measures and Indicators - Numerical information that quantifies the input, opgrfdrraadce dimensiofis

processes, products, programs, projects, services, and the overall organizations (outcomes).

Multiple Requirements i These requirements are found within thgeBaldellence Framework Criteria for Performance
Excellence. They represent the individual questions that are asked in each Area to Addredsaidelce iggetbigofir,st

which is the most important one in that group. hwoligidtid@ o | df ace questi ons areodal so c
Overall Requirements i The most important feature©oka to Watch: Discolesgussion Area, as elaborated by the
questions directly following the Basic Requistioeritsl{olthcetex at the beginningeathDiscussion AneaThese are

also the boldface questions that appear at the beginning of the Multiple Requirements within the Criteria for Performance
Excellence.

Process - Linked activities with the purpose of produaingtsopservice for a customer (user) within or outside your
organization.

Products and Product Offerings 7 These terms refer to both the goods and services that your organization offers in the
marketplace.

Results T Outputs and outcomes achieved by your orgaRieatitis are evaluated based on current performance;
performance relative to appropriate comparisons; the rate, breadth, and importance of performance improvements; and the
relationship of results mezsto key organizational performance requirements.

SegmentiOne part of your organizationédés cust omeare mar ket ,
common characteristics that allow logical groughied3iscussion Areas, seging refers to disaggregating results data in a
waythatalle or meani ngful anal ysi Understanding segmerdsrisgtatical teidentifyiognh@ s p «
distinct needs and expectations of different customer, market, agdowpsikéornd to tailoring product offerings to meet their
needs and expectations.

Senior Leadersi Youro r g a n isenartmaragement group or team.

Strategic AdvantagesiThose mar ket pl ace benefits t halkelilmodefffuurea dec
success. These generally arise from either or both of two sourcesap@tenores, which focus on building and expanding
internal capabilitiasd (2) strategically important external resources, which are shaped d@ydylmweoaganization.

Strategic ChallengesiThose pressures that exert a decisive infl ue
They are generally externally driven, although not always. External strategic challenges may relate to egst@mer or market
expectations wheseaternal challenges may relate to capabilities or human and other resources.
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Strategic Objectives | The internal or external aims or responses that your organization articulates to address major chan
or improvement, competitiveness or sociahigtbesjness advantagéhey are whaiur organization must achieve to

remain or become competitive and enstieentosigccess. Strategic Objectives set yodelondeections and guide

resource allocation and redistribution.

Support Process i Support processes prosiggorto the workforce engaged in product design and delivery, customer
interactions, and business and enterprise management. Examples are: research and development, call center operations,
resources, information teoggpprocurement, accounting, maintenance, actianppgnagement.

Systematic 1 Well ordered, repeatable, and exhibiting the use of data and information so that learning is possible. Approac
are systematic if they build in the opportunityafiimrevedprovement, and sharing, thereby permitting a gain in maturity.

Work ProcessiYour or gani zat i on 0-sreativogracesses plrioey mighniriclude prodect desigh, v a |
production, and deliver; customer supporGtripptyanagement; business; and support processes. They are the processes
that involve the majarify your or gani zati onds workforce.

Work SystemsiHow your organizationbés work is accomplished,
resources you need to develop and produce products, deliver them to you customers, andcasketpackin Abtsa, @il

work needed to produce products and related services to create value for customers and achieve organization success.
Workforce T Al | people actively supervised by yourrkorgani zat
including paid employees as well as contract employees supervised by your organization, and volunteers, as appropriate.
workforce includes team leaders, supgandananagers at all levels.

Workforce CapabilityiYour organo zaddc omplsi aiiltids ywar k processes tt
abilities, and competencies.

Workforce Capacityi Yo ur o r qlalibte ensute sufficiedtstaffing levels to accomplish its work processes and
deliver products to custonrasisidinghe ability to meet seasonal or varying demand levels.

Workforce EngagementiThe extent of workforce membersé emotional
organi zati onds Wngendral, wonkfosce membersrigagediwhenithsyifindmpersonal meaning and
motivation in their work and receive interpersonal and workplace support.

Note: The preponderance of the above definitions are
taken from the 2015 Baldrige Excellence Framework
Glossary.
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Appendix

rginia SPQA
es to Watch: Discovery Self-
sessment

Qhﬂ! ey

[Organization Name]

[Date Submitted]



[Transmittal Letter — Insert Organization’s Letterhead if desired and remove this note]

(Date)

Executive Director, SPQA
Dear SPQA Executive Director,

[Organization Name] is pleased to submit its Discovery Self-Assessment for the Examination Team’s review and
feedback.

[optional text for the organization — remove |

Sincerely,



Organizational Profile

TheOrganizational Profile is asnapshot ofyourorganization,the ley influenceson how yowperae, andthe key chalbenges
youfaoe. Inseryourresponsandrelagd graphic# applicableattheendofeachquestionrquestioset

1.

a.

Organizational Environment

What are younain product offeringsWhat is the relative impance of each to your succesghat
mechanisms dgou use to deliver your produgts

Response:

What arequr stated purpose, vision, values, emigsion? Wh at ar e your organi zatic
competencies and their relationship to your mission?

Response:

What is your workforce profil&¥hat recent changes have you experienced in workforce composition or
your workforce needs®hat are your workforce or doyge groups and segment¥?hat ar¢he

educational requirements for different employee groups and segyMérdasare the keldrivers that

engage them in hzvingyour mission and visionWhat are youwrganized bargainingits (union
representatio®Wh at ar e y o uspecia lrattheandi safedydquiirenme@?>s

Response:

What are your major faids, technologies, aredjuipmen?

Response:

What is the regulatory environment under which you opef#itaPare thkeyapplicable occupational

health and safgregulations, accreditation, céctition, oregistration requirementiedustry
standards, and environmental, financial, aodiugt regulatios?

Response:
Organizational Relationships

What are your organizatiostilicture and governance syst What are the reporting relatioipsh
among your governance boasdnior leaders, arhrent organization, appropriat@

Response:

What are your key market segments, customer grawpstakeholder groups, agpropriate?Wtat
are their key requirements and expectatbgeur products, customer support services, and
operations?What are the diffarees in these requirements and expectatomsng market segments,
customer groups, and stakeholgesups

Response:




What are your key types of pligrs,partnersand collabrators? What role do tlygplay inyour work
systems, especially in producing and delivgring key products and customer support servidaat
role do they play in enhancing your competitiven®¥gkat are your key mechanismsarway
communicatiomwith suppliers, partners, and collaboratov#rat role, if anyjo these organizations play
in contributing andmplementing innovationsyour organizationAVhat @& your key supply chain
requirement®

Response:
Competitive Environment

What is youra@mpetitive positin? What are youelative &e andyrowth in your industry tine
maketsyouserve? How many and whigipes of corpetitorsdo you have?

Response:

What key charg, if any, are affectingpurcompetitive situatioimcludingchanges that create
oppotunities for innovation and cditaation, as appropricke

Response:
What key sarces of comparative and cortipee dataare availabléfom within your industry®hat

keysouraes ofcomparativelataare availabléom outside your indust? What limitatios, if any,affect
your abiliy to obtairor usethese d&a?

Response:
Strategic Context

What are your kesjrategic challenges and advantages in the atmssifess, perational, societal
responsibilitiesandworkforc@

Response:
Performance Improvement

What are the key elements afryperformance improvemesystem, includingourprocesses for
evaluatiorand improvement of keyganizationgbrojects andprocesss?

Response:




1. Leadership

The Leadership Category asks h tawyosomanization. Itlalsocaske absubyoup er s o n
or gani z a tnde systéns hoguo argamnizatian fulfills its lepehleind soietal responsibilities.

a. Describe how senior leaders lead and how their personal actions guide and sustain your
organization. Answering the following questions may enhance your discussion.
A How do they set vision and values?
How do their acti@iesnonstrate their commitment to legal and ethical behavior?
How do their actions build an organization that is successful now and in the future?
How do they communicate with and engage the entire workforces and key customers?
How do they create afocwsort i on t hat wi | | achieve the org

> > > > >

Response:

b. Describe how you govern your organization and how your organization fulfills its legal and ethical

and societal responsibilities. Answering the following questions may enhatiseugsion

A How does your organization ensure responsible governance?

A How do you evaluate the performance of your senjéndtatiegsthe chief executive and
your governance b@&ard
How do you anticipate and address public concermpmoidugisuand operations?
How do you promote and ensure ethical behavior in all interactions?
How do you consider societabaiet] and benefit as part of your strategy and daily operations?
How do you actively support and strengthen your key cémmunities

> I >

Response:




1. Leadership Feedback (Examiners Only)

a. Describe how senior leaders lead and how their personal actions guide and sustain your
organization.

An overall Impression is offered tiaskdlescription of yd\wproachn the contexttok set of

Discussion Area 1a det identified dctiviftbstaddiessthiss and t he Parti ci
Discusion Areand th®eploymewof these identified activities. Specific observations indicate key

strengths and opportunities for improvement. Key Examiner Observations are as follows:

What We Perceived Overall Regarding Maturity in this Discussion Area:
A

What We Saw as Evidence of Maturity in this Discussion Area:
A

What We Didn’t See as Evidence of Maturity in this Discussion Area:
A

What Opportunities Might be Considered to improve Maturity in this Discussion Area:
A

b. Describe how you govern your organization and how your organization fulfills its legal
and ethical and societal responsibilities.

An overall Impression is offered basedlesdfigtion of yd\pproachn the contexttbe set of

Discussion Area 1b det identified dctivifiasdaddiessthiss and t he Parti ci
Discussion Araad th®eploymewof these identified activities. Specific observations indicate key

strengths and opportunities for improvement. Key Examiner Observations are as follows:

What We Perceived Overall Regarding Maturity in this Discussion Area:
A

What We Saw as Evidence of Maturity in this Discussion Area:
A

What We Didn’t See as Evidence of Maturity in this Discussion Area:
A

What Opportunities Might be Considered to improve Maturity in this Discussion Area:
A




2. Strategic Planning

The Strategyategorgskshowyour organization develops gitratiejetives andaction plangmplements them, changes
themif circumances require, angtasureprogress

a. Describe how your organization develops its strategy and strategic objectives. Answering the following
guestions may enhance your discussion.

AHow do you conduct your strategic planning?

AHow does you strategy development process stimulate and incorporate innovation?

AHowdo you collect and analyze relevant data and develop information for you strategic planning
process?

AWhat are yokey work systems?

AWhat are yokey strategic objectives and timetable for achieving them?

A How do your strategic objectives achieve apjralpriae among varying and potentially competing
organizational needs?

Response:

b. Describe how your organization implements strategy, i.e. develops action plans, implements them,

changes them if circumstances require, and measures progress. Answering the following questions may

enhance your discussion.

A What are your key stantl longeerm action plans?

A How do you deploy your action plans?
What are yokey workforce plans to support youaskddangderm strategic objectives and
action plans?
What key performance measures or indicators do you use to track the achievement and effectiveness
action plans?
For these key performance measures or indicators, whadd@oenyance projections for your
planning horizons?

> > >>

Response:




2. Strategic Planning (Examiners Only)

a.

Describe how your organization develops its strategy and strategic objectives.

An overall Impression is offered basedlesdtigtion of yadysproaci the context of the set of

DiscussionAr8a det ai l ed questi ons a thdaddrdssethisDacugsiorci pant 0 s

Areaand th®eploymeiof these identified activities. Specific observations indicate key strengths and
opportunities for improvement. Kenex@bservations are as follows:

What We Perceived Overall Regarding Maturity in this Discussion Area:
A

What We Saw as Evidence of Maturity in this Discussion Area:
A

What We Didn’t See as Evidence of Maturity in this Discussion Area:
A

What Opportunities Might be Considered to improve Maturity in this Discussion Area:
A

Describe how your organization implements strategy, i.e. develops action plans, implements them,
changes them if circumstances require, and measures progress.

An overalinpression is offered based ateffweiption of ydpproach the context of the set of
DiscussionAréad et ai |l ed guestions an dhathddress thigDiscussion pant 0 s
Areaand th®eploymeiof these identified activities. Specific observations indicate key strengths and
opportunities for improvement. Key Examiner Observations are as follows:

What We Perceived Overall Regarding Maturity in this Discussion Area:
A

What We Saw as Evidence of Maturity in this Discussion Area:
A

What We Didn’t See as Evidence of Maturity in this Discussion Area:
A

What Opportunities Might be Considered to improve Maturity in this Discussion Area:
A

i de

ident




3. Customer Focus

The Customer Focus Catexgkshow younrganization engages its customers feriomyarketplace successduding
how your organization listens to the tbamusfomer, builds customer relationships, and uses customer information to

improve ahidentify opportunities for innowatéaer. EducatioandHealthCarePaticipants: TheCriteridorEducatiofowsseson
StudentandStakeholdeirslieuoffi Cu s t anthyourespgbnestothisCategorghouldddresthequestioniaithisway. TheCriteridorHealtlCare
focusesnpatientgndotheicusbmersandyouresponess tothisCategoryshoulcaddresthequestions hatway.

a. Describe how you listen to the Voice of the Customer (VOC) and obtain information from your
customers. Answering the following questions may enhance your discussion.
b. How do you listen to, interact with, and observe customers to obtain actionable information?
c. How do you listen to potential customers to obtain actionable information?
d. How do you deterndnstomer satisfaction, dissatisfaction, and engagement?
e. How do you obtain information on customerséb
organizations?

Response:

b. Describe how you engage customers by serving their needs and building relationships. Answering the
following questions may enhance your discussion.

A How do you determine product or service offerings?

How do you enable customers to seek information and support?

How do you determine your customer group arsg:gmaekes?

How do you build and manage customer relationships?

How do you manage customer complaints?

> > > > >

Response:



3. Customer Focus (Examiners Only)

a. Describe how you listen to the Voice-of-the-Customer (VOC) and how you obtain information from your
customers.

An overall Impression is offered basediesdfiygtion of yd\pproach the context of the set of

DiscussionAr8a det ai l ed gquesti ons a thdtaddrassthisDescussionrci pant 6s i de
Areaand th®eploymeiof these identified activities. Specific observations indicate key strengths and

opportunities for improvement. Key Examiner Observations are as follows:

What We Perceived Overall Regarding Maturity in this Discussion Area:
A

What We Saw as Evidence of Maturity in this Discussion Area:
A

What We Didn’t See as Evidence of Maturity in this Discussion Area:
A

What Opportunities Might be Considered to improve Maturity in this Discussion Area:
A

b. Describe how you engage customers by serving their needs and building relationships.

An overall Impression is offered basediesdfiygtion of yd\pproach the context of the set of

DiscussionAr8ad et ai |l ed questi ons an dhathddress thigaDiscussiohn pant 6s i dent
Areaand théeploymeiof these identified activities. Specific observations indicate key strengths and

opportunities for improvement. Key Examiner Observations are as follows:

What We Perceived Overall Regarding Maturity in this Discussion Area:
A

What We Saw as Evidence of Maturity in this Discussion Area:
A

What We Didn’t See as Evidence of Maturity in this Discussion Area:
A

What Opportunities Might be Considered to improve Maturity in this Discussion Area:
A




4. Measurement, Analysis, and Knowledge Management

The Measuremt, Analysis, akthowledge Management Category @asksur organization ds|egdters, analyzes,
manages, and improves its idédrmation, and knowledgeta how itearns; and hownianages infoation techrogly.
The Category abskshow pur organization uses review findings to improve its performance.

a. Describe how you measure, analyze, review, and then improve organizational performance. Answering the
following questions may enhance your discussion.

A How do you use data and information to track daily operations and overall organizational performance’
A How do you select and effectively use comparative data and information?
A How do you us®iceottheCustomer (VOC) and market data and information?
A How do you ensure that your performance management system can respond to rapid or unexpected
organizational or external change?
A How do you review your organizationds perform
A How do you share best practices in your organization?
A How do you project your organization/s future performance?
Response:

b. Describe how your organization manages its knowledge assets, information, and information technology
infrastructure. Answering the following questions may enhance your discussion.

> > > > > >

How do you manage organizational knowledge?

How do you use knowledge and resources to embed learning in the way your organization operates?
How do you verify and ensure the qualitygHriteational data and information?

How do you ensure the security of sensitive or privileged data and information?

How do you ensure the availability of organizational data and information?

How do you ensure that hardware and software are reliable] ssefriendly?

In the event of an emergency, how do you ensure the hardware and software systems and data and
information continue to be secure and available to effectively serve customers and business needs?

Response:




4. Measurement, Analysis, and Knowledge Management
(Examiners Only)

a. Describe how you measure, analyze, review, and improve organizational performance.

An overall Impression is offered basediesdfiygtion of ydA\pproach the context of the set of

DiscussionArda det ai l ed qguesti ons a thataddrassthisDesscussiooci pant 6 s i de
Areaand théeploymeiof these identified activities. Specific observations indicate key strengths and

opportunities for improvement. Key Examiner Observations are as follows:

What We Perceived Overall Regarding Maturity in this Discussion Area:
A

What We Saw as Evidence of Maturity in this Discussion Area:
A

What We Didn’t See as Evidence of Maturity in this Discussion Area:
A

What Opportunities Might be Considered to improve Maturity in this Discussion Area:
A

b. Describe how your organization manages your organizational knowledge assets, information, and
information technology infrastructure.

An overall Impression is offered basedlesdfigtion of yd\pproach the context of the set of

DiscussionArdad et ai | ed gquesti ons an dhathddress tRisDiscussion pant 6 s i dent
Areaand th®eploymeiof these identified activities. Specific observations indicate key strengths and

opportunities for improvement. Key Examiner Obseevasidolfows:

What We Perceived Overall Regarding Maturity in this Discussion Area:
A

What We Saw as Evidence of Maturity in this Discussion Area:
A

What We Didn’t See as Evidence of Maturity in this Discussion Area:
A

What Opportunities Might be Considered to improve Maturity in this Discussion Area:
A

10



5. Workforce Focus

The Workforce Focus Category asks how your orgasesdsmorkforce capability and capacity needs arad build
workforce environment caaduo higberformance. That€jory alsamskshow gur organéion engages, manages, and
developgour workforce to utitigéull potentialalignment withuyr o r g a n i z @idnjstategyand aion mansa | | mi s

a. Describe how your organization builds an effective and supportive workforce environment to accomplish
your organization’s work. Answering the following questions may enhance your discussion.

> > > >

Response:

How do you assess your workforce capability antdeegs2ity

How do you recruit, hire, place, and retain new workforce members?

How do you organize and manage your workforce?

How do you prepare your workforce for changing capability and capacity needs?
How do you ensure workplace health, secuaityessibility for the workforce?

How do you support your workforce via services, benefits and policies?

b. Describe how your organization engages, manages and develops its workforce to achieve a high
performance work environment and utilize the workforce’s full potential in alignment with overall
business needs. Answering the following questions may enhance your discussion.

A

> > D> D>

Response:

How do you foster an organizational culture that is characterized by open communication, high
performance, and an engagekforce?

How do you determine the key drivers of workforce engagement?

How do you assess workforce engagement?

How does your workforce management system support high performance and workforce
engagement?

How does your learning and developmentsystermnsup t he or gani zati onés
development of your workforce members, managers, and leaders?

How do you evaluate the effectiveness and efficiency of your learning and development system?
How do you manage career progression in youtiamgGaniza

11



5. Workforce Focus (Examiners Only)

a. Describe how your organization builds an effective and supportive workforce environment to
accomplish your organization’s work.

An overall Impression is offered basedlesdtigtion of yadyproaci the context of the set of

DiscussionAréa det ai l ed questi ons a thdtaddrdssthisDescugsiooci pant 6 s i de|
Areaand th®eploymeiof these identified activities. Specific observatienkdyditangths and

opportunities for improvement. Key Examiner Observations are as follows:

What We Perceived Overall Regarding Maturity in this Discussion Area:
A

What We Saw as Evidence of Maturity in this Discussion Area:
A

What We Didn’t See as Evidence of Maturity in this Discussion Area:
A

What Opportunities Might be Considered to improve Maturity in this Discussion Area:
A

b. Describe how your organization engages, manages and develops its workforce to achieve a high
performance work environment and utilize the workforce’s full potential in alignment with overall business
needs.

An overall Impression is offered basediesdfiygtion of ydApproach the context of the set of

DiscussionAréAd et ai | ed qguesti ons an dhathddress thiaDiscussion pant 6s i dent
Areaand théeploymeof these identified activities. Specific observations indicate key strengths and

opportunities for improvement. Key Examiner Obseevasidolfows:

What We Perceived Overall Regarding Maturity in this Discussion Area:
A

What We Saw as Evidence of Maturity in this Discussion Area:
A

What We Didn’t See as Evidence of Maturity in this Discussion Area:
A

What Opportunities Might be Considered to improve Maturity in this Discussion Area:
A

12



6. Operations Focus

The Operations Fo@ategorgskshow your orgaatipn designs, manages, and improweslitsts angork processes
and improves operational effectiveness to delivernvalistoamet achieve organizational saocessstainatyili

a. Describe how your organization designs, manages, and improves its key products and work
processes. Answerinthe following questions may enhance your discussion.
A How do you determine key product and work process requirements?
How do you design your products and work processes to meet requirements?
How does your daylay operation of work processes ensuheyhaeet key process
requirements?
How do you determine your key support processes?
How do you improve your work processes to improve products and performance, enhance your core
competencies, and reduce variability?
How do you manage innovation?

> >

>

Response:

b. Describe how your organization ensures effective management of its operations. Answering the

following questions may enhance your discussion.
A How do you control the overall costs of your operations?

A How do you manage your supply chain?

A Howdo you provide a safe operating environment?
A How do you ensure that your organization is prepared for disasters or emergencies?

Response:

13



6. Operations Focus (Examiners Only)

a. Describe how your organization designs, manages, and improves its key products and work processes.

An overall Impression is offered basediesdfiygtion of yd\pproachn the context of the set of

DiscussionAréa det ai l ed questi ons a thdtaddrassthistassidni ci pant 6s i de
Areaand th®eploymeiof these identified activities. Specific observations indicate key strengths and

opportunities for improvement. Key Examiner Observations are as follows:

What We Perceived Overall Regarding Maturity in this Discussion Area:
A

What We Saw as Evidence of Maturity in this Discussion Area:
A

What We Didn’t See as Evidence of Maturity in this Discussion Area:
A

What Opportunities Might be Considered to improve Maturity in this Discussion Area:
A

b. Describe how your organization ensures effective management of its operations.

An overall Impression is offered basediesdfiygtion of ydA\pproach the context of the set of

Discussion Aréadetailed questions andRteer t i c i p ant Otisataddebss this Difciussoth act i vi ti es
Areaand théeploymeiof these identified activities. Specific observations indicate key strengths and

opportunities for improvement. Key Examiner Observations are as follows:

What We Perceived Overall Regarding Maturity in this Discussion Area:
A

What We Saw as Evidence of Maturity in this Discussion Area:
A

What We Didn’t See as Evidence of Maturity in this Discussion Area:
A

What Opportunities Might be Considered to improve Maturity in this Discussion Area:
A

14



7. Results

The Results Categasks aboyto ur o r g a manzeaahdiingprodementireakhi€ad product and process
resultscusbmerfocusedesultsworkforecusedesultsleadership and governaaseltsand financial and marbstlts
The Category asks abetfiopmace levels relatit@those of cqetitors and other organizatigthsimilar product
offerings.

a.

Provide your kpsoduct performance and proceffeetiveness and efficienogsults. Include results for

your products and customer service processes. Include results for your process effectiveness and efficiency
Include your emergency preparedness results. Include your supply chain migmagrechetd resu

appropriate comparative dadgmént your results by product offeringsecuggbups, antharket

segments, and by process types and locations, as appropriate.

Response:

Provide yogustomeifocused performangesults. Include results for customer satisfaction, dissatisfaction,
and engagement. Include appropriate comparative data. Segment your results by product offerings, custom
groups, and market segments, as appropriate.

Response:

Provide yoworkforcefocusedresults. Include your veark&fcapability and capacity results. Include
workforce climate results (e.g. health, safety, security and services and benefits). Include your workforce
engagement results. Include your workforce adeMelaenent results. Include appropriate comparative
data. Segment your results to addrelbeetisetpfyour workforce andaddress your workforcepgrand

segments, ap@ropriate.

Response:

Providgoursenior leadership and governanesults.Include results for senior leader communication and
engagement with the workforce and customers. Include results for governance accountability, including thos
fiscal accatability. Include legat regulatory resuwisq results for etlibehavior, societal respéitysibi

and support of key communities. Include results for the achievement of your organizational strategy and acti
plansinclude appropriate comparativeSieganent your results by organizational units, as appropriate

Response:

Provide yotinancial and marketplace performamseilts my market segments or customeragoups
appropriate. Include appropriate comparative data.

Response:
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7. Results (Examiners Only)

Overall, based on what we read and what Results were provided, and given what we are looking for relative to
Process Results, our review led us to the following conclusion:

[] FewifanyresultsvergprovideththesixDiscussioArea/Categories.

[ Afeworganizatimlperformanaesultsarereporteiha fewoftheDiscussion Areas/Categories.

[ ] Organizational performance results are reported in most Discussion Areas/Categories

E Sustainedinprogmenin organizatialperformancesult@rereporteth allareas/Categories.
Other:

What We Perceived Overall Regarding Maturity in this Discussion Area: (Optional)
A

What We Saw as Evidence of Maturity in this Results Area:
A

What We Didn’t See as Evidence of Maturity in this Results Area:
A

What Opportunities Might be Considered to improve Maturity in this Results Area:
A
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Team Observation Summary

For each Discussion Area, the Examination Team has provided beroivssrigations are submitted bashe

information provided. As shelobservations could beng because the description isjirtdeMore thafif wh at 0 t he
examiner teamospkng f o r  fabtility to .achbte a €oplete tory, even with opportunities for improvement
demastrates level of matuiityunderstanditige connectivity mature pregses and ressil

The Examineti Team offerisetfollowing wnary Observations:

A
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